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Inspection report

About the service

Bluebird Care (South Lanarkshire) is provided by BJMCA Ltd Bluebird Care (South Lanarkshire) and is part of
the Bluebird Care franchise group of companies.

Bluebird Care (South Lanarkshire) is registered to provide care and support to older people and adults with
physical and/or sensory needs in their own homes and the wider community.

At the time of the inspection the service was supporting approximately 100 people living within Lanarkshire.

The service guide states that "the service aim is to ensure that all our customers maintain their
independence and dignity, by being able to remain in their own homes safely and holistically”.

About the inspection

This was an unannounced inspection which took place on 10, 11, and 12 March 2025 between 10:00 and
17:00. Feedback was provided on 18 March 2025. The inspection was carried out by one inspector from the
Care Inspectorate.

To prepare for the inspection we reviewed information about this service. This included previous inspection
findings, registration and complaints information, information submitted by the service, and intelligence
gathered since the last inspection year.

In making our evaluations of the service we:

+ spoke with nine people using the service and one family member
- received 43 completed questionnaires (this includes all types)

- spoke with 15 staff and management

- observed practice and daily life

- reviewed documents.
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- People were supported with the right kind of individualised help and support to help meet their
outcomes.

- Staff knew people well and treated them with kindness and respect.

- Management were highly motivated and adopted effective ways to support continuous
improvement in the service.

- Seven areas for improvement relating to personal plans, accident/incident recording, audits,
contingency planning, staff training, and involvement were met.

- At this inspection we made one area for improvement relating to informing the Care Inspectorate of
notifiable events.

In evaluating quality, we use a six point scale where 1 is unsatisfactory and 6 is excellent

How well do we support people's wellbeing? 5 - Very Good
How good is our leadership? 4 - Good

How good is our staff team? 5 - Very Good
How well is our care and support planned? 5 - Very Good

Further details on the particular areas inspected are provided at the end of this report.
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How well do we support people's wellbeing? 5 - Very Good

We found significant strengths in aspects of the care provided and how these supported positive outcomes
for people. Therefore, we evaluated this key question as very good.

People had benefitted from responsive care, support, and treatment where there were changes to their
health and needs. Staff were confident in describing actions they would take if people had any health and
wellbeing concerns. Where required, health issues had been shared promptly with the right professionals to
get the right treatment. Staff had followed advice and instructions from professionals, which had helped
prevent further deterioration in people's health. One person told us how staff "were very quick to support an
emergency”.

Risk assessments helped keep people safe from harm and were used to inform personal plans and guide
staff how to meet people’s needs. These were updated regularly to make sure information about people was
up-to-date and accurate.

Staff followed safe practices for medication management. Where applicable, support visits to people were
planned to make sure enough time had passed between medication doses. Medication administration
records showed people received their medication in line with the prescriber instructions. People were
supported with their medication needs in a way that was person-centred and promoted choice and
independence. This meant that people received the right medication at the right time to maintain or
improve their health.

People felt respected, listened to, and involved with decision-making through the support they received by
staff. This had helped positively support people’s physical and mental health. We saw specific examples
where people's routines and preferences were respected and choices offered to people. Some people
described staff going "over and above" for them and one person said "I am fully engaged with them in
deciding what | need help with and how tasks are completed".

People were aware of their personal plan and some told us how they had been involved in agreeing the
information within it. Others told us that they had never read it and it was just for staff to write notes in.

There was some good evidence of communication systems that had been developed in people's houses
between family and staff. This helped make sure any important information was communicated in good
time.

Staff were observed supporting people in a warm, caring, and dignified way and in keeping with their
personal plans. Staff we spoke with appeared knowledgeable about people's care and health needsand how
to support them.

Training was ongoing which helped make sure staff had the right skills needed to support and direct people.
We observed staff applying training they had learned. For example, infection prevention and control (IPC)
and manual handling. This had helped make sure people were kept safe from the risk of harm and injury.

Staff could describe how they would respond to any concerns of an adult support nature. We passed on one
potential concern for the manager to consider and suggested staff be reminded to relay any relevant
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information for management to assess. We signposted management to the "You Are Our Eyes and Ears'
pocket guide resource to support staff in identifying any concerns with people they supported.

How good is our leadership? 4 - Good

We evaluated this key question as good, where several strengths impacted positively on outcomes for
people and clearly outweighed areas for improvement.

The service had developed and established a management team which had led to the smooth running of
service operations. Systems were used to help support the management team in monitoring and analysing
key information about the service and the staff. This had helped develop the service and had been effective
in supporting improvement.

People should benefit from high quality care and support because people have the necessary information.
Regular meetings with office and senior staff made sure that there was good communication. The meetings
helped review and improve the service delivery which helped improve outcomes for people.

The service development plan showed the commitment the service had to planning and improving the
service in the future. In doing so, they used feedback from a variety of sources, such as audits, surveys,
analysis, complaints, and meetings. The service could further improve their governance and service
development processes by developing a self evaluation. We signposted them to the Care Inspectorate Hub
for support in this.

People should be confident that the service is well led and managed. People spoke positively about the
management and said they could always speak with someone when they called the office. Staff described
the management team as approachable and supportive, with support available when they required it. One
staff member said, "I really appreciate the support and quick response from the office people in whatever
help or advice | need".

Two visiting professionals also provided us with feedback about the management and leadership of the
service. They told us, "The management team send information requested in a timely fashion" and "My
communication with leadership has always been very effective and professional”.

We found some incidents that had not been notified to the Care Inspectorate. We acknowledged, however,

that these had been acted on appropriately and referred to other relevant agencies (see area for
improvement 1).

Areas for improvement

1. To ensure the Care Inspectorate has a clear, up-to-date record of incidents in the service, the provider
should ensure relevant notifications are submitted.

This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
state that: 'l use a service and organisation that are well led and managed' (HSCS 4.23).
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How good is our staff team? 5 - Very Good

We found significant strengths in aspects of the care provided and how these supported positive outcomes
for people. Therefore, we evaluated this key question as very good.

People benefited from an established and motivated staff team. Staff were well led by leaders who
supported the team to deliver high quality support.

Management were knowledgeable about the Health and Care (Staffing) (Scotland) Act 2019 and had made
sure there was enough staff to support people. People’s care needs were regularly assessed to determine
any changes to the support they required. The service had an effective contingency plan in place to source
additional help where there were staff shortages or staff had been delayed while supporting people. This
meant people received the care and support planned at the right time. Overall, we were satisfied that the
staffing arrangements met the needs of people.

Management made sure staff wellbeing was a key area to help make sure there was a focus on the personal
health and welfare of staff.

People told us staff were always professional and confident in completing tasks and treated them well.
People described staff as “all really good”, however views were mixed on the continuity of staff. Some
people described receiving "the same faces coming in" while others commented, "We have had quite a lot of
changes in carers as they are moved to different runs, but once we get into a routine with the new ones,
things are fine". Most people acknowledged that there was always at least one member of staff that knew
them well. We acknowledged the challenges of the service in ensuring staff continuity with people and the
efforts they made to achieve this.

Recruitment files we sampled showed that safe recruitment practices had been followed. This meant that
people could be confident they were supported by staff who had been appropriately checked and assessed.
Staff were supported to develop professionally through regular supervision and appraisals. Training was
ongoing which helped make sure staff had the right skills needed to support and direct people.

Staff received a range of training to make sure they had the right knowledge to meet people’s needs and
keep them safe. Spot checks of staff practice helped make sure staff were putting the training into practice.

Regular supervision sessions helped staff to reflect on their practice and identify any additional learning and
development needs.

How well is our care and support planned? 5 - Very Good

We found significant strengths in aspects of the care provided and how these supported positive outcomes
for people. Therefore, we evaluated this key question as very good.

People's support needs were assessed by trained staff using formal assessment tools when they started
using the service. This information helped inform staff as to the best methods to help support people and
improve.
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Personal plans for people contained accurate information and clearly set out how people's needs would be
met. Assessments and plans had been updated regularly and where there had been changes to their needs.
This ensured the support that was delivered was responsive to people's needs.

Personal plans were person-centred and included aims for people to achieve in order to help maintain,
improve, and promote their independence. The plans had clearly focussed on people's abilities and what
people could do for themselves. People told us that they had been involved in decision-making about their
support which gave them a feeling of inclusion and being heard.

We received mixed responses from people about being involved in their six-monthly care reviews, despite
records showing reviews had been completed with them. We suggested further work around making sure
people understood when they were taking part in care review meetings and their right to view their personal
plans.

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

Areas for improvement

Previous area for improvement 1

The provider should ensure that people experiencing care have a support plan in place, which sets out how
their needs will be met and which provides information to staff on how to support them.

This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
state that: 'l experience stability in my care and support from people who know my needs, choices, and
wishes, even if there are changes in the service or organisation' (HSCS 4.15).

This area for improvement was made on 2 August 2019.

Action taken since then

Each person had their own personal plan and people were aware of these. Some people had chosen not to
read the contents but were aware of the location and right to access it. A QR code was available for people
and/or their family to access the online version.

From a sample of 10 personal plans, we found them to be person-centred and outcome-focussed with
sufficient information to instruct staff on how to support the person.

There was a focus on identifying what people could do for themselves rather than the assistance they would
require.

This area for improvement has been met.
Previous area for improvement 2

In order to ensure the safety and wellbeing of people, the provider should ensure that all records of
accidents and incidents are clear, detailed, and informative.
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This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
state that: 'l have confidence in the organisation providing my care and support' (HSCS 4); and 'l experience
high quality support based on relevant evidence, guidance and best practice’ (HSCS 4.11).

This area for improvement was made on 2 August 2019.

Action taken since then
There was an affective system in place to monitor any accidents and incidents. From a sample of examples
we reviewed, we found there to be a good level of information recorded with accident/incident records.

This area for improvement has been met.
Previous area for improvement 3

The service should develop a comprehensive system of audits to have a clear management overview of the
service, to help identify any issues which require remedial action.

This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
state that: 'l have confidence in the organisation providing my care and support' (HSCS &); 'l benefit from a
culture of continuous improvement, with the organisation having robust and transparent quality assurance
processes' (HSCS 4.19); and 'l use a service and organisation that are well led and managed' (HSCS 4.23).

This area for improvement was made on 2 August 2019.

Action taken since then

There was a good level of quality assurance (QA) systems and audits being used within the service. The
management team discussed outcomes at reqular meetings and how to make improvements. Where
required, information from QA system helped inform the development plan.

This area for improvement has been met.
Previous area for improvement &

To ensure that people are safe when they are supported by the service, the provider should ensure that
contingency measures are in place when faced with an unexpected adverse event. This should include, but is
not limited to, ensuring that additional staff resources are available when additional help is needed.

This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
state that: "My care and support is provided in a planned and safe way, including if there is an emergency or
unexpected event' (HSCS 4.14).

This area for improvement was made on &4 June 2024.

Action taken since then
This area for improvement was made as a result of an upheld complaint on 4 June 2024.

The service had contingency plans in place for staff shortages to make sure there was flexibility in staffing
arrangements to ensure people's needs were met.

This area for improvement has been met.
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Previous area for improvement 5

To ensure people receive responsive care and support, the provider should ensure that all staff receive
relevant training to enable them to effectively fulfil their role when supporting people who have dementia.
This should include, but is not limited to, providing staff with dementia awareness and managing stress and
distress training.

This is to ensure that care and support is consistent with the 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).

This area for improvement was made on 4 June 2024.

Action taken since then
This area for improvement was made as a result of an upheld complaint on 4 June 2024.

The training plan had been developed to include relevant training to help staff support people with
dementia effectively. This included dementia awareness and stress and distress training.

This area for improvement has been met.
Previous area for improvement 6

The provider should ensure that effective care planning is paramount. To support this the manager should
ensure care plans and person-centred risk assessments contain accurate, up-to-date, detailed information
about the support a person requires. In addition, the provider should ensure all staff receive training specific
to the needs of individuals experiencing care.

This is to ensure that care and support is consistent with the 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).

This area for improvement was made on 29 August 2023.

Action taken since then
This area for improvement was made as a result of an upheld complaint on 29 August 2023.

Please see information recorded under area for improvement 1in ‘How good is our leadership?' regarding
personal plans.

In addition to this, we were satisfied that staff had received a sufficient amount of training to safely support
people.

This area for improvement has been met.
Previous area for improvement 7

The service should ensure that service users or their legal representatives are consulted or involved through
a care plan review meeting before changing their care plans. This is to allow decisions and an agreement to
be jointly reached on how best to care and support service users.
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This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
state that: ‘If  am unable to make my own decisions at any time, the views of those who know my wishes,
such as my carer, independent advocate, formal or informal representative, are sought and taken into
account' (HSCS 2.12).

This area for improvement was made on 7 July 2021.

Action taken since then
This area for improvement was made as a result of an upheld complaint on 7 July 2021.

We saw evidence where relevant people had been involved in changes to personal plans. People confirmed
this happened and care review records demonstrated that designated individuals had been involved.

This area for improvement has been met.

Complaints

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

How well do we support people's wellbeing? 5 - Very Good

1.3 People’s health and wellbeing benefits from their care and support 5 - Very Good

How good is our leadership?

2.2 Quality assurance and improvement is led well 4 - Good

How good is our staff team? 5 - Very Good

3.3 Staffing arrangements are right and staff work well together 5 - Very Good

How well is our care and support planned? 5 - Very Good

5.1 Assessment and personal planning reflects people's outcomes and
wishes

5 - Very Good
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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.
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