[image: image1.png]healthwatch
StHelens





[image: image2.jpg]


[image: image3.jpg]



Enter & View Report 

Contact details
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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
Elm Tree House Care Home is a renovated Victorian House, built in the late 1800s.  The previous owner passed away early last year and the Home is now owned outright by Living Developments, a London based firm who also own two other homes, situated in Keswick and St Annes.  The Assistant Director visits Elm Tree weekly and the managers of the three homes have regular meetings.  The Home has twenty bedrooms, with seven having ensuite facilities.  There are twenty rooms in total, with nineteen currently occupied.  There are seventeen female and two male residents living in Elm Tree and there is no current waiting list.  Three quarters of the residents have dementia.  The Home can adapt and cater for a couple if required.  Referrals are received from families, Whiston hospital and the bed brokerage.  If a family makes an enquiry, the Manager encourages them to visit impromptu, so they may see the home ‘warts and all’.  Due to the nature of dementia, residents’ behaviour and moods can vary day to day and staff are trained to deal with any situation.  
There has been a lot of renovation undertaken recently with a new conservatory/dining room, a new bathroom and laundry built, and due to the age of the building, levelling of uneven floors.  The Home’s SIP (Service Improvement Plan) has many more adaptations and this is likely to take a few months to complete, including a change of décor.  There are two floors with stairs (equipped with stair lift) and lift.  Bedrooms are situated on both floors and the Home has four toilets and three bathrooms, with walk in shower and one with a bath.  The residents looked well cared for and the visiting team chatted with a few ladies. Staff were pleasant and seemed to enjoy their roles.
Results of visit
First impressions
The Home is situated on the main road from St Helens to Newton-le-willows.  Set back from the road, the Home has a small car park at the front of the building.  There is good signage above the front door.  The Home has a few stairs leading to the front door with handrails. The visiting team noted there was no obvious ramp entrance, but there is a ramp at the side of the building. The door to the entrance was ajar but secured with a chain.  The front door looks original and has a beautiful stained-glass window at the entrance of the building.  The visiting team were greeted by Lesley, the cook.  We were asked to sign the visitors’ book and were then escorted to a small lounge to wait for Viv, the Manager.  The visiting team were kindly offered refreshments. Viv has been the Manager since 2023, she has a nursing background and it was obvious that she is very enthusiastic and caring towards the residents and has pride and ambition in the Home.  There is a feedback form in the foyer alongside a document that shows the number of social engagements that have taken place.  Quarterly information is also recorded with the number of infections and falls recorded over the three month period.  This is to be applauded due to the transparency and openness shown by staff having this information on display.  The Home was very warm throughout. There were no unpleasant smells anywhere in the building.  
Sitting proudly in the foyer is a piece of artwork created by the residents and across from that is a poster with staff photographs, names and job titles.  This is a good idea for identification purposes for families and other visitors. The Manager explained that some photographs were missing as some staff did not want their photographs to be included on the poster. There were also CQC certificates, and a few photographs of residents stuck on a large mirror and highlights of activities that have taken place in the Home.  It was pleasing to see a large dementia clock on the wall, displaying not only time, but the day and date.  The visiting team asked if dementia aids were used for communication with residents.  The Manager informed us that they were not needed at the moment but they would adapt should the need arise.  The foyer leads straight into a small lounge, the furniture was a little dated but clean and comfortable.  The radio was playing in the background, but it was not loud. Décor is white and a little bland.  Some of the walls are bare brick, painted white.  There are some prints of oil paintings on the walls, but due to the nature of the building wall space is quite limited in the open areas.
Staff
There are eighteen staff employed at Elm Tree House.  The majority work three long shifts per week.  There are two members of staff on duty for each night shift.  The Manager informed the visiting team that staff morale was generally good, and staff tend to stay. The cook has been in her role for 24 years, and she told us that she loves her job and has such a good relationship with the residents.  There are six senior staff trained in the distribution of medication.  Staff wear uniforms, with carers wearing pale blue and senior staff in navy blue.  There are discussions at present regarding changing the uniform. Staff have a supervision every three months, and an annual appraisal.  Staff were not supportive of an ’Employee of the Month’ and so a birthday celebration was introduced instead.  There is no staff room at present due to the refurbishments, but the Manager informed the visiting team that this will be rectified shortly as a suitable space has been identified to create an area for staff to take their break or have lunch.  
Staff training
New staff are given a full induction.  This consists of completing courses and training.  The new staff member will then work ‘shadow shift’, meaning they will be working alongside a senior member of staff until both they and the Manager are happy for them to work unassisted.  Staff have recently completed ‘Resource Two’ training, which will allow them to take blood pressure etc, a valuable addition to staff skill base.
Recreation & leisure
Some of the residents were enjoying a chair-based exercise session when the visiting team were in attendance. A new Activities Co-ordinator has been appointed and the Manager was excited about this.  There is an activities board in reception advertising what is planned for the month.  Activities include table tennis, crafts and exercise.  Staff and resident birthdays are celebrated.  Last year the Home held a party and every resident and family attended.  Families are encouraged to participate. 
There were lots of books, knitting, games and jigsaws around the Home.  The visiting team were shown some of the dementia ‘fidget toys’ that can provide comfort to some of the residents.  
A number of residents are eager to start helping in renovation of the garden.  New furniture has been purchased and there is a greenhouse that needs to be given a clean-up.  One of the residents is keen to start growing tomatoes when the greenhouse is in use.  A gardener has been employed to maintain the garden which although quite small has a lot of foliage and a lawn that needs attention.  Some residents enjoy eating lunch outside and the veranda at the back of the house is a really lovely addition to the garden.  There are comfortable chairs on the veranda and a few hanging baskets with striking red artificial flowers.   The Manager informed the visiting team that the Home has strong links with the nursery, which is situated next door.  The children come into the Home and they enjoy crafts, baking, and even play pass the parcel.  This is an enjoyable experience for both residents and children.  Visiting times for families and friends is open.  If a loved one visits at a mealtime, they are welcomed and are given a meal too!
Smoking/Alcohol Policy
There are no residents that smoke but should this change in the future, the Manager explained that she would make arrangements for a suitable shelter.  Only a couple of members of staff smoke and they are allowed to smoke outside the building.  No resident has requested an alcoholic drink, but this would not be a problem if an individual would like a tipple, assuming that the resident’s care plan allowed.

Food & refreshments
The Home has recently had an environmental health audit for food safety and hygiene and scored a 5, which is reassurance of excellence for family and friends.  Meals are eaten in the newly built dining room.  However, if a resident chooses to eat their meals in their own room, this choice is respected.  A few residents need a little assistance with eating their meals and are placed together on a table to make the help easier to manage.  The menus are written on self-standing plastic frames, one on each table. The menu is also written on a blackboard.  There were flowers in vases on the dining tables, this was a nice touch.  Meals are decided by the cooks and the visiting team were told that the residents prefer traditional meals.  This system works and there are no requests for meals from different cuisines.   However, the Manager stated that if a resident likes something in particular, for example, one lady likes a certain kind of bread, then the staff would try to accommodate and buy this for her. 
There is generally one hot meal option for lunch, but if a resident asks for something different, the kitchen staff will make it whenever possible.  The kitchen was clean and tidy, but a little dated.  The visiting team were unsure if there are planned renovations for this area. All dietary requirements are catered for but at present there are no allergy issues or vegetarian/vegan diets.  Some meals are fortified by adding milk powder to help with nutritional intake for some residents.  Breakfast is when the resident chooses, lunch is the main hot meal of the day and is served around 12.30pm – 1.30pm.  Dinner is a lighter meal and is usually 4.30pm – 5.30pm.  Supper is at 8pm.  There are also drinks taken around on the trolley at 10am, 2pm and 6pm.
Privacy & dignity
Residents are encouraged to furnish their rooms with personal belongings and decoration.  The Home supplies each room with a television.  The visiting team were shown a few of the bedrooms, each being slightly different shape and size.  Toilets and bathrooms are labelled with words and pictures.  This was good to see as some residents with dementia may find words difficult to understand and the drawing helps with identification. 
On the outside of each bedroom door is a printed photograph and name of the resident that resides there.  A hairdresser visits fortnightly, and there is no appointment system, this is a privately paid for service.  The chiropodist visits every three months, again, this is a privately paid for service.  A section of wooden panelling had blown down in a neighbour’s garden, and the Home’s conservatory/dining room is currently overlooked.  When questioned about privacy, the Manager informed the visiting team that they are in the process of making decisions regarding blinds for this room, so being overlooked will not be a concern.  All religions can be celebrated and a priest attends the Home when requested.  Most of the current residents are not religious.
Hygiene & cleanliness 
The Home was very clean and tidy.  The visiting team were shown all around the home including the bathrooms and toilets.  They were spotlessly clean with no unpleasant odours.  Residents are encouraged to have a shower or bath weekly; this can be more often if/when requested.  There are hand sanitisers on walls around the building.
Safety & security
All outside doors are locked and/or alarmed.  Each bedroom has an alarm that residents can use if they need assistance.  The Manager has created a ‘Whats App’ group for the families of the residents.  She can share news, information or send photographs to relevant families.   There is no regular scheduled fire alarm test (weekly checks are done at different times).  The Manager explained that she completes weekly audits for fire doors and ensure door are not blocked.  Fire glass points are also checked to ensure they are intact.  some of the residents become distressed when hearing the fire alarm.  Instead, the Home has a close relationship with ‘Fire Direct’.  This firm do regular monitoring and assessments.  There is no fire marshal, but the Manager explained ‘if there was a fire, whoever is the first activate the alarm would be the fire marshal.’  All staff have had training in what to do in case of a fire. There are also identified ‘safe rooms’ incase of emergencies.  The Manager informed the visiting team that they have a ‘buddy system’ with the other homes.  Incase of fire or other emergency the other home could be used to house the residents until the situation was dealt with. 
Access to care and medical care including the Red Bag Scheme

Each resident has a copy of their care plan, and other information in their room.  The residents are registered with one of two GPs in the area, Vista Road Surgery or Newton Community GP Surgery.  The GP does not visit the Home, but Advanced Nurse Practitioners are available and attend ward rounds regularly.  The Manager has just secured the services of a dentist for the residents, and a new optician has been contacted to attend to optical needs, including the identification marking of spectacles.  Any resident under 50kg, or anyone being monitored for other reasons are regularly weighed and relevant information recorded. 
The red bag is not used, instead the Home has produced a document that travels with the resident to the hospital.  The document does not need to be returned to the Home.  This is a really good initiative.
Are there any providers who are particularly helpful?  If so, who?  
The Manager spoke highly of the Advanced Nurse Practitioner team the Urgent Community Response team are very good.  District Nurses and the Later Life and Memory Service were also mentioned as to having positive links with the Home.
Are there any providers you would like to receive support from?  How is they could improve their service?

The current pharmacy contract is under review.  The Manager of the Home is currently compiling a list of issues that she would like to be resolved.  If this is not achievable, she will be looking to change this provider.
Additional Comments
The visiting team spoke to several residents.  Each spoke of how happy they were living at Elm Tree House.  They reported the food was good and they had no complaints.  
Recommendations:
· In addition to the printout name and photograph on the residents’ door, a memory box outside each bedroom would allow the resident to identify their room a little easier, and possibly promote a good memory or event  
· There are many courses for staff to attend with a focus on dementia, for example communicating with non-verbal residents.  Staff with any form of dementia training would prove valuable to the team
· On the limited wall space some of the prints of oil paintings could be replaced with memorabilia, for example photographs of old movies stars or news events/pictures from past times.  This could promote memories for some of the residents.
· To have a poster that can be amended daily with photographs or drawings of the meals that will be served that day.  This will help residents that have dementia who have trouble with the written word.

(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

· St Helens Clinical Commissioning Group 

· 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:			Elm Tree House Care Home


			    		32 Crow Lane


					Newton-le-willows


					WA12 9YG                                               


                                                


Date & time:			Wednesday5th February 20225


Authorised Representatives:	Ann Bridge, Rita Chapman		


Support team members:	Gail Aspinall	


Contact details:			Healthwatch St Helens


						0300 111 0007





Response from Provider





We appreciate the feedback and insights into our home and its encouraging to see the efforts to create a supportive, nurturing and homely environment for our residents is being recognised 





Your recommendations are valuable, and we view these as an opportunity to further enhance our care and our homes overall environment as we continue to provide highest standards of care and wellbeing for our residents, families and care teams.
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