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About the service

Care at Home and Enablement Inverness is registered to provide support to people with an assessed need
living in their own home. The service has an office base within Inverness and provides care and support
across Inverness city and rural areas of Inverness-shire.

The service provides support which enables a person to safely remain in their own home and community by
maximising their abilities to develop confidence, skills and independence. It offers a service which is limited
in time to facilitate discharge from hospital as early as possible and avoid unnecessary admission to hospital
or a care home. The service provides continued support for people who have been assessed as requiring
ongoing care whilst an alternative long-term service is arranged.

The provider of the service is NHS Highland.

About the inspection

This was an unannounced follow-up inspection which took place on 16 to 18 December 2025. The inspection
was carried out by two inspectors 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 one person using the service and three of their family
• spoke with seven staff and management
• observed practice and daily life
• reviewed documents
• spoke with visiting professionals.
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Key messages

• Staff supervisions and practice observations had started but needed to be evidenced as sustained,
consistent and regular for staff within the service.

• We heard about service pressures and changes which were having a negative impact on the morale of
some staff.

• People's health, wellbeing and preferences were not consistently detailed, risk assessed or updated in a
person-centred plan.

Requirements

Requirement 1

By 30 November 2025, to promote staff support, competence and professional development, the provider
must ensure staff receive regular and effective supervision.

To do this the provider must at a minimum:

a) Ensure staff supervision is held in line with organisational guidelines and best practice to promote
individual learning and identify and review staff training needs. This includes person-specific moving and
assisting training.

b) Ensure staff benefit from practice observations with detailed feedback to support their continuous
learning and professional development.

c) Ensure staff have sufficient time in scheduled visits to access accurate and up to date information about
people’s care and support needs.

This is in order 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 that care and support is consistent with Health and Social Care Standards (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); and

What the service has done to meet any requirements we made at
or since the last inspection
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‘I experience high quality care and support because people have the necessary information and resources’
(HSCS 4.27).

This requirement was made on 2 September 2025.

Action taken on previous requirement
We reviewed evidence of staff supervisions and practice observations starting within the service. This was in
the process of being implemented within the organisation’s guidelines for all staff but not yet completed.
Managers had sourced additional training for moving and handling which was more accessible for staff. We
heard from staff that sufficient time to access accurate up to date information about people’s care and
support needs remained an issue.

Therefore, the requirement has not been met and will be extended to 31/03/26.

Not met

Requirement 2

By 30 November 2025, the provider must ensure people’s safety and wellbeing by meeting their individual
care and support needs.

To do this, the provider must, at a minimum:

a) Ensure a holistic, person-centred plan is developed which is detailed, specific for the person’s health
conditions and reflects their individual outcomes and wishes.

b) Ensure the plan has been assessed by relevant professionals with detailed risk assessments and reviewed
as the person’s needs change.

c) Ensure staff are trained in anything specific to the person and that communication between staff is
accurate, prompt, updated and shared appropriately.

This is in order to comply with Regulation 4(1)(a) and 5(1)(b) 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 Standards (HSCS) which state
that:

‘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’ (HSCS 1.15); and

‘I am protected from harm because people are alert and respond to signs of significant deterioration in my
health and wellbeing, that I may be unhappy or may be at risk of harm’ (HSCS 3.21).
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This requirement was made on 2 September 2025.

Action taken on previous requirement
We reviewed evidence from the plans sampled that new person-centred paperwork was being implemented
but this was not complete or consistently used for people receiving support. People’s health and social care
needs lacked necessary detail, clarity and guidance on how to support people with specific conditions in
achieving their outcomes. There was insufficient detail within risk assessments and a lack of evidence for
follow up actions for changes in people’s health. Staff training for supporting people with varying and
complex needs and chronic health conditions was required and staff training had not been updated across
the service.

Therefore, the requirement has not been met and will be extended to 31/03/26.

Not met

Areas for improvement

Previous area for improvement 1

To ensure people are fully involved in decisions about their care and support, the provider should ensure that
communication in the service is improved so that information about changes to staffing and support
arrangements is provided to people or their representative, as needed.

This should include but is not limited to, discussions about the consistency of support with people and staff.

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

‘I know who provides my care and support on a day-to-day basis and what they are expected to do. If
possible, I can have a say on who provides my care and support’ (HSCS 3.11); and

‘If I need or want to move on and start using another service, I will be fully involved in this decision and
properly supported throughout this change’ (HSCS 2.20).

This area for improvement was made on 2 September 2025.

Action taken since then
This was not assessed and will be evaluated at the next inspection.

What the service has done to meet any areas for improvement we
made at or since the last inspection
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Previous area for improvement 2

To ensure people experience high quality care and support that is right for them, the provider should ensure
that a clear protocol is in place for ‘as needed’ medication, as necessary to the level of support provided.

This should include but is not limited to, recording the outcomes of the medication and reviewing these
regularly to ensure they are being effective in achieving the desired health outcome.

This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
states that: ’Any treatment or intervention that I experience is safe and effective’ (HSCS 1.24).

This area for improvement was made on 2 September 2025.

Action taken since then
This was not assessed and will be evaluated at the next inspection.

Previous area for improvement 3

To ensure people have confidence in the organisation providing their care and support, the provider should
ensure that the service improvement plan continues to be reviewed and updated.

This should include but is not limited to:

a) Evidence of self-evaluation that encourages and includes people using the service, their families, staff
and other professionals to provide feedback.

b) Implementing and embedding service audits to monitor the effectiveness of improvements and evaluate
performance. This should include auditing the quality of medication support, care plans, reviews, staff
supervisions and staff training.

c) Notifications submitted to the Care Inspectorate promptly and as appropriate.

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

‘I experience high quality care and support based on relevant evidence, guidance and best practice’ (HSCS
4.11); and

'I benefit from a culture of continuous improvement, with the organisation having robust and transparent
quality assurance processes' (HSCS 4.19).

This area for improvement was made on 2 September 2025.

Action taken since then
This was not assessed and will be evaluated at the next inspection.

Inspection rInspection reporteport

Inspection report for Care at Home and Enablement Service Inverness
page 6 of 8



Complaints

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