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Inspection report

About the service

The Care Inspectorate requlates care services in Scotland. Information about all care services can be found on our
website at www.careinspectorate.com

The service registered with the Care Inspectorate on 21 August 2017

Home Help Me Care is registered to provide a care at home service to older people and adults in their own
homes and in the wider community.

The service is a private limited company with two owners/directors, one of whom is the registered manager and
one the operations manager. Staffing consists of a small team of carers/companions. The service operates
mainly in narth-west Edinburgh from an office base in Cramand.

At the time of inspection the service was supporting 36 people.

The provider states its aims and objectives include:
For service users to enjoy being in the comfort of their own home and maintaining a sense of identity
and independence.
Providing service users with the tools to continue their daily lives with the privacy and dignity afforded
to all and to not feel isolated.
Ensuring service users needs and values are respected.

Ensuring staff are qualified, experienced and matched to service users as best as possible.
Fostering open and honest culture where compliments and complaints can be highlighted by anyone.

What people told us

We received 3 total of seven questionnaires as part of our inspection of the service. These were completed by
people who use the service and/or their relatives. Overall, 100% of respondents were happy with the quality of
the service provided.

During the inspection we met or spoke with six service users and four relatives. People shared positive
comments about their staff and the service. Where people were not able to give their views, we noted that they
were comfortable with staff supporting them and reassured by their encouragement and help.

Comments from service users and relatives included:

“Very nice person, she is very encouraging.”

'l need more care now and | am very happy with it

"They're very good.”

"We can't fault them. We know the managers and feel they listen. The operations manager is very hard working.”
"They've been superb, my trust has come back. They're all lovely, including the managers. They care. It's always

someone | know and any new carers are introduced to me by the manager. They match the staff to suit clients. |
can call the office and | get put on to someone, there's no problem.
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They say yes to any requests, | like their attitude. | don't mind visit time varying a bit, they must suit everybody,
but they are usually spot on. | would recommend them”

"They get the right kind of staff who are thorough, sensitive and interested in my relative. They respect her and
are thoughtful. I have been impressed with the ones we've met. We've had a review with both managers and
there's frequent contact. We've asked them to do things differently and it was taken on board. They listen to
what the family wants. We discuss risks. They are flexible in terms of a person needing more care. They go above
and beyond. Also, their costs are nice and clear”

"The staff who provide the care are all excellent. They will leave notes for me on a reqular basis letting me know
iIf any items need to be bought for my relative or if they have any concerns. Daily notes in her file are always
available to read and | can spot any trends or concerns. The ladies provide great care and should be commended,
on the admin side, | sometimes have to follow up emails sent, checking if they have been received when | don't
get a reply. A weekly rota would be great, rather than asking for one.”

"Home Help Me go above and beyond to make life as easy as possible for my relative and myself. Without their
input life would have been much for difficult”

"We are very happy with the care my relative receives.”

"The service was suggested to us and we have found them to be excellent. We've always had a very personal
service. They've gone out of the way to introduce carers (to my relative). They are responsive, good with
communication, even at weekends. They have never missed a visit. There have been no issues about missing
medication. They seem to manage staff sickness well. My relative likes older carers as they are more interesting.
The standards are very good. We are invited to reviews. We would hope the service doesn't get bigger and bigger
and loose the personal touch”

We contacted several professionals for their views of the service. Comments included:

"I found the manager extremely helpful and open to suggestions. She also took initiative to contact me for
advice and was a3 good liaison between myself and the family. | believe it was because of her that the lady was
able to stay at home rather than go into a care hame”

"I have found both directors to be very focused on client care, wanting to go the extra mile to ensure a great
service. They are proud of their point of difference which is that they focus the care individually, spending time
with their clients to get to know their preferences. They also have a desire to be a3 good employer and retain
their staff. | believe they are a good team because they offer very different skills to their business and are keen to
improve continuously.”

"The staff from Home Help Me Care have been very skilled, knowledgeable and helpful and we find them a very
valuable contact within our community.”

Self assessment

There was no requirement for the service to provide a self-assessment for the inspection year 2019/20. Issues

relating to guality assurance, feedback from people using the service and their relatives along with the quality of
the service's improvement plan are considered throughout the inspection.
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From 1 April 2018, the new Health and Social Care Standards replaced the National Care Standards. These seek to
promote and improve outcomes for people who experience care. Services should now be providing support in
accordance with these standards. These are:

1 I experience high quality care and support that is right for me.

2:1'am fully involved in all decisions about my care and support.

3: I'have confidence in the people who support and care for me.

4| have confidence in the organisation providing my care and support.

5: I experience a high-quality environment if the organisation provides the premises.

The full standards can be viewed at:

https://scotgov.publishingthefuture.info/publication/health-and-social-care-standards-my-support-my-life

From this inspection we graded this service as:

Quality of care and support 6 - Excellent
Quality of staffing nat assessed
Quality of management and leadership 5 - Very Good

What the service does well

The service evidenced major strengths that result in very positive experiences and outcomes for peaple who use
the service.

People expressed high levels of satisfaction and had trust in the staff and the organisation providing their care
and support. People found the service to be individual, reliable and stable. People knew the staff providing their
support and what they were expected to do. Support was well coordinated and consistent.

Meeting each service user's wishes was paramount. It was clear that people received a person centred,
responsive service. Clients and their families were fully included in the assessment and decisions about their
support. Peaple confirmed that they felt in control. Support plans included enough detail to enable staff to
support people in the way they wanted.

Excellent use of an electronic care planning system meant that managers had close oversight of appointments,
ensuring these were completed fully, and as planned. No visits had been missed. Visits were of a minimum of
one hour's duration, which ensured that people were enabled to do what they could for themselves, and their
independence was promoted, in line with the Health and Social Care Standards.

"Having an hour in the morning means one person can get ready to attend her day service. It wouldn't be
possible in less time." (Staff comment)

The service matched staff and clients which promoted good relationships. Staff were able to describe people’s
goals and gave examples of the steps they took to build trust with people to achieve the positive outcomes that
were important to them, such as:

- making and expressing choices
- developing trusting relationship with care staff and feeling safer
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- getting out and about, keeping active and connected to the wider community
- chatting, reminiscing and discussing the news

- allowing family members 3 break

- Involving family in care planning decisions

- writing Christmas cards

- easily accessing increased (or decreased) support as needed and wished

- maintaining the maximum possible independence with personal finances.

Staff spoke about looking out for new things that people could enjoy, and places to visit, to fulfil their potential.

When delivering care, we saw that staff were calm, cansiderate and encouraging. People experienced warmth
and compassion. They were spoken to, and about, in a respectful and caring manner.

Staff had a good grasp of the issues facing people living with dementia and other health conditions. They
listened and reassured people and provided information in 3 way people could understand.

"The managers bring sensitivity, reality and knowledge to the conversation with grace and ease to make sure
families are completely understanding the situation and able to make knowledgeable decisions." (Staff comment)

There was 3 clear understanding of the people’s rights and the responsibility of staff to protect people from
harm by raising any concerns and informing managers and colleagues of any changes or concerns.

Staff were motivated and felt supported in their role. Staff comments included:

"They give us very regular training and there is always someone on the end of the phone to help with any urgent
questions.”

"I have always felt supported by my managers, especially when a problem has occurred. One of my clients
became unwell, when calling my manager for advice she was with me immediately. This resulted in my client
feeling valued and important to us.”

"We try to have meetings every month and also coffee mornings so we can meet up with other staff members.
Any training I've felt | needed, | have got.”

"We were treated to lunch/afternoon tea as a thank you to staff for all their hard work. A ot of companies don't
do this, and it was very much appreciated by staff. It makes the staff feel valued in their job. It's things like this
and team building days that keeps a happy workforce.

"I have the deepest respect for the directors who drive this company in every aspect. It is clear that the staff are
very important to them and they bring their personal style into leading the staff. They encourage staff to utilise
their different skills, giving them opportunities. The directors have a high level of dedication and enthusiasm.”

The service adhered to safe recruitment practices. All relevant staff were registered (or in the process of
registering) with the Scottish Social Services Council (SSSC), the regulatory bady for the workforce. Good progress
was being made in supporting staff to achieve the necessary qualification. Additional training needs were being
looked at, for instance: catheter care, Parkinson's.

There were formal and informal opportunities for staff to meet together and discuss and reflect on their work,
good practice and the Health and Social Care Standards.
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Manager's were hands on, knew service users and their families well. Both managers also delivered direct care.
This enabled they to pick up on and deal with any issues promptly and to have oversight of staff practice. In 2019
the leadership roles had been embedded. A finance manager had joined the management team, complimenting
the existing management skill set, for example, managing service user ISF budgets with clear transparency.

The service had surveyed clients, asking for general feedback about the service, their contact with staff and
communication with the office. They had also asked how well the service met the principles of the Health and
Social Care Standards. Satisfaction levels were high, and matched the comments we received. The findings were
analysed and an action plan was devised. Managers planned to share the survey findings with all parties in a
Christmas newsletter. A number of clients had input into decisions about staff uniforms.

There was very good evidence that manager's were achieving planned improvements and developments. The
service was not taking on too many clients, focussing on maintaining high quality person centred care. The
managers were responsive to feedback and used learning to improve. They took their own professional
development needs on board and actively sought ways to enhance their performance.

What the service could do better

Whilst reviews of care were taking place regularly, we would expect to see a record of these discussions and the
agreed actions in each person’s folder. Health and Social Care Standards 2.11 - My views will always be sought
and 212 - The views of those who know my wishes are taken into account.

Care work can be complex and demanding. Whilst staff felt well supported on a day-to-day basis they said they
would welcome more regular individual supervision (performance review). We shared some competency
assessment examples which may be useful additions for spot checks and can inform staff appraisal (PDP).

Health and Sacial Care Standards 4.11 - | experience high quality care and suppart based on relevant evidence,
guidance and best practice.

The service should continue to explore ways for service users and relatives to have a say in how the service could
be improved for everyone, for example: through influencing staff selection, appraisal and policy development.

Health and Sacial Care Standards 4.6. - | can be meaningfully involved in how the arganisations that support and
care for me work and develop.

We look forward to reviewing the progress in these areas and the impact they have had on people’s lives.

Requirements

Number of requirements: O

Recommendations

Number of recommendations: 0
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There have been no complaints upheld since the last inspection. Details of any older upheld complaints are
published at www.careinspectorate.com.

Previous requirements

There are no outstanding requirements.

Previous recommendations

There are no outstanding recommendations.

Date Type Gradings

4 Oct 20718 Announced (short | Care and support 6 - Excellent
notice) Environment Not assessed

Staffing 5 - Very good

Management and leadership 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 cancerns about a care service.

You can also read more about our wark online at www.careinspectorate.com

Contact us

Care Inspectorate
Compass House
11 Riverside Drive
Dundee

DD14NY

enquiries(dcareinspectorate.com
0345 600 9527
Find us on Facebook

Twitter: (dcareinspect

Other languages and formats

This report is available in other languages and formats on request.
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