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Enter and View Report.

Unannounced visit to:
Manchester House Nursing Home. 
Dovehaven Care Homes

83 Albert Road. Southport. Merseyside. PR9 9LN

Tuesday 12th September 2017, 5pm
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 What is Enter and View?@HWatchSefton
 
‘Healthwatch Sefton’ 
 


Enter and View is about seeing and hearing for ourselves how services are being run and allows Healthwatch Sefton to collect the views of service users at the point of service delivery. This might involve talking to staff, service users or observing service delivery. 

Enter and View visits are conducted by ‘Authorised Representatives’ for Healthwatch Sefton who are trained volunteers and staff members. 

Visits can be announced or unannounced. 

All Enter and View visits have a clear purpose as identified by Healthwatch Sefton to ensure effective evidence gathering and reporting. 

The Local Authorities (Public Functions and Entry to premises by Local Healthwatch Representatives) Regulations 2013 allows local Healthwatch ‘Authorised Representatives’ to collect the views of service users, patients and residents, collect the views of carers and relatives, collect the views of staff, observe the nature and quality of services and provide feedback. 

Enter and View visits can happen if people tell us there is a problem with a service but equally, they can occur when services have a good reputation – so we can learn about and share examples of what they do well from the perspective of people who use the service first hand.
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Healthwatch Sefton would like to take this opportunity to thank staff on duty at the time of the visit.  We would also like to thank the residents for taking the time to speak to us and for their contribution to this unannounced Enter and View visit. 

Please note that this report relates to the findings observed on the specific date and time of the visit. Our report is not a representative portrayal of the experiences of all service users and staff, only an account of what was observed and contributed at the time. 


The visit also takes into consideration that some of the residents spoken to, may have an illness and/or disability, including dementia, which may have an impact on the information that is provided. 
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Type of Visit undertaken

General Information. 
Located near Southport town centre, Manchester House is registered to provide accommodation and nursing care for up to 67 older people and younger adults with a physical disability. Shared areas include two dining rooms and three lounges on the ground floor. A lift is available for access to the upper floor. There is an enclosed garden to the front and rear of the building. A call system operates throughout the home. The home is situated opposite Hesketh Park and is within easy reach of Southport promenade. http://www.cqc.org.uk/sites/default/files/new_reports/INS2-3229831765.pdf 

Purpose of Visit 
The purpose of this visit was to support our programme of work to review local residential and care home provision.

Type of Enter and View visit undertaken
This was an unannounced Enter and View visit undertaken by the following authorised representatives from Healthwatch Sefton:
· Wendy Andersen 			
· Betty Boner
· Maurice Byrne
· Brian Clark

How the visit was planned. 
The visit is not an inspection, but offers a lay perspective rather than an in-depth formal inspection. 
This visit was arranged as part of Healthwatch Sefton’s work plan. The aim of this programme of work is to observe services provided by Sefton based; residential, nursing and care homes, consider how services may be improved and share good practice. The team of trained Enter and View authorised representatives record their observations along with feedback from residents, staff and where possible residents, families and friends. 
Enter and View visits are not intended to specifically identify safeguarding issues, however if safeguarding concerns arise during the visit, they are reported in accordance with Healthwatch Sefton safeguarding policies. 
The team write a report reflecting these observations and feedback, making comment where appropriate. The report is sent to the manager of the service to check the facts/information within the report. Any response from the manager is included within the final version of the report which is published on the Healthwatch Sefton website:  www.healthwatchsefton.co.uk 
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Discussions, Findings and Observations 


We were welcomed on arrival.  Healthwatch Enter and View leaflets were displayed in the reception area. The temporary Manager (Jan) welcomed us straight away and took us on a tour of the home.  Jan was very open, friendly and provided a lot of information about the home including the background.  We were also showed a resident’s room for us to look around which was vacant and on the bedside table was information about the care home. A room was also allocated for us to leave our bags / coats and we also used this room to hold our debrief following the visit. Before we left, we provided a verbal summary back to senior staff sharing key points gathered from the visit. 
Exterior

	Exterior
	Excellent
	Good
	   Okay
	 Poor
	 Terrible

	Parking 
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	Signage
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	Controlled Access (inc. directions on   how to gain access/security).               
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	Physical Access (inc. disability access)
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	Upkeep of grounds
*Good for Front of building
*Poor for back of building
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	Upkeep of building’s exterior
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	Hygiene, cleanliness (free from odours)                
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On arriving at the home, we considered the external environment including upkeep of the grounds, parking, signage and physical access. Whilst parking spaces are limited there is plenty of on street parking available on Albert Road. 
When looking at the upkeep of the external building, we observed some crumbling concrete on sills and areas which have not been finished off. The upkeep of the grounds however was good and the view from the roadside was that the home and grounds were well kept. There were bird feeders located outside of windows and benches were located in the grounds. There was a ramp for anyone requiring support with accessibility and we observed that the fire escape was secured. We were unsure if the fire exit led to the patio area? The patio area was high off the ground and flags were uneven. We observed ladders lying on the floor which were not fastened together and aerial wires were installed so they hung across windows. From our observations we thought that the garden to the rear of the building was not as looked after as the one to the front and it appeared that it is under used. 



Reception
	Reception
	Excellent
	Good
	Okay
	Poor
	 Terrible

	Information provided on care home
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	Décor
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	Freedom from obstructions and hazards
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	Lighting (inc natural light)
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	Hygiene, cleanliness (free from odours)               
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On entering the reception area, the décor was good and we observed information in the area which included the most recent report from the Care Quality Commission (CQC) and information relating to Health and Safety including information about fire marshals. The complaints procedure was displayed as was the homes ‘Pets policy’. Although the décor was good, we observed that the grab rail in the reception area on the facing wall fell short.  We observed a folder which had information about the food provided at the home including nutritional values and there was also a white board in the area which was updated with the day and the date and shared information about ‘visit to the past’. There were framed pictures of activities which had taken place on the walls and this made the area very welcoming.
Corridors, Lifts and Stairways

	Corridors, Lifts and Stairways
	Excellent
	Good
	Okay
	Poor
	  Terrible

	Physical Access (inc. grab rails etc)
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	Décor
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	Freedom from obstructions and hazards
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	Hygiene, cleanliness (free from odours)             
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	Lighting (inc. natural light)
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There was one corridor where there was a piece of equipment outside of a resident’s room which was difficult to move past. 
We observed grab rails in the corridors but they were painted the same colour as the walls and therefore were difficult to see. It would have been good for them to have been painted in a different colour so that they were more visible for patients, particularly for residents who have a visual impairment and this would help to make the home ‘Dementia Friendly’ and support residents to move around the home more easily. 
During the visit, the lift was not working and staff assured Authorised Representatives that it had been reported and they were waiting for engineers. We were not told how long the lift had been out of order. One resident who we spoke with talked about the lift being out of action for some time and that it was restricting, as they couldn’t get downstairs. 
Dining Area.
This area felt bright, spacious and clean for residents. 
	Dining Area
	Excellent
	Good
	Okay
	Poor
	  Terrible

	Physical Access (inc disability)
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	Décor
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	Freedom from obstructions and hazards
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	Hygiene, cleanliness (free from odours)                
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	Dining Area (ambience/atmosphere)
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	Lighting (inc. natural light)
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Communal sitting area(s).
	Communal / Sitting Area
	Excellent
	Good
	Okay
	Poor
	 Terrible

	Physical Access (inc disability)
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	Décor
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	Freedom from obstructions and hazards
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	Hygiene, cleanliness (free from odours)                
	[image: 5]
	
	
	
	

	Communal / Sitting Area  General ambience
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	Lighting (inc. natural light)
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Overall the communal sitting area was rated as excellent. Three residents were watching TV in the lounge. There was a Hamster cage in this room.
The communal sitting area was adjoined to the dining area and we were informed that residents have their own designated seats. The only observation we made was the need for chairs of differing heights to ensure resident’s needs are met. 
One resident was in the smoking lounge. 

Kitchen facilities/Food preparation area.

We didn’t review this area but we had a brief look in and observed that it looked clean. 
Bathroom/Washing/Toilet Facilities.
	Bathroom / Washing/ Toilet  Facilities
	Excellent
	Good
	Okay
	Poor
	Terrible

	Physical Access (including disability)
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	Décor
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	Freedom from obstructions and hazards
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	Hygiene, cleanliness (free from odours)               
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	Assistive equipment available
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	Lighting (inc. natural light)
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The bathroom areas observed were clean and in excellent condition. We observed a wet room and bathrooms had assistive equipment which was in working condition. 
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Feedback from residents.

We were accompanied by the lead nurse visiting resident’s rooms to talk to residents as many of the residents were in their rooms. Residents who spoke with Healthwatch Authorised Representatives on the day reported that they were happy living at Manchester House. All had their own rooms and told us that they were able to get up and go to bed at times that they chose. Some residents told us they had their own bathrooms but some residents had to use shared bathroom areas. Residents told us that they could get to the toilet/bathroom areas easily. There is an alarm/call system and staff come quickly if residents used it. One resident wasn’t aware if there was a system in place but hadn’t looked for it. 
When talking about medication there were no problems and medication is given to residents when they need it. Access to GP’s and dentists is ok, one resident though explaining how it was hard to see a dentist. At the end of the visit, the Healthwatch Sefton Signposting and Information leaflet was left with senior staff to help staff access services for residents. 
Residents told us that breakfasts at the home are great but the main evening meal could be improved and choice is limited. It seems that the evening meal is brought in from caterers and meals can be boring and repetitive. Portion sizes were also raised by a small number of residents. When asked about where meals were eaten, residents told us that they choose to eat in their rooms or in the dining room. Snacks and drinks are always available with sandwiches being provided on request and residents told us that they get cups of tea when they ask. We observed a resident being offered a drink during the visit. Authorised representatives observed the menu for the evening meal and there was only one hot option available. Other alternatives were available including sandwiches, jacket potatoes etc.  


Only one resident told us that they didn’t get to go out for shopping/ trips out etc, with another saying that they didn’t get to go out often. Shopping and activities were shared as examples of getting out and we did observe an activities board. 
Residents who were asked about accessing the garden areas told us that they could sit out in the garden. 
Special events such as birthdays and religious holidays are celebrated 
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Feedback from staff.
Staff spoken with were happy working at Manchester House and told us that there are dedicated activities staff who organise activities including trips to Dobbies Garden Centre, the park and residents are taken shopping. There are coffee mornings and there is a gardening group. Staff told us that they have ongoing training

[image: T:\HEALTHWATCH SEFTON\Communications\Logos\Healthwatch Sefton\Healthwatch Icon.jpg]Observations 
Staff appeared happy and we observed them being helpful and friendly. There was a good rapport between staff and residents and a number of residents told us that they liked the staff. 
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When talking to residents in their rooms, we observed that rooms were bright and rooms included personal items including ornaments and pictures. Residents appeared clean and well           dressed and cared for. Residents spoken with appeared very     satisfied with their stay at Manchester House. 
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 Safeguarding Observations  

Healthwatch Enter and View visits are not intended to specifically identify safeguarding issues but if concerns arise during the visit they are recorded. There was one safeguarding concern identified at the time of the visit and this was recorded in line with our Safeguarding policy and shared with the safeguarding team at Sefton Metropolitan Borough Council. Since the visit we have been informed by the safeguarding team that the investigation has been completed. 
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Conclusions, recommendations, considerations.


The home provided a spacious and comfortable environment for residents and residents looked well cared for and happy. 
Staff were observed as being friendly and helpful and had a good rapport with residents, with residents also saying that they had a good relationship with staff. 
There were five recommendations/ areas for consideration and they can be found in the table below which in this final version of the report includes the response to each by Colette Manning, the Home Manager.





	Recommendations/ considerations
	Response
	Action
	To be completed by…

	To review the exterior of the building and ensure that ladders are secured and that the rear garden is cleared up. 
	We have an external gardening company who come to the home fortnightly. Work on the roof is on-going and ladders will be removed.
	The gardeners have tended to all the gardens. The ladders are removed and secured when not in use.
	Completed 27/11/17

	Grab rails to be painted a contrasting colour to walls to make the décor Dementia friendly. 
	Our client group is predominantly NOT Dementia, however this will be considered.
	Refurbishment will be discussed at the next owners/manager meeting.
	June 2018

	To ensure that the lift is in working order for residents and staff. (to inform Healthwatch of the date the lift was fixed)
	The lift was repaired and working 13/09/17. Unfortunately 
A part had to be sourced delaying completion. The lift is on contract with Total Lift Care and is serviced regularly.
	All service users in the rooms up stairs have a call bell to summon assistance from the staff when they are un-able to get down stairs via the lift. The lift is out of action rarely.
	Completed 13/09/17

	To consider the need for chairs in the communal area which are different heights to ensure residents needs are met. 

	Most of our service users require a wheelchair or specialised seating systems so general chairs not always appropriate, However the tables are at different heights to facilitate this.
	On all assessments we will consider how the service user will take their meals. In the event of a service user needing a specific height chair in any communal area this will be considered.
	On-going

	Options for the evening meal to be reviewed. Choice and portion sizes to also be included in the review. 
	We have regular meal reviews that include the evening meal. Choice and portion sizes are featured in each service users care plan and this information is forwarded to the catering staff
	Our service users care plans are reviewed on a monthly basis or more frequently if their needs change, this is inclusive of diet and nutrition. All relevant information is forwarded to the catering staff. Also Questionnaires are given, giving our service users an opportunity to give their opinion on the meals and their likes/dislikes.
	On-going and will continue




Healthwatch Sefton follow up action
We will now monitor the actions from this Enter and View visit to ensure they are considered/ actioned in line with the response from the care home. 

 















Healthwatch Sefton 
Company Limited by Guarantee Reg. No: 8453782

Healthwatch Sefton Registered Office:
FREEPOST RTCG-HGXH-LHRS
Sefton Council for Voluntary Service (CVS)
3RD Floor, Suite 3B, 
North Wing, Burlington House, 
Crosby Road North
Waterloo, 
L22 0LG

www.healthwatchsefton.co.uk
info@healthwatchsefton.co.uk 
Twitter: @HWatchSefton
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