Derby LINk Care Home Visit – Liversage Court 20/09/2010.
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Derby Local Involvement NetworK
Care Home Research Report

Name: - Liversage Court.

Address: - 1 Liversage Place,


       Derby,


       Derbyshire,


       DE1 2TL
Staff: - Jessica Davies.


 Saima Ayaz.

Volunteers: - N/A.

Date: - 20/09/2010.

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: - Liversage Court. 

Address: - 1 Liversage Place, Derby, Derbyshire, DE1 2TL.

Telephone: - 01332 291241. 

Fax: - 01332 205201.

Email: - Jennifer.Bannister@liversagetrust.org.uk   

Name of registered provider: - The Liversage Trust Charity. 

Provider Web Address: - N/A

Name of registered manager - Jennifer Bannister.

Type of registration: - Care Home.

Number of places registered: - 40. 

Category of registration: - Old Age.

Summary

Liversage Court Care Home was visited by Derby LINk, a team of 2 on 20 September 2010 in the morning 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 40, all female, speaking to them about their experience of care and living at the care home, assisting them to complete the survey.  We also received 9 self completed visitor surveys and 9 self completed staff surveys within the time frame allocated.

This report presents the findings from Liversage Court 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 Liversage Court, 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 Liversage Court, 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 Liversage Court.

Brief Description of Services

Liversage Court is part of a wider support service for people of old age, provided by a voluntary organisation, the home is located in a quiet cul-de-sac close to the city centre, the shopping mall and the train station.  The building is nicely presented, with a small space for parking to the front, seating and potted plants. There are a number of landscaped garden areas for residents to enjoy, either sitting out or planting flowers and vegetables.  At the time of the visit there was a seating area under construction with lights and a call system to be installed.  A number of outbuildings close to the home itself held freezers and products for cleaning, all stored under health and safety regulations.

The secure entrance door leads to a small waiting area, with seating and a signing in book for visitors, from here a corridor leads to an office area.  There are toilet facilities and a living and dining area close by.  The communal areas are large with furniture positioned in such a way that allows for interaction amongst residents.  The room provides access to the kitchen and outside areas.  Throughout the home there are laminated signs for residents to refer to, labelling each room and its purpose.  The windows in the living area look out over the garden, where there are bird feeders for small birds which residents can watch.  At the time of our visit the kitchen looked busy and clean, with staff members preparing meals. 

Through a corridor leading to another lounge there are notice boards for residents and employees highlighting training and safeguarding. There are also more toilet facilities with equipment designed to promote the independence of residents.  There is also a pay phone for residents and visitors to use.  The lounge is smaller than the main communal area with a large television and an organ, leading out to another garden area.

All the bedrooms are en – suite and personalised to the taste of the residents and each door have pictures of the residents and their names.  There is a kitchenette in each wing of bedrooms for residents and visitors to make their own drinks if they wish to.  Upstairs, which is accessed via a staircase and a lift is another lounge area, the music lounge which has been fitted with new furniture, the offices for the manager and the administrator, a staff room with chairs and a television, a large seating area leading to the hair salon, and more bedrooms. Throughout the home there are handrails along the walls, fire extinguishers and boards displaying photos of events.

At the time of our visit, the residents appeared happy, clean and comfortable, interacting well with one another, the employees and ourselves.  Residents were observed being assisted in every way by the employees at Liversage Court in a respectful and dignified manner.

The LINk Team was informed that medication is locked away and care plans are checked monthly, but daily routines are followed and any amendments are made at the time, there are also daily logs and daily checks such as risk assessment and manual handling.  

There is a choice of two at meal times on a five week rotating menu, there are also homemade cakes available for the residents and the laundry is done seven days a week.  

There are 40 residents in residence at Liversage Court, and the LINk Team were informed that there are 5 carers on shift in the morning, 3 carers in the afternoon and 2 waking carers and 1 sleeping carer during the night and that the sleeping staff member is a manager.  

There is a large activities board displaying activities, including massage, reminiscing, gentle exercises, poetry run by an external coordinator, and two volunteers help and often students assist, with sewing, nails and games as well as shopping trips.  External entertainers also come in to provide musical evenings. There is also an in house motivator who works every day who runs the garden club, crafts, an in house shop, film and bingo for the residents as well as seasonal themed events. The hairdresser visits three times a week and this is free every third week. A Chiropodist visits every six weeks which is also free. There are also a visiting dentist and optician. Most weeks there are Church services in the afternoon and the evening as well as twice weekly visits from the Roman Catholic priest.  Excursions include trips to the park, a summer party, fair and Matlock illuminations, garden centres and the cinema.  Residents also arrange their own entertainment and music evenings with socialising and old time dancing. All free services are funded by the trust.
Findings

Involvement and Information

During the visit at Liversage Court, the manager explained and evidenced with detailed records the process of admissions, from the initial assessment of the prospective residents, to receiving a welcome pack on arrival.  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. Annual reviews are pre arranged with the home manager, residents and next of kin as well as care manager if applicable. The care plans are reviewed every month and amended as required.  There are open meetings for employees and residents. The manager informed the LINK Team that she attends the residents meeting in full, and allows for issues to be raised without her presence. Residents can talk freely about how they feel one to one with the manager or with any other staff member whenever they wish.

Staff have supervision six times a year where the care link work is discussed. Also there are regular staff, resident and amenities meetings.

During the ‘Visitors Survey’, respondents were asked to comment on their involvement in the care of the resident.  All of the visitors who completed a survey felt that they were involved in the residents care plan:


“Each resident's care plan is made available to the staff on duty and they are very good at looking after and caring for the residents”.

(Respondent G).


“The care plan isn't just a document - they refer to it, and communicate regularly with the family to ensure that her needs are catered for”.

(Respondent I).
In addition, the majority of the visitors who completed the survey felt that they were kept informed and up to date regarding the health and care of the resident:


“Information is always shared quickly”.

(Respondent E).


“If the home think I need to know anything urgently, they will not hesitate to ring me”.

(Respondent J).

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

The residents who consented to participate in this research had all been living at Liversage Court for varying lengths of time, between six months and a year, and for a variety of different reasons.  Each individual story provided a unique insight into the experience of care received at Liversage Court.

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


“Comfortable, content, very pleased with the place”.

(Respondent A).

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 standard of care at the home, the attitude of employees and the provision of good nutritional food and effective activities and entertainment.  Residents at Liversage Court also valued the personalised care, the compassion of employees, the level of personal care and hygiene and cleanliness of the home and also having company and reducing the risks associated with loneliness such as isolation.  All of these aspects were considered by the residents to contribute to their over all well being at Liversage Court.   
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In the residents’ views, the majority of these aspects were met at Liversage 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 Liversage Court, and they could make informed decisions regarding their every day lives:

“Very much so, they like us & respect us & care about us”.

(Respondent B).


“They talk to me - say hello & good morning, knock on the door”.

(Respondent C).

Although furniture is provided, residents are encouraged to personalise their rooms, they are permitted to bring their own furniture, including chairs, wardrobes, televisions, curtains and bedding, residents are also encouraged to display photos, pictures, ornaments and books:

“Very pleasant place to live, nicely furnished, allowed to bring own furniture, feel this is my house”.

(Respondent B).

Residents are supported throughout their stay at Liversage Court to celebrate their personal, social and cultural identity and to maintain their independence.  Their care consists of a combination of assistance to carry out tasks that they can undertake themselves and also care that residents are dependant on employees at the home to carry out, tailored to each individual and their needs.  

Residents are also encouraged to take part in activities that are provided at the home:


“Enjoy bingo, win sometimes, entertainment & singing is good here”.

(Respondent C).

It was made evident through the ‘Visitor Surveys’ that visitors felt supported during the visit at Liversage Court:


“On our very first visit I knew this was the place I wanted mum to be. I was impressed by the homely atmosphere, comfortable sitting rooms, and the very warm welcome we received. All family members think it is a safe, calm, but stimulating environment in which to live”.
(Respondent I).

It was apparent that visitors had positive views in regards to the provision of care at Liversage Court.  In regards to the provision of physical care, one visitor stated that:


“They give my father his medication correctly and appear aware of his overall physical health & mental well-being (he has dementia)”.

(Respondent H).


“When mum first became a resident, they became aware of a physical problem which can give her some discomfort (at times). The duty manager phoned us immediately to check that this had received the appropriate medical attention prior to her admittance and made sure that all the information was included on the care plan”.

(Respondent I).

In regards to emotional care, again, all of the respondents expressed positive views:


“They are very caring and supportive of any resident, if they are suffering emotionally etc”.

(Respondent G).


“All staff provide reassurance to the people in their care and offer help whenever is necessary - nobody is ignored, even when they're repetitive (as in dementia)”.

(Respondent I).

Visitors were also invited to comment on the provision of other aspects of care, including the provision of food and activities at Liversage Court, and the majority of respondents were satisfied with the provision:


“I ask my relative quite often what he has had for dinner etc and he tells me the food is of quite a good standard on the whole. The activities have increased since the new manager's appointment”.

(Respondent F).


“There are activities if resident want to participate. Whilst they are encouraged they are not forced to join in. My mum is very difficult with food, but she is always offered alternative choices”.

(Respondent J).

Safeguarding and Safety

During the visit to Liversage Court the LINk Team did not encounter any safeguarding issues in regards to the care of the residents.

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 Liversage Court, including alarm chords in every room and communal areas and health and safety regulations and instructions are displayed for employees to follow.
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 once a week or more if wanted or required.

Suitability of Staffing

During the surveys, residents, visitors and employees were asked to consider the conduct of employees at the residential home, and although the feedback from the residents was largely positive, the feedback from both visitors and employees was mixed.

During the visit the LINk Team were informed that Liversage Court employed five carers on the early shift, three carers on the afternoon shift, and two waking carers and a sleep in manager overnight.  

From the data collected in the ‘Staff Survey’, it is possible to ascertain that the majority of the respondents felt that there were enough care assistants and domestic staff at Liversage Court in order to meet the needs of the residents:
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A Representation Of Whether Employees Feel That There Are Enough Staff 

Members On Shift At Liversage Court To Meet The Needs Of The Residents.
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“I feel we have adequate staff levels to meet the required needs of the residents and are able to deliver a good standard of care”.

(Respondent Q).


“Because residents are not given enough time to talk/chat with their key worker, because staff are busy doing other things”. 
(Respondent S).

Regarding the level of housekeeping staff employed at Liversage Court felt that:


“We have adequate domestic staff/housekeeping here, who are able to respond to all their daily duties in keeping the home to a high level hygienically clean in all areas of their duties”.

(Respondent Q).

These comments correlate with the comments made in the ‘Visitor Survey’ in regards to how the level of staff at Liversage Court directly affects the care of the residents.

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 Liversage Court considered the provision of good care, for residents to be treated with dignity and respect at all times and to have a choice on how to spend their days as most important.  Employees also valued the provision of a good nutritious diet, alongside privacy, safety, equality and independence, being able to report any issues, and having entertainment and company. 
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Also, respondents of the ‘Staff Survey’ discussed their likes and frustrations in regards to working at Liversage Court:

“Being able to spend time with residents and families. Giving residents a fuller life.  All things about the post I am in at the moment I enjoy”.

(Respondent T).


“Interaction with service users, helping service users with all aspects of personal care, getting involved with home activities”.

(Respondent U).

“Not being able to talk to the residents as much as I would like to due to my busy routine”.

(Respondent Q).

“Lack of team work between shifts (morning/afternoon and night”.

(Respondent U).

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 Liversage Court.  It is evident from the results that the view of the management team is positive in regards to the residents, their visitors and the employees surveyed during the research. 

All of the respondents from the ‘Staff Survey’ felt that they received adequate support, both physically and emotionally, from the management in order to carry out their jobs to the best of their abilities at Liversage Court:


“If I do have any problems or issues I can always discuss them with the homes registered manager, who is ready to listen and help with any concerns I may have”.

(Respondent Q).

“I have a brilliant manager. She understands everyone's problems and she doesn't take sides. She gives me more support in my job”.

(Respondent S).

Additionally, the majority of the employees surveyed at Liversage Court felt that over all they had time to fulfil their duties:

“We work well as a team, but when there's an emergency things are difficult, although other staff and my manager understand when things are left for the next shift”.

(Respondent P).


“Each day differs. Some residents may need more care on a day-to-day basis”.

(Respondent R).

And finally, all the employees expressed positive views in regards to whether they felt valued at Liversage Court:


“I feel I am a valued member of staff, any role here is significant as a senior member of staff, I feel I am part of a very good team, so yes I feel valued”.

(Respondent Q).

Conclusion and Recommendations

In conclusion, the findings from these surveys suggest that Liversage Court 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 employees at Liversage Court are 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 Liversage Court, 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 Liversage Court, however, one respondent did discuss an issue regarding fixtures and fittings:
“Window is slightly difficult to open - complicated. Radiator valves are stiff”.

(Respondent A).

The main issue discussed amongst the visitor surveys as regarded residents who suffered from dementia:


“Tighter control of dementia residents… taking in more and more dementia patients… is causing some upset amongst the mentally strong residents who get annoyed with some people just wondering around aimlessly”
(Respondent E).


“No residents with dementia”.
(Respondent K).

Derby LINk suggests that information needs to be made available for residents and their families, and methods need to be put in place in order for equality and interaction at Liversage Court.

Employees at Liversage Court mainly discussed tangible issues in regards to what they would like to see different at the home, including new carpets and uniforms:


“Different coloured uniforms”.
(Respondent N).


“Better carpet in the dining room and lounge as I feel it is a busy pattern and can confuse some of our more vulnerable service users such as those who suffer with dementia or Alzheimer’s”.

(Respondent U).
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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Sheet1

		Care Home: Staff Survey.

		Ward:		Arboretum

		Respondent.		Name of Nursing/Residential Home?		Job title?		How long have you worked at this Nursing/Residential Home?		Do you feel that there are enough registered nurses on shift at this Nursing/Residential Home to meet the needs of the residents? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that there are enough care assistants on shift at this Nursing/Residential Home to meet the needs of the residents? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that there are enough housekeeping staff on shift at this Nursing/Residential Home to meet the needs of the residents? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What aspects of your job do you like the most?		What aspects of your job frustrate you the most?		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home: Example One.		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home: Eample Two.		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home: Example Three.		Are you satisfied with your present job? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that you don't have to do things against your better judgement? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel you have enough time to fulfil your duties on shift? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel you receive adequate support at this Nursing/Residential Home, both physically and emotionally? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel your work is valued here at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What would you like to see different at this Nursing/Residential Home?

		M		Liversage House		Domestic		6 Months		1				1				1				Getting to know the residents.		Nothing		Cared for		Happy		Comfortable		1				2				1				1				1

		N		Liversage House		Care Assistant		4 Years		1		No need for anymore		1		Enough, good care assistants		1		No comment		Hours,staff, manager, impprovements to the home.		None		Good Care		Good Meals		Good Staff		1		No comment		2		No comment		1		Sometimes I need more time		1		Get all the support we need.		1		My work is always valued		Different coloured uniforms.

		O		Liversage		Relief worker		1.5 years		1		As a residential home, we have not got registered nurses		1		Unless in special circumstances on emergencies in which an extra carer will be required		1		3 housekeeping staff in everyday		Making the residents comfortable, working in a friendly home, supported well		I don't like it when staff blame other staff on their shift when something goes wrong instead of coming up with a solution to solve the problem		Personal care		Good diet		To be treated with dignity		1		Regarded as a valued member of staff. Now have good training so can do my job better. Have opportunity to improve myself. Can discuss with the manager if I have a problem		1		Better now as write the daily logs and get involved with the care plans. Also have better handovers		1		The time is enough to fulfil my duties. Some staff members are very supportive, we work as a team and enjoy our shift. We have all our duties done in time		1		If I am not satisfied with the way a member of staff has treated me, I report it to senior staff or management. I feel it is only proper to have the case investigated or action taken		1		I am often praised for my good work by management. If I do anything wrong it is explained to me without everyone being involved		Nothing at moment. The manager has changed the day-to-day running of the home with improvements

		P		Liversage Court		Care Assistant (& nights & domestic (relief))		3 years		1		Not a nursing home. Staff are well trained though		1		Staff work well as a team, we help each other at Liversage. Good as working with the same staff		1		Home always smells nice and fresh. There are 3 domestics on a day, including weekends		Supported well by the new manager. Get regular supervision. Enjoy caring for residents. A very friendly home. Feel valued. Love joining in with outings and activities that have been organised for the residents. Enjoy going on trips with other staff and re		I enjoy going to work and helping others		Respected and given choices and make sure they're happy		Keep them as independent as possible but safe		Respect privacy and dignity		1		Feel valued. Have good relationship with manager, as she listens to all staff's opinions and involves us with future decisions. Have more training now we have manager, as before only had videos. Flexible hours and shifts suit my lifestyle		1		I don't feel I don't have to do things against my judgement as I believe I am trusted and respected. Any problems with this are brought up at supervision and staff meetings. We are given a choice whether we want overtime or not.		1		Work well as a team, but when there's an emergency things are difficult, although other staff and my manager understand when things are left for the next shift		1		See manager if we have any problems. Have supervisions regularly, but have a chat with manager at any time. Staff support each other on outings and find rousing events eg: summer fair		1		Am always asked for my opinion. Am asked to help with choices like furniture, find rousing activities etc, and asked what I think is best for the residents		Extra pay for working weekends or overtime

		Q		Liversage Court		Asst. manager		7 1/2 years		N/A		N/A		1		I feel we have adequate staff levels to meet the required needs of the residents and are able to deliver a good standard of care.		1		We have adequate domestic staff/housekeeping here, who are able to respond to all their daily duties in keeping the home to a high level hygienically clean in all areas of their duties.		I like all my duties here as an assitant manager, recording care plans, administering medication to our residents, liasing with other health professionals so as promoting the best care and high standards for our residents.		Not being able to talk to the residents as much as I would like to due to my busy routine.		Delivering a good standard of care and practices to residents in our care.		Ensure that other care workers implement a good standard of care and practices.		Reporting any issues or concerns to the registered manager.		1		I enjoy looking after the residents in my care, making sure all their needs are met to the best of my ability, this gives me a staisfied feeling knowing I have done my best, so yes I am very satisfied with my present job.		3				1		Yes, I feel I have enough time to fulfillmy daily routine duties, and if there are times when I have run out of time I can always pan anything on my collegues as it is on going care.		1		If I do have any problems or issues I can always discuss them with the homes registered manager, who is ready to listen and help with any concerns I may have.		1		I feel I am a valued member of staff, any role here is significant as a senior member of staff, I feel I am part of a very good team, so yes I feel valued.

		R		Liversage Court Residential Home		Carer / R.A.M.		18 months		N/A				1		Teamwork plays an essential part of working practise		3				All aspects, self worth, pride in what I'm doing				Choice		Maintaining dignity		Entertainment		1				2				3		Each day differs. Some residents may need more care on a day-to-day basis		1				1				Nothing comes to mind

		S		Liversage Residential Care Home		Care Assistant		17 months		1		Because all the work done by the RGN is done properly		2		Because residents are not given enough time to talk/chat with their key worker, because staff are busy doing other things		1		The home is always clean and it doesn't smell at all		The residents		Some staff are nasty to each other		Spending time with residents						1		Because I like it		3				2		Short staff, more paperwork		1		I have a brilliant manager. She understands everyone's problems and she doesn't take sides. She gives me more support in my job		1		I have a brilliant manager. She understands everyone's problems and she doesn't take sides. She gives me more support in my job		More staff on the shift. Working contracts should be the same. Equal opportunities

		T		Liversage Court Residential Home		Care / Motivator		About 13 years		N/A		District nurses from GP practices attend when needed as this is a Residential Home & no employed nurses		1		If there are any problems and staff report to management then usually hours are moved. Particularly morning shifts when more staff are needed, ie: getting people up for the day		1		…from my point of view things run smoothly		Being able to spend time with residents and families. Giving residents a fuller life. All things about the post I am in at the moment I enjoy.		/		Being allowed to make choices		Being able to live their lives as normal as possible (ie: as they would wish)		Having support of care staff when needed		1		I have always felt happy in the position as I enjoy being able to spend time with residents and am well supported by management		2		I don't have to do things that I don't have to do. Usually if I think it is wrong I am not made to do it. We are all encouraged to make judgements, and if for the benefit of residents, then no problem		1		I work from 9:30-4:30, support care staff then as motivator from 2-4:30, plenty of time to do what is in my job description		1		Absolutely any problems can be resolved with the manager. If I wasn't happy I would not still be here for 13 years		1		I have worked on night shift for 4 years, 6 years on care, and now as care/motivator and have always found that my work is valued		As with possibly any residential/nursing home = less paperwork. The more paperwork, the less time for residents and after all, that's what we are here for - CARE. I do think things have gone too far. I can understand the need for care plans and things but

		U		Liversage Court Residential Home		Night Care Assistant		2 1/2 Years		N/A		We do not have any qualified nurses at our residential home, we habve a management team who are qualified to NVQ Level 3 and above.		1		There are adequate amounts of staff based on the number of service users as well as the service users needs.		1		I feel the home has a very high standard of cleanliness, the domestic team do a good job.		Interaction with service users, helping service users with all aspects of persoanl care, getting involved with home activities, training opportunities - feel able to do my job better by keeping up to date with current techniques, policies, procedures.		Lack of team work between shifts (morning/afternoon and night).		Respect		Dignity		Equality and Diversity.		1		I am very happy working at Liversage Court, especially since the new manager came in just over a year ago, she has given me so many opportunities to progress and improve with training and NVQ 3. The new manager has made really good improvements with the h		1				1		As with any shift some nights are really busy if the service users require a lot od assisstance, however some nights are quiet, I feel I am able to complete all my duties whilst on shift.		1		When I was on sick leave withh a back problem, my doctor tld me I could only work on light duties for several weeks. The home atered for me and I was able to come in on day shifts and help out with some paper work - they made sure that I was comfortable i		1		The home always make sure that if I have concerns that they are acted upon, when credit is due they give it, management always listens to my opinions and ideas.		Better carpet in the dining room and lounge as I feel it is a bust pattern and can confuse some of our more vulnerable service users such as those who suffer with dementia or alzheimers.

		Key		Yes		1																																										Yes		1

				No		2																																										No		2

				Don't Know		3																																										Don't Know		3

				No answer		4																																										No answer		4
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		Q4:		Do you feel that there are enough registered nurses on shift at this Nursing/Residential Home to meet the needs of the residents?								Q7:		What do you feel are the most important aspects of living at this Nursing Residential Home?

				Answer Options.		Response Count.		Response %						Answer Options

				Yes

				No

				Don't Know

				No Answer

						Total =

														Answer Options		Response %

		Q5:		Do you feel that there are enough care assistants on shift at this Nursing/Residential Home to meet the needs of the residents?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q6:		Do you feel that there are enough housekeeping staff on shift at this Nursing/Residential Homes to meet the needs of the residents?

				Answer Options.		Response Count.		Response %						Do you feel that there is enough staff members on shift at this Nursing/Residential Home to meet the needs of the residents?

												Q4:

				Yes										Answer Options		Response %

				No										Care Assistants - Yes		89		8

				Don't Know										Care Assistants - No		11		1

				No Answer										Care Assistants - Don't Know		0		0

														NA		0

						Total =

														Housekeeping Staff - Yes		89		8

														Housekeeping Staff - No		0		0

		Q10:		Are you satisfied with your present job?										Housekeeping Staff - Don't Know		11		1

														NA		0

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q11:		Do you fee that you don't have to do things against your better judgement?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q12:		Do you feel that you have enough time to fulfil your duties on shift?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q13:		Do you feel that you receive adequate support at this Nursing/Residential Home, both physically and emotionally?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q14:		Do you feel that your work is valued here at this Nursing/Residential Home?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =
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		Care Home: Staff Survey.

		Ward:		Arboretum

		Respondent.		Name of Nursing/Residential Home?		Job title?		How long have you worked at this Nursing/Residential Home?		Do you feel that there are enough registered nurses on shift at this Nursing/Residential Home to meet the needs of the residents? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that there are enough care assistants on shift at this Nursing/Residential Home to meet the needs of the residents? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that there are enough housekeeping staff on shift at this Nursing/Residential Home to meet the needs of the residents? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What aspects of your job do you like the most?		What aspects of your job frustrate you the most?		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home: Example One.		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home: Eample Two.		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home: Example Three.		Are you satisfied with your present job? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that you don't have to do things against your better judgement? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel you have enough time to fulfil your duties on shift? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel you receive adequate support at this Nursing/Residential Home, both physically and emotionally? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel your work is valued here at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What would you like to see different at this Nursing/Residential Home?

		M		Liversage House		Domestic		6 Months		1				1				1				Getting to know the residents.		Nothing		Cared for		Happy		Comfortable		1				2				1				1				1

		N		Liversage House		Care Assistant		4 Years		1		No need for anymore		1		Enough, good care assistants		1		No comment		Hours,staff, manager, impprovements to the home.		None		Good Care		Good Meals		Good Staff		1		No comment		2		No comment		1		Sometimes I need more time		1		Get all the support we need.		1		My work is always valued		Different coloured uniforms.

		O		Liversage		Relief worker		1.5 years		1		As a residential home, we have not got registered nurses		1		Unless in special circumstances on emergencies in which an extra carer will be required		1		3 housekeeping staff in everyday		Making the residents comfortable, working in a friendly home, supported well		I don't like it when staff blame other staff on their shift when something goes wrong instead of coming up with a solution to solve the problem		Personal care		Good diet		To be treated with dignity		1		Regarded as a valued member of staff. Now have good training so can do my job better. Have opportunity to improve myself. Can discuss with the manager if I have a problem		1		Better now as write the daily logs and get involved with the care plans. Also have better handovers		1		The time is enough to fulfil my duties. Some staff members are very supportive, we work as a team and enjoy our shift. We have all our duties done in time		1		If I am not satisfied with the way a member of staff has treated me, I report it to senior staff or management. I feel it is only proper to have the case investigated or action taken		1		I am often praised for my good work by management. If I do anything wrong it is explained to me without everyone being involved		Nothing at moment. The manager has changed the day-to-day running of the home with improvements

		P		Liversage Court		Care Assistant (& nights & domestic (relief))		3 years		1		Not a nursing home. Staff are well trained though		1		Staff work well as a team, we help each other at Liversage. Good as working with the same staff		1		Home always smells nice and fresh. There are 3 domestics on a day, including weekends		Supported well by the new manager. Get regular supervision. Enjoy caring for residents. A very friendly home. Feel valued. Love joining in with outings and activities that have been organised for the residents. Enjoy going on trips with other staff and re		I enjoy going to work and helping others		Respected and given choices and make sure they're happy		Keep them as independent as possible but safe		Respect privacy and dignity		1		Feel valued. Have good relationship with manager, as she listens to all staff's opinions and involves us with future decisions. Have more training now we have manager, as before only had videos. Flexible hours and shifts suit my lifestyle		1		I don't feel I don't have to do things against my judgement as I believe I am trusted and respected. Any problems with this are brought up at supervision and staff meetings. We are given a choice whether we want overtime or not.		1		Work well as a team, but when there's an emergency things are difficult, although other staff and my manager understand when things are left for the next shift		1		See manager if we have any problems. Have supervisions regularly, but have a chat with manager at any time. Staff support each other on outings and find rousing events eg: summer fair		1		Am always asked for my opinion. Am asked to help with choices like furniture, find rousing activities etc, and asked what I think is best for the residents		Extra pay for working weekends or overtime

		Q		Liversage Court		Asst. manager		7 1/2 years		N/A		N/A		1		I feel we have adequate staff levels to meet the required needs of the residents and are able to deliver a good standard of care.		1		We have adequate domestic staff/housekeeping here, who are able to respond to all their daily duties in keeping the home to a high level hygienically clean in all areas of their duties.		I like all my duties here as an assitant manager, recording care plans, administering medication to our residents, liasing with other health professionals so as promoting the best care and high standards for our residents.		Not being able to talk to the residents as much as I would like to due to my busy routine.		Delivering a good standard of care and practices to residents in our care.		Ensure that other care workers implement a good standard of care and practices.		Reporting any issues or concerns to the registered manager.		1		I enjoy looking after the residents in my care, making sure all their needs are met to the best of my ability, this gives me a staisfied feeling knowing I have done my best, so yes I am very satisfied with my present job.		3				1		Yes, I feel I have enough time to fulfillmy daily routine duties, and if there are times when I have run out of time I can always pan anything on my collegues as it is on going care.		1		If I do have any problems or issues I can always discuss them with the homes registered manager, who is ready to listen and help with any concerns I may have.		1		I feel I am a valued member of staff, any role here is significant as a senior member of staff, I feel I am part of a very good team, so yes I feel valued.

		R		Liversage Court Residential Home		Carer / R.A.M.		18 months		N/A				1		Teamwork plays an essential part of working practise		3				All aspects, self worth, pride in what I'm doing				Choice		Maintaining dignity		Entertainment		1				2				3		Each day differs. Some residents may need more care on a day-to-day basis		1				1				Nothing comes to mind

		S		Liversage Residential Care Home		Care Assistant		17 months		1		Because all the work done by the RGN is done properly		2		Because residents are not given enough time to talk/chat with their key worker, because staff are busy doing other things		1		The home is always clean and it doesn't smell at all		The residents		Some staff are nasty to each other		Spending time with residents						1		Because I like it		3				2		Short staff, more paperwork		1		I have a brilliant manager. She understands everyone's problems and she doesn't take sides. She gives me more support in my job		1		I have a brilliant manager. She understands everyone's problems and she doesn't take sides. She gives me more support in my job		More staff on the shift. Working contracts should be the same. Equal opportunities

		T		Liversage Court Residential Home		Care / Motivator		About 13 years		N/A		District nurses from GP practices attend when needed as this is a Residential Home & no employed nurses		1		If there are any problems and staff report to management then usually hours are moved. Particularly morning shifts when more staff are needed, ie: getting people up for the day		1		…from my point of view things run smoothly		Being able to spend time with residents and families. Giving residents a fuller life. All things about the post I am in at the moment I enjoy.		/		Being allowed to make choices		Being able to live their lives as normal as possible (ie: as they would wish)		Having support of care staff when needed		1		I have always felt happy in the position as I enjoy being able to spend time with residents and am well supported by management		2		I don't have to do things that I don't have to do. Usually if I think it is wrong I am not made to do it. We are all encouraged to make judgements, and if for the benefit of residents, then no problem		1		I work from 9:30-4:30, support care staff then as motivator from 2-4:30, plenty of time to do what is in my job description		1		Absolutely any problems can be resolved with the manager. If I wasn't happy I would not still be here for 13 years		1		I have worked on night shift for 4 years, 6 years on care, and now as care/motivator and have always found that my work is valued		As with possibly any residential/nursing home = less paperwork. The more paperwork, the less time for residents and after all, that's what we are here for - CARE. I do think things have gone too far. I can understand the need for care plans and things but

		U		Liversage Court Residential Home		Night Care Assistant		2 1/2 Years		N/A		We do not have any qualified nurses at our residential home, we habve a management team who are qualified to NVQ Level 3 and above.		1		There are adequate amounts of staff based on the number of service users as well as the service users needs.		1		I feel the home has a very high standard of cleanliness, the domestic team do a good job.		Interaction with service users, helping service users with all aspects of persoanl care, getting involved with home activities, training opportunities - feel able to do my job better by keeping up to date with current techniques, policies, procedures.		Lack of team work between shifts (morning/afternoon and night).		Respect		Dignity		Equality and Diversity.		1		I am very happy working at Liversage Court, especially since the new manager came in just over a year ago, she has given me so many opportunities to progress and improve with training and NVQ 3. The new manager has made really good improvements with the h		1				1		As with any shift some nights are really busy if the service users require a lot od assisstance, however some nights are quiet, I feel I am able to complete all my duties whilst on shift.		1		When I was on sick leave withh a back problem, my doctor tld me I could only work on light duties for several weeks. The home atered for me and I was able to come in on day shifts and help out with some paper work - they made sure that I was comfortable i		1		The home always make sure that if I have concerns that they are acted upon, when credit is due they give it, management always listens to my opinions and ideas.		Better carpet in the dining room and lounge as I feel it is a bust pattern and can confuse some of our more vulnerable service users such as those who suffer with dementia or alzheimers.

		Key		Yes		1																																										Yes		1

				No		2																																										No		2

				Don't Know		3																																										Don't Know		3

				No answer		4																																										No answer		4
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		Q4:		Do you feel that there are enough registered nurses on shift at this Nursing/Residential Home to meet the needs of the residents?								Q7:		What do you feel are the most important aspects of living at this Nursing Residential Home?

				Answer Options.		Response Count.		Response %						Answer Options

				Yes										Cared for		Happy		Comfortable

				No										Good Care		Good Meals		Good Staff

				Don't Know										Personal care		Good diet		To be treated with dignity

				No Answer										Respected and given choices and make sure they're happy		Keep them as independent as possible but safe		Respect privacy and dignity

														Delivering a good standard of care and practices to residents in our care.		Ensure that other care workers implement a good standard of care and practices.		Reporting any issues or concerns to the registered manager.

						Total =								Choice		Maintaining dignity		Entertainment

														Spending time with residents

														Being allowed to make choices		Being able to live their lives as normal as possible (ie: as they would wish)		Having support of care staff when needed

		Q5:		Do you feel that there are enough care assistants on shift at this Nursing/Residential Home to meet the needs of the residents?										Respect		Dignity		Equality and Diversity.

				Answer Options.		Response Count.		Response %						Good Care		22		6

														Treated With Dignity		15		4

				Yes										Treated With Respect		11		3

				No										Choice		11		3

				Don't Know										Good Food		5		2

				No Answer										Independence		4		1

														Privacy		4		1

						Total =								Safety		4		1

														Being Able To Report Issues		4		1

		Q6:		Do you feel that there are enough housekeeping staff on shift at this Nursing/Residential Homes to meet the needs of the residents?										Entertainment		4		1

														Company		4		1

				Answer Options.		Response Count.		Response %						Equality		4		1

														N/A		7		2

				Yes

				No

				Don't Know

				No Answer

						Total =												8

																		1

												Q4:						0

		Q10:		Are you satisfied with your present job?

				Answer Options.		Response Count.		Response %										8

																		0

				Yes												Response %		1

				No												89

				Don't Know												11

				No Answer										Do you feel that there is enough staff members on shift at this Nursing/Residential Home to meet the needs of the residents?		0

																0

						Total =								Answer Options

														Care Assistants - Yes		89

														Care Assistants - No		0

		Q11:		Do you fee that you don't have to do things against your better judgement?										Care Assistants - Don't Know		11

														NA		0

				Answer Options.		Response Count.		Response %

														Housekeeping Staff - Yes

				Yes										Housekeeping Staff - No

				No										Housekeeping Staff - Don't Know

				Don't Know										NA

				No Answer

						Total =

		Q12:		Do you feel that you have enough time to fulfil your duties on shift?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q13:		Do you feel that you receive adequate support at this Nursing/Residential Home, both physically and emotionally?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =

		Q14:		Do you feel that your work is valued here at this Nursing/Residential Home?

				Answer Options.		Response Count.		Response %

				Yes

				No

				Don't Know

				No Answer

						Total =
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		Care Home: Residents Survey.

		Ward:		Arboretum

		Respondent		Name of resident		Name of Nursing/Residential Home.		How long have you lived here?		How do you feel about living at this Nursing Residential Home? Happy/Neither happy nor unhappy/Unhappy QUANTITATIVE		Can you tell me why you feel this?		What aspects about living at this Nursing/Residential Home do you like the most?		What aspects of living at this Nursing/Residential Home frustrate you the most?		What do you feel are the three most important aspects about living at this Nursing/Residential Home: Example One.		What do you feel are the three most important aspects about living at this Nursing/Residential Home: Example Two.		What do you feel are the three most important aspects about living at this Nursing/Residential Home: Example Three.		How would you describe your experience of care at this Nursing/Residential Home?		Do you feel that you are respected as an individual at this Nursing Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that you can make informed decisions about your daily life? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What would you like to see different at this Nursing/Residential Home?

		A				Liversage Court		Since March 2009		1		Comfortable, content, very pleased with the place		Really good visiting, atmosphere, can have a joke with staff		Not a lot, maintenance of lift, they do their best. Dementia residents - their home being overrun by individuals with dementia, need separate unit		Compassion & treated as an individual & standard of care - staff are great - reflects on the care		Reasonable/permanent staffing levels		Good food		Staff have appeared overworked due to sickness/holidays. 
Two choices of food everyday unless it's a roast. Preferences/likes/dislikes are considered - portion sizes are big enough (modest eater) but can ask for more or less. Little things are done to mak		5		Lay preacher comes on a Sunday to give communion: asking for lunch. Can bring his own tins of food, everything is checked		9		Free to choose how to spend your time. I like to read. Bring him back to his room after meals		Satisfied with content mind. Window is slightly difficult to open - complicated. Radiator valves are stiff. I'm grateful for what I'm given.

		B		Mr & Mrs Kenneth Toombes		Liversage Court		6 months		1		Very pleasant place to live, nicely furnished, allowed to bring own furniture, feel this is my house		They accommodate us well and treat us well as a husband & wife - given us 2 rooms, bedroom & living room - very welcoming place & staff		Sometimes at lunchtime residents speak too loud, demanding different things		They keep me clean twice a day		Go out for a meal with my husband		Well looked after, good staff, rooms are cleaned everyday		They are good, kind with us, help us with everything, friendly staff & residents, family comes to visit us, Jenny is good with us		5		Very much so, they like us & respect us & care about us		9		Food is good, plenty of drinks, come round with tea & coffee & biscuits		It is difficult to answer this - it's nice as it is. Some very minor issues but nothing serious

		C		Hazel Litchfield		Liversage Court		8 months		1		I am happy, but would like to keep a dog here with me but we are not allowed		Staff are excellent - friendly & caring. Enjoy bingo, win sometimes. Biscuits, other stuff, entertainment & singing is good here		Nothing really		I enjoy activities - people come & talk to me		They treat me better here than hospital		Staff are friendly - they feed some residents		Fine, they help us get dressed & undressed, also come at night to see if we are ok		5		They talk to me - say hello & good morning, knock on the door		9		You can always get a drink, also mid-morning tea trolley comes to my room. Food is ok, have 2 choices at dinner		Nothing, all is good for me

		Key		Q1		Happy		1

						Neither happy nor unhappy		2

						Unhappy		3

						No answer		4

				Q2		Yes		5

						No		6

						Don't Know		7

						No answer		8

				Q3		Yes		9
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						Don't Know		11

						No answer		12
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		Q3:		How do you feel about living at this Nursing/Residentail Home?										Q6:		What do you feel are the three most important aspects about living at this Nursing/Residential Home?

				Answer Options.		Response Count.		Response %								Answer Options

																Compassion & treated as an individual & standard of care - staff are great - reflects on the care		Reasonable/permanent staffing levels		Good food

				Happy.		3										They keep me clean twice a day		Go out for a meal with my husband		Well looked after, good staff, rooms are cleaned everyday

				Neither Happy Nor Unhappy.		0										I enjoy activities - people come & talk to me		They treat me better here than hospital		Staff are friendly - they feed some residents

				Unhappy.		0

				Don't Know.		0

						Total =

		Q8:		Do you feel that you are respected as an individual at this Residential/Nursing Home?												Answer Options		Response %

																Standard Of Care		24		4

				Answer Options.		Response Count.		Response %								Attitude Of Staff		24		4

																Good Food		12		2

				Yes.												Activities		12		2

				No.												Treated As An Individual		6		1

				Don't Know.												Personal Hygiene		6		1

				No Answer.												Compassion		6		1

																Cleanliness Of Home		6		1

						Total =										Company		6		1

																		100

		Q9:		Do you feel that you can make informed decisions about your daily life?

				Answer Options.		Response Count.		Response %.

				Yes.

				No.

				Don't Know.

				No Answer.

						Total =
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Aspects Of Care Regarded as Most Important Amongst Residents At Liversage Court.
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