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What is Enter & View?

Part of the local Healthwatch duty is to carry out Enter & View visits. Local Healthwatch representatives carry out these visits to health & social care services to find out how they are being run and make recommendations where there are areas for improvement. The Health and Social Care Act allows local Healthwatch authorised representatives to observe service delivery and talk to service users, their families and carers on premises such as hospitals, residential homes, GP practices and dental surgeries. Enter & View can happen if people tell us there is a problem with services or, equally, if services have a good reputation so we can learn about them and share good practice from the perspective of the people who experience the service first hand.


Healthwatch Enter & Views are not intended to specifically identify safeguarding issues; however any safeguarding concerns which arise during a visit will be reported in accordance with Healthwatch safeguarding policies. If, at any time, an authorised representative observes anything that they feel uncomfortable with they should tell their lead who will inform the service manager, ending the visit.

In addition, if any member of staff wishes to raise a safeguarding issue about their employer they will be directed to the Care Quality Commission (CQC) where they are protected by legislation if they raise a concern.
Purpose of the visit
To engage with residents and staff 

· To observe care at the point of delivery 

· To identify good working practice 

· To identify areas for improvement 

This was an announced visit, arranged with the Manager a week beforehand. 
Methods used
Observations made by the visiting team might be based on instinct and not on something that is visible or measurable.
Summary of findings
Built in the 1920s, Brown Edge House care home is a detached building purpose built as a residential home.  There have been extensions added in the early 1990s.  Since becoming owners in 2013, Cliff and Karen Waine have worked very hard to create a very cosy and welcoming home.  
Referrals are mainly though ‘word of mouth’ recommendations, other referrals come from the Local Authority and hospitals.  The Home has two floors and has twenty spotlessly clean bedrooms.  The rooms are different shapes and sizes, with six of the rooms currently being en-suite with plans to increase to nine ensuite rooms (where space permits).  A double room could be made available should a couple wish to move in (subject to the overall CQC registration occupancy of twenty persons).  At the time of the visit, there was one vacant room, but enquiries for occupancy of this room had been made that morning and the visiting team were informed the room will become occupied from 25th October 2024).  All exterior doors are alarmed.  The Home has a functioning eight-person passenger lift and a stair lift.  
There are currently sixteen female and four male residents.  There is a small but secure garden which is well maintained.  The garden has a large apple tree and shrubs.  Garden furniture is placed on the lawn and can be used by residents whenever they like.  A gardener visits fortnightly, and the owner and small maintenance team undertake many of the handyman jobs.
Results of visit

First impressions
The Home is situated on the bend of a busy road in the Thatto Heath area of St Helens.  The Home is well signed and is easily identified.  There have been recent renovations on the top part of the Home, there was scaffolding on the front of the building on the day the Healthwatch team visited.  The owner has since informed the visiting team that the scaffolding has since been taken down.  There is a small car park at the front of the Home.  The Home has excellent transport links with regular buses and a train station a few minutes away.  The visiting team arrived, and a male member of staff was standing in the doorway.  After introductions, we were asked to sign in via the electronic system (Digital Reception Screen). It was noted that there is an introduction board in reception with names, photographs and job roles of each member of staff.  There were framed certificates of insurance, data protection and CQC ratings on the walls.  Ian, the only male care worker escorted us to the small lounge/library to wait for the manager.  Ian explained that he is very happy in his job and has been employed at the Home for eighteen years.  After a couple of minutes, Barbara, the manager greeted the visiting team and we had a short discussion with her before Cliff, one of the owners joined us.  
There was a pleasant aroma throughout the building with no unpleasant smells at all.  There are photographs on the walls of residents enjoying activities.  A member of staff had put up subtle Halloween decorations in reception; the decorative, ornamental tree is differently themed at various times of the year (ie Christmas and Easter) and at other times doubles up as our ‘Dignitree’ featuring messages of ‘Dignity, Respect and Equality’ to our residents from visiting school children. There are short handrails attached to the walls, to assist those who have mobility issues.  There is a large clock in the dining room, which is helpful for those with visual difficulties.  The Home does not have CCTV at present, but this is something that is under review and may be installed in the future, subject to the requisite consultations and the relevant safeguards being put in place.  Visiting times are open, but staff do request protected mealtimes so that there is no disruption.  Some families like to ring to make an appointment to see their loved ones, but this is an individual choice.  The Home has one main lounge, with comfy chairs and a TV was on, but the volume was not too loud.  The temperature of the Home was ambient throughout, except the conservatory, which was quite chilly, but this room is not used often.  The doors of the conservatory open out onto the car park.  The Home has full internet access and during covid a two-way TV face to face live feed to enable contact between residents and their loved ones.  This function can still be used today.   The Home has a ‘What’s App’ chat group for families and loved ones so that news, information and messages can be sent directly to the group or to individuals. The Home also posts relevant news on their Facebook page.
Staff
The manager’s office is well situated for easy access for both staff and residents.  There are twenty-four staff employed at Brown Edge.  These are full and part time roles, with one permanent bank worker.  Some staff have been employed for twenty years or more and the owner informed the visiting team that staff turnover was very low, and morale high.  During the day, three care staff are on duty (in addition to Barbara and the domestic and office staff) and there are two care staff on duty at night.  There is no employee of the month incentive, but the owner explained that staff incentives have included staff nights out, theatre trips, a ‘day at the races’ and an all-expenses paid Christmas party. All staff salaries are aligned to rates set by The Real Living Wage Foundation (not National Minimum Wage). There are regular, individual and formal supervisions in place for staff (as per company policy) as well as regular staff meetings, but the manager explained that supervision is carried out almost daily as the team are so close.  The Home has an ‘open door’ policy to issues or situations.  
Staff training
Staff are expected to complete a three-month training and induction programme and will shadow a senior member of staff for a variable amount of time (dependent upon previous experience).  Staff work towards the Care Certificate which includes face to face and online training.  If a member of staff is interested in other training, they can speak to management, and this is positively encouraged (and funded where necessary) by management. The Home currently is actively involved (the owner sits on a panel representing the views of care homes) with a pilot scheme for online training funded by St Helens Council, which delivers training via a web-based portal (Click/Grey Matters Learning).  Barbara (the manager) attends lots of training courses (face to face and online) and explained that this is beneficial to all staff members as she passes on information and experiences from the training. The Home has recently undergone face to face fire regulation training, a local authority care inspection (PAMMS) and an environmental health inspection.
Recreation & leisure
The Home does not have an employed activities co-ordinator, the manager and owners plan a monthly activity calendar.  Activities include daily keep fit sessions, bingo and quiz, sing-alongs, summer garden parties and singers or groups regularly come along to entertain the residents.  The visiting team were told that most residents love to join in with the singing sessions.  The regular visits by the local nursery and school children are also very popular with the residents. The Home boasts a small comfortable library with most books being large print.  There are three comfortable chairs where residents can relax and read or have some quiet time.  One of the residents enjoys knitting and has knitted a couple of staff members a cardigan!
Smoking/Alcohol Policy
The Home has a strict no smoking policy.  Residents or staff are not allowed to smoke anywhere on or outside the premises.  Residents are allowed an alcoholic drink, this is monitored.  Alcohol is kept in a cupboard in the dining room.  Residents have a glass of wine to celebrate birthdays; non-alcoholic alternatives are also made available to the residents.
Food & refreshments
The Home has a spacious, immaculately clean dining room.  The tables are laid out beautifully, menus are typed and give options of meals served.  The napkins are folded into glasses and cutlery is arranged around table mats.  There was some cutlery placed out that is specially adapted for individuals needing help with dexterity.  There were fresh flowers on each of the tables, this was a lovely touch.  The dining room is connected to the kitchen.  The kitchen is currently being renovated and the chef had prepared the meal for today in her own time.  Mealtimes consist of breakfast: anytime from 7am, lunch at 12 noon and dinner between 4.30pm and 5pm.  Hot/cold drinks and snacks are available whenever requested.  Residents are encouraged to eat in the dining room but there is no issue if they would rather eat in their room and/or at a time to suit them.  The menu is based on six week rolling menu with all dietary requirements catered for.  Cultural needs were not required at the time of this visit but can be catered for.  Staff ask residents daily which meals they would like for the day.  Alternatives can be provided if a resident requests a different meal. The visiting team asked if they experimented with ‘taster days’, sampling different foods but the owner explained that this had been trialled in the past many times but that generally the residents were not really interested and prefer more traditional meals.  
Privacy & dignity
It was pleasing to see that the door of each bedroom has the number and name and photograph of the resident that lives there.  Residents are encouraged to make their room personal to them.  Furniture and personal belongings make their rooms feel like home.  Toilets and bathrooms are clearly identified by words and pictures, which again, was pleasing to see.   A hairdresser attends weekly, there is no appointment needed and this is a privately paid for service.  
Hygiene & cleanliness 
Rooms are cleaned daily with a deep clean every month.  Residents are encouraged to take a bath or shower weekly but can request these as regularly as they like.  The bathrooms were spotlessly clean, and there is a sit-in shower, which is ideal for individuals with mobility issues. There are hand sanitisers around the building.  Laundry is done on site with night staff doing laundry and ironing duties.  Clothes are identified by name, written in indelible marker pen.  Clean laundry is taken to residents’ rooms.  Dentures are also marked by name.  The visiting team spoke to a few of the residents and each looked happy and well cared for, the Home has the air of a little community, and residents and staff have good relationships.
Safety & security
All outside doors are locked and alarmed.  There is an alarm call system in resident’s rooms for alerting staff if a resident has a problem.  The buzzer is pressed in the room and a light alerts the room where assistance is needed.  The visiting team were shown how this worked.  For those residents prone to falling, a falls mat is placed at the side of their bed.  There are planned, weekly fire alarm tests, as well as spontaneous, random tests.
Access to care and medical care including the Red Bag Scheme
If a resident needs to visit the hospital but have no one to accompany them, the bank staff member will assist, but there is a charge for this.  Medication is stored in secure, locked cupboards in the Staff Station. Controlled drugs are stored in a secure, locked safe located in a locked storeroom. The red bag scheme is no longer used, as the bags and paperwork were either lost or not returned by the hospital. The Home is currently struggling to get the services of a dentist.  Vision Call is the opticians used, a privately paid for service and they visit the Home yearly.  Chiropody visits are every six weeks, but again, this is a privately paid for service.  Most residents are registered with Spinney Medical Centre, with just three residents keeping their original GP. The GP attends a ‘ward round’ every Tuesday.  The Practice Nurse also attends regularly.
Are there any providers who are particularly helpful?  If so, who?  What is it that you find particularly helpful?

The Quality Monitoring Team, the Commissioning Officer and Market Relationships (Head of Contracts) staff in the Older Peoples Services Department of St Helens Council have always been and currently are particularly helpful and supportive. Most recently they have assisted the home with obtaining funding to move to a digital care planning system for the residents.  
Are there any providers you would like to receive support from?  How is it they could improve their service offer?

The Home currently enjoys a great relationship with two local infant/junior schools and children’s day nursery but would like to develop further those links further as the residents really enjoy the interaction and spending time with the children.  Cliff informed the visiting team that the two local schools and the nursery will visit the home in the run up to the Christmas holiday period. The nursery school children generally attend the Home at Christmas (to meet Father Christmas and Rudolph) and at Easter (to meet the Easter Bunny). A Priest will visit the Home should he be requested to (by a resident, a family member or the staff), but the Home would like to develop stronger links with the local clergy as the regular Saturday morning visits were postponed due to Covid restrictions.  It was reported that it can be very difficult to speak to someone via Contact Cares at St Helens Council, but the owner informed the visiting team that they have many contacts at the Council and usually know who to contact personally should they urgently need assistance or advice.    
Recommendations:
· It may be useful to have a menu on the wall, perhaps in the dining room, with both words and pictures to help those who have visual difficulties.
· Some of the walls in the corridors are a little bare.  It would be nice to see some art/craft work or memorabilia.

· To continue with the great work and continue to seek new opportunities to improve the Home further.



(Healthwatch England guidance states that we can ask providers for their comments within 20 working days of the draft report being sent.)
HwSH will share Enter and View reports, as appropriate, with:

· The provider 

· Healthwatch England

· The Care Quality Commission

· Commissioners

· St Helens Council Quality Monitoring Team
· The public

· St Helens Council Safeguarding team

Disclaimer

Please note that this report relates to findings observed on the specific date stated. Our report is not a representative portrayal of the experience of all service users and staff, only an account of what was observed and contributed at the time.

It is important to note that Healthwatch St Helens approaches Enter & View from the community prespective and its remit is very different from organisations such as the Care Quality Commission and local authority Quality Monitoring Team.
Name of service:	Brown Edge House Residential Home


	Nutgrove Road


	St Helens


	WA9 5JR	                                                   


                                                


Date & time:			Monday 14th October 2024 at 11am	


Authorised Representatives:	Ann Bridge, Kath Inkpen			


Support team members:  	Gail Aspinall		


Contact details:			Healthwatch St Helens


					0300 111 0007





Response from Provider





Thank you for visiting our home. Your kind comments and feedback are greatly appreciated. Your comments that we…. “have worked very hard to create a very cosy and welcoming home” and…. ”the Home has the air of a little community, and residents and staff have good relationships…” fits with our ethos and are some of the values we continually strive for and are grateful that they have been noted in your report. We will take on board your recommendations and where possible we will endeavour to put the relevant suggestions in place. Please feel free to visit our home at any time and thank you once again.





Barbara, Karen & Cliff
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