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1.0 PURPOSE OF REPORT 
 

  The purpose of this report is to advise the Committee of the outcome of the Care and 
Inspectorate inspection of the Homecare Social Care Response Service, which was carried 
out on 15 November 2013. 

 
 
2.0  RECOMMENDATIONS 
 

 It is recommended that the Social Work and Health Committee notes the contents of this 
report and the improvements made to the service.  The changes made within the service 
have significantly improved the quality of the service for service users, and the morale of 
the staff working within the service.  This has been ratified by the Care Inspectorate, who 
have awarded the service an overall grade 4 (Good).  The service will build on the 
improvements already made, and it is expected that the future planned changes will further 
enhance the service. 

 
 
3.0  FINANCIAL IMPLICATIONS 
 
 None. 
 
 
4.0 MAIN TEXT 
 
4.1 Background Information 
 

The Social Care Response Service offers a 7 day a week call response service to approx. 
3000 people between 7.30am and 4.00 pm rising to 6000 people between 4pm and 
7.30am.  The service also provides a night care service. 

 
At an inspection in November 2012 a number of requirements and recommendations were 
made.  Improvements were made to the service, and all requirements and 
recommendations were met within the required timescales.  Reference is made to Article V 
of the minute of the meeting of Social Work and Health Committee held on 23 September 
2013 where report 371–2013 was submitted in relation to Outcome of Improvements made 
to the Home Care – Enablement (East) and Social Care Response Service, following Care 
Inspectorate Inspection dated November 2012. 

 
Following the last inspection, a decision was made to change the registration of the 
service, and to register the Social Care Response Service as an individual service, rather 
than it being registered together with the Home Care Enablement (East) Service. This 
allowed the registered manager to focus on the Social Care Response Service. 
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The annual inspection by the Care Inspectorate took place between 12 November 2013 
and 15 November 2013. The inspection was a medium intensity inspection, and the 
following evidence was used in order to grade the service: 

 

• Self Evaluation 

• Interviews with 20 staff 

• Interviews with 12 service users 

• Interviews with manager and senior staff 

• Inspection of personal plans 

• Inspection of records 

• Inspection of policies and procedures 

• Observation of staff practice within the control room 
 

This report outlines the findings of the Care Inspectorate Inspection, and gives a summary 
of the grades achieved. The inspection was extremely positive, and the grades awarded to 
the service showed a marked improvement. 

 
4.2 Findings of the Inspection 
 

The Care Inspectorate’s summary of the Inspection was that ‘the service provides good 
support to its staff, and has high levels of satisfaction from its service users and is 
committed to improvement. This results in a response service that is able to respond to 
people quickly and to give them professional and effective support. As one service user 
said: without their support I’d probably be in a nursing home’. 

 
All the recommendations made by the Care Inspectorate at the December 2012 inspection 
had been actioned and met within timescales. 

 
The service was inspected on three quality themes; Quality of Care and Support, Quality of 
Staffing, and Quality of Leadership and Management. The Care Inspectorate made some 
very favourable comments regarding each of the quality themes, which include: 

 
‘The Service has put a lot of work into improving their participation practice which was 
criticised in their last inspection 13 months ago and should be commended for this. They 
were now more responsive to service user views’ 

 
‘The service had a good level of care provision for service users within the remit of what it 
provides’ 

 
‘The inspector was impressed with the pride that staff took in their jobs and in their ability to 
discuss their work in a professional and open way. The staff group were confident and 
committed to providing good care’ 

 
‘It is clear that a lot of work has been done by all at the service to make a lot of 
improvements in a very short time and the manager in particular should be commended for 
this.’ 

 
4.2.1  Summary of Grades 
 

The Care Inspectorate can award one of six grades for each of the Quality Themes: 
 
 Grade 6 – Excellent 
 Grade 5 – Very Good 
 Grade 4 – Good 
 Grade 3 – Adequate 
 Grade 2 – Weak 
 Grade 1 - Unsatisfactory 
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 Table 1 below details the grades awarded to the Home Care Enablement (East) and Social 
Care Response Service in December 2012 and the grades awarded to the Social Care 
Response Service in November 2013. 

   
Table 1 
 

Quality Theme Grade 
December 2012 

Grade 
November 2013 

 

Quality of Care and Support 
 
 

2 4 

Quality of Staffing 
 
 

3 4 

Quality of Management and 
Leadership 
 

2 4 

 
 

The Inspectorate did not make any requirements, but made the following two 
recommendations, which they believe would further enhance the service: 

 
1. The service should further improve its support for staff development via the use of 

formal annual appraisal meetings 
 

2. The service should develop an ongoing or annual improvement plan to ensure that it 
has an overview of how the service is going to improve and develop. This should 
outline the aims and objectives for improvement with timescales and identified people 
to action them 

 
 

 The service will action the recommendations. 
 

4.2.2 Further Improvements to be made to the Service 
 

In addition to the improvements that have already been made to the service, there are 
further changes planned for the service. 
 
The most significant planned change is the redesign of the Social Care Response Worker’s 
role. At present the Social Care Workers carry out two roles; control room operator, and 
social care responder (direct care to service users).  Staff are rotated in order that they 
spend periods of time carrying out both these roles. 
 
During consultation with staff, and from evidence given at disciplinary hearings, some staff 
have reported feeling a lack of confidence and experience when carrying out the role of the 
control room operator. This is due to the fact that proportionally, in order to meet the needs 
of the service, they are required to spend a greater period of time as a social care 
responder.  
 
In order to ensure that all staff have the expertise and confidence required, the service 
intends to create two separate staff groups, ie social care responders, and control room 
operators, rather than staff being rotated between the two roles. Each staff group will then 
receive specific training to that particular role, and the staff will build up expertise in their 
individual chosen role. This change is planned for the spring of 2014. 
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5.0  POLICY IMPLICATIONS 
 
5.1 This report has been screened for any policy implications in respect of Sustainability, 

Strategic Environmental Assessment, Anti-Poverty, Equality Impact Assessment and Risk 
Management. 

 
5.2 An Equality Impact Assessment is attached to this report. 
 
 
6.0 CONSULTATIONS 
 

The Chief Executive, Director of Corporate Services and Head of Democratic and Legal 
Services were consulted in the preparation of this report.   

 
 
7.0 BACKGROUND PAPERS 
 
 None. 
 
 
 
 
 
JENNIFER G TOCHER 
DIRECTOR OF SOCIAL WORK 

DATE:  5 February 2014 
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Equality Impact Assessment Equality Impact Assessment Equality Impact Assessment Equality Impact Assessment Tool Tool Tool Tool     

    
Part Part Part Part 1111            DescriptionDescriptionDescriptionDescription    / Consultation/ Consultation/ Consultation/ Consultation    
    

Is this a RapidRapidRapidRapid Equality Impact Assessment 
(RIAT) ?    

YES                
 

Is this a FullFullFullFull Equality Impact Assessment 
(EQIA)? 

NO   

    Date of assessment 07/01/201407/01/201407/01/201407/01/2014    Title of document being assessed  
Outcome of Care Inspectorate Inspection of Home Care 
Social Care Response Service 

Committee report number    81-2014    
1) This is a new policy, procedure, strategy 
or practice being assessed   
  

This is an existing service 
(If yes please tick box)   
 
Care Inspection Report 

2) Please give a brief description of the 
policy, procedure, strategy or practice being 
assessed. 

The committee report advises the Social Work 
and Health Committee of the Care Inspectorate 
inspection of November  2013 

3) What is the intended outcome of this 
policy, procedure, strategy or practice?  

To advise of the outcome of the inspection and 
improvements made to the service 

4) Please list any existing documents which 
have been used to inform this Equality and 
Diversity Impact Assessment. 

None 
 
 
 
 

5) Has any consultation, involvement or 
research with protected characteristic 
communities informed this assessment?  If 
yes please give details. 
 

No  

6) Please give details of council officer 
involvement in this assessment.   
(E.g. names of officers consulted, dates of 
meetings etc)   

 

N/A  

7) Is there a need to collect further evidence 
or to involve or consult protected 
characteristics communities on the impact 
of the proposed policy? 
 
(Example: if the impact on a community is not 
known what will you do to gather the information 
needed and when will you do this?)   

Feedback on the service will be sought from 
service users  by the service and will also be 
collected by the Care Inspectorate at the time of 
the next Care Inspectorate inspection. 

    
    
    



 

    
Part 2 Part 2 Part 2 Part 2         Protected CharacteristicsProtected CharacteristicsProtected CharacteristicsProtected Characteristics        
    
Which protected characteristics    communities    will be positively or negatively affected by this policy, 
procedure or strategy? 
 
NB Please place an X in the box which best describes the "overall" impact. It is possible for an 
assessment to identify that a positive policy can have some negative impacts and visa versa. 
When this is the case please identify both positive and negative impacts in Part 3 of this form.  
 
If the impact on a protected characteristic    communities    are not known please state how you will 
gather evidence of any potential negative impacts in box  Part 1 section 7 above.  
 
    

    

 PositivelyPositivelyPositivelyPositively    NegativelyNegativelyNegativelyNegatively    No No No No     

ImpactImpactImpactImpact    

Not KnownNot KnownNot KnownNot Known    

Race, Ethnic Minority Communities 
including Gypsies and Travellers 

  x  

Gender    x  

Gender Reassignment        x  

Religion or Belief   x  

People with a disability x    

Age x    

Lesbian, Gay and Bisexual   x  

Socio-economic    x  

Pregnancy & Maternity   x  

Other (please state)     

 
 



 

    
    
Part Part Part Part 3333            ImpactsImpactsImpactsImpacts            / Monitoring/ Monitoring/ Monitoring/ Monitoring    

    
1)  Have any positive impacts been Have any positive impacts been Have any positive impacts been Have any positive impacts been 
identified?identified?identified?identified?    (We must ensure at this 
stage that we are not achieving 
equality for one strand of equality 
at the expense of another) 

The Care Inspectorate had identified good practice within 
the service and as a result of improvements made to the 
service has awarded a higher grade to the service. 

 

2)  Have any negative impacts   Have any negative impacts   Have any negative impacts   Have any negative impacts   
been identified?been identified?been identified?been identified?    (Based on direct 
knowledge, published research, 
community involvement, customer 
feedback etc. If unsure seek 
advice from your departmental 
Equality Champion.)   

 

No  

3)  What action is proposed to What action is proposed to What action is proposed to What action is proposed to 
overcome any negative impacts?overcome any negative impacts?overcome any negative impacts?overcome any negative impacts?    
E.g. . . . involving community groups in 
the development or delivery of the 
policy or practice, providing 
information in community 
languages etc. see Good Practice  
on DCC equalities web page 

 

 

N/A 

4)  Is there a justification for Is there a justification for Is there a justification for Is there a justification for 
continuing with this policy even if it continuing with this policy even if it continuing with this policy even if it continuing with this policy even if it 
cannot be amended or changed to cannot be amended or changed to cannot be amended or changed to cannot be amended or changed to 
end or reduce inequality without end or reduce inequality without end or reduce inequality without end or reduce inequality without 
compromising its intendcompromising its intendcompromising its intendcompromising its intended ed ed ed 
outcome?outcome?outcome?outcome? (If the policy that shows 
actual or potential unlawful 
discrimination you must stop and 
seek legal advice) 

 

The inspection of registered care services is determined by 
the Care Inspectorate and the right to inspect care services 
is set in statute.  

5) Has a 'Full' Equality Impact   Has a 'Full' Equality Impact   Has a 'Full' Equality Impact   Has a 'Full' Equality Impact   
Assessment been recommended?Assessment been recommended?Assessment been recommended?Assessment been recommended? 
(If the policy is a major one or is 
likely to have a major impact on 
protected characteristics    
communities    a  Full Equality 
Impact Assessment may be 
required) Seek advice from your 
departmental Equality lead. 

 

N/A 

6) How will the policy be 
monitored? (How will you know it 
is doing what it is intended to do? 
e.g. data collection, customer 
survey etc.   

 

 

 

Care Inspectorate Inspections  take place  on an annual 
basis, the date of which will be determined by the Care 
Inspectorate. 

    

    



 

    

    

Part 4Part 4Part 4Part 4        Contact information Contact information Contact information Contact information     

    

Name of Name of Name of Name of DepartmentDepartmentDepartmentDepartment    or Partnership: or Partnership: or Partnership: or Partnership:     Social WorkSocial WorkSocial WorkSocial Work                   
     
 
Type of DocumentType of DocumentType of DocumentType of Document    

Human Resource Policy  

General Policy  

Strategy/Service  

Change Papers/Local Procedure  

Guidelines and Protocols  

Other x 
        

Contact InformationContact InformationContact InformationContact Information    
Manager ResponsibleManager ResponsibleManager ResponsibleManager Responsible    
 

Author Responsible Author Responsible Author Responsible Author Responsible  

Name      Denise Morton      

 

Name  Diane McCulloch          

Designation  Service Manager 

 

Designation  Head of Service (Community Care) 

 

Base  Claverhouse East, Social Work Office Base  Claverhouse East, Social Work Office 

 

Telephone    438303 

 

Telephone    4383002 

 

Email            
denise.morton@dundeecity.gov.uk 

 

Email             

diane.mcculloch@dundeecity.gov.uk 

 
 

 
Signature of author of the policy:  Denise Morton                   Date 23/01/2014 
 
 
Signature of Head of Service area: Diane McCulloch              Date 23/01/2014 
 
 
Name of Director / Head of Service Diane McCulloch 
 
Date of next policy review:                                At next inspection 

 
 


