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       Littleover,


       Derby,
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       DE23 6JW


Staff: - Mark Blaney,


 Jessica Davies. 

Volunteers: - N/A.
Date: - 15/11/2010.
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: - Warwick House.
Address: - Bonsall Avenue, Littleover, Derby, Derbyshire, DE23 6JW.
Telephone: - 01332 718720. 

Fax: - 01332 718720.
Email: - N/A. 

Name of registered provider: - Derby City Council.
Provider Web Address: - www.derby.gov.uk  

Name of registered manager: - Caroline Brighouse.
Type of registration: - Care Home.
Number of places registered: - 28. 

Category of registration: - Old Age, not falling within any other category.
Summary
Warwick House was visited by Derby LINk, a team of 2 on 15 November 2010 in the morning for approximately two and a half 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 visitor and employees surveys were left at reception with self addressed envelopes for self completion.  On the day of our 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 6 residents out of a total of 28, 4 female and 2 male, speaking to them about their experience of care and living at the care home, assisting them to complete the survey.  We also received 7 self completed visitor surveys and 6 self completed staff surveys within the time frame allocated.

This report presents the findings from Warwick House 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 views regarding the experience of care at Warwick House 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 Warwick House, 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 Warwick House.

Brief Description of Services
Warwick House, provided by Derby City Council, is situated in Littleover, close to local amenities.  On arrival at the home, adequate signage was observed by the LINk Team displayed on the building itself.  The outside area has a large lawn with mature trees and seating, a short drive leads to a parking area with space for approximately 20 cars, to the back of the building there is a small paved garden area with shrubs and further seating.  
Warwick House provides a mixture of long term, respite and intermediate care for nearly 30 residents and although these are not delivered in separate buildings, the distinction between intermediate care with long term and respite care is apparent.  The entrance of the home opens up into a large, spacious communal area with seating, a bookcase and access to a smoking room.  A pay phone is situated in the smoking room however the manager is attempting to have it located in a more suitable area.  
From here, there is access to a quiet lounge and a large dining area.  At the end of the dining area is a kitchenette which promotes independence for residents.  Those who are able to do so, and have been assessed, are encouraged to prepare their own drinks and snacks.  There is also a fridge where residents can store their own food which is labelled, dated and disposed of appropriately on the date of expiry.  The tables in the dining area are positioned in such a way to promote interaction at meal times, all the tables are numbered and residents have their own places at the tables in order to assist staff in ensuring dietary needs are met.  The daily menu is displayed on a board, listing two options per meal for residents to choose from.  There is also a board for residents displaying the names of staff on duty.

Back through the entrance foyer is access to a large television lounge with seats of good repair lining the walls of the room, and a water cooler.  Coffee mornings and activities are often held in this room. A seperate lounge is designated as the official activities room, which has a small television and a craft cupboard, the LINk Team were informed that an occupational therapist visits the home on a Friday.  There is also a staff room, a laundry room, a training room, a dry laundry and a toilet.  There is an additional activities room where all the equipment is stored including a big connect four for residents with visual impairment to use, games, and parallel bars.  There is also a bathroom, a toilet and shower room, another dining room.  All the bedrooms for respite and long term residents are located on the first floor which is accessed via a lift or a flight of stairs which also has a stair lift.  Some of the bedrooms are double rooms, but the majority are single rooms.  The rooms are furnished with the basic furniture including beds, a wardrobe and a chair although permanent residents are permitted to bring their own and encouraged to display possessions such as photos, pictures and belongings. 
All bedrooms and bathrooms have notices on them indicating what they’re purpose is and each bedroom door has the name of the resident displayed on it, and the bedrooms each display the traffic light system to indicate to staff which residents need what assistance in the event of a fire.  This floor also has a dry laundry, a domestic store, a toilet, a bathroom with a toilet, a wet room, another toilet, offices and a domestic cupboard.

Intermediate care is provided for up to 6 residents in a The Cherry Tree Unit on the ground floor.  All of the intermediate care bedrooms are en – suite and there is also a communal lounge, a kitchen area, a quiet room and a laundry.  Intermediate care is provided to residents who have experienced a period of hospital care with the aim of assisting them to return to their own homes and is usually of short duration.  

At the time of the LINk visit, the majority of residents at Warwick House appeared happy, comfortable and interacting well with the team and the staff, those who were not, were observed being supported by the staff.
Findings
Involvement and Information

During the visit at Warwick House, the manager explained the process of admissions, from the initial assessment of prospective residents, to the recording of care plans.  This process not only assists the care plan regarding physical, medical and personal care, but also aids an understanding of the residents’ character, their likes and dislikes, interests and hobbies, their network of support such as family or community, and how they prefer to spend their time.

In addition, this process can contribute to putting the resident, and their family at ease in what could be regarded as a potentially stressful situation through building rapport.  It also allows for care plans to be designed in such a way that allows the resident, or their family, to be involved in the care plan as much as possible.

After admission, involvement in care is continued through regular meetings between the resident, their family and service providers.  The manager also has an open door policy, where any requests can be answered or issues can be addressed as they arise, maintaining communication links between the resident and their families where appropriate.

During the ‘Visitors Survey’, respondents were asked to comment on their involvement in the care of the resident.  The majority of the visitors who completed a survey felt that they were involved in the residents care plan, of those who didn’t it appears that this is due to the residents stay being respite, or the visitor not being a relative of the resident.
In addition, all of the visitors who completed a survey felt that they were kept up to date in regards to the health and care of the residents:

“I was told on admission that I should feel free to contact the management team if I had any concerns regarding my aunt, and the manager did contact me by phone to let me know she had called a G.P”.
(Respondent K).


“Feedback on father’s condition and health are given after every visit”.

(Respondent L).


“As I am only a friend the staff have been very good to me and also let me bring my dog”.
(Respondent J).

Personalised Care, Treatment and Support

The residents who consented to participate in this research had all been staying or living at Warwick House for varying lengths of time, from a just a few weeks up to a over twenty years, and for a variety of different reasons.  Each individual story provided a unique insight into the experience of care received at Warwick House.

All of the residents described themselves as “happy” living at Warwick House, which correlated with the observations made during the LINK visit; residents were confidently interacting well with one another, the employees and the LINk Team:


“The food is good; I hope to be here for Christmas”.

(Respondent A).


“The hygiene is first class”.

(Respondent C).


“The food is good, personal care is good”.

(Respondent E).


“First time I've ever been in one so I have nothing to compare it to, but I'm fairly happy”
(Respondent F).
During the ‘Residents Survey’, participants were invited to discuss what they considered to be of most importance for those living in supported accommodation, in order to establish what service users felt was required to make the experience as enjoyable as possible, and from the data a number of themes could be identified:
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Above all, residents valued the attitude of staff at Warwick House and their approach to care; residents also valued the choice of food available, as well as the choice to decide how to spend their time at the home.  Residents also valued the company and the friendships they made and the provision of activities available and facilities in a friendly and homely atmosphere.

In the residents’ views, the majority of these aspects were met at Warwick House, and this was observed by The LINk Team during the visit.   

In terms of personalised care, all of the residents surveyed felt that they were respected as individuals at Warwick House:

“They do respect your privacy”.

(Respondent B).


“There’s no problem, I do find it a bit strange being called by my first name at 90 but it's not disrespectful”.

(Respondent F).

“Always knock on the door before coming in”.

(Respondent G).

All residents also stated that they felt that they could make informed decisions about their daily lives:


“I can dress myself and look after myself”.
(Respondent A).


“We have a choice of food and activities”.

(Respondent B).

“Yes, we are left to ourselves, you do what you want, we do chair exercises, but I would like to do them every day”.

(Respondent C).


“Oh yes, I do stay in my room, I like my own company”.

(Respondent D).


“I seems as if it's up to you, there’s no restrictions at all, activities, exercise, I've had lots of experience of care in my working life”.

(Respondent E).

Although furniture is provided, long term residents are encouraged to personalise their rooms, they are permitted to bring their own furniture and are also encouraged to display photos, pictures, ornaments and books.
Residents are supported throughout their stay at Warwick House to celebrate

their personal, social and cultural identity and to maintain their independence:

“They bring the Church to you if you want, they are good to us”.

(Respondent A).


“They come and ask what you would like”.

(Respondent F).

Their care consists of a combination of assistance to carry out tasks that they can undertake themselves and also care that residents are dependant on employees at the home to carry out, tailored to each individual and their needs:


“Everything is alright here as far as I'm concerned…Quite good the staff, they don't beat you with a stick if you go wrong”.

(Respondent A).  


“The staff, you can always have a joke with them, it's marvellous - I look after myself more or less but the staff are very good to you”.

(Respondent B).


“I've seen so many changes, some for the better, yes, it's good, I've always been very independent, I do need a little bit of help sometimes”.

(Respondent C).
5 out of the 7 respondents who completed the ‘Visitor Surveys’ felt satisfied in regards to the support at Warwick House:


“They all work hard and are very polite and helpful”.

(Respondent J).


“Staff always make time to discuss my fathers care and condition”.

(Respondent L).


“My aunt was told on admission to treat Warwick as a home from home, visitors, and relatives who have visited my aunt can't believe this place”.

(Respondent K).

It was apparent that the majority of visitors were satisfied in regards to the provision of care at Warwick House.  In regards to the provision of physical care, comments included:


“I can only speak for my aunt but she does not live in the local area and needed a G.P., so the Manager Caroline I think organised for her to be temporary registered with a local G.P. which she was quite relieved about”.

(Respondent E).


“My father always looks physically better when leaving Warwick House”.

(Respondent F).

In regards to emotional care, the visitors stated that:


“The lady in charge went to speak to the resident after I said she was upset about going to a different care home”.

(Respondent J).


“The managers and staff always appear to have time for others - even though they are busy, one lady was clearly new and quite anxious but staff kept a close eye on her”.

(Respondent K).


“Fathers confidence improves after every visit”.

(Respondent L).

And finally, all of the respondents regarded the provision of food and activities as adequate to meet the needs of the residents at Warwick House:


“My mum is diabetic and she gets 'special cake' etc... I've been there when entertainers have been arranged”.

(Respondent E).


“Mum needs her food to be fed to her and food is mashed, this is good”.

(Respondent H).

Safeguarding and Safety

The manager informed the team that all employees adhere to safeguarding policies, ensuring the residents best interests are always priority.

In regards to safety, standard policies are met at Warwick House, including alarm cords in every room and communal areas. 

Infection control is also dealt with and monitored on a regular basis, for example laundry duties are carried every day for clothes and linen, and personal care is maintained, including regular baths.

Suitability of Staffing

During the surveys, residents, visitors and employees were asked to consider the conduct of employees at the residential home, and overall the feedback from the respondents was largely positive which was observed during the LINk visit.  All employees seemed pleasant, professional and helpful in assisting the needs of the residents.
Regarding the staffing levels at Warwick House, the LINk Team was informed that Warwick House employs 2 care assistants during the morning shift and 2 care assistants during the afternoon shift to assist the long term care residents and the respite residents in the main part of the home.  There is also 1 cook and 1 assistant cook, 2 domestics and 1 laundry person during the day and 1 assistant manager from morning until night.  In The Cherry Tree Unit there is 1 unit manager on shift from morning up until night.  Also, 1 care assistant is stationed in this area of the home during the morning and the afternoon shifts along with other visiting professional such as community nurses and social workers assisting residents to maintain and independent lifestyle, including being assisted to prepare their own meals and wash their own laundry.  During the night, there are 2 care assistants to assist both the main part of the house and the Cherry Tree Unit.
It is evident from the data that the respondents who completed the ‘Staff Survey’ had positive views in regards to the level of carers on duty at Warwick House to meet the needs of the residents:


“Most of the time”
(Respondent N).


“Yes we are always staffed to the legal requirements, sometimes staff are pushed harder due to the type of client we have and the level of their needs”.

(Respondent O).

“Unless we have someone inappropriately placed and needing holiday, this then puts a strain on staffing”.

(Respondent R).
As with many establishments offering a service such as this, occasionally staff at Warwick House experienced pressure. However the feedback from the majority of residents and visitors would indicate staff cope well with these extra demands.
And finally, all the staff held positive views in regard to the level of housekeeping staff on duty at Warwick House in order to meet the residents’ needs.

These results correlated with the observations made by The LINk Team during the visit at Warwick House, where there was always a staff presence in the communal areas.
Participants of the ‘Staff Survey’ were also invited to discuss what they considered to be of most importance for those living in supported accommodation, in order to assess how well it corroborated with their understanding of residents needs, and from the data a number of themes could be identified:
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Above all employees at Warwick House felt that the most important aspect of living at Warwick House was the provision of good, personal, physical and emotional care, in a homely and friendly atmosphere, followed by the attitude of staff, privacy, dignity and respect.  Employees also felt that choice, independence and comfort were a priority as well as hygiene, health and safety and safety.
Quality and Suitability of Management

The quality and suitability of management is evaluated through the data gathered during the ‘Staff Survey’, and any other comments made in direct reference to the management at Warwick House.  All of the surveyed employees expressed satisfaction with their jobs and it is evident from the results that the view of the management team largely positive in the view of the employees who completed the ‘Staff Survey’. 

The majority of respondents from the ‘Staff Survey’ felt that they received good support, both physically and emotionally, from the management in order to carry out their jobs to the best of their abilities at Warwick House:


“All of us are in the same boat so appreciate it when things are hard going and back one another up”.
(Respondent N).

Additionally, the majority of respondents expressed positive views in regards to whether they felt valued at Warwick House:


“As a carer yes”

(Respondent M).

“Staff support one another, good working relationships, feel I can ask a favour if I need one, all have our own areas of responsibility but will help each other”.
(Respondent N).
Also the majority of employees surveyed at Warwick House felt that they had enough time to fulfil their duties:

“Sometimes you are totally overloaded and can see no end, but it usually works itself out”.

(Respondent N).


“This depends on the clients needs”.

(Respondent Q).

Conclusion and Recommendations
In conclusion, the findings from these surveys suggest that Warwick House is successful in providing a Health and Social Care Service which satisfies the majority of surveyed residents, visitors and employees.

All of the respondents demonstrated an awareness of dignity and the need for sensitivity in care.

It can be perceived that at this micro level, dignity in care is present at Warwick House, with the support from macro levels, such as Government guidelines, standards and policies.

In terms of recommendations, the majority of the residents who completed the survey indicated that overall, they were satisfied with the provision of health and social care at Warwick House, there were some residents who felt frustrated:

“Having to sit down, not having much to do, but I do go out on my mobility scooter”.

(Respondent C).


“I don't join in the activities, I like my own company, paperwork takes away from care”.

(Respondent D).

In terms of recommendations made by the surveyed residents, the majority of residents felt that:


“They can only do so much, there is a million things they can do but they don't have the money”.

(Respondent A).


“No, noting really, nothing is 100% perfect all the time, but on the whole they do very well“.

(Respondent E).
2 of the 6 residents however, did make recommendations:

“More activities, or the same ones more regularly, but I don't think they need to change - the temperature is too hot”.

(Respondent C).

“I think we need more staff, two in the morning is very heavy for them”.

(Respondent D).

In response to the recommendation regarding the level of staff in the morning, the manager informed The LINk Team that the staff were capable of completing the duties assigned to them as it was the same workload as those on the afternoon shift.

In terms of recommendations made by the visitors to Warwick House, the majority of respondents felt:


“Nothing, the service provided is excellent”.

(Respondent L).

One respondent commented that:


“I really cannot think of anything other than to say that Warwick House is our sanctuary we didn't know it existed and it means my aunt can remain at home for longer with just having several little holidays here throughout the year, I have been told that Derby City Councils homes are under review, please God they will keep this respite home open”.

(Respondent K).

2 out of the 7 respondents however, did make recommendations:


“More flexibility with dropping off time would be helpful”.

(Respondent G).


“More facility for people who live in this area”
(Respondent J).

And finally, employees at Warwick House suggested that:


“More activities/outings for residents” 
(Respondent I).


“Not to be bogged down with so much paperwork and continual phone ringing “.

(Respondent J).


“More confidentiality within the workplace”
(Respondent P).

(This issue is being addressed in house by the management team)


“I would like to see Derby City Council make up their minds as to what they are doing with Warwick House. We provide a good service for people within the community and I fear if we close where all the short term residents would go, also, home carers class this home as a sanctuary when they cannot get enough hours in the community. I feel we would be a lot more settled if we knew what is happening”.

(Respondent Q).


“For the manager to have more time to interact with the residents and staff”,

(Respondent R).
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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