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About the service

This service registered with the Care Inspectorate on 7 September 2012.

Carr Gomm provides a support service to people living in their own homes. The service is provided throughout
the Highlands. The service supports carers by giving them respite and also helps people to remain in their own
homes. In some parts of the Highlands the service also offers care to people living alone. The service is provided
to older people, adults with disabilities and children. Their main office base is in Inverness.

The welcome handbook states; being supported by Carr Gomm means:

- Having control over your life
- Being able to make choices
- Feeling safe and secure
- Being treated with respect
- Know that there is someone there - no matter what.

What people told us

Prior to the inspection a number of Care Standards Questionnaires were issued to people and their
families. Thirty-two questionnaires were returned and all were happy with the quality of support they received.

We spoke and spent time with a number of people who use the service during the inspection and we also spoke
to family members.

People said:

"The support my son gets is really good, he looks forward to a Thursday."

"We have no issues with the standard of care we receive."

"I am happy with the care I get. The carers are very good and friendly. They are always very punctual."

"The service l receive is good overall. I like all the care staff but would prefer just 1-3 of them."

"Every member of staff is wonderful, efficient and very understanding."

"We are both very happy with the care from Carr Gomm, they listen to us and have given us really good advice
about where we can get other help. They're really flexible and always help us out."

"I have every confidence in my mother's carers but when one of them is off on leave or sick there is never cover
for them. I can understand how sometimes when off sick it can be difficult in getting cover but not for pre-
booked annual leave."

"My son uses this service and I can honestly say I have complete confidence in his carer. They have a good
rapport together and he looks forward to her visits."

"Both carers are very friendly, polite and caring. I'm very happy with the care and support."
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"Some staff learn quickly others not so much. Not all staff treat me with repeat, it varies."

'It has taken a very long time to get a support plan in place, but l think we have a good one now."

"As a relative l feel there should be more regular contact with myself to discuss care given."

Most people we spoke to or who completed a questionnaire were happy with their support. People did raise
concerns about lack of staff and missed shifts and that sometimes they weren't told if there was going to be
changes to their support or they were only given very short notice.

Self assessment

The service had not been asked to complete a self assessment ahead of the inspection. We looked at their own
improvement plan and quality assurance paperwork.

From this inspection we graded this service as:

Quality of care and support 4 - Good
Quality of staffing 4 - Good
Quality of management and leadership 4 - Good

Quality of care and support

Findings from the inspection

People experience good support from this service. As part of the inspection we spent time with people being
supported. We saw lots of positive interactions between staff and supported people and people told us that they
looked forward to seeing their support worker. Staff were warm and caring and showed respect in their
interactions.

People's care plans should be right for them because they set out how their needs will be met. Care plans were
up to date and we saw evidence that people and their families were involved in the development of the
plans. Care plans contained clear information on people's health needs, their day to day support, their likes and
preferences and their personal history.

People should be meaningfully involved in how organisations that support and care for them work and develop.
The organisation encouraged people using the service, their relatives and other stakeholders to give their views
and opinions and took account of these when making any changes or developments to the
service. Questionnaires were issued regularly and the service was piloting a series of focus discussion groups for
people using the service and their families.

We saw that some risk assessments were in place, however these did not always contain sufficient detail to
enable staff to safely support someone. The service would benefit from introducing more specific risk
assessments and care plans where they are supporting people with complex needs in areas such as moving and
handling. (See recommendation 1)
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Examples of relevant legal documents such as certificates of incapacity or guardianship orders were not always
available in people's care plans. Where a guardian is in place, a service should have written documentation from
the guardian stating which responsibilities they wish the service to undertake on their behalf.

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 1

1. The service should ensure that care and support plans include an evaluation of any potential risk that may
impact on the care and support provided. Risk reducing measures should also be identified and guidance for
staff developed to minimise the likelihood of any identified risks happening.

This is to ensure that care and support is consistent with the Health and Social Care Standards which state; "I
experience high quality care and support because people have the necessary information and resources." (HSCS
4.27)

Grade: 4 - good

Quality of staffing

Findings from the inspection

People experience good support from this service.

We saw that training had taken place for staff throughout the year and all staff were required to complete online
training modules. A training needs analysis and training plan were in place for the service. Staff told us that they
felt they had good training opportunities and that Carr Gomm supported them to undertake a professional
qualification. Carr Gomm also provide staff with the opportunity to undertake a second professional qualification
to help develop their skills and to provide further career opportunities.

We saw evidence of safe recruitment procedures and there was a clear induction process for all new staff. Staff
were aware of their requirement to be registered with the Scottish Social Services Council (SSSC) and we saw
evidence that this was being monitored by the organisation at a national and local level.

Team meetings were being established across the service. All staff were encouraged to contribute to the agenda
and an action plan was put in place after each meeting. Staff were provided with a copy of the minute of the
meeting and each local service produced a newsletter updating staff on local and organisational changes and
news.

The service had established regular support and supervision for staff and the majority of staff had received an
appraisal in line with the organisations policy.
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Staff told us that team work and staff morale had improved. Staff knew their roles and responsibilities and
appeared motivated to deliver a good service to people.

People should be supported and cared for by staff they know so that they experience consistency and
continuity. People fed back to us that they did not always receive consistent support, that they had experienced
changes in support and staffing at short or no notice and that they did not have a permanent staff team. (See
recommendation 1)

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 1

1. The provider should ensure that a contingency plan is in place during periods where they are short-staffed to
safeguard the wellbeing of people using the service.

This is to ensure that care and support is consistent with the Health and Social Care Standards which state; "I
experience stability in my care and support from people who know my needs, choices and wishes, even if there
are changes in the service or organisation." (HSCS 4.15)

Grade: 4 - good

Quality of management and leadership

Findings from the inspection

We found that the quality of management and leadership in the service was good.

There was a registered manager and team of local managers who oversee the service across the Highlands. We
saw a team who worked well together and who had brought about positive changes in the service. The roles of
senior staff were now more clearly identified and we saw the team working together to begin to plan and
implement further positive improvements.

A complaints record was in place, which identifies when complaints need to be escalated. The manager responds
well to complaints or any concerns raised, using any information gathered to improve the service. Supported
people, families and staff told us that senior staff were approachable and helpful but at times slow to respond to
any issues raised.

People should benefit from a culture of continuous improvement, with organisations having robust and
transparent quality assurance processes. The service has started to introduce audits in a number of areas and to
develop the way that it receives feedback from the supported people, their families and other
stakeholders. However, the service is yet to establish an improvement and development plan. A quality assurance
system needs to be developed that identifies actions and feeds into an overall improvement plan. (See
recommendation 1)
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We saw that accidents, incidents and complaints records were in place, however notifications relating to these
were not always being made to the Care Inspectorate. The service needs to identify if an occurrence, accident or
incident is notifiable to the Care Inspectorate and where a notification is to be made this should be done in the
given timescales. (See recommendation 2)

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 2

1. We recommend that the service puts into place a quality assurance system which they can use to effectively
assess that the quality of care they provide meets the Health and Social Care Standards. The service needs to
follow-up on findings and action plans to bring about improvements and these should be included in a service
development plan.

This is to ensure that care and support is consistent with the Health and Social Care Standards which state; "I
benefit from a culture of continuous improvement, with the organisation having robust and transparent quality
assurance processes." (HSCS 4.19)

2. It is recommended that the service reviews its monitoring of significant occurrences, accidents and incidents
to ensure that all notifications to the Care Inspectorate are met within the set timescales.

This is to ensure that care and support is consistent with the Health and Social Care Standards which state; "I
use a service and organisation that are well led and managed." (HSCS 4.23)

Grade: 4 - good

Previous requirements

Requirement 1

Medication must be managed in a manner that protects the health and wellbeing of service users. In order to
achieve this you must:

- Ensure that there is a full assessment of service users needs undertaken with regard to what support they
require with medication, including oral and topical medication;

- Following this, a medication plan should be put in place with appropriate medication risk assessments and
medication recording charts;

What the service has done to meet any requirements we made at
or since the last inspection
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- Ensure medication assessments, plans, risk assessments and administration charts are regularly audited to
monitor compliance.

This is in order to comply with: The Social Care and Social Work Improvement Scotland (Requirements for Care
Services) Regulations, Scottish Statutory Instruments 2011 No 210: Welfare of users 4 - (1) A provider must - (a)
make proper provision for the health, welfare and safety of residents.

This requirement was made on 20 September 2017.

Action taken on previous requirement
We saw that medication care plans and records were in place and that these were being regularly audited. This
requirement has been met.

Met - within timescales

Requirement 2

Where service users require support with nutrition and are at risk of malnutrition, there must be a specific
dietary plan in place to support them with this. In order to do this the provider must:

- Ensure staff have appropriate training on nutrition and how they should support service users with this;

- Ensure comprehensive nutrition plans are in place to provide guidance for staff;

- Ensure there is a comprehensive risk assessment in place and actions to be taken if service users decline to eat
sufficiently;

- Involve other health professionals where required, such as GP and dietician;

- Ensure regular audits of nutrition plans are undertaken by managers to monitor compliance.

This is in order to comply with: SSI 2011/210 regulation 4(1)(a) - requirement for the health and welfare of
service users and regulation 15(b)(i) requirement about training.

This requirement was made on 20 September 2017.

Action taken on previous requirement
We saw that staff have received appropriate training on nutrition and that they were involving other
professionals where needed. Risk assessment and care plans were in place and we could see that these were
being regularly audited. This requirement has been met.

Met - within timescales
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Previous recommendations

Recommendation 1

It is recommended that support plans continue to be developed to reflect the individual's interests and
preferences so that their needs can be met effectively. The plan should contain significant biographical
information that is important to the individual to help support staff know and understand the person using the
service.

National Care Standards, Care at Home: Standard 3 - Your personal plan.

This recommendation was made on 28 April 2017.

Action taken on previous recommendation
The service has updated all of their care plans to contain significant biographical information and to reflect their
needs and wishes. This recommendation has been met.

Recommendation 2

It is recommended that management ensure that care staff receive supervision and appraisal as indicated in
their policies. These procedures enhance staff performance and gives them opportunities to discuss their work.
Management also can monitor staff training.

National Care Standards, Care at Home: Standard 4 - Management and staffing.

This recommendation was made on 28 April 2017.

Action taken on previous recommendation
Staff are receiving support and supervision regularly and in line with the organisations policy. This
recommendation has been met.

Recommendation 3

We recommend that the service puts into place a quality assurance system which they can use to effectively
assess that the quality of care they provide meets the Health and Social Care Standards. The service needs to
follow-up on findings and action plans to bring about improvements and these should be included in a service
development plan.

This is to ensure that care and support is consistent with the Health and Social Care Standards which state; "I
benefit from a culture of continuous improvement, with the organisation having robust and transparent quality
assurance processes." (HSCS 4.19)

This recommendation was made on 24 May 2018.

What the service has done to meet any recommendations we
made at or since the last inspection
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Action taken on previous recommendation
The service is in the process of developing a quality assurance system. Audits have started to take place in a
number of areas across the service but a service development and improvement plan is yet to be put in
place. This recommendation has not been met and will continue.

Recommendation 4

It is recommended that the service reviews its monitoring of significant occurrences, accidents and incidents to
ensure that all notifications to the Care Inspectorate are met within the set timescales.

This is to ensure that care and support is consistent with the Health and Social Care Standards which state; "I
use a service and organisation that are well led and managed." (HSCS 4.23)

This recommendation was made on 24 May 2018.

Action taken on previous recommendation
This recommendation has not been met.

Complaints

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

Enforcement

No enforcement action has been taken against this care service since the last inspection.

Inspection and grading history

Date Type Gradings

24 May 2018 Unannounced Care and support 3 - Adequate
Environment Not assessed
Staffing Not assessed
Management and leadership 3 - Adequate

28 Apr 2017 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed
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Date Type Gradings

26 May 2016 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
Management and leadership 5 - Very good

3 Aug 2015 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

22 Jul 2014 Announced (short
notice)

Care and support 4 - Good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

19 Jul 2013 Announced (short
notice)

Care and support 4 - Good
Environment Not assessed
Staffing 4 - 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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