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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 under LINks ‘Enter And View Guidelines’:

“LINks may, in certain circumstances, enter health and social care premises to observe and assess the nature and quality of services and obtain the views of the people using those services. In carrying out visits, LINks may be able to validate the evidence that they have already collected from local service users, patients, their carers and families, which can subsequently inform recommendations and be fed back to relevant organisations”.
(The National Centre for Involvement, DOH)
The research proposal was to visit individual care homes within the city, investigating the perceptions and experiences of the 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, including experience of care, attitude of staff, facilities provided at the care home, patient involvement in care planning, health and nutrition, the right to independence, autonomy, privacy, respect and inclusion.
As a result of detailed, secondary research into existing literature regarding the concept of dignity in health and social care, the consideration of survey questions, and a pilot study, the primary research was designed by the LINk team and volunteers, which consisted of three separate surveys, each tailored for the intended respondents in addition to an observation sheet. Through this combination of research methods we were able to capture both qualitative and quantitative survey data to portray a comprehensible representation sensitive to the subjective nature of the concept of dignity in care.

A major challenge identified during the pilot study were cases of unexpected and often undiagnosed cognitive impairment amongst some of the residents of varying degrees, such as forgetfulness, confusion and early onset dementia.  In situations where early onset dementia was suspected, researchers needed to ensure that residents understood the purpose of the survey, and also understood the issue of informed consent.  If in doubt, the process was to informally chat to the residents without progressing with the survey to limit any distress or frustration.  In cases where residents became forgetful or confused but had the ability to understand the purpose of the survey and the issue of consent, the LINk team had devised a specialist communication tool, displaying images of topics and themes related to the research, which acted as discussion prompts and aided decision making. 
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Summary
Perth House Care Home was visited by Derby LINk, a team of four, on the 18th of May 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 39, 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 3 self completed visitor surveys and 5 self completed staff surveys within the time frame allocated.

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

Brief Description of Services
Perth House Care Home, provided by Derby City Council is located in a quiet, residential area in Chaddesden, off the main road and surrounded by trees.  There is space at the front of the building for parking, and has two easily accessible garden areas, one with furniture to sit out in and one very large space.  Signage for the home is satisfactory, with signs visible from the main road.
Walking into the building, the space opens up into an open plan area.  With offices and the kitchen directly on the left, access to a lift and stairs to the front, to the right is a television area and dining area, with an intermediate care wing further down from that.  The room is broken up into different sections and is clearly used for different purposes.  The area is nice and bright with double aspect windows overlooking the gardens on either side.  The decoration is bright and cheerful, and the chairs look comfortable and in good repair.  The dining area has round tables for four people which would encourage interaction at meal times.  The place is clean and welcoming with no odours to speak of.  Upstairs again is a large open plan area broken into smaller sections.  The chairs are positioned in such a way that encourages interaction between the residents, and employees are at hand both upstairs and downstairs.
At the time of our visit, residents were being served tea.  They were sat in groups and individually, some downstairs in the television room, and more upstairs.  All residents were enjoying their tea and employees were assisting them.  Some residents were taking part in an exercise class in a room downstairs and some residents were out in the garden enjoying the sunshine.  There was also a birthday celebration.  Residents were smartly dressed, clean and comfortable.
During the visit we noticed a visiting nurse on duty, four care workers front of house, two cooks and office staff.  All were busy and polite.  Towards the end of our visit a care worker brought in a young dog and took it round to see the residents, which was well received.  All employees were seen to be polite and friendly and answering any requests for help.
Perth House has a very calming atmosphere and was an enjoyable place to visit.  The residents were happy and interacting with us, one another and employees.  The employees were helpful and polite and the building and its gardens are bright and inviting, and also a good use of space.

Findings
Residents

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

The majority of residents surveyed felt that they were “happy” living at Perth 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 Perth 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 Perth House Care Home.  Residents valued the provision of individualised care and the standard of facilities at the home, praising the attitude of employees, from the managerial team, to care assistants, and the choices made available to them, such as when and where to receive visitors, in a safe, comfortable and calm environment:


“There is always someone to help, the food is good too, the menu is varied every day”.

(Respondent H).

Experience of Care
Of the residents surveyed at Perth 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”:


“It's been enlightening.  Very good care.  I didn't want to come here at first but now I'm glad I did”.

(Respondent E).

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.    

When elaborating further on their experience of care, a theme identified by the respondents as contributing to a sense of well being was taking part in structured activities provided by the care home.  The majority of the residents valued time spent in workshops, designed to engage and maintain a social and active lifestyle:


“I join in the keep – fit”.
(Respondent E). 

Taking part in activities, especially designed for the elderly is a safe way of incorporating elements of health care into routines, encouraging interaction and increasing the residents’ confidence and self – esteem.  

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 Perth 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, through assistance in participating in pastimes such as reading or gardening, contributing to a sense of self identity in a potentially institutionalising situation:


“I go to the shop…I get taken out in the wheelchair”.

(Respondent A).

Fear of Old Age
A common issue experienced by many vulnerable people in urban communities such as Derby City is fear, from accidents such as falling over to an awareness of the risks of living in a busy city, having a considerable impact on their body and mind.  It was apparent during discussions, that Perth House Care Home provided the opportunity for the elderly to live safely, in a community setting, providing companionship and a support network to those who might have otherwise been isolated from close family and friends, with the separation from more traditional values in our developing society:


“I feel secure here, I lived by the river and was afraid…there was no one to look after me at home”.

(Respondent A).

By easing feelings of loneliness, the care home, through a combination of its organisational structure, attitude of employees and provision of care, creates a place where residents can live in the knowledge that their health and social care needs are prioritised.

Dignity in Care
In terms of dignity in care, residents were asked to discuss the issues of respect, for themselves and their possessions, privacy, in terms of space and personal care and informed decision making.  

All of the residents at Perth House Care Home expressed that they felt employees were always courteous and respectful, and that they were treated as individuals, with carers incorporating their personal preferences within care:


“I can still have my cup of tea in bed at seven in the morning”.

(Respondent H).

From the surveys, it was possible to identify that residents felt that care was provided in a dignified manner through employees and residents being on a first name basis and ensuring that good conduct, in regards to privacy was up held and maintained:


“I always feel treated like an individual by the staff…and they answer any requests for help”.

(Respondent B).

And finally, 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:


“When I can make up my mind!  I can get food or drink when I want, I can do activities or opt out”. 

(Respondent A).

By encouraging residents to input as much as possible into their care and allowing them as much autonomy over their daily lives as possible, residents genuinely seemed at ease with their experience of care:


“Staff are so kind here, they can’t do enough”.

(Respondent H).

Frustrations
Of the remaining residents, 37.5% indicated that they were “neither happy nor unhappy” living at Perth House Care Home, through discussing their frustrations, their dissatisfaction can be identified as a natural progression from leaving their home environment and a reaction to a change of circumstance:


“I’m quite happy here but it’s not like being at home”.

(Respondent F).

One resident expressed dissatisfaction due to limited mobility preventing them from taking part in an enjoyable activity, again a natural progression in regards to the ageing progress and reaction to the deterioration of the body:


“I like to be outdoors but I’m not always able”.

(Respondent B).

Although these frustrations are present, residents indicated that the overall experience of care was positive, with employees adapting to their needs and wishes to create an environment where residents can live in comfort.

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

“Staff are very supportive to both my mother and me…get residents involved with different events”.

(Respondent O).

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 encouraging an effective relationship between the employees and the residents contributing to individual focussed care.  Also, themes of hygiene, cleanliness and comfort were highlighted along with activities such as reminiscence workshops, singing, reading and exercise in order to contribute to the well being of the residents. 
Experience of Visiting
In terms of visiting residents at Perth 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:


“I like being able to visit my relative through the day at any time and not feeling that you're upsetting the routine of the home”.

(Respondent O).
All of the visitors felt that they were made to feel welcome at Perth House Care Home, describing the staff as “friendly”, and 80% of the visitors who were surveyed indicated that they felt supported during their visits:
“Staff are always willing to help you in any way they think practical”.

(Respondent O).

By adopting this work ethic of good communication and inclusion of the visitors in the experience of care, Perth 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. 
Successful Care Planning
Also, all of the visitors surveyed felt that their residents care plans were followed successfully:


“The home has the right balance of following guidelines but allowing it to have a homely feel. Residents have their own rights also”.
(Respondent O).

Through a combination of balancing regulations against personalised care Perth 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.
Dignity in Care
All of the visitors viewed the employees as friendly and helpful, and stated that the residents were treated in a dignified and respectful manner:


“The staff have always shown my mother dignity and respect”.

(Respondent O).

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.
Communication
Additionally, 80% of the visitors also felt that they were kept up to date with information in regards to their residents:


“Staff always involve me with anything my mother wishes me to be involved with her health and care”.
(Respondent O).

However, one of the visitors surveyed felt that when her key worker was not available, she was unable to locate another staff member who was allocated to the residents’ particular case.

“Link worker not always on duty (quite reasonably) but no one else identified”.
(Respondent P).
Frustrations
In regards to other frustrations experienced by the visitors who were surveyed was the issue of a lack of privacy in communal areas:


“Trying to find a place sometimes away from the other residents and their families”
(Respondent O).

Also, another issue regarding the communal areas was raised:


“More democracy around TV channels etc… - some residents dominate and staff appear unaware that this is the case”.
(Respondent P).

Although these issues can appear as minor concerns, it is important to remember that it is the smaller, more personal touches that make a difference to so many. 
Findings

Employees
Perceptions of Happiness amongst Employees
The employees at Perth House Care Home who completed the survey had been working at the care home between one year and thirty years, and were in a variety of different roles, from assistant manager to kitchen assistant.

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


“management are very approachable with an open door policy, creating a good working atmosphere which generates all around Perth House”.

(Respondent K).
Also, all of the employees surveyed enjoyed interacting with different people, providing care and problem solving.
Aspects of Importance Regarding Care
During the survey, employees were asked to list what they considered to be of most importance for those living in supported accommodation, and from those surveys, a number of themes the employees viewed as significant could be identified:
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Themes such as good health, care, hygiene and diet were identified as important to the contribution to the well being of the residents, alongside those of confidentiality in care, privacy, respect and dignity.  Employees also highlighted choice, happiness, safety and comfort as important aspects of providing a good experience of care.
Experience of Employment
From the surveys, it is possible to ascertain that employees have mixed feelings towards staffing levels at Perth House Care Home, and how resources can contribute to the level of dignity in care:
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The majority of employees surveyed indicated that in their opinion there were not always enough care assistants on shift to meet the needs of the residents, furthermore, 60% of the respondents felt that at least four care assistants should be present at any one time:

“When with agency, or with staff who are not aware of the home, or when sudden illness occurs, there can be as little three staff to cover upstairs and downstairs”.

(Respondent K).

In terms of the staffing levels in housekeeping, over half of the respondents felt that there were enough employees to meet the needs of the residents, however, in professions such as these, working with people in unpredictable circumstances there is often always need for more employees:


“I understand why it is like they way it is, all down to cost.  But I do feel staff are stressed sometimes”.

(Respondent K).
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.
Time
Employees also indicated mixed feelings when surveyed on whether or not they had enough time on shift to fulfil their duties:


“Because some days there just isn’t enough time”.

(Respondent J).

Again, with most service sector occupations, Perth House Care Home experiences times where it is difficult to meet the demands of its service users, however, the majority of the respondents who were surveyed were more retrospective:


“We work our shift with the knowledge that what we have left will be picked up by the following shift”.
(Respondent K).

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

“They always work within the regulations set out”.

(Respondent K).

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

Value
Again, all of the respondents indicated that they felt valued within the workplace and that their experience of support at Perth House Care Home was effective and positive:


“I receive the best support from the management team at Perth House I have ever had in my career as a carer”.

(Respondent K).

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

Frustrations
In terms of what frustrations employees felt in regards to their work at Perth House Care Home, employees generally indicated to aspects of their work which removed them from directly from the provision of care such as administrative duties:

“Too much paperwork taking you away from the most important aspect of the job – caring”
(Respondent M).

Overall, however, employees generally described a demanding but pleasant working environment, with a good support network available to them in order to carry out their duties to the best of their ability within the guidelines provided.
Conclusion and Recommendations
In conclusion, the findings from these surveys suggest that Perth House Care Home is successful in providing a Health and Social Care Service which satisfies the residents, their visitors and the employees.

All of the respondents demonstrated an awareness of dignity and the need for sensitivity in care, and provided evidence on how Perth House Care Home is committed to providing its residents with dignity in care.  From encouraging residents to choose the clothing they wish to wear and the food they wish to eat, to ensuring that residents are treated as individuals, supported in their beliefs and cared for in a respectful manner.
It can be perceived that at this micro level, dignity in care is present at Perth 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 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 Perth House.  

However, one common theme amongst both residents and staff regarding any recommendations was to provide residents with more day trips out of the care home, to places of interest:


“It would be nice if residents could go out on more day trips… into the country”.

(Respondent J: Staff member).

A visitor developed this idea by suggesting individual outings for the residents, with assistance from volunteers to bring about these opportunities.

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.

Also, one visitor felt that more support was needed by the staff, as “they seem to be overworked at times” (Respondent O: Visitor).
And finally, it isn't obvious, and doesn't in any way take away from the care provided, but some areas of the care home could benefit from updating, in terms of decoration.

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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