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About the service

Support for Ordinary Living (SOL) provides a housing support and care at home service. The service works for
people with a variety of different support needs and disabilities and says it will help people 'to choose and create
a life for themselves within their own homes'. Each person has a dedicated staff team providing a range of
support from a few hours to 24 hour support.

In their literature SOL say about their approach:

"We believe our approach is really simple, we listen to what's important to and for people to have a good life and
we focus on people's strengths and passions.

The service supported 166 people at the time of inspection.

What people told us

We received a total of 20 questionnaires as part of our inspection of the service. These were completed by
people who use the service and/or their relatives and staff on behalf of the people being supported. We spoke
to, and observed support for, a further 14 people being supported during the inspection. We telephoned a person
being supported, nine relatives and referring care professionals as part of the inspection process. The overall
feedback about the service was positive

Comments people chose to leave included:-

"Support workers provide high standards of care at all times. Staff are well trained and very reliable. The needs of
the individual are met."

"They are good with (name) and take him out and about."

"I like having one to one support. I do not like when I have to share my support with another service user..."

"It's a relief for me, wonderful people looking after (relative)."

"They will phone (name) personally and tell him who will be coming to him. He usually has regular people who
care for him."

"Not getting the hours I should, have some weeks less than others."

"One particular worker is excellent (staff name)" (staff) takes a lot of pressure from me."

"Review processes are now outstanding, really person-centred."

"They work well as a team."

"...The SOL company doesn't provide any activities i.e. college, any therapies etc. Overall I am happy with the
carers because they are fine but I am not happy with management."

"Service is good as they know what they are doing."
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"[Name] says he is overall very happy and doesn't want any changes."

Self assessment

The Care Inspectorate had not requested services to complete a self assessment for this inspection year.

From this inspection we graded this service as:

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

What the service does well

We found on reviewing service documentation that the quality of support plans was very good. They
were person-centred and comprehensive providing the reader with information needed to support people and
promote their independence. We found the service review processes to be of a very good standard that involved
the people being supported, their relatives and relevant others. This process considered the person's experience
of the service, their needs, preferences, likes and dislikes.

We saw that the people we visited had small staff teams around them that they were familiar with, who
provided a very good level of support. We found that medication records held in people's homes were accurately
completed. We were confident people were getting the medication they needed. We could see that people had
very good relationships with the staff that supported them that impacted positively on their health and
wellbeing.

We attended a meeting of the "Quality Checkers" group where people being supported were involved in
devising questionnaires, carrying out quality control surveys with their peer group, staff, families and the service
business support team. The group produced reports as a result of these surveys to assist and guide service
improvement. This assured us that the service regularly planned to ask people about how the service could
improve.

We found to keep people safe that complaints, accidents and incidents were being recorded and acted upon
appropriately by the service. We discussed with the service an example of the service advocating in a robust
manner when it felt a person's needs were not being fully met. This gave us confidence that when the service
had evidence of any deficits in its care and support provision these were acted upon appropriately and, where
necessary, issues taken up with funders.

Support for Ordinary Living provided an online service called "SOL Connect" that was used by over 70 people
supported by the service. We found this electronic monitoring system was used to good effect providing people
with prompts, reminders and a person to see and talk to if needed via a monitor in their homes. We found the
assessment and risk enablement process used by the service was thorough, respected people's privacy and
dignity and added to a person's independence, safety and well-being.

People need to be able to trust that staff are competent and able to provide them with the support they need.
We found the service staff recruitment process was safe. We saw that where possible staff were matched to the
people being supported with regard to common interests and preferences. Staff informed us they had
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been properly inducted, had shadowed other staff, and been introduced to people over a number of days before
lone-working with them. The training package offered by the service appeared comprehensive and staff reported
it as very good. We saw that management monitored training to ensure staff received appropriate regular
refresher training and where necessary would send reminders to ensure staff attendance.

Staff we spoke to felt the management team support was very good. Staff told us that managers were
approachable, supportive and responsive and provided support to staff promptly when needed. This assured us
that where issues arose advice was readily available were dealt with in a timely fashion.

What the service could do better

In our staff questionnaire responses it was apparent that some staff did not feel they met up with other staff
very often. We also noted from records within the service that a small number of staff had not had their
supervision meetings in line with the service policy. The service intends to address these matters and will
promote attendance at group supervision throughout the staff teams. The service management will also ensure
staff receive regular supervision meetings with senior staff. This will be reviewed at the next inspection.

Overall feedback about the quality of the service was positive and it was clear improvements had recently been
made. However, there were a few concerns raised during the inspection and in our questionnaire responses.
People felt there was a need for the service to further improve in its communications, staffing consistency,
adherence to support timings and the inclusion of community activities in care planning. We accepted the
service had gone through some recent challenging times with regard to funding and changes to services that
may have impacted on people's services and expectations. However, people should expect their supports to be
provided in line with agreed times by staff they are familiar with. People should experience good
communications from the service and have activities, where possible, considered in their service planning
albeit in line with agreed supports. We discussed these concerns with service management and asked that these
areas continue to be focused upon and further improved. These will be reviewed at the next inspection.

We found that the service medication policy could more clearly consider people's ability to self-medicate. We
asked that the service provide more clarity in their policy on how people are assessed for medication support.
This process should identify if someone can self-medicate or requires support through being prompted, assisted
or having their medication administered. In each case support guidance should be clear. This policy and
procedure should also include the need to regularly check staff competency with regard to providing this support
in line with best practice guidance. We identified the appropriate guidance and directed the service to the Care
Inspectorate Hub. http://hub.careinspectorate.com/

In our questionnaires the number of people being supported who felt their opinions were asked for with regard
to service improvements was quite low. The service did have systems in place to obtain people's views. We
discussed this with the service management and suggested this process of asking for people's opinions could
possibly be promoted better or alternative ways considered to get this information and feedback. The service had
plans to improve in this respect. This will be reviewed at the next inspection.

Requirements
Number of requirements: 0
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Recommendations
Number of recommendations: 0

Complaints

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

Inspection and grading history

Date Type Gradings

27 Jun 2017 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing Not assessed
Management and leadership 5 - Very good

30 Jun 2016 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

21 Aug 2015 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

29 Aug 2014 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

7 Sep 2013 Announced (short
notice)

Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

13 Jul 2012 Unannounced Care and support 3 - Adequate
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Date Type Gradings

Environment Not assessed
Staffing 4 - Good
Management and leadership 3 - Adequate

14 Oct 2011 Unannounced Care and support 3 - Adequate
Environment Not assessed
Staffing 4 - Good
Management and leadership 3 - Adequate

9 Feb 2011 Announced Care and support 3 - Adequate
Environment Not assessed
Staffing 3 - Adequate
Management and leadership Not assessed

1 Dec 2009 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

20 Nov 2008 Announced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 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 cànain eile ma nithear iarrtas.
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