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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
Amberley Court has been a care home for thirty eight years.  One member of staff started on the day the Home opened and is still employed there today.  Previous to a care home, it was an old railway station building that has been extended.  Trains still run past the Home today.  Amberley Court is owned by Birmingham based Mike Patara, who owns two other homes.  He visits fortnightly and has a good relationship with staff.  The Home is run by Prime Healthcare.  The Home is advertised as residential and mild dementia and respite care. Referrals are taken from St Helens, Knowsley and Halton Councils, but usually by families making direct contact.  
The Home is a two storey building and has thirty five bedrooms with approximately ten ensuite, with two bathroom/toilets on each floor.  All rooms are single, but couples can be accommodated.  The bathrooms are identified by both word and pictures, this was good to see.  There are no resident vacancies at the time of this writing this report. Stairs, a lift and a stair lift gain access to the upper floor. Residents’ rooms are on both floors.  The residents are aged sixty five plus years and there is an equal mix of male and female.  The Home has a Facebook page to announce any news or information for families and friends.  Family group meetings are arranged and advertised via this page.  Unfortunately, to date, these have been poorly attended.   
First impressions
Amberley Court is set back from a fairly quiet road in Rainhill, and a five minute drive from Whiston hospital. There is good signage to access the entrance.  Part of the building is painted in a cream shade, whilst the other is plain brick. The outside of the building does look a little worn.  A car park is situated at the front of the building.  There were no disabled parking bays.  The grounds are well maintained and there are benches and bird tables and feeders dotted around.  Access to the Home was via a traditional doorbell.  A member of staff greeted us and we were asked to sign in the visitors’ book.  The foyer was clean and tidy and of ambient temperature, but there was very little information/news for or regarding residents.  There were no unpleasant smells or excessive artificial odours anywhere in the building.  The visiting team were then introduced to Paula, who began her career as a carer at the Home and has worked to become deputy manager, a role she has had for the past five years.  In Paula’s office, we were joined by Karen, who is a senior carer.  
The visiting team were told that the Home is due to be refurbished throughout, but no specific date or plan was given.  The corridor walls are quite bare with no memorabilia, just the odd printed artwork.  This would have been nice to see, especially for those residents with dementia.  It was noted by the visiting team that in the main lounge there were lots of armchairs and residents in wheelchairs, facing in different directions.  This was a little concerning because there was hardly any room for people to walk past and it felt quite claustrophobic. The conservatory is accessed from the two lounges.  It was spacious and has lots of natural light but does need some attention due to wear and tear.  The visiting team noted a few members of staff standing and sat around the lounge looking bored, however, the deputy manager explained they were completing notes on phones and tablets.  
Staff
There are currently forty three staff employed at Amberley Court.  Each day there are five carers on duty in the morning, four carers and one senior from 2pm, in the evening there are two carers and one lead carer.  Mainly female staff, there are just two male staff employed here.  There are no current staff vacancies, and the Home has its’ own bank staff to cover extra shifts/annual leave/sickness.  The deputy manager reported that staff morale was good, and there is an ‘open door’ policy for staff to report any issues.  There are no staff incentives.  Staff meetings are held every three months.  Supervisions are held quarterly and each member of staff has a yearly appraisal.  Staff wear uniforms, with carers in light blue, senior carers in navy blue, kitchen staff wear green and laundry staff have burgundy uniforms.  Staff do not wear name badges.  Senior carers are trained in administering medications. A maintenance man and gardener are also employed by the Home. 
Staff training
New members of staff are required to undertake an E-Learning course.  They are sent a link to enter the online training package.  Each module must be completed before they can progress.  Upon completion, the new member of staff shadows a more senior member of staff for two shifts and then they will be put on the rota.  However, extra shadowing can be available if needed.  An annual training list is produced by head office should staff want to engage in this.  Some training is given in house, eg first aid and manual handling courses.  The deputy manager informed the visiting team that management encourage staff to further their training and development.  
Recreation & leisure
The activity co-ordinator works Monday to Friday (not Thursdays) and she plans the activities.  The residents are entertained with chair based exercises, bingo, film days, as well as celebrations such as tea days.  At the time of our visit, there was evidence of events that have been planned, eg world book day and previous celebrations for Valentines Day and Chinese New Year. 

A ukelele group also attend as well as singers and families are allowed to bring in well behaved pets.  The residents like to go into the garden when the weather permits.  There are bookshelves with books, jigsaws and puzzles for residents to use.  Unfortunately, there is no capacity for days out at the moment.  A taxi service was previously used but it became difficult with wheelchair access.  The Home has a good relationship with the school and the children go along to sing and do activities.  An ex-staff member takes the local Brownie group to visit the residents.  
Smoking/Alcohol Policy
There is a no smoking policy anywhere in the building.  A risk assessment is completed on any residents that smoke.  They are accompanied by a member of staff to the ‘smokers’ hut’ outside should they wish to have a smoke.  One resident has cigarettes in his room, whilst others have theirs kept safe in the managers office.  Staff must leave the premises if they wish to have a cigarette break.

There is no alcohol policy as such, but alcohol is allowed, however, most of the residents to do not drink.  Any resident that would enjoy an alcoholic drink would have it brought in by family members and it would be kept in a locked cupboard.
Food & refreshments
Meals are served in a spacious, clean and tidy dining room.  Having meals in the dining room is encouraged, however, residents can choose to eat their meals in their rooms if they prefer.  There is a menu on the wall, with it written on a whiteboard but there are no pictures as an accompaniment.  Joanne the kitchen manager plans the meals and the menu is rotated quarterly.  At lunchtime, a choice is prepared so the resident may choose as the food is served.  At around 3pm, a member of staff asks each resident of their preferred meal for tea.  If a resident does not want that meal, they can request an alternative.  Cultural food was described as ‘hit and miss’ with traditional meals being preferred.  All dietary requirements are catered for and the kitchen staff have a note and photograph of residents who need a special diet.  Meals are served: breakfast 8-11am, lunch 12-1pm, tea 5-6pm and supper 8pm.  The tea trolley is taken around at 10am and 2pm.  There are protected mealtimes, so that the residents are not disrupted whilst having their meals.  There are hydration stations in the lounges, with a choice of water, squash and fruit juices.  Some residents need help from staff when eating meals.   
Privacy & dignity
Residents’ doors are all painted the same colour with a room number and most residents have their photograph next to their door.  All residents or their families sign a disclaimer regarding having their photograph taken, at present just one resident did not sign this.  Rooms are a little small but are clean and tidy.  Residents are encouraged to make their rooms homely, with some residents having lots of personal belongings one including a reclining chair.  Most bring in a TV, but there are some spares in storage.  The hairdresser attends every Wednesday, no appointment is needed.  The chiropodist attends every six weeks.  This is a privately paid for service, although some residents qualify to be treated under the NHS due to diabetes diagnosis. 
Amberley Court has good links with the church.  Both catholic and CofE staff attend every two weeks.  The Home also supports residents with other faiths.
Hygiene & cleanliness
Rooms are cleaned daily, with a deep clean done every day by room number.  Residents are encouraged to bathe regularly. One of the bathrooms has a sit down bath seat, assisting those residents with mobility issues.  If a resident requires toiletries or personal items, the family usually bring them into the Home.  There are hand sanitisers mounted on the walls dotted around the Home.  There was no unpleasant smell in the bathrooms, but it was noted that in one of the communal toilets, there was quite a lot of urine on the toilet seat and on the floor. The laundry staff are efficient in their roles.  Clothes are identified by a label and families are asked to do this.  Clean and ironed laundry is delivered back to rooms by hanger and folded items in a box.  Spectacles are engraved with the resident’s name.  Dentures are stored in a container, again marked with the resident’s name.
Safety & security
All external doors and exits are locked and alarmed. The radiators are boxed in to prevent accidents.  The deputy manager informed the visiting team that a fire alarm test is undertaken at a random time once a week and fire equipment tested annually.  There is laminate flooring throughout the Home, which is useful for those with mobility aids and prevents accidents.  None of the residents’ doors are alarmed but there are alarm buttons and floor mats in each room.
Access to care and medical care including the Red Bag Scheme
Residents are registered with Longton Lane GP surgery and a ward round is scheduled for every Wednesday.  The Home has a good relationship with the pharmacy in Prescot.  Unfortunately, the Home does not have a dentist, with just one resident having her own dentist.  If someone is in need of dental assistance, a member of staff will phone Contact Cares for advice.  The red bag system was used previously; however, the bags went missing.  The hospital ‘passport’ documentation is now used; this includes the resident’s care plan.
Amberley Court has a traditional feel and residents appeared well cared for.  Some staff were very engaging and clearly enjoyed working there.
Are there any providers who are particularly helpful?  If so, who?  What is it that you find particularly helpful?
The district nurses are reported to offer a good service, being easy to contact.  The continence team are also very helpful in assessing residents’ needs and arranging products to be delivered.
Are there any providers you would like to receive support from?  How is it they could improve their service offer?
The occupational therapists can be difficult to contact, especially when wheelchairs are required.
Additional Comments
Cleaning equipment and products are all locked away as per COSHH (Control of Substances Hazardous to Health) policy.

The visiting team spoke to a number of residents who reported to be happy there and that the food was good.
Recommendations:
· To ensure the lounge is not too crowded to adhere to health and safety policy, a suggestion would be that if the residents require wheelchairs, some of the armchairs could be moved into the conservatory to free up space to allow better communication between residents.
· To have a staff identification board to help residents, families or visitors identify staff.
· Provide pictures for the menu as well as words.  This may be useful for residents with dementia.

· To provide a disabled parking bay near to the reception.


(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


 


You have recommended that we try menu's with pictures of the meals we have already trailed this was well as a staff board and we found this was not beneficial


to residents and their families.  We don't have a disabled car park but if anyone requires the drop curb that the space is available.  


There were wheelchairs in the lounge as we were transferring residents for lunch,   to go into the dining room. 
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