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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 172 people at the time of inspection.

What people told us

We received a total of 25 questionnaires prior to and 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. It is to the service's credit that 100% of responders agreed or strongly agreed that they are overall
happy with the service. We spoke to, and observed support for, a further 10 people being supported during the
inspection. An inspection volunteer carried out a further five telephone interviews with relatives and people
supported.

Comments people chose to leave included:

"Very happy with the team that care and support [name]."

"Service is really good nothing bad to change."

"SOL try everyway to provide the support required and make every attempt to be flexible to allow my [relative] to
have as normal a life as possible."

"[Name] has a great life [person] goes on holiday [locations] every year never stays in [person] goes to activities
[locations] and a lot of other places."

"I am happy with my staff and going to all my activities."

"[Relative] and carer get along very well together. The carer knows how to manage [relative's] seizures which
gives [relative] confidence to continue with [their] day."

[Relative] feels comfortable with the regular staff that provide [their] care. I find that if [person] knows them
then [person] feels more comfortable."

Some negative feedback was received that was discussed with the service management as part of the
inspection. These included issues around shared support arrangements, medication recording, staffing
consistency and the complaints procedure but this did not detract from the overall very good quality of care
people were receiving and commented positively about in our conversations and visits.
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Self assessment

The Care Inspectorate did not request the service submit a self-assessment as part of this year's inspection
process.

From this inspection we graded this service as:

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

What the service does well

A person's personal plan (sometimes referred to as a care plan) should be right for them because it sets out how
their needs will be met, as well as their wishes and choices. We found personal plans to be detailed, person-
centred and clarified to staff how they should be supporting people taking into consideration people's wishes
and preferences. The plans were regularly reviewed and notes of these reviews were detailed and included
names of those involved in the review and an appropriate action plan. The service has a person-centred
approaches facilitator that ensured that the service focus is the person being supported in each case and at
every review. On reviewing the actions identified at review meetings in people's plans at the homes we visited
we could see these were followed up and support updated appropriately.

A person should be able to choose to have an active life and participate in a range of recreational, social,
creative, physical and learning activities every day, both indoors and outdoors. People's plans included their
hobbies and interests and we could see people were involved in various clubs and events in the community as
they wished. During our inspection visits we found many people were due to leave the house shortly after we
had visited them.

Any treatment or intervention that people experience is safe and effective. We found records for prescribed
medication were completed well and we were confident that people were getting the medication they needed.
The service had recently renewed its systems after a complaint was upheld by the Care Inspectorate. Where
changes to medication were made these were monitored by senior staff who took in the records on a monthly
basis to audit them. We did find, however, some areas that could be further improved upon with regard to "as
required" medication that could impact on people's outcomes.

People should have confidence in staff because they are trained, competent and skilled, are able to reflect on
their practice and follow their professional and organisational codes. Staff we spoke to told us they received
regular support in the form of one to one and group supervision meetings. They also told us they could take part
in regular team meetings and received a good training package. These meetings are essential to
share information and allow staff to reflect on and develop their practice to maintain and improve outcomes for
the people they support.

We also saw the service had a regime for practice observation visits for its staff team. This meant staff were
periodically observed at work to ensure the quality of care provided was acceptable and actions taken if deficits
were identified. The service had also recently developed, and was in the process of implementing, a "People's
Team" to ensure staff were supported and deployed to services appropriately and a there was firm focus on the
workforce quality and consistency. A minority of staff had made comments in our returned questionnaires, these

Inspection report

Inspection report for Support for Ordinary Living
page 3 of 8



included: the need for the service to improve communications; staff not getting to meet up with other staff
regularly and some hadn't met with or been observed by their manager for a while. It was hoped that with the
provision of this new team these concerns will be dealt with. This will be reviewed at the next inspection.

People's care and support should meet their needs and be right for them. It is to the service's credit that 100%
of people who responded to our questionnaires prior to our inspection visit had agreed or strongly agreed that
they were overall happy with the care and support provided. This was also the case when our inspection
volunteer spoke to four further people supported and one relative in telephone interviews and when we visited
ten people at home. There were some concerns raised that included staffing consistency and the complaints
procedure. These areas were considered overall as part of the inspection and discussed with the management
team at inspection feedback. We found that consistency of staff had improved since the previous inspection and
that overall complaints were being dealt with properly.

What the service could do better

We found that "as required" medication documentation and recordings could be improved. Information was not
always available to staff within the medication folders that instructed them clearly as to when to give people
their "as required" medications. For each of these medications there should be a protocol describing an agreed
process and considerations prior to administration. This detail can be derived from the service's knowledge of
the person and input from health professionals as appropriate. The service should also ensure these records
reflect, post administration, the reasons for giving the medication and after an appropriate period of time the
result or effect of it. This ensures medication is having the desired effect and can inform medication reviews as
necessary. The service medication policy should be updated in this regard. The progress of this change will be
reviewed on an on-going basis and scrutinised at the next inspection.

We discussed how accidents and incidents within the service were managed and it was agreed that some should
be logged differently and the service should more clearly analyse them to be able to identify any trends that
could be addressed, for example, through training or management intervention. We did find that the service did
deal with accidents and incidents properly and notified the Care Inspectorate appropriately. The improvements to
their processes we identified were relatively minor.

In our questionnaires 75% of people indicated they knew about the service's complaints procedure. The service
should promote its complaints procedure to improve this level of knowledge so that all people supported and
their relatives understand how to complain to the service. It is important people feel confident and know how to
complain, and that complaints are dealt with in a timely manner.

We saw the service had an audit system in place for staff practice and medication support. We found the
personal plan audit used by the service was informal and carried out by a limited number of senior staff. This
process should be formalised. The service should use or develop a tool so that all personal plans are quality
assured and measured regularly and consistently by senior staff. This makes sure that a minimum standard is
maintained and that any actions are noted and followed up to confirm that any necessary corrections or updates
are made. This improved process will assure quality and ensure people and staff have access to the best
information to provide good outcomes for all. This will be reviewed at the next inspection.

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

Complaints

Please see Care Inspectorate website (www.careinspectorate.com) for details of complaints about the service
which have been upheld.

Previous requirements

There are no outstanding requirements.

Previous recommendations

There are no outstanding recommendations.

Inspection and grading history

Date Type Gradings

27 Jun 2018 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

27 Jun 2017 Unannounced Care and support 5 - Very good

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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Date Type Gradings

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
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
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Date Type Gradings

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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