Derby LINk Care Home Visit – Douglas Court 09 02 2011.
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Derby Local Involvement NetworK
Care Home Research Report
Name: - Douglas Court. 

Address: - 1 Douglas Street,


       Ivy Square,


       Derby,


       Derbyshire,


       DE23 8LH.


Staff: - Jessica Davies,

 Saima Ayaz

Volunteers: - N/A. 

Date: - 09/02/2011.
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: - Douglas Court. 

Address: - 1 Douglas Street, Ivy Square, Derby, Derbyshire, DE23 8LH.
Telephone: - 01332 346060. 

Fax: - 01332 208525.
Email: - N/A.  

Name of registered provider: - Douglas Court Care Home Ltd.
Provider Web Address: - N/A.
Name of registered manager: - Mrs Debra Maynell.
Type of registration: - Care Home. 

Number of places registered: - 43.
Category of registration: - Old Age, not falling within any other category.
Summary
Douglas Court Care Home was visited by Derby LINk, a team of 2 on 9 February 2010 in the morning for approximately one and a half 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 5 residents out of a total of 43, 4 female and 1 male, speaking to them about their experience of care and living at the care home, assisting them to complete the survey.  We also received 5 self completed visitor surveys, however, we only received 2 self completed staff survey within the time frame allocated.

This report presents the findings from Douglas Court 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 views regarding the experience of care at Douglas Court 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 Douglas Court 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 Douglas Court Home.

Brief Description of Services
Douglas Court Care Home is located close to the city centre of Derby, near to local shops and amenities.  There is a small car park close to the entrance of the home for staff to use.  Residents have access to an enclosed garden which is paved, with seating areas and plants.  There are sheds and outhouses also located here for storage.
The secure entrance leads into a large, spacious foyer area with a staircase leading to the first floor.  There are large windows to the front allowing a lot of natural light into the building, and there is also seating near to the windows overlooking the outside area.  The area appeared bright, clean and inviting, a colourful display dominates one wall on the advertising information about the home, events such as a Valentines Day party, a year planner of events which are taking place and the daily activities.
Through an archway to the right of the stairs is a corridor where the Carers Station is located, there are also 3 toilets, an office, a hair salon, a treatment room, a shower room, a lift, a bathroom with sensory lights, and a laundry room.   
All the communal areas are located on this corridor.  At the far end there are two lounges, one is fairly small and is sometimes used as a quiet lounge, whereas the other lounge is large and separated into two seating areas which also provides access to a conservatory over looking the garden.  At the other end of the corridor there is access to the dining room, again, this room is of a good size, with large windows allowing in a lot of natural light.  A number of dining tables for four to six people encourage interaction amongst residents at meal times.  The menu of the day is displayed outside the dining room outlining the choices for the residents. The communal areas appeared to be in a good decorative condition and all the furnishings appeared to be in good repair.        
There are 12 bedrooms on the ground floor and 32 bedrooms on the first floor, in total 14 bedrooms have en – suite facilities, each bedroom has a bed, a wardrobe and a chest of draws, TV point and can have a phone line installed.  Residents can bring their own furniture as long as the items are in line with fire regulations.  All doors are fire safety doors, there is also a safe in every bedroom for residents to manage their own money, although staff assist those who are unable.  There are also 2 shower rooms, a sluice room, a toilet, a bathroom and housekeeping area on the first floor. 
Activities are held twice a day at Douglas Court, and entertainment is provided once a fortnight. 
Residents appeared comfortable at the time of our visit, the majority were in the two communal lounges, and some were in their own rooms.  Residents appeared alert, smartly dressed and were observed interacting well with one another, the staff and ourselves.  At the time of our visit, some residents were unwell; staff were observed assisting them when they were called and also checking on them at regular intervals. 
Findings
Involvement and Information

During the visit at Douglas Court, The manager explained the process of admissions, from the initial assessment of the prospective residents, to the recording of care plans.  This process not only assists the care plan regarding physical, medical and personal care, but also aids an understanding of the residents’ character, their likes and dislikes, interests and hobbies, their network of support such as family or community, and how they prefer to spend their time.

In addition, this process can contribute to putting the resident, and their family at ease in what could be regarded as a potentially stressful situation through building rapport.  It also allows for care plans to be designed in such a way that allows the resident, or their family, to be involved in the care plan as much as possible.

After admission, involvement in care is continued through regular meetings between the resident, their family and service providers.  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
During the ‘Visitors Survey’, respondents were asked to comment on their involvement in the care of the resident.  The majority of the visitors who completed a survey felt that they were involved in the residents care plan:


“The care plan is assessed regularly and discussed with myself on behalf of my mum”.

(Respondent G).

In addition, all of the visitors who completed a survey felt that they were kept up to date in regards to the health and care of the residents:

“Regular information on notice board or by letter”

(Respondent F).


“Staff either tell me at one of my regular visits or will ring me at home or on my mobile”.

(Respondent G).


“We are always informed of how mums health is, anything she has said or done out of the ordinary”.
(Respondent J).

Personalised Care, Treatment and Support
The residents who consented to participate in this research had all been living at Douglas Court for varying lengths of time, from a just a few months to a number of years, and for a variety of different reasons.  Each individual story provided a unique insight into the experience of care received at Douglas Court.

All of the residents described themselves as “happy” living at Douglas 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:


“I enjoy the company, good food, staff members are helpful”.

(Respondent A).


“Staff members are really lovely, out of this world”.

(Respondent B).


“It has it's moments but on the whole it's good”.

(Respondent C).


“Oh yes, very happy”

(Respondent D).
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:
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Above all, residents valued the attitude of staff at Douglas Court and the companionship they experienced.  Residents also valued the standard of personalised care provided, both physically and emotionally, as well as the provision of activities available, they also valued the visiting times, the privacy, the entertainment, and the safety being at Douglas Court afforded them, all in a clean, welcoming and friendly environment.

In the residents’ views, the majority of these aspects were met at Douglas 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 Douglas Court:


“It's just like home, the staff are lovely, they come round and paint my nails, They know I like my own company and leave me to sit in my room but always check on me to see if I need anything”.

(Respondent B).


“I can have a joke with the staff, they call me trouble, they are very good, make sure I take my tablets”.

(Respondent C).

“They do take the time to get to know you, always knock on the door before they come in, can ask Debbie for anything”.

(Respondent D).


“Yes, they call you by your Christian name, always knock on the door before they come in to announce themselves”.

(Respondent E).

All residents also stated that they felt that they could make informed decisions about their daily lives:


“You can get drinks and food when you like”.

(Respondent A).


“I can come down here or stay in my room, Debbie lets me do what I like”.

(Respondent B).

“There is a choice of activities and you can choose if you want to take part, they don't force it on you, if you want to just sit and relax, they allow you to do that”.

(Respondent C).


“You can do what you like in here, if you want you can have your own television in your bedroom”.

(Respondent D).

Although furniture is provided, residents are encouraged to personalise their rooms, they are permitted to bring their own furniture and are also encouraged to display photos, pictures, ornaments and books.

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:


“The staff do anything for me, very caring staff, I love staying here, I won't go back home”.

(Respondent A).  


“I cannot fault them, they bath me, put me to bed, always respond to my requests”.

(Respondent B).


“Staff help but allow you to do as much as you can for yourself.”
(Respondent C).

“I can't complain about anything, they're very gentle when they help you, I go to the hairdressers too”.

(Respondent D).
5 out of the 7 respondents who completed the ‘Visitor Surveys’ felt satisfied in regards to the support at Douglas Court:


“We are always offered any help we need and tea or coffee if required. My mother does not leave the home now, when she did come out there was never a problem and they welcomed her back”.

(Respondent I).


“Have been offered to go on trips with my mum when the home offers them, also when we take mum out they always have get ready with a bag of things to take”.

(Respondent J).

It was apparent that the majority of visitors were satisfied in regards to the provision of care at Douglas Court.  In regards to the provision of physical care, comments included:


“Caring staff, good accommodation”

(Respondent F).


“It doesn't matter what my mums needs are as the staff always make sure they are met in a thoughtful, caring and dignified way”.

(Respondent G).


“Mum is always clean and tidy, even though she is in bed, the doctor or nurse are called as needed”.
(Respondent I)

“Mum is given her medication regularly when she has been poorly, the home is very quick to call her doctor for a visit and inform us”.

(Respondent J).

In regards to emotional care, the visitors stated that:


“Empathy with patients, good care plans”.

(Respondent F).


“The staff are always at hand to support my mum and myself - I've cried a few times and staff understand”.

(Respondent G).


“Because we can always approach the staff to talk about my mother and her problems, they are very supportive of her too”.

(Respondent I)

“Mum is almost deaf and the staff a re so patient in telling her things even though they have to repeat them selves several times”.

(Respondent J).

And finally, all of the respondents regarded the provision of food and activities as adequate to meet the needs of the residents at Douglas Court:


“My mum has gained weight since coming to the home, unfortunately her condition prevents her from describing food and activities but there seems to be plenty to do”.

(Respondent F).


“Very much so - excellent food catered for my mums needs. Activities always available, but my mum isn't able to do anymore”.

(Respondent G).


“My mum is very fussy with her food but they always have a nice meal ready for her”.
(Respondent H),


“We have never had any problems with the food provided. Many activities are available for those who want to take part. Many visiting entertainers come day time and evening”.

(Respondent I).


“The quality and choice of food is wonderful, mum has out on weight in the twelve months she has been here, the staff are regularly doing activities with those who want to”.

(Respondent J).

Safeguarding and Safety

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 Douglas Court, including alarm cords in every room and all communal areas. 

Infection control is also dealt with and monitored 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 residential home, and the feedback from the residents and their visitors were largely positive.

Regarding the staffing levels at Douglas Court, The LINk Team observed a number of staff members during their visit, attending to the various needs of the residents.
It is evident from the data that the respondents who completed the ‘Staff Survey’ had mixed views in regards to the level of carers on duty at Douglas Court to meet the needs of the residents:


“Individuals need different needs and it varies from day to day”.

(Respondent L).

The respondents held positive views in regard to the level of housekeeping staff on duty at Douglas court in order to meet the residents needs:


“The home is kept to a high standard of cleanliness”.
(Respondent L).
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 Douglas Court felt that residents should be treated with the up most dignity and respect at all times, to be provided with a good standard of personalised care in order to meet their physical and emotional needs, to be given the choice of how to spend their days at the home, to ensure that they are kept safe and that their general welfare is taken care of.

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 Douglas Court.  Both of the surveyed employees expressed satisfaction with their jobs and it is evident from the results that the view of the management team largely positive in the view of the employees who completed the ‘Staff Survey’:

Both of 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 Douglas Court:

“Can approach management if I need help”
(Respondent L).
Additionally, both of the respondents expressed positive views in regards to whether they felt valued at Douglas Court:

“We have regular appraisals to assess how we are doing and to see if we have any concerns”.
(Respondent L).
However, neither of the employees surveyed at Douglas Court felt that they had enough time to fulfil their duties:

“Too much paperwork takes time away from residents”.

(Respondent K).

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

All of the respondents demonstrated an awareness of dignity and the need for sensitivity in care.

It can be perceived that at this micro level, dignity in care is present at Douglas Court, with the support from macro levels, such as Government guidelines, standards and policies.

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 Douglas Court, the only frustrations indicated to by residents were those related to growing older rather than the care they received at Douglas Court:

“I get frustrated when I can't do what I want to do, but that’s just part of growing old”.

(Respondent C).

Respondents also indicated that if they did experience any frustrations or issues at Douglas Court, they felt comfortable reporting them to the relevant people:


“Not as far as I'm concerned, if there was you can speak up about it”.
(Respondent E).
In terms of recommendations made by the surveyed residents, the majority of residents indicated that:


“I wouldn't like to see any change”.

(Respondent A).


“I'm quite content with everything.”

(Respondent C).

“I've been here three years, I think that speaks for itself”.
(Respondent D).


“You've got to make the most of it, some people can be funny, but it's up to the individual how you handle things”.

(Respondent E).
In terms of recommendations made by the visitors to Douglas Court, the majority of respondents were largely positive:


“I wouldn't want to change anything because I am aware that they do the best they possibly can to care and support my mum and myself - I would recommend (and I have done) the home to anyone needing care”.

(Respondent G).

Recommendations did include:


“Perhaps a newsletter describing recent activities would help as my mum cannot remember well enough to tell us. Only find out when staff tell us”.
(Respondent F). 

“A few more staff at weekends”
(Respondent I).


“That the staff and managers could get some kind of recognition for their hard work, dedication and the love they show for the residents”.

(Respondent J).

And finally, employees at Douglas Court suggested that:


“More time to spend with residents, less paperwork” 

(Respondent K).


“More staff less paperwork “
(Respondent L).

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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