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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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Service Information
Name: – The Laurels Nursing Home.  

Address: – 77 Nottingham Road, Spondon, Derby, DE21 7NG.

Telephone: – 01332 662849
Fax: – 01332 660427
Email: – thelaurelshome@aol.com 

Name of registered provider: – European Care Ltd. 

Provider Web Address: – www.europeancare.co.uk
Name of registered manager: – Linda Wheatley.
Type of registration: – Care Home with Nursing (Private). 

Number of places registered: – 45.  

Category of registration: – Old age and Physical disability.
Summary

The Laurels Nursing Home was visited by Derby LINk, a team of two, on the 19th 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 and some private areas at the care home and were able to complete our observation sheet.  We also surveyed 8 residents out of a total of 45, 4 male residents and 4 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 1 self completed visitor surveys and 0 self completed staff surveys within the time frame allocated.

This report presents the findings from The Laurels Nursing 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 demonstrated mixed experiences of care at The Laurels Nursing Home, highlighting both positive and negative examples 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 Laurels Nursing 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 Laurels Nursing Home.

Brief Description of Services
The Laurels Nursing Home, provided by European Care Ltd. is located on the main Nottingham Road in Spondon, indicted by a large roadside sign.  The front of the building itself is fairly small, an old farm house building, and is hardly visible from the road.  Once up the drive it is possible to see the extension of the care home, which is a purpose built building.  Outside the building, space is available on the right for parking and a garden area is at the end, which stretches down alongside the building, however part of this is unusable and the Matron has proposed flattening the area to the owners to make it safer and more accessible for the residents.  Also, some of the residents’ private rooms face the car park, with patio doors opening onto it, each room has its own garden area sectioned off by fences on either side of the patio doors allowing for each resident to have space to sit out and plant potted flowers. 
Walking into the care home, from the car park, is a narrow waiting area with a security door opening into a fairly narrow corridor in the older part of the building.  The small staff offices are at the end of the corridor on the far left, next to the front door.  Inside the building is fairly bright, although there is no natural light from the outside in the corridor, with neutral decoration in need of updating.  The corridor stretches out from the older building and curves round into the purpose built area, which is all on one floor.  A mixture of residents’ private rooms and three communal lounges extend off the corridor.  

The communal areas are large in size, again in need of updating.  There are a number of chairs of various shapes and sizes positioned around the edges of the rooms, focussing on a television set.  This set up allows for all the residents and their visitors to each have a seat in the communal areas but does not allow for easy interaction with one another.  On the day of our visit the first communal area we came across was nearly full of residents and the remainder only held a few residents in each.  Care staff were seen to be interacting with the residents in each of the communal areas with one staff member in assistance in each of the rooms at all times.

All the residents who agreed to take part in the survey were in their own rooms.  Each bedroom was large, bright and airy, with lots of natural light.  Residents had a bed, a chair, a wardrobe and a television set in each room, and the majority had access to an en – suite.  All of the rooms were decorated in neutral colours and the majority of the residents displayed pictures, photographs and ornaments.

During our visit we saw the Matron and a number of care workers, the employees were helpful, showing us around and introducing us to the residents.
The atmosphere at the home was busy and all the residents were well dressed, however, some of the communal areas were a little crowded making the situation a little demanding on the staff.    
Findings
Residents
Perceptions of Happiness amongst Residents

All of the residents who consented to taking part in this research had been living at The Laurels Nursing Home for a variety of different reasons, from choosing the home due to location, and accessibility to family, to being moved to the home after the closure of The Derby Royal Infirmary.  The amount of time spent at the home also varied amongst those surveyed, from just a few months to up to four years, providing the LINk Team with a variety of different personal accounts regarding the experience of care. 
Just over half of the respondents surveyed, 62.5%, indicated that they felt “happy” living at The Laurels:
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However, two residents referred to the fact that they felt distressed by the level of confusion experienced by some residents at The Laurels:


“Staff don't keep rein on all the residents sometimes they get into my room and try to wake me up”. 

(Respondent C).
Although, as with an open door policy, these types of experiences can be viewed as a hazard of circumstance, it raises questions regarding security on an individual level, for persons and their belongings, which needs to be addressed.
It must be noted however, that this experience was reported by a minority of respondents, implying that it could be rare in occurrence and the majority of residents reported that they were satisfied with “no complaints”. (Respondent F).  
Levels of Importance Regarding Care

During the survey, residents were invited to discuss what they felt were important aspects of care for those living in supported accommodation, and from the data, a number of themes can be identified:
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Through discussing these aspects of care with the respondents, it was evident that the residents felt that a number of these requirements were met at The Laurels Nursing Home.  Residents valued the relationship between themselves and the employees at The Laurels Nursing Home, the variety of activities on offer, spending time in the garden and the local community, and the availability of having ones own facilities for personal use such as en – suites.
Experience of Care

Through analysis of the data it became evident that residents had conflicting feelings in regards their experiences of care at The Laurels Nursing Home:
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12.5% of residents felt their experience of care was “very good”, 50% of the respondents felt it was “good”, 25% classed it as “average”, whereas 12.5% of residents did not provide an answer.  This data is further supported by the conflicting opinions of the discussed by the residents:

“Very good…staff are very attentive”.

(Respondent A).

In contrast, another resident suggested that his experience wasn’t as satisfactory, he did however indicate an awareness that:


“(They) can’t get these places perfect”.

(Respondent C).

Through further discussion with the residents, one theme which was identified as contributing to their experience of care and caused a lot of excitement amongst residents was the outings which were offered including:


“Day trips and boat trips, meals out”
(Respondent F).
Structured excursions, designed especially for the residents are useful in regards to contributing to a persons well being, allowing the residents to experience activity out of the norm, increasing self – confidence and encouraging interaction in those who may have become accustomed to not participating in activities they feel unable to organise or attend without assistance. 

Overcoming the Risk of Loneliness
Another theme identified amongst the residents as contributing to a sense of well being at The Laurels Nursing Home was overcoming the risk of loneliness: 

“I was lonely in my house, it was like a jail. I am really happy here, everyone is friendly and they all check on you”.

(Respondent G).
Loneliness is a common problem amongst vulnerable people, incurring both physical and emotional risks amongst the elderly particularly, from the risk of falling and loss of motivation, to agoraphobia and mental health problems such as depression, indicated by this resident who felt like a prisoner in their own home. Relocating from an isolated environment to one where friendships are developed and encouraged, overcoming loneliness can only have beneficial implications to individuals in care:


“Staff have a good relationship with me…good chats”.

(Respondent A). 
The rapport between employees and residents was evident at our visit to the nursing home, with observed interaction and involvement between residents and employees. However, staff need to be aware that their responses and gestures are observed by residents and visitors and that some of these could be interpreted in a negative way.
Encouraging Independence
Many of the residents we surveyed at The Laurels Nursing Home enjoyed maintaining a sense of independence.  The majority of them indicated that they attempted to remain active through encouragement and support from the employees:


“On Tuesday I go out with a carer into town”.

(Respondent H). 
By maintaining a sense of independence, through the assistance at The Laurels Nursing Home, residents enjoyed participating in activities which defined them as individuals, from enjoying creating a garden area to regular church visits, at The Laurels Nursing Home residents maintain a sense of themselves which can be of great importance in circumstances where there is a risk that identity and individuality can be lost.
Dignity in Care
In terms of dignity in care, residents were asked to discuss their experiences of privacy, in terms of personal care and personal space, informed decision making and autonomy in care, and whether they felt they and their possessions were treated with respect.

All of those surveyed felt that they were treated in a respectful, informal manner at The Laurels Nursing Home:


“We’re on a first name terms”.

(Respondent F).

”I feel respected, they (staff) have a joke with me…make me meals that I like”.

(Respondent G).
Residents discussed how employees respected their personal preferences and individuality, encouraging residents to personalise their rooms with their own furniture and home comforts:


“I brought my furniture from home, the bed is theirs but this is my chair…and all my pictures”.

(Respondent A). 
The issue of respect was perceived to be satisfied by the residents, however, respect can be a subjective concept, open to interpretation, and employees must be aware of how their intentions may be construed by the residents, visitors and other professionals in the industry.

In regards to making informed decisions and maintaining a sense of control over their lives, the respondents described it as:


“Smashing, I can do as much or as little as I want”.

(Respondent D).
Residents discussed the freedom to choose what time to start the day, what to wear, whether or not to participate in any activities, the choice of meals provided, what to listen to on the radio and to watch on the television and when and where to receive visitors.  By all accounts, The Laurels Nursing Home encouraged the residents to make informed decisions and enjoy the time spent at the nursing home.
In response to whether residents felt that privacy was a priority regarding their personal space and personal care at The Laurels Nursing Home, residents indicated that their private rooms were their personal spaces:


“They (staff) always knock before coming in”.
(Respondent E).
In such a busy, demanding environment employees were perceived as coping in regards to balancing their health and social care duties with personalised care.
Frustrations

Of the remaining residents, 37.5% felt indicated that they were “neither happy nor unhappy” at The Laurels Nursing Home:


“It’s not home, but it’s ok”.

(Respondent A).
Through further discussions with residents on the matter, it was apparent that some of the frustrations were a combination of impaired mobility and lack of resources:


“Not being able to get around”. 
(Respondent B).

“I spend a lot of time in my room, 12 hours in my bed and 12 hours in this chair”.

(Respondent F).

These comments contradict many of the previously recorded experiences, and it is important that The Laurels Nursing Home and European Care Ltd are aware of these matters, and strive to ensure that all residents are treated with the same standard of care and provided with the same opportunities. LINk staff are concerned that residents accepted these situations as inevitable and did not feel able or inclined to request assistance in addressing these frustrations.
Findings
Visitors and Employees
Despite our efforts at LINk to promote and advertise the research at each care home, it is ultimately up to senior staff to make surveys available in a location which is apparent to both visitors and employees.  Unfortunately, on the day of our visit, no responses were received from either employees or visitors from the home, and employees did not seem to know the whereabouts of either of the surveys.  However, 1 visitor survey was obtained through the LINk office, which was completed, and returned within the time frame allocated.

Perceptions of Happiness amongst Visitors

The respondent indicated that the provision of physical and medical care was satisfactory at The Laurels Nursing Home:


“(They) are always responsive to my aunt’s physical needs”

(Respondent I).

However, in comparison, the respondent expressed dissatisfaction in regards to the provision of emotional support experienced by the resident:

“Not entirely (happy)…  More mental stimulus is required”.

(Respondent I).

Although the visitor was satisfied with the provision of physical and medical care, The Laurels Nursing Home and European Care Ltd. need to ensure that all aspects of wellbeing are considered in terms of both physical and mental health. 

Also, the visitor was dissatisfied with the provision of activities on offer for the resident that was being visited at the nursing home. This could be a result of many residents with complex needs and impaired cognitive function placing increased demands on staff time however, The Laurels Nursing Home and European Care Ltd need to be need aware of and address these issues and they need to be addressed to ensure they provide as equitable and inclusive a service as possible: 

“Although my aunt is completely physically incapable her mind is still very active”

(Respondent I).

Suggesting that The Laurels Nursing Home needs to employ more resources into activities that are inclusive of both impaired mobility and cognitive impairment
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; 
· good health and social care provision, 
· friendly staff, whose priorities should be the care and well being of the residents  
· residents to be treated with respect at all times.
Through further analysis, it was evident that the respondent had mixed reactions as to whether these requirements were met on the whole at The Laurels Nursing Home.
Experience of Visiting
In terms of visiting residents at The Laurels Nursing Home, the respondent indicated that there were some positive experiences:


“The staff seem friendly and always seem welcoming”.

(Respondent I)
For many people, visiting loved ones in nursing homes can prove to be a distressing experience.  By ensuring that employees are approachable and friendly, towards both the residents and their visitors, The Laurels Nursing Home can help alleviate any feelings of anxiety amongst visitors which could be picked up on by the residents, affecting those who may already be in a vulnerable state.
Dignity in Care

According to the respondent, as far as they were aware, the employees treated the residents with respect and dignity:


“By observation my aunt likes the staff”.

(Respondent I).
Again, as this is the perception of just one visitor it is impossible to make any generalisations at The Laurels Nursing 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, where requests were seen to be dismissed by some members of staff, and responses could be viewed as abrupt, 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.  

Environment
In accordance with the LINk Teams observation that the nursing home required refurbishment, the visitor also claimed that it required upgrading, stating that the surroundings were having a negative effect on the residents well being:


“The environment seems shabby and dull (although very clean)…and the rooms need brightening up”.

(Respondent I).
It is evident throughout the nursing home that the buildings need updating in order to ensure all areas are clean and pleasant for the residents who may already be dealing with physical issues and illness.
Communication
In the experience of this visitor, channels of communication were satisfactory in the sense that employees will keep visitors informed of their residents care plan and any occurrences, however, it is not regularly offered and needed to be sought in this particular case:

“I am kept up to date of the health and care of the resident, but only if I ask”.

(Respondent I).
As this is just one personal example of how care plans and information are distributed, no generalisations can be made for the purpose of this research.  This situation could be due to data protection or issues surrounding informed consent, however, without any input from employees at the nursing home it is difficult to make any claims regarding these practices or processes. 
Frustrations
In regards to frustrations perceived by this visitor, a major issue was identified regarding the need for amendment of the structure at The Laurels Nursing Home: 

“By the very nature of being a nursing home there are some dementia patients in residence. This is depressing for mentally able patients. I have heard the expression, ‘this is a nut house’". 
(Respondent I).
This is an echo of earlier remarks made by residents in regards to the confused patients, it was also observed by the LINk Research Team on the day of the visit, where one of the communal areas was rather crowded and disordered, which could have an adverse effect on many of the residents’ well being.

Also, in the view of this visitor, the resources and time made available to each resident needed to be examined in order to provide the standard of care that is required:


“She's like a prisoner in a condemned cell!!! As she says - she is just waiting to die. I'm not sure what the home can do apart from some mental stimulation”.

(Respondent I).
It is obvious from this respondent that the resident has had mixed experiences of care in regards to living at The Laurels Nursing Home which needs to be examined by the nursing home and it’s provider to ensure a quality standard of care.
Conclusion and Recommendations
It is difficult to ascertain any representative conclusions at The Laurels Nursing Home due to the lack of response rate in terms of visitors and employees, especially the complete lack of response from employees.  As a result, the first recommendation made by the LINk Team is that further research at this particular care home is required to explore in more detail the experiences of residents, visitors and employees.

However, from the research, data indicates that there are mixed feelings amongst the residents and the visitor in regards to experiences, activities and dignity in care.

In terms of recommendations one observation was that the communal areas are all in need of updating, to make them lighter and more appealing to residents, visitors and employees, also some of the furniture and fittings in the communal areas requires replacing, such as carpets and chairs in order to reduce trip hazards, improve hygiene and enhance the experience of residents in their home.  

A further recommendation regarding the communal areas is for staff to make better use all of the communal lounges, of which there are three, rather than overcrowding one. This would allow residents to benefit from different environments and increase social interaction.  Also, in the view of the visitor, the communal lounges could be used to reduce distress amongst the residents: 
“Although it is not possible to segregate bedrooms it could possibly help if there were separate lounges where more like minded patients could be placed. This could help with the depression that many elderly people in these homes often feel”.
(Respondent I: Visitor)

This was supported by one of the residents during the survey who indicated that:


“I don’t like seeing sick people”.

(Respondent G: Resident).

Although employees were at hand in all of the communal areas it was perceived that at the time of the visit that more could be done in terms of calming any anguish and distress experienced by the residents.
The suggestion proposed by the Matron to flatten the raised surface in the garden, in order to make the space wider and more welcoming, would be of a benefit to many of the residents.  This idea was also highlighted by a resident keen on spending time outdoors:


“I am happy but I would like to spend more time in the garden perhaps”.

(Respondent H: Resident).
Another recommendation concluded by the LINk Team was the need for an increased provision of equipment:


”I’m still waiting for a wheelchair…I don’t get to socialise with the other residents”.

(Respondent B: Resident).

Here a resident is missing out on developing and maintaining social skills and friendships.  It is important for The Laurels Nursing Home and European Care Ltd to ensure that sufficient resources are offered to maintain a high standard and provision of care to all and that the residents’ concerns are taken into account.
During discussions, another resident complained that often the facilities provided at the nursing home were not sufficient, experiencing:


“Cold water from the hot tap…meals aren’t always kept warm when you miss them and there is no wholemeal bread”.

(Respondent C: Resident).

In order to provide a more successful standard of care for this resident The Laurels Nursing Home needs to ensure that facilities are in working order and that the residents’ dietary needs and preferences are incorporated into their care.

And finally, another recommendation suggested by the visitor was that more activities needed to be introduced, in order for the services to be as inclusive as possible for all residents, highlighting the need for a more sufficient provision of mental stimulation and activities that residents with impaired mobility can participate in.
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