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About the service

The service registered with Care Inspectorate on 6 September 2017 to provide a service to older people and
adults with a learning and/or physical disability living in their own homes.

They operate within the Dundee and Angus areas and note their purpose as:

i) To enable our service users to maintain their care and tenancies by providing housing support/care at
home services, individually tailored to meet the needs of our service user.

ii) To assist every service user with improving their quality of life, to achieve aspiration, goals and priorities.

iii) To always encourage and promote independence while encouraging choice and respecting their
individuality.

iv) Ensuring that service users, their families/support networks, and our staff, are always treated with
dignity, respect and compassion.

About the inspection

This was an unannounced inspection which took place between the 25 October and 31 October 2022. The
inspection was carried out by one inspector from the Care Inspectorate.

To prepare for the inspection we reviewed information about this service. This included previous inspection
findings, registration information, information submitted by the service and intelligence gathered since the
last inspection.

In making our evaluations of the service we spoke with three people using the service and also the
Registered Manager, Assistant Manager and Senior Administrator. We spoke with five members of staff and
observed another four staff in the process of undertaking visits to those they supported. This gave us an
opportunity to chat informally to a further two people and also observe staff practice and interactions. We
reviewed four care plan documents, staff questionnaires conducted over a two year period, training records,
risk assessments (including Infection Prevention and Control), internal complaints, and records of accidents
and incidents.

We also spoke with three visiting social work and health professionals and received their feedback on the
service.
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Key messages

Staff felt well supported by the management team.

The staff team had a good understanding of the communication and mood indicators of those they
supported.

The digital method of recording and storage of information continued to be developed.

The service had struggled to retain/recruit staff within a national staffing crisis.

Processes around staff supervisions and appraisals needed to be improved.

The provision of six-monthly care plan reviews could be more efficient.

The service should compile a development plan in consultation with staff, those they support and other
stakeholders.

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? 3 - Adequate

Further details on the particular areas inspected are provided at the end of this report.
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How well do we support people's wellbeing? 4 - Good

We made an evaluation of good for this key question, as several important strengths, taken together, clearly
outweighed areas for improvement. Whilst some improvements were needed, the strengths identified had a
significant positive impact on people's experiences.

People told us that they felt respected and listened to in their homes because their wishes and preferences
were used to shape how they were supported, including if they wished to decline an aspect of their
support. We saw this in the home visits we undertook and it was noted on the visit notes. The person
receiving the support also expressed that they had made the personal choice not to retain their own care
plan in the house.

We also saw that there were warm, encouraging, positive relationships between staff and people making
use of the service. People did not always know who was coming to support them as the service had some
vacancies in its staffing. We heard of significant efforts to recruit more staff but this was difficult in the
current climate.

We read a comprehensive policy on restraint and when this is acceptable or unacceptable. It is important
for staff to recognise what constitutes restraint and when it is required to ensure safety and security. We
suggested that this, and the framework in respect of legal authority, be included at induction and
periodically discussed at team meetings. The necessary records and registers should also be maintained.

Although we saw good examples of staff having a chance to be actively involved in decisions about the
service through an annual questionnaire, people receiving support were not actively involved in decisions
about their service in ways that were meaningful to them. We suggested that this is explored with
supported people and possibly the use of independent advocacy. This is noted within 'How good is our
leadership' 2.2.

Staff in the service understood their role in supporting people's access to healthcare and they recognise
changing health needs and share this information quickly with the right people. We read of several
examples of health professionals being involved in providing expertise and training to the staff team.

We read in care plans, and were told by people, that they were able to make decisions around their health
and lifestyle choices. This was detailed within care plans and included skin integrity, foot care and dental
care, but also detailed lifestyle choices such as diet and exercise.

People also benefitted from support to access healthcare and treatment from competent trained
practitioners such as district nurses, community learning disability nurses and occupational therapists. It
was also evident that care plans were person-centred in relation to people's specific health and well-being
as no care plan we looked at had the same subject headings within the 'Outcome' sections.

People could choose the care and support they wanted, based on their preferences, assessed needs and
outcomes. This was evident, for example, through the service's commitment to try and offer 'gender
preferences' in terms of carers attending, despite the logistical complication this created.

We read that assessments involved professionals, and others as appropriate, to help shape decision about
the suitability of their service. People and professionals were involved in reviewing the assessment. We
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saw, in our home visits, that staff working in the service understood their role and contribution to ensuring
that the assessment was comprehensive. This was made easier by the digital process of instant access that
staff used to update care plans and read notes from colleagues.

However, this service has also been negatively affected by the ongoing staffing crisis and we found that care
plan reviews were infrequent and sporadic. We were reassured that as an interim measure the outcomes,
needs and wishes were 'reviewed' and updated regularly through this digital process.

Despite the need to return to a formal review schedule we were confident that people were getting the right
service for them.

How good is our leadership? 3 - Adequate

We evaluated this key question as adequate. While the strengths had a positive
impact, key areas need to improve.

Through two staff questionnaires, we saw how leaders had empowered staff to become involved in
comprehensive quality assurance systems and activities. This should lead to the development of an
ongoing, dynamic and responsive improvement plan that details the future direction of the service.
Although there was a very comprehensive and considered Service Plan, this did not appear to include the
feedback from the questionnaires and was perhaps a management tool primarily to address recruitment,
retention and staffing issues. This service plan did, however, demonstrate that the manager had a very clear
understanding about what was working well and what improvements were needed.

In the current national staffing crisis this assessment of the required improvements is perfectly
understandable, but it is suggested that, as resources allow, thought should be given to how staff, those
they support, and other stakeholders are involved in evaluating the quality of the service and how it should
develop. Leaders at all levels need to have a clear understanding of their role in directing and supporting
improvement activities, and where to obtain support and guidance.

We read that there was an effective process for receiving people's comments both as a compliment and as
an internal complaint. This showed us that people were confident giving feedback and raising any concerns
because they knew leaders would respond and use the information to help improve the service. Learning
from complaints was central to quality assurance processes and fully informed improvement in the
respective areas.

This service has struggled to fully implement a defined cyclical process of supervision, appraisal and team
meetings. This is due to the on-going national difficulties of recruitment and the after affects of the
pandemic. This area was also identified in a previous inspection. For this reason, we are making the
establishment of a supervision and appraisal schedule a requirement. (See requirement 1).

These processes ensure that staff are working in a consistent way in providing care and support, it is an
opportunity to discuss and reflect on best practice and it enables staff to be supported in meeting their
post-registration requirements.
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Requirements

1. The provider must, by 27 January 2023, demonstrate that staff supervisions, appraisals and team
meetings are scheduled to occur in accordance with the provider's policy and procedures. This will ensure
that staff are supported, are given opportunities to reflect, and ensure that consistent, best practice is
delivered.

This is to comply with Regulation 4(1)(a) of The Social Care and Social Work Improvement Scotland
(Requirements for Care Services) Regulations 2011 (SSI 2011/210)

This is to ensure care and support is consistent with Health and Social Care Standard (HSCS) which
state that:
'I have confidence in people because they are trained, competent and skilled, are able to reflect on
their practice and follow their professional and organisational codes.' (HSCS 3.14).

Areas for improvement

Previous area for improvement 1

The provider should compile a policy on restraint so that everyone understands what is, and is not,
allowed. It should also document the legal aspects of recording and authority.

This is to ensure care and support is consistent with the Health and Social Care Standards which state that:
'If my independence, control and choice are restricted, this complies with relevant legislation and any
restrictions are justified, kept to a minimum and carried out sensitively.' (HSCS 1.3)

This area for improvement was made on 28 January 2020.

Action taken since then
The registered manager had compiled a Restraint policy as suggested. How this has been implemented into
training and practice will be examined at subsequent inspections.

Previous area for improvement 2

The provider should re-introduce a regular cycle of supervision and annual appraisal to ensure that staff
have an opportunity to reflect onpractice which promotes well-being and confidence.

This is to ensure that care and support is consistent with the Health and Social Care Standards which state
that: 'I have confidence in people because they are trained, competent and skilled, and are able to reflect on
their practice and follow their professional and organisational codes.' (HSCS 3.14)

This area for improvement was made on 28 January 2020.

What the service has done to meet any areas for improvement we
made at or since the last inspection
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Action taken since then
The pandemic had resulted in this supportive process lapsing. This has been escalated to a requirement and
will be the subject of a follow-up inspection in accordance with the timescale.

Complaints

Please see Care Inspectorate website (www.careinspectorate.com) for details of complaints about the
service which have been upheld.
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Detailed evaluations

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

1.1 People experience compassion, dignity and respect 4 - Good

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

1.4 People are getting the right service for them 4 - Good

How good is our leadership? 3 - Adequate

2.2 Quality assurance and improvement is led well 3 - Adequate

Inspection rInspection reporteport

Inspection report for TLA Neighbourhood Services
page 8 of 9



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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