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About the service

Step Up (Housing, Employability & Community Support Services) was registered by the Care Inspectorate on 23
September 2013 as a combined Housing Support and Care at Home service.

Its conditions of registration at commencement of inspection were:

1. To provide a service to people aged 16 and over at risk of becoming homeless to live in their own homes.

2. The support will be provided by 1 staff team as agreed in the notice granting registration dated 23 September
2013.

3. The provider shall inform service users and their representatives that the care service is registered with the
Care Inspectorate and shall ensure that they are made aware of the name of the registered service with its
contact details, as it appears on this Certificate.

During inspection, we identified that the service was operating outwith its conditions of registration by providing
support to a wider range of individuals than those identified in condition 1. A variation was submitted
immediately by the provider and approved by the Care Inspectorate to amend condition 1 to state:

1. To provide a service to people over the age of 16 who may be at risk of becoming homeless, and adults who
have mental health issues, physical disabilities and older adults living in their own homes.

On its website, Step Up states:

"Step Up (Housing, Employability & Community Support Services) is a Housing Support and Care at Home Service
supporting people into independent living. Enhancing people's quality of life by providing support in their own
home and in the community that will improve their life chances, their living environment and their wellbeing, is
at the forefront of our principles".

What people told us

During the inspection, we met with four individuals using the service. All were very positive about the support
they receive from Step Up.

Comments included:

"They give me help with my shopping, help to clean my house, they remind me to take my medicine and they
are there to talk to when I need support".

"I see the staff everyday. They help me go places like the cinema, football, ice-skating and boxing".

"Staff are amazing, always help and support you".

"This service has helped me for a long time. I used to need a lot of support, now I am more independent. I'm
being supported to get into college. Staff listen and encourage you, but they don't force you".

"If you ask the staff for help, you get it. Step Up enables me to have a life".
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"Step Up is good at letting you know who is coming out to support you. Staff help me cook and go shopping.
This is a good service, a really good service".

"I enjoy when they have event nights. They have a workshop about drugs and the police visited on one of the
event nights - I enjoyed meeting them".

"Staff listened to me. I struggled with one of the flats I had, it felt too big. They listened and helped me get a
smaller flat. I feel much happier now".

"My home feels like a prison at times, I have difficulty walking and getting out. Staff from Step Up help me by
getting my shopping and chatting to me. Staff tell me what's happening in the world, they are a lifeline for
me".

Self assessment

We did not ask the manager to submit a self-assessment this year. Instead we looked at the business plan and
internal audit systems for evidence of self-evaluation and improvement planning.

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

The service's performance across both themes (Care & Support and Management & Leadership) was very good
and demonstrated major strengths.

Young people and community care clients were benefiting from positive, nurturing relationships with staff. The
service worked hard to create consistency of support by ensuring, where possible, that individuals received
support from a small number of dedicated staff. Staff had a variety of skills and experience and it was pleasing
to see that the interests and hobbies of those requiring support, were matched with staff who shared similar
interests. Staff spoke positively about the support they gave and the progress of specific individuals. It was
evident that new staff were introduced slowly and introductions were made at a pace that suited the individual
being supported.

Individuals we met during inspection were very appreciative of the support they received. All were able to
identify what their aims of support were and how staff would help although some were unsure if they had a
written support plan. We looked at support plans and found that the majority showed clear links between the
identified needs of individuals and the areas of support required. Person-led planning was evident and reflected
across highly individualised weekly planners. We could see very positive outcomes for many individuals receiving
support, particularly the progress of young people in managing their own tenancies.
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We heard from external professionals that Step Up created positive pathways for young people moving on from
care experiences. Professionals we spoke with were extremely appreciative of the wide range of support
provided by Step Up to a broad range of individuals experiencing a variety of identified needs. Since last
inspection, the range of community care clients supported by the service had increased.

Communication flow within the organisation was efficient. Very good handovers and informative daily emails to
the team promoted continuity of care and ensured that necessary tasks were completed across the shift
patterns. Support was flexible to meet the needs of individuals and it was pleasing to see that support visit
frequency, duration and timing was responsive to the changing circumstances, emotions and mood of those
requiring support.

Clear audit systems were in place, which were conducted weekly and monthly. We saw good tracking of
identified improvement actions needed which were followed up and completed in a timely manner. There was a
strong commitment to managerial oversight of all aspects of service provision using the Quality Management
System. A strategic business plan was in place detailing the way forward for the organisation. We have
encouraged the service to create an operational improvement plan incorporating the views of individuals
receiving support, staff and external professionals. Existing feedback gathering methods used by the service will
help to inform this.

Young people and community care clients knew clearly, the managers within the service and appeared confident
in knowing how to raise any issues. We heard from staff, of the support they received from managers which
helped enable them to carry out their role effectively. Regular, reflective supervision and appraisal systems were
in place. The daily handover and communication flow ensured managers had good overview of the service
which meant that the on-call manager system worked more efficiently.

Staff spoken with were confident in their responsibilities for adult protection and had received appropriate
training. We discussed with the provider, that further discussion with staff should take place to ensure clarity
and consistency regarding the recording of any matters of concern.

It was evident that the service were committed to the training and development of staff with a wide variety of
training in place supporting the induction of new staff as well as continuous professional development of the
wider team. The provider should continue to access training for staff to fully support the needs of older adults
using the service.

What the service could do better

We looked at accidents, incidents and protection matters arising since last inspection. We were satisfied that
these had been managed well however we highlighted to the provider, some matters that had not been notified
to the Care Inspectorate in line with expectations. We discussed these with the provider to ensure they are fully
aware of their responsibilities in submitting relevant notifications in a timely manner. We will consider this
further at next inspection.

We discussed the role of the on-call manager with the provider regarding expectations and full range
of responsibilities of the post. We have asked the provider to consider the necessity of appropriate registration
with the Scottish Social Services Council (SSSC) for staff undertaking this role.
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The aims and objectives of the service plus literature and advertising materials (including the website) will be
reviewed by the provider to ensure they fully reflect the range of support provided to young people and to
community care clients.

The provider has recently expanded service provision to the Clackmannanshire area. Support to young people
and community care clients in Clackmannanshire was in the early stages of provision. We look forward to seeing
the growth of the staff team and the expansion of the support provided from the Alloa base at next inspection.

Requirements
Number of requirements: 0

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.
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Inspection and grading history

Date Type Gradings

18 Aug 2017 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

22 Nov 2016 Unannounced Care and support 6 - Excellent
Environment Not assessed
Staffing 5 - Very good
Management and leadership Not assessed

30 Oct 2015 Unannounced Care and support 5 - Very good
Environment Not assessed
Staffing 5 - Very good
Management and leadership 5 - Very good

29 Jul 2014 Unannounced 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.

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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