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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.
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Service Information

Name: – The Gables Residential Home.
Address: – 161 Morley Road, Oakwood, Derby, Derbyshire, DE21 4QT.
Telephone: – 01332 280106
Fax: – N/A. 

Email: – N/A.  

Name of registered provider: – Ms Margaret Valerie Morris. 

Provider Web Address: – www.gableshome.co.uk 
Name of registered manager: – Ms Margaret Valerie Morris.
Type of registration: – Care Home.
Number of places registered: – 28.
Category of registration: – Old Age.
Summary
The Gables Residential Home, provided by was visited by Derby LINk, a team of two, on the 15th of July 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 9 residents out of a total of 28, all female, speaking to them about their experience of care and living at the care home, assisting them to complete the survey.  We also received 10 completed staff surveys and 9 completed visitor survey within the allocated time frame.

This report presents the findings from The Gables Residential 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 The Gables Residential 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 The Gables Residential 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 The Gables Residential Home.

Brief Description of Services

The Gables Residential Home is a privately owned care home located in a quiet residential area off the main road, surrounded by gardens and trees. Parking is to the front and to the back of the home offering space for both employees and relatives to park within close proximity with the entrance. The building was purpose built and the signage was adequate, although it is a little difficult to see from the road due to hedge rows. The garden area is large, with a fairly large lawn and paved area with seating, plants and potted flowers brighten up the space. The owner informed the LINk Team that they used to have a summer fête but now hold a barbecue annually for the residents, friends and their families in August.
Inside The Gables Residential Home the space opens up into a small reception area with a staircase directly in front leading to the first floor. There is also a lift to access the upstairs.  Immediately inside the door antiseptic hand wash is available.  An office space is situated directly on the right, next to the front entrance, with a labelled, post sorting area for residents or visitors to collect the post on entering the home. This area is decorated in a calming blue with chairs situated under the window.  There is also a shelving unit holding leaflets and information about The Gables Residential Home, including a newsletter, produced monthly by The Manager of the home.  This area leads down a corridor to the dining room, kitchens, two lounge areas, a few bedrooms and a smoking area. The dining room is a large space with a number of tables positioned in such a way to encourage interaction amongst the residents. The first lounge is a very large room sectioned off into three areas through the layout of the furniture.  Chairs of different heights are positioned in the room to encourage interaction. There is a television set in one of the separated areas and furniture such as cases, shelving units and lamps create a homely feel. The lounge and dining room are both bright spaces, with large windows and patio doors leading to the garden allowing lots of natural light into the building.  Along the corridor are a small number of residents’ bedrooms. At the end of the corridor is a conservatory area with seating and another book case displaying reading material, used as a designated smoking area, again leading to the garden.  Back inside there is a second space for office work to be completed by the employees and another communal lounge area, smaller in size, used for activities, with the main focus on a large dining table, and more space for people to sit on a large sofa.  Upstairs there are more bedrooms, some have en – suite facilities but some are without. Where the rooms are not en - suite, each room has a wash basin and is close to a shared bathroom and toilet.

At the time of our visit residents each looked comfortable; dressed in clean, smart clothes, interacting well with one another and the staff team. The majority of the residents were in the lounges and the smoking area, although some were in their own rooms.

The Manager informed us that as well as the residents, employees are also supported at The Gables Residential Home.  All employees are provided with adequate training, they are respected for the work they undertake and appreciated by the management team.  An example of this, which contributes to a pleasant working atmosphere at the residential home, is through maintaining high morale amongst the staff team, employees are thanked for their hard work on special occasions, with small gifts and a party.  As a result all employees at the residential home were helpful, friendly and pleasant to both us and the residents. 
The Manager of the residential home provided the LINk Team with a tour of the building during the visit, informing the team of its history and its current uses. The Manager was observed to be interacting with all the residents and staff members, assisting where ever necessary.  She explained the cleaning procedures of the kitchen and dining room, and also informed the team of methods used in order to minimise the risk of infection, that as well as employees, residents had their hands washed three times during the day. She also explained to the LINk Team about the activities provided at the residential home, what had been done in the past and also what was planned for the future. There was an activities board stating which days, professionals such as the chiropodist and the hairdresser were scheduled in, and which days there were planned outings provided by the residential home. There was also an area where pictures of all the employees were displayed on the wall with their names and job roles, so residents know ‘who’s who’, and there is also a separate ‘who’s on today’ display, with photos of the employees per shift. There is also a board with the date and weather information located in the dining area. 
The decoration at the residential home is a little dated, but nicely done and well maintained, bright, colourful and tidy.
In conclusion, based on the observations at The Gables Residential Home, the relationship between residents and the employees created a relaxed atmosphere in a busy residential home.
Findings
Residents
Perceptions of Happiness amongst Residents
The residents who consented to participate in the research had all been living at The Gables Residential Home for varying lengths of time, from approximately six months up to six years, and for a variety of different reasons.  Each individual story provided a unique insight into the experience of care received at The Gables Residential Home.

The majority of residents surveyed felt that they were “happy” living at The Gables Residential Home, describing it as “a home to me now” (Respondent B):
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This atmosphere was evident throughout the residential home with the conduct of the employees encouraging a relaxing environment.  The level of happiness amongst residents at The Gables Residential Home was supported further by their descriptions of their experience of care.

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 The Gables Residential Home.  Residents valued the standard of care, the attitude of the staff team, the standard of food provided, support and companionship, the facilities, the atmosphere of the home, the activities and the entertainment provided, and the standard of cleanliness:

“It's marvellous, nobody could live in a place like this and not like it”.

(Respondent B).

Experience of Care
Of the residents surveyed at The Gables Residential Home, 33.3% described their experience of care as “very good” and 55.5% described their experience of care as “good”, in comparison to 11.1% of residents who felt that it was “neither good nor bad”:


“I get the care I want, I only have to pull on the whatsit and I get help”.
(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 feelings honestly, without the fear of repercussions 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 inside and outside the residential home.  The majority of the residents valued time spent in activities, designed to engage and maintain a social and active lifestyle

“I go to the Luncheon Club on Thursdays, can play bingo if I want to and take part in the quizzes”.
(Respondent A).
Taking part in activities, especially those designed for the elderly is a safe way of incorporating elements of care into routines, keeping their minds active and alert, encouraging interaction and increasing the residents’ confidence and self – esteem.
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 The Gables Residential 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:


“They (staff) know what I like, I can walk about with my frame, when the weather is nice they take me outside”.
(Respondent E).

“I think they do for everybody, they seem to know the little knick knacks of everyone. They don't forget about you”.

(Respondent  G)

By developing a relationship and rapport with the residents, the employees are better equipped to understand the residents and structure care around their preferences. 

In regards to informed decision making, residents felt that the choices that were available to them contributed to their experience of care:

“(We have) a choice of food, one of the girls comes round with a menu every day and if you don't like anything you can make a suggestion and they'll try and accommodate you”.
(Resident A).

Another resident supported the benefits of informed decision making by discussing the health benefits of living at The Gables Residential Home:


“I've put weight on since coming here, healthier, very satisfied with my lot”.

(Resident C).
For this resident, being given the choice of food, combined with the care and support from The Gables Residential Home has resulted in lifestyle choices that has contributed to better health and well – being.
Independence
One factor that contributes to a persons well – being at The Gables Residential Home is that of maintaining a sense of independence.  Through continuing with routines and activities that they undertook before arriving at the residential home, residents maintain a sense of individuality:


“(We’re) given freedom to spend time however we like…with staff support”.
(Respondent B). 
Residents indicated that through maintaining a sense of independence, through the support from employees at The Gables Residential Home, they were able to celebrate their personal, cultural and social identity, to choose how to spend their time and to continue to participate within their community.

Companionship
Another factor that residents felt contributed to their over all well – being at The Gables Residential Home was that of companionship and peer support.

It was observed by the LINk Team that some of the residents to arrive recently at the home were befriended by those that had been in residence a little longer.  Peer support in this sense can contribute to easing the admissions process for a new resident, by making individuals feel more comfortable in new and potentially stressful surroundings:


“I’ve made good friends in here, took me under their wing, they keep an eye out for me”.

(Respondent C). 
Frustrations
Of the remaining residents, 22.2% felt that they were “neither happy nor unhappy” living at The Gables Residential 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 not easily bothered, I guess we're all different, we all have different opinions, we (the residents) can't be expected to get on all of the time”.
(Respondent D).

In this instance, it is evident from exploring this issue, that the resident finds it a little difficult to live in a communal setting after being independent for the majority of her life.  However, through encouraging interaction within the home through activities, The Gables Residential Home is attempting to overcome these issues within the home.

Another resident echoed this quandary when discussing what her frustrations were regarding The Gables Residential Home:

“Some residents complain too much and are demanding of staff and expect too much”.
(Respondent H).

Again, this frustration can be seen as a result from a change of circumstance, from living relatively independently to living in an area amongst many others and not a direct result of The Gables Residential Home, which was acknowledged by the resident herself:


“You get frustrated wherever you are, but I’m not unhappy”.

(Respondent H).

Another resident discussing her frustrations felt that she was frustrated due to issues regarding mobility:


“Not being able to get out much”.

(Respondent I).

This is a common theme amongst the elderly, who can often feel that their physical abilities are not able to keep up with their mental abilities, which can be viewed as a reaction to the aging process.  However, this resident did continue to discuss how her family and employees at The Gables Residential Home supported her in trips out.  
Findings

Visitors

Perceptions of Happiness amongst Visitors

The 10 visitors who completed the survey, all made useful contributions to this research into dignity and experiences of care, and suggested that the experience at The Gables Residential 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 The Gables Residential Home to the residents, and also with other aspects of care such as the provision of activities:

“My mother is happy and this is clearly due to the time and efforts put in by the staff”.
(Respondent U). 
Levels 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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Themes such as the standard of care and maintaining respect and dignity throughout personal care were viewed as most important amongst visitors, also the standard of the building, its facilities and its maintenance was also considered as important.  The number of, and attitude of employees were also regarded as a major contributor to the well – being of residents, and also the provision of different services, such as a choice of healthy, well balanced meals and activities to help encourage an active social life.  Also, the encouragement of relationships between residents was also seen to be a benefit for their well – being, providing the opportunity to maintain independence and to develop support networks within the home.  

Experience of Visiting

In terms of visiting residents at The Gables Residential 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:


“We can pop in anytime”.
(Respondent AA).


“I understand that there is no set visiting times at The Gables. I have always found that access is good but I avoid meal times as they are quite busy”.
(Respondent Z).
All of the visitors felt that they were made to feel welcome at The Gables Residential Home, describing the staff as “friendly”, and 88.9% of the visitors who were surveyed indicated that they felt supported during their visits:


“Staff always willing to do whatever they can to assist visitors”
(Respondent Y).
By adopting this work ethic of good communication and inclusion of the visitors in the experience of care, The Gables Residential 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 respondents who completed the visitors survey at The Gables Residential Home felt that the residents were treated with dignity and respect at all times:

“My mother is quite active but on my visits I have seen many other patients needing help with getting to meals and with the loo and at no time have I seen the carers be anything but dignified to these people, unlike many hospitals”.

(Respondent V).
Another respondent supported this by describing how dignity is preserved at The Gables Residential Home:

“From observing the way staff interact with the residents and handle difficult situations with tact and diplomacy”.
(Respondent Y).

The Provision of Services
Out of the visitors who completed the survey at The Gables Residential Home, 88.9% of respondents felt that the provision of services such as well balanced, healthy meals were satisfactory:


“My mother can be 'faddy' regarding her food. The staff will always try to encourage her to eat and offer appetisers”.

(Respondent U).

Also, the majority of respondents regarded the provision of activities at The Gables Residential Home as effective in contributing to the care of the residents:


“There seem to be regular activities … My mothers hair and nails are groomed well to aid her self esteem …we feel reassured that mother is well cared for and that staff try to stimulate her (even when she resists). This is very important when you live a long way away”
(Respondent AB).

Through a combination of health and social care, The Gables Residential Home can alleviate any concerns that visitors may have regarding their loved ones by creating a happy, healthy environment.
Successful Care Planning
Also, the majority of the visitors surveyed at The Gables Residential Home felt that their residents care plans were followed successfully and that they, as visitors, felt fully informed and kept up to date with the health and care of the resident:


“Always told if there is a problem and if the doctor has been needed, always someone to hand if there are questions to be asked”.
(Respondent AC).
Visitors also discussed having “regular chats” with employees and “being contacted by mobile phone if and when required” (Respondent T), in regards to being kept up to date with the residents progress at the home.

Through a combination of balancing regulations against personalised care The Gables Residential 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.

Frustrations

In regards to any frustrations experienced by the visitors who were surveyed was the issue of a lack of privacy in communal areas whilst visiting:


“Sometimes the TVs can be loud, however this is to be expected given the ages of the residents (there is a quiet lounge for those fit enough to use it)”.
(Respondent U). 
Also, another issue regarding the communal areas was raised by one of the visitors regarding the communal furniture:


“A lack of nice seating for residents”.

(Respondent AA).

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. 

Another frustration indicated to by a visitor which contradicts many previous views of respondents is that of a lack of emotional support:


“I occasionally feel the resident I visit is left to her own devices when emotionally upset… residents left too much to their own devices regarding constructive ways of filling their time. I feel more could be done to encourage and stimulate them to pursue their interests”.
(Respondent Y).

It is imperative that employees ensure that all residents at The Gables Residential are consulted with, and included in decision making and activities within the home.
Findings

Employees
Perceptions of Happiness amongst Employees

The employees who had completed the survey had all been working at The Gables Residential Home for varying lengths of time, from four years to nineteen years, and were in a variety of different roles, including housekeeping, kitchen assistants, carers, team leaders and deputy managers.

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


“It's a pleasant and friendly environment to work in”.

(Respondent N).

“I enjoy working with a friendly, reliable team and I enjoy working in the care home environment. I feel I am making a contribution”.

(Respondent K).

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 from those surveys, a number of themes the employees viewed as significant could be identified:
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Themes such as good care, respect and the cleanliness of the home were considered to be the most important aspects of providing a good standard of care, followed by well – being, happiness and activities.   Employees also highlighted privacy, cleanliness of clothing, levels of interaction, the open door policy, safety and good food as important aspects of providing a good experience of care.

Experience of Employment

From the surveys, it is possible to ascertain that overall employees felt positive in regards to staffing levels at The Gables Residential Home, and how resources can contribute to the level of dignity in care:
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The majority of employees at The Gables felt that there were enough care assistants at the residential home to meet the needs of the residents:


“The home is a very busy home but I think that staff cope very well with the residents we have”.

(Respondent R).

Only a small minority of respondents felt that they didn’t know whether there were enough care assistants at the home and the reason for this was because they were not involved in the caring aspect of the home and felt they could not comment.

All of the employees surveyed indicated that in their opinion there were enough housekeeping staff at The Gables to meet the needs of the residents:

“Our domestic team work hard every day along with the housekeeper and ensure the home is very clean and resident’s clothes are washed daily”.

(Respondent L).

Time

In regards to whether employees at The Gables Residential Home felt that they had enough time on shift to complete their tasks, again the feedback was largely positive, with 90% of respondents stating that they :

“We work as a team so the jobs are done on time”.
(Respondent N).

The majority of employees felt that they were supported in their work by other colleagues, all of whom contributed to ensuring the home runs as smoothly as possible:


“I sometimes plan my workload if know its going to be busy and if I don't have time the next senior on duty will carry on”.
(Respondent L).
One respondent however, did feel that occasionally, some of the duties were difficult to complete in the allocated time frame, as with most service sector occupations, The Gables Residential Home experiences times where it is difficult to meet the demands of its service users, however, this in no way detracts from the care provided at the home,
Sound Judgement

Again the majority of the respondents felt that they did not have to do anything at The Gables Residential Home against their better judgement, stating that:


“We are never encouraged to do anything we feel is not correct.”
(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 The Gables Residential Home, ensuring that procedures are followed and best practice methods are in place.

Value

All of the respondents indicated that they felt valued within the workplace and that their experience of support at The Gables Residential Home was effective and positive:


“I do feel that my work is valued as I do get great feedback and praise on my work”.

(Respondent P).

“We have twice yearly appraisals so if we want to discuss anything with management we can”.
(Respondent R).
Management was described as approachable, helpful and very supportive and employees discussed how the open door policy allowed for problems to be discussed when they arise.
Creating a happy workforce, through an adequate support system and praise, in turn, resonates throughout The Gables Residential 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 Gables Residential Home employees generally indicated that there were no frustrations at present regarding the care home but the majority of employees did indicate that there would always be room for improvement in order to raise standards of care.
Conclusion and Recommendations
In conclusion, the findings from these surveys suggest that The Gables Residential 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 The Gables Residential 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 The Gables Residential Home, with the support from macro levels, such as Government guidelines, standards and policies, employees feel supported by the Manager and in turn, 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 The Gables,  Visitors did however, indicate that perhaps the residents would benefit from ”more organised outings” and “more done to promote and stimulate residents’ interests”  (Respondent Y: Visitor).  Which correlates with plans the LINk Team were informed of during the visit by The Manager.

Another recommendation made by a visitor is that of:


“Staff always using the hoists and lifts provided”. 
(Respondent Y: Visitor).
It is imperative that only employees who are trained in moving and handling undertake this task and use the correct equipment at all times.

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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