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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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Document Purpose: – Care Home Visit Report.

Author: – Derby LINk.

Audience: – Public.
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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: – Clova House Residential Care Home.  

Address: – 231 Chellaston Road, Shelton lock, Derby, Derbyshire, DE2 9EE. 

Telephone: – 01332 702488.  

Fax: – N/A.
Email: – j.firness@ntlworld.com     

Name of registered provider: – Mr John Brierly Furniss and Mrs Gillian Ann Furniss.  

Provider Web Address: – N/A. 

Name of registered manager: – Mr J Furniss and Mrs G Furniss.
Type of registration: – Care Home (Residential) – Privately Owned.
Number of places registered: – 20.  

Category of registration: – Old Age.
Summary

Clova House Residential Care Home was visited by Derby LINk, a team of four, on the 30th of May 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 copies of visitor and employee surveys were left at reception with self addressed envelopes for self completion.  On the day of the visit, we were granted access to all communal areas at the care home and were able to complete our observation sheet.  We also surveyed 4 residents out of a total of 20, all female residents, speaking to them about their experience of care and living at the care home, assisting them to complete the survey.  Unfortunately, we didn’t receive any self completed visitor surveys, we did however receive 6 self completed staff surveys within the time frame allocated.

This report presents the findings from Clova House Residential Care Home 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 opinions and views regarding the experience of care at Clova House Residential Care Home 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 Clova House Residential Care Home, 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 Clova House Residential Care Home.

Brief Description of Services
Clova House, provided by private owners, is located in Shelton Lock, in close proximity to shops and other local amenities. It is in keeping with the other buildings on the road, and is visible via a sign indicating its purpose.  To the front of the property is a small parking area, surrounded by hedges and decorated with plants.  The Home is not purpose built, but is a Victorian Villa which was converted into a home in 1985 and then extended in 1987 to include the building next door. The Link Team were informed that it started with just 7 residents, and then increased to 15 after the extension and now has 20 residential rooms with 18 residents.
Once inside the home, through the secured doors is a small reception area, with a signing in book.  Off this space are two separate communal areas, both used as lounges, these rooms are quite small but do allow for interaction amongst the residents who choose to sit in them.  Furniture of different heights is positioned in the room, providing additional support to those who may need it to get in and out of chairs.  One of these rooms has a communal television, and the other has a number of books available for residents to read, displayed on shelves. This second room leads into the dining area, in which furniture is arranged in order to encourage interaction amongst the residents.  From this area it is possible to access the gardens at the end of the room, down a small, but steep slope.  There is a hand rail provided for residents to use and The Manager informed the LINk Team that residents are accompanied into the garden at all times.  The garden is a fairly large space, consisting of a lawn area with seating, decorated with plants and flowers.  To the back of this is a patio area with a summer house and green house for the residents to enjoy.  There is also a fairly large vegetable patch for residents to grow their own produce.  
The dining room also provides access to residential bedrooms, toilets and bathrooms on the right.  Residential bedrooms are large, and all of the rooms are decorated to the residents’ tastes.  Residents are consulted about the decoration of their bedrooms and the communal areas.  The bedrooms are available furnished or unfurnished, with a bed, wardrobe, chest of drawers and a chair with plenty of room for residents to manoeuvre around the furniture.  There are some shared bedrooms which residents can chooses to use, again these are decorated to the taste of the residents and there is a privacy curtain that separates the areas.  Back in the entrance passage there are stairs to the next floor with a stair lift and a lift.  From the entrance the corridor leads past the kitchen to more bedrooms. Along this corridor is an activities board advertising activities such as Art, History, Quiz, Stop the Bus, Bingo, Singing and Soaps.  There is also a calendar informing the residents of any upcoming occasions.  Although The LINk Team didn't view the second floor at Clova House, we were informed that there were two more bathrooms on the next level.
At the time of our visit the majority of residents were taking part in a game of Bingo in the dining area.  Each table was being assisted by a member of staff and all residents seemed comfortable, relaxed and enjoying themselves.  The remaining residents were sat in the reading room and again all residents appeared comfortable.  The rapport between residents and staff members was apparent, the atmosphere was organised and friendly, and all of the residents appeared smart and clean.
The Manager informed The LINk Team about ‘History Books’ which were being produced for each of the residents and the employees, which were going to be displayed on the wall.  The ‘History Books’ consisted of residents memories and life experiences, from the first day of school to raising a family, and is a beneficial method of maintaining skills, including recollection, recognition and speech.  

The LINk Team was also informed that residents were taken out to the shops when they desired, and a few were allowed to go out on their own after they underwent a risk assessment and informed the home.  Residents also underwent a risk assessment and a Doctors assessment to discover whether they were able to self medicate.  
The LINk Team were informed that medication is locked away in a safe room under the standard guidelines, and all employees are trained medicators.  As far as possible residents keep their own GPs, but depending on where their GPs offer their services then another GP is sought. 
The home has a direct link with Care Link and has used the district nurses services and NHS Direct as well as emergency contact in the past. Various conditions are catered for at the home and a hairdresser and chiropodist come once a week, residents are bathed 2 - 3 times a week.
There is also a resident cat at Clova House, much to the delight of many residents and previously, residents have brought in their own pets, including a small dog.
Findings

Residents

Perceptions of Happiness amongst Residents
The residents who consented to participate in the research had all been living at Clova House for varying lengths of time, from one year up to eight years, and for a variety of different reasons.  Each individual story provided a unique insight into the experience of care received at Clova House.

The majority of residents surveyed felt that they were “happy” living at Clova House, describing it as  “very nice”:
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This atmosphere was evident throughout the care home, with the structure of the organisation and the conduct of employees encouraging a relaxing environment.  The level of happiness amongst residents at Clova House was supported further by their descriptions of their experience of care. 

Aspects of Importance Regarding Care

During the survey, residents were invited to discuss what they considered to be of most importance for those living in supported accommodation, and from the data, a number of themes that residents viewed as significant could be identified:
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In the residents’ views, the majority of these requirements were met at Clova House.  Residents valued the attitude of employees, their personal space and how they were consulted in the decoration of the home, the company and support at the home, the standard of facilities at the home, the choices made available to them, its convenience to the shops and the location in relation to relatives, its cost and its homely atmosphere:

“we can sit in here and watch the world go by. We're close to the shops, can go for walks, gardening and food is very good”.

(Respondent D).

Experience of Care

Of the respondents surveyed at Clova House, all of the residents surveyed described their experience of care as either “very good” or “good”:

“care is excellent, when I have been poorly they have spotted it and helped me”.

(Respondent D).

When elaborating further on their experience of care, a theme identified by the respondents as contributing to a sense of well being was taking part in structured activities provided by the care home.  The majority of the residents valued time spent in workshops, designed to engage and maintain a social and active lifestyle:


“I like activities, art, and they make an effort for events”.
(Respondent D). 

Taking part in activities, especially designed for the elderly is a safe way of incorporating elements of health care into routines, encouraging interaction and increasing the residents’ confidence and self – esteem.  

Independence and Self – Identity

A major factor that contributes to a persons’ wellbeing in all areas of our society is the concept of self – identity.  Residents indicated that by maintaining a sense of independence, through the support from employees at Clova House, they were able celebrate their personal, cultural and social identity, to choose how to spend their time and to continue to be involved in the local community, through assistance in participating in pastimes such as reading or gardening, contributing to a sense of self identity in a potentially institutionalising situation:


“(I like) the freedom, I can come and go as I like”.

(Respondent B).

Rapport
Another factor that can contribute to a persons’ wellbeing is the friendliness of others.  Through building rapport with the residents at Clova House, employees can ensure that residents feel as comfortable as possible in their care:

“We discuss things and get them sorted. People are nice and we joke about things”.

(Respondent A).


“If you have anything on your mind you can tell them and they help you”.
(Respondent C).
The relationship between the residents and the employees was observed at Clova House by The LINk Team during the visit as close and supportive.

Dignity in Care

In terms of dignity in care, residents were asked to discuss the issues of respect, for themselves and their possessions, privacy, in terms of space and personal care and informed decision making.  

All of the residents at Clova House expressed that they felt employees were always courteous and respectful, and that they were treated as individuals, with carers incorporating their personal preferences within care:


“(It’s) very good, they are very nice to us”.

(Respondent C).


“they aren't over the top with friendliness, it is just right”.
(Respondent A).
From the surveys, it was possible to identify that residents felt that care was provided in a dignified manner through employees and residents being on a first name basis and ensuring that good conduct, in regards to privacy, Clova House understands that some individuals lead a more private life than others:


“They appreciate the position I am in regarding socialising and don't force me to get involved”.

(Respondent B).

And finally, in regards to making informed decisions, all of the residents surveyed felt that they were able to make choices in regards to their daily lives and their care:


“Visit when family want, I work in the garden, choose what I want to eat, come and go as I please as long as I tell them”. 

(Respondent C).

By encouraging residents to input as much as possible into their care and allowing them as much autonomy over their daily lives as possible, residents genuinely seemed at ease with their experience of care:


“It really is nice they look after you well. If you have anything on your mind you can tell them and they help you”.

(Respondent C).

Frustrations

Of the remaining residents, 25% indicated that they were “neither happy nor unhappy” living at Clova House for a number of reasons, including a limited conversation amongst some of the other residents and also an awareness of being observed:


“I wish they wouldn't observe so much and write notes, it makes you feel self conscious“. 

(Respondent B).

Although these frustrations are present, residents indicated that the overall experience of care was positive, with employees adapting to their needs and wishes to create an environment where residents can live in comfort.

Findings

Visitors

Despite our efforts at LINk to promote and advertise the research at each care home, it is ultimately up to the public to decide whether or not to participate in the project.  Unfortunately, no responses were received from visitors to Clova House within the allocated timeframe. 
Findings
Employees
Perceptions of Happiness amongst Employees

The employees at Clova House who completed the survey had been working at the care home from just a few weeks to over twenty years, and were in a variety of different caring roles, from senior care to care assistants.

All of the employees surveyed stated that they were satisfied with their present job:


“The house provides a warm and social place for staff, clients and visitors. All care is given freely with a smile”.

(Respondent G).

Also, all of the employees surveyed enjoyed interacting with different people and providing care.

Aspects of Importance Regarding Care

During the survey, employees were asked to list what they considered to be of most importance for those living in supported accommodation, and from those surveys, a number of themes the employees viewed as significant could be identified:
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Themes such as good care, independence, dignity, value, respect and privacy were identified as important to the contribution to the well being of the residents, alongside those of good company and activities.  Employees also highlighted good communication between employees and residents and a homely atmosphere, as important aspects of providing a good experience of care.

Experience of Employment

From the surveys, it is possible to ascertain that overall employees are satisfied with the staffing levels at Clova House, and the resources which contribute to the level of dignity in care:
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The majority of employees surveyed indicated that in their opinion there were enough care assistants on shift to meet the needs of the residents:


“We run at maximum staff all the time”.

(Respondent G).


“The staff to resident ratio is above average and the residents are happy with their care”.

(Respondent 
In terms of the staffing levels in housekeeping, again, the majority of the respondents felt that there were enough employees to meet the needs of the residents:


”Cleaners and laundry always on shift every morning”
(Respondent G).


“The home is clean and tidy and everyone is happy with the home”.

(Respondent I).
Support
The majority of employees also indicated that they were satisfied with the provision of both emotional and physical support they received at Clova House:


“Management will try and support staff with any physical or emotional needs”.

(Respondent G).

As with many health and social care occupations, employment at Clova House can be demanding on both the body and mind, and it is important that employees feel that they are supported in their work.

Sound Judgement

The majority of the employees felt that they never had to do things against their better judgement, stating that:


“Discussion is encouraged to find a solution if agreement is not met”.

(Respondent G).


“We work as a team and make joint decisions on care of the resident”.

(Respondent I).
By adhering to set guidelines and regulations, employees understand what is required of them to meet the health and social care needs of the residents at Clova House, ensuring that procedures are followed and best practice methods are in place.

Value

Again, all of the respondents indicated that they felt valued within the workplace at Clova House:


“I enjoy my job and I like the staff I work with and the clients that I look after”.

(Respondent F).
Another respondent evidenced this through indicating that there were regular:


“appraisals and meetings regarding staff and residents”.

(Respondent G).
Creating a happy workforce, through an adequate support system and praise, in turn, resonates throughout Clova House, creating a less formal atmosphere, contributing to effective, individualised care.

Frustrations

In terms of what frustrations employees felt in regards to their work at Clova House, employees generally indicated to complications in working with other organisations:


“What mainly frustrates me personally is when sending a client into the hospital or to a doctors appointment, and we send so much information about clients, but doctors and accident and emergency do not pass this on, so when there is a shift change, or the client is moved to another ward they ring us back and we have to repeat everything all over again.”

(Respondent M).

Another resident also indicated that working with other organisations regarding the care of the residents was also the cause of frustration:


“GPs not wanting to visit after hours”
(Respondent I).

Overall, however, employees generally described a demanding but pleasant working environment at Clova House, with a good support network available to them in order to carry out their duties to the best of their ability within the guidelines provided.

Conclusion and Recommendations

In conclusion, the findings from these surveys suggest that Clova House Care Home is successful in providing a Health and Social Care Service which satisfies the 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 Clova House Care Home 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 manner.

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

In terms of recommendations, the majority of the residents and staff members who completed the survey indicated that overall, they were satisfied with the provision of health and social care at Clova House.  

One resident, however, did comment on feeling uncomfortable under observation.  Perhaps employees could consider the implications of their duties on individuals and accommodate their preference or explain their actions to the residents in order to overcome this.
Two of the employees who completed the survey commented on a lack of communication between services regarding treatment outside of the home:


“When residents unfortunately have to go to the hospital the information we send with in regards to condition/care doesn't seem to get passed on”.

(Respondent I: Staff Member).
Derby LINk recommends that each occurrence of this frustration should be recorded, and the information should be past onto The Patient Advice and Liaison Service, in order to inform the relevant bodies.
And finally, another staff member regarded the participation of all employees, and employers in work based functions as important to maintaining high morale amongst the workforce at the home.
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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N/A

