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About the service

The Glenurquhart Centre is a modern, purpose-built premises in a residential area of Drumnadrochit.

The centre was developed and is operated by the Glenurquhart Care Project. It offers a service to older people in
Drumnadrochit, Glenurquhart, Strathglass, Beauly, Kiltarlity and the surrounding areas.

The main aim of the centre is to provide a service which would assist older people to enjoy an enhanced quality
of life while continuing to live in the community. It also aims to provide a safe, supportive, stimulating
environment in which people are encouraged to maximise their physical, intellectual and emotional
potential. The centre also recognises the needs of carers and aims to provide support to them as well as the
people they care for.

What people told us

We received 10 completed care standards questionnaires from people who used the service and their families. All
of those that replied said that they 'agreed' or 'strongly agreed' that they were happy with the quality of support
being provided.

During the inspection we spoke to a number of people who used the service.

People said:

"Staff are very helpful and caring."

"I like coming along to the centre and catching up with friends."

"Everyone is looked after as an individual and their every need is attended to with care and respect and nothing
is too much for the staff."

"What a marvellous centre, we are very lucky."

"During the changes of title one thing has been constant - the care given to service users by the staff, working
together as a team but with flexibility within areas of work."

"The food is outstanding, you couldn't ask for better."

"Due to the circumstances recently, tensions and stresses are sometimes obvious but as service users, each and
everyone here has still had the best care that can be given under the circumstances."
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Self assessment

The service had not been asked to complete a self assessment ahead of the inspection. We looked at their own
improvement plan and quality assurance paperwork. These demonstrated their priorities for development and
how they were monitoring the quality of provision in the service.

From this inspection we graded this service as:

Quality of care and support 5 - Very Good
Quality of environment not assessed
Quality of staffing not assessed
Quality of management and leadership 5 - Very Good

What the service does well

People experienced very good, high quality care from this service. People were supported by staff who were
skilled and who had received training that was appropriate to their needs. Staff were warm, caring and showed
respect in their interactions.

We saw a welcoming service, where people's choice about where they spent their time was respected. We saw
people leading active lives both in the centre and taking part in activities in the community. Staff worked to
include everyone in activities and staff recognised and encouraged people's individual skills.

We saw that care plans and risk assessments were current and regularly updated. Care plans were person
centred and based on people's needs and wishes.

There was a range of facilities on offer that people could choose to access as well as activities including; library,
laundry, tuck shop and domestic service. People fed back to us that they really appreciated having access to
these facilities. We saw that having these facilities had improved outcomes for people; increasing their social
interaction, independence, giving them privacy and a sense of belonging.

The service had very good links to the local community and had a number of active volunteers who provided
support with activities and companionship for people. People had the opportunity to access community activities
as well as services such as shops and the post office.

We saw that staff had the opportunity to attend regular support and supervision and that all staff received an
annual appraisal. Team meetings took place regularly and all staff were able to contribute to the agenda. Staff
benefited from a range of training opportunities that supported their learning and development. There was also
a plan in place to support staff to achieve a professional qualification.

The service consistently tried to learn and improve. The manager asked for regular feedback from people using
the service, their families or representatives and other stakeholders. Feedback was very positive and where it had
identified areas for improvement the manager had taken these forward and sought to resolve them.

There was a service improvement plan in place which was clearly linked to the organisations quality assurance
systems and audits. This included an action plan that was regularly reviewed to reassess progress towards
targets.
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What the service could do better

Within people's care plans we found that there was little evidence of health and wellbeing assessments and
interventions/approaches in areas such as mental health, skin integrity and nutrition. Where there are issues
with service users health and wellbeing the provider should ensure that there is a plan of care. (See
recommendation 1)

Reviews were not taking place at a minimum of once in every six months. We recommend that the provider
develop a review planner to ensure that all service users receive a review at least once in every six month
period. (See recommendation 2)

The provider has not completed a service wide risk assessment in a number of years. The service would benefit
from regularly completing a service wide risk assessment that feeds into the further development of
their continuity plan and their improvement plan.

A number of notifiable occurrences had taken place over the past year that had not been notified to the Care
Inspectorate. The service needs to identify whether an occurrence, accident or incident is notifiable and then
make the notification; this should then be included in their audits of accidents and incidents where appropriate.

The service would benefit from developing its use of reflective practice in support and supervision and
encouraging staff to further develop their reflective accounts following on from training. The service could also
further develop its use of observed practice, giving the opportunity to identify existing good practice and areas
for improvement.

The service had recently gone through a period of change and some service users and staff fed back to us that
this had been difficult and unsettling and that they often felt unsure about what was happening. The provider
and manager should ensure that there is effective communication between themselves and the service users
and staff. The provider should consider how it can increase staff and service morale and wellbeing.

Requirements
Number of requirements: 0

Recommendations
Number of recommendations: 2

1. The provider is to further develop the care plans and associated assessments for service users in order that
they clearly identified individual health care needs and have plans of care that respond appropriately to these.

This is in order to ensure that care and support is consistent with the Health and Social Care Standards which
state; "My care and support meets my needs and is right for me." (HSCS 1.19)

2. We recommend that the provider develop a review planner to ensure that all service users receive a minimum
of one review in every six month period, with family and friends present where appropriate. There should be a
written record of the review, detailing who was present, any areas of the support plan discussed and the service
users identified outcomes. There should be an action plan developed with timescales for any necessary actions
to be completed.
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This is in order to ensure that care and support is consistent with the Health and Social Care Standards which
state; "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)

Complaints

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

Recommendation 1

The provider is to further develop the care plans and associated assessments for service users in order that they
clearly identified individual health care needs and have plans of care that respond appropriately to these.

National Care Standards, Support Services: Standard 4 - Support arrangements.

This recommendation was made on 15 January 2016.

Action taken on previous recommendation
The provider has redeveloped their plans but further work is required to ensure that people's health needs are
clearly identified and assessed where appropriate, and that their care plans reflect the level of support required
to meet these health needs.

What the service has done to meet any requirements we made at
or since the last inspection

What the service has done to meet any recommendations we
made at or since the last inspection
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Inspection and grading history

Date Type Gradings

15 Jan 2016 Unannounced Care and support 5 - Very good
Environment 5 - Very good
Staffing 4 - Good
Management and leadership 4 - Good

16 Jan 2013 Announced (short
notice)

Care and support 6 - Excellent
Environment 6 - Excellent
Staffing 6 - Excellent
Management and leadership 6 - Excellent

9 Nov 2010 Announced Care and support 6 - Excellent
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

1 Feb 2010 Announced Care and support 6 - Excellent
Environment 6 - Excellent
Staffing 6 - Excellent
Management and leadership 6 - Excellent

9 Feb 2009 Announced Care and support 5 - Very good
Environment 5 - Very good
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 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 cànain eile ma nithear iarrtas.
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