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Inspection report

About the service

Crossgate Care Centre is registered to provide a care home service for up to 66 older people, included in
which are a maximum of three places for adults over the age of 55 whose needs can be met by the
service. The provider is Shaftesbury Care Group Limited.

The purpose-built care home is located in Kilmarnock, close to local amenities. Accommodation is provided
over two floors, divided into four units - Afton, Carmel, Willow and Dewalden. All bedrooms are single
occupancy with en-suite shower facilities. Each unit has a lounge, dining room, pantry and adapted toilet
and bathing facilities. The home has a secure, well maintained garden and a minibus to support to access to
the community.

At the time of our visit there were 61 people residing within the care home.

About the inspection

This was an unannounced follow up inspection which took place on 4 September 2025 from 10:15am to
15:15pm. The inspection was carried out by two inspectors from the Care Inspectorate to follow up on
requirements made as a result of upheld complaints following a complaint findings.

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 one staff nurse and three members
of the management team, and we reviewed documents.
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Key messages

The provider must ensure the admission policy and procedure provides clear timescales for monitoring
hydration needs of people experiencing care.

The care provider must ensure the ongoing monitoring and evaluation of people's skin integrity for signs of
deterioration.
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Requirements

Requirement 1

By 29 August 2025, the provider must ensure the admission policy and procedure provides clear timescales
for monitoring hydration needs of people experiencing care when they first move in. The policy where
necessary should make reference to the Scottish Care Regulator. In order to do this the provider must as a
minimum:

a) ensure peoples hydration is accurately assessed, monitored and recorded including the follow up actions
taken when targets are not achieved.

b) the personal plan must provide details how staff will support people to meet their hydration needs.

c) ensure staff contact external health professionals and escalate any concerns relating to changes in
people's hydration needs in a timely manner.

To be completed by: 29 August 2025
This is in order to comply with:

Regulation 4(1)(a) of The Social Care and Social Work Improvement Scotland(Requirements for Care Services)
Regulations 2011(SSI 2011 / 210)

This is to ensure care and support is consistent with Health and Social Care Standard 1.13: | am assessed by
a qualified person, who involves other people and professionals as required

This requirement was made on 21 July 2025.
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Action taken on previous requirement

The care providers admissions policy had been updated to reflect information relating to the Scottish
Regulator. The policy cross referenced to the care planning policy which confirmed the timescales for
monitoring hydration needs of people when they are newly admitted to the care home.

Records viewed confirmed people’s hydration needs were being assessed and monitored with follow up
actions to be taken.

Daily flash records confirmed information was being shared about peoples fluid intake and any additional
actions required.

We were satisfied sufficient progress had been made to meet the requirements.

Met - within timescales

Requirement 2

By 29 August 2025, the care provider must ensure the ongoing monitoring and evaluation of people’s skin
integrity for signs of deterioration. To do this, the care provider must, at a minimum:

a) ensure staff accurately record wound information to allow an assessment and evaluation for signs of
deterioration.

b) ensure that where staff identify gaps in recording or concerns about an individual, are accurately
recorded and the actions that will be taken.

To be completed by: 29 August 2025
This is in order to comply with:

Regulation 4(1)(a) of The Social Care and Social Work Improvement Scotland(Requirements for Care Services)
Regulations 2011(SSI 2011 / 210)

This is to ensure care and support is consistent with Health and Social Care Standard 1.13: | am assessed by
a3 qualified person, who involves other people and professionals as required.

This requirement was made on 21 July 2025.

Action taken on previous requirement

Minutes of flash meetings confirmed wounds were discussed and information shared. We viewed
information within a diary that confirmed wound management plan actions were identified which we were
told all staff review the diary when they return on shift to ensure they are kept up to date.

We viewed wound management guidance which had been implemented and records confirmed all staff had
been asked to read it.
We spoke with the new wound management champion who confirmed she had attended wound

management training with three other colleagues and we were told the plan is to roll this out to all relevant
staff.
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We sampled wound management care plans which confirmed the treatment people required and the dates
when reviews were planned. Care plan audits also identified any gaps in recordings and follow up actions
required to be taken.

We were satisfied sufficient progress had been made to meet the requirements.

Met - within timescales

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

To ensure individuals and their families have confidence in the service the care provider should offer
reassurances by sharing information when requested about the care and support of individuals. The care
provider should ensure there is clear guidance in place for staff to follow when communicating with families
and recording systems are implemented that will capture communication with families.

This is to ensure care and support is consistent with Health and Social Care Standard 4.20: | know how, and
can be helped, to make a complaint or raise a concern about my care and support.

This area for improvement was made on 21 July 2025.

Action taken since then
Not assessed as part of this inspection

Previous area for improvement 2

To ensure people have confidence in the service being provided, the care provider should ensure all
complaints are fully investigated and a response issued which details the findings and actions to be taken.

This is to ensure care and support is consistent with Health and Social Care Standard 4.21: If | have a concern
or complaint, this will be discussed with me and acted on without negative consequences for me.

This area for improvement was made on 21 July 2025.

Action taken since then
Not assessed as part of this inspection

Previous area for improvement 3

To ensure people have confidence in the service being provided, the care provider should ensure all
complaints are fully investigated and a response issued which details the findings and actions to be taken.

This is to ensure care and support is consistent with Health and Social Care Standard 4.21: If | have a concern
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or complaint, this will be discussed with me and acted on without negative consequences for me.
This area for improvement was made on 21 July 2025.

Action taken since then
Not assessed as part of this inspection.

Complaints

Please see Care Inspectorate website (www.careinspectorate.com) for details of complaints about the
service which have been upheld.
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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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Na zyczenie niniejsza publikacja dostepna jest takze w innych
formatach oraz jezykach.

Inspection report for Crossgate Care Centre
page 8 of 8



