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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.
About the service
Madison Court care home is a large building that was built in 2013, originally to make into apartments.  However, this plan changed due to financial reasons, and the building was adapted to become the Home it is today.  Originally owned by a different care company, the Home was purchased approximately six years ago by Manchester based family firm, Harbour Healthcare.  The manager informed the visiting team that Harbour are excellent employers with a good HR department, occupational health services and a counsellor.  
Madison Court is situated next to a roundabout in the Parr area of St Helens and is in close proximity to shops, including a pharmacy and convenience store.  There are also excellent bus service links.  The Home is very well presented and has its name on the outside back wall, making it easily identifiable from the street.  At the back of the building there is an ample sized car park, with street parking also available.  The visiting team were made aware that the owners visit at least once a month.  
There is no waiting list and when the Home is at full capacity, enquiring residents’ families are told to ring regularly to see if any rooms have become available.  There are a total of sixty-six bedrooms.  The residents need nursing and/or dementia care with fifty-two nursing beds and fourteen residential dementia beds.  The manager is currently having communications with the Council to provide nine beds for ‘Dementia Plus’ extra care, which would start in January.  This is care for residents with extra, more challenging needs.  Referrals come from different sources including hospital, self-referral and dementia groups.  Residents are from the surrounding areas including Warrington, Wigan and Newton-le-willows.  
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

First impressions
The front of the Home is welcoming with a wall decoration depicting a locally made covid memorial.  There is also a handmade bench built around a tree, with poignant inscriptions acknowledging the hard work done by staff during the pandemic.  There is a defibrillator on the wall across from the entrance of the building.  The front door was open, and people were free to walk in and out of the building.  The manager, Bernie was in reception in the process of hanging Christmas decorations.  The manager escorted the visiting team to meet the deputy manager, who is local to the area and is a lay reader and funeral celebrant. 
The Home has four floors, ground floor, Rylands, first floor, Tudors, second floor, Duckeries and the top floor is used for training and the hairdressing salon.  There is a lift to all floors. The Home was quite warm and there were no unpleasant smells anywhere in the building.  The visiting team were not asked to sign in initially, but an hour later when we were given a tour of the Home.  The signing in/out system is via an electronic device in reception. Décor is really lovely throughout, with window vinyls of scenery on the walls alongside photographs, memorabilia and nostalgia.  These are an interesting read for both residents and visitors alike.  There is a water drinking station in reception, free for anyone to use.  
All bedrooms are approximately the same size, each being a single room with ensuite facilities, but a room could be adapted if a couple moved into the Home.  There are also two bathrooms in the building containing a sit in shower and bath.  Photographs and words identify the different rooms of the Home, this was good to see.  The visiting team were told there are a significant number of residents that are non-verbal, and staff have various methods of communication.  Every year the Home chooses and supports a local charity, this year the chosen charity is ‘Restore’.  These relationships promote good community links.  There are lots of thank you cards pinned up around the Home.  
The garden is medium sized and well maintained.  The grass is artificial and there are raised beds and garden ornaments, with a wooden shelter where the garden furniture is stacked away for the winter.  The manager informed the visiting team that residents really enjoy being in the garden and participate in growing vegetables in the raised boxes.    
Staff
There are approximately eighty-four staff employed at Madison Court, these consist of full time and part time roles.  Staff do not wear uniforms and when questioned the manager explained she feel it benefits the relationship between staff and residents.  The workforce is predominantly female with the ratio of 80% - 20%.  The Home has a housekeeper, dedicated laundry staff, two maintenance workers, domestics and kitchen staff as well as the core care staff.   Many of the staff have been working at the Home for over ten years and the visiting team were told that morale is high, and staff turnover is low.  The manager explained they have an ‘open door’ policy and are fully supportive of staff.  Supervisions take place every twelve weeks and staff have an annual appraisal.  The Home has an ‘Employee of the Month’ scheme.  Nominees are voted for by staff with the winner receiving vouchers.
Staff training
Staff are required to complete online training including infection control and fire training.  When the online training has been completed the staff member spends a week or two shadowing a senior worker, it is then decided if the new member of staff can work unaided or if further training is needed.  Around 70% of staff have completed dementia interpreter training, this will hopefully be 100% completion rate in the near future.  This enables staff to better communicate and understand the needs of the resident.

Recreation & leisure
Each floor has a lounge with comfy chairs placed in small groups.  This encourages a feeling of wellbeing and security for the resident.  The Home is in the process of creating a shop and bar.  The shop will be complete with ‘old fashioned’ scales and old-style cash register.  It will stock items that residents can purchase eg sweets, drinks and toiletries.  This will promote a feeling of independence for some of the residents.  The TV were not on in the lounges.  There are bookshelves around the Home, full of dementia friendly objects including cushions and dolls. There are pinboards of photographs on some of the walls, these show the residents enjoying themselves doing activities, in the garden or days out.  There are four activity co-ordinators and on the wall was an activity calendar.  The visiting team were told there is ‘always something going on’ at Madison Court, including arts and crafts, bingo, singing, flower arranging and a visually impaired accordion player voluntarily visits to entertain the residents.  The Home give a donation to the Blind Society for his time.  Relatives are encouraged to join in with the activities.  The staff have put considerable effort into decorating the Home with old photographs and posters as well as old vinyl records on the walls.  This is an excellent way to promote memories or past events, such as the Miners’ Strike of the 1980s.  The Home is given lots of donations and anything that cannot be used in the Home is sold at fayres or given to charity shops, with any monies made being used for the resident treats or activities.
The Home has two small mini-buses and day trips include the garden centre and visiting places of interest.  Local school children visit the Home, and this week they will be performing a carol service for the residents.
Smoking/Alcohol Policy
There is a ‘smoking shed’ on the grounds which staff and residents use.  At present only two residents smoke. Residents are allowed a tipple; details are in the individual care plans.  Alcohol is stored and monitored by staff. 
Food & refreshments 
It was very pleasing to see the menus displayed in words and pictures.  The menu is rotated seasonally, and the new menu will be introduced after Christmas.  This menu was devised by the company.  Residents are encouraged to eat in the dining room.  Meals consist of breakfast 8.15am, lunch 12.15pm, tea 4.30pm and supper at 7pm.  There are a couple of options per meal, but the resident can request an alternative if they choose.  Drinks and snacks are available throughout the day. There is a trolley in the dining area that is used as a snack area and residents can take snacks and drinks as they please.  The trolley is replenished twice daily.  There are no protected mealtimes, and the manager informed the visiting team that loved ones are encouraged to help at mealtimes as many of the residents need help with eating and drinking. 
Privacy & dignity
The front of each bedroom door is uniquely decorated.  This is a great idea for residents because they can easily identify their own room.  There is also a room number, name and a memory box outside their door.  This was really pleasing to see.  The Home encourages personal items to be brought into resident’s own rooms, this gives a feeling of familiarity and comfort.  The clocks at Madison Court are dementia friendly, showing not only the time, but also the day and date.  A hairdresser visits the Home regularly with no appointment necessary.    Some residents have their own hairdresser attend.  Both are privately paid for services.  The Home pays for all the residents to have their ‘hair done’ as a Christmas treat.  The visiting team chatted to a couple of residents each explaining that they felt safe, happy and well cared for.  One lady informed us that she has suffered five strokes and feels she only survived due to the care given by staff. There is a ‘Dementia Jewel’ scheme which is for residents who are coming towards the end of their life.  They can have special treats including hand massages and holistic therapies.  
Hygiene & cleanliness
The Home was spotlessly clean and tidy.  There are hand sanitisers around the building, and handrails in the corridors.  The handrails are painted to contrast the colour of the walls, again this is a very useful aid for residents with dementia.   Each bedroom is cleaned daily. The Home has a ‘Resident of the Day’, and amongst other initiatives this includes a deep clean of that resident’s room.  The laundry is done daily and the clothing identification system used is called ‘attach a tag’.  This consists of small round disc that is attached to a label in the clothing.  The disc has either the resident’s initials or room number etched into it, and they are re-usable.  Families purchase the tags but the Home has the machine to inscribe the ID onto the disc.  The system works extremely well.  Hearing aids do go missing, but the deputy manager informed the visiting team that the Home has good relationships with the department at Peasley Cross, and lost items are quickly replaced.  Dentures are identified by an etching system.  Residents are encouraged to shower regularly, and they can have a bath when and as often as they choose.
Safety & security
Upon arrival the visiting team noticed that the main front door was open and questioned this with the manager as there were possible safety issues.  The manager explained that residents are unable to leave the units they reside on, all unit doors have keypads, and visitors must ring the doorbells to access the unit, residents are not given the numbers and do not have access to exits or stairs. This is risk assessed. The visiting team were also told that ‘relatives and district nurse services have access to the door number as this was part of a concern raised with our local authority (People being stood outside for too long especially in the colder months the main door remains open during the hours of 9-5 Monday – Friday and the area is always manned. Residents cannot access the areas outside their units.’
All the outside doors are alarmed.  Each of the bedrooms is connected to an alarm system and some beds have alarms for those with poor mobility.  There is a weekly fire alarm test.  There are fire marshall vests at reception alongside lanyards labelled one to four.  Each of the lanyards has a specific instruction on what that fire marshall has to do in the event of a fire.  The manager informed the visiting team that this has simplified the fire drill procedure, and it works very well.  Visiting hours are open and families and loved ones play a keen role in participating in some aspects of the day to day running of Madison Court.
Access to care and medical care including the Red Bag Scheme
All residents belong to one of two surgeries, Atlas Medical Centre or Berrymead Medical Centre.  A ward round takes place every Tuesday and the district nurse attends regularly.  Vision Care and Specsavers attend the Home for optician services and the community dental surgery is used for any dental needs.  The Home no longer uses the red bag scheme as the bags and information were lost or misplaced.  The scheme proved unworkable.  The visiting team were informed that a member of staff will accompany residents to appointments and hospitals if needed. 
Are there any providers who are particularly helpful?  If so, who?  What is it that you find particularly helpful?
The manager mentioned the UCR (Urgent Community Response), Infection Control Team and the Diabetic Nurses were very helpful.
Are there any providers you would like to receive support from?  How is it they could improve their service offer? 
The visiting team were told that it can sometimes be difficult to make contact with members of the clergy. 
Recommendations:
· To highlight disabled parking spaces on the car park
· To continue with the good work and 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.
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