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About the service

Hillcrest Futures, Dundee, Birkdale and Millview is a housing support and care at home service that supports
people with a learning disability and other needs. They enable people in their own tenancies to lead as full a life
as possible.

What people told us

Four service users, two relatives and two care managers were spoken with during this inspection. The views
expressed showed high levels of satisfaction with this service. Though the inspector was not able to speak
directly with service users due to their communication difficulties, he observed them and saw that they were
happy in their surroundings and happy with the people who supported them. The inspector was able to have
detailed discussions with some parents and some care managers who were involved in placing and supporting
people in the service. Here are some of the things people said:

'The service does very good work with people with very challenging behaviour and complex issues. Without
going into detail they have addressed issues around the use of the internet, people absconding from the service,
relationships with other family members and around sexuality. They work well in the multidisciplinary team I am
part of and set up protocols in order to provide continuity of care. They manage risk really well and
communicate with me, as a care manager, appropriately.'

'They have very good transition practice allowing people who use the service to integrate slowly into their new
surroundings. They are good at learning people's needs and helping them to become settled in a new
environment.'

'One of their strong points seems to be communication; they are strong on pictorial software to aid this. They
are very committed to the people they look after and are compassionate in their approach. The person I support
is well suited to this service which caters for older women who share a tenancy.'

'Reviews are regularly taking place and the service is very good at asking for advice and acting on it when given.'

'Everything about this service is lovely, really good. It has been the best thing ever. The service has not been
afraid to encourage her (my relative) to spend her money to make her environment nice. They treat her with
dignity and respect and compassion and I am always welcomed when I visit. When she was in hospital they
visited her every day to make sure she was okay this makes me feel that when I am gone she will still be well
cared for.'

'I am happy with this service they have taken the time to know my son. They provide continuity of staff and lots
of activities. Since being cared for in this service he has developed new skills and abilities and leads an active
social life.'
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Self assessment

A self assessment was not required for this inspection though the service did show us their ongoing
development plan.

From this inspection we graded this service as:

Quality of care and support 6 - Excellent
Quality of staffing 5 - Very Good
Quality of management and leadership not assessed

What the service does well

The quality of care of support at this service was excellent. The quality of staffing was very good. The service
was unique in the way that it supported people with a range of very complex needs. These ranged from non-
verbal communication, support with sexuality, work with challenging families and a willingness to take on new
care roles such as catheter care, pressure care and peg feeding. All of this showed a commitment to the people
the service supported; a commitment to making their lives and the home environment work for them.

The inspector observed excellent work by staff with a person who was new to the service. They had very little
verbal communication and had arrived without much information as to their needs. In a few short weeks staff
had ascertained that this person actually did have some verbal communication and had set up detailed protocols
for working with her. It was also clear that the staff had already developed a fondness for them; this showed
their excellent compassion.

Another service user had been very ill in hospital and the service had sent staff to visit her every day and be with
her so that she didn't feel alone and confused. When this person returned from hospital staff supported their
physical care and rehabilitation. Subsequently this person has made a full recovery from being really quite ill.
Support and encouragement from staff was excellent and was a contributing factor to that person's recovery.

Support planning in the service was excellent. Plans looked at by the inspector were very detailed with an
emphasis on positive outcomes and continuity of care. All people supported had a 'need to know' file which
could be picked up by any care worker who was unfamiliar with that person and they would have an outline of
the care they needed in an easily accessible format. Managers on-call also had information on service users and
what to do in contingencies such as having to evacuate a tenancy. They had lists of hotels they could use which
were accessible for people with mobility issues.

The service was praised by care managers for its excellent work with the wider multidisciplinary team used to
support individuals. This had included the service doing some excellent work with a person they supported
around their sexuality and their capacity. There was also evidence of the service being proactive around
protecting vulnerable people.

Staff themselves were well supported to carry out their job role. Where one particular staff team had been
experiencing high levels of stress due to challenging behaviour; they had been well supported by the service.
This had included stress risk assessments, a group stress workshop and listening to staff members concerns.
This again had contributed to the services continuity of care in that it insured as far as possible, that staff did
not go off due to stress but continued to work with people who knew them.
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Staff had a full range of training and other supports such as supervision and team meetings. There was
evidence of staff taking on new tasks such as peg feeding and catheter care for one service user who was
recuperating at home. Staff spoken with appeared flexible and committed to the people they supported. If they
needed training in order to provide that support they were enthusiastic about undertaking it.

In conclusion the inspector was very impressed with the attention to detail involved in the support of people,
many of whom had complex support needs. This meant that the consistency of care provided was at a very high
level. He was also impressed with the excellent levels of compassion and commitment shown towards
supporting people in terms of the promotion of the idea that a person's home is their home for life.

What the service could do better

The service had their own development plan which identified their areas for improvement in a proactive way.
The inspector did talk to the service around the reporting of adult protection issues to the Care Inspectorate.

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 0

Complaints

There have been no complaints upheld since the last inspection. Details of any older upheld complaints are
published at www.careinspectorate.com.

Previous requirements

There are no outstanding requirements.

What the service has done to meet any requirements we made at
or since the last inspection
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Previous recommendations

There are no outstanding recommendations.

Inspection and grading history

Date Type Gradings

19 Sep 2018 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing Not assessed
Management and leadership 5 - Very good

23 Aug 2017 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing Not assessed
Management and leadership 6 - Excellent

5 Aug 2016 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 6 - Excellent
Management and leadership Not assessed

30 Jul 2015 Announced (short
notice)

Care and support 6 - Excellent
Environment Not assessed
Staffing 6 - Excellent
Management and leadership 6 - Excellent

27 May 2014 Announced (short
notice)

Care and support 5 - Very good
Environment Not assessed
Staffing 6 - Excellent
Management and leadership 6 - Excellent

20 May 2013 Announced (short
notice)

Care and support 5 - Very good
Environment Not assessed
Staffing 6 - Excellent

What the service has done to meet any recommendations we
made at or since the last inspection
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Date Type Gradings

Management and leadership 6 - Excellent

21 Feb 2013 Announced (short
notice)

Care and support 6 - Excellent
Environment Not assessed
Staffing 6 - Excellent
Management and leadership 6 - Excellent

16 Nov 2011 Announced (short
notice)

Care and support 6 - Excellent
Environment Not assessed
Staffing 6 - Excellent
Management and leadership Not assessed

21 Sep 2010 Announced Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
Management and leadership 5 - Very good

6 Oct 2009 Announced Care and support 6 - Excellent
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

24 Feb 2009 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 4 - Good
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To find out more

This inspection report is published by the Care Inspectorate. You can download this report and others from our
website.

Care services in Scotland cannot operate unless they are registered with the Care Inspectorate. We inspect, award
grades and help services to improve. We also investigate complaints about care services and can take action
when things aren't good enough.

Please get in touch with us if you would like more information or have any concerns about a care service.

You can also read more about our work online at www.careinspectorate.com

Contact us

Care Inspectorate
Compass House
11 Riverside Drive
Dundee
DD1 4NY

enquiries@careinspectorate.com

0345 600 9527

Find us on Facebook

Twitter: @careinspect

Other languages and formats

This report is available in other languages and formats on request.

Tha am foillseachadh seo ri fhaighinn ann an cruthannan is cànain eile ma nithear iarrtas.
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