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1.0 PURPOSE OF REPORT 
 

The purpose of this report is to advise the Integration Joint Board of the outcome of the 
recent Care Inspectorate inspection of the Home Care West Service.  The report outlines the 
findings of the Care Inspectorate and gives a summary of the grades achieved. 

 
2.0 RECOMMENDATIONS 
 

It is recommended that the Integration Joint Board (IJB): 
 
2.1 Notes the contents of this report and the content of the inspection report (as attached at 

Appendix 1); 
 
2.2 Notes the recommendation as outlined in paragraph 4.2.1 of the report; 
 
2.3 Notes the grades awarded to the service, the strengths of the service, and the very positive 

comments made by service users and carers. 
 
3.0 FINANCIAL IMPLICATIONS 
 
 None. 
 
4.0 MAIN TEXT 
 
4.1  Background information 
 
4.1.1 The service consists of four locality teams across the west of the city and one Housing with 

Care service at Rockwell Gardens.  The aim of the service is to provide care to individuals 
within their own homes, to meet their personal and social care needs and to support them to 
live as independently as they can.  The service is delivered by front line social care staff who 
provide assistance with a range of supports relating to all aspects of daily living.  

 
4.1.2 The formal inspection by the Care Inspectorate commenced on the 11th January 2016 and 

took place over a two week period. Formal feedback was provided by the Care Inspector on 
the 8th February 2016. This was an unannounced inspection. 

 
4.1.3 The following evidence was used in order to grade the service:  
 

• Certificate of registration 
• Aims and objectives of the service 
• Polices and procedures 
• Complaints records and follow up actions 
• Accident and incident records 
• Check list for six monthly reviews 
• Care reviews 
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• Minutes of involvement and liaison meetings involving service users and staff 
• Service user’s care files and support plans 
• Service users forums 
• Service users meetings 
• Service quality questionnaires 
• Stake holders survey 
• Staff training records and training plan 
• Training Matrix 
• SVQ assessment records 
• Staff supervision, annual appraisal (EPDR)  
• Risk assessments 
• Case file audits 
• Team meetings 
• Service quality assurance processes 
• Discussion with a range of care staff including the registered manager, social care 

organisers, social care staff and service users and their relatives. 
 
4.1.3 The Care Inspectorate Annual Report outlines the findings of the inspection, and gives a 

summary of the grades achieved  
 
4.2.  Outcome of Inspection 
 
4.2.1 The service was inspected on three quality themes; Quality of Care and Support, Quality of 

Staffing, and Quality of Management and Leadership. The inspection was very 
comprehensive and extremely positive, an overall Grade 5 ( Very Good) was awarded to the 
service. There were no requirements made. The Care Inspectorate could see from the 
evidence provided that the manager had worked hard to ensure that information from direct 
observations was used to inform supervision and where possible this was taking place soon 
after the observation session. To further improve the practice one recommendation was 
made. 

 
 Recommendation: The service should continue to identify individual training needs for each 

member of staff from which to develop an annual training plan that is relevant to the service 
and meets the identified outcomes of the people using the service. 

 
Action Planned: The service will continue to progress the annual training plan for each 
member of staff through EPDR, Direct Observation records and Supervision in conjunction 
with Dundee City Council’s Learning and Organisational Development Department. 

 
4.2.2 The annual report stated that the inspector sampled some of the evidence provided, looked 

at the information in the self assessment and found that the service had a very good level of 
performance. These strengths had a positive impact on people using the service. The 
service showed a commitment and enthusiasm toward improvement. The quality of the staff 
team was a major strength within the service.  

 
4.2.3 The Care Inspectorate made the following comments in the report: 
 

•  ‘Overall, we found that the service provided a high standard of care and support 
against the Quality Statements considered during our inspection.  

• ‘This is a very good service that supported, respected, and helped people to live 
fulfilled lives’ 

• ‘The staff were enthusiastic, well supported and flexible in their approach’ 
• ‘We found that the service had an enthusiastic and well-trained workforce who were 

confident in their roles’  
• ‘Very Good evidence was demonstrated’ 
• ‘The service had a practical approach to development and included staff, service 

users and stakeholders in its improvement activity’  
• ‘Service users and relatives spoken with felt that they received a very good quality of 

care and support which allowed them to maintain their independence and to remain in 
their own homes’ 
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4.2.4 Views from service users about the service  
 

• ‘The staff are great. I couldn't complain about them’ 
• ‘They are all very good’ 
• ‘I would give them ten out of ten’ 
• ‘If you feel a bit down the staff will talk you out of it’. 
• ‘My keyworker was asking me last week if I was happy with everything’.  
• ‘No complaints my family would soon do that if the occasion arose but right now, no 

need its great, suits me to a tee’ 
• ‘It's marvellous’ 
• ‘It's a great service’ 
• ‘It's a really good service for me ‘ 
• ‘I'm very lucky to have this service which makes me happy when the girls come 

through the door’ 
• ‘I like it, it's a good as I can get, its good couldn't do without it’  
• ‘We have a great rapport with them and this goes both ways’ 
• ‘We have no worries as they help us stay safe in our own home this allows us to keep 

our independence’ 
• ‘All well here, staff great, attentive, definitely know what they are doing’ 
• ‘I can’t praise the staff enough they are all friendly caring and kind to me’ 
• ‘The carers are so caring - friendly and chatty who always have my best interests at 

heart. I can't fault them’ 
• ‘They are interested in me as a person like to know my interests and I find them all 

caring, dedicated people towards their clients’ 
 
4.2.5 Views from carers about the service 
 

• ‘How does the council manage to recruit such caring people’? 
• ‘I have never heard my relative say a bad word about any of the staff’. 
• ‘It's ideal for my relative as if they're struggling with anything, someone will come to 

help if they phone them’. 
• ‘I know we would be lost without them so its brilliant, does what it's meant to support 

those that need it’ 
 
4.2.6 Views from staff about the service 
 

• ‘Staff reported that they generally felt well supported in their work and that they felt 
confident to seek support or guidance from the management team’ 

• ‘The staff team were enthusiastic and committed to meeting the individual needs of 
the service users they supported’ 

• ’Staff all stated that they felt that they were supported to do their job and management 
valued their ideas’  

• ‘All felt they were part of a team that was supportive’ 
• ‘Staff said they were able to contribute to the support plans of the service users and all 

felt overall, the service provides very good care and support to the people who use it’ 
 
4.3 Summary of the Grades 
 
4.3.1  The Care Inspectorate can inspect a service against four Quality Themes:  Quality of Care 

and Support, Quality of Environment, Quality of Staffing and Quality of Management.  As the 
service is provided in a service users’ own home, Quality of Environment does not apply.  
Each quality theme contains a number of quality statements as part of the inspection.  Each 
quality statement will be awarded an individual grade, which is then aggregated up to an 
overall grade for each Quality Theme.  The Care Inspectorate can award one of six grades 
for each Quality Theme: 

 

 Grade 6 – Excellent 

 Grade 5 – Very Good 

 Grade 4 – Good 

 Grade 3 – Adequate 

 Grade 2 – Weak 

 Grade 1 - Unsatisfactory 
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4.3.2 The service was inspected on three Quality Themes: 
 

 Quality of Care and Support 

 Quality of Staffing 

 Quality of Leadership and Management 
 
 Table 1 shows the grades awarded to each quality statement and the overall grade awarded 

to each quality theme. 
 
 Table 1 
 

Quality of Care and Support 5 – Very Good 

Statement 1 – We ensure that service users 
and carers participate in assessing and 
improving the quality of care and support 
provided by the service. 

5 – Very Good 

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

5 – Very Good 

Quality of Staffing 5 – Very Good 

Statement 1 - We ensure that service users 
and carers participate in assessing and 
improving the quality of staffing in the 
service. 

5 - Very Good 

Statement 3 - We have a professional, 
trained and motivated workforce which 
operates to National Care Standards, 
legislation and best practice. 

5 – Very good 

Quality of Management and Leadership 5 – Very Good 

Statement 1 - We ensure that service users 
and carers participate in assessing and 
improving the quality of the management 
and leadership of the service. 

5 – Very Good 

Statement 4 - We use quality assurance 
systems and processes which involve 
service users, carers, staff and stakeholders 
to assess the quality of service we provide. 

5 – Very Good 

 
4.3.3 The Service has continued to provide a high quality of service as shown in Table 2. 
 

Table 2 
 

Quality Theme Grade 
March 2014 

Grade 
March 2015 

 

Grade January 
2016 

Quality of Care and 
Support 
 

4 5 5 

Quality of Staffing 
 

4 5 5 

Quality of Management 
and Leadership 
 

4 5 5 

 
4.4  The report shows that the Home Care West Service has continued to ensure that service 

users receive a high quality of care and support and that staff are supported to carry out their 
role. The manager of the service will continue to review both processes and practice to seek 
continual improvements. 
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5.0 POLICY IMPLICATIONS 
 
 This report has been screened for any policy implications in respect of Equality Impact 
 Assessment and Risk Management.  There are no major issues. 
 
6.0 CONSULTATIONS 
 
 The Chief Finance Officer and the Clerk were consulted in the preparation of this report. 
 
7.0 BACKGROUND PAPERS 
 
 None. 
 
 
 
David W Lynch 
Chief Officer 
 

DATE:  29 March 2016 
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