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About the service

Netherton Court is situated in a residential area of Wishaw in North Lanarkshire and provides care and support
for up to 63 older people with physical and cognitive impairment. It is provided by Thistle Healthcare Limited and
is accessible to public transport links routes, local shops and community amenities.

The home is purpose-built over two levels with a passenger lift providing access to the first floor. All rooms
provide single en suite facilities with access to communal bathrooms, dining rooms and lounges on each floor.
The ground floor provides access into a well maintained, enclosed garden area with seated areas for residents
and visitors to use.

The service states its aims and objectives are to "ensure that residents, including those who live with dementia
are supported in a person-centred environment, feel valued and respected as individuals. We acknowledge that
people may experience levels of frailty, however our aim is to support you to manage your symptoms and
improve your quality of life as well as promoting your independence".

At the time of this inspection there were 45 people living in Netherton Court.

What people told us

We gathered feedback from residents in the service and their families by sending out questionnaires and
speaking to people during the inspection.

Prior to this inspection we issued a total of 40 care standard questionnaires of which nine were returned.

Some of the comments we received were as follows;

'No complaints, very happy and satisfied with all the care and support I need and staff treat me very well'

'I am happy with the room I'm in but would like it a little bigger'

'I am just glad I have people around to help me'

'I am happy with the quality of care from staff in this care home'

'When my relative went into the home over three years ago I was very impressed with the staff and cleanliness.
Cleanliness is not as good although has been better the last three months. I find it very difficult as my relative
can't tell me anything about the day to day running of the home. I feel there is a massive difference between the
upstairs dementia unit and the elderly care downstairs, it always smells fresher, looks cleaner and brighter.
Activities are brilliant. Sitting rooms are left without a member of staff frequently'

'It's going well overall they are all very nice, we are well looked after there's nice meals. I do crosswords. We get
to know the regular staff quite well and are very well looked after'

'I like it here, the people are all very nice, the staff and I are all great friends, I like sewing and I get to do it
sometimes, I am also happy with my room and the food'
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'It's nice and roomy and always nice and clean, which means a lot to me. I do get on well with the staff. We do
have quite a lot of fun and games and there are things I like to do and I go with whatever is on. I always like to
blether and have opportunities to do that here'.

From this inspection we evaluated this service as:

In evaluating quality, we use a six point scale where 1 is unsatisfactory and 6 is excellent

How well do we support people's wellbeing? 4 - Good

How good is our leadership? 4 - Good

How good is our staffing? 4 - Good

How good is our setting? 4 - Good

How well is our care and support planned? 4 - Good

Further details on the particular areas inspected are provided at the end of this report.

How well do we support people's wellbeing? 4 - Good

People who experience care have the right to be treated with dignity, respect and compassion and have
confidence in the people who provide their care and support.

We received positive feedback about the manager and staff team who were aware of the health and social care
standards. We saw nice interaction from staff who demonstrated a genuinely caring approach when interacting
with residents' and their relatives.

Residents were well presented and appeared comfortable with staff who knew them well and displayed positive
management skills when dealing with individuals who were experiencing stress and distressed reactions.

The dining rooms were nicely set out for mealtimes, staff supported people's nutritional needs, encouraged
choice and provided support where required. People could choose where they wanted to eat their meals and we
saw plenty of drinks available throughout the day which helped maintain people's health.

Additional monitoring charts were used for residents who needed extra support and were overall completed well.

People's views were sought through meetings and questionnaires. Any suggestions or actions from consultation
was recorded within an action plan and revisited to ensure progress.
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The level of consultation had been poor over recent months given the size of the home. The manager and
relative committee continue to look at ways of improving this and we could see this was starting produce
positive results.

Residents could be confident that staff had an overview of their health care needs and consulted with relevant
health care professionals as well as being well supported to receive their medication as prescribed. This could be
improved by reviewing and evaluating as required medication to show its effectiveness.

Staff were working with the community mental health team and were using pain assessment and behavioural
monitoring charts to assess residents with communication difficulties or stress and distressed reactions. The aim
was to assess the use of medication and look at reducing this by using alternative options. There was no
structured overview or evaluation of this currently being done and staff were unfamiliar with evaluating the pain
tool and analysing the information to demonstrate positive change. We look forward to seeing how this has
developed at the next inspection.

There was an activity plan displayed and we saw there had been outings, entertainment and activities provided.

We received mixed feedback on activities, some people were happy others said there wasn't enough going on.
Some said they were bored and we saw long periods of time with no activity and people sleeping.

The manager was aware of this and had plans to improve this by recruiting an additional activity member as well
as evaluating the current programme to improve individual choice.

How good is our leadership? 4 - Good

People should be supported by a service and organisation that are well led and managed.

As stated at the previous inspection Thistle Healthcare have been going through a period of change which has
seen a number of new systems implemented within their services. In Netherton Court this involved a new quality
assurance system with plans to introduce ELearning and electronic care plans by the end of the year. Staff were
aware of these planned changes and were kept up to date through meetings and updates from the manager.

Policies and procedures were also under review as these required to be updated. We were informed that this will
be carried out by an external company to ensure they provide staff with the most recent information and
are referenced to best practice guidance.

The auditing system covered a wide range of areas and the manager had a monthly schedule of mandatory
audits which were overseen by senior management to ensure continued improvement. This new system was
constantly evolving with additional audits and events being added as areas for improvement are identified.
Where improvements were identified effective actions were taken to rectify these.

Accidents and incidents were recorded and analysed by the manager to identify any trends in order to prevent a
recurrence.

The complaints procedure was displayed at the reception area and the manager kept a log of complaints or
concerns which were followed up and overseen by senior management to ensure a positive outcome.

With input from the relative committee a service improvement plan had been completed using the quality
framework for inspection produced by the Care Inspectorate. This had allowed the service to highlight what it
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thought it did well as well as identify improvements with target dates for completion. We look forward to
reviewing how this has been embedded and used effectively to improve the service further at future inspections.

How good is our staff team? 4 - Good

People using care services should have confidence in the people who provide support because they are trained,
competent and respond promptly to requests for help.

We received positive feedback about the manager and staff and people said they were happy living in
Netherton.

Staff said they worked well as a team with good support from the manager who was regularly seen talking to
residents and assessing staff practice. This supported staff and helped improve their practice and interaction.

An external recruitment agency was used to recruit staff, since the previous inspection one person had been
recruited. We looked at this file and took into account the files we had reviewed at the previous inspection in
December 2018.

We concluded that staff were appropriately and safely recruited in line with best practice guidelines. This
ensured that staff supporting people were fit to do so and that people were protected from harm.

The training plan and feedback from staff demonstrated there was plenty of training available. There are plans to
introduce Elearning training which will provide a more flexible and wider range of training for staff to complete.
This will ensure staff are competent and skilled when providing care and support.

Regular staff meetings were taking place, supervision had fallen behind, however was now happening regularly
again providing staff with the opportunity to discuss any concerns as well as their ongoing training needs.

Some staff completed reflective accounts of their practice in preparation for supervision meetings which helped
identify further training needs.

Staff were busy and had little time to spend socially with residents resulting in limited interaction and long
periods of time with no staff presence in the communal lounges. People said they were bored with the current
activity programme which staff had little time to implement.

We looked at the dependency assessments and staff rotas. There were currently 18 empty beds resulting in one
of the units on the first floor being closed. This had not depleted the staffing levels and staff told us there were
enough staff currently available to meet people's daily care needs. Through observation and further discussion
with staff we could see there were not enough staffing hours incorporated into the rota to provide social and
recreational support.

Staff were unaware of how the staffing levels were calculated or the current tool used which failed to
capture this need for social interaction (see area for improvement 1).

Areas for improvement

1. The manager should provide staff with training on how the dependency tool works and how the service
calculates the dependency levels and uses this to inform staffing levels. The current tool should be reviewed and
adapted to take into account the social and recreational need of individuals. Including those in communal
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lounges or who choose to remain in their rooms. This should include the level of intervention from staff when
managing stress and distressed behaviour, additional activity or end of life care.

This is to ensure confidence in the people who support and care for me and is consistent with the Health and
Social Care Standards 3.15. 'My needs are met by the right number of people' 3.16 'People have time to support
and care for me and to speak to me'.

How good is our setting? 4 - Good

People should benefit from high quality facilities that are comfortable, homely, safe and well maintained.

Netherton Court is a purpose built home over two levels, all rooms are single occupancy with full en suite
facilities. In each room we visited residents had access to a nurse call system and had brought in their own
furniture and personal belongings to make their room more homely.

The home is safe and secure, there was a daily maintenance log and we saw that appropriate checks and safety
certificates were in place for appliances, services and equipment to ensure a safe environment. There was an
improvement plan which identified areas for improvement in order to identify and make positive changes within
the home.

The home appears clean and tidy however lacks a homely feeling. There is a refurbishment programme in place
with plans to replace furnishings and floorings throughout the rest of the year.

There has already been some investment on the first floor which needs to continue throughout the rest of the
building to ensure all residents are provided with a comfortable and homely living space to relax and enjoy.

Residents were able to wander freely around the home with no restrictions. Staff encouraged and supported
people to wander freely and ensured any walking aids were within their reach to assist them.

Due to reduced occupancy one of the units upstairs had closed and through consultation residents had moved
into the other unit where, we were told had settled well.

The manager discussed some plans to re-open this unit to provide specialised care but this was still under
review.

Signage could be better and lighting was dull in some areas, posing a risk of trips and falls to residents with
visual/cognitive impairment.

There were areas within the units where residents could make a snack or drink if able, however this was not
encouraged. There were enclosed garden areas which were not being used to their full potential and were not
freely accessible to residents.

Staff told us they were not confident with residents using the pantry areas or accessing the outdoor space
independently without supervision. Staff were busy and had little time to assist with these
additional recreational activities which would encourage mobility, alleviate boredom and promote independence
(see area for improvement 1).
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Areas for improvement

1. The provider should review the environment to ensure that the facilities available are appropriate and help to
maintain people's independence, taking into account the lighting, signage and furnishings in order to create a
more homely environment for people to live. How residents can access other areas of the home and garden
should be reviewed to encourage mobility and access fresh air when they choose.

This is to ensure a high quality environment and is consistent with the Health and Social Care Standard 5.22 'I
experience an environment that is well looked after with clean, tidy and well maintained premises, furnishings
and equipment'. 5.23 'If I live in a care home, I can use a private garden'.

How well is our care and support planned? 4 - Good

People should be able to benefit from care plans which are regularly reviewed, evaluated and updated which
consistently informs all aspects of the care and support they experience.

As stated at the previous inspection there were plans to change the existing paper care plans to electronic
copies however this had been delayed until the end of the year.

The care plans which were still in use contained some good person centred information and detail which was
demonstrated in the staff practice and interactions we observed during the inspection.

Risk assessments were in place with details on how to monitor and manage the identified risk. The service had
good links with external professionals who they consulted if they had any concerns.

We saw that people's rights were respected and where there were issues of capacity, appropriate legal
arrangements were recorded and in place. This meant that people experiencing care could be confident that
their views would be sought and choices respected, including when they had reduced capacity to make their
own decisions.

There was good information recorded in life stories and staff continue to work through anticipatory care plans in
consultation with residents and their relatives to ensure people's future wishes are recorded and respected.

We found that the quality and content of the care plans still need to be developed to include more detail in order
to capture what is important to each individual and how staff are going to ensure this is provided.

Some of the plans provided conflicting information, we provided examples of this to the manager at feedback
and were assured this would be rectified. Other parts of the plans require to be rewritten as the most up to date
information was recorded in the monthly evaluations as opposed to the care plan.

More detail on individual medical conditions will improve these further and provide staff with an understanding
of the medical condition, how to manage these and provide the appropriate support to the individual (see area
for improvement 1).

The review matrix in each unit demonstrated that regular reviews were taking place in order to discuss any
concerns or changes in individual care. Relatives we spoke to said they were kept fully informed of any changes
and were confident in the standard of care and support provided.
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As we stated in the previous inspection more information would improve the content of the review meetings, for
example more detail of any achievements or deterioration since the previous review will assist staff when
planning any changes to the care and support required to meet individuals' changing needs effectively.

Areas for improvement

1. As the service moves forward with transferring the current care plans to electronic copies they should consider
how to improve the content of these to ensure they are more outcome focused demonstrating individual choice.
The plans should be up to date with the most current information recorded followed by updates and evaluations
reflective of the care plan. More detail on medical conditions and how staff should manage these effectively will
improve these further.

This is to ensure care and support is consistent with the Health and Social Care Standard 1.15 'My personal plan
(sometimes referred to as a care plan) is right for me because it sets out how my needs will be met, as well as
my wishes and choices'.

Complaints

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

Detailed evaluations

How well do we support people's wellbeing? 4 - Good

1.1 People experience compassion, dignity and respect 5 - Very Good

1.2 People get the most out of life 4 - Good

1.3 People's health benefits from their care and support 4 - Good

How good is our leadership? 4 - Good

2.2 Quality assurance and improvement is led well 4 - Good

How good is our staff team? 4 - Good
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3.3 Staffing levels and mix meet people's needs, with staff working well
together

4 - Good

How good is our setting? 4 - Good

4.2 The setting promotes and enables people's independence 4 - Good

How well is our care and support planned? 4 - Good

5.1 Assessment and care planning reflects people's planning needs and
wishes

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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