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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, which we attempted to arrange via email to the Manager two weeks beforehand. Unfortunately, the Manager was on holiday and Healthwatch had no acknowledgement of this, due to an unknown issue with the email system.  The day before the visit, the Manager requested the date be changed to the following day, but unfortunately due to other commitments and the availability of volunteers, this was not possible.  The visit was carried out as per original arrangement.
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
Formerly known as Lymewood Court, the Home was purpose built around 1988. The new owners, Essential Healthcare changed the name to Abbeyrose Court in October 2020.  Sitting in beautiful surroundings the outside of the Home is impressive and looked in good condition.

Referrals are through the ‘bed brokerage’ system.  There is currently one vacancy, and the manager had a few potential resident applications to review when the visiting team arrived. The Home provides general nursing, residential, EOL (end of life), palliative and respite care.
The Home has two floors, with just the lower floor housing residents.  There is no lift, but as residents do not use the upper floor, the flight of stairs suffices.  The upper level has a staff room, laundry room and a small flat which is used by the owner when he comes to stay.  Abbeyrose consists of two units, Piele unit and Haydock unit.  The two units mirror each other and the lounges are joined to the dining rooms.  The TV was on in the lounge but the volume was not loud.  There are forty six single rooms, each being more or less equal in size.  There are no en-suite rooms but each unit has ample bathroom and toilet facilities.  The Home has a mixture of male and female residents.  The gardens are a definite feature with a large pergola recently added for the residents to enjoy the outdoors in both rain and shine. The gardener is contracted for 16 hours a week.    
Results of visit
First impressions
The Home is set back from the street on Piele Road in the Haydock area of St Helens.  Abbeyrose is well signed and easily identified.  A good sized car park in situated in front of the building.  There are good transport links with a regular bus timetable.  The team arrived and the automatic door opened to the porch, with the visitors’ book on a small table.  We were signing in as the manager, Emilia, welcomed us.  Emilia has been manager since 2020 but started her career with the Home as an agency nurse in 2017.  She works closely with the deputy manager, Daniela, who the visiting team did not meet.  The reception was spacious, very clean and modern.  A few certificates were on the wall in reception including all the mandatory CQC information, but the visiting team did not see any memory boards or photographs of the residents, nor any personal touches to give the Home a welcoming feel.  This was simply an observation from the visiting team.  On display in reception was a beautiful floral display created from pipe cleaners.  It was nice to see the large clocks on the wall, assistance for residents with dementia or sight issues.  There is an ‘Alexa’ system on the table in reception.  
There are handrails and hand sanitisers throughout the building.  The Home is decorated in neutral colours, beige and white mainly, but there is a lot of bare space which could be filled eg posters of old movie stars or memorabilia.  The Manager explained that they have no intentions of putting posters on the wall and the visiting team were told that photographs of residents and their craft are uploaded to the Facebook profile on a regular basis. The manager explained that there are lots of plans for Abbeyrose, including upgrade of the shower rooms to create ‘wet rooms.’  This will make it much easier for residents who may struggle with mobility issues. 
There were no unpleasant smells anywhere in the building and the temperature was cool, this was welcome due to the day being very warm.  Visiting times are open, although staff ask that families respect mealtimes as some residents can become agitated if there is any disruption at these times.
Staff
There are fifty three members of staff employed at Abbeyrose.  The team includes ten nurses and all carers are working to the same level of care with no senior carers.  The team consist of permanent full and part time workers and the visiting team were told that staff turn over is low with staff tending to stay.  The manager explained staff consist of both male and female.  Most staff members are from overseas who are contracted on five year visas, which celebrates the diversity of the workforce in Abbeyrose.  Occasionally agency staff are used, but there are none at present.  The workforce wear uniforms, with nurses in navy blue, carers in light blue, domestics in light grey and the activity co-ordinator in lilac.  There are two nurses on duty twenty four hours a day and they deal with all medications.  There is management cover over seven days a week.  The manager and deputy manager are both registered nurses.  Staff have regular three monthly supervisions and an annual appraisal.  The Manager informed the visiting team that morale was positive.  There is no ‘Employee of the Month’ at the moment due to staff reluctance in nominating co-workers.  There are regular management and departmental meetings which are used to discuss safeguarding, planning and staff performance.  
Staff training
New staff members have a week long induction.  This consists of face-to-face and online training and shadowing a more senior member of staff.  The manager has created a folder on person centred care, this includes personal care, residents clothing, infection control, new admissions etc.  Once she is happy that staff have acquired the standard, she will sign off that individual.  The Home is using e-LFY system for e-learning.  This is checked every Monday by the manager in order to ensure full completion of the training by each member of staff.  This is an ongoing training process and the manager is alerted when a member of staff has some training due.  Staff are welcome to request training and if budget or time allows, will usually be permitted.
Recreation & leisure
The manager explained that there are lots of plans in place for the upgrade of the home, including a ‘media wall’ installed complete with electric fire and fireplace.  The activity co-ordinator, Caroline, has been employed at Abbeyrose for approximately sixteen months, she plans and undertakes activities every day.  These activities are planned monthly with a range of events including singers, choir, summer fayre and parties. The activity planner is display on the board in the big lounges on Piele and Haydock unit.  Families are encouraged to participate in activities and many families take their loved ones out.  As previously mentioned, the gardens have huge potential and the manager mentioned the gardening club that residents can enjoy.  A therapy dog named Ruby is brought along every Friday.  The Home has an adopted stray cat named Rosie.  There are links with the local school and activities involving the children are very much enjoyed by the residents.  
Smoking/Alcohol Policy
There is a designated smoking shelter outside for staff.  Currently there is only one resident that smokes and due to safeguarding issues, she is supervised when she goes outside.  The alcohol policy is much the same as other homes, with the family bringing in alcohol should a resident like a drink.  The alcohol is stored away safely in the kitchen.
Food & refreshments
The dining room is clean and has a lovely homely feel to it.  There are more floral displays made from pipe cleaners on the tables, these were created by a staff member.  The menu is typed up and put in a plastic stand up frame.  The manager informed the visiting team that this is being changed to incorporate pictures of the menu.  There are usually two choices per meal, and the residents enjoy sampling different cuisines.  For example, Emilia the manager has made food from her native Poland and the residents really enjoyed this.  The residents usually decide what meal they would like just before service as many have dementia. 

Most of the residents need assistance in eating their meals.  All dietary requirements are catered for.  Mealtimes are, breakfast 8am, lunch 12.30pm, dinner 4.30pm and supper 8pm.  Drinks are available throughout the day and snacks are available as per dietary requirements.  Residents are encouraged to eat their meals in the dining room, but there is no problem if the resident chooses to dine in their room. 
The kitchen was clean, tidy and well organised.  
Privacy & dignity
Each bedroom has a TV, wardrobe and chest of drawers supplied by the Home.  Residents are encouraged to bring personal belongings to make it feel like home.  Abbeyrose has its own Facebook page and residents can agree to be profiled as long as the family gives consent.  Church of England and the Catholic church plays an important part in the Home and a religious service was taking part in the lounge at the time the visiting team were in attendance.  Other religions can be accommodated if required. 
A hairdresser visits every month and there is no appointment system. Should a resident want something in particular, eg toiletries, the family will usually bring the item but the Home can supply if needed.   

Dentures and hearing aids are marked with ID to prevent them becoming lost.

If a resident passes away, it is at the discretion of the manager if it is announced.  Both the manager and another member of staff attend every funeral.
Hygiene & cleanliness
It was pleasing to see the bathrooms had both words and pictures on the door. All were spotlessly clean with no unpleasant smells.  Residents are encouraged to have a bath or a shower twice weekly.  However, this is down to the individual.  Rooms are cleaned daily and the ‘Resident of the Day’ scheme has been adopted.  This is undertaken by room number, Piele unit has rooms one to twenty two and Haydock unit has rooms twenty three to forty six.  Each day the next room number in line gets a deep clean and the resident has their care plan reviewed. It was noted that some of the comfy chairs were made from fabric.  This could pose as a possible infection control threat. However, the manager informed the team that the fabric chairs are cleaned and disinfected every night during the night shift.  This is documented on a daily basis.  
The Home uses tags on some laundry but it is difficult to label some items. To ensure there is no lost clothing, the Home inform the family that they expect all items of clothing to be labelled before the resident enters the Home.  In the laundry room, each room has a numbered mesh bag that is used to put smaller items in, preventing items from going missing.   
Safety & security
The front door opens automatically into the porch.  The door to the reception is locked and needs to be opened by a staff member.  All exit doors are alarmed.  There is CCTV in all communal areas, residents sign a consent form to allow this security measure.  There are regular fire alarm tests.  Each bedroom has a buzzer that can be used if the resident needs assistance.  
Access to care and medical care including the Red Bag Scheme
All residents are registered with Haydock Medical Centre.  There is a ward round every Monday.  The manager informed the visiting team that the surgery is very good and make themselves available when needed. Vision Care opticians attend the Home every three months, more often if necessary.  The Home does not have a dental surgery direct link, but they do have a contact number for a dentist should an emergency arise.  A chiropodist attends every couple of months and provides both a private and NHS service. The red bag scheme was used, but the bags were not returned.  However, a hospital pack is printed from PCS system by the registered nurse before a resident’s transfer to hospital.  This includes all information related to the resident’s care, alongside the medication list and DNAR (do not resuscitate documentation) if required.   
Are there any providers who are particularly helpful?  If so, who?  What is it that you find particularly helpful?

The visiting team were told that the GP is fantastic as well as the UCR (Urgent Community Response) and the Home has an excellent relationship with the Millennium Pharmacy.

Are there any providers you would like to receive support from?  How is it they could improve their service offer? 

The manager informed the visiting team that the nurses are confident enough to ask for additional support should they require it.
Recommendations:
· To ensure the plan to have a picture menu on the wall is completed.  This would assist the residents that have difficulty reading or sight issues
· Have a staff board in reception with names, photograph and job title.  This would be useful for families and new residents in identifying staff members

· To ensure the plan to decorate some of the Home is undertaken as some areas look quite worn 

· A name/photograph/memory box outside the resident’s door.  This adds a nice, homely touch and can help residents if they become a little disoriented

· Some of the walls in the corridors are quite bare.  It would be nice to see some of the residents’ art/craft work or memorabilia on the walls 



(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.
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Response from Provider





Memory boxes were introduced some time ago when the dependency level of residents’ needs and care requirements was significantly lower and when we had residents requiring residential care who could mobilise independently etc.  At the moment dependency is high and our residents don’t express any interest in creating memory boxes.  Taking this into consideration that some of our residents are bed bound some residents found it childish and silly.


Regarding the artwork on walls, this again is very individual on residents’ preferences, likes and dislikes.  We treat residents with respect and dignity and we always remember to treat them accordingly to their age group.  We have no intentions to display resident’ arts/crafts in corridor and communal areas.  However, we are in the process of creating an arts and crafts area in the big lounge on Haydock unit where we are planning to put a notice board designated to residents’ arts/crafts following consent from each individual.


We now have a board with all staffs’ photographs and their names displayed in reception area.
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