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Summary
This report and grades represent our assessment of the quality of the areas of
performance which were examined during this inspection.

Grades for this care service may change after this inspection following other
regulatory activity. For example, if we have to take enforcement action to make
the service improve, or if we investigate and agree with a complaint someone
makes about the service.

We gave the service these grades

Quality of care and support 4 Good

Quality of staffing 4 Good

Quality of management and leadership 5 Very Good

What the service does well
The staff knew the people they supported well and the people were seen to be
relaxed and happy. People told us the staff were caring and treated them with
dignity and respect.

Staff provided a personalised service that was responsive to people's needs.
Care plans highlighted people's individual preferences.

What the service could do better
We noted some areas that could be improved on during the inspection, such as:

- Ensuring day notes for weekend support are clear and concise with
information about what activities and choices supported people had made.
- Clear follow up by the management team on accident and incidents.
- Ensure that when there are vacancies, records are kept of job applications and
interview questions for each successful applicant .

Please see the body of this report for further information.
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What the service has done since the last inspection
At our last inspection dated 16 September 2014, we asked the service to:

- Ensure an ongoing programme of supervision and appraisal take place as per
their own policies and procedures and current best practice.
- Update policies and procedures relating to accidents/incidents to be in line
with current legislation and best practice.
- Improve the audit and tracking systems that were in place for care plans,
employee files, quality assurance and employee driving requirements.

All of these recommendations had been met. We comment further on these
areas within the Quality Themes in this report.

Conclusion
Create currently provides a good quality of support service for the people who
use it. The staff helped people to try new things and to do lots of different
activities according to their varying abilities. Service users, families and other
professionals seemed to really value the care and support that they received
from the management and staff team.
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1 About the service we inspected
The service is managed by Create Aberdeen, which provides person-centred
activities support to adults with additional support needs within their own
homes and in the community. The people using the service require varying
degrees of support from the staff members.

The care provider's head office is based in Aberdeen. The staff team works with
supported people in various community centres in Aberdeen City such as,
Hilton, Garthdee and Sheddocksley, and an evening class held at Rosehill Day
Centre on Thursdays.

Create aims to enable adults with additional support needs to be healthy and
fulfilled, have a valued social role, and to promote community participation and
inclusion, which encourages the development of independence through
meaningful choice and control.

Recommendations
A recommendation is a statement that sets out actions that a care service
provider should take to improve or develop the quality of the service, but where
failure to do so would not directly result in enforcement.

Recommendations are based on the National Care Standards, SSSC codes of
practice and recognised good practice. These must also be outcomes-based and
if the provider meets the recommendation this would improve outcomes for
people receiving the service.

Requirements
A requirement is a statement which sets out what a care service must do to
improve outcomes for people who use services and must be linked to a breach
in the Public Services Reform (Scotland) Act 2010 (the "Act"), its regulations, or
orders made under the Act, or a condition of registration. Requirements are
enforceable in law.

We make requirements where (a) there is evidence of poor outcomes for people
using the service or (b) there is the potential for poor outcomes which would
affect people's health, safety or welfare.
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Based on the findings of this inspection this service has been awarded the
following grades:

Quality of care and support - Grade 4 - Good
Quality of staffing - Grade 4 - Good
Quality of management and leadership - Grade 5 - Very Good

This report and grades represent our assessment of the quality of the areas of
performance which were examined during this inspection.

Grades for this care service may change following other regulatory activity. You
can find the most up-to-date grades for this service by visiting our website
www.careinspectorate.com or by calling us on 0345 600 9527 or visiting one of
our offices.
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2 How we inspected this service

The level of inspection we carried out
In this service we carried out a low intensity inspection. We carry out these
inspections when we are satisfied that services are working hard to provide
consistently high standards of care.

What we did during the inspection
One inspector did an unannounced visit on 7 October 2015 from 10.30 am to
3.00 pm. We returned to the service on 8 October 2015 from 9.45 am to
3.15 pm. We gave the manager feedback throughout the inspection and more
formal feedback after the inspection was completed on 8 October 2015.

As part of the inspection, we took account of the completed annual return and
self assessment forms that we asked the provider to complete and submit to
us.

We asked the manager to give out 10 questionnaires to service users and/or
their families/representative. We received all seven completed questionnaires
before the inspection.

We asked the manager to give out 13 questionnaires to staff and we received
seven completed questionnaires before the inspection.

During this inspection process, we gathered evidence from various sources,
including the following:

- personal plans of people supported by the service
- various meeting minutes and action plans
- weekly planners
- risk assessments
- accident and incident records
- complaints
- staff support information
- staff training records
- staff induction records
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- review minutes and action plans
- health and safety records
- observation of staff practice
- policies and procedures
- provider audits and quality checks
- evidence from the service's most recent self assessment.

We met with or spoke to:

- five service users
- one family member
- the management team
- various staff and volunteers.

The inspector would like to thank service users, the manager and staff for
making the Care Inspectorate welcome, for providing us with hospitality and
giving up their time to speak to us.

Grading the service against quality themes and statements
We inspect and grade elements of care that we call 'quality themes'. For
example, one of the quality themes we might look at is 'Quality of care and
support'. Under each quality theme are 'quality statements' which describe
what a service should be doing well for that theme. We grade how the service
performs against the quality themes and statements.

Details of what we found are in Section 3: The inspection

Inspection Focus Areas (IFAs)
In any year we may decide on specific aspects of care to focus on during our
inspections. These are extra checks we make on top of all the normal ones we
make during inspection. We do this to gather information about the quality of
these aspects of care on a national basis. Where we have examined an
inspection focus area we will clearly identify it under the relevant quality
statement.
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Fire safety issues
We do not regulate fire safety. Local fire and rescue services are responsible for
checking services. However, where significant fire safety issues become
apparent, we will alert the relevant fire and rescue services so they may
consider what action to take. You can find out more about care services'
responsibilities for fire safety at www.firescotland.gov.uk
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The annual return
Every year all care services must complete an 'annual return' form to make sure
the information we hold is up to date. We also use annual returns to decide
how we will inspect the service.
Annual Return Received: Yes - Electronic

Comments on Self Assessment
Every year all care services must complete a 'self assessment' form telling us
how their service is performing. We check to make sure this assessment is
accurate.
The Care Inspectorate received a fully completed self assessment document
from the provider. We were somewhat satisfied with the way the provider
completed this and with the relevant information included for each heading
that we grade services under.

The provider identified what it thought the service did well, some areas for
development and any changes it had planned. The self assessment was new
and incorporated the 'Keys to Life' information we asked for.

Taking the views of people using the care service into account
We spoke directly to five people using the service during the inspection who
were happy with the service. Some service users wished to volunteer with the
activities, taking an active lead in what was happening. The service users were
very proud of their role as not only someone using the service but also in being
able to volunteer their time to help others enjoy activities on offer.

We also received seven care standards questionnaires before the inspection.
One service user indicated they were happy and six were very happy with the
level of support that was provided. Some comments made during the inspection
and on the questionnaires included:

"Coming here has helped me be more confident and try new things."

Inspection report

Inspection report for Create Aberdeen
page 10 of 29



"I am happy here."

"Everyone has a great time."

"Lots of fun."

"Very good with lots of different activities."

Staff were seen to interact appropriately with service users and evidenced that
they had a good knowledge of each person's needs, likes and dislikes and how
these were best met.

Taking carers' views into account
Carers include guardians, relatives, friends and advocates. They do not include
care staff.

We did not meet with any carers during this inspection, however we did note
comments made from the most recent questionnaires (June 2015) sent out by
the service. Some of the comments included:

"Vital and appreciated service."

"This service is a win-win."

"Excellent."

"Cannot emphasise enough how friendly, helpful and flexible the staff are."

"I have only heard good things about the service they provide."

"The staff are very friendly and are helpful to carers with any problems."

"Services provided by Create are excellent and cover a wide range of activities
and age groups."
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3 The inspection
We looked at how the service performs against the following quality themes
and statements. Here are the details of what we found.

Quality Theme 1: Quality of Care and Support
Grade awarded for this theme: 4 - Good

Statement 1
“We ensure that service users and carers participate in
assessing and improving the quality of the care and support
provided by the service.”

Service Strengths
At this inspection we found the service to be performing at a very good level for
this statement. This had been maintained from the previous year's inspection.
The service continued to ensure supported people and carers/relatives
participated in assessing and improving the quality of the care and support
provided.

Create are participants in the National Involvement Network and the charter of
involvement. Signing up to this charter means there is a commitment to
everyone having a say and being encouraged to be more involved. The provider
had a monitoring procedure which outlined how service users, families and
their representatives' views could be obtained.

Some ways views were obtained include:

- questionnaires
- newsletter
- contact with families
- partners in communication
- keyworking
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- reviews
- care planning
- training
- quality assurance
- complaints policy and procedure
- meetings
- representation on management committee.

The service users and staff told us the management had an 'open door' practice
to enable them to be able to talk at any time. The management told us that
they preferred to approach participation through an informal system.

Keyworkers were involved in the review process. These took place on a six-
monthly basis or when needs changed as required by the Public Service Reform
(Scotland) Act 2010. These reviews are a chance for supported people, their
families and other professionals to have their say on the care and support the
service provides.

The complaints policy and procedure that was in use had been made available
in a picture and symbol format for the supported people or easy read format for
others. This provided supported people and/or their representatives with the
opportunity to raise concerns about the quality of care provided.

The provider has a service brochure which gives information about using the
service which includes the aims and objectives of the service, rights and
responsibilities as someone who uses the service and other information you
need to know before you decide to use the service.

The provider had recently sent out questionnaires and obtained the views of
people using the service and/or their family/representative. The information
returned to the provider had been collated and the manager was in the process
of providing feedback to everyone about how their comments and views would
be used to improve the service.
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Areas for improvement
The service should continue to maintain these very good standards and further
develop how supported people and their carers can be involved in assessing
and improving the quality of the care and support.

Grade
5 - Very Good
Number of requirements - 0
Number of recommendations - 0

Statement 5
“We respond to service users' care and support needs using
person centered values.”

Service Strengths
This year we are using an Inspection Focus Area (IFA) to identify excellence and
to promote and support improvement in care homes and combined housing
support and care at home services. We have asked providers to complete a self
assessment as well as answering a number of specific questions during the
inspection which explore health outcomes for people with a learning disability.

The IFA also provides a focus on Human Rights, Safety, Supporting
communication and the wider recommendations from the Keys to Life and
Winterbourne View findings. Information gathered from our inspection activity
in 2015-2016 will provide valuable intelligence at all levels, including a national
overview.

These are our findings:

The service provided good evidence that they responded to service users' care
and support needs using person-centred values. Some improvements were
required and these are detailed in the 'Areas for Improvement' section.

Staff spoken with were aware of "The Keys to Life" and "Winterbourne View"
reports and of their responsibilities in reporting adult protection concerns and
the importance of keeping people safe. We spoke to the manager who said she
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and the management team were planning to do more work around these
recommendations in relation to their service and how they can improve the
good work already in progress.

Service users have a member of staff identified as a keyworker who is the
named person for the resident. The keyworker assists the supported people to
complete support plans and identify which activities they wish to participate in.
The keyworkers also help with preparing review meetings in regards to the
activities provision and providing feedback about involvement and how
outcomes are achieved.

The service worked closely with the community health team, community
learning disability team and a whole range of health professionals to ensure
healthcare needs that might have to be met while using the service were
detailed and specific to each individual. The service does not currently support
anyone to take medication, but does have a detailed medication policy available
to support staff to administer medication safely if necessary.

Service users can be confident that equipment is safe because of good
maintenance provided by the community centre. We noted that there were
regular checks of fire equipment such as extinguishers and PAT testing of
electrical appliances within the areas of the community centres used by
everyone.

Risk assessments for supported people were in place and reviewed regularly.
There were details about reducing risk yet maintaining a balance of
independence and risk management. From our discussions with staff, we found
they were knowledgeable about adult support and protection and
whistleblowing. This helped to keep the service users safe and well.

The service maintained records of accidents and incidents, we asked at the last
inspection for information regarding incidents to notify the Care Inspectorate
about to be updated. This had been done and the policy was now up to date
(please see Areas for Improvement).
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Areas for improvement
When looking at accident/incident reports we did note that the manager had
followed up occurrences within the service after an accident or incident took
place. However, we noted on one form we looked at the manager had not
documented the support given to staff after an emergency. We felt follow-up on
this with staff that were present to discuss what happened and offer
counselling and support would have been of benefit. We discussed this with the
manager during the inspection who agreed with us and said the management
team would ensure this was done. We will follow this up at our next inspection.

When we looked at day notes for people who received support on the
weekends, we thought staff could be clearer about what activity support was
provided, how long the visit lasted and what the outcomes for the supported
person were for each visit. Staff should be clear in what support is provided and
the choices supported people are given around their social activities and how
this is communicated to each person. We discussed this with the manager who
will speak to staff about how they document the support given. We will follow
this up at our next inspection.

Grade
4 - Good
Number of requirements - 0
Number of recommendations - 0
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Quality Theme 3: Quality of Staffing
Grade awarded for this theme: 4 - Good

Statement 1
“We ensure that service users and carers participate in
assessing and improving the quality of staffing in the service.”

Service Strengths
The management team was able to provide good evidence that the service
enabled service users to participate in assessing and improving the quality of
staffing within the service. Some improvements were required and these are
detailed in the 'Areas for Improvement' section.

We gathered feedback from a range of sources in assessing this quality
statement and heard some positive comments about the staff and
management. Please see other Quality Themes and Statements included in this
report.

There was a system in place to ensure complaints were investigated and
responded to properly. People knew how to make their views known and they
had access to up-to-date information to help them to make a complaint.

Areas for improvement
Service users have expressed to the manager their wishes about being involved
in the recruitment of staff. The management team was looking at this and
developing some of the following:

- training for service users and/or family/representatives
- service users developing questions to be asked
- recruitment or open days.

Safe recruitment procedures were generally followed and the service had a
recruitment and selection procedure which had been updated in March 2015.
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New staff coming to be part of the service was able to spend time using a
thorough induction process before taking on the responsibilities of support
worker role.

However we did note in the staff folders we examined there was no formal
application, which would obtain a common set of core data from all applicants.
It is not considered good practice to accept curriculum vitae drawn up by
applicants in place of an application form because these will only contain the
information the applicant wishes to present and may omit relevant details
(please see Recommendation 1).

We discussed recent interviews with one of the management team as they
were part of the recent interview panel. She stated they had agreed a set of
questions to be asked during interviews but had not taken notes. We discussed
the need for taking notes as it reduces the possibility of any dispute about what
was said or asked during the interview (please see Recommendation 1).

Grade
4 - Good
Number of requirements - 0

Recommendations
Number of recommendations - 1

1. The service provider should develop an application to enhance the current job
descriptions and also ensure interview notes are kept in personnel files in order
to ensure the safe recruitment of staff.

National Care Standard support services. Standard 2: management and staffing
arrangements.

Scottish Social Services Council - Codes of practice for Social Service workers
and employers (2009)

Safer recruitment through better recruitment - guidance in relation to staff
working in social care and social work settings (2007)
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Statement 4
“We ensure that everyone working in the service has an ethos
of respect towards service users and each other.”

Service Strengths
The manager was able to provide good evidence that the service had an ethos
of respect towards service users and each other. However, some improvements
were required and these are detailed in the 'Areas for Improvement' section.

We concluded this after we:

- spoke with staff and management
- looked at training records
- looked and policies and procedures.

A policy and procedure was in place for the recruitment of staff. The service had
a consistent staff group which ensured staff had a good knowledge of the
supported people at a personal level. Members of staff spoken with at this
inspection had a very good understanding of the National Care Standards
(support service) and were familiar with Scottish Social Services Council (SSSC)
codes of practice.

An induction procedure was in place. New staff were inducted by permanent
staff and followed an induction procedure. This meant new staff were
supported to learn about service users to understand how to meet their needs
in a person centred way.

Staff were found to be caring and sensitive to the needs of service users and
were committed to providing a service that improved the quality of their lives.
The manager was registered appropriately with SSSC. The staff were in the
process of completing or had completed a Scottish Vocational Qualification
(SVQ) in Care and would soon begin the process of registering with the SSSC.

A planned ongoing programme of staff supervision was in place for all staff.
This ensures that the staff knowledge and expertise to meet supported people's
needs is available.
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We had made a recommendation around supervision and appraisal at our last
inspection and we consider the recommendation as being met.

The service was aware and considered legislation in relation to health and
safety, fire protection, environmental health, employment law and food hygiene.

Team meetings were held regularly. Staff said they were encouraged to make
their views known when meetings were held. We saw team meeting minutes
and noted various topics of discussion such as welcoming new staff,
keyworking, reviews, activities, training, quality assurance and fundraising were
discussed.

Training records were examined and we noted staff had the opportunity of
attending training that was relevant to their positions. Staff had attended
eating, drinking and swallowing, first aid and epilepsy training; this was not an
exhaustive list. A system was in place to identify what training each staff
member needed to do so that records could be kept up to date (please see
Areas of Improvement).

We asked the manager to hand out care standards questionnaires to staff. We
received seven questionnaires back before the inspection and all seven agreed
or strongly agreed that the service provided good care and support to the
people who use it and staff treats people who use the service with respect.

Areas for improvement
Regular team meetings took place but the minutes did not always note who
was responsible for actions and timescales for completion of tasks. This means
there is not an audit trail and accountability for completion of actions in a
timely manner. We discussed this with the manager who will ensure the service
uses a meeting minutes format that will allow for this to happen in order to
ensure tasks are completed and to show by whom.

We discussed with the manager the type of adult support and protection
training on offer by Create. Permanent staff had completed this training in the
past but had not been on refresher training in order to update their knowledge
and skills. The manager was aware of this and had started the process of
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arranging refresher training for all staff prior to the inspection beginning. New
staff who had recently started had been on this training with previous
employers, but the manager was arranging for them to attend again also.

We will follow this up at our next inspection.

Grade
4 - Good
Number of requirements - 0
Number of recommendations - 0
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Quality Theme 4: Quality of Management and
Leadership
Grade awarded for this theme: 5 - Very Good

Statement 1
“We ensure that service users and carers participate in
assessing and improving the quality of the management and
leadership of the service.”

Service Strengths
We gathered feedback from a range of sources in assessing this quality
statement and heard very positive comments about the staff and management.
Please see other Quality Themes and Statements included in this report.

The service demonstrated throughout the inspection that it ensured that
supported people and carers participated in assessing and improving the quality
of the management and leadership of the service to a good standard.

Some areas included as part of an induction checklist:

- fire and evacuation procedures
- reading and understanding policies and procedures
- getting to know the people we support
- understanding conduct and codes of practice
- protecting adults from harm.

This practice of working together helped experienced and new staff along with
users of the service to come together and get to know each other. Long-term
support staff who knew the supported people well were an essential part of the
induction group. This way advice, guidance and support could be given to
everyone in a positive, respectful and dignified manner.
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Supported people and their families/carers had the opportunity of commenting
on the quality of management when:

- speaking directly with the staff or manager
- completing questionnaires
- attending reviews.

Staff had the opportunity of commenting on the quality of management when:

- staff support sessions take place
- attending training
- team meetings happen
- informal discussions.

Please also see comments made in Quality Theme 1 - Statement 1, as they are
relevant to this Quality Statement.

Areas for improvement
The self assessment for this inspection had not been discussed with the people
using the service or their representatives. The care service should seek to
maintain and continuously identify opportunities to improve upon performance
in this area. Continued inclusion of the service users, relatives and/or welfare
guardians in the self-assessment process would further strengthen
performance in relation to this statement.

Grade
5 - Very Good
Number of requirements - 0
Number of recommendations - 0

Statement 3
“To encourage good quality care, we promote leadership values
throughout the workforce.”

Service Strengths
The management team was able to provide very good evidence that they
promoted leadership values throughout the workforce within the service.
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Service users, staff working in the service and professionals linked to the service
were clear about what it sets out to provide. There were aims and objectives
which clearly explained and outlined what the service would deliver. In addition
to this, there were updated provider policies and procedures that included up to
date legislation and best practice information.

The staff were encouraged and provided with opportunities to develop their
skills and experience. This was achieved through a comprehensive training
program and SVQ assessment sourced by the trustees and management by an
external provider.

The staff were encouraged through keyworking roles to exercise autonomy and
take the lead in supporting service users, for example:

- arranging reviews
- organising activities
- contacting families
- attending training
- obtaining qualifications
- risk assessments.

The staff told us that they asked relatives/carers their views each time they
spoke with them, and used this to improve the care they provided to supported
people. Relatives indicated on questionnaires completed by the service that
their views were important and the staff team and management team listened
to them.

The family representatives and other professionals involved in the care of the
supported people participated in care reviews, giving them an opportunity to
voice their opinions on the service's support.

The provider had some good quality assurance systems. These included:

- audits of care plans
- audits of staff files
- service providers own quality assessment tools
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- staff training kept up to date
- vehicle safety checks.

Quality checks highlighted areas for improvement, which were discussed at
team meetings and actions agreed.

Other Quality Themes and Statements also contribute to supporting this Quality
Statement.

Areas for improvement
The service should continue to maintain this very good standard and further
develop how supported people and their carers can be involved in improving the
quality of care and promoting leadership values throughout the workforce.

Grade
5 - Very Good
Number of requirements - 0
Number of recommendations - 0

Inspection report

Inspection report for Create Aberdeen
page 25 of 29



4 What the service has done to meet any
requirements we made at our last inspection

Previous requirements

There are no outstanding requirements.

5 What the service has done to meet any
recommendations we made at our last
inspection
Previous recommendations

1. The National Care Standards for housing support services outline the
principles recognised as rights we all as citizens have. Supported people
should feel safe and secure without being over-protected and free from
exploitation and abuse while using a service of their choice.

National Care Standards housing support services. Standard 3: management
and staffing arrangements, statements 1, 2 and 4.

This recommendation was made on 14 October 2014

The provider had updated their policies and procedures which covered all legal
requirements, including proper record-keeping for recording of incidents and
complaints. Updates had been discussed

This recommendation had been met.

2. The management should provide staff with the necessary support and
supervision to continually develop and improve their practice, in accordance
with their own supervision and appraisal guidance.

Inspection report

Inspection report for Create Aberdeen
page 26 of 29



National Care Standards housing support services. Standard 3: staffing and
management arrangements.

The SSSC codes of practice (2009) for Social Service workers and employers
were also taken into account when making this recommendation.

This recommendation was made on 14 October 2014

Staff had received regular staff support and supervision along with annual appraisals.
A diary had been developed by the management team to track dates when support
needed to happen. Minutes were held electronically and staff also kept a copy if they
wished.

3. The provider will ensure that good systems are used in order to ensure
good management and staffing arrangements are in place as outlined above.

National Care Standards housing support service. Standard 3: management
and staffing arrangements.

This recommendation was made on 14 October 2014

Audit trackers were in place for support plans, employee files, quality assurance, staff
support and training were now in place and being used by the management team.
There was a weekly vehicle checklist in place to ensure the safety of the mini bus.

6 Complaints
No complaints have been upheld, or partially upheld, since the last inspection.

7 Enforcements
We have taken no enforcement action against this care service since the last
inspection.
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8 Additional Information
We discussed with the manager some of the following best practice guidance that is
available to further improve outcomes for service users and inform staff practice:

- National Occupational Standards at www.sssc.uk.com
- Helen Sanderson and Associates, using person centred practices with organisations
and
Teams @ www.helensandersonassociates.co.uk/person-centred-practice/person-
centred-thinking-tools
- Continuous learning framework @ www.sssc.uk.com
- Step into Leadership on the Scottish Social Services Council website @
www.sssc.uk.com
- The HUB on the Care Inspectorate website @ www.careinspectorate.com

9 Inspection and grading history
Date Type Gradings

31 Oct 2014 Announced (Short

Notice)

Care and support 4 - Good
Environment Not Assessed
Staffing 4 - 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.

You can also read more about our work online.

Contact Us
Care Inspectorate
Compass House
11 Riverside Drive
Dundee
DD1 4NY

enquiries@careinspectorate.com

0345 600 9527

www.careinspectorate.com

@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 c?nain eile ma
nithear iarrtas.
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