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About the service

Constance Care Livingston is registered with the Care Inspectorate to provide care at home and housing
support services. The services are delivered together and are regulated as a combined service. Constance
Care Livingston is part of the City and County Healthcare Group which is one of the largest providers of
community-based social care services in the United Kingdom.

The service provides personal care and support to adults with a variety of needs living in their own homes.
Support is provided to people living throughout West Lothian.

About the inspection

This was an unannounced inspection which took place on 1 March 2023 between 09:30 and 18:00 to follow
up a requirement and area for improvement that were made during a previous inspection on 5 September
2022. The inspection was carried out by two inspectors from the Care Inspectorate.

To prepare for the inspection we reviewed information about the service. This included previous inspection
findings, registration information, information submitted by the service and intelligence gathered since the
last inspection. We also met with the management team on 6 October 2022, 4 November 2022, 6 December
2022 and 23 January 2023 to monitor progress. In making our evaluations of the service we:

• spoke with five people who use the service and three family members

• received feedback from staff and management

• reviewed documents.
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Key messages

We found that there was progress in key aspects of service delivery including:

• Visit scheduling had improved.

• People using the service received good continuity of care by staff who knew them well.

• The service was managing and recording accidents and incidents well.

Requirements

Requirement 1

The provider must ensure that visit schedules are planned and people are kept informed of changes.

By 28 February 2023, the provider must ensure that visit schedules are planned and people are informed of
any changes to their support. In order to achieve this, the provider must:

a) plan visit schedules to include sufficient travel time between visits

b) ensure people know how to access information on who is scheduled to deliver their care and support

c) inform people when visits will not be provided at the agreed time.

This is in order to comply with regulation 4(1) (Welfare of Users) of The Social Care and Social Work
Improvement Scotland (Requirements for Care Services) Regulations 2011 (SSI 2011/210).

This is to ensure that care and support is consistent with the Health and Social Care Standards, which state
that:

1.19 "My care and support meets my needs and is right for me".

4.22 "If the care and support that I need is not available or delay, people explain the reasons for this and
help me to find a suitable alternatively".

This requirement was made on 5 September 2022.

Action taken on previous requirement
We visited the service on 1 March 2023 to review this requirement.

What the service has done to meet any requirements we made at
or since the last inspection
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We saw improvement in how the service was planning their visit schedules. The service had reviewed and
updated most of their visit schedules. They had plans in place to complete this for the whole service. Visits
were arranged to minimise travel time and, where possible, could be undertaken by staff walking between
visits. The management team were aware that this was an ongoing piece of work and had incorporated this
into the development plan for the service.

People told us that that they were receiving their care within an agreed time period, however there were still
occasions when visits were late or early. Although this had not resulted in poor outcomes for people, some
people told us that they wanted their visit times to be more reliable. We observed that the concerns raised
were in areas that had not been reviewed. We will monitor progress with this at the next inspection.

The service had shared details of their electronic portal with people who use the service and their relatives.
The portal enables people to access care notes and visit schedules. We heard that there had been a small
uptake on access to the portal by family members.

The service continued to have named staff for runs to promote consistency of care workers. People were
confident that they knew who was providing their support and that the staff knew them well. People were
informed of who was scheduled to visit through communication with staff.

We saw some evidence of people being informed of changes by office staff. However, people told us that
they were not consistently informed of changes, although they were understanding of the reasons for this
happening. We shared this feedback with the manager and will monitor progress in this area at our next
inspection.

Met - within timescales

Areas for improvement

Previous area for improvement 1

The provider should ensure that they keep people safe and healthy by ensuring that all accidents and
incidents are properly managed. To do this, the provider should:

a) ensure all accidents and incidents are recorded including follow up actions and outcomes

b) ensure that notifications are made to the Care Inspectorate in accordance with Care
Inspectorate guidance 'Records that all registered care services (except childminding) must keep
and guidance on notification reporting'.

This is to ensure care and support is consistent with the Health and Social Care Standards which state:

What the service has done to meet any areas for improvement we
made at or since the last inspection
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4.19 'I benefit from a culture of continuous improvement, with the organisation having robust and
transparent quality assurance processes.'

This area for improvement was made on 5 September 2022.

Action taken since then
We visited the service on 1 March 2023 to review this area for improvement.

We saw significant improvement in how the service was managing accidents and incidents. Incidents were
managed in accordance with people's personal plans.

The manager had put in place a system to ensure that follow up action was taken following accidents and
incidents. The service were recording accidents and incidents and making appropriate notifications to the
Care Inspectorate.

We observed that reporting and recording of accidents and incidents was discussed during staff
supervision. The manager was also completing quarterly events analysis with the support of the senior
management team. This was ensuring that the service was learning and taking appropriate action following
accidents and incidents.

This Area of Improvement has 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.
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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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