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Inspection report continued

Summary

This report and grades represent our assessment of the quality of the areas of
performance which were examined during this inspection.

Grades for this care service may change after this inspection following other
requlatory activity. For example, if we have to take enforcement action to make the
service imprave, or If we investigate and agree with a complaint someone makes
about the service.

We gave the service these grades
Quality of Care and Support 6 Excellent
Quality of Staffing 6  Excellent

Quality of Management and Leadership 6  Excellent

What the service does well

Premier Healthcare provides an excellent service to peaple whao use the service and
their relatives. Discussions with service users and staff and responses from
questionnaires evidenced that there was a very high degree of satisfaction with the
service and that it was responsive to changes in circumstances and comments from
service users and relatives.

What the service could do better

We identified that the service should be more explicit when recording service users
medication and staff should have their competency to administer medication
reviewed.

What the service has done since the last inspection

The service continues to improve in all areas of care practice and service
development. Management are continually seeking ways to further improve ways to
encourage participation with service users and their families.

Conclusion

Premier Healthcare is currently performing to an excellent standard and should
continue with their service improvement plan to ensure that they sustain their grades.
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Who did this inspection

Kevin Dale
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1 About the service we inspected

The Care Inspectorate regulates care services in Scotland. Prior to T April 2011, this
function was carried out by the Care Commission. Information in relation to all care
services is available on our website at

www.careinspectorate.com.

The Care Inspectorate will award grades for services based on findings of inspections.
Grades for this service may change after this inspection if we have to take
enforcement action to make the service improve, or if we uphold or partially uphold a
complaint that we investigate.

The history of grades which services have been awarded is available on our website.
You can find the most up-to-date grades for this service by visiting our website, by
calling us on 0845 600 9527 or visiting one of our offices.

Requirements and recommendations

If we are concerned about some aspect of a3 service, or think it could do more to
improve its service, we may make a recommendation or requirement.

A recommendation is a statement that sets out actions the care service provider
should take to improve or develop the quality of the service but where failure to do so
will not directly result in enforcement.

A requirement is 3 statement which sets out what is required of a care service to
comply with the Public Services Reforms (Scotland) Act 2010 and Regulations or
Orders made under the Act, or a condition of registration.

Premier Health Care was registered on 03/07/2008 to provide a Support Service -
Care at Home. The service provides support including personal care to people in their
own homes living in the Helensburgh area. The service operates 24 hours /7 days per
week.

The aims and objectives state that they promote independent living, deliver care in 3
non-discriminatory manner and provide 3 flexible, responsive and non-intrusive
service.

Based on the findings of this inspection this service has been awarded the following
grades:
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Quality of Care and Support - Grade 6 - Excellent
Quality of Staffing - Grade 6 - Excellent
Quality of Management and Leadership - Grade 6 - Excellent

This report and grades represent our assessment of the guality of the areas of
performance which were examined during this inspection.

Grades for this care service may change following other regulatory activity. You can
find the most up-to-date grades for this service by visiting our website
www.careinspectorate.com or by calling us on 0845 600 9527 or visiting one of our
offices.
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2 How we inspected this service

The level of inspection we carried out

In this service we carried out a low intensity inspection. We carry out these
Inspections when we are satisfied that services are working hard to provide
cansistently high standards of care.

What we did during the inspection

This report was written following an unannounced inspection which took place on the
6 November 2012 and was carried out by inspector Kevin Dale.

During the course of the inspection evidence was gathered from a number of sources
including:

Evidence from the service's Self Assessment and Annual return
Discussions with the service provider and staff
Telephone conversations with service users and relatives
Service user and relative questionnaires

Staff questionnaires

Policies and procedures

Service user support plans

Accident and incident records

Staff files

Training records

Complaint records

Quality assurance tools and systems

Grading the service against quality themes and statements

We inspect and grade elements of care that we call ‘quality themes'. For example,
one of the quality themes we might look at is "Quality of care and support’. Under
each guality theme are 'quality statements’” which describe what a service should be
doing well for that theme. We grade how the service performs against the quality
themes and statements.

Details of what we found are in Section 3: The inspection

Inspection Focus Areas (IFAs)

In any year we may decide on specific aspects of care to focus on during our
Inspections. These are extra checks we make on top of all the normal ones we make
during inspection. We do this to gather information about the quality of these aspects

Premier Healthcare, page 7 of 20




Inspection report continued

of care on a national basis. Where we have examined an inspection focus area we will
clearly identify it under the relevant quality statement.

Fire safety issues

We do not regulate fire safety. Local fire and rescue services are responsible for
checking services. However, where significant fire safety issues become apparent, we
will alert the relevant fire and rescue services so they may consider what action to
take. You can find out more about care services' responsibilities for fire safety at
www_firelawscotland.org
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The annual return

Every year all care services must complete an "annual return’ form to make sure the
iInformation we hold is up to date. We also use annual returns to decide how we will
Inspect the service.

Annual Return Received: Yes - Electronic

Comments on Self Assessment

Every year all care services must complete a ‘self assessment’ form telling us how
their service is performing. We check to make sure this assessment is accurate.

We received a fully completed self assessment document from the service manager.
We were satisfied with the way the service manager had completed this and with
relevant information they had given us for each of the headings that we grade them
under.

The manager identified what they thought they did well, some areas for development
and any changes they planned. The self assessment gave some indication how the
people who use the service had taken part in the self assessment.

Taking the views of people using the care service into account

We sent 20 Care Standard guestionnaires to service users and relatives and 8 were
returned from service users. We spoke with 2 people who use the service, comments
included,

" The service Is absolutely excellent, | can't fault it in any way. They watch out for you
and give advice when needed, the manager is very hands on. | feel consulted on the
quality of the service and consulted about any changes in my routine”

" Premier is wonderful, gold star, | have a high regard for the work they do. The girls
are all good, they will offer any help needed. | an informed about any changes and
have had a review. | would grade them 6 they couldn't improve it. | feel well
supported by everyone of the team”

" I'm very pleased with this service, My carer is a very fine person and has been with

me for years before being engaged in this firm. She is pleasant, completely
trustworthy and very capable”
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" My Iate Husband was my carer for many years and | cannot stress enough how
splendidly Premier Healthcare have managed to cope with the gap left in my life.
They are indeed a Premier Health team”

8 returned questionnaires from service users told us that overall they were very
satisfied with the quality of the service they received.

Taking carers' views into account

" The staff are very attentive of my relatives needs. They are thoughtful and
considerate, giving my relative both respect and control where possible. They are
friendly and approachable and generally caring individuals that not only support my
relative well but also do their best to keep her happy. | feel that my relatives
wellbeing matters a lot to the carers at Premier Care and | personally feel | can relax
and trust their judgement in looking after my relative”

" We have had an excellent service from Premier Healthcare. Both myself and my
mother in law are extremely satisfied with the care provided.The provider and her
team go beyond the call of duty”

"Premier Healthcare are providing excellent care on every level for my relative. Each
carer my relative has met has been well trained.My relative has got to count on her
carers from the service as friends and she looks forward to seeing them each day. The
service provided by Premier Health care has enabled my relative to stay in their own
home”

" The service provided by Premier Healthcare on behalf of Argyll and Bute Council is
really very good indeed. | believe this Is due to very good staff selection. Staff are kind
and helpful and this coupled with with their flexibility, has made it possible for my
relative to continue in her own home. By flexibility, | mean that staff willingly keep the
house running by putting on washing in the machine, hanging the clothes onto the
cloths horse and putting it away. My relative receives & visits a day paid by the
council. I pay for a further visit.

" Without this service my own life would be impossible. Either that or my relative
would not have been able to remain in their own home where they are content to be”

"All of the staff employed by Premier Healthcare are a credit to the company. All of
the carers carry out their duties in a caring and pleasant manner and always find the
time for little extra chats to my relative. This is a3 company that | would recommend to
others®

5 returned questionnaires from relatives told us that overall they were very satisfied
and 2 were satisfied with the quality of the service their relative received.
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3 The inspection

We looked at how the service performs against the following quality themes and
statements. Here are the details of what we found.

Quality Theme 1: Quality of Care and Support

Grade awarded for this theme: 6 - Excellent

Statement 1

We ensure that service users and carers participate in assessing and improving the
quality of the care and support provided by the service.

Service strengths

The service has held 2 stakeholder meetings over recent months. The manager told us
that these were not well attended and was seeking ways to maximise the attendance
by providing transport to services users and carers.

The welcome pack and Service user guide contained detailed information on what the
service offers, their polices and procedures, Adult protection procedures and advocacy
services. The manager had introduced a comments and complaints form in the
welcome pack to encourage feedback from service users and relatives.

The quarterly newsletter is now printed and delivered to service users' houses. The
news letter contains good information on staff training, participation and useful
guidance on nutrition for people with dementia. The newsletter invites contributions
from service users and carers and has a section on the history of Helensburgh with
old photographs.

Service users and carers are invited to participate in staff training and we found some
evidence that a carer had recently been involved in a training event.

Responses from Care Standard questionnaires and service users spaken with
evidenced that there was a very high degree of satisfaction with the quality of the
service, the staff and the level of consultation that takes place.

Service users told us that there care was regularly reviewed and that they are

encouraged to make comment about the guality of the service and any changes that
they would wish to be made with their support.
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Areas for improvement

The service is currently performing to an excellent standard and should continue to
Identify and make improvements to their participation strategy.

Grade awarded for this statement: 6 - Excellent
Number of requirements: O

Number of recommendations: O

Statement 3
We ensure that service users' health and wellbeing needs are met.

Service strengths

We looked at service users support plans and risk assessments. We found that they
were reqularly updated and reviewed. Service users and or relatives had signed the
support plans and risk assessments. We noted that service users and relatives had
detailed input in care planning and risk assessments and their views and wishes had
been recorded.

Care plans gave good descriptions of services users care needs and tasks to be
undertaken. The care plans were outcome focused and there was a lot of evidence of
communication with service users and relatives.

Care plans contained detailed information on pressure ulcer prevention and skin care.
Service users nutritional needs were assessed and care plans for a healthy diet and
oral hygiene were in place.

Support needs for service users with dementia identified areas of risk and limits to
freedom and interventions to help reduce risk and maximise personal choice.Family
members were fully invalved in developing and reviewing risks and limits to freedom.

We found that the service has regular contact with local health care professionals,
GPs and social work staff. Care plans contained contact numbers for all health
prafessionals involved in their care. Service users told us that they often rely on staff
to seek medical advice or make appointments for them.

Areas for improvement

We found that service users medication records were not sufficiently detailed to
Identify the prescribed medication. Instructions in the care plan to " prompt’
medication should to be reviewed as we found that staff were required to administer
medication. We spoke to the manager regarding these issues and she stated that she
would make to necessary changes to care plans.
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Grade awarded for this statement: 6 - Excellent
Number of requirements: O

Number of recommendations: O
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Quality Theme 3: Quality of Staffing

Grade awarded for this theme: 6 - Excellent

Statement 1

We ensure that service users and carers participate in assessing and improving the
quality of staffing in the service.

Service strengths

See Quality Statement 1.7 in Quality Theme 1.

Areas for improvement
See Quality Statement 1.1 in Quality Theme 1.

Grade awarded for this statement: 6 - Excellent
Number of requirements: 0

Number of recommendations: O

Statement 3

We have a professional, trained and motivated workforce which operates to National
Care Standards, legislation and best practice.

Service strengths

We looked at staff personnel and training files, we found evidence of staff receiving
reqular supervision and appraisals with senior management. Minutes of these
meetings recorded any care practice issues, training and development needs and
Invited comments from staff on how to improve the quality of the service.

The service has a training matrix which identified the training staff had undertaken,
training that required updated and future training events. We found that staff had
undertaken a range of training as part of their induction which included dignity in
home care, undertaking personnel care, moving and assisting, medication
administration, first aid.

Staff had recently undertaken training in dementia and person centred care,
neurological disorders, palliative care and oral hygiene. The manager had plans to
provide training in the National Care Standards and the service holds training events
on a monthly basis where service users and relatives are invited to attend. We found

Premier Healthcare, page 14 of 20




Inspection report continued

the content of training materials to be of good quality and referred to current best
practice.

The manager has introduced a named warker for each service users and service users
could tell us who that worker was.

The manager was encouraging service users and relatives to become involved in staff
recruitment .

Staff told us that they generally feel supported in their job and are consulted in ways
how to improve the service. We found that some staff had undertaken vocational
qualifications and had capies of Scottish Social Services Council Codes of Practice.

Areas for improvement
We spoke to the assistant manager who told us that currently there was not a system

In place to routinely check staff competencies with medication administration,
however she told us that she would develop a system to do this.

Grade awarded for this statement: 6 - Excellent

Number of requirements: O

Number of recommendations: O
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Quality Theme 4: Quality of Management and Leadership

Grade awarded for this theme: 6 - Excellent

Statement 1

We ensure that service users and carers participate in assessing and improving the
quality of the management and leadership of the service.

Service strengths

See Quality Statement 1.7 in Quality Theme 1.

Areas for improvement
See Quality Statement 1.7 in Quality Theme 1.

Grade awarded for this statement: 6 - Excellent
Number of requirements: (

Number of recommendations: O

Statement 4

We use guality assurance systems and processes which involve service users, carers,
staff and stakeholders to assess the quality of service we provide

Service strengths

The manager uses a range of tools to quality assure the service which involves service
users, relatives, staff and external stakeholders. Service users and relatives are
encouraged to comment on staff performance at reviews and on feedback forms. The
service regularly sends out quality guestionnaires and has an action plan with
outcomes from issues arising from the questionnaires.

Accidents and incidents are appropriately recorded and analysed. We found good
Information In service users care plans daily notes of actions taken to reduce falls and

the recurrence of incidents.

The manager and assistant manager has reviewed the polices and procedures to
reflect Scottish legislation and best practice guidance.

Minutes of staff meetings indicated that they were well attended and that staff were
able to add to the agendas of meetings and voice any concerns.
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The manager has an operational development plan which is updated regularly. We
found that the manager has regular cantact with social work and health staff and
seeks feedback on the quality of the service.

Relatives, service users and staff told us that they have great confidence in the
manager and that it is a very well managed and responsive service.

Areas for improvement

The service Is currently performing to an excellent standard and should continue to
implement the operational development plan.

Grade awarded for this statement: 6 - Excellent
Number of requirements: (

Number of recommendations: O
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4 Other information

Complaints
No complaints have been upheld, or partially upheld, since the last inspection.

Enforcements

We have taken no enforcement action against this care service since the Iast
Inspection.

Additional Information

Action Plan

Failure to submit an appropriate action plan within the required timescale, including
any agreed extension, where requirements and recommendations have been made,
will result in SCSWIS re-grading the Quality Statement within the Management and
Leadership Theme as unsatisfactory (1). This will result in the Quality Theme for
Management and Leadership being re-graded as Unsatisfactory (1).
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5 Summary of grades

Quality of Care and Support - 6 - Excellent

Statement 1 6 - Excellent

Statement 3 6 - Excellent

Quality of Staffing - 6 - Excellent

Statement 1 6 - Excellent

Statement 3 6 - Excellent

Quality of Management and Leadership - 6 - Excellent

Statement 1 6 - Excellent

Statement 4 6 - Excellent

6 Inspection and grading history

Date Type Gradings
27 Apr 2010 Announced Care and support 5 - Very Good
Staffing Not Assessed

Management and Leadership 5 - Very Good

7 Apr 2009 Announced Care and support 4 - Good
Staffing 4 - Good

Management and Leadership 4 - Good

All inspections and grades befare 1 April 2011 are those reported by the former
requlator of care services, the Care Commission.
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To find out more about our inspections and inspection reports

Read our leaflet "How we inspect’. You can download it from our website or ask us to
send you a copy by telephoning us on 0845 600 9527.

This inspection repart is published by the Care Inspectorate. You can get more copies
of this report and others by downloading it from our website:
www.careinspectorate.com or by telephoning 0845 600 9527.

Translations and alternative formats
This inspection report is available in other languages and formats on request.
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Na zyczenie niniejsza publikacja dostepna jest takze w innych
formatach oraz jezykach.

Telephone: 0845 600 952/
Email: enquiries(dcareinspectorate.com
Web: www.careinspectarate.com
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