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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 Care 
Inspectorate inspection of the Home Care East Service, which was undertaken from 5 January 
2016. 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 (attached as 
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 Home Care East team consists of six teams which cover the East side of Dundee City. 

The teams provide a mainstream social care service for individuals requiring support to remain 
in their own homes, including those living within Housing with Care Sheltered Housing 
Complexes, across three sites. Referrals to the service are routed through the Resource 
Matching Unit and the scheduling of duties along with the monitoring of service quality is 
carried out through access to an electronic system with reporting facilities. 

 
4.1.2 The annual inspection by the Care Inspectorate commenced 5th January 2016, with formal 

feed back provided by the Lead Care Inspector on 8th February 2016. This was an announced 
(short term) inspection. 

 
4.1.3 The following evidence was used to assist in the grading of the service: 
 

• Certification of Registration 
• Policies and Procedures of the service 
• Complaints records and follow-up actions 
• Service user reviews, support plans and risk assessments 
• Service inspection evidence folders 
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• Minutes of involvement and liaison meetings involving service users and staff 
• Training records and training plan 
• Accident and Incident records 
• Care Inspectorate questionnaires from service users and staff 
• Interviews with service users and relatives 
• Service user, staff and stakeholder surveys 
• Team meeting minutes 
• Discussions with Team Manager, Social Care Organisers, Social Care Workers, 

Home Care Organisers 
 
4.1.4 This 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 inspection was extremely positive, and an overall Grade 5 (Very Good) was awarded to 

the service. There were no requirements made. One recommendation was made: 
 

Recommendation: Support plans should contain clear guidance on what action staff must take 
in order to manage each service users identified risks safely. These risks along with the 
support plans should be reviewed and updated as often as required and at least once in each 
six month period as part of their care reviews. (National Care Standards: Care at Home 
Standard 3.) 

 
Action Planned: Review existing audit tools to ensure robust system in place for recording and 
transferring risk assessment information to personal support plans and that risk assessments 
are updated in line with the minimum recommended timeframe and recorded as such within 
personal support plans. Also, to include within audit processes a previously developed Review 
Checklist tool to monitor the updating of risk assessments within 6-monthly review meetings. 

 
4.2.2 The Inspection Report concluded that “Overall, we found that the service provided a high 

standard of care and support against the Quality Statements considered during our inspection. 
The service should continue to build on strengths and take forward areas for improvement. 
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”. 

 
4.2.3 The service was inspected on three quality themes; Quality of Care and Support, Quality of 

Staffing, and Quality of Management and Leadership. 
 
4.2.4 The Care Inspectorate made the following comments within their report: 
 

• “The service had a clear focus on service user involvement”. 
 
• “Complaints, accidents and incidents were in good order which demonstrated the 

services commitment to the health and wellbeing of the people using the service”. 
 
• “This is a good service that supported, respected and helped people to live fulfilled 

lives. The staff were enthusiastic, well supported and flexible in their approach. The 
service had a practical approach to development and included staff, service users and 
stakeholders in its improvement activity”. 

 
• “Staff told us they felt confident that they were offered appropriate training to meet 

people’s health needs and specialist training was accessed for service users with 
specific conditions such as Dementia”. 

 
• “We found well-trained, skilled, knowledgeable staff, able to respond to a range of 

health issues that affected people using the service”. 
 
• “The service ensured the continued quality of their staff through Employee 

Performance and Development Review (EPDR). Annual appraisal, regular supervision 
and team meetings were used to monitor performance and development.  It was 
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noted that these processes used a dynamic tool to explore performance and inform 
the service’s Improvement plan. Staff confirmed it was a supportive experience”. 

• “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”. 

 
• “We looked at staff files and spoke to staff and service users and their relatives about 

the quality of the staff and found that the service had an enthusiastic and well-trained 
workforce who were confident in their roles. Very good evidence was demonstrated in 
relation to this statement”. 

 
• “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”. 
 
• “Service users and carers who expressed their views spoke positively of the 

management arrangements in the service, and they were aware of the different 
functions of the different staff groups”. 

 
4.2.5 Views from service users about service 
 

• “On the odd occasion when there is a delay in attending, the phone call to let me 
know is much appreciated”. 

 
• “I have had this service for some years and the carers are always kind and caring. 

They seem like trusting friends”. 
 

• “Some of the carers who come don’t know my needs. I want my own carers”. 
 

• “Staff are always on time and will phone if they are going to be late in arriving - if late it 
means someone requires longer and this is because of frailty and vulnerability of the 
service users they care for”. 

 
• “I am delighted with the service I receive every day. Although the carers who come to 

me are strangers from another district, which must be difficult for them, they are 
pleasant and helpful as my own girls”. 

 
• The homecare team have been an enormous help over the years with the most 

friendly and gentle kindness of the carers”. 
 

• “I think it’s an excellent service”. 
 

• “What I would say is at the weekends we sometimes do not know who is coming and 
if anything this is where the service lets down but don’t get me wrong the carers are 
all as good as one another”. 

 
• “Good – Excellent – Very happy with it – It’s a brilliant service – Definitely ticks all the 

boxes for us we are happy with it”. 
 

• “Nice caring team of carers that support us – If you ask for help it’s always freely given 
if they have the time”. 

 
• “Brilliant – Great – So Caring and Kind – All Very good to me – Friendly – Helpful with 

bucketful of kindness”. 
 

• “I would say they do a really good job as all are dedicated to the uniform and people 
they support”.  

 
4.2.6 Views from carers about service 
 

• “It’s a first class service which we appreciate as we would be lost without it”. 
 

• “I like when I hear them having a chinwag with my relative as they assist my relative”. 
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• “If we have a problem we phone and speak to the manager they happily assist us in 
every way possible-if it’s a small niggle we will speak to the carers and they will 
happily help in any way they can. So I would say all wish to do their best for all under 
their care”. 

 
• I can’t thank the Homecare team enough for their dedication and support to my 

relative”. 
 

• “At this point I need to tell you about an incident that happened back in November re 
my relative’s bath. I can’t praise the service enough for this as they went well beyond 
their duties that day even from the Head Manager down to the hands on staff every 
one of them gave their all to fix the issue. In my eyes we can’t ask or receive any 
better it’s a wonderful 1st class service for my relative as they took all the stress away 
from the family at that moment in time”. 

 
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 

 
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 

5 – Very Good 
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and leadership of the service. 
 

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 East Service has continued to ensure that service users 

receive a high quality of care and that staff are supported to carry out their role.  The Manager 
of the service will continue to review both process and practice to seek continual 
improvements. 

 
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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