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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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Service Information

Name: – Elvaston Lodge Care Home. 

Address: – Elvaston Lane, Alvaston, Derby, Derbyshire, DE24 0PU.
Telephone: – 01332 572444. 
Fax: – 01332 572555.
Email -  

Name of registered provider: – Zion Care Homes Limited.
Provider Web Address: – www.elvastonlodge.co.uk 

Name of registered manager: – Kathy Brown
Type of registration: – Care Home.
Number of places registered: – 36.
Category of registration: – Old Age.
Summary
Elvaston Lodge Care Home was visited by Derby LINk, a team of three, on the 28 of July 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 5 residents out of a total of 36, 2 male residents and 3 female residents, speaking to them about their experience of care and living at the care home, assisting them to complete the survey.  Also, we received 5 self completed visitor surveys and 3 self completed staff surveys within the time frame allocated.

This report presents the findings from Elvaston Lodge 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 Elvaston Lodge 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 Elvaston Lodge 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 Elvaston Lodge Care Home.

Brief Description of Services
Elvaston Lodge Care Home, provided by Zion Care Homes Ltd., is located in a fairly quiet residential area next to a primary school. The signage is adequate with a sign displayed on the side of the building, visible from the road approaching the home.  At the time of our visit the home was undergoing building work to create four new bedrooms and a large activities area.  There was some space for parking in an area through the entrance gates with a fairly small gated garden, which the LINk Team were informed the residents helped in the planning and design. There were potted plants decorating the building and the garden area, which also had seating for the residents to relax in.  Due to the building work, the main entrance was blocked off at the time of the visit, so the second entrance leading into the lounge from the garden area was used instead.  
The home is a purpose built building for 36 residents, with wide doorways and corridors, allowing residents to move around freely and comfortably. The lounge area is large with two separate seating areas, one with a television set, and a dining area towards the rear. The large french doors allow a lot of natural light into the room and the positioning of the furniture, including the seats and dining tables encourage the residents to interact with one another.  Next to the dining area are the kitchens, and the back of the room leads onto a corridor.  This corridor provides access to residential bedrooms, a toilet (next to the lounge), a bathroom, including hoists and other equipment to aid mobility, an office area, a locked, medication storage room, a shower room and the lift and stairs to the second floor.  
Upstairs is set out similarly, with residents private bedrooms, a communal lounge, a slightly smaller dining area, a bathroom with a Parker Bath, a wet room, hair salon and what will become the new activities room.  All the bedrooms, both upstairs and downstairs are a reasonable size, with four larger rooms which could potentially be used as double rooms, all of which can be provided either furnished or unfurnished and all are en – suite.  
The decoration of the home is clean and neutral and there is an intercom system throughout the home for the front entrance. Along the downstairs corridor there is a large activities board displayed on the wall which was filled with information, including the latest CQC report and the homes newsletter. The board also advertised the provision of the tuck shop, which a resident was involved with carrying out, and services such as hairdressing and manicures with a price list.  Activities such as Knitter Natter, Aromatherapy, Dance, Garden Crafts, Card Making, Book Club, Exercise, History, Drawing and a Residents and Visitors Meeting were advertised with the correlating dates and times. Also throughout the home, there are A4 printed, colour, laminated, signs on the walls, directing residents and visitors around the home.  In each of the dining areas, there are large menus displaying daily choices for all meal times including the use of pictures.
At the time of our visit the majority of residents were sat in the communal areas, in groups, individually, with visitors and with employees. All the residents looked comfortable, in smart, clean clothes.  As the LINk team arrived a number of residents were being taken out of the home to a dance class, held specifically for them. The residents were interacting well with one another, the employees and the LINk Team.
The Manager informed us that the home was a mixed unit, of both residential and dementia patients, who had recently been admitted into the home. The majority of employees are trained to Level 2 Understanding Dementia, this allowed for the intake of more patients with dementia and also for keeping patients who may have started to deteriorate, rather than have them moved to a nursing home. The LINk Team were informed by the Manager that there were 5 employees on shift in the morning, 4 during the afternoon and 2 during the night, however this could change depending on the needs of the residents at any given time.  Also, there are 2 trained medicating staff at the home in order to deal with the needs regarding medication provision.  The Manager informed us that she runs an open door policy, so that residents or visitors could approach her with any issues or problems that may arise, and although the home did not currently have any volunteers, they did often have people on work experience placements to assist under supervision.  
The new activities room, the LINk Team were informed will be able to hold much more residents, as at the minute, activities were held in the lounge downstairs, which wasn't ideal as everything had to be stopped and cleared away for meal times, and also, anyone who didn't want to be involved may have felt disturbed with activities being held around them.  The new activities were set to run much more frequently and the Activities Coordinator is creative in the planning, including baking and crafts.
In conclusion, Elvaston Lodge Care Home appeared to be a very busy establishment, however, its atmosphere was not infringed on, and employees ensured that the residents could relax in a calm and peaceful atmosphere.
Findings
Residents

Perceptions of Happiness amongst Residents
The residents who consented to participate in the research had all been living at Elvaston Lodge Care Home for varying lengths of time, from just a few months up to five years, and for a variety of different reasons.  Each individual story provided a unique insight into the experience of care received at Elvaston Lodge Care Home.

The majority of residents surveyed felt that they were “happy” living at Elvaston Lodge Care Home:

“I'm just content with being here, everything suits me”.
(Respondent E).
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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 at the home.  The level of happiness amongst residents at Elvaston Lodge Care Home 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 views of the residents the majority of these requirements were met at Elvaston Lodge Care Home, residents valued the choice of meals available to them, their personal space, the standard of cleanliness and standard of facilities, the atmosphere at the home, the company, the activities and employees and also the location of the home.  One resident found it:

“Very good, very good, I fall over and do all sorts of peculiar things but I am never left alone, I am always picked up and sorted out, the staff have something built in which makes them caring”.
(Respondent D).

Experience of Care
The majority of residents surveyed at Elvaston Lodge Care Home described their experience of care as “very good”, 


“Staff are very, very good, they do anything for you”.
(Respondent B).
This assertion was observed during the LINk Teams visit to Elvaston Lodge, where employees were observed assisting residents with their needs and interacting on a personal level.

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:


“We also have dancing, I waltzed around here this morning, a bit of fun, you know, a sing along”.

(Respondent A).
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.  

Overcoming the Risk of Loneliness
One theme identified amongst the residents as contributing to a sense of well being at Elvaston Lodge Home was overcoming the risk of loneliness: 


“I now have someone who can be with me all the time”.

(Respondent D).
Loneliness is a common problem amongst vulnerable people, incurring both physical and emotional risks amongst the elderly particularly, from the risk of falling and loss of motivation, to agoraphobia and mental health problems such as depression.  Relocating from an isolated environment to one where friendships are developed and encouraged, overcoming loneliness can only have beneficial implications to individuals in care:


“The staff in particular I get on well with, and the other residents”.
(Respondent E).
The rapport between employees and residents was evident at our visit to the care home, with observed interaction and involvement, either in order to ease confusion or just general chat.

Standard Of Services.
Another theme identified through the visit to Elvaston Lodge Care Home was that of the standard of the provision services:


“The meals and accommodation are very good and the staff are very friendly”.

(Respondent E).

And another resident supported this through discussing how the services and care had benefits related to health:


“Food is very good, I didn't eat when I was on my own, I blacked out a few times”.
(Respondent B).

Through a combination of providing support and encouraging independence, Elvaston Lodge Care Home appears successful in providing care that is both required and appreciated amongst its residents.
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 Elvaston Lodge Care Home 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:


“I can have a lie in if I want, if I want anything I can ask and I get it”.

(Respondent E).
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 was up held and maintained:


“I know most of the staffs names and we get on. A very friendly atmosphere; very polite staff.”

(Respondent E).


“Respect my privacy by knocking. Arrange for us to go to Church or on trips if we ask. They look after our belongings”.
(Respondent D).
And finally, in regards to making informed decisions, the residents surveyed felt that they were able to make choices in regards to their daily lives and their care:


“I could choose to go on a trip if I wanted; choice of what I eat and do, its lovely food and I can choose what I wear”,
(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 at Elvaston Lodge Care Home.
Frustrations

Of the remaining residents, only 20% felt “neither happy nor unhappy” living at Elvaston Lodge Care Home.  Through Further discussions, it became evident that the majority of frustrations felt by the residents were a natural reaction to a change in circumstance rather than a fault of the home:


“I'd rather be at home, I had to sell my house, I don't like being so dependant on people”.

(Respondent A).


“It's still a bit new but I'll get used to it”.

(Respondent C).
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

Perceptions of Happiness amongst Visitors

The three visitors who completed the survey, all made useful contributions to this research into dignity and experiences of care, and suggested that the experience at Elvaston Lodge Care Home was positive, in regards to the residents themselves and also their visitors.

All of the respondents were happy with the physical, medical and emotional care provided by Elvaston Lodge Care Home to the residents, and also with other aspects of care such as the provision of activities:


“Staff are always friendly as soon as you enter the home. Always happy to chat with you, the atmosphere of the home is so welcoming”.
(Respondent I)
Aspects of Importance Regarding Care

During the survey, visitors were invited to list what they considered to be of most importance for those living in supported accommodation, and from those discussions, a number of themes the visitors viewed as significant could be identified:
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Visitors valued the quality of the standard of care provided at Elvaston Lodge, the procedures in place to ensure security and safety that individuals adhered to, the cleanliness of the home, the attitude of staff creating a relaxed, homely atmosphere, the happiness of the residents, the choice of meals and activities, the attention to medical care, the smaller details ensuring comfort for the resident and companionship amongst the residents.
Experience of Visiting

In terms of visiting residents at Elvaston Lodge Care Home, the majority of those surveyed overall felt it was a positive experience for a number of different reasons.

Visitors valued the flexible visiting times, allowing for visitors any time during the day or the evening:


“The home promotes an open house policy and you are always encouraged to visit anytime”.
(Respondent I)
All of the visitors felt that they were made to feel welcome at Elvaston Lodge Care Home, describing the staff as “friendly”:


“Always greeted by very pleasant courteous staff”
(Respondent J)
And also, all of the respondents felt that they were supported when either visiting or taking residents out of the home:


“(They) are very happy for us to take mum out and are helpful when explaining medication”.
(Respondent K).

Dignity in Care
All of the visitors viewed the employees as friendly and helpful, and stated that the residents were treated in a dignified and respectful manner:


“On the whole, staff give the impression of really caring about individuals”.

(Respondent K).

Another visitor described it as:


“This is very obvious when you see the great relationship between staff and residents”.
(Respondent I)
The value of this knowledge is invaluable, from addressing a resident by their first name and knocking on bedroom doors before entering, to ensuring that loss of dignity is reduced during activities in which dignity may be compromised, such as support in hygiene and dressing, provides visitors with peace of mind in regards to situations which are out of their control.

Communication
All of the visitors agreed that they were kept up to date with information in regards to their residents:


“If I am not visiting then a member of staff will telephone to advise. If I am visiting them I am informed as soon as I enter the building”.
(Respondent I)

“I get phone calls if paramedics or doctors visit mum. Staff always seem up to date with medical conditions and always willing to answer my questions”.

(Respondent K).

It is evident from the surveys that the procedures in place at Elvaston Lodge Care Home regarding the medical care of its residents contribute to the overall satisfaction of the home felt by the residents.  
Successful Care Planning
Also, all of the visitors surveyed felt that their residents care plans were followed successfully:


“Each change of shift is fully aware of whatever happened on the previous shift. And in my mothers case - followed precisely”

(Respondent I)
Through a combination of balancing regulations against personalised care Elvaston Lodge Care Home creates an atmosphere which not only supports the residents in their health and social care needs but also creates a relaxed, stress free environment.

Frustrations

In regards to any frustrations regarding the provision of service at Elvaston Lodge, one visitor felt:


“…disappointed that my mum never appears to do much in the way of activities…no evidence that she exercises regularly”
(Respondent K).
However, the visitor did go onto state that:


“this may be due to her unwillingness and her lack of ability”.

(Respondent K).
None the less, it is important that the home can evidence that all residents are encouraged and included to participate in activities that are beneficial for their health.
Findings

Employees
Perceptions of Happiness amongst Employees

The employees at Elvaston Lodge Care Home who completed the survey had all been working at the care home for a number of years, and a variety of different roles.

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


“I feel we provide one of the best residential homes in the Derby area and I am very happy to be employed by Elvaston Lodge. I enjoy all aspects of my job”.

(Respondent H).

Also, all of the employees surveyed enjoyed interacting with different people, providing care and making the home a nice place to live.

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.
Themes such as individualised care, respect and dignity, security, choices, rights and informed decision making, happiness, standard of care and companionship were all considered to be important aspects of care amongst the employees at Elvaston Lodge.
Experience of Employment

From the surveys it is possible to ascertain that all of the respondents felt that there were enough care assistants on shift at Elvaston Lodge to meet the needs of the residents:

“Senior care staff inform the manager if a residents needs increase and an extra care staff is required. We operate a bank staff rota so we always have staff we can call upon at short notice”.

(Respondent H).

Also, it was apparent that all the respondents felt that there were enough housekeeping staff members on shift at Elvaston Lodge to complete the day to day tasks that were required at the home:


“The home is cleaned to a very high standard and we have regular comments from visitors and other healthcare professionals at how clean the home is”.

(Respondent H).
Time
During the survey employees were asked whether they felt they had enough time to complete all the tasks required for them to do on shift, and from the surveys it is possible to ascertain that all of the respondents felt that they had adequate time at Elvaston Lodge Care Home:


“I am up to date with all of my procedures”.

(Respondent H). 
Value
Also, all of the respondents indicated that they felt valued within the workplace and that their experience of support at Elvaston Lodge Care Home was effective and positive:


“I am told by my manager and home owner that my work is very good and that they are happy with what I do”.

(Respondent H).

Creating a happy workforce, through an adequate support system and praise, in turn, resonates throughout Elvaston Lodge Care Home, creating a less formal atmosphere, contributing to effective, individualised care.

Sound Judgement
All of the employees felt that they never had to do things against their better judgement, stating that:


“Would not like to do something that I think is the wrong thing to do. I do not feel I have ever been put in this situation at work”.

(Respondent H ).

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 Elvaston Lodge Care Home, ensuring that procedures are followed and best practice methods are in place.

Frustrations
In terms of the frustrations felt by employees at Elvaston Lodge Care Home, reference was made to not feeling appreciated by the residents and a lack of communication amongst employees on occasion.
Overall, however, employees generally described a demanding but pleasant working environment, 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 Elvaston Lodge 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 Elvaston Lodge 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 Elvaston Lodge Care Home, 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 Elvaston Lodge.
However, one visitor did recommend involving more residents within the activities and perhaps consulting the residents on what they would like to do, but did admit that the current low response rate for activities could be due to the residents unwillingness to participate.

And finally, one employee recommended that Elvaston Lodge should:


“improve our services even more to qualify as an excellent home rather than our current good star rating”.
(Respondent H).
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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