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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: - Forest View Care Home.  

Address: - 31 Village Street, Old Normanton, Derby, Derbyshire, DE23 8TA.
Telephone: - 01332 271863. 

Fax: - 013332 272534.
Email: - europeancaresw@aol.com 
Name of registered provider: - European Care Ltd. 

Provider Web Address: - www.europeancare.co.uk 
Name of registered manager: - Nadine Protheroe
Type of registration: - Care Home with Nursing. 

Number of places registered: - 35. 

Category of registration: - Old Age, Dementia.
Summary
Forest View Care Home was visited by Derby LINk, a team of 4 on 19 October 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 3 residents out of a total of 35, 1 female and 2 male, speaking to them about their experience of care and living at the care home, assisting them to complete the survey.  We also received 3 self completed visitor surveys; however we did not receive any self completed staff surveys within the time frame allocated.

This report presents the findings from Forest View 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 mixed views regarding the experience of care at Forest View 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 Forest View, 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 Forest View Care Home.

Caveat: the findings of this report relate to the period before the new manager took over. All respondents informed us that standards had improved under the new management and people felt confident they would continue to do so. Subject to continuation of the LINk project, we will carry out a repeat visit in 2011.
Brief Description of Services
Forest View Care Home is clearly signposted from the road in addition to the care home next door.  At the time of our visit construction work was underway to join the two homes, although there was room for parking to the front of the two buildings. Through the door is a small reception area with a signing in book and a notice board on the right, and a window into the office on the left.  It needs to be noted that the manager informed the team that the owners, European Care Ltd, are planning for shared facilities with next door and the refurbishment is underway.  To the back of the home is a small garden area, part of which is being lost due to the corridor linking the two homes.  There is a lawn, a paved area with seating, plants in the ground and in pots, a shed, a bird bath and pet rabbits.
Through the secure door is a corridor leading to the offices and communal areas.  The corridor is bright and is decorated in yellow.  The offices stretch fairly far back into the building on the left and are sectioned into three areas, also there is a lounge located next to the offices.  On the opposite wall to the entrance is another lounge area and a dining room.  These communal areas by contrast to the corridor are very dark, with furnishings for the residents to use.  The dining area has a display board detailing the choices of meals available on the day, 4 at breakfast, 5 at dinner and 4 at tea time. The board also displays the date and a list of activities taking place.  The dining area provides access to the kitchen but under the new plan this layout is due to change. 
There are a total of 35 single rooms, all with en - suite facilities at Forest View Care Home.  Also there are a total of 2 bathrooms with hoists and a Parker Bath, and 2 shower rooms.  12 of the bedrooms are located on the ground floor with 1 bathroom and 1 shower room.  The remaining bedrooms and bathrooms/shower rooms are located on the second floor which can be accessed via the stairs or a lift.  Upstairs there is also a treatment room for the storage of medication which are recorded and locked in line with regulations.  The home doesn't keep lots of stock, just enough for the month including syringes and dressings.  All nursing staff deal with medication but all staff are trained.  Although majority of procedures are carried out in a residents’ bedroom this room does afford privacy for both the residents and their relatives if required.  
Wheelchairs appeared to be stored under the stairs.  The bedrooms were of different sizes and residents are encouraged to personalise them with pictures, photos, belongings and pieces of furniture, although basic furniture is provided as well as a television set.  Alarm chords are also located in each room and the home has started to introduce wander mats for those who get out of bed during the night.  
The decor throughout the home is in need of updating, however, the manager informed us that the revamp includes a total over haul of the decoration, carpets and furniture; however, employees had not been consulted. The manager informed us that the current laundry in the basement is too small but the refurbishment means there will be a much bigger laundry shared between the homes.  Currently there is a maintenance room with storage, and a staff room with display boards, drinks machines and seating.  Above the laundry it is planned for a central kitchen to be built to serve the two homes. Throughout the home there were certificates displayed on the wall including the fire procedures and there was also signage for residents and visitors.
At the time of our visit the majority of residents were in the lounge areas, on their own, in groups and with visitors.  Some residents were in their rooms and one or two were moving around the home.  Residents looked comfortable and the majority appeared to be interacting well with one another and the LINk Team.  Towards the end of our visit residents were taking part in activities led by a member of staff.
On going development at Forest View means that all beds are being replaced with profiling beds.  The Manager has had no budget constraints from European Care and the area manager regularly comes to visit. 
Findings
Involvement and Information

During the visit at Forest View, 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.

Two of the visitors however, indicated that after admission, involvement of care was not continued through regular meetings between the resident, their family and service providers:


“Sometimes I have to ask how injuries have occurred, or I am informed of an event only on my next visit”. 
(Respondent D).


“Communication isn't very good. When I contacted the manager about dads weight loss she couldn't locate the file and told me she would ring me back. When she did she had to ring my brother first because she couldn’t find my details, of which I know the home has”.
(Respondent F).
It is however, important to note that the management structure at the home has recently changed and as a result is currently under development. It is important that residents and their families have access to information and are kept informed of any changes at Forest View Care Home in order to receive the best possible care.    The Manager also informed The LINk Team that there is an open door policy, in the event that any requests can be answered or issues can be addressed as they arise.

Personalised Care, Treatment and Support

The residents who consented to participate in this research had all been living at Forest View Care Home for varying lengths of time, from a year and a half 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 Forest View.

Only 1 out of the 3 surveyed residents described themselves as “happy” living at Forest View:

“The people are all nice; they all treat you like yourself”.

(Respondent B).
Of the 2 remaining residents who indicated that they did not know how to describe their level of happiness, both of the residents clarified that it was the situation of being in a care home rather than the home itself:

“It's not home”.

(Respondent A).


“You can't beat home, home comes first”.

(Respondent C).
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 of care and the skill set of the staff, the attitude of staff contributing to a friendly atmosphere, the proximity of the home to family, friends and the local community, the quality and choice of food at the home, the level of visitors received, being able to choose to spend time, in ones own room, or in the communal areas with the company of others, and also feeling as part of a community: 
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In the residents’ views, the majority of these aspects were met at Forest View, and this was observed by The LINk Team during the visit.   

In terms of personalised care, all of the surveyed residents felt that they were respected as individuals at Forest View:


“Staff will help to take to Church if family can't do it; most of the staff treat me with respect”.

(Respondent F).


“Everything you want to do yourself you can”.
(Respondent B).

It is important that all employees at Forest View continue to treat all residents as individuals and provide care in a dignified and respectful manner.

However, only 1 out of the 3 surveyed residents felt that they could make informed decisions about how to spend their time each day at Forest View:


“You can do as you like, if you want to move you can, if you don't you don't have to”.

(Respondent B).
Through further discussion, those who felt they could not make informed decisions explained that this was as a result of their illness: 

“Not able to due to illness”.

(Respondent A).

“Within limits of illness”
(Respondent C).
At Forest View residents and their families are also encouraged to personalise their rooms to their taste.  Although basic furniture is provided, including a bed, wardrobe and  a television set they are permitted to bring their own, including chairs, 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 supported throughout their stay at Forest View to celebrate their personal, social and cultural identity and to maintain as much of their independence as possible.  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, each of the 3 surveyed residents held different views regarding the care they received at Forest View:


“Friendly, very nice, they look after you”.

(Respondent B).


“It's alright”.

(Respondent C). 


“The quality of care varies, sometimes personal hygiene is missed; more staff would help to address this”.

(Respondent A).
Employees need to ensure, as far as practically possible, that personal support is provided in a timely fashion in order to maintain dignity in care for all residents.

Residents and visitors were also invited to discuss other aspects of care such as the provision of food and the availability of activities to participate in at Forest View.  In regards to the provision of food, comments included:


“More choice of food, such as Jamaican”
(Respondent C).

“More staff are required at mealtimes to assist clients”.

(Respondent D).

“My daughter visited recently and as my dad doesn't like a big meal he had been given finger food, which is ok if he was actually eating it.  He's lost and awful lot of weight since being here, he wasn't being encouraged to eat his food at all, apart from by my daughter.  He had a drink but it was too far away from him to reach it, my daughter got him another drink and he must have been so thirsty because he had four in the time she was there”.

(Respondent F).
Employees need to ensure that residents who require assistance at meal times are provided with support throughout their meal.

Comments received regarding activities at Forest View were at odds with what was observed at the end of The LINK Team Visit:


“There are little activities, no attempt to orientate clients to daytime.”

(Respondent D).  
“My father isn't encouraged much”.

(Respondent F).
Perhaps a more structured approach to activities and more encouragement of the residents is required in order for activities to be beneficial for residents at the home.

In regards to whether visitors felt supported at Forest View, it was made evident through the ‘Visitor Surveys’ the respondents had mixed views:


“Staff always speak. Offer tea or coffee.”
(Respondent D).


“Some of the time the staff make a fuss, but I don't want them too, often when I've complained they won’t approach me for a few visits”.
(Respondent F).
Additionally, visitors were invited to discuss their opinions of the provision of medical, physical, and emotional care at Forest View, although visitors were satisfied with the care that was provided there were some negative issues raised.  In terms of medical and physical care, comments included:


“Generally, some staff are far better than others & this shows. Very rarely am I upset by how unkempt my father looks”.

(Respondent D).
“Because I have nibbled away dad is fairly clean, I do his nails, we had an issue with the home not having a hairdresser.  When he arrived my father had a hearing aid, this disappeared, I think it may have been thrown, he didn't like it so I imagine he's happy but he is very deaf”.
(Respondent F).  

In terms of emotional care at Forest View, comments included:


“Staff only spend time with clients to deal with their physical care”.

(Respondent D).


“More time could be spent talking with residents. Staff are usually very busy”.

(Respondent E).
It is important that residents receive the correct medical, physical and emotional care to meet their individual needs.  Not simply due to their physical health, but also their dignity, sense of self respect and mental health.

The respondents who made these comments suggest that staffing levels and support for employees are not currently sufficient in meeting the needs of the residents, The Manager however, is addressing these issues in the restructure. 
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 Forest View Care Home, including alarm cords in every room and 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 and visitors were asked to consider the conduct of employees at the residential home, and the feedback from the residents and their visitors were fairly mixed.

The LINk Team were informed that there are 5 carers and 2 qualified members of staff on in the morning, 4 carers and 2 qualified members of staff in the afternoon and 3 carers and 1 qualified member of staff during the night.  The Manager informed us that sickness is a problem, especially if a member of staff needs to escort a resident to the hospital and has recently employed a bank nurse who is on call and is employing more agency staff.  Also she has employed new staff to start, including 1 laundry assistant who works 8 - 2, 1 domestic who works 8 - 2, another who works 11 - 6 and another domestic who works 10 - 2 and also helps in the laundry, Monday to Friday.  On the weekends there is 1 domestic who works 11 - 6.  There is 1 activities coordinator who works 25 hours  a week organising singers and entertainers to come into the home, she also spends time talking to residents, building a profile of their history and likes, reminiscing and painting their nails.  There are also relative and family meetings.
Unfortunately, due to the lack of response from employees at Forest View Care Home in the ‘Staff Survey’ it is difficult to ascertain an overall view of the suitability of staff at the care home.
During discussions with The manager, who arrived at the home in August, her first impressions of the existing staff team were that carers were nice but complacent, stuck in a routine, managers have been few and far between so structure has been lacking.

During discussions with visitors to the home, 2 out of 3 of the surveyed respondents expressed mixed views in regards to whether employees were successful in treating the residents with dignity and respects:


“Generally yes, although some staff can be patronising & at times show lack of respect”.
(Respondent D).


“When my dad first moved in they wanted him to wear joggers because they're easier to handle, my dad has never worn joggers in his life, so I said no. Also, the staff in the laundry were washing his clothes on a too high temperature, this was ruining his clothes, I offered to do them but the home wanted to get it right. Previously, under different management, I noticed that his bed was filthy, when they were informed he did get a new bed but it shouldn't have got into that state in the first place. Ever since he's moved in his curtain nets have been hanging off the rails”.

(Respondent F).

Conclusion and Recommendations
In conclusion, the findings from these surveys suggest that Forest View Care Home is working towards providing a Health and Social Care Service which satisfies the majority of surveyed residents and visitors. It should also be noted that there are definite signs of improvement in the service under the new manager, which was acknowledged by all respondents.  However the visitors who completed the survey were dissatisfied with the level of staffing at the home and felt that it had a direct effect on the care that was provided:
“More one-to-one care in addition to basic care is required.  For example taking clients for short walks, reading with them, showing family photos etc… For staff to spend more time with clients at mealtimes rather than worrying about feeding themselves”
(Respondent D).


“More staff could perhaps sit and talk/comfort residents who are immobile”.

(Respondent E).
All of the respondents demonstrated an awareness of dignity and the need for sensitivity in care, although one visitor suggested that:

“More time could be spent telling the resident what is about to happen to them - "I am going to take you to the toilets now" for instance”.

(Respondent E).
It can be perceived that at this micro level, dignity in care is present at Forest View Care Home, with the support from macro levels, such as Government guidelines, standards and policies.  However, issues of staffing levels and support need to be addressed in order for the employees to be able to assist 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 Forest View care Home, there were some issues:


“More interaction between staff and residents, much more stimulation for residents, more male staff to help build relationships, staff need to look after residents clothes and pay attention to washing instructions.”.

(Respondent A).

One visitor who completed the ‘Visitor Survey’ recommended a number of issues needed to be examined at Forest View Care Home:


“For me the owners don't seem to have a lot of interest, more motivation for the staff is needed and support from the top down, a the moment there is no guidance”.

(Respondent F).

It will be interesting to assess the differences in the home after the refurbishment and restructure is completed.
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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