REPORT TO: HOUSING COMMITTEE - 9 FEBRUARY 2015

REPORT ON: INSPECTION OF HOUSING SUPPORT TEAM (INCLUDING THE MULTI

STOREY SUPPORT PROJECT) BY THE CARE INSPECTORATE

REPORT BY: DIRECTOR OF HOUSING

REPORT NO: 26-2015

1.1.

2.1.

3.1.

4.1.

4.2.

PURPOSE OF REPORT

The purpose of this report is to report on findings of the Care Inspectorate inspection of the
Housing Support Team (including the Multi Storey Support Project).

RECOMMENDATIONS

It is recommended that the Housing Committee notes the contents of this report.

FINANCIAL IMPLICATIONS

None.

MAIN TEXT

The Housing Support Team (including the Multi Storey Support Project) was inspected in October
2014 by the Care Inspectorate. They published a report on their findings and this is attached as
Appendix 1.

The Care Inspectorate identified the following key strengths of the service:

o This is a high quality service which has high levels of customer satisfaction in relation to
supporting people with their housing and other related needs.

. The service is good at building relationships with people, effecting changes in their lives and
signposting other agencies that might be of benefit.

o Service users were very satisfied with the service. Amongst some of the comments:
o “I am extremely grateful for the help, support and information | have received from

Housing Support. It has helped me through a difficult time and empowered me to sort
things out and improve my situation.”

o “I am extremely happy with the support and the manner in which it has been carried
out... | cannot say how much my life has changed for the better. | am more settled
than | have been in years.”

o “The staff treat me with respect and are extremely helpful.”
o “The service has assisted me to turn my life around.”
o “It's an amazing service; helped me get a flat and now a job.”
o The service has an excellent level of participation for service users.
J The service provides a regular newsletter for users which gives people information on

benefits, legislation, new staff and contacts for the service. This kept people in contact with
the service and it’s staff.

o The service now includes service users in the recruitment process for new support staff.
Selected volunteers meet with the prospective staff at an informal gathering where service
users tell their story and candidates have the opportunity to have discussions with them.

) The service has a very good level of care provision for service users.
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4.3.

4.3.1.

4.3.2.

4.4.

441.

4.4.2.

5.1.

2

The service ensures that each tenant has a support plan containing an assessment of their
needs, a plan of support and any risk assessments.

The service assisted people who were homeless to gain their own tenancies. Several
service users stated that without the support they had received, they would still be homeless
Service users had strong relationships with staff and this made the support they got all the
more effective.

The service has an enthusiastic and well trained workforce who were confident in their roles
and were very good at making professional relationships with people.

Staff were aware of the National Care Standards and could apply them to their work role.
The inspection team observed staff respecting service user’s choices, dignity and privacy.

It is clear that the health and wellbeing of service users is at the core of what this service
does with it's person centred and detailed approach.

The service has a good level of participation whereby service users, staff and other
stakeholders can have an input into what the service delivers.

The inspector was impressed with the way that quality assurance was embedded within the
ongoing practice of the service. He was impressed with the proactive approach to
improvement and the open attitude to new ideas and ways of including staff and service
users.

Evaluations

Requirements for improvement:

There were no requirements for improvement

Recommendations for improvement:

There were no recommendations for improvement.

Grading

Care Inspectorate reports use a six-point scale for reporting performance:

Excellent

Very Good

Good

Adequate

Weak

=NV~ OOD

Unsatisfactory

The following grades were awarded:

Theme Individual grade awarded Overall Grading

Quality of Care Statement 1 - (6) (5) — Very Good

and Support Statement 2 - (5)

Quality of Staffing | Statement 1 - (6) (6) — Excellent
Statement 3 - (6)

Quality of Statement 1 - (6 (5) — Very Good

Management and | Statement 4 - (5)

Leadership

POLICY IMPLICATIONS

This report has been screened for any implications in respect of Sustainability, Strategic
Environment Assessment, Anti-Poverty, Equality Impact Assessment and Risk Management.
There are no major issues.

ncr/9 FEBRUARY 2015/Report No 26-2015 Inspection of Housing Support Team by Care Inspectorate



6. CONSULTATION

6.1. The Chief Executive, Director of Corporate Services, Head of Democratic and Legal Services and
all other Chief Officers have been consulted in the preparation of this report. No concerns were
expressed.

7. BACKGROUND PAPERS

7.1. None.

ELAINE ZWIRLEIN
DIRECTOR OF HOUSING

JANUARY 2015
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If you wish to contact the Care Inspectorate about this inspection report, please call
us on §345 600 9527 or email us at enquines@careinspects
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Summary

Thls report and grades fepresent our assessment of the qualnty of the areas of

We gave the service these grades
Quality of Care and Support 5 Very Good 7 i |
E@ﬁﬂ@ytﬁ §Wﬁﬁg %ﬁ ;L_F\Bjﬂi L%L b FJH; i iL W; b
' (uality of Management and Lsadership 5 PRI Cala R
What the service does well

This is a high quality service which has high levels of customer satisfaction in
relation to supporting people with their housing and other related needs. The service
ns good at bu:ldmg relatnonshlps wuth people el‘fechng changes in their lives and

——=

+ The service now involves service users in staff recruitment.
+ The service has worked with NHS initiative Breathing Space to publicise thegr
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1 About the service we inspected

‘ The Care Inspectorate regulates care services in Scotland. Informahom about all care
: i vailabie on our website a1 wiw.careins ate.com

* A recommendation is a statement that sets out actions the care service provider
should take to improve or develop the quality of the service but where failure to do so
will not directly result in enforcement. Recommendations are based on the National

Cawe Standards relevant codes of practnce and recognrsed good‘ prachce

The service is available to people whose tenancies are at risk of breaking down.
Referrals t@ the service come from other sections of Dundee City Cnuu\nml s Housmg

——
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The service provides an assessment of needs and offers a package of support
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Based on the findings of this inspection this service has been awarded the following
- = e Jﬁm . I L ;, LJLi L (] A L‘
. | 7U nl L L [E Al WL‘] _‘ a J‘ TJ MJ’__ ‘T, ‘;Jjﬂ = ‘:, 1—‘ | Qlw ‘
ik | o | 8 ; ‘Q“ 2 @ﬁ ; A i 71“ i 1 ) iF‘ i‘lH/w»;rL J‘r‘ﬁ | =5 ﬁjj L 'F‘ F i

*Quauty of Staffing - Grade 6 - Excellent |
Quality of Management and Leadership - Grade 5 - Very Good |

This report and grades represent our assessment of the quality of the areas of
performance which were examined during this inspection.

srades Tor this cere service may o inig e
ﬁm m mﬁ up-te-dake grades &w Eim;; service by visiling our wﬁm‘&e !
reinspactorate.com or by calling us on 0345 600 9527 or n
u :
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2 How we inspected this service

The level of inspection we carried out

= In this service we carried out a low intensity inspection. We carry out these
inspections when we are satisfied that services are working hard to provide
consistently high standards of care.

What we did during the inspection
This report was written after a short-term announced inspection which took place
on 28 and 29 October 2014,
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The annual return

Eve;g year all care sefvices rmxs& complete an annuai retum ﬁorm to make sure the |

3 ]

:’M e 1
Annual Return Received: Yes - Electronic

Comments on Sa%lf Assassmenl:

+ | am extremely grateful for the help, support and information | have received |
from heusmg wpport It has helpetﬂ me mmugh a difficult tlme and

efl‘ectmgw b
+ The service is helping me to get a community alarm.
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| - » W¥'s an amazin ; helped me get & flat and now 2 : L e
s = FI0T .
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| Taking carers' views into account |

No carers were interviewed as part of this inspection.
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Quality Theme 1: Quality of Care and Support
Grade awarded For this theme: 5 - Very Good

The service had an exceli‘ent level of participation for service users. We were
nabled people tuw have a say in how their needs

et by e son

» The service puts out an annual consultation survey to gather views from
saennce users. Service users are personally gwen the survey, it is explained to

FuIturec element of the ¢ ‘lppmt plans measures uutcomes me these
reviews. This was seen in the support plans inspected.
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- Service users are all given an information pack on the service when they first
oommence, and this contains how they could complam to the sefy_xce or the

[mformaum on benef ts. leg:slatmn, new staff and. mﬂtac?; for the service. L ﬂ
This kept people in contact with the service and its staff. C VR il
; » The service now inciudes service users in the recruitment process for new

1 support staff, Selected volunteers meet with prospective staff at an informal
gﬂ&mﬁg mw USErs mw m Mﬁ’ m@

practme and men l:hrs is combmed wnth th@ exteﬂent and pmfessmnal wcukn ng
relahonshups staff have w:th peop!e the tesult is 8 service which is effective in

& U L
F 1 L\r m g
me mspecmr discussed the involvement uf service users in recrmtment wnth the

sem:ce and felt it could be further deve!oped so that hformal feedback from serwce
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. The service ensures that each tenant has a support plan containingan o
assessment of thear needs F plan of suppmt am‘! any rcsk assessments Each \

| | 1
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They reported that they received support for any problem they had. This |
ranged from help with getting furniture, help with money to the receipt of an }
emergency food parcel.
~ When mtemewed tenangs stated that their %53 s were very goad a‘t a&s:stmg
i
iy
| — =1 SSiS ople w 10  gain their own tenancies ‘\‘ |
n 1 and then to help hhém set up their ir homes wwth utilities and furniture. Severa_u ||

service users spoken with stated that without the support they had received,
they wmu!d still be homeless. One service user who was interviewed

assessment. Service users reported a variety of problems such as sleep issues,
depression and damp in the house that they had been helped to address by
their HS0.
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Same of the staff spoken with and whao gave their views to the Inspectorate felt their
| service would be improved if they had the benefit of increased access to technology B
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Grade awarded for this statement: 5 - Very Good ‘
Number of requirements: 0
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Quality Theme 3: Quality of Staffing
Grade awarded for this theme: 6 - Baellent
HjL)!
| 5
|
l b- - # if
| N g = | [ PO o
Please see Quality Theme 1 statement 1 for infnrmaﬁﬁ&ﬁ’ in refation to this s&affememﬁ? 0 ”
afn @ ﬁm

Number of recommendations: 0
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- Staff at the service had a mgh levei of training. Ttammg records and staff
interviews confirmed that all staff had been through an mductwn programme

: m bhey and that this § | ﬁ
\“ | R
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and talks from various sources related to housing. A recent talk had been \
| about the Breathing Space initiative. e
‘ n
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- Al staff confirmed they got regular superws;on at whrch they could dlSCUSS |
their ideas, their performance and the people they supported Annual
| ﬁﬁ@ ] m ‘H i ‘
e Ee - &%
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Hj |
- Al s&zaff were observed doing their job out in the community by their N7
| manager, This was seen as a positive thing by staff. The manager looked at -l |
| performance such as customer focus, pmfessmnahsm promotung I iR
| -
| & ol | ﬁ
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‘. I . ulingly took el 13
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2ction report contins

- Staff worked alongside other agencies to ensure that customers got the

support they needed and were entitled to. There were numerous examples
from service users in relation to support getting grants, benefits, housing :
emymmﬁk suppm and menltai heailth ref ‘erraés@ @m agemty ﬂne s&wms .

| !

Number of recommendations: 0

r‘ﬁ’
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Quality Theme 4: Quality of Management and Leadership
‘ k4 ! \‘ L]

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

u ah e HJ 1 |5 ¢ f{%\'ﬁg T
Number of recommendations: 0
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The service had a ve"ry good guality assurance system supported by its provider and
from within the service itself. Here are some of the strengths that were identified - |

- |tis dear that me health and wellbeing gﬁsemcemrs was at the mm?;

=
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. Ths service had a good level of partrapatlon whereby service usera staff and
uther stakehu!ders can have an‘ nput nnta what the service dehvers {The

|l —1CL

» The manager of the service attends wider regular meetings within the
huusmg department and wuth athef hoausmg prrmders in \the area This helps
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Areas for Impmemez&

As discussed earlier in the report, the ins|
o From its own 1 ;‘(gﬂm &8

Number of recommendations: 0 |
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Enforcements
We have taken no enforcement action against this care service since the fast
inspection.

Action Plan

Failure to submit an appropriate action plan within the required timescale, including
any agreed extension, where requirements and recommendations have been made,
will result in the Care Inspectorate re-grading a Quality Statement within the Quality
of Management and Leadmshup Theme (or for chuldmmders Quality of Staffing

by Theme being re-graded as

T
#ﬂ%
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| 5 Summary of grades

 Quality of Care and Support - 5 - Very Good
o —

@

- . | e J

All inép!e:ctnan»s and grades before 1 ;Apcil 201 are those mpbrt;d by the former
regulator of care services, the Care Commission.
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To find out more about our inspections and inspection reports

| Read our leaflet ‘How we inspect . You can download it from our website or ask us o
‘l send you a copy by belephaning us on 0345 600 9527,

This inspection report is published by the Care Inspectorate. You can get more copies
of this report and others by downloading it from our website
www careinspectorate.com or by telephoning 0345 600 9527, |

Translations and alternative formats
This m&@m&m report is available in other languages and formals on request.
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Telephone: 0345 600 9527
Email: enquiries(@careinspectorate.com =t
| Web: www.careinspectorate.com -~ o A 1
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