)

_ car
Inspectorate

Invercare Services Ltd - Inverclyde Branch

Housing Support Service

Inver House

9 Ardgowan Square
Greenock

PA16 8ET

Telephone: 03302320223
Type of inspection:
Unannounced

Completed on:

20 August 2025

Service provided by: Service provider number:
Invercare Services Ltd SP2014012360

Service no:

CS2014333299

8,0]

HAPPY TO TRANSLATE



Inspection report

About the service

The Invercare service is registered to provide both housing support and care at home. Care and support is
delivered to people living in the local authority area of Inverclyde. The service operates from an office base
in Greenock.

Staff support people with a range of needs, including those living with dementia, adults with physical
disabilities, mental health and adults with palliative care needs living in their own home.

The service was supporting 58 people at the time of inspection.

About the inspection

This was an unannounced inspection which took place on 13, 14 and 15 August between 10:00 and 18:00.
The inspection was carried out by two inspectors from the Care Inspectorate. To prepare for the inspection
we reviewed information about this service. This included previous inspection findings, registration
information, information submitted by the service and intelligence gathered since the last inspection.

In making our evaluations of the service we:

- spoke with 11 people using the service and eight of their family

- spoke with nine staff and management and had 17 staff return the Care Inspectorate surveys
- observed practice and daily life

- reviewed documents

- received feedback from two visiting professionals.
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- The manager is new to the role within the service and is working hard with staff to improve
people's care experience.

- There are good quality assurance processes in place which help improve positive outcomes for
people.

- Staff have positive relationships with people they support.

- People's risk assessments should be updated more regularly to ensure peoples safety.

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

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

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

We saw and spoke with people who were supported by staff and almost all told us that they were very
satisfied with the support they received. Relationships between staff and people were positive and staff
knew most people well. This reassured us that staff recognised when people's needs had changed, or if their
presentation was different on any given day,. Staff knew to contact managers and/or external health
professionals when required.

People looked forward to their support and enjoyed the opportunity to have different people to chat to. A lot
of humour was used in conversation and it was good to see people laughing and smiling with each other.
One person told us that "my carers are faultless, and | would never change a thing". Family members told us
that the support had made a "real positive improvement to my life". All of this satisfied us that people's
physical health and their mental well being was improved by receiving the support they did.

Service managers carried out assessments of people’s needs before providing staff to support them. This
ensured that people received the right support from the right staff with the right knowledge. Most of the
time it was the same person, or team of staff, who provided support. However, there were times when it was
required to send other staff, but people told us they had usually met them before and knew who they were.
They were keen to tell us how respectful all staff were to them and their property. This helped people feel
comfortable with different staff.

People's should have a statutory review of their support at least once every six months. This happens to
ensure that people's personal plans are still fully relevant to them. Reviews for people were always held in
good time, and we saw that people important to the person were present, as well as other health/social
care professionals. These were opportunities for open discussion around the person's needs and the
outcomes they wanted to achieve in different areas of their lives.

Risk assessments, in areas such as moving and handling, should be reviewed on a regular basis in order to
keep people, and staff, safe. it is unlikely that the risk to people does not change over a number of years and
we did note that they were not always updated as often as they should be. (see area for improvement in
"How good is our leadership”).

There was training provided for some staff when supporting someone with specific conditions. This worked
well and meant that those people were confident in the staffs knowledge and practice. However, it also
meant that there could be anxiety for some people when those staff were not available. We discussed the
concerns and risks for people with managers, which they understood. They will ensure that alternative staff
receive the relevant training and will be available when required. This will go someway to reducing people's
anxieties.

Staff recorded notes in the system after each visit to people and most were well written and informative.
This ensured that the staff attending later in the day could see all that had been achieved with people and
that they were aware of any concerns or specific support that the person may need.

We should be able to see in peoples plans when external health professionals had been contacted by the
service, or had attended people. This assures us that the service is fully aware of people's changing needs,
and that support staff are aware of any new treatment plans. We found this difficult to see in peoples plans,
even though there is an area for recording the information. (See area for improvement 1).
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All staff had been given medication training and we saw that they followed the correct procedures when
assisting with peoples medication. Most people only needed a prompt to take their medication and this was
recorded in their daily notes. For those who needed medications to be administered staff ensured that it
was recorded in the electronic medication recording systems (EMARS). This assured us that people received
their medications in the right way at the right time and this kept people safe and well.

Areas for improvement

1. In order to ensure that all staff are aware of external health input managers should ensure that any
contacts, arranged visits and decisions made by them are clearly recorded. The information should be easily
available to staff within the person's personal plan.

This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
state that: | know how different organisations can support my health and wellbeing and | am helped to
contact them if | wish' (HSCS 2.26).

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.

There had recently been some new managers appointed in the service and we could see that they were
making time to get to know people, both staff and people who were supported. The branch manager had
been able to attend regular management meetings where there was good sharing of information. These
gave the manager a good understanding of organisational values and expectations.

Quality assurance systems should improve outcomes for people. They show areas where service provision
has gone well, and allow the service to see where improvement is required. The service used a robust
electronic system of recording and carrying out quality assurance in all areas. We saw that the manager
completed a monthly audit in all areas of care and support such as complaints, medication errors, missed
visits, incidents, as well as supervision of staff. The audits were effective in identifying any concerns. This
meant that managers were promptly aware of any issues affecting people's care and they were able to
address and improve them.

There was a good service improvement plan in place that identified areas that would benefit from
improvement. This was time bound and was reviewed at regular intervals. This meant that there were
opportunities for continual improvement in the service.

The service had a range of policies and procedures in place ranging from recruitment, whistleblowing and
complaints. Staff were able to access these easily and keep themselves informed.

Staff received regular supervision and observation of their practice. These were a chance for staff to reflect

on their practice and receive praise and recognition for their work, or be given support to help them improve
their practice.
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It was good to see that managers went to visit people in their own home, and this gave them time to get to
know people. People told us they appreciated these visits and it helped them feel comfortable, especially if
they had the need to contact managers to discuss anything. They told us they were happy with the way in
which managers dealt with any issues they had and that they always "turned things around” for them
quickly.

Managers ensured that people's reviews of care took place within the required time scale, and the recorded
the outcome of reviews. We discussed with managers that there should be more informative information
recorded, with a particular focus on the updating of peoples risk assessments. (see area for improvement 1)

It is important that the service asks for and receives regular feedback from people being supported, their
loved ones and staff. The ensures that managers see what others think of the service provided and where
improvements can be made. We saw that a new service survey had been produced that was in the process
of being sent to all, and a summary of findings from these were to be shared with people in a newsletter.
The newsletter will also show what actions are being taken to make improvements suggested.

Staff fed back to us that they felt the branch manager was approachable, easy to talk to and that they
listened to what they had to say.

Areas for improvement
1. In order to keep people and staff safe managers should -

a) Ensure that people’s risk assessments are updated promptly after each review.
b) Alert staff to any changes in people's risk assessments.

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 meets my needs and is right for me' (HSCS 1.19).

How good is our staff team? 4 - Good

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

People want to be fully confident that staff supporting them have been recruited well. We examined
recruitment files and saw that the service used "Safer recruitment through better recruitment” guidance.
This meant that all staff employed had the necessary references and criminal checks in place before starting
to support people. When employing international staff the service followed all guidelines from The Home
Office. Care staff are required to be registered with Scottish Social Services (SSSC) in order to practice and
we saw that all were.

Staff worked well together and were seen by us to be a cohesive team. All the staff we spoke to talked
about their work positively, telling us how much they enjoyed it, and we saw them being caring and
responsive to people and their loved ones. People being supported and their relatives all told us that they
received good quality care. This meant that people were able to build trust with staff and that they were
reliable as a team.

Inspection report for Invercare Services Ltd - Inverclyde Branch
page 6 of 10



Inspection report

There was a robust induction process in place for all new staff that was a mix of classroom work, practical
experience and training in areas such as adult support and protection and medication. . There was also a
“shadowing"” process where they would accompany more experienced staff before being able to fully
support people on their own. Refresher training was undertaken periodically to ensure that staff kept up to
date with current guidance in areas like moving and handling and infection prevention and control. We were
assured by this that staff were knowledgeable and skilled in their roles.

We discussed with managers that it would be good to see a clearer picture of training that staff undertook
out with their mandatory training. Managers agreed and told us they had already picked this up themselves.
As such they were in the process of developing an improved training matrix that would be clearer and show
who had undertaken additional training and when.

There were a range of support measures in place for staff, such as staff supervision, which is protected time
for staff to meet with managers, observations of staff practice, which ensured that different tasks were
being carried out in the right way. There were also team meetings that took place, these were an
opportunity for staff to get together with managers as a group and discuss current concerns or what was
going well, as well as receiving organisational updates with information that could impact them. These
measures kept the team informed and up to date. They had also been copied into the new survey that had
been produced and this will ensure that they are able to make an input to operational, and other matters.

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

People should receive a robust induction to ensure they are confident and competent to safely meet peoples
identified needs.

This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
state that: 'l experience high quality care and support because people have the necessary information and
resources' (HSCS 4.27).

This area for improvement was made on 10 September 2024.

Action taken since then

An induction process was fully developed and now takes place for all new staff. This starts with a 3 day
“classroom” induction that covers mandatory training, such as medication, dementia, moving and handling
and adult support and protection. Shadow shifts were included for new staff as part of their induction and
ensured that they were ready to attend support visits on their own, or with a colleague if working on a two-
person support.

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

Care plans should always be outcome focused, recording what the person wants to achieve, and how. As
such, the provider should review the structure of the care plans ensuring that critical information is easily
accessed at the beginning of the care plan.

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 10 September 2024.

Action taken since then

Care plans we viewed showed that they were written in consultation with the person and that they were
outcome focused. It was easy to see at first glance who the person was and what was important to them.
We saw what people's needs were as they were well recorded at the beginning of the plan. Staff were able
to see tasks to be completed easily as well as what outcome the person wanted from the task. Risk
assessments were in place for everyone and covered areas such as falls, moving and assisting and
medications, however we did note that some risk assessments needed updating after reviews. As such the
area for improvement has been met, but some work should continue updating risk assessments after review
and a new area for improvement will be made in "How good is our leadership”

This area for improvement has been met.

Complaints

There have been no complaints upheld since the last inspection. Details of any older upheld complaints are
published at www.careinspectorate.com.
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Detailed evaluations

How well do we support people's wellbeing?

1.3 People’s health and wellbeing benefits from their care and support 4 - Good

How good is our leadership?

2.2 Quality assurance and improvement is led well 4 - Good

How good is our staff team?

3.3 Staffing arrangements are right and staff work well together 4 - 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.

Tha am foillseachadh seo ri fhaighinn ann an cruthannan is canain eile ma nithear iarrtas.

SHRIGITATE 98 AF AT S Fa06 932 Sy S othedt a9 |
_LLG'C(?J A1) u:uig;)i/,luﬁf;4L/ eAPnesl,

953t 3 feg yaHs I Ut »3 Jast IERT feg Qusay Ji

Glhll vie 5 Al Zilaiy cilaly 8 gia 4348 ) 224
RSB EMRXNEMES R,

Na zyczenie niniejsza publikacja dostepna jest takze w innych
formatach oraz jezykach.

Inspection report for Invercare Services Ltd - Inverclyde Branch
page 10 of 10



