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Introduction to Derby LINk and our Research

Derby LINk, (Local Involvement Network) is a Government funded project, set up in order to give local people a say in how health and social care services are designed and delivered within the city.  There is a LINk in every local authority with health and social care responsibilities in England, providing a method of communication between the public and relevant statutory bodies.  In Derby, the LINk team is made up of a staff of four and over one hundred volunteers.

The idea of initiating research into care homes developed from surveying the public of Derby about their opinions of, and fears regarding moving into supported accommodation within the city, on behalf of Derby City Council Older People Services.   As a result of those findings, Derby LINk, at the request of its volunteers and in collaboration with Derby City Council set about designing an assessment into the care homes within the City. 
The research proposal was to visit individual care homes within the city and record the experiences of residents, their visitors and their carers, measuring indicators of dignity in care adapted from ‘The Ten Point Dignity Challenge’ provided by the DH Care Networks.

Following further study and a pilot study, we agreed the best way to record information was via three separate surveys aimed at recording the views of residents, visitors and staff. We also use an observation sheet to record a general impression of the physical environment.

Using this method we are able to capture a range of information to give a broader picture of everyone’s experiences of the home.

To assist those residents who wished to take part in the study but had communication difficulties, a visual communication tool was developed showing images of topics and themes within our survey.
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Document Purpose: – Care Home Visit Report.

Author: – Derby LINk.

Audience: – Public.

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. 
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Service Information

Name: – Merrill House.

Address: – Queensferry Gardens, Shelton Lock, Derby, DE24 9JR. 

Telephone: – 01332 718400 

Fax: – 01332 718400

Email: – N/A. 

Name of registered provider: – Derby City Council. 

Provider Web Address: – Derby.gov.uk

Name of registered manager: – Sharon O’Connell. 

Type of registration: – Care Home.

Number of places registered: – 40.

Category of registration: – Old age.

Summary

Merrill House Care Home was visited by Derby LINk, a team of four, on 17 August 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 8 residents out of a total of 40, 2 male residents and 6 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 7 self completed visitor surveys and 1 self completed staff surveys within the time frame allocated.

This report presents the findings from Merrill House 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 Merrill House 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 Merrill House 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 Merrill House Care Home.

Brief Description of Services

Merrill house is located in a quiet residential area near Shelton Lock, identified via a sign displayed on the building itself. There is a large area utilised as a car park, surrounded by lawn.  Near the front entrance is an area with plants and flowers.  The building itself was purpose built for residential care and looked in good repair.  At the time of the LINk visit, there was however some litter on the ground near to the entrance which did not provide a good first impression of the home.

Once through the secure entrance the home opens up into a small area with a signing in book for visitors. On the right of this area is a large, bright foyer, which used as an activities area, with a large table positioned in the middle of the space for residents to use.  There are also two office spaces, a small area displaying news and activities, and access to the kitchen.

On our arrival an activities coordinator was playing cards with a number of residents.  After a short wait our arrival was acknowledged and we were taken one of the offices.  After a further wait we were directed to another office area where we were introduced to the managerial staff.  The LINk Team were then given a tour of the care home by a care assistant.  

The care home is split into three separate residential wings, and each of these areas is spilt over two floors.  Each wing holds between twelve and sixteen residents, and at the time of our visit, one member of staff was designated to each wing.  The employees were equipped with pagers, linked to alarm chords in each bedroom and communal areas.  On the ground floor of each wing there are large communal areas, separated into different sections, consisting of a lounge area with flat screen television mounted on the wall, chairs of good repair positioned in such a way that allows for interaction and a dining area, with round tables for four to six people, allowing for interaction amongst residents at meal times.  To the right of the dining area is a fairly large kitchenette, allowing for residents and visitors to help themselves to tea, coffee and snacks.  There are large windows and patio doors leading to a garden area, allowing a lot of light into the room.  Further down the wing from the communal areas are bedrooms, quite small, plain rooms, which residents are encouraged to personalise.  There are a total of forty single bedrooms at Merrill House, none of which are en – suite. At the end of the corridors in each wing there are male and female toilets and either a shower room or a bathroom.

The first floor, which is accessed via a lift, fairly narrow stairs, or a stair lift, consists of further bedrooms, and each wing has a number of communal rooms designated to visiting; a quiet room and a smoking room, and also rooms designated to activities; including a music room with instruments, a room with a pool table and dart board, a painting room, reading rooms and a hair salon.   

There is also a wheelchair store room, staff locker room, staff room and a laundry area.  The residents clothes are washed by employees, all the clothes are labelled on a residents’ arrival and linen and towels are sent to an external company on a regular basis. 

Residents were seen to be mainly in the communal areas, either in groups or alone, chatting or watching television.  The majority of the residents were dressed in smart, clean clothing and looked comfortable although a few residents had staining on their clothing.  Some residents were moving around the home and some were being assisted by employees who were observed to be answering any requests for assistance.

In the lounge area, there are whiteboards, detailing who is on shift that day and what food choices are available which consist of a choice of two per meal.  There is also a job checklist for staff on each wing detailing a list of tasks to take place.  The LINk Team was informed that any concerns can be raised at a coffee morning, or can be raised directly with staff members or managers.

Findings

Residents

Perceptions of Happiness amongst Residents

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

The majority of residents surveyed felt that they were “happy” living at Merrill House Care Home, describing it as a “peaceful” and “restful”:
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This atmosphere was evident throughout the care home, with the structure of the organisation and the conduct of employees encouraging a relaxing environment.  The level of happiness amongst residents at Merrill House 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 residents’ views, the majority of these requirements were met at Merrill House Care Home.  Residents valued the provision of individualised care, companionship, in terms of having people to talk to, food of a good standard, the activities provided, the attitude of employees, and the choices made available to them, such as how to spend the day and when and where to receive visitors:


“I have good food, a bed, we talk to each other, I like the company of the other residents”.

(Respondent F).
Experience of Care

Of the residents surveyed at Merrill House Care Home, 87.5% described their experience of care as either “good” or “very good”, in comparison to 12.5% of residents who felt that it was “neither good nor bad”:


“I don't have to worry about anything, somebody gives me my food, my medication. I was competent at home but I was lonely there”.

(Respondent D).

Although research always incurs the risk of respondents exaggerating their views in light of what they presume is desired by the interviewer, this data is also a good indication that residents are confident in expressing their true feelings, due to the percentage who did not feel forced to conform to what is expected, or lower their expectations in regards to the provision of care.    
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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 surveyed at Merrill House Care Home expressed that they felt employees were always courteous and respectful, and that they were treated as individuals.  It became apparent during the LINk visit that Merrill House did not offer a religious service at the care home although the team were assured that it was due to the fact that none of the residents wished to have one, also, a resident stated that:


“I could go to Church if I wanted to, but I don’t”.

(Respondent B).

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:


“You don't get disturbed in your room”.

(Respondent A).

In regards to making informed decisions, 75% of the residents surveyed felt that they were able to make choices in regards to their daily lives and their care:


“I get up when I wake up, I don't have to take part in activities, I'm not a sports fanatic, never have been, but I like to watch the athletics because I used to run. Don't have to take part in activities if you don't want to.”

(Respondent D).

By encouraging residents to input as much as possible into their care and allowing them as much autonomy over their daily lives as possible, the majority of residents genuinely seemed at ease with their experience of care.  However, two of the residents surveyed felt they were unsure of the decisions they could make, including:


“Whether I can ask to see my relative or not”
(Respondent F).

Independence and Self – Identity

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


“I can go for little walks, when I first arrived I could go to town but I've lost my nerve. I like to be independent”.

(Respondent A).
Active Lifestyles

One aspect of care which promotes wellbeing amongst residents at Merrill House is that of the provision of activities within care homes, such as light exercise, games such as cards or bingo and outings or in house entertainment which can contribute to both their physical and emotional care.  The majority of residents felt that the opportunity to participate in different activities was beneficial:


“Oh yes, take part in activities but they don't make you, we were playing bingo earlier, we do everything really”.

(Respondent C).


“I enjoy the communal areas, play cards and dominoes, there are day trips, but I've not been on one yet”.

(Respondent E).

Frustrations

The vast majority of residents were at Merrill House indicated that they hadn’t experienced any frustrations at the home and that they were satisfied with their experiences.  One resident did however indicate that on occasion the level of staff had a direct effect on the experience of care received:


“I've always been one to work to time, I like my routine, meals can sometimes be late, but it's not too bad, I mean, with all these people to feed, it will be a bit late sometimes”.

(Respondent A).

Findings

Visitors

Perceptions of Happiness amongst Visitors

The visitors who completed the survey, all made useful contributions to this research into dignity and experiences of care, and suggested that the experience at Merrill House 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 Merrill House Care Home to the residents, and also with other aspects of care such as the provision of activities:

“One thing mum comments on is the good food. She enjoys the singing concerts. She won't join in much else but that’s not the homes fault”.

(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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A common theme identified by visitors was that of a good standard of personal care, followed by the cleanliness of the home itself.  The provision of emotional support, a good standard of food and a homely atmosphere were also regarded as important in the view of visitors to Merrill House Care Home.

Mental stimulation, outings and safety were also thought to contribute to the well being of individuals in this sort of establishment, as well as the attitude of the staff, from a good management team to friendly, kind, helpful, understanding and respectful staff.

Experience of Visiting

In terms of visiting residents at Merrill House 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:


“It is possible to go at anytime, even meal times seem not to be discouraged”.

(Respondent J).


“It never matters when I take my uncle out, the staff are extremely helpful”.

(Respondent L).

All of the visitors felt that they were made to feel welcome at Merrill House Care Home, describing the staff as “friendly”, and all of the visitors who were surveyed indicated that they felt supported during their visits:

“We are always greeted at the door with a friendly smile, when it's a manager who opens the door then we often get additional comments about how Mum is doing”.

(Respondent J).

By adopting this work ethic of good communication and inclusion of the visitors in the experience of care, Merrill House Care Home enables what could potentially be a stressful and upsetting experience for some, as undemanding as possible, allowing visitors and residents to enjoy the time they spend together.
Dignity in Care

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


“Asked quietly if they want to go to the toilet - have a bath. Are told not to worry if they have 'accidents'”
(Respondent I)


“After a week in hospital during which mother had two visits from the home managers, she was accepted back at the home even though the hospital discharge nurse recommended a nursing home. The staff wanted her back!”

(Respondent J).


“Based upon my uncles comments I am sure that all the residents are treated as individuals with proper respect and courtesy”.

(Respondent L).

The value of this knowledge is unprecedented, 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.
Successful Care Planning

Also, all of the visitors surveyed felt that their residents care plans were followed successfully:


“I see the home manager personally on a weekly basis”.

(Respondent L).


“It's something that always seems to be their priority in letting us know”.

(Respondent O).

Through a combination of balancing regulations against personalised care Merrill House 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.
The Provision of Emotional Support

The majority of visitors to Merrill House Care Home indicated that overall they were happy with the provision of emotional support the residents received:


“Staff try to make residents 'feel good' (A hard task!). They tell them if they look nice. Hairdressing service a good mood enhancer for the ladies”.

(Respondent I).


“My mothers condition makes he difficult to communicate with but the staff persevere in a loving and patient way”.

(Respondent J).


“My uncle is very happy with Merrill House. They have a staff member named Anthony who specialises in motivating the residents. In addition to painting he plays all manner of games with them”.

(Respondent L).


“He's the happiest he's been for a long time, and he's contented”.

(Respondent O)

Frustrations

As with the residents, very few respondents who completed the visitor survey indicated to any frustrations in regards to Merrill House, however, the level of staffing at the home and also issues relating to the laundry service were noted as not quite satisfactory:


“Sometimes the staff are so busy that it is difficult to find the management to ensure that it is ok for my uncle to come out for a drink”.

(Respondent L).


“Seeing my mums clothes not ironed properly”.

(Respondent N).

Findings

Employees

Perceptions of Happiness amongst Employees

The employees at Merrill House Care Home who completed the survey were both care assistants, and had been working at the care home between one year and number of years.

In contrast to both the residents’ views and those of their visitors, both of the employees surveyed indicated that they experienced dissatisfaction at Merrill House.  In regards to their jobs and their experience of employment at Merrill House, one employee felt that:


“There are not enough staff and managers do not take matters seriously”.

(Respondent Q).

Levels 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 although the response rate was fairly low, the themes which were identified were that of a high standard of care, a homely atmosphere, pleasant surroundings for the residents, both inside and outside the home and the level of autonomy and choice enjoyed by the residents.

Experience of Employment

From the surveys, it is possible to ascertain that the employees who completed the survey have negative feelings in regards to staffing levels at Merrill House Care Home, which could contribute to the level of dissatisfaction that they held within their roles:
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The employees surveyed indicated that in their opinion there were not always enough care assistants on shift to meet the needs of the residents:


“Sometimes understaffed”
(Respondent P).


“We have 1 member of staff per wing, 3 staff are not enough, especially getting residents washed/dressed in the morning. Sometimes there are only two members of staff on shift”.

(Respondent  Q).

In terms of the staffing levels in housekeeping, again, those who completed the survey felt that there were not enough employees to meet the needs of the residents: 


“Understaffed due to not replacing staff who are on leave”.

(Respondent P).


“Often there is only one domestic of shift to clean all of the residential home in a limited space of time”.

(Respondent Q).

As with many service sector occupations, there is often a need for higher staff levels during demanding periods, however it is important to ensure that lack of staff does not infringe on the dignity in care, and that standards are upheld even when there are staff shortages.

Sound Judgement

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


“Managers often decide things e.g. when to contact GPs.”.

(Respondent Q).

By adhering to set guidelines and regulations, such as referring to management, employees understand what is required of them to meet the health and social care needs of the residents at Merrill House Care Home, ensuring that procedures are followed and best practice methods are in place.
Time

Employees indicated mixed feelings when surveyed on whether or not they had enough time on shift to fulfil their duties at Merrill House:


“Although I am able to fulfil my duties often this is at the residents expense as you have less time to spend with them”.

(Respondent Q).

Again, with most service sector occupations, Merrill House Care Home experiences times where it is difficult to meet the demands of its service users.  It is the management’s responsibility to ensure that tasks are delegated appropriately, and that employees are confident in their capacities in order to meet all needs the residents may require, including both personal care and emotional support.

Value

The respondents who completed the survey indicated mixed reactions as to whether they felt valued within the workplace and whether their experience of support at Merrill House Care Home was effective and positive:


“Mixed reaction of managers as to how I do my job, who I work with etc…”.

(Respondent Q).

Again management need to insure that employees are confident that they will receive adequate and consistent support throughout their working day in order to contribute to effective, individualised care at Merrill House.

Frustrations

In terms of frustrations experienced by employees at Merrill House Care Home, many of the issues, which need to be addressed stem from the perceived attitude of the management and the level of staffing at the home:


“Not being able to offer 100% care because of staff shortages, managers not taking matters seriously”.

(Respondent Q).

Conclusion and Recommendations

In conclusion, the findings from these surveys suggest that overall, in the view of the residents, Merrill House Care Home is successful in providing a Health and Social Care .

All of the respondents demonstrated an awareness of dignity and the need for sensitivity in care, and provided evidence on how Merrill House Care Home is committed to providing its residents with dignity in care.  From encouraging residents to choose 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 Merrill House 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 issues highlighted in this report are a result of poor staffing levels, an issue which needs to be addressed in order to satisfy the experiences of the residents, the visitors and also the employees themselves:


“More staff on duty throughout the day. Residents to be consulted more about how they are, if they have any complaints to make etc… Managers to take these matters seriously instead of sweeping them under the carpet e.g. Complaints about staff and how they speak to residents”.

(Respondent Q).  

A key theme noted in the recommendations made by the visitors to Merrill House Care Home is that of confirmation that the home will remain open and that residents will not suffer the upheaval of having to move to another home:


“I would like to see the worry of the home being closed taken away. I would like assurance for the resident and her family that there is a permanent place at Merrill House. I would like the staff to be confident that their job is permanent and appreciated by the public. Although nothing has been said by Merrill House staff, it seems that council run homes are under review and to be closed down. At the moment dementia is the new 'buzzword'. I agree with help and support for these clients but it should not be at the expense of elderly people who have physical as opposed to mental problems. This is discrimination. The physically disabled deserve care too (we are paying for it). Too many council homes have been closed, or are due to close. There is now nothing around Mickleover/Mackworth/Allestree. If Perth House, Arboretum and Coleridge are to become dementia units, then the remaining homes should be kept open for the physically disabled and frail. It is frightening for a physically disabled person with poor mobility to be placed with dementia patients who can be overwhelming with noises and physical exuberances. Having visited several private homes before placing mum in Merrill House, I feel that the council homes are better monitored and well run - KEEP MERRILL OPEN”.

(Respondent I).


“This type of environment is favoured by elderly people who cannot look after themselves for various reasons. They do not need and could not cope with 'Extra Care Homes' recommended by the council. Neither do they want to be in a Dementia Unit surrounded by people with the same condition. Fill up these council homes and make them as cost effective as possible

Both visitors and staff members agreed that more funding was needed in order to motivate the residents, including activities such as arts and crafts, improving their personal, social and cognitive skills, encouraging interaction between residents to overcome feelings of isolation and loneliness”.

(Respondent J).

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.

Back Cover Page
Page 1 of 22

[image: image7.emf]50%

37.50%

12.50%

0% 0% 0%

0%

5%

10%

15%

20%

25%

30%

35%

40%

45%

50%

A Representatin Of Residents Care At Merrill House.

Very Good.

Good.

Neither Good Nor bad.

Bad.

Very Bad.

Don't Know.

_1349030361.xls
Chart1

		Personal Care

		Cleanliness Of The Home

		N/A

		Emotional Support

		Homely Atmosphere

		Good Food

		Friendly Staff

		Good Management Of The Home

		Mental Stimulation

		Outings

		Respect

		Kindness

		Helpfulness

		Security And Safety

		Understanding



Aspects Of Care Regarded As Most Important In The View Of Visitors At Merrill House Care Home.

28.5714285714

19.0476190476

14.2857142857

9.5238095238

9.5238095238

9.5238095238

4.7619047619

4.7619047619

4.7619047619

4.7619047619

4.7619047619

4.7619047619

4.7619047619

4.7619047619

4.7619047619



Sheet1

		Care Home: Visitors Survey.

		Ward:		Chellaston

		Respondent		Name of Nursing/Residential Home.		Are you made to feel welcome when you come to visit this Nursing/ Residential Home? Yes/No/Don't Know QUANTITAIVE		Can you tell me why you feel this?		Do you feel that visiting times are flexible at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Are visitors supported by staff at this Nursing/Residentail Home in regards to visiting, or taking the residents on day trips? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that the staff are friendly and helpful at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		What aspects of your visit do you like the most?		What aspects of your visit 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: Example Two.		In your opinion, what are the three most important aspects for the residents living at this Nursing/Residential Home:Example Three.		Are you happy with the service of physical and medical care provided at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Are you happy with the service of emotional care provided at this Nursing/Residential Home? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Are you happy with other aspects of service at this Nursing/Residential Home, such as food and activities? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that the residents care plan is followed successfully? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that you are fully informed and kept up to date with the health and care of the resident? Yes/No/Don't Know QUANTITATIVE		Can you tell me why you feel this?		Do you feel that the residents are treated with respect and dignity? 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?

		I		Merrill House		1		Door opened quickly. Always greeted. Often asked 'How are you? Short general conversation eg about the weather.		1		Can visit anytime day or night. Respect the request that mealtimes are not appropriate for visiting. This is good.		N/A		No request made for this. Resident has not been outside of her home for about 4 years prior to residential care. Nature of physical difficulties makes trips out very difficult for clients and carers.		1		Everyone aknowledges that visitors are present, but leaves them to talk privately if needed. Offered visitor room if needed. Coffee/Tea avaialable if wanted. Children welcome.		Feel free to talk to other residents and staff. Can go to mums bedroom to sort her clothes and toiletries if she requests. Freedom to visit at anytime.		Mum saying she wished she were dead./ Nbot the homes fault she's been saying this since my dad died before coming into the home (several years now).		Safety - always someone around to help.		Cleanliness - both of the environment and personal care - clothes/bedding frequently laundered.		Emotional support - no fear of dying alone.		1		Dr called when chest infection suspected. Regular chiropody avaialble. Often visits for eye care.		1		Staff try to make residents 'feel good' (A hard task!). They tell them if they look nice. Hairdressing service a good mood enhancer for the ladies.		1		One thing mum comments on is the good foof. She enjoys the singing concerts. She won't join in much else but that’s not the homes fault.		3		Haven't personally asked to see the care plan but know another family member has signed it and approves.		1		Management will talk to family as and when necessary.		1		Asked quietly if they want to go to the toilet - have a bath. Are told not to worry if they have 'accidents'.		I would like to see the worry of the home being closed taken away. I would like assurance for the resident and her family that there is a permanent place at Merrill House. I would like the staff to be confident that their job is permanent and appreciated

		J		Merrill House		1		We are always greeted at the door with a friendly smile, when it's a manager who opens the door then we often get additional comments about how Mum is doing.		1		It is possible to go at anytime, even meal times seem not to be discouraged.		1		A residents meeting was held on the 20th of June when a decision was made to go out for a meal and a trip to Markeaton Park.		1		The staff are very busy but they always take the opportunity to speak and explain latest events.		Seeing the residnets so happy and contented about their surroundings.		None.		Encouragement to treta the home as their own.		Care whenever it is required.		Good food at regular intervals in pleasant surroundings.		1		My one reservation is that visiting doctors should review medication from time to time.		1		My mothers condition makes he diffiicult to communicate with but the staff persevere in a  loving and patint way.		1		They occassionally play suitable games and recently had a musical group to sing 1940s songs. The residnets joined in.		1		The staff know that my mother has a very small appetite yet they cater for her with suitable food and drink.		1		My mother became ill at the home on 21st of June 2010. The doctor was immediately summoned and gave advice. She got worse the following day and was admitted to hospital. We were told of this on our visit and later by phone.		1		After a week in hospital during which mother had 2 visits from the home managers, she was accepted back at the home even though the hospital discharge nurse recommended a nursing home. The staff wanted her back!		Keep it as it is! This type of environment favoured by elderly people who cannot look after themselves for various reasons. They do not need and could not cope with 'Extra Care Homes' recommended by the council. Neither do they want to be in a Dementia Un

		K		Merrill House		1		Staff are very friendly		1		Able to visit anytime.		1						Any problems - staff always involve the family.		Able to chat to mum in either a private or communal area.				Good staff - caring and frindly.		Cleanliness and hygiene.		Good management		1		Always involved.		1				1		Mum able to join in if appropriate.		1		Always involve.		1		Always involved in care plan		1		Staff always listen to any issues we may have.

		L		Merrill House		1		I know most of the staff and they are comfortable using my first name.		1		It never matters when I take my uncle out, the staff are exteremely helpful.		1		I often take my uncle out for 2 hours or a day trip, the staff always brief me on the medication I need to ensure that he takes it on time.		1		They are always very friendly and helpful.		The helpfulness of all the staff, they record in their diary when my uncle is going to be out for the day with his relatives and ensure that he is reminded and got ready.		Sometimes the staff are so busy that it is difficult to find the management to ensure that it is ok for my uncle to  come out for a drink.		The residents are made to feel at home.		The home and the residents are kept very clean and tidy.		The residents receive stimulation and go on group trips.		1				1		My uncle is very happy with Merrill House. They have a staff member named Anthoney who specialises in motivating th eresidents. In addition to painting he plays all manner of games with them.		1		See above comments for activities. With respect top food it is so good that my uncle is putting on weight and I have had to ask the staff not to offer him additional portions.		1				1		I see the home manager personally on a weekly basis.		1		Based upon my uncles comments I am sure that all the residents are treated as individuals with proper respect and courtesy.		In todays financial climate I would like to see a statement saying that the potential for closure due to rationalisation has been put back and that Merrill  House is assured of being kept open for at least the next x years.

		M		Merrill House		1		Everyone friendly.		1		Can visit anytime.		1				1		They talk to us.				Not arriving at meal times.		Respect		Kindness		Helpfulness		1		What I have seen.		3				3				1		Regularly consulted.

		N		Merrill House		1		They are all very friendly		1		You can come and go when you please.		1				1		They are very helpful when you need them.		Seeing the place nice and clean.		Seeing my mums clothes not ironed properly.								1				1				3				1				1				1

		O		Merrill House		1		Smiles and information given without asking on how he is.		1		We can go anytime and are always made welcome, plus the staff know who we are visiting.		1		Made welcome when we are doing this and the staff always check that we are ok.		1		Making sure that all mail and hospital appointments are passed onto us and telling us how he's been.		Being included in talking with other residents, the staff always finding time to listen and talk not only with us but all of the residents.		N/A		A good standard of care.		Good food		Understanding the individual.		1		You can see the care going on when visiting and staff talking to each person whilst theywait or they have finished.		1		He's the happiest he's been for a long time, and he's contented.		1		He wouldn't eat just anything and always tells us of the activities and entertainment.		1		He's happy.		1		It's something that always seems to be their  priority in letting us know.		1		The feel of the place when we are there.		Having experienced other nursing and residential homes (my parents) I'm happy with the way they are treated.

		Key				Yes		1																																										Yes		1

						No		2																																										No		2

						Don't Know		3																																										Don't Know		3

						No answer		4																																										No answer		4





Sheet2

		Q5		Aspects Of Importance

				Safety - always someone around to help.		Cleanliness - both of the environment and personal care - clothes/bedding frequently laundered.		Emotional support - no fear of dying alone.

				Encouragement to treta the home as their own.		Care whenever it is required.		Good food at regular intervals in pleasant surroundings.				Personal Care		28.5714285714

				Good staff - caring and frindly.		Cleanliness and hygiene.		Good management				Cleanliness Of The Home		19.0476190476

				The residents are made to feel at home.		The home and the residents are kept very clean and tidy.		The residents receive stimulation and go on group trips.				N/A		14.2857142857

				Respect		Kindness		Helpfulness				Emotional Support		9.5238095238

				N/A		N/A		N/A				Homely Atmosphere		9.5238095238

				A good standard of care.		Good food		Understanding the individual.				Good Food		9.5238095238

												Friendly Staff		4.7619047619

												Good Management Of The Home		4.7619047619

												Mental Stimulation		4.7619047619

												Outings		4.7619047619

												Respect		4.7619047619

												Kindness		4.7619047619

												Helpfulness		4.7619047619

												Security And Safety		4.7619047619

												Understanding		4.7619047619
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Aspects Of Care Regarded As Most Important In The View Of Visitors At Merrill House Care Home.
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Care Assistants - Yes

Care Assistants - No

Care Assistants - Don't Know

N/A

Housekeepeing - Staff Yes

Housekeeping Staff - No

Housekeeping Staff - Don't Know

N/A

A Representation Of Whether Employees Feel That There Are Enough Staff Members On Shift At Merrill House To Meet The Needs Of The Residents.
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		Care Home: Staff Survey.

		Ward:		Chellaston

		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		Canyou 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?

		P		Merrill House Residential Home		Care Assistant		Many years		4		N/A		4		Sometimes understaffed.		2		Understaffed due to not replacing staff who are on leave.		Talking and taking care of residents when given time.		Please see attached paperwork.		Choice		Friendly atmosphere.		Good Standard.		2		Please see attached paperwork.		1		Please see attached paperwork.		1				2				1		Sometimes.		Residents allowed to make their own choices. Ie. To stop in bed if they wish.				The staff at Merrill House are becoming increasig=ngly concerned about the attitude of Lorraine Lewis. For ease of reference I will itemise the complaints as follows:0		1. She speaks to staff in a patronising way.		2. We are not allowed to communicate with one another. This makes it very difficult in requesting for help on our wing from another member of staff.		3. We are treated like children and he follows us around 'trying to catch us out'. I have been employed at Merrill House for a number of years and I feel that if there is a problem with my work I should be assessed by the management, told of the problem a		4. HCAs have worked at the home for the past two years but no longer do so because of Lorraines attitude towards them. She makes them look foolish infront of staff and makes sure that they get the most unreasonable jobs. I know that complaints have been m		5. There are no problems with any of the other managers and the home operates far more efficiently and with far more enthusiasm when Lorraine is not on duty.		6. Complaints have been made to Sharon O'Connell about Lorriane (and her duaghter Tracy Hannigan) but to no avail because of their friendship with Lorraine.		7. The residents are making comments that when Lorraine is on duty they feel like iinmates in a prison, not residing somewhere that they call home.		8. I and other members of staff feel that these grievances need investigating and action taken where appropriate before the atmosphere at Merrill House becomes untenable.

		Q		Merrill House		Care Assistant		11 Months		N/A		I work in a residential home, we have no nurses.		2		We have 1 member od staff per wing, 3 staff are not enough, especially getting residents washed/dressed in the morning. Sometimes there are only two members of staff on shift.		2		Often there is only one domestic of shift to clean all of the residential home in a limited space of time.		I like knowing residents are happy with the standard of care that I offer them.		Not being able to offer 100% care because of staff shortages, managers not taking  matters seriously.		The level of care.		Surroundings they live in.		Amount od choice they can make.		2		Not enough staff, managers do not take matters seriously.		1		Managers often decide things e.g. when to cantact GPs.		2		Although I am able to fulfil my duties often this is at the residnets expense as you have less time to spendwith them.		1		Receive regular training and receive necessary training.		3		Mixed reaction of managers as to how I do my job, who I work with etc…		More staff on duty throughout the day. Residents to be consulted more about how they are, if they have any complaints to make etc… Managers to take these matters seriously instead of sweeping them under the carpet eg. Complaints about staff am=nd how they

		Key		Yes		1																																										Yes		1
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				Do you feel that there are enough staff members on shift at this Nursing/Residential Home to meet the needs of the residents?

				Care Assistants - Yes		0%

				Care Assistants - No		100%

				Care Assistants - Don't Know		0%

				N/A		0%

				Housekeepeing - Staff Yes		0%

				Housekeeping Staff - No		100%
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A Representation Of Whether Employees Feel That There Are Enough Staff Members On Shift At Merrill House To Meet The Needs Of The Residents.




