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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
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
Tree Tops has an excellent website, stating services and how it operates, which upon our inspection was found to be correct.  Built in 1969, Tree Tops Care Home is a large detached Victorian house which has been extended.  Delphlands, a separate purpose built unit sits alongside and was built in the 1990s.  Tree Tops is set in beautiful grounds, in a quiet, affluent area of Rainhill.  The Home has two entrances with excellent signage and flags outside.  Owned by Mr David Beattie, he is clearly involved with the Home and works three full days (Monday, Tuesday and Wednesday) every week to do admin and accounts.  Staff report a good relationship with the owner.  
The main house is used for residential care and Delphlands is home to EMI residents (Elderly Mentally Infirm).  The manager lives in a bungalow in the grounds and is always contactable.  The main building has two storeys, and a mezzanine above, complete with lift, stairs and stairlift.  The main building has twenty eight residents and thirteen residents in the Delphlands unit.  There are no ensuite rooms.  However, there are ample facilities with five bathrooms/toilet/shower rooms available.  Bedrooms are different shapes and sizes and all have a washbasin. There are two rooms available that could accommodate a couple should the need arise. The Home has a traditional feel, keeping in line with the age of the building.  The manager was open and honest regarding work that needs to be done and areas that can be improved, this was refreshing to hear.  Referrals are mainly taken through the bed broker system and word of mouth recommendations.  There is a current waiting list for both the main Home and Delphlands. 
First impressions
The initial impression was very impressive with the Home being set in a well maintained, tree lined garden.  The entrance was not immediately noticeable as there are two buildings and visitors for the first time could be forgiven for not knowing which building housed the reception.  Both buildings have ramp access.  There was a bench outside the building for anyone to use.  Entrance to the building is via a bell and intercom.  We were greeted by a cheerful member of staff, immediately followed by Kate Williams, the manager, who has been employed at the Home for twenty three years.  There were CQC, insurance certificates and questionnaires on display in the foyer.  The visiting team were asked to sign in and we were then taken through the foyer into a meeting room for a chat.  There was a digital thermometer on the wall in both of the units.  There were no unpleasant smells anywhere in the building and the temperature was ambient throughout.  The Home has both carpets and laminate flooring and the manager explained that eventually the carpets will be replaced.  The Home uses ‘Alexa’ to provide music with the residents asking for requests! 
In the main unit there are two lounges, fondly referred to as the pink and green lounges. Both are nicely decorated, warm and homely, with call 

bells and pictures on the walls.  The décor is very pleasant with the manager choosing some of the wallpapers.  There are signs of wear and tear on some of the wallpaper due to scrapes and marks from mobility aids but the manager informed the visiting team that they are aware of this and they will be decorating.  The artwork on the walls is sparse and quite old fashioned but was fitting in the environment. 
Unfortunately, due to timing, the visiting team were not able to chat to residents as they were enjoying their lunch.  However, the residents look relaxed and well cared for.  
Staff
There are approximately forty staff working at Tree Tops, including twenty eight care staff, laundry, housekeepers and kitchen workers.  Eight members of staff are trained in distributing medications.  A maintenance man is employed by the Home and works Monday to Friday.  The gardener is employed externally. Staff turnover was reported as low.  Staff morale is reported as being very good.  The manager operates an open door policy to deal with any issues or queries.  There are no employee incentives.  Staff supervisions are quarterly and families are asked for feedback that can be used in appraisals, which take place yearly.  On the main unit (day shift) there are four care staff including one senior care worker and on Delphlands there are three care staff including one senior.  Night time has two care staff on each unit.  Again, the manager is available whenever required.  Both manager and deputies adopt a hands on approach, helping out when and where needed.  There is no rotation of staff between units, due to continuation of care.  Staff on their units know the residents well and have a good relationship, any changes to this could be to the detriment of the residents.
Staff training
There are no current vacancies at Tree Tops.  Agency staff have not been used on a day shift for over twenty years, and only very occasionally on night shift.  New staff complete a full induction which includes face to face training, discussing policies and procedures, safety and mandatory training.  In addition, new staff will also complete online training and will shadow a more senior member of staff for a period of time.  This takes approximately three to four weeks.  Staff are encouraged to enhance their learning and training and there is room for career development within the Home.  
Recreation & leisure
There are two lounges and spacious conservatory overlooking the gardens.  The television was on but the volume was not too loud.  The visiting team noted bookshelves, full of books for residents to enjoy.  Residents’ birthdays are always celebrated.  At the time of our visit the activity board was handwritten on a wallchart. 
An Activity Co-ordinator started work two weeks ago (she is also studying for a degree in Health and Social Care), and she will be in charge of filling the activities calendar.  Residents have enjoyed crafts, pet therapy, external entertainers and a ukelele band.  Families are allowed to bring in well behaved pets.  The children from Oakdene school choir visit every year.  There are no activities at weekends due to visitors.  The manager informed the visiting team that they are really struggling to take residents on trips out, due to the lack of transport and/or insurance.
The garden boasts a pond with a small waterfall and is complete with fish and two heron statues.  There is ample space for garden activities and the garden furniture was in the process of being stored away for the winter.  Tree Tops has a dedicated beauty salon.  The hairdresser visits weekly and other beauty treatments such as manicures can be done here.    
Smoking Policy
There is a no smoking policy in both units.  Staff and residents are required to smoke in the sheltered area at the back of the building.  Staff are allowed to have a cigarette on their breaks and lunchtimes. Residents are usually accompanied by a member of staff when they go for a cigarette break.  Some residents are able to keep cigarettes in their room whilst others have them locked in a cupboard.  A risk assessment is undertaken for alcohol consumption.  Some residents keep a small amount of alcohol in their rooms, whilst for others, it is stored in a locked cupboard.  Alcohol and non-alcoholic drinks are served at parties, garden events and celebrations. 
Food & refreshments

The visiting team were shown around the kitchen, which has a five star rating.  The kitchen was spotlessly clean and tidy.   Karen, one of the two chefs has been employed at Tree Tops for twenty two years.  Mealtimes are as follows: breakfast from 7am to 10.30am, lunch which is the main meal of the day is served at noon, tea at 5pm and supper at 8pm.  Lunch and tea have two options and residents choose.  The snacks and drinks trolley is taken around a couple of times a day but they are always available.  Residents are encouraged to eat in the dining room, but there is no issue if they choose to eat in their room.  Some residents need assistance in feeding themselves and all staff are trained to help.  The residents were in the dining room at the time of the visit and they seemed to be enjoying their lunch.  The menu is divided into winter and summer, with a four week rolling rota.  Residents can have a say in the menu, most enjoying traditional meals.  Residents enjoy ‘Fishy Fridays’ which involves a trip to the local chip shop with a long shopping list!  All dietary needs are catered for. 
 In the main house the menu is written on a blackboard and in the Delphlands the menu has words and pictures. Mealtimes are protected, to allow least disruption to residents, however, this can be waived, eg a family can only visit at a certain time.  
Privacy & dignity
Residents’ rooms are identifiable by name in the main unit and name and photograph in the Delphlands.  All rooms have memory boxes outside the door.  The Home encourages residents to bring in their belongings to make the rooms feel like home.  Residents provide their own television but the Home does have spares, but some residents prefer not to have a TV.  Tree Tops has a good relationship with St Ann’s church.  Reverand Shirley regularly attends to provide hymns, prayers and communion.  Father Phil from St Bartholomews also visits.  If there is a death in the Home, the staff inform residents and there is always a representative from Tree Tops attend the funeral.
Hygiene & cleanliness
Residents are encouraged to have a bath or shower weekly, more so if requested.  The Home has ample bathrooms which include sit in shower and bath seats.  The Home employs five housekeepers and everywhere was very clean and tidy.  Residents’ rooms are cleaned daily, with a deep clean done on rotation.  This includes curtains washed, furniture pulled out and the room is steam cleaned.  All cleaning equipment is stored in locked cupboards upstairs and down.  In the main building toilets and bathrooms are identifiable by words and a male/female symbol.  In the Delphlands the toilets are depicted by words and photographs, an aid to those with dementia.  Furniture is wipeable promoting infection control.  Hand sanitisers are on the walls in the corridors. 
The visiting team were shown the laundry room, which was ever busy.  Laundry is done from 8am to 1pm, six days a week.  Staff collect the laundry from rooms and when asked about the identification of clothing it was reported that some families iron the labels on, others don’t.  Some write the name on labels but others don’t.  
Safety & security
There were CCTV cameras in the car park but the visiting team were not aware if they were working.  Inside there building there are no CCTV cameras.  Night staff provide two hour welfare checks on residents.  All residents’ rooms lock and those that are able have their own key to promote independence.  Staff have access to all keys.  
All outside doors are alarmed and each bedroom has an alarm to call for assistance.  The fire alarm test is undertaken weekly and ad hoc fire drills take place.  The fire alarm system is checked every twelve weeks.  The lift contractor services the lift every eight weeks.
Access to care and medical care including the Red Bag Scheme
All residents are registered with Rainhill GP Surgery and ward round is undertaken every week.  Upton Dental Surgery is affiliated with the Home, but only visit twice yearly and undertake routine check-ups.  Dental emergencies can prove difficult and staff recommend that residents keep their own dentist if possible. Chiropodists attend but apart from diabetes care, this is a mainly privately paid for service.  ‘In House Opticians’ visit the home providing eye care, tests and spectacles.  Spectacles are identification marked by the optician. Specsavers provide audiology services and can attend to provide hearing tests upon referral from the GP. The Home does not use the red bag scheme due to information and the bags being lost.    
Are there any providers who are particularly helpful?  If so, who?  What is it that you find particularly helpful?
The manager mentioned the excellent relationships the Home has with the district nurses, the chiropodist and the GP surgery.
Are there any providers you would like to receive support from?  How is it they could improve their service offer?
It was reported that it would be nice if Tree Tops and the local schools could have a closer relationship.  The residents and children have enjoyed spending time together in the past, before Covid and it would be nice to have that again.
Additional Comments
The Home has resident and family meetings.  Unfortunately, this is not well attended but it is understood that due to commitments, families cannot always spare the time.
Recommendations:
· Consider introducing a number of disabled parking bays on the car park
· Introduce a robust method of identifying laundry.  The current method appears to be a little ‘hit and miss’. 
· Consider introducing a staff board, with photographs, names and job titles of staff
· To continue the good work and create 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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