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Name: – Raynesway View Care Home.  

Address: – Foyle Avenue, 
       Chaddesden, 
       Derby, 
       Derbyshire, 
       DE21 6TZ


Staff: – Mark Blaney.


Jessica Davies. 

Volunteers: – None.  

Date: – 28/06/2010 

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.
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Author: – Derby LINk.

Audience: – Public.
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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: – Raynesway View Care Home.

Address: –  Foyles Avenue, Derby, Derbyshire, DE21 6TZ.
Telephone: – 01332 718300.
Fax: – 01332 718300.
Email: – diane.rose@derby.gov.uk  

Name of registered provider: – Derby City Council. 

Provider Web Address: – www.derby.gov.co.uk 
Name of registered manager: – Diane Rose. 

Type of registration: – Care Home.
Number of places registered: – 35.   

Category of registration: – Old Age.
Summary
Raynesway View Care Home was visited by Derby LINk, a team of two, on the 28th of June 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 and some private areas at the care home and were able to complete our observation sheet.  We also surveyed 13 residents out of a total of 35, 2 male residents and 11 female residents, speaking to them about their experience of care and living at the care home, assisting them to complete the survey.  We also received 3 completed staff surveys and 1 completed visitor survey within the allocated time frame.

This report presents the findings from Raynesway View 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 Raynesway View  Care Home which correlated with the observations made during the visit by the LINk Research Team.  However, due to the size of this research, the data is not representative of everybody at Raynesway View 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 Raynesway View Care Home.

Brief Description of Services
Raynesway View Care Home, provided by Derby City Council, is a purpose built building in a quiet residential area, with space for parking to the side of the home.  The building is clearly signposted from the road, with a large sign displayed on the wall facing the main access route.
Beyond the secure entrance door is a wide foyer area with seating, containing a number of low chairs, some tables and a radio.  Directly to the right of this area is a corridor leading to the stairs, and to the next floor.  The Managers office is off the corridor close to the main entrance and foyer, and opposite this area is the dining room on the left of the foyer, with a television area at one end.  There is an outside seating area which is paved, and holds a number of tables and chairs directly to the front of the foyer with an array of potted plants, which also constitutes as the designated smoking area. Connecting the paved area and the dining room is a covered sun lounge area, again with low chairs and tables. 
The home is spread over two floors, with access to the second floor via the stairs, a stair lift or a passenger lift.  Upstairs mainly consists of private bedrooms, which are of adequate size if not a little on the small size, this floor also has two more communal lounges, with both a dining area and a seating area with television sets.

The care home is light and airy with satisfactory space; large windows allow lots of natural light into the building.  The communal lounges and dining areas are large, open plan areas, with the furniture encouraging interaction rather than lining the walls of the room.  The building is nicely decorated in neutral colours and is well maintained.

At the time of our visit, the majority of residents we spoke to were sat comfortably in the communal areas, on chairs of good repair.  A group were outside in the sunshine and a few residents were in their bedrooms.  Residents were all dressed smartly, drinking tea or cold drinks and were interacting with one another, ourselves and employees.
Whilst at Raynesway View Care Home the LINk Research Team observed a number of care assistants, one individual offering drinks, and the managerial team.  All employees were friendly and polite and assisted us during the research process.
As a result of our visit, Raynesway View Care Home, although busy, appears to be a relaxing, stress free environment, with a well organised management team and employees.

Findings
Residents

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

The majority of residents surveyed declared themselves as ‘happy’ living at Raynesway View, describing it as “nice here, especially in the garden”.  (Respondent J).
[image: image2.png]



During the LINk Visit, the atmosphere at Raynesway View Care Home was busy and inviting, with the organisation of the care home and the attitude of staff encouraging the residents to adopt an independent lifestyle and interact with one another.
Levels 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 Raynesway View Care Home.  Residents valued the standard of care provided at the home, the choices made available to them such as when and where to receive visitors and the choice of what to eat, overcoming loneliness through developing friendships in a safe, homely and comfortable environment:


“I like having someone to talk to, the staff are very good, care is good, they put activities on for us and people can visit at anytime”. 

(Respondent K).

Experience of Care

Of the residents surveyed at Raynesway View Care Home, 31% described their experience of care as ‘very good’ and 69% described it as ‘good’, describing the staff as “hardworking girls”:


“Staff are wonderful; they are very good to us”.

(Respondent M).

When elaborating further on their experience of care, residents identified one theme as contributing to their sense of well – being at Raynesway View, as that of being consulted with, and holding events, including getting together to watch the World Cup and celebrating with a barbecue.

“(I like) getting together, we got together to watch the football”.

(Respondent M).
Through holding events at Raynesway View Care Home it is apparent from discussions amongst the residents that as a result, they felt that time dedicated to providing different entertainment and encouraging interaction contributed to improving their experience of care.  These benefits could include increasing confidence and improving social skills, especially amongst new residents, encouraging the residents to get to know each other, to build a social network within the home which can act as a source of support for many individuals in institutionalised situations.   

Friendships
One theme that was apparent during the LINk visit at Raynesway View Care Home was the encouragement of friendships amongst the residents.  At the time of our visit, the majority of residents were observed to be socialising on their own terms, relaxing in twos and threes, or spending time with one another in larger groups, one resident informed the team that she had:


“Very nice friends here, people to talk to”.
(Respondent E).

Friendship and companionship prove to contribute to the well – being of the elderly, when the risk of social isolation is often heightened, and unfortunately social exclusion is a common issue.  At Raynesway View residents are encouraged to form independent friendships of their own accord and are free to spend their time as they wish.
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, and residents felt that Raynesway View Care Home met their requirements and expectations:


“I definitely feel respected, they knock on the door before entering, I got to bring little things from home, my daughter bought me a television to watch in my room… care is individual. Staff look after my belongings. I see the hairdresser and the chiropodist too”.
(Respondent H).
Many of the residents expressed that they felt dignity and respect were considered throughout their care:


“(They) call me by my first name, look after my stuff… I've not had anything pinched yet and I've been here a while”.
(Respondent A).

Other residents discussed how Raynesway View Care Home catered for residents with religious beliefs:


“We have prayer meetings on a Sunday”.

(Respondent E).


“They take you to Church if you want to go”.

(Respondent G).
In terms of informed decision making, residents felt that employees at Raynesway View enabled them to make their own choices regarding day to day activities, including providing a daily menu for residents to choose their meals:


”Food choices vary every day, you get to choose from a menu of two at breakfast, lunch and dinner”.
(Respondent F).

Residents also felt that Raynesway View provided the opportunity for them to decide how to spend their time at the care home:


“I'm quite independent. There is a day trip planned for next week, I'm going but they don't make you, it's up to the individual”.
(Respondent J).
Safety And Security
A common issue found amongst the elderly within our society is safety, such as falls, or the fear of falls.  With an aging population, falls and falls prevention are regarded as a priority of care within the city:   


“I’m very happy here, I had lots of falls at home, I feel secure here”.

(Respondent H).
Through living at Raynesway Care Home, although falls and the fear of falls would not disappear, the fact that residents are cared for by qualified employees lessens the worry and stress of the resident.
Frustrations

Of the remaining residents, 30.5% declared themselves as ‘neither happy nor unhappy’ living at Raynesway View Care Home, through further discussions with the residents, the majority of these frustrations could be attributed to the aging process and changes that occur within the body.  One resident complained that mobility had become an issue and that:


“I can’t get around the way I used to”.

(Respondent I).

Whereas others mentioned that it was the deterioration of faculties such as their hearing and the subsequent effects that contributed to their frustrations:


“Not being able to hear and take part”.

(Respondent D).
Although these frustrations can be classed as a reaction to the natural progression of aging, other residents did discuss factors which can be addressed by the care home, including the level of comfort of the chairs in the communal areas, visits to the shops and the attitude of some of the other residents.

Findings

Visitors

Unfortunately, only 1 visitor returned a completed survey to Derby LINk within the time frame allocated, however, it does provide some insight into the experience of visitors at Raynesway View Care Home.

Perceptions of Happiness amongst Visitors

The respondent indicated that, overall, the provision of medical and physical care, as well as the provision of emotional support were satisfactory at Raynesway View Care Home:


“Care managers are all very friendly and helpful, and cannot do enough for my mother”.
(Respondent Q).

However, the respondent also indicated to one or two instances where the provision of care and support was not satisfactory, including a lack of communication, such as having to “chase up appointments” regarding the residents care, suggesting an area of support which could be improved or modified at Raynesway Care Home.
Levels of Importance Regarding Care
During the survey, the respondent was invited to list what was considered to be of most importance for those living in supported accommodation, and from those discussions, a number of themes the visitor viewed as significant could be identified, including help with day to day care at the home, reassuring the residents and allowing them to develop the confidence to ask for whatever they need assistance with, a pleasant, caring environment providing a setting for interaction with employees and other residents including the provision of structured workshops, and activities to stimulate and entertain the residents in a location that is close by for relatives and friends to visit.
Through further analysis, it was evident that the respondent had mixed reactions as to whether these requirements were met on the whole at Raynesway View Care Home.

Experience of Visiting

In terms of visiting residents at Raynesway View Care Home, the respondent indicated that there were some positive experiences:


“I do not have to wait … and I'm always greeted with a smile”.
(Respondent Q).

For many, visiting loved ones in care homes can prove to be a distressing experience.  By ensuring that employees are approachable and friendly, towards both the residents and their visitors, Raynesway View Care Home can help alleviate any feelings of anxiety amongst visitors which could be picked up on by the residents, affecting those who already may be in a vulnerable state.
Safety
In terms of the well – being of the resident, this visitor was pleased with the manner in which the majority of employees at Raynesway View Care Home dealt with the issue of safety.  The building is accessed through a secure entrance door and employees greet everyone entering the building.  However, this visitor did describe an instance where the resident pulled the alarm chord for assistance when another resident had gained access to the bedroom, and was dismissed by employees as not an urgent request, thus suggesting that procedures relating to communal and private areas need to be examined at the care home. 
Communication
In the experience of this particular visitor, channels of communication were adequate in regards to being kept up to date with the residents health and progress at the home, however three instances were described by the respondent where a lack of communication amongst professionals inside and from outside the home resulted in the resident waiting for care and treatment, an issue which may need to be looked at by Raynesway View Care Home and methods for improvement may need to be evaluated.
Dignity in Care
According to the respondent, as far as they were aware, the employees treated the residents with respect and dignity within both personal care and day to day support at Raynesway View Care Home.
As this is the perception of just one visitor it is impossible to make any generalisations at Raynesway View Care Home.  Through observations carried out by the LINk Team whilst conducting the research it appeared that there were mixed attitudes amongst employees regarding the concept of dignity, requests were seen to be dismissed by some members of staff, whereas others were more patient in their manner.  This however, could be a result of increased pressure on employees as this was witnessed in the busiest communal area.  
Frustrations

In terms of frustrations, this visitor discusses minor issues which will be present in most organisations where human contact is paramount, however, Raynesway View Care Home need to be aware that it is the small acts of kindness that can make a difference to an individuals’ day and as a result ease their worries. 
Findings

Employees
Perceptions of Happiness amongst Employees

Although only 3 employees at Raynesway View Care Home completed the survey, they do provide some insight into what it is like to work at the home.  All of the employees had been working at the care home between one year and three years within the caring profession roles.

Out of the three employees who completed the survey, only one respondent felt satisfied with their job at Raynesway View Care Home:


“I love my job, I get great satisfaction assisting people to live their every day lives. I like listening to stories about their past and how things have changed”.

(Respondent N).

The remaining respondents had mixed views regarding satisfaction within the work place:

“Some days I love it and some days I don't”.

(Respondent O).
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 relating to the sense of belonging, home comforts and overall happiness of the residents, combined with a good standard of care were highlighted by employees as most important aspects of care, followed by a good standard of food, safety, and a sense of self worth.  Visitors also valued good health, the experience of visiting, freedom for the residents to live independently and an open door policy as important to contribute to a persons well – being in care. 
Experience of Employment

From the surveys, it is possible to ascertain that employees have mixed feelings towards staffing levels at Raynesway View Care Home, and how resources can contribute to the level of dignity in care:
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All of the employees felt that there were not enough care assistants on shift to meet the needs of the residents at Raynesway View Care Home:

“After 12.30 - there are only two carers to assist 35 residents with personal care and any other needs that occur, plus we have to give out the tea to four dining rooms, wash the pots, clear away, do any baths that are ours to do, prepare the supper, take it out and wash those pots, put any residents who wish to go to bed, answer the call bells and try to keep on top of the washing and the laundry”.
(Respondent P).
Additionally, only one of the respondents felt that there were enough housekeeping staff at Raynesway View Care Home to meet the needs of the residents:


“The domestics finish at 12.30 pm and once again any spillages of drinks, food, urine, faeces are cleaned up by the two members of staff who are trying to do all the other tasks”.

(Respondent P).
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
One theme that was present amongst the perceptions of all employees was that although they felt that they had enough time to complete their tasks, they felt that they didn’t have enough time to spend time with the residents:

“We do get time to do all our duties but not enough time to spend chatting to the residents which I feel is part of our job”.
(Respondent N).

All of the respondents felt that this was an important part of their job that they were often unable to do sufficiently at Raynesway View due to the lack of employees on shift at any one given time.

Sound Judgement
The majority of employees at Raynesway View Care Home felt that they never had to do things against their better judgement, stating that:


“We are told and I agree, "if in doubt, don't"”.

(Respondent N).

However, the remaining employees felt that they weren’t sure at times of the instruction and support from management at the home, and perhaps guidelines could be clearer at Raynesway View in order for employees to feel more comfortable within their job.

Value
Again, there were mixed responses from employees at Raynesway View in relation to whether or not they felt that they were valued within the workplace and that they received adequate support within their roles:


“Some managers are not approachable… It's not very often that we are praised or appreciated for how hard we work but they are quick to pull you up or criticise if something does go wrong”.

(Respondent P).

However, one employee did feel that Raynesway View Care Home valued and supported their staff, describing The Managers, employees and the residents as a team.
Frustrations
In terms of what employees perceived as frustrations in relation to working at Raynesway View Care Home, all of the employees commented on the structure of staffing within the organisation.

One employee regarded a lack of communication as the greatest frustration experienced at Raynesway View Care Home:

“Lack of communication between managers and staff. Each manager wants things doing their way on their shift”.

(Respondent P).

The remaining employees surveyed felt that the staffing levels at the home were the greatest frustration which could possibly lead to detrimental effects on a residents experience of care:


“Not enough time to spend chatting with residents which I think makes for a lonely individual. Not being able to give them a bath more than once a week especially in the hot weather”.

(Respondent N).
It is apparent that Raynesway View Care Home needs to address this identified need for improved staffing levels at the home for the morale of the employees and care of the residents.

Conclusion and Recommendations
In conclusion, the findings from these surveys suggest that Raynesway View Care Home is successful in providing a Health and Social Care Service which satisfies the residents, their visitors and to a certain extent, the employees.

All of the respondents demonstrated an awareness of dignity and the need for sensitivity 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 Raynesway View Care Home, with the support from macro levels, such as Government guidelines, standards and policies, however, there are some areas that could benefit from evaluation, including staffing levels, in order to improve standards of care, communication links, both internal and external to ensure that services are carried out efficiently and response times to requests.  On the whole however, 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 Raynesway View Care Home.  

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


“It would be nice to have more trips out”.
(Respondent M: Resident).

Also, the visitor who completed the survey suggested that it would be beneficial for more information regarding the home to be easily accessible to the public, including a booklet for prospective residents to have, suggesting items that they may want to bring into the home in order to carry on enjoying home comforts.
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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