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Inspection report

About the service

Kelvin Care provides a combined housing support and care at home service to people living in their own
homes in the north and west end of Glasgow. The provider is Kelvin Care Limited.

The service states that its purpose is to offer a high-quality, person-centred service for individuals in their
own homes and communities. They have a dedicated team of experienced care staff supported by a care
supervisor and manager who tailor services to meet individuals' needs and personal preference.

At the time of inspection 23 people were being supported.

About the inspection

This was an unannounced inspection which took place between 13 and 15 October 2025 with some
additional meetings and phone calls on 20 October 2025. Our inspection took place between 9:30 and 17:00.
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 and complaints information, information submitted by the service and intelligence
gathered throughout the inspection year.

To inform our evaluation we:

- spoke with four people using the service and four of their friends and family members;

- spoke with seven members of staff and management, and one social worker who works closely with the
service,

- observed practice and daily life; and

- reviewed documents.
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People benefited from a stable, experienced staff team and were able to build good relationships with the
people who supported them.

Staff were well supported and well trained and this meant they were able to provide good quality care with
compassion.

The management team were still developing some processes for quality assurance that will support the
service to focus on improvements.

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? 5 - Very Good

How good is our staff team? 5 - Very Good

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

Inspection report for Kelvin Care
page 3 of 8



Inspection report

How well do we support people's wellbeing? 5 - Very Good

We found significant strengths in aspects of the care provided and how these supported positive outcomes
for people, therefore we evaluated this key question as very good.

People experiencing care consistently told us they were very satisfied with the support they received. They
benefited from longer visit times and having the same staff member attend each time. This enabled staff to
build trusting relationships and provide meaningful contact and contributed positively to people's overall
wellbeing.

Infection prevention and control procedures were followed appropriately, and we observed good practice in
this area.

Although only a small number of individuals required support with medication, the service used an
electronic medication recording system. This helped to minimise the risk of medication errors and supported
safe administration practices.

Staff demonstrated a strong understanding of the people they supported. As a result, staff were able to
identify changes in individuals' needs promptly. Daily recording notes were completed to a high standard,
ensuring that colleagues and external professionals were kept informed of any changes or incidents.

The electronic care management system was used effectively to monitor people's support, including
incidents, accidents, and general wellbeing. Families and professionals reported that communication with
the office team was very good and that they felt well-informed about any relevant developments. This
meant that people and their families felt confident in the care they were receiving.

Personal plans were developed in partnership with people and their families, ensuring that support was
tailored to individual needs and preferences. However, some plans would benefit from more detailed
information about people’s likes, dislikes, and personal histories. We discussed this with the manager, who
confirmed that the service improvement plan includes the development of ‘About Me' sections.

The electronic care planning system alerted management when care reviews were due. This was a useful
tool for management to ensure they were keeping track of tasks and ensuring that people's plans were up
to date and based on current, relevant information.

People told us they were supported with personal care in a respectful and dignified manner. Domestic tasks
were carried out in line with individual preferences.

We noted that some aspects of a previously identified area for improvement had not yet been fully
addressed. These related to quality assurance and self-evaluation processes. The service would benefit from
further development of a robust self-evaluation framework and an improvement plan that draws on formal
quality assurance systems, stakeholder feedback, and reflective practice. Strengthening these processes will
help ensure the service maintains high standards of care, particularly during periods of growth or
management absence. We have written an area for improvement to reflect this ( see area for improvement
1).
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Areas for improvement

1. To ensure that people continue to receive a high-quality service, the provider should regularly carry out a
comprehensive self-evaluation. This process should incorporate feedback from people using the service as
well as staff, and be used to inform a more robust and actionable service improvement plan. The self-
evaluation should consider the effectiveness of processes that support quality assurance, such as tracking of
people’s reviews, staff supervision, and the timely updating of personal plans.

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

'| use a service and organisation that are well led and managed.' (HSCS 4.23).

How good is our staff team? 5 - Very Good

We found significant strengths in aspects of the care provided and these supported positive outcomes for
people, therefore we evaluated this key question as very good.

Care packages had been agreed on an individual basis in collaboration with social work, the person receiving
care, and their family. People told us they had developed positive relationships with the staff who supported
them. Where personality clashes had occurred, there had been flexibility to request a change in worker,
which had been accommodated appropriately. We saw examples where the service had responded to
requests to adjust visit times to better suit individual needs. This demonstrated a flexible and person-
centred approach to care delivery.

Staff had been well trained and were well supported in their roles. Training had been tailored to the specific
needs of the individuals they supported. This ensured that staff had the necessary skills and confidence to
provide safe and effective care.

Feedback from staff and families highlighted the high level of support that had been provided by the
management team, particularly during emotionally challenging times such as bereavement. Management
were described as approachable and responsive. We heard that managers covered care shifts to ensure
continuity of service during staff absences. This also enabled them to maintain a strong understanding of
frontline roles and responsibilities, supporting effective leadership.

The service benefited from a warm and supportive atmosphere, underpinned by positive working
relationships. Staff reported good internal communication and regular opportunities to discuss their work
and share ideas for improving outcomes. Staff were confident in building positive interactions with people
and demonstrated a commitment to person-centred care.
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Areas for improvement

Previous area for improvement 1

To promote people’s health and wellbeing, the service should further develop its approach to self-evaluation
and service improvement planning. This should include, but is not limited to, using information from formal
quality assurance systems, feedback from stakeholders, and self-evaluation to inform improvement
planning.

This ensures care and support is consistent with the Health and Social Care Standards (HSCS) which state
that:

'| use a service and organisation that are well led and managed.’ (HSCS 4.23).
This area for improvement was made on 24 September 2024.

Action taken since then

A service improvement plan was in place; the version reviewed dated from May. However, access to the
document was limited to one member of staff, which suggested it was not being used as a working tool
across the team. The plan lacked clear evidence of input from individuals using the service, staff, and
families but it was matched to the Quality framework used for inspections. There was no formal self-
assessment process in place at the time of inspection, however we were assured the manager was booked
to attend training on this in the near future and would begin to work on this.

We have reworded this and reissued it under key question one to reflect the progress made.

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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Detailed evaluations

How well do we support people's wellbeing? 5 - Very Good

1.3 People’s health and wellbeing benefits from their care and support 5 - Very Good

How good is our staff team? 5 - Very Good

3.3 Staffing arrangements are right and staff work well together 5 - Very 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.
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