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About the service

Glasgow Housing Support and Care at Home Service is registered with the Care Inspectorate to provide
housing support and care at home to adults with learning/physical disabilities and older people who may
also have mental health issues living in their own homes and in the community. Individual packages of
support provided to people range from a few hours a week to 24 hours a day.

The service is provided to people living across Glasgow which includes Firhill, Bridgeton, Shawlands, Nitshill
and Carnwadric. At the time of this inspection, support was being provided to 22 people.

The registered manager co-ordinates the overall running of the service. Team leaders locally manage the
staff teams who provide direct support to people.

At the time of the inspection, the service was made up of three staff teams.

About the inspection

This was an unannounced inspection which took place between 25 June and 1 July 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 information,
information submitted by the service and intelligence gathered since the last inspection.

In making our evaluations of the service we:

• spoke with 5 people using the service and 4 of their family members
• spoke with 7 staff and the management team
• spoke with 1 visiting professional
• observed practice and daily life
• reviewed documents.
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Key messages

• The service provided person-centred care to people based on their assessed needs and wishes.

• People were valued as unique individuals and treated with respect and dignity.

• Peoples' health and wellbeing benefitted from effective assessment and monitoring of their needs
and pro-active collaboration with external professionals and services.

• People participated in a wide range of activities based on their preferences.

• Quality assurance had improved, and the management team had an effective overview of the
service.

From this inspection we evaluated this service as:

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 staff team? 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

People were treated with dignity and respect, and their choices were paramount. During the inspection we
observed staff interacting with genuineness and warmth.

Peoples' support was person-centred and focussed on their needs, wishes and ambitions. A particular
strength of the service was recognising every persons' uniqueness. This was acknowledged and respected
through an effective matching process for people with their potential support workers.

We heard of one situation where a person felt the support was not working out and they would prefer more
male staff, and the service responded to their comment by respecting this choice. People could establish
supportive relationships with key workers and staff of their choice. Comments from people included:

"I don't want things to change- I'm happy."
"They know that I only like the best- really great."

There was a stable, motivated and committed staff team working in the service, this meant that staff and
people receiving support knew each other well. Staff were familiar with peoples' likes and dislikes, and
aware of what made them happy and what might cause them distress. People were supported to access the
community safely, with staff being sensitive to the other people they may meet and how best to support the
person through any difficult situations.
Trust and openness were evident through the conversations we had with people, and interactions we
observed. Values underpinned practice, and there was a kind and collaborative culture.
Assessments took account of each person's physical, psychological and social needs. People and their loved
ones had been involved with the development of support plans. Personal plans were detailed, person-
centred, outcomes focussed. They were respectfully written and took a strengths-based approach which
considered what people were able to do and how staff should encourage active participation when providing
support.
Feedback from families was consistently positive. Comments from relatives included:

"The standard of care is fantastic."
"We feel very lucky as a family. "
"The service and the staff are amazing."

The service had effective links with health professionals and were proactive at seeking help and following
advice. People's health and wellbeing outcomes were being met through collaboration with, various health
and social care professionals and other organisations e.g. Community nurses, GP, psychiatrist, and mental
health services.

Professionals we spoke to confirmed that the service provided high quality care, proactively and consistently
seeking help and advice, advocating and collaborating to keep people safe and well. Regular multi-
disciplinary reviews ensured that people, and if they chose, those important to them were central to
planning their care and support arrangements. This promoted peoples' wellbeing and helped ensure people
got the right care for them. Comments from visiting professionals we spoke with included:

"They were strong advocates (for my client)."
"They are great at keeping up communication and letting me know about everything important going on."
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Medication was managed well. There were clear systems and protocols in place to ensure that people
received their medication safely. Medication was administered in a dignified way and reflected peoples'
choices and preferences.
People appeared comfortable being with staff, who were able to recognise and respond to subtle changes in
peoples' wellbeing, such as when a person became anxious. This was managed in a respectful and caring
way. Some people had maintained friendships and relationships for many years, and this was supported
though mutually arranged holidays and days out, sharing and celebrating key events, attending clubs, and
support with shared hobbies and interests such as music, cinema, attending concerts and local churches.
This promoted peoples' physical, emotional and spiritual wellbeing. The service sensitively promoted people
to be part of their communities who may otherwise have been excluded from society. This helped them to
get the most out of life.

How good is our staff team? 5 - Very Good

We made an evaluation of very good for this key question. There were some major strengths in supporting
positive outcomes for people, with very few areas for improvement.

People and their loved ones were given the opportunity to get to know their potential support staff during
the recruitment process, and relationships were allowed to develop through a comprehensive induction
process for new staff. This process worked well and meant people and their families could feel involved and
empowered in the support they received.

A stable, consistent staff team provided support. Staff were committed to helping people achieve their
outcomes and get the most out of life. There was a good mix of skills and experience within the staff team.
The service operated a key worker system, and the management team were skilled and creative in matching
peoples' interests with the interests and skills of the staff supporting them. People told us that the staff
motivated them to try new things, which included attending healthy eating groups and going on boat trips.
Staff knew people well, and were skilled at sensitively supporting people's needs, wishes and aspirations.

Support was provided in a dynamic and flexible way to meet peoples' changing needs and wishes. The staff
and management team were creative in the coordination of activities, holidays and trips away, and
supported each other to help people achieve their outcomes.
An inclusive and collaborative culture had been developed, that offered people, relatives, and staff
opportunities to express their views. Regular team meetings and informal discussions provided forums for
this.

An effective learning system and training tracker was used which gave management oversight of training
undertaken and required. Staff were provided with a blend of online and face to face mandatory training,
based on the needs of individuals supported. Where supported individuals had specific health needs this was
addressed in training for new staff supporting them.

Staff told us they were well supported by the management team and their colleagues. Staff said the
management team were approachable, and accessible, and able to support both with professional
development and with personal issues for example returning to the workplace and bereavement. This meant
staff felt valued.
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Staff had regular support and supervision to assist them in their role and with their professional
development. More than one staff member said that they appreciated the service's approach towards their
employment, enabling them to maintain a good life/work balance. This helped ensure staff felt listened to
and motivated.

The management team had developed a comprehensive service development plan, aligned to the Care
Inspectorate Quality Framework which detailed how the service could improve. Peoples' view, wishes and
aspirations were central to service developments. This meant that any developments were meaningful and
relevant, and likely to result in improved outcomes for people.

Areas for improvement

Previous area for improvement 1

The provider should ensure that the management team undertake further development to help each
member understand their role with the completion of robust quality assurance processes. Outcomes
achieved as a result of support should be captured.
Staff should be provided with clear direction when improvements have been identified. Associated action
plans should be in place and monitoring to check progress.

This is to ensure that care and support is consistent with the Health and Social Care Standards (HSCS) which
state that:

'I benefit from a culture of continuous improvement, with the organisation having robust and transparent
quality assurance processes' (HSCS 4.19).

This area for improvement was made on 7 July 2023.

Action taken since then
The management team had improved the services quality assurance processes and systems. Regular audits
of key practice areas, such as care planning, daily recordings, and staff training and practice had taken place
and we could see that any identified actions had been completed.

Overall, this area for improvement has been met.

Previous area for improvement 2

So that people's privacy and dignity is respected, managers should monitor recordings made by staff and
provide guidance on what is and is not an acceptable level of detail.

This is to ensure care and support is consistent with the Health and Social Care Standards which state that:

'My human rights are protected and promoted, and I experience no discrimination' (HSCS 1.2).

What the service has done to meet any areas for improvement we
made at or since the last inspection
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This area for improvement was made on 10 January 2020.

Action taken since then
Audits had been undertaken in several key practice areas, such as care planning, daily recordings, and staff
training and practice. We could see that any identified actions had been completed. People and their loved
ones had been involved with the development of support plans. Personal plans we viewed were detailed,
person-centred, and outcomes focussed. They were respectfully written, and took a strengths-based
approach which considered what people were able to do and how staff should encourage active
participation when providing support.

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? 5 - Very Good

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

How good is our staff team? 5 - Very Good

3.3 Staffing arrangements are right and staff work well together 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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