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Inspection report

About the service

Theservice hasbeen operatingsince 2004 and registered with the Care Inspectorate since the Care Inspectorate
wasformedin 2011.

Allanbankis a care home registered to provide care and support forup to 67 people atany one time. The care
home provides differentlevels of care and support toresidents.

The service is registered to deliver care in three unit areas as follows:

Carlavin/Kelton Units - 12 beds of which Carlavin is for adults over the age of 18 with mental health conditions
and/or neurological disorders and Kelton is for people with nursing needs.

Craigs Unit - 24 places for older adults with physical/sensory condition and/or memory impairment/dementia
requiring nursing care: furthersubdivided into Kissock Unit - eightresidents, Glensone Unit - eightresidents,
RoanUnit-eightresidents.

Glenkiln Unit- thirty-one placesforolder adultsand older people with physical/sensory conditionsand or
memory impairment/dementia who do not require nursing care: further sub-divided into Drumburn Unit - eight
residents, DalquhairnUnit-eightresidents, Meikle Unit- eightresidentsandKierUnithousingsevenpeopleon
aprivate basis.

At the time of this inspection 47 people were living in the care home Miekle Unit was empty as the management
of the service decidesits future purpose.

Situated near the town centre of Dumfries, the care home is purpose-built, sitting in its own grounds, over two
floorswith disabled access, linked by a passenger lift. Unitaccommodation is designed around two courtyard
gardens with connecting unit corridors between Craigs and Glenkiln Units. The service has all single en-suite
bedroomswhichlook out onto garden areas. Each unit hasit'sownlounge/dining area and access to

garden space.

The service claims that:

"everyindividualirrespective of their physical, social or psychological condition have theright to be treated with
dignity and respectand to be supported to maintain choice and control over theirown lives".

What people told us

Wespoke with 12residentsand 10visiting relativesand friends. Inaddition, wereceived Care Inspectorate
guestionnaires from three residents and four staff members. Response to the service provided by Allanbank was
mixed and peopletold usthatthe care home hasimproved andthere wasagoodlevel ofsatisfactionfrom
residentsand familiesabout the quality care and support. People made the following comments:

"Happy with the home"

"Thestaffarereallygoodtome”

"Staff are mostly good"

"The food is alright. We had turkey yesterday. there is a choice"
"lamhappywithmyroom"

"We are made to feel welcome when we visit"
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"management side lacking-keeps changing"
"Notenoughstaff, whenlsaysomething,I'mtoldthereisenough”
"Things are OK"

Self assessment

The service had not been asked to complete a self assessment in advance of thisinspection. We looked at the
services "improvement plan” and quality assurance paperwork. These demonstrated the services priorities for
developmentand howtheywere monitoring the quality of provision. The development planalso demonstrated
how the service had made efforts to address issues identified from the last full inspection.

From this inspection we graded this service as:

Quality of care and support 4-Good
Quiality of environment 4-Good
Quality of staffing 3-Adequate
Quality of management and leadership 3-Adequate

What the service does well

The service wasworkingtoimprove and develop amore positive culture change acrossthe home. Thiswas
reflected in an effort to improve participation which focussed on working together and building on strengths. For
example, the acting manager was asking for feedback and during inspection, relatives and residents were
involvedin the recruitment process forappointment ofanew manager.

The service had addressed previous outstanding requirements. We found that adequate staffing levels were
maintained, the managerwasconducting dependency assessmentsand the service was meeting theirminimum
staffingschedule. Thisensured adequate cover by ensuring care staffwere onduty tomeetthe needs of
residents.

The atmosphere in the care home was settled. People confirmed that reviews took place 6 monthly and we
found improved care planning. The service was working well with district health staff to ensure peoples health
needs were being met.

The services medication systems were subjectto regular auditing and presented as being accurate and
accountable. Theservice was picking up onany errorsand ensuring that peoplereceived medication as
prescribed.

The services activity coordinators were working to deliver a balance of group, internal and external events. This
enhanced mental and physical stimulation. For example, the service was developing the courtyard gardens and
having unit "competitions" and there was a "walking group.” Some residents with cognitive impairment were
supported to make their views known.

The service had made substantial improvement to the premises. For example, there was very good signage
directing people to units, gardens and other areas of the home. These were colour co -ordinated to aide people
with cognitive impairmentto orientate and manoeuvre around the building with ease.
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We found the care home to be well maintained and clean. Staff demonstrated good infection control practices
and there was a good range of equipment for supporting people such as hoists.

The previousrecommendationregarding stafftraining was met and staff had completed training regarding adult
protection, confidentiality and dementia. In addition, a schedule of meetings and staff supervision had been
introduced. Thisenhanced communication and support for staff. There have continued to be staff changesand

we observed a more confident staff team with some good staff engagement and practice.

The quality of the overall service was monitored by awide range of checks and audits. We saw how the checks
carried out by the management team informed standards. For example, there had beenimprovement to the
environment and medicationsystem.

We found improved communication systemsin place which included team meetings, training and supervision
and a daily handover between shifts for senior staff. The management team was working towards creating a
more positive culture for people living and working in the care home. They were trying to use different methods
ofengagementsuchasnewslettersandsocialmedia.

What the service could do better

Keyworkers were knowledgeable aboutresidents and knew their behaviours and preferences. The service had
two activity co-ordinators, but at this inspection, there was again a vacancy. One activity co-ordinator was
working hard to deliver a good planned programme of activity. We found some good information of events
people had attended and the service should continue toinvolve people. Forexample, awalking group, church
services, food group and improved links with the community. The service is making progress and we advised that
the service should continue to develop activities which relate to residents preferences and interests and take
account of best practice guidance suchas:

Standards of Care for Dementia in Scotland (The Scottish Government - 2011) available at www.scotland.gov.uk.
Make Every Moment Count: A guide for everyday living. Care Inspectorate 2013. www.careinspectorate.com.
Living wellThrough Activityin CareHomes', College of Occupational Therapists (2013). We haverepeated a
previous recommendation to monitor progress. (See recommendation 1)

The service has continued to experience staff changes and relatives again expressed concerns about staffing
levels. Whilst the service is maintaining minimum staffing numbers, the changes in staffing have made it difficult
to build meaningful relationships and provide continuity of care. Staff also told us that they could be deployed
for cover to other units and thisimpacted on how much time they could spend with their residents. For example,
although the service has a keyworker systemin place, there have been changesin keyworkers and some newer
care staff were not familiar with the responsibilities of this role. We have repeated a previous recommendation
that the service continue to demonstrate development of the keyworker role for staff, care management, life
story work and meaningful activities. Thiswould improve communication and have improved outcomesforeach
resident. (See recommendation 2)

Asareasofimprovement, we advised the managementteamto continue toimprove the environmentfor people
with cognitive impairment. We advised that the managementteam consider how unitsare managedtoreduce
risk whenstaff are busy orredeployed. We also reminded the service of theirresponsibility in maintaining
confidentiality as we found paperwork unattended.

Inspection report for Allanbank

page 4 of 10


http://www.scotland.gov.uk/
http://www.careinspectorate.com/

Inspection report

We noted that the service had worked hard to implement their training plan and particularly,
ScottishGovernment2011,Promoting Excellence Dementiatraining ataskilledlevel.Theservice needsto
continue to develop and implement training and improve communication with all staff. In addition, we have
recommended that the service extend Promoting Excellence to an enhanced level for managers and nurses. (See
Recommendation 3)

Theservice haskeyworkersallocatedtoandtheirroleisstilldeveloping. Theservice hasimproveditsactivity
programme and should continue to enable people to engage in meaningful activities by linking life story work
and keyworker roles. This would promote peoplesrights to influencing their care delivery in a customer focussed
and confidential manner. We have repeated a previous recommendation to monitor progress. (See
recommendation 4)

We observed staff demonstrating value based practice. Staff confirmed that they were aware of Scottish Social
Services Council (SSSC) Codes of Practice. We again directed the manager to current good practice such as Step
into Leadership and Common Core Skills and Values published by the SSSC for on going staff development and
teamwork.

The service hasundergone 4 changes of managerssince February 2016. Atthisinspection,the manager
appointed at the last inspection had departed and the service was again being managed by the depute manager
in an "acting up" position and being overseen by external management. During inspection, the provider was
activelyrecruiting forthe manager's postand had invitedrelativesandresidentsto meet potential candidates.
We considerthatthe provider'smanagementteamneedto continue to promote and demonstrate positive
organisational valuesto create aninclusive culture.

The service is working with the Care Inspectorate in reviewing the aims and use of units. As discussed during
previous inspections, the provider has met a previous requirement by submitting a variation to Conditions of
Registration. At thisinspection, one unitremained empty.

Quality assurance processes are in place and the service collated data using the providers"RADAR" system. We
found that there were robust processes in place to monitor aspects such as health and safety. However, the
service should introduce and implement a development plan which includes evaluation of issues such as
participation. Thisenablespeopleto monitor progressand evaluate actiontaken. (Seerecommendation5).

Despite attemptstoseekviewsof people andimprove participation methods, we againreceived concernsfrom
people using the service aboutmanagementand complaints processes. Forexample, onerelative told us:

"We have no faithin the management, when we raise anything, there isarehearsed speech about care plans. No
empathy for staff or people using the service."

We have previously made arequirementin October 2016 and arecommendationin March 2017 regarding the
services complaints processes. We considerthatthere isaneed to adopt a more customer friendly approach at
alllevels. For example, there is programme for relatives meetings. We attended the meeting scheduled on the
evening of May 2017. There were no other attendees and some relatives told us they were unaware of meetings
and "nothing gets done anyway." The manager and staff should proactively ensure that any issues raised are
dealt within aresponsive manner. The services complaints process should be extended to close the loop where
the complainant is asked if they are satisfied with the action taken. We have again repeated this
recommendation. (See recommendation 6)
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The service notifies the Care Inspectorate of any significant eventssuch asincidents and accidents asrequired.
However, the quality and content of notifications is poor and compromise accountability. We have recommended
that the management team ensure that they are aware of the circumstances under which notifications should
be submitted and ensure accuracy and clarity. (See recommendation 7)

Requirements

Number of requirements: 0

Recommendations

Number of recommendations: 7

1. ltisrecommended that the provider continues to develop the activities programme to ensure it reflects the up-
to-date needsand preferences of service users, and that activities staff receive training appropriate tothatrole.

National Care Standards, care homesfor people with mental health problemsand care homesforolderpeople -
standard 17.1: daily life.

2. Theservice should continue and demonstrate developmentofthe keyworkerrole for staff, care management,
life story work and meaningful activities. Personal planning should continue to be developed to reflect the
holistic care and support,including meaningfulengagement, communication needsand positive outcomesfor
each resident.

National Care Standards, care homesforolder people-standard 6: supportarrangements.
Thisrecommendationwasmade on 18 October2016 andinFebruary 17.

3. Theservice should continue to develop their training programme to Scottish Government Promoting
Excellence, 2011 to an enhanced level for managers and nurses

National Care Standards, care homes for older people - standard 6: support arrangements.

4. The service should ensure that residents have opportunities to engage in meaningful activities as part of life
story work and key worker roles. In addition, staff should receive training in customer care and confidentiality
and ensure they apply thislearning to practice.

National Care Standards, care homesforolder people-standard 6: supportarrangements.
Thisrecommendationwasmade on 18 October2016.

5. The service should continue to implement and develop their quality assurance systems and participation
strategy. They should increase and demonstrate the extent to which it takes into account the views of residents,
relatives and staff in improving the service. The service should introduce a development plan which clearly

identify matters arising and action taken.

National Care Standards, care homes for older people - standard 11: expressing your views.
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6. The providershould ensure that the complaints procedure is appropriate to the needs of service users. Any
"concerns'raised by residents, relativesand staffshould be treated with respect, thoroughly and fairly
investigated, appropriate remedial actiontakenanddocumented asnecessary. The providerandstaffteam
should demonstrate a more customer care approach to issues raised by people using the service and the
complaints processshould be extended to ensure thata complainthas beenfully addressed.

National Care Standard, care homes for older people - standard 5: management and staffing arangements,
standard 6: support arrangements and standard 11: expressing your views.

This recommendation was made in October 2016 and on 1 March 2017.

1. The management of the service should ensure that the quality and content of notifications submitted are
accurate and clear.

National Care Standard, care homes for older people - standard 5: management and staffing arrangements.

Complaints

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

Inspection and grading history

Date Type Gradings

1 Mar 2017 Unannounced Care and support Not assessed
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

18 Oct 2016 Unannounced Care and support 3 - Adequate
Environment 3 - Adequate
Staffing 3 - Adequate
Management and leadership 3 - Adequate

23 Feb 2016 Unannounced Care and support Not assessed
Environment Not assessed
Staffing Not assessed
Management and leadership Not assessed

4 Aug 2015 Unannounced Care and support 4 - Good
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Gradings
Environment 4 - Good
Staffing 4 - Good
Management and leadership 4 - Good

12 Mar 2015 Announced (short notice) | Care and support 3 - Adequate
Environment 3 - Adequate
Staffing 3 - Adequate
Management and leadership 3 - Adequate

24 Nov 2014 Unannounced Care and support 2 - Weak
Environment 2 - Weak
Staffing 2 - Weak
Management and leadership 2 - Weak

21 Aug 2014 Unannounced Care and support 1 - Unsatisfactory
Environment 2 -Weak
Staffing 2 - Weak
Management and leadership 1 - Unsatisfactory

13 Mar 2014 Unannounced Care and support 2 -Weak
Environment 3 - Adequate
Staffing 3 - Adequate
Management and leadership 2 - Weak

10 Jan 2014 Unannounced Care and support 3 - Adequate
Environment 3 - Adequate
Staffing 3 - Adequate
Management and leadership 3 - Adequate

10 Oct 2012 Unannounced Care and support 3 - Adequate
Environment 3 - Adequate
Staffing 3 - Adequate
Management and leadership 3 - Adequate

28 Mar 2012 Unannounced Care and support 4 - Good
Environment Not assessed
Staffing 4 - Good
Management and leadership Not assessed

8 Dec 2011 Unannounced Care and support 4 - Good
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Gradings
Environment Not assessed
Staffing 4 - Good
Management and leadership Not assessed
2 Nov 2010 Unannounced Care and support 3 - Adequate
Environment 4 - Good
Staffing 3 - Adequate
Management and leadership Not assessed
1 Sep 2010 Announced Care and support 3 - Adequate
Environment 4 - Good
Staffing 3 - Adequate
Management and leadership 4 - Good
31 Mar 2010 Unannounced Care and support 3 - Adequate
Environment 3 - Adequate
Staffing 3 - Adequate
Management and leadership 3 - Adequate
24 Apr 2009 Announced Care and support 3 - Adequate
Environment 4 - Good
Staffing 3 - Adequate
Management and leadership 3 - Adequate
8 Dec 2008 Unannounced Care and support 2 - Weak
Environment 3 - Adequate
Staffing 3 - Adequate
Management and leadership 3 - Adequate
4 Jul 2008 Announced Care and support 3 - Adequate
Environment 3 - Adequate
Staffing 3 - Adequate
Management and leadership 3 - Adequate
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To find out more

Thisinspectionreportis published by the Care Inspectorate. You can download this report and others from our
website.

CareservicesinScotland cannotoperate unlessthey areregistered withthe Care Inspectorate. Weinspect, award
grades and help servicestoimprove. We also investigate complaints about care services and can take action
whenthingsaren'tgood enough.

Please getin touch with usif 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.
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