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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
Grace Court Care Home was purposely built around forty years ago.  Originally owned by St Helens Council, the formerly named Seddon Court, has been owned for eight years by Richard Keyes.  Mr Keyes owns two other homes, one in St Helens, the other in the northeast of England. The Home has two floors, the ground floor houses the bedrooms and the top floor has a staff room and an administrator office.  Grace Court is divided into three units, Ash, Willow and Rowan.  Ash is an all-male unit with Willow and Rowan being a mix of male and female residents.  Each unit has ten rooms, thirty in total.  Twenty-seven rooms are presently occupied. The corner bedrooms are larger than the middle rooms, and each room has a view.  There are no ensuite rooms, although each room does have a sink unit and there are no double rooms.  TVs are not supplied by the Home.  Each of the units has one bathroom and two toilets.  Each of the current residents has a DoLs order (a legal procedure that protects people who lack capacity to make their own decisions).  Referrals usually come from St Helens, Halton or Knowsley or families can enquire about vacancies themselves.  
Results of visit
First impressions
The Home is situated on a hill next to a very busy one-way system near the centre of St Helens town centre.  From the road there is a large clear sign but the Home is not the easiest of places to get to.  The one-way system leads to the back of the Home, but there is no clear instruction to where the reception is situated.  The car park is at the back of the Home and two of the visiting team were met by a member of staff who escorted them through the back door to the front reception.  The car park is adequate and also houses the waste bins, both general and clinical.  
Once in the reception, the visiting team were greeted by Lisa, the manager who has worked at Grace Court since February 2023 and Elisha the deputy manager and clinical lead, who joined the team December 2024.  The visiting team were asked to sign in and we were then escorted to the manager’s office to have a chat about the day to day running of Grace Court.  
The Home had an ambient temperature throughout and there were no unpleasant smells.  The spacious reception had a mixture of furniture and although a little worn is comfortable.  A relative of a former resident donated a large aquarium to the Home and it has become a focal point and has added a nice touch to the room.  The walls have many information boards, including a remembrance board that is full of photographs of past residents.  There is also a memories board with photographs showing the residents having fun.  There is a TV in reception but it was not switched on.  
The visiting team attended each of the three units and it was obvious that the staff do an excellent job looking after the residents.  The lounges are spacious and nicely decorated with a fireplace in each.  The décor is mainly neutral colours, quite worn in parts and there is a lot of empty wall space.
Staff
There are currently fifty-seven staff employed at Grace Court.  The Manager informed the visiting team that staff turnover is low.  There are four male carers, who prefer to work nightshifts.  The staff work full time and part time hours and there is a nurse available twenty-four hours a day.  There are five members of staff on at night times and during the day there are three staff on Ash unit, and two on Willow and Rowan, with one member of staff available wherever they are needed.  Staff usually stay on the same unit, but the Manager explained it is important that staff know all the residents and how to manage any challenging behaviours.  She has therefore introduced a ‘mix up’ where staff work on different units, albeit infrequently.  There are no current employment vacancies.  Any extra hours worked by staff are paid at the enhanced rate.  It was reported that staff morale is not as high as it could be and staff are encouraged to sort out issues between themselves, but the care given to residents cannot be faulted.  
Staff wear uniforms, light blue for care staff, royal blue for seniors, dark blue for nursing staff, green for domestics, burgundy for housekeeping and black for kitchen staff.  Some staff have a role as ‘champion’.  For example, oral health, continence, dignity, frailty team and weight champions ensure all needs are met within their remit of responsibility.  The deputy manager is looking to introduce ‘employee of the month’.  Staff receive supervision every three months and a yearly appraisal.  The manager has an ‘open door’ policy to ensure any problems or issues are dealt with swiftly.
Staff training
After interview and references, new staff begin a three-day induction, shadowing a more senior staff member.  The time shadowing can be extended until the required standards are met.  Staff then have twelve weeks to complete all training that is required of them.  Some training is online, facilitated by ‘Blue stream’, as well as mandatory ‘hands on’ training. Mandatory training courses are updated yearly.  There are three members of staff currently taking the ‘Train the trainer’ course, which will enable a lot of training to be done ‘in-house’.   
Recreation & leisure
The Home has two activities co-ordinators.  They are in sole charge of the activities including music, colouring, one to one activities and pamper sessions.  The staff try to hold three parties a year, including Christmas lunch, with families invited.  Families are encouraged to take their loved ones out.  On the day of the visit, the staff were making preparations for a VE Day party.  The dining area had been cleared and was full of decorations and balloons.  A singer would be entertaining the residents followed by a buffet.  
Each unit has bookshelves with books and dementia friendly activities including puzzles and dolls.  There are no links with local schools at present and this is something the manager wants to develop.  The Home has two gardens, which at the time of the visit were a little overgrown.  Some of the bushes had grown over the path and this could be a potential hazard for the residents.  The deputy manager explained that they are looking to employ a new gardener because the maintenance man has so much to do, the gardens are being overlooked due to the size of the site. There is basic garden furniture and a lot of potential for the open spaces, including growing vegetables.  A hairdresser attends the Home weekly and this is a privately paid for service. 
Smoking/Alcohol Policy
Staff are allowed to smoke outside the building in the smoking shelter provided.  Just one resident smokes and her cigarettes are held by staff for safety reasons.  Alcohol is allowed and brought in by families.  Staff monitor this.  However, the manager informed the visiting team that it is quite rare for residents to ask for alcohol. 
Food & refreshments
Each of the units has a kitchenette for drinks and snacks.  Residents are encouraged to eat in the dining room but there is no problem if they choose to eat in their room.  A number of residents need help with feeding themselves.  Breakfast is between 9am – 10am, lunch 12.30pm – 1.30pm, dinner 4.30pm and supper 9pm – 10pm.  Drinks are provided regularly.  All dietary requirements are catered for. The visiting team did not see the kitchen.  The menu is on a four-weekly rotation and an operations manager has recently been employed.  She will be reviewing the menu, but the visiting team were told the residents enjoy ‘old school foods’, for example chips, pie and peas.  There was a menu board on the dining room wall with pictures.  There are two choices of meal per day, but most of the residents have dementia so the staff member makes the choice of meal in the best interest of the individual in relation to their likes and dislikes.
Privacy & dignity
Each of the bedrooms has a number and a picture of the resident who lives there.  Some of the doors looked a shabby as the paint was quite scuffed.  However, the deputy manager explained the Home is being decorated, beginning with Willow unit.  Residents are encouraged to furnish their rooms as they choose.  Visiting times are flexible, however, staff do ask families not to visit during mealtimes as this can cause disruption or upset for some of the residents.  However, visiting times for those having end of life care are open. There are a couple of residents that are non-verbal and one lady is completely deaf.  Staff have various ways in which to communicate with residents including sign language, and lip reading.  Should a resident pass away, the residents on that unit are told and a member of staff always attends the funeral.  
Hygiene & cleanliness 
The Home was very clean and tidy.  Each room is cleaned daily and the ‘Resident of the Day’ method is used to deep clean rooms.  This means each resident’s room gets a ‘top to toe’ clean every month including curtains washed and mattress deep cleaned.  Some of the furniture does have cause for concern as it is non wipeable and this could pose an infection control threat. 
The toilets were spotlessly clean although the bathroom did have a faint odour.  Residents are encouraged to bathe/shower as often as they choose. Some residents like music on in the bathroom when they are in the bath!  There is a PPE station outside every unit and there are hand sanitisers around the building.  
The laundry is very impressive.  Sandra has been in charge of the laundry for nine years and she has a smooth system for her daily duties.  Each piece of clothing has a handwritten iron-on label.  Every resident has their own box where freshly ironed laundry is placed before being taken to the appropriate bedroom.  Some families donate clothes which is welcomed by the Home.  
Safety & security
The visiting team entered the Home through the back door as there was an issue finding the front entrance.  Once inside, we were asked to sign in the visitor’s book.  The front door is alarmed which then opens to the porch door. All outward doors are alarmed or key coded.  Bedroom doors are alarmed and some beds have sensors.  Each bed is a low-rise bed to make it easier for residents with reduced mobility.  There are handrails throughout the building.  There are three fire marshals and a random fire drill is done monthly.  Some of the large glass doors have decals on them to prevent residents from bumping into them.  
Access to care and medical care including the Red Bag Scheme
Care plans are saved online.  All residents are registered with Hall Street Medical Centre.  The Home has good links with the GP.  The frailty team visit the Home on Thursdays.  There is no dental service connected to the Home and if there is a dental issue, staff contact the family.  Visioncare optical services attend the Home and all spectacles and hearing aids are etched for identification purposes.  There is also a key-coded colour scheme, an example being a resident with dementia would have their details etched in red.  A chiropodist attends the Home; this is a privately paid for service.  The Home has used the red bag scheme recently.  The bag was sent to the hospital with the resident and it was returned.  
Are there any providers who are particularly helpful?  If so, who?  What is it that you find particularly helpful?
The Home has an excellent relationship with the Frailty team.  
Are there any providers you would like to receive support from?  How is it they could improve their service offer? 
The Manager was happy with the support she and the staff receive.  However, some residents are religious and the Home is having difficulties in making links with the church.  
Additional Comments
The Manager informed the visiting team that they have strong links with families.  A few were attending the VE Day party that afternoon to join in with celebrations.  Some of the families sometimes bring their dogs, and the residents really enjoy this interaction.  On the visit, the team noted some challenging behaviours from residents.  It should be acknowledged that the staff are doing a very difficult job and they should be recognised as such.  They handled residents with care and calmness and Healthwatch St Helens would like to commend them for their hard work.  
Recommendations:
· Decorate some areas of the Home as it is quite worn in places. 
· Replace non-wipeable furniture to ensure infection control remains robust.

· Ensure the pictures on the menu board tally with the food being served that day.  
· Put memorabilia (old photographs, newpapers, vinyl records etc) on the corridor walls, this is a simple but effective way to encourage memories and conversation with residents, staff and families.
· A staff board with photographs, names and job titles may help in promoting relationships between families and staff. 
· Ensure the bushes in the garden are trimmed back from the paths. 
· New garden furniture would be a welcome addition once a new gardener has tidied the garden. 

(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





The bushes have since been cut back and are no longer growing over the garden path.





Staff do have badges to identify their role and name





On the day of the visit, the buffet tea was being served to due the party so the boards had not been updated





Decorating has commenced starting with Willow unit.  Some pictures were removed from Willow unit due to the painting of the corridors
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