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Name: – The Yews House Care Home.
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       Alvaston, 

       Derby, 
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       DE24 0PR.


Staff: – Mark Blaney.

 Jessica Davies.

Volunteers: – Shirley Wessels.  

Date: – 22/07/2010.  

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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Service Information

Name: – The Yews. 

Address: – 2 Church Street, Alvaston, Derby, Derbyshire, De24 0PR.  

Telephone: – 01332 756688.  

Fax: – 01332 571002. 
Email: – N/A. 
Name of registered provider: – Mr R Bhalla and Mrs P Bhalla. 

Provider Web Address: – N/A.
Name of registered manager: - Kathy??
Type of registration: – Care Home  
Number of places registered: – 27.   

Category of registration: – Old Age.
Summary
The Yews Care Home was visited by Derby LINk, a team of four, on the 22nd 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 at the care home and some private residential areas, and were able to complete our observation sheet.  We also surveyed 8 residents out of a total of 27, 2 male residents and 5 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 2 self completed visitor surveys and 1 self completed staff surveys within the time frame allocated.

This report presents the findings from The Yews 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 The Yews 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 The Yews 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 The Yews Care Home.

Brief Description of Services
The Yews Care Home is a privately owned home, located on the corner of a residential area in Alvaston, accessed through large gates leading onto a winding drive up to the entrance. The grounds consist of a large area for parking and a large garden area with shrubs and trees lining the borders alongside a wall, separating the property from the road.  To the right of the entrance is a raised paved area with handrails, seating and potted plants.  The home is signposted adequately from the sign on the entrance gate.
On entering the home through the main doors is small seating area and more doors to the left, this area is bright with large windows allowing in natural light.  Through the second set of doors the home opens up into a wide space with a table on the right with a visitors signing in book, and a display of information via leaflets, and the latest reports on the home.  On the left of the entrance is a large office area for employees, and directly in front, there is a staircase, with a corridor to the side.  
To the right of the entrance is a large lounge area leading through to two large dining areas and the kitchen.  All the doorways leading into areas are wide, allowing for plenty of room for residents to access the different communal areas.  The lounge area is structured in two separate spaces, separated by a communal toilet.  The first area consists of approximately five seats which were all occupied at the time of our visit.  The chairs are positioned in such a way that encouraged interaction amongst the residents and after discussion with some residents, it emerged that some of the seats had also been positioned to their specification.  
In the larger lounge there are more chairs positioned in groups, with small tables, encouraging interaction amongst the residents.  Leading off the first lounge area is the main dining area with large oval shaped tables and large windows overlooking the garden area.  There is also a daily menu board advertising the choice of meals available to the residents which consisted of two choices per meal. To the left is another doorway leading to a second dining area with smaller, square tables.  There is a large dresser along one of the walls with a large fridge positioned on top for residents to keep their own snacks in.  Through discussions with the manager we were informed that this is regulated through name and date labels and is checked regularly.  From the smaller dining room a door leads through to the kitchen which is staffed with a cook and a domestic cook at meal times, and leads back out to the corridor from the main entrance.   Continuing down the corridor leads to a number of downstairs bedrooms, some of which are en – suite and some of which are not.  There are also numerous toilets and bathrooms, some with hoists to assist residents into baths and some with medi baths.  
Further down the corridor there is a staff toilet and a staff room, a large storage area for equipment required by the residents, a smoking lounge, staff lockers and a laundry room, of which, the LINk Team were informed by the Manager that is staffed every day to wash both the residents bedding and clothes, which are all labelled on arrival, and more residential bedrooms.  
The corridor is wide with a high ceiling, making good use of the space, as with the resident’s bedrooms that the LINk Team observed.  The rooms are large in size allowing plenty of space for residents to manoeuvre around the furniture.  All of the bedrooms visited had lockable doors, (of which the residents could have the key if they wished), high ceilings and large windows, and these were available furnished by the home itself or unfurnished, giving the residents opportunity to bring their own furniture, including chairs, wardrobes, televisions and curtains if they so wished, ensuring that all furniture passed fire regulations.  

Residents are also permitted to decorate their rooms with personal items and all the rooms visited looked personal to the residents.  There are further bedrooms, bathrooms, toilets and another, smaller laundry room on the other side of the building, so dirty washing was not carried through the communal lounges or dining areas.  

Upstairs, accessed via the stairs or a passenger lift, are further residential bedrooms, toilets and bathrooms, all of a large size, with high ceilings and plenty of space for residents to manoeuvre around furniture.  There is also a salon, equipped with equipment for the residents to have their hair done, the Manager and owners office, which is always open to residents, visitors and employees, and a quiet area with seating, a pay phone and three large bookcases for residents to use.  
All areas are decorated in neutral colours, making the building light and spacious.  Additionally a new carpet had been recently laid throughout the communal areas, apart from the dining areas which were laminated.
At the time of our visit, the majority of residents were in the lounge areas, having tea and biscuits, a few were spending time with visitors and there was an activity class being carried out.  All of the residents were seen to be comfortable, in smart, clean clothes.  The remaining residents were in their rooms, on their own or with visitors, and a few were moving around the home and having their hair done.  The residents were observed to be interacting well with one and other, the employees and the LINk Team. Employees were observed assisting the residents with any requests.  The Manager of the home introduced us to many of the residents whilst giving the team a tour of the building and another employee was observed taking orders for a meal for the next day.  The atmosphere at the home was relaxed and comfortable.
Along the corridor, near to the office is a detailed activity board, advertising daily activities for the week at The Yews Care Home, including Sing Along, Dominoes, Bingo, Mrs Motivator, Name That Tune and a Pamper Day, the board also advertises the dates that the hair dresser and chiropodist are at the home as well as their price lists and any shows that are being produced.  Through discussions with the Manager the LINk Team were informed that the children from the school opposite the home also visited the home occasionally to put on a performance.

Findings
Residents

Perceptions of Happiness amongst Residents
The residents who consented to participate in the research had all been living at The Yews 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 The Yews.
The majority of residents surveyed felt that they were “happy” living at The Yews Care Home, stating that, “(I’m) very happy here, it's much nicer than my previous one”. (Respondent D):
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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, supportive environment.  The level of happiness amongst residents at The Yews 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 Yews Care Home.  The majority of residents valued the provision of entertainment and activities, the provision of facilities at the home and the cost of living, praising the attitude of employees, from the managerial team to care assistants, and the choices made available to them such as what to eat and how to spend their time, also location in relation to relatives was valued, as well as the continuing of hobbies enjoyed by the residents before entering the home.
Experience of Care
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Of the residents surveyed at The Yews, 71.4% described their experience of care as either “good” or “very good”, in comparison to 28.6% of residents who felt that it was “neither good nor bad”:


“I was always moving around so I settled in very well… it's mainly women living here but it's still good”.

(Respondent A).
However, when elaborating further on their experience of care, residents expressed that there were some areas that required improvement:

“Activities are not as good as they used to be”.

(Respondent A).
Companionship
It was apparent during discussions with the residents at The Yews that they felt that the care home provided the opportunity for elderly individuals to live 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 like the company, the girls are kind, they look after me well”.
(Respondent D).

Loneliness can be a frightening issue for the elderly, putting them in an even more vulnerable situation, at The Yews; this fear is relieved for many due to the relationship between the employees and the residents, and also amongst the residents themselves.  This was perceived by the LINk Team during the visit, who witnessed that employees were always at hand to answer any requests for assistance.
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 Yews Care Home expressed that they felt employees were always courteous and respectful, and that they were treated as individuals at the home, with carers incorporating their personal preferences within care:

“They know me very well”.

(Respondent A).
It is also apparent from discussions with the residents, and through the tour of the home and its facilities that personal care is dealt with in a dignified manner at The Yews Care Home:

“They (employees) are very good; they make sure you have a bath regularly”.

(Respondent F).

Another respondent discussed how residents could personalise their own space:

“I can decorate my room to my taste”.
(Respondent A).
Through encouraging residents to decorate their rooms with personal affects, The Yews Care Home can make the transition period for new residents easier, and allows longer staying residents to celebrate their individuality and their culture which can be looked over in some institutionalised situations. 

In regards to informed decision making, during discussions with the residents, one respondent stated that he can:


“Choose whether I take part in activities or not… I get a good choice of food and what I wear; I go to my sons when I want”.

(Respondent F).

This experience of dignity in care demonstrates how The Yews encourages autonomy and independence amongst the residents within the care that is provided.

And in terms of privacy, one resident stated that:

“(They) knock on the door before they come in”.
(Respondent G).
It is important for residents to feel that there is a space of their own, a space which they can relax in, away from the communal areas of the home.
Services and Facilities
A major factor that contributes to the level of happiness and satisfaction amongst residents at The Yews Care Home is that of the standard of services and facilities made available to them.  Many of the residents discussed the size of their private rooms:

“I like my room better than anything else, no one else has a room or view like mine”.

(Respondent G).
The LINk Team were also pleasantly surprised by the area of space available for residents to comfortably move around the home, either on their own, with suitable equipment or with support from the employees.
Another facility mentioned by the residents was that of the laundry service, with residents describing it as “excellent”.  (Respondent G).
Frustrations
Of the remaining residents 28.6% felt that they were “neither happy nor unhappy” at The Yews Care Home, and through discussing their frustrations, many proved to be dissatisfied as a result of change of circumstance rather than the fault of the home:
“It's not like being at home, my husband used to look after me but he died, and I needed to come here”.
(Respondent E).

For some, it was the monotony of the situation and the deterioration of the body:

“It's getting a bit tedious as I have been here quite a while. Having to use a wheelchair means I need more help from staff so I've lost a bit of independence”.
(Respondent G).
However, some of the frustrations could be looked into by The Yews in order to improve the quality of care for the residents:
“Niggling things, the food isn't cooked the way I would cook it, they have the same ingredients but it's just not the same, I understand they have to cater for lots of residents, it's just different”.

(Respondent E).

Although issues such as food and activities are in fact down to personal preference, perhaps residents could be consulted with in greater depth regarding how they prefer their meals to be prepared and what activities they would like to be involved with.
Another resident discussed how at times she feels that she would like to do more for herself, rather than have a carer complete certain tasks: 

“You have to do what you are told rather than what I want to do. You have to, to fit in with everyone; I would like to be able to do things like make a cup of tea for myself”.

(Respondent G).

This level of independence could be examined at The Yews Care Home, and introduced at The Yews on an assessment basis, where residents who are able can become more involved with the day to day running of the home.

Findings

Visitors
Perceptions of Happiness amongst Visitors

The two visitors, who completed the survey, both made useful contributions to this research into dignity and experiences of care, and suggested that the experience at The Yews Care Home was positive, in regards to the residents themselves and also their visitors.

Both of the respondents were happy with the physical, medical and emotional care provided by The Yews Care Home to the residents, also with other services such as activities


“From experience I know my relative is in safe hands “.
(Respondent I)
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, including the provision of good health and social care, with a good standard of food in a nice location, close to family and friends, where residents can feel secure and can be treated with respect in a friendly, homely atmosphere.
Experience of Visiting
In terms of visiting residents at The Yews Care Home, both of the visitors surveyed felt it was a positive experience for a number of different reasons.
Visitors valued the flexible visiting times at the care home, allowing for visitors any time during the day or the evening:


“I am assured that I can visit my relative at any time to suit myself”.
(Respondent I)
Both of the visitors felt that they were made to feel welcome at The Yews Care Home, describing the staff as “friendly”, and both of the visitors who were surveyed indicated that they felt supported during their visits:


“Visits and days out are always encouraged… I know if I have any concerns I will always be listened to”.

(Respondent I)
By adopting this work ethic of the inclusion of the visitors in the experience of care, The Yews Care Home enables what could potentially be a stressful and upsetting experience for some, as undemanding as possible, allowing visitors and residents to enjoy the time they spend together. 

Dignity in Care
In regards to dignity in care, visitors valued the fact that through observation, they were able to conclude confidently that the residents were treated with the upmost respect and dignity, which correlated with the observations made by the LINk team on the day of the visit.
Attitude of Employees
Also, in addition to the residents being treated in a respectful manner, the employees at the home extended that same respect and courtesy to the visitors, including them in decisions regarding their resident and generally upholding a professional standard:

“The staff always greet me with a smile and say 'hello'”.
(Respondent I)
The attitude of employees is greatly important in order to provide a service that is effective whilst being sympathetic and understanding to the situation.

Support
And finally, the visitors also valued the level of support provided to residents at The Yews Care Home:


“Because whilst having been away my relative had lost her confidence but the staff gave her lots of encouragement and she was soon back to normal”.
(Respondent I) 
Through this emotional support provided at The Yews Care Home, visitors can relax in the knowledge that their residents’ welfare is being cared for, and residents can develop roles within the care home under the carers’ guidance. 
Frustrations

In regards to frustrations experienced by the visitors who were surveyed was the issue regarding the choice of meals made available to the residents:


“I do feel the perhaps more imagination could be given to the menus”.
(Respondent I)
Also, another visitor raised an issue regarding the provision of entertainment at the home:


“More entertainment maybe”
(Respondent J)
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

Although only one employee completed, and returned the survey to the LINk Team within the allocated time frame, the respondent does provide some information which provides an insight into working at The Yews Care Home.  

The respondent surveyed indicated that satisfaction was felt in employment at The Yews Care Home:


“I like the hours I work, the atmosphere of the home, its calm and seems unhurried”.

(Respondent H).

Also, the employee surveyed enjoyed interacting with different people, providing care and problem solving.

Aspects of Importance Regarding Care

During the survey, the employee was asked to list what was considered to be of most importance for those living in supported accommodation, and from the data, a number of themes the employee viewed as significant could be identified.
Themes such as good food provided to the residents’ tastes and at the correct times to incorporate healthy eating into a routine were identified as important to the contribution to the well being of the residents, alongside that of a good standard of care, including employees and the services offered at the home in a relaxed and calming atmosphere. 

Experience of Employment

From the survey it is not possible to ascertain how the employee felt about the staffing levels at The Yews Care Home as the respondent indicated that due to a lack of knowledge of the staffing levels the question was unfair to answer based on opinion alone.
Support, Time and Value
Through the survey, it is possible to ascertain the respondent felt supported at The Yews Care Home in terms of physical support and emotional support.
However, the respondent also indicated that although there was support, there wasn’t enough time to fulfil all the tasks on duty and as a result did not feel valued at The Yews Care Home.
Frustrations

In terms of what frustrations the employee felt in regards to work at The Yews Care Home, the respondent indicated that the pressure to complete tasks on time were frustrating as work was often interrupted during the day.
Overall, however, the employee generally described a demanding but pleasant working environment, with a good support network available in order to carry out duties to the best ability within the guidelines provided.

Conclusion and Recommendations

In conclusion, the findings from these surveys suggest that overall The Yews Care Home is successful in providing a Health and Social Care Service which satisfies the residents, the visitors and the employee.

All of the respondents demonstrated an awareness of dignity and the need for sensitivity in care, and provided evidence on how The Yews 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 The Yews 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 The Yews.

One theme which was apparent amongst both residents and the visitors was that of activities and entertainment.  Although there appeared to be plenty of activities carried out at the home, at least one every day, perhaps there could be more consultation at the home as to what choice of activity is made available.

Another recommendation suggested by a visitor is that of creating more exciting menus for the residents to enjoy.

And finally, one recommendation made during the visit by The Manager was to devise a way for all care homes across the city to access services for the elderly more easily.

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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