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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 
Sherdley Court is a residential home for individuals aged fifty-five years and over.  The Home was purpose built in the 1990 by Your Housing Group as accommodation for the care in the community scheme.  The Home is now owned by ‘Your Housing’ group.  Referrals are taken from different sources including the Local Authority.  The Home consists of three separate units, which are virtually identical in layout.  The units are named Heather (nine rooms), Holly (eight rooms) and Hazel (eight rooms).  There is wheelchair access throughout.  The building has two floors, but presently the top floor is used for training purposes and a storage area.  There may be future plans to adapt this floor to accommodate more resident rooms.  
Sherdley Court has twenty-five single rooms with three current vacant rooms, two becoming occupied from the week commencing 23rd September.  There are no en-suite rooms, but each room has a wash basin.  There are two single toilets and one full bathroom on each unit.  The visiting team were pleased to see some rooms, especially the bathrooms, clearly signed with both words and pictures.  There is a suggestion box on the wall for staff, residents and loved ones to use. There is an equal male to female ratio of residents.  The garden is well maintained, and residents helped to choose the garden furniture.  BBQs are held in the garden in summer.  The Home has recently been awarded the Investors in People Gold.
Results of visit
First impressions
Sherdley Court is set back from a busy road in the Rainhill area.  There is a well-placed sign at the entrance.  The Home is set in small but well-presented grounds with an ample car park at the front of the building. There are good transportation links with bus stops and a train station very close by.  
The front door is locked and alarmed and entrance is gained via use of the intercom system.  All outside doors are locked and alarmed.  We were greeted by the Manager, David Matthews, who asked the visiting team to sign the visitors’ book.  We were then introduced to another Manager, Deborah Appleyard, who was very new in post.  The visiting team were told that there are lots of things in preparation with Service Improvement Plans and the Managers seem very keen on developing the service.  Once the Managers had given the visiting team background information on the Home, we were introduced to the Assistant Manager, Shelley Dempsey, who was happy to give a guided tour.  Shelley has worked in the Home for fourteen years and informed the visiting team that ‘everyone is super happy here.’ 
Decor is clean and quite modern with prints of famous artworks on the walls.  There were no unpleasant smells, except for the smell of cigarette smoke in the lounge, which had wafted through from the outside smoking shelter.  There was an information board with details of upcoming events and news. The Home has a spacious conservatory with Turkish lamps completing the calming décor.  There is a small music system and residents enjoy relaxing in this room.  The staff at Sherdley Court use a hand-held app via a mobile phone called ‘Nourish’ in which all relevant information is stored.  Meetings, care plans and interactions are recorded on the system.  Information on hearing aids, dentures as well as residents’ capacity and concerns are also stored on here.  
Staff
There are approximately twenty-four staff employed at Sherdley Court.  These are both full time and part time positions, with night staff all employed on a full-time basis.  There is also a handyman and a gardener who has been contracted for one year.  The Managers are committed to reducing the amount of agency staff they employ.  This encourages continuity for residents and encourages positive relationships between them and staff.  There are monthly staff meetings for each department.  Staff have supervision at least once every three months, there are also ad hoc supervisions.  The Home adopts an ‘open door’ policy.  Each member of staff is given their own work email.  Staff turnover is not high with many staff members employed there for over ten years.  The visiting team did not see many staff on duty.  There is a recognition awards and celebration evening every year with ‘LOV’ (Live Our Values) awards being presented to staff who have been nominated by other staff members.  There are no nurses employed at Sherdley Court, as the Assistant Manager administers medication and is fully trained to meet necessary standards.
Staff training
New staff are expected to work through a mandatory three-month training package with approximately eighteen training sessions/courses included.  New staff are paired with a ‘buddy’.  There is a training library, and staff are encouraged to further their knowledge and training skills.  Residents are encouraged to be involved in the recruitment of staff.
Recreation & leisure
The Manager has recently interviewed for an Activities Co-ordinator.  At present the staff share the task of arranging activities and entertainment.  Activities include gardening, singing, bingo and visits from a ‘zoo lab’ and a lady pays a visit with a selection of musical instruments which the residents enjoy participating.  The Managers are also keen to introduce day trips, with a minibus hired to take the residents for outings.  The visiting team noted bookshelves around the Home, full of donated books and DVDs.  Residents are free to use these. There is a keyboard in the lounge which is also used by the residents.  Visiting hours are open and family and friends are welcome to attend whenever they like.  There are no protected mealtimes for visits.  Families are encouraged to get involved in all aspects of their loved one’s care.  The Manager informed the visiting team that they are hoping to forge links with, and therefore, develop relationships with local schools.
Smoking/Alcohol Policy
Smoking is not allowed anywhere inside the building, but residents are allowed to smoke in the ‘smoking shelter’ outside, whilst staff must leave the grounds.  Alcohol is allowed in the Home; this is monitored on a wholly individual basis.
Food & refreshments 
In each of the three units there is a ‘dining room/kitchen’ area that has a few tables and chairs and various kitchen equipment and utensils.  This is where basic breakfasts are prepared every morning.  Other meals are prepared in the kitchen, which the visiting team unfortunately did not get to see.  The visiting team were told that the chef is very accommodating and asks for feedback from the residents regarding the menu.  Breakfast is usually 7am to 9am and is prepared by support staff on the unit.  Lunch is usually between 12pm – 1pm and there are two options from which to choose.  However, other meals can be provided if a resident requests a different meal.  Dinner is after 5pm.  The menu is changed every eight weeks, and often a taster menu is devised so that residents can decide on the meals they would like.  Drinks and snacks 
are available throughout the day.  The residents complete the menu sheet daily with their choice of meal.  Residents are encouraged to eat their meals in the dining room but there is no problem should they wish to eat in their room.  Some residents are monitored for their fluid intake.  
Privacy & dignity
The residents’ rooms are virtually the same size and shape and could be considered on the smaller side but are adequate for all their needs.  Residents are encouraged to personalise their room, to give a comfortable, homely feel.  Some of the residents are non-verbal and others need feeding assistance.  The Manager informed us that they are currently researching different forms of assistive technology and the use of flash cards to help communication with the non-verbal residents.  They are also looking to improve care plans.  A hairdresser attends Sherdley Court every six weeks, this is a privately paid for service.  The visiting team spoke with a resident who said that she was happy here and the food was good.  There is not a diverse client group living at Sherdley Court currently, but the visiting team were told that a vicar visits upon request.  

Hygiene & cleanliness 
Bedrooms are cleaned thoroughly weekly, but support staff ensure rooms are clean and tidy on a daily basis.  There are hand sanitisers on the walls throughout the building.  The visiting team did not get a chance to see the laundry room but were told that some residents like to have their laundry done by staff, others prefer to do it themselves.  Items of clothing are identified by ID marker pen.
Safety & security
All appropriate doors are locked and alarmed.  There is a weekly fire drill and ad hoc fire evacuations.  All rooms have a pull cord alarm, and some have sensor mats which can alert staff to any issues.  
Access to care and medical care including the Red Bag Scheme
The Home adopts a green bag scheme, which includes all emergency information on residents.  The senior member of staff on duty that day has responsibility for this.  All residents are registered with Spinney Medical Centre.  The GP attends the Home regularly and the Pharmacy Hub (Prescot) is used for delivery of medications.  Residents can register with their own Dentist, but the Home does have emergency dental contacts in care plans.  The Chiropodist attends the Home when required but this is a privately paid for service, unless the resident is under the NHS Diabetes Team.  District Nurses also attend regularly. 

The Manager informed the visiting team that they have participated in the red bags but the bags are very rarely returned back from hospital.
Are there any providers who are particularly helpful?  If so, who?  What is it that you find particularly helpful?

The Managers spoke of support from the Recovery Team, Contact Cares, Your Housing and the Falls Team.  The Home has recently signed up with Eyecare for all the residents’ optical needs.
Are there any providers you would like to receive support from?  How is it they could improve their service offer?
None mentioned.
Recommendations:
· To have a different exit to the smoking shelter.  The visiting team agreed that the lounge smelt of cigarette smoke and this may be off putting for some residents/families.
· To have names/photographs or memory boxes on the front door of the residents’ rooms.  This would promote a more homely feel and help those residents that have dementia.

· To have a staff introduction board in reception.  This would have a photograph and name and job title of the member of staff.  This can be useful for residents and families promoting a friendly approach.  

(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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Response from Provider





 I have sent a request to the Landlord for the communal lounge door to be fitted with a thumb lock and bell, this will ensure the door is closed when are residents are accessing the smoking area.


The bedroom doors are scheduled to be imminently replaced, we have door plaques ready for residents to personalise, and with their consent we would include a photograph.


We previously had a staff introduction board at reception; I will check to see why this was removed, this is something we could easily re-introduce.
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