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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.
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Summary
Arboretum House was visited by Derby LINk, a team of 2 on 14 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 8 residents out of a total of 38, 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 2 self completed visitor surveys and 5 self completed staff surveys within the time frame allocated.

This report presents the findings from Arboretum House 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 Arboretum House 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 Arboretum House, 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 Arboretum House.

Brief Description of Services
Arboretum House, provided by Derby City Council stands in a quiet residential area near the city centre.  There is space for parking to the front of the home and it is signposted adequately via a sign on the building itself.  Arboretum House has large enclosed gardens which are shared with a day centre located just opposite the main building.

Through the front door is a small lobby, with a signing in book for visitors and guests, there is also anti bacterial hand wash available for visitors to use. Secure doors lead into an open space which is well presented, there are shelving units and seating creating a homely atmosphere.  On the left of the entrance are the offices and the kitchen, and to the right is the main lounge area, with chairs of different heights, positioned in groups to encourage interaction amongst the residents.  There is a dining area attached to the lounge with tables and chairs, and a smoking room.  An unpleasant odour was noted in this area.
The corridor leading off the lounge consists of a number of single bedrooms and toilet and wash facilities. Off the dining room there is access to an activities room, and another lounge which is shared with day care on Tuesdays.  This lounge is often used by the men at the care home to watch the football. There is also a library with donated books, a hair salon and a medical room for nurses to carry out any duties in private.
All the bedrooms display the names of the residents alongside their pictures and the fire evacuation traffic light system is used on the doors. There is access to the garden, which is landscaped. Rooms are available furnished or unfurnished, the home provides the basics, including the bed, chair, wardrobe and chest of draws and residents and their families are encouraged to personalise their rooms.  Residents and their families are also involved with the decoration of the bedrooms.
The second floor is accessed via a stair case with a stair lift or a passenger lift. The set up is similar, large lounge, dining area, kitchenette bedrooms and toilet and wash facilities.  There is also a computer area, with a large keyboard for residents to use for research, general interest and internet banking. 
All of the residents appeared comfortable, wearing smart, clean clothes.  The majority of the residents were interacting well with one another, employees and the LINk Team.  The LINk Team were informed that the residents with higher needs were located downstairs.
The LINk Team was informed that the home has two cats which the residents are delighted by.  Also, there are 3 managers on throughout the day, 3 carers on in the morning, with 1 on from 5 until 8 and 2 waking staff and external health care assistants at night.  There are also 2 kitchen staff and 3 domestics from Monday to Wednesday. 

Findings
Involvement And Information

During the ‘Visitors Survey’, respondents were asked to comment on their involvement in the care of the resident at Arboretum House.  As only two responses were received within the time limit available it is difficult to ascertain whether visitors feel involved in the care of the resident.

In regards to information sharing, the management informed us that many residents choose Arboretum House as a place of residence by accessing a brochure detailing information regarding the facilities at the home.  Additionally, one of the respondents to the ‘Visitor’s Survey’ did indicate that there was:


“Constant contact with office/manager on duty”

(Respondent J).
The manager also has an open door policy, where any requests can be answered or issues can be addressed as they arise, maintaining communication links between the resident and their families where appropriate. 
Personalised Care, Treatment and Support

The residents who consented to participate in this research had all been living at Arboretum House for varying lengths of time, from just a number of weeks to nearly five years, and for a variety of different reasons.  Each individual story provided a unique insight into the experience of care received at Arboretum House.

The majority of residents described themselves as “happy” living at Arboretum House, which correlated with the observations made during the LINK visit; the majority of residents were confidently interacting well with one another, the employees and the LINk Team:
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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 quality and choice of meals, the attitude of staff contributing to a friendly atmosphere, the proximity of the home to family, friends and the local community, the standard of care experienced at the home, the facilities provided at the home contributing to enabling the residents to relax in good companionship, having access to a garden and not having to worry about responsibilities such as having to cook, clean or shop.  Another theme which emerged during discussions with the residents was that they valued having a recognised external body make recommendations regarding the choice of homes and facilities available.  
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In the residents’ views, the majority of these aspects were met at Arboretum House, 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 Arboretum House:


“Respect privacy, this is my home”.

(Respondent C).


“They call me Ray, knock on my door, don't just burst in”.
(Respondent D).

Also, residents felt they could make informed decisions regarding their every day lives:


“I can choose what to wear; they don't make you do anything you don't want to do within reason”.

(Respondent B).

“As long as you tell them you can go out when you want”.

(Respondent H).

At Arboretum House residents are encouraged to personalise their rooms to their taste.  Although furniture is provided, they are permitted to bring their own, including chairs, wardrobes, televisions, curtains and bedding, as long as they are in line with health and safety regulations, and are encouraged to display photos, pictures, ornaments and books.  Residents are also consulted on the decoration of the bedrooms and other communal areas of the home.
Residents are supported throughout their stay at Arboretum House 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 encouraged to input into the design of the menus available at Arboretum House.  Menus are discussed and planned, where residents are given a choice of dishes but are still accommodated for if they want something entirely different:


“The food is nice”.

(Respondent C).
However, not all the residents who agreed to be surveyed were satisfied with the provision of food at Arboretum House:


“Sometimes the food is not good…there’s not much choice”.

(Respondent D).


“The food is not so good, spent all of my life in the hotel business; it's not the same here, no flavour. Food is made somewhere else, it's not fresh”.
(Respondent G).
Residents are also encouraged to take part in activities that are provided at the home:


“Take part in activities that I like, they don't force you”

(Respondent H).  
This was confirmed through observations during The LINk visit in which female residents had had their nails polished by the employees.
During the ‘Residents Survey’, respondents informed The LINk Team that they are encouraged and assisted to continue to enjoy activities they always had in the past:


“I used to go for a pint at the pub, but getting about is a bit difficult now so I can have it here, although I enjoy Horlicks now more than a drink”.
(Respondent F).
Through encouraging residents to make decisions regarding what to wear, what to eat and how to spend their time, personal, social and cultural identities are maintained at Arboretum House, which are at risk of being lost in a potentially institutionalised environment.
It was made evident through the ‘Visitor Surveys’ that visitors felt supported during the visit, describing the atmosphere as “welcoming” and “helpful”.  (Respondent J):


“Staff always greet you with a welcome and a smile.”
(Respondent I).


“Usually greeted with a 'good morning' and a smile”

(Respondent J). 
Additionally, visitors were invited to discuss their opinions of the provision of medical, physical, and emotional care at Arboretum House, and although visitors were satisfied with the care that was provided there were some negative issues raised:
“Regular staff know mums needs. New staff or people filling in do not know what help mum needs. Don't think they have time to read the care plan before helping the residents”.
(Respondent H).  

Also, this respondent indicated that:


“On the whole, very supportive, however, Mum has had a few problems with confusion and depression. Some staff don't seem to understand this side of life and are a little impatient”. 
(Respondent J). 

It is of great importance the residents are treated with dignity and respect at all times during their stay at Arboretum House in order to benefit from effective, personalised care.

Safeguarding and Safety

During the LINk visit, the manager also informed the LINk Team that all employees adhere to safeguarding policies at Arboretum House, ensuring the residents best interests are always priority.

In regards to safety, standard policies are met at Arboretum House, including alarm cords being accessible in every room for residents to use to call for assistance, and checks on residents who require them throughout the night.  Each bedroom door also displayed a fire evacuation traffic light system to indicate to employees which residents would require assistance in the even of a fire. 

A common issue experienced by many vulnerable people in urban communities such as Derby City is fear, from accidents such as falling over to an awareness of the risks of living in a busy city, having a considerable impact on their body and mind.  It was apparent during discussions, that Arboretum House provided the opportunity for the elderly to live safely, in a community setting, providing companionship and a support network to those who might have otherwise been isolated from close family and friends, with the separation from more traditional values in our developing society:


“Had an accident, knocked off my feet, they look after me”.

(Respondent H).
By easing feelings of loneliness, the care home, through a combination of its organisational structure, attitude of employees and provision of care, creates a place where residents can live in the knowledge that their health and social care needs are prioritised.

Infection control is also dealt with and monitored at Arboretum House on a regular basis, for example laundry duties are carried every day for clothes and linen, and personal care is maintained, including regular baths.
Suitability of Staffing

During the surveys, residents, visitors and employees were asked to consider the conduct of employees at the Arboretum House, and the feedback from the residents, their visitors and the employees themselves was largely positive.

During the visit the LINk Team were informed that Arboretum House employed three carers on the early day shift to work alongside management, two carers on the afternoon shift to work alongside management, and two waking carers overnight.  Additionally, Arboretum also employed three domestic assistants Monday through to Wednesday mornings and two kitchen workers every day. 

From the data collected in the ‘Staff Survey’, it is possible to ascertain that half of the respondents felt that there were not enough care assistants at Arboretum in order to meet the needs of the residents, and views regarding the level of housekeeping were mixed:
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“A lot of residents coming into the home now have different needs, some have Dementia, Mental Health and Nursing needs”.

(Respondent M).


“Housekeepers only work on mornings and not afternoons”. 
(Respondent K).

It is important that the level of staffing at Arboretum House reflects the increase of residents with greater needs in order for employees to deliver care that is consistent throughout the home.  It is important to note however, that although the level of staffing at Arboretum House is contestable, the attitude of the employees is rated very highly amongst both residents and their visitors:

“The staff are nice, and the management are nice, they check you're alright”.
(Respondent A).

“Very good, all the care assistants are lovely”

(Respondent C).

“Staff are always willing to help and advise, nothing is too much trouble”.
(Respondent I).
However on respondent stated that:


“Occasionally the staff seem a bit miserable and fed up”
(Respondent J)
which could be a result of the level of staffing and the stress this may incur at Arboretum House.

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:

Employees at Arboretum House considered a good standard of care and support made available to the residents and their families as most important, followed by ensuring that residents maintain a sense of independence to the best of their ability and have autonomy over their daily lives within the confines of their needs.  Employees also regarded dignity in care, the safety and happiness of the residents as of importance and the provision of good quality meals and facilities made available to them. 
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In the views of the employees the majority of these requirements were met at Arboretum House.
Also, respondents of the ‘Staff Survey’ discussed their likes and frustrations in regards to working at Arboretum House:


“Giving good care. Happy residents. Giving residents your time, not just assisting them but spending a little time talking to them”.

(Respondent M).

“Meeting the needs of vulnerable people, job satisfaction, good standard of care given, Arboretum have a good team that support all”.

(Respondent N).


“Low staffing levels on certain shifts”.
(Respondent K).


“No teamwork, too much paperwork, shortage of staff”.
(Respondent M).

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 Arboretum House.  It is evident from the results that the management team is regarded very highly by residents and their visitors and moderately by the employees at the home:

“The staff are nice and the management are nice, they check you're alright”.
(Respondent A).

The participants from the ‘Staff Survey’ all felt that they received adequate support, both physically and emotionally, from the management in order to carry out their jobs to the best of their abilities at Arboretum House:


“I get a lot of support from my managers and they listen always. They are very supportive and they will always lend a hand when needed”.
(Respondent L).

In regards to having enough time to fulfil their duties at Arboretum House however, respondents were less positive:


“Sometimes, it varies day to day”.

(Respondent L).


“Every day is different so we have to prioritise issues when we come across them”.

(Respondent N).

“Some residents take longer than others, but they don't give us more time or staff to deal with this”.

(Respondent M).

It is evident that management at Arboretum House need to reconsider the employee to resident ratio or delegate tasks in a more appropriate manner.
Employees also felt that they never had to undertake duties which were against their better judgement at Arboretum House:


“There are always other staff members or managers to discuss difficult things with”.

(Respondent L).


“The manager trusts my judgement and understands that I am qualified to do my job”.
(Respondent O).

And finally, again, in regards to whether employees considered themselves valued at Arboretum House, views were mixed:


“My managers always listen and act on things. Residents on the whole are pleased with me”.
(Respondent L).


“I think we can all take work issues and people for granted. The job seems to be getting harder due to the higher dependency of service users”.
(Respondent N).

Through a combination of encouraging and supporting employees at Arboretum House, the quality and suitability of management is adequate in meeting the needs of the residents, their visitors and the employees.

Conclusion and Recommendations
In conclusion, the findings from these surveys suggest that Arboretum Care Home is largely successful in providing a Health and Social Care Service which satisfies the majority of residents, their visitors and the employees within the constrains our current economic situation poses to health and social care services..

All of the respondents demonstrated an awareness of dignity and the need for sensitivity in care, and provided evidence on how Arboretum House 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 Arboretum House, 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 who completed the survey indicated that overall, they were satisfied with the provision of health and social care at Arboretum House:


 “All the staff are nice and you've got your own room”.

(Respondent A).

However, the residents surveyed did suggest a few recommendations to be considered, including the provision of food and facilities:


“Perhaps a smoking room upstairs”
(Respondent C).

Additionally,  it is apparent from the findings that both the visitors and the employees feel that more could be dome to improve the services on offer at Arboretum House, including increasing the level of staffing:

“More staff, 4 carers in the morning shift 7.30 - 1.30 and 3 carers on the evening shift 1.30 - 10.00”.
(Respondent L).


“More staff to give residents more time for sitting, chatting, socialising one to one, even if only for 15 minutes a day. We always seem to be on a time limit to meet the needs of the routine i.e. Breakfast, baths, meals, this job is 24 hour continuous care sometimes it doesn't feel that way due to staff attitude and shift patterns”.

(Respondent N).
Although the perceived low staffing levels amongst employees did not have a direct effect on the residents, it is important that employees feel that they are providing an adequate service.  In addition, one visitor suggested that:


“Perhaps a manager on duty for upstairs and separate one downstairs would be better. Feel duty manager is sometimes under too much stress”.
(Respondent J).

Also, this respondent suggested that:


“Bullet points of care needed should be put in every room so when somebody new goes in to help the residents they can read this and know what help is needed”.

(Respondent J).
This has been observed by the LINk Team in a different residential home and acts as an aid for employees when helping a resident to bed or administering medication, to ensure that the resident is comfortable.

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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