Derby LINk Care Home Visit – Abbey Court 21 09 2010.


[image: image5.png]MAKE IT
HAPPEN!




Derby Local Involvement NetworK
Care Home Research Report

Name: - Abbey Court.

Address: - 200 Keddlestone Road,


      Derby,


      Derbyshire,


      DE22 1FX
Staff: - Jessica Davies.


 Saima Ayaz.

Volunteers: - N/A. 

Date: - 21/09/2010.

Introduction to Derby LINk and our Research

Derby LINk, (Local Involvement Network) is a Government funded project, set up in order to give local people a say in how health and social care services are designed and delivered within the city.  There is a LINk in every local authority with health and social care responsibilities in England, providing a method of communication between the public and relevant statutory bodies.  In Derby, the LINk team is made up of a staff of four and over one hundred volunteers.

The idea of initiating research into care homes developed from surveying the public of Derby about their opinions of, and fears regarding moving into supported accommodation within the city, on behalf of Derby City Council Older People Services.   As a result of those findings, Derby LINk, at the request of its volunteers and in collaboration with Derby City Council set about designing an assessment into the care homes within the City. 
The research proposal was to visit individual care homes within the city and record the experiences of residents, their visitors and their carers, measuring indicators of dignity in care adapted from ‘The Ten Point Dignity Challenge’ provided by the DH Care Networks.

Following further study and a pilot study, we agreed the best way to record information was via three separate surveys aimed at recording the views of residents, visitors and staff. We also use an observation sheet to record a general impression of the physical environment.

Using this method we are able to capture a range of information to give a broader picture of everyone’s experiences of the home.

To assist those residents who wished to take part in the study but had communication difficulties, a visual communication tool was developed showing images of topics and themes within our survey.

Reader Information

Document Purpose: – Care Home Visit Report.

Author: – Derby LINk.

Audience: – Public.

Further Copies: – Available from Mark Blaney on 01332 227724.

Copyright: – Copyright © 2010 Derby LINk.  Permission granted to reproduce for personal and educational use only.  Copying, hiring or lending is strictly prohibited. 

Internet Address: – www.derbylink.org.uk

Service Information

Name: -  Abbey Court.

Address: - 200 Kedleston Road, Derby, Derbyshire, DE22 1FX.

Telephone: - 01332 346539.

Fax: - 01332 384590.

Email: - Abbeycourt6@aol.com   

Name of registered provider: - Abbey Court Nursing And Residential Homes Ltd.

Provider Web Address: - N/A. 

Name of registered manager: - Richelle Dalisay.

Type of registration: - Care Home.

Number of places registered: - 40.

Category of registration: - Old Age.

Summary

Abbey Court was visited by Derby LINk, a team of 2 on 21 September 2010 in the afternoon for approximately two hours.  Prior to the visit, the care home was contacted in order to explain the purpose of our research and to deliver resources to inform the residents, their visitors and employees at the home.  Posters were displayed advertising the date and time of our intended visit, and also a number of visitor and employees surveys were left at reception with self addressed envelopes for self completion.  On the day of our visit we were granted access to all communal areas and some private areas at the care home and were able to complete our observation sheet.  We also surveyed 6 residents out of a total of 40, all female, speaking to them about their experience of care and living at the care home, assisting them to complete the survey.  We also received 4 self completed visitor surveys and 3 self completed staff surveys within the time frame allocated.

This report presents the findings from Abbey Court in the following sections, followed by a conclusion of the provision of health and social care service, and suggested recommendations based on the information we gained during the visit.     

Overall, the respondents surveyed during this research expressed positive views regarding the experience of care at Abbey Court which correlated with the observations made during the visit by the LINk Research Team.  
However, due to the size of this research, the data is not representative of everybody at Abbey Court, and as a result it would be inappropriate to make generalisations across the board, it is the individual perceptions and experiences of those involved in some way with Abbey Court.
Brief Description of Services

Abbey Court is a privately owned, purpose built care home, providing both personal and nursing care to residents.  It is set back slightly from the main road near to the centre of Derby.  The entrance of the home is to the side of the building, with a small parking area, bushes and plants.  Although there is no garden area at the home, the courtyard serves as a place for residents to sit in the summer.

There is space for 40 residents over three storeys at Abbey Court, all of the bedrooms are good sized, some single, some double and some with en – suite facilities.  The residents are encouraged to personalise their rooms with furniture and personal belongings, although furniture is provided if required.  Each door is colour coded with a traffic light system, so employees are made aware which residents require greatest assistance in the event of a fire.  

There are two lounge areas at Abbey Court, one especially large, with furniture positioned in such a way to encourage interaction amongst residents, there is also a conservatory attached to the larger lounge and at the time of our visit, was being used for a number of activities. There are two activity coordinators who visit the home four days a week; there are also excursions and a Church service once a month.  

The dining room is located near to the lounges and menus are displayed on the tables in the dining area, which are rotated every month with the residents inputting preferences and ideas into the design. 

The activities board is displayed in the dining room, including quizzes, trips to the pub, cake decoration, movies, bingo, exercise, table games and singing.  

There are two lifts at the home, accessing the higher floors and a smoking room for residents to use. 

For nursing residents there are hourly checks and two hourly turns, everything is recorded via computer and the call system is computerised.  On the first floor there are two toilets, on the second there are two including a bathroom and on the third there are three plus a shower room and a bathroom.

There is a storage area and a shower room upstairs and a traffic light system marked on the bedroom doors to help employees identify who requires assistance in the event of a fire.

During the visit, the LINk Team were informed that there are 6 carers and 2 nurses on early shift, 5 carers and 1 nurse on a late shift and 3 carers  and 1 nurse during the night. 

Findings

Involvement and Information

Personalised Care, Treatment and Support

The residents who consented to participate in this research had all been living at Abbey Court for varying lengths of time, from under one year up to ten years, and for a variety of different reasons.  Each individual story provided a unique insight into the experience of care received at Abbey Court.

The majority of residents described themselves as “happy” living at Abbey Court, which correlated with the observations made during the LINK visit; residents were confidently interacting well with one another, the employees and the LINk Team:
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“Very happy, staff are kind and caring”.

(Respondent B).


“Very pleasant atmosphere, the food is good”.

(Respondent C).

Those who felt less positive regarding their state of happiness did indicate that it was the circumstances rather than the home which upset them.


“Not happy, I miss home, don't have the same facilities as home, I'm frustrated as I can't do what I like”.

(Respondent D).


“Sometimes I think; why am I here? And other times I'm ok”.

(Respondent F).

During the ‘Residents Survey’, participants were invited to discuss what they considered to be of most importance for those living in supported accommodation, in order to establish what service users felt was required to make the experience as enjoyable as possible, and from the data a number of themes could be identified.  

Above all, residents valued the attitude of staff and the provision of good, nutritious food as most important aspects of care.  They also valued being encouraged to maintain a level of independence, a good friendly atmosphere, the provision of care, activities and excursions and having company and reducing the risks of loneliness which is often associated with old age.  All of these aspects were considered by the residents to contribute to their over all well being at Abbey Court.   
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In the residents’ views, the majority of these aspects were met at Abbey Court, and this was observed by The LINk Team during the visit.   

In terms of personalised care, all of the residents surveyed felt that they were respected as individuals at Abbey Court, and they could make informed decisions regarding their every day lives:

“I don't go downstairs, I like to stay in my room, do crosswords, puzzles, read and watch TV, I eat my meals in here too”.

(Respondent A).


“My privacy is respected and that means a lot to me”.

(Respondent E).

Although furniture is provided, residents are encouraged to personalise their rooms, they are permitted to bring their own furniture, including chairs, wardrobes, televisions, curtains and bedding, residents are also encouraged to display photos, pictures, ornaments and books:

“I've recently made a decision to replace all my furniture, this lot is getting a bit old and tatty, hopefully I'll go with my son to choose it”.

(Respondent B).

Residents are supported throughout their stay at Abbey Court to celebrate their personal, social and cultural identity and to maintain their independence.  Their care consists of a combination of assistance to carry out tasks that they can undertake themselves and also care that residents are dependant on employees at the home to carry out, tailored to each individual and their needs.  

Residents are also encouraged to take part in activities that are provided at the home:


“there are good activities provided - bingo - table games”.

(Respondent C).

However, one resident commented on the fact that some excursions are not accessible due to the equipment required.

Abbey Court informed us;

“The only residents not able to go on excursions are bed bound residents.  All other residents can be and are accommodated using our various hoists and moving and handling equipment and wheelchairs”
It was made evident through the ‘Visitor Surveys’ that visitors felt supported during the visit at Abbey Court:


“Staff are always pleasant”.
(Respondent I).


“…Can visit at anytime”
(Respondent G).

All the visitors had positive views in regards to the provision of care at Abbey Court.  In regards to the provision of physical care:
“The GP is always called out if uncle is unwell & I am always informed of this. Referral is made to hospital as & when necessary”.

(Respondent G).


“Ongoing assessments determine what care is needed, and services are appropriately organised to meet them”.

(Respondent I)

In terms of emotional care at Abbey Court, the majority of visitors were largely positive:


“A Christian service is held weekly for residents who wish to participate in it”.

(Respondent H).


“All staff speak warmly to my mother, and she enjoys their contact”.

(Respondent I).

Visitors were also invited to comment on the provision of other aspects of care, including the provision of food at Abbey Court.  From the data it is apparent that the majority of the visitors are satisfied:


“My mother always enjoys her food and drinks when we are there”.

(Respondent I).


“In general yes, but they could do more in the way of organised activities for the residents”.
(Respondent G).

Safeguarding and Safety

During the visit to Abbey Court the LINk Team did not encounter any safeguarding issues in regards to the care of the residents.

The Manager informed the team that all employees adhere to safeguarding policies, ensuring the residents best interests are always priority.

In regards to safety, standard policies are met at Abbey Court, including alarm chords in every room and the colour coding every bedroom door in line with fire regulations.

Infection control is also dealt with and monitored on a regular basis, for example laundry duties are carried for clothes and linen, and personal care is maintained, including regular baths.

One issue relating to the safety to the residents at Abbey Court which was noticed by The LINk Team was that of rather steep ramps on the third floor and small bumps in the floor leading into some of the rooms:

“In the shower room there is a big bump in the floor to get in, some of the girls are so small, I get thrown about my chair, it doesn't feel safe”.
(Respondent A).
Abbey Court informed us;
“Unfortunately, Abbey Court is an old building and in order to access areas ramps are required.  Steps are obviously unsuitable for wheelchair users.  Risk assessments are carried out prior to resident’s use of equipment and or particular areas.”
Suitability of Staffing

During the surveys, residents, visitors and employees were asked to consider the conduct of employees at the residential home, and although the feedback from the residents was largely positive, the feedback from both visitors and employees was mixed.

During the visit the LINk Team were informed that Abbey Court employed two nurses and six carers on the early day shift, one nurse and five carers on the afternoon shift, and one nurse and three waking carers overnight.

From the data collected in the ‘Staff Survey’, it is possible to ascertain that all of the respondents felt that there were enough nurses on shift at Abbey Court and the majority of the respondents felt that there were enough care assistants in order to meet the needs of the residents, however, the response in regards to domestic staff was mixed:
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“I feel that there is adequate staff but one more carer would be beneficial”.

(Respondent K).


“An extra member of staff for each shift would mean more time dedicated to residents needs”. 
(Respondent M).

These comments correlate with the comments made in the ‘Visitor Survey’ in regards to how the level of staff at Abbey Court directly affects the care of the residents.

Regarding the level of housekeeping staff employed at Abbey Court, employees felt that:


“Sometimes we have to work in the kitchen or in the laundry on an afternoon/night shift and I feel that time spent in those areas could be spent with the residents”.

(Respondent L).

Abbey Court informed us;

“Abbey Court provides 24 hour care and the majority of kitchen and laundry work is undertaken by designated kitchen and laundry assistants.  Obviously laundry and kitchen duties can be required at any time in a 24 hour period.

We provide 24 hour care and this involves all aspects of care for residents, including, clean clothes and linen, snacks and hot drinks at any time of the day or night.”
Participants of the ‘Staff Survey’ were also invited to discuss what they considered to be of most importance for those living in supported accommodation, in order to assess how well it corroborated with their understanding of residents needs, and from the data a number of themes could be identified:

Above all employees at Abbey Court considered good care, including the provision of a well balanced, nutritious diet and activities in a comfortable atmosphere.
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Also, respondents of the ‘Staff Survey’ discussed their likes and frustrations in regards to working at Abbey Court House:

“Getting to know the residents. The residents feeling that we care for them”.

(Respondent K).

“When jobs are not carried out when they’re supposed to, when laundry is not done on shift and it takes forever to do what you're doing. Shortage of staff, sometimes there is a lack of communication between staff nurses and carers”.

(Respondent L).

Quality and Suitability of Management

The quality and suitability of management is evaluated through the data gathered during the ‘Staff Survey’, and any other comments made in direct reference to the management at Abbey Court.  It is evident from the results that the view of the management team is positive in regards to the residents, their visitors and the employees surveyed during the research. 

All of the respondents from the ‘Staff Survey’ felt that they received good support, both physically and emotionally, from the management in order to carry out their jobs to the best of their abilities at Abbey Court:


“We have a good manager; she is very kind and does listen, if we need anything we get it, from toiletries to a new hoist/bed etc”.

(Respondent L).

The majority of employees at Abbey Court felt that they had time to fulfil their duties, in their opinion this was due to:


“Sometimes I do feel that we have to rush as so many things have to be done, such as 1 hourly checks of all residents in between getting up, turns etc, especially if we are short of staff or there are new staff on the night shift, I find it very hard to get everything done”.

(Respondent L).

And finally, employees expressed positive views in regards to whether they felt valued at Abbey Court:

“Most of all the residents give me the most amazing smile when they see me and that’s like being at home when I am at work”.

(Respondent L).

Conclusion and Recommendations

In conclusion, the findings from these surveys suggest that Abbey Court is successful in providing a Health and Social Care Service which satisfies the majority of residents, their visitors and the employees.

All of the respondents demonstrated an awareness of dignity and the need for sensitivity in care, and provided evidence on how Abbey Court is committed to providing its residents with dignity in care.  From encouraging residents to choose the clothing they wish to wear and the food they wish to eat, to ensuring that residents are treated as individuals, supported in their beliefs and cared for in a respectful, personable manner.

It can be perceived that at this micro level, dignity in care is present at Abbey Court, with the support from macro levels, such as Government guidelines, standards and policies, employees are able to support the residents and their visitors in their experience of care and contribute to the improvement of standards within our society.

In terms of recommendations, the majority of the residents, visitors and staff members who completed the survey indicated that overall, they were satisfied with the provision of health and social care at Abbey Court, but as with many services in care it was felt that service users would benefit from having more carers on shift in order to meet their needs and to spend time with the residents.
Another member of staff felt that flexible working hours would benefit staff and improve on their efficiency at the home.

Also, both residents and visitors felt that Abbey Court could provide more tailored activities and excursions for residents of various needs to participate in.

Derby LINk suggests that further research is undertaken, to monitor individual experiences and to develop the project within the city of Derby in order to be representative of the area.
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Sheet1

		Care Home: Residents Survey.

		Ward:		Arboretum

		Respondent		Name of resident		Name of Nursing/Residential Home.		How long have you lived here?		How do you feel about living at this Nursing Residential Home? Happy/Neither happy nor unhappy/Unhappy QUANTITATIVE		Can you tell me why you feel this?		What aspects about living at this Nursing/Residential Home do you like the most?		What aspects of living at this Nursing/Residential Home frustrate you the most?		What do you feel are the three most important aspects about living at this Nursing/Residential Home: Example One.		What do you feel are the three most important aspects about living at this Nursing/Residential Home: Example Two.		What do you feel are the three most important aspects about living at this Nursing/Residential Home: Example Three.		How would you describe your experience of care at this Nursing/Residential Home?		Do you feel that you are respected as an individual at this Nursing Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that you can make informed decisions about your daily life? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What would you like to see different at this Nursing/Residential Home?

		A		Eve		Abbey Court		Nearly 2 years		1		I should imagine so, never been in any other home, but it’s comfortable.				Frustarted at the situation of being here. Lost a lot of furniture because was referred here from hospital, wasn't allowed back to my home because there was no one to look after me, came straight here. Had to get my friends to bring my personal belongings								It's good, it does vary a little bit because of staff changes.		1		I don't go downstairs, I like to stay in my room, do crosswords, puzzles, read and watch tv, I eat my meals in here too.		1		Nurses have offered to take me into town, I've not gone yet though. I chose and bought my own wheelchair.		I would like to go and stay with my friends at christmas but I'd need a catheter as there is no equipment to get me from the chair to the toilet, the matron has said no but I will ask again. In the shower room there is a big bump in the floor to get in, s

		B		Marylin		Abbey Court		5 1/2 Years		1		Very happy, staff are kind and caring		I was in hospital not long ago and I had a very bad experience, I just wanted to come home. I prefrer to spend my time in my room rather than in the lounge, everyone is so much older than me, it's ok, I like my own company, my friend from the other side o		Services for Church can be distressing, non Vhristians talk and laugh, they should show more respect. I go out to a Church Service now, I leave just before ten, the girls put themselves out for me, make sure my dressings are done and I'm ready to go.		Attitude of staff - the girla are lovely apart from the Matron, - culture difference, hard to understand.		Do my own thing, maintain independence.				Can't fault it really, sometimes they're short of staff but they still manage to do everything for me.		1		Most definitely, knock on doors before coming in, apart from Peggy my friend, she walked in the other day when I was having a strip bath!		1		Oh yes, I make my own decisions, I've recently made a decision to replace all my furniture, this lot is getting a bit old and tatty, hopefully I'll go with my son to choose but it can be difficult because I have to get a special taxi.		I honestly don't think there is, I think if anything did come up I know they would listen. We have timmed vegetables with our meals, I would prefer fresh. I know I could go to admin, the owners if  I had a problem, I would like to see more of the owners,

		C		Gladys		Abbey Court		10 Years		1		Very pleasant atmosphere, the food is good.		There is no smell, easy access to get around in my chair, there are good activities provided - bingo - table games.		The only thing is there are so many people here sometimes I get fed up of waiting.		Good food.		Atmosphere		Been here 10 years and I wouldm't have stayed if I didn't like it.		I think they do really well, we have to wait a bit sometimes though.		1		Yes, they know what I like and don't like, a lady comes to do a service once a month.		1		I choose what I wera everyday, it's my home and I can treat it how I like.		Nothing, with this many people it's possible to come across someone who's not happy, pet hates, but not a lot can be done, staff are approachable if there is a problem.

		D		Mrs Hitchcock		Abbey Court		7 weeks		2		Not happy, I miss home, don't have the same facilities as home, I'm frustrated as I can't do what I like.		Trips to the pub, the majority of staff are good, some are better than others, the staff are helpful - we have the best cook - Pam.		Waiting a long time to have a shower, some staff speak only a little english which makes it difficult to talk.		Food is good		Nurses and care staff are good		Boat ride was enjoyable.		Pretty fair, happy with care.		1		Staff knock on the door every time they come in.		1				Become more efficient, I had to wait for a shower a long time.

		E		Betty		Abbey Court		9 Months		1		People are friendly, food is good - have a nice and comfortable accommodation.		24 Hours care, helpful, enjoy living with friendly people.		Nothing		Staff are very kind, helpful.						They meet any needs, happy with care.		1		My privacy is respected and that means a lot to me.		1		Free to make my own decisions, I can choose my own food and drink.		No, I'm happy with everythiing.

		F		Peggy		Abbey Court		10 months		2		Sometimes I think, why am I here? And other times I'm ok.		Not having to do the house work, some people are evry nice, some have different interests from me, spend time with my friend.		Being restrained from some activities I would do at home, missing my family and friends.		I like spending time with my friend		Food is very good.		Enjoy the activities and going to Derby Theatre.		Not used to this equipment, they work hard and provide care.		1				1				Nothing really.

		Key		Q1		Happy		1

						Neither happy nor unhappy		2

						Unhappy		3

						No answer		4

				Q2		Yes		5

						No		6

						Don't Know		7

						No answer		8

				Q3		Yes		9

						No		10

						Don't Know		11

						No answer		12





Sheet2

		

		Q3:		How do you feel about living at this Nursing/Residentail Home?										Q6:		What do you feel are the three most important aspects about living at this Nursing/Residential Home?

				Answer Options.		Response Count.		Response %								Answer Options

				Happy.		67										Attitude of staff - the girla are lovely apart from the Matron, - culture difference, hard to understand.		Do my own thing, maintain independence.

				Neither Happy Nor Unhappy.		33										Good food.		Atmosphere		Been here 10 years and I wouldm't have stayed if I didn't like it.

				Unhappy.		0										Food is good		Nurses and care staff are good		Boat ride was enjoyable.

				Don't Know.		0										Staff are very kind, helpful.

																I like spending time with my friend		Food is very good.		Enjoy the activities and going to Derby Theatre.

						Total =

		Q8:		Do you feel that you are respected as an individual at this Residential/Nursing Home?												Answer Options		Response %

																Attitude Of Staff		20

				Answer Options.		Response Count.		Response %								Good Food		13

																Maintain Independence		7

				Yes.												Good Atmosphere		7

				No.												Good Care		7

				Don't Know.												Excusrions		7

				No Answer.												Comapany		7

																Activities		7

						Total =										N/A		27

																		100

		Q9:		Do you feel that you can make informed decisions about your daily life?

				Answer Options.		Response Count.		Response %.

				Yes.

				No.

				Don't Know.

				No Answer.

						Total =
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Sheet1

		Care Home: Staff Survey.

		Ward:		Arboretum

		Respondent.		Name of Nursing/Residential Home?		Job title?		How long have you worked at this Nursing/Residential Home?		Do you feel that there are enough registered nurses on shift at this Nursing/Residential Home to meet the needs of the residents? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that there are enough care assistants on shift at this Nursing/Residential Home to meet the needs of the residents? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that there are enough housekeeping staff on shift at this Nursing/Residential Home to meet the needs of the residents? Yes/No/Don't Know QUANTITATIVE		Canyou tell me why you feel this?		What aspects of your job do you like the most?		What aspects of your job frustrate you the most?		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home: Example One.		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home: Eample Two.		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home: Example Three.		Are you satisfied with your present job? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that you don't have to do things against your better judgement? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel you have enough time to fulfil your duties on shift? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel you receive adequate support at this Nursing/Residential Home, both physically and emotionally? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel your work is valued here at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What would you like to see different at this Nursing/Residential Home?

		K		Abbey Court		RN		21 Years on and off		1				1		I feel that theer is adequate staff but one more carer would be beneficial.		1				Getting to know the resindets. The residents feeling that we care for them.		Getting disturbed whilst doing the drug round.		To treat them with respect.		Making this home for the residents.		Treating the residents how I would want to be treated.		1				2				1				1				1

		L		Abbey Court		Senior Care Assistant		12 Years		1				2		Sometimes, we are very, very busy and I  feel that sometimes we have to make residents wait a lot of the time. Especially when wer a shorty of staff or an emergency happens.		2		Sometimes we have to work in the kitchen or in the laundry on an aftrenoon/night shift and I feel that time spent inthose areas could be spent with the residents.		My hours - as it fits around my children, proud to be woorking in a happy home, bathing residents, talking and getting to know them, helping and caring, making it my job to make them as happy as possible.		When jobs are not carried out as they should be, when laundry is not done on shift and it takes forever to do what you're doing. Shortage of staff, sometimes there is a lack of communication between staff nurses and carers.		Making every residnet as happy as I can.		Caring for the resident as I would my own family.		Iunderstanding and listening to residents no matter what condition/illness the resident may have.		1				3				2		Sometimes I do feel that we have to rush as so many things have to be done, such as I hourly checks of all residents in between getting up, turns etc, especially if we are short of staff or there are new staff on the night shift, I find it vey hard to get		1		We have a good manager, she is very kind and does listen, if we need anything we get it, from toiletries to a new hoist/bet etc. The matron is ok but sometimes I feel she doesn't listen and your point is not valid.		1		I love my job and most of all the residents give me the most amazing smile when they see me and that’s like being at home when I am at work.		More pay as it is a very hard job and not everybody can do this. Also it is a huge responsibility looking aftre so many residents as we do as a team to keep people alive, care for their every need. And I feel that care assistants are more able to tell if

		M		Abbey Court				10 Years		1				1		An extra member of staff for each shift would mean more time dedicated to residents needs.		3				Meeting individuals needs and maintaining standards of the individuals.				Dignity and Respect		Being part of a family.		Being safe and well looked after.		1				2				1				1				1

		Key		Yes		1																																										Yes		1

				No		2																																										No		2

				Don't Know		3																																										Don't Know		3

				No answer		4																																										No answer		4
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		Q4:		Do you feel that there are enough registered nurses on shift at this Nursing/Residential Home to meet the needs of the residents?								Q7:		What do you feel are the most important aspects of living at this Nursing Residential Home?

				Answer Options.		Response Count.		Response %						Answer Options

				Yes

				No

				Don't Know

				No Answer

						Total =

														Answer Options		Response %

		Q5:		Do you feel that there are enough care assistants on shift at this Nursing/Residential Home to meet the needs of the residents?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q6:		Do you feel that there are enough housekeeping staff on shift at this Nursing/Residential Homes to meet the needs of the residents?

				Answer Options.		Response Count.		Response %						Do you feel that there is enough staff members on shift at this Nursing/Residential Home to meet the needs of the residents?

												Q4:

				Yes										Answer Options		Response %

				No										Nursing Staff - Yes		100

				Don't Know										Nursing Staff - No		0

				No Answer										Nursing Staff - Don't Know		0

														NA		0

						Total =

														Care Assistants - Yes		67

														Care Assistants - No		33

		Q10:		Are you satisfied with your present job?										Care Assistants - Don't Know		0

														NA		0

				Answer Options.		Response Count.		Response %

														Housheeping Staff - Yes		67

				Yes										Housekeeping Staff - No		0

				No										Housekeeping Staff - Don't Know		33

				Don't Know										NA		0

				No Answer

						Total =

		Q11:		Do you fee that you don't have to do things against your better judgement?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q12:		Do you feel that you have enough time to fulfil your duties on shift?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q13:		Do you feel that you receive adequate support at this Nursing/Residential Home, both physically and emotionally?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q14:		Do you feel that your work is valued here at this Nursing/Residential Home?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =
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A Representation Of Whether Employees Feel That There Are Enough Staff Members On Shift At Abbey Court To Meet The Needs Of The Residents.
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Sheet1

		Care Home: Visitors Survey.

		Ward:		Arboretum

		Respondent		Name of Nursing/Residential Home.		Are you made to feel welcome when you come to visit this Nursing/ Residential Home? Yes/No/Don't Know QUANTITAIVE		Can you tell me why you feel this?		Do you feel that visiting times are flexible at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Are visitors supported by staff at this Nursing/Residentail Home in regards to visiting, or taking the residents on day trips? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that the staff are friendly and helpful at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What aspects of your visit do you like the most?		What aspects of your visit frustrate you the most?		In your opinion, what are the three most important aspects for the residents living at this Nursing/ Residential Home: Example One.		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home: Example Two.		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home:Example Three.		Are you happy with the service of physical and medical care provided at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Are you happy with the service of emotional care provided at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Are you happy with other aspects of service at this Nursing/Residential Home, such as food and activities? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that the residents care plan is followed successfully? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that you are fully informed and kept up to date with the health and care of the resident? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that the residents are treated with respect and dignity? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What would you like to see different at this Nursing/Residential Home?

		G		Abbey Court		1		Staff say hello, hot drink provided if resident is being given one.		1		Can visit at amnytime.		1		Yes as regards visiting but as regards day trips I have never been on one with my mother and the staff from the home.		1		They speak to residents and visitors. They respond to requests for help with wheelchairs.		Flexibility of visiting times.		Empty bottles on hand steriliser on entry, tvs left on with no one watching them.		Safety from accidental self harm vie eg accident.		Twenty four/ seven supervision.		Activities.		1		I am informed of any medical problem promptly by phone. I have access to my mothers notes.		1		In generl;a yes, but they could do more in the way of organised activities for the residents.		1		Yes in general but see above.		3		I do not feel qualified to comment here although I do have access to my mothers care plan.		1		I am phoned if there is any change. I can view her records anytime. I get clear answers from senior staff.		1		Always spoken to respectfully.		More activities.

		H		Abbey Court		1		Staff speak & smile at me and my name is always remembered and ? I visit		1		I can visit after work - I work full-time and I can visit at weekends		1		They have a "Friends of Abbey Court" group		1		The names & individual needs of all residents are known & they are addressed by nursing staff & carers regularly		/		As my uncle is immobile, I have to talk to him in front of other residents & sometimes block the view of the TV for residents		Good and kindly care		Security		Good & regular food		1		The GP is always called out if uncle is unwell & I am always informed of this. Referral is made to hospital as & when necessary		1		A Christian service is held weekly for residents who wish to participate in it		1		An activities organiser and a very good cook		1		Residents' care is reviewed with relatives on a yearly basis. Care plans are updated & stored in the nurses' office		1		Answered in Q.9		1				Maybe to see residents playing dominoes or board games & ladies knitting or crocheting. Items could be sold for fund raising. Too much watching TV is not good

		I		Abbey Court		1		Staff are always pleasant		1		Because we are able to visit any time		4		My mother has not been well enough to go out		1		There is always someone to answer any questions we have		The staff regularly moniter my mum's care needs and she is comfortable and well cared for		None		Well-being, safety and care needs met fully		Respect and warmth for residents		A happy environment		1		Ongoing assessments determine what care is needed, and services are appropriately organised to meet them		1		All staff speak warmly to my mother, and she enjoys their contact		1		My mother always enjoys her food and drinks when we are there		1		Having had meetings with the staff, I feel the answer is yes		1		We receive regular information by post, telephone and in person when we visit		1		The manner in which staff talk to and care for all residents		Nothing

		J		Abbey Court		1		Staff are always very smiley		1		Never heard of a time when you could not visit.		1		Could not understand the writing		1		Not an applicable answer.		N/A		N/A		Being reasonably content		Acceptable and enjoyable food.		From a visitors point of view - being smart and cklean.		1				3		N/A		3		N/A		3		N/A		1				1				A longer sitting area for males, where visitors could take a seat, at present area is inconvenient.

		Key				Yes		1																																										Yes		1

						No		2																																										No		2

						Don't Know		3																																										Don't Know		3

						No answer		4																																										No answer		4
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		Q2:		Are You made to feel welcome when you visit this Residential/Nursing Home?								Q8:		What do you feel are the most important aspects about living at this Nursing/Residential Home?

				Answer Options.		Response Count.		Response %						Answer Options.

														Safety from accidental self harm vie eg accident.		Twenty four/ seven supervision.		Activities.

				Yes										Good and kindly care		Security		Good & regular food

				No										Well-being, safety and care needs met fully		Respect and warmth for residents		A happy environment

				Don't Know										Being reasonably content		Acceptable and enjoyable food.		From a visitors point of view - being smart and cklean.

				No Answer										Answer Options		Response %

														Good Care		23		3

						Total =								Safety		15		2

														Activities		8		1

														Friendly Staff		8		1

		Q3:		Do you feel that visiting times are flexible at this Nursing/Residential Home?										Security		8		1

														Good Food		8		1

				Answer Options.		Response Count.		Response %						Respect		8		1

														Warmth		8		1

				Yes										Happiness		8		1

				No										Cleanliness		8		1

				Don't Know

				No Answer

						Total =

		Q4:		Are visitors supported by the staff at this Nursing/Residential Home in regards to visiting, or taking residents on day trips?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q5:		Do you feel that the staff are friendly and helpful at this Nursing/Residential Home?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q9:		Are you happy with the service of physical and medical care provided at this Nursing/Residentail Home?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q10:		Are you happy with the service of emotional care provided at this Nursing/Residential Home?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q11:		Are you happy with other aspects of this service at this Nursing/Residential Home, such as food and activities?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q12:		Do you feel that the residents care plan is followed successfully?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q13:		Do you feel that you are fully informed and kept up to date with the health and care of the residents?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q14:		Do you feel that the residents are treated with respect and dignity?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =
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		Care Home: Residents Survey.

		Ward:		Arboretum

		Respondent		Name of resident		Name of Nursing/Residential Home.		How long have you lived here?		How do you feel about living at this Nursing Residential Home? Happy/Neither happy nor unhappy/Unhappy QUANTITATIVE		Can you tell me why you feel this?		What aspects about living at this Nursing/Residential Home do you like the most?		What aspects of living at this Nursing/Residential Home frustrate you the most?		What do you feel are the three most important aspects about living at this Nursing/Residential Home: Example One.		What do you feel are the three most important aspects about living at this Nursing/Residential Home: Example Two.		What do you feel are the three most important aspects about living at this Nursing/Residential Home: Example Three.		How would you describe your experience of care at this Nursing/Residential Home?		Do you feel that you are respected as an individual at this Nursing Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that you can make informed decisions about your daily life? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What would you like to see different at this Nursing/Residential Home?

		A		Eve		Abbey Court		Nearly 2 years		1		I should imagine so, never been in any other home, but it’s comfortable.				Frustarted at the situation of being here. Lost a lot of furniture because was referred here from hospital, wasn't allowed back to my home because there was no one to look after me, came straight here. Had to get my friends to bring my personal belongings								It's good, it does vary a little bit because of staff changes.		1		I don't go downstairs, I like to stay in my room, do crosswords, puzzles, read and watch tv, I eat my meals in here too.		1		Nurses have offered to take me into town, I've not gone yet though. I chose and bought my own wheelchair.		I would like to go and stay with my friends at christmas but I'd need a catheter as there is no equipment to get me from the chair to the toilet, the matron has said no but I will ask again. In the shower room there is a big bump in the floor to get in, s

		B		Marylin		Abbey Court		5 1/2 Years		1		Very happy, staff are kind and caring		I was in hospital not long ago and I had a very bad experience, I just wanted to come home. I prefrer to spend my time in my room rather than in the lounge, everyone is so much older than me, it's ok, I like my own company, my friend from the other side o		Services for Church can be distressing, non Vhristians talk and laugh, they should show more respect. I go out to a Church Service now, I leave just before ten, the girls put themselves out for me, make sure my dressings are done and I'm ready to go.		Attitude of staff - the girla are lovely apart from the Matron, - culture difference, hard to understand.		Do my own thing, maintain independence.				Can't fault it really, sometimes they're short of staff but they still manage to do everything for me.		1		Most definitely, knock on doors before coming in, apart from Peggy my friend, she walked in the other day when I was having a strip bath!		1		Oh yes, I make my own decisions, I've recently made a decision to replace all my furniture, this lot is getting a bit old and tatty, hopefully I'll go with my son to choose but it can be difficult because I have to get a special taxi.		I honestly don't think there is, I think if anything did come up I know they would listen. We have timmed vegetables with our meals, I would prefer fresh. I know I could go to admin, the owners if  I had a problem, I would like to see more of the owners,

		C		Gladys		Abbey Court		10 Years		1		Very pleasant atmosphere, the food is good.		There is no smell, easy access to get around in my chair, there are good activities provided - bingo - table games.		The only thing is there are so many people here sometimes I get fed up of waiting.		Good food.		Atmosphere		Been here 10 years and I wouldm't have stayed if I didn't like it.		I think they do really well, we have to wait a bit sometimes though.		1		Yes, they know what I like and don't like, a lady comes to do a service once a month.		1		I choose what I wera everyday, it's my home and I can treat it how I like.		Nothing, with this many people it's possible to come across someone who's not happy, pet hates, but not a lot can be done, staff are approachable if there is a problem.

		D		Mrs Hitchcock		Abbey Court		7 weeks		2		Not happy, I miss home, don't have the same facilities as home, I'm frustrated as I can't do what I like.		Trips to the pub, the majority of staff are good, some are better than others, the staff are helpful - we have the best cook - Pam.		Waiting a long time to have a shower, some staff speak only a little english which makes it difficult to talk.		Food is good		Nurses and care staff are good		Boat ride was enjoyable.		Pretty fair, happy with care.		1		Staff knock on the door every time they come in.		1				Become more efficient, I had to wait for a shower a long time.

		E		Betty		Abbey Court		9 Months		1		People are friendly, food is good - have a nice and comfortable accommodation.		24 Hours care, helpful, enjoy living with friendly people.		Nothing		Staff are very kind, helpful.						They meet any needs, happy with care.		1		My privacy is respected and that means a lot to me.		1		Free to make my own decisions, I can choose my own food and drink.		No, I'm happy with everythiing.

		F		Peggy		Abbey Court		10 months		2		Sometimes I think, why am I here? And other times I'm ok.		Not having to do the house work, some people are evry nice, some have different interests from me, spend time with my friend.		Being restrained from some activities I would do at home, missing my family and friends.		I like spending time with my friend		Food is very good.		Enjoy the activities and going to Derby Theatre.		Not used to this equipment, they work hard and provide care.		1				1				Nothing really.

		Key		Q1		Happy		1

						Neither happy nor unhappy		2

						Unhappy		3

						No answer		4

				Q2		Yes		5
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						Don't Know		7

						No answer		8
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						Don't Know		11
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		Q3:		How do you feel about living at this Nursing/Residentail Home?										Q6:		What do you feel are the three most important aspects about living at this Nursing/Residential Home?

				Answer Options.		Response Count.		Response %								Answer Options

				Happy.		67

				Neither Happy Nor Unhappy.		33

				Unhappy.		0

				Don't Know.		0

						Total =

		Q8:		Do you feel that you are respected as an individual at this Residential/Nursing Home?												Answer Options		Response %

				Answer Options.		Response Count.		Response %

				Yes.

				No.

				Don't Know.

				No Answer.

						Total =

		Q9:		Do you feel that you can make informed decisions about your daily life?

				Answer Options.		Response Count.		Response %.

				Yes.

				No.

				Don't Know.

				No Answer.

						Total =
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