healthwatch healthwatch

Cheshire East Cheshire West

Enter and View Report

Primrose House

Care Home Contact Details:
Primrose House Care Home,
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Date of Visit: 13t December 2018

Time of Visit: 10.00am - 12.00pm

Healthwatch Cheshire Authorised Representatives:
Ros Haynes, Graeme Coyne, Mike Askew (Observation)



What is Enter and View?

Healthwatch Cheshire (HWC) is part of a network of over 150 local Healthwatch
across England established under the Health and Social Care Act 2012. HWC
represents the consumer voice of those using local health and social services and
trades as both Healthwatch Cheshire East and Healthwatch Cheshire West.

The statutory requirements of all local Healthwatch include an ‘Enter and View’
responsibility to visit any publicly funded adult health and social care services.
Enter and View visits may be conducted if providers invite this, if HWC receive
information of concern about a service and/or equally when consistently positive
feedback about services is presented. In this way we can learn about and share
examples of the limitations and strengths of services visited from the perspective
of people who experience the services first hand.

Visits conducted are followed by the publication of formal reports where findings
of good practice and recommendations to improve the service are made.

Contact Details: Healthwatch Cheshire, Sension House, Denton Drive, Northwich,
Cheshire, CW9 7LU. Tel: 0300 323 0006.

1. Description & Nature of Service

Details of home:

Part of the HC One Care Company, Primrose House shares a site with another
home - Hollymere House.

Located within the village of Haslington in Crewe, Primrose House is a purpose-
built care home offering dementia and nursing care.

Residents have a choice of lounges to relax or socialise with friends which
feature comfortable and specially designed furnishings. The home has a range of
comfortable and well-equipped bedrooms; some rooms also have views across
the garden.

This bright and airy home has three sitting rooms and a dining area, with views
out onto the garden. The enclosed garden and pretty patio, cared for by some of
the residents, is a popular place to sit and relax in the company of friends and
relatives. All bright and comfortable bedrooms and living areas are easily
accessible.

o Group: HC-One

o Person in charge: Alison Brown (Home Manager)

o Local Authority / Social Services: Cheshire East Council



https://www.carehome.co.uk/care_search_results.cfm/searchgroup/79334

o Type of Service: Care Home with nursing - Registered for a maximum of
42 Service Users

o Registered Care Categories*: Dementia « Old Age

o Specialist Care Categories: Alzheimer's « Bipolar/Manic Depression e
Epilepsy « Hearing Impairment « Schizophrenia « Speech Impairment « Stroke e
Visual Impairment

o Admission Information: Ages 65+.

o Languages Spoken by Staff (other than English): Polish

o Single Rooms: 42
o Rooms with ensuite WC: 42
o Facilities & Services: Respite Care « Own GP if required « Own Furniture

if required » Smoking not permitted « Close to Local shops ¢ Near Public
Transport « Ground Floor Accommodation only « Gardens for residents e
Television point in own room

Latest CQC Report

Report on Primrose House Care Home: In its last visit to Primrose House
(July2017) CQC rated the service overall as GOOD with a GOOD rating in all of
the five areas inspected - Safety, Effectiveness, Caring, Responsiveness and
Leadership.

Website information:

Primrose House has its own dedicated page on the HC One website, where it
states

“In the picturesque village of Haslington in Crewe, Primrose House is a
welcoming, purpose-built home offering residential dementia and nursing
dementia care.

This lovely home has three sitting rooms and a dining area, with views out onto
the garden. The enclosed garden and pretty patio, cared for by some of our
Residents, is a popular spot to sit and relax in the company of friends and
relatives. In addition, there is a hairdressing salon and handy mobile shop. All
bright and comfortable bedrooms and living areas are easily accessible by
wheelchair.

The home’s caring team has created a warm family atmosphere, encouraging
everyone to eat, celebrate and plan special occasions together. Residents are
invited to decorate their rooms with small items of their own furniture and
treasured belongings so that it feels just like home. Daily life is thoughtfully
designed to support mind, body and soul.

Primrose House’s Home Manager will make sure that all Residents receive the
kindest possible care. Our extensively trained team will deliver all the nursing
and specialist care and support services that your loved one requires.
Personalised care plans consider not only medical, personal and dietary needs,




but also the individual’s likes and dislikes, religious preferences, and any
suggestions from family members that might make their stay with us that little
bit more enjoyable.”

2. Acknowledgements

Healthwatch Cheshire would like to thank the service provider, care home
manager, residents, visitors and staff for their contributions to this Enter and
View visit.

3. Disclaimer

This report relates to findings gathered on a specific date of visiting the service
as set out above. Consequently, the report is not suggested to be a fully
representative portrayal of the experiences of all the residents and/or staff
and/or family members/friends but does provide an account of what was
observed and presented to Healthwatch Cheshire Representatives at the time of
the visit.

4. Purpose of the Visit

¢ To enable Healthwatch Cheshire Representatives to see for themselves how
the service is being provided in terms of quality of life and quality of care
principles

e To capture the views and experiences of residents, family members/friends
and staff

e To consider the practical experience of family/friends when visiting the
service in terms of access, parking and other visitor facilities

e To identify areas of resident satisfaction, good practice within the service and
any areas felt to be in need of improvement

¢ To enable Healthwatch Cheshire Representatives to observe how the service
delivers on the statements it advertises on its website.

5. Introduction/Orientation to Service

On arrival representatives were made very welcome by Ewa Czarnecka, the
administrator. On the day of the visit Alison Brown, the manager, was on leave.
After a brief discussion with Ewa, representatives were shown into the home and
then introduced to Anna the duty nurse, who was happy for them to wander
around the home and speak to residents, relatives, visitors and staff.

6. Methodology

Representatives were equipped with various tools to aid the gathering of
information. The following techniques were used by the Representatives:

e Direct observation of interactions between staff and residents
e Participant observation within therapeutic/social activities where appropriate




e Assessing the suitability of the environment in which the service operates in
supporting the needs of the residents

e Observing the delivery and quality of care provided

¢ Talking to residents, visitors and staff (where appropriate and available)
about their thoughts and feelings regarding the service provided

¢ Observing the quality and adequacy of access, parking and other facilities for
visitors.
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. Summary of Key Findings

Purpose built, Primrose House is warm, clean and well maintained. It provides a
very secure and safe environment for residents and the décor helps with creating
a homely feel where people are made to feel part of a community.

A good ratio of staff to residents made for regular and quality interaction.

Staff appeared happy and well-motivated and deliver good quality care.

8. Detailed Findings

8.1 Location, external appearance, ease of access, signage, parking

Just off the main Crewe Road in Haslington, Primrose House is well sighposted
and has sufficient parking (shared with Hollymere House). Purpose built, it is
surrounded by well looked after grounds/gardens.

8.2 Initial impressions (from a visitor’s perspective on entering the home)

The home is entered via a main door with a small reception area with two
offices off - one for manager and one for administration. The reception had a
seasonal feel - very welcoming. On a single floor, the corridors are presented as
a “street scene” with doors to rooms looking like front doors and hairdressers
and lounges appearing like shops etc. It was described as trying to help residents
feel more at home and helps them to find their way back to rooms - a really nice
touch!
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8.3 Facilities for and involvement with family/friends

Family and friends are welcome to visit at any time and are able to use the
residents’ room or any of the three lounges. There is also a café area where
residents and visitors can have a meal separate from the main dining room.
Representatives spoke to a gentleman visiting his wife who has moved from
residential to nursing care and said, “She is well looked after and | have no
complaints.” He also said, “I come in every day and am always made
welcome - | feel very involved in her care.” We observed conversations
between staff and family that appeared to be very supportive.

Regular meetings for residents and families to meet with home management
were advertised on notice boards, however, representatives did not manage to
ask how effective these were.

Bespoke dementia training for relatives was being advertised on two notice
boards.

8.4 Internal physical environment

8.4.1 Décor, Lighting, heating, furnishing & floor coverings

The home appeared very well maintained having been fairly recently re-
decorated. Corridors were wide with suitable flooring and well lit. The home felt
comfortably warm and all furniture and fittings are appropriate and suitable for
the resident’s needs.




8.4.2 Freshness, cleanliness/hygiene & cross infection measures

The home was very clean, with only a faint smell of urine in a couple of areas.
There were plenty of hand gel dispensers and colour coded bins for laundry. A
cleaner was visible and seen cleaning corridors and bathrooms. All bathrooms/
toilets were of a really good standard in terms of cleanliness/hygiene and
equipment.

8.4.3 Suitability of design to meet needs of residents

Purpose built, the home has a good layout, providing residents with options for
places to socialise and relax. Most rooms have plenty of space and have the level
of equipment required to support the needs of all residents.

8.5 Staff support skills & interaction

The staff we spoke to included carers, nursing, activities coordinator, kitchen
staff and cleaners. They all seemed confident and positive. Their interaction
with residents was good and those we saw talking to residents did so in a gentle
and caring tone of voice. The staff were all approachable and engaged well with
residents, relatives and us.

A cleaner spoken to by representatives said, “I have worked here for 11 years
and am very happy.”

8.5.1 Staff appearance/presentation

All the staff wore uniforms and looked smart. Most had name badges, making
them easily identifiable by residents and relatives. During our visit, we saw a
really good ratio of staff to residents. Staff and residents engage with each other
in all areas of the home, especially in the more communal areas - lounges, dining
room and corridors.

8.5.2 Affording dignity and respect/Approach to care giving

Representatives found a specific “DIGNITY BOARD” promoting some very clear
message relating to dementia care.




The staff members observed were cheerful and polite. Representatives saw care
being taken with supporting and moving residents. At the time of the visit a
family were visiting a resident under end of life support and representatives felt
staff showed a very good balance between support and privacy for them.

8.5.3 Effective communications - alternative systems and accessible
information

The home has noticeboards that are clearly well managed - having information
for residents, families and staff.

Physical Welfare
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.6.1 Appearance, dress & hygiene

Residents all appeared clean and appropriately dressed.
Hygiene standards were very high and a cleaner was observed circulating and
cleaning up any spills.

8.6.2 Nutrition/mealtimes and hydration

The visit did not coincide with any meal times, but we were told residents are
served three meals a day, as well as a mid-morning snack and afternoon tea.
One resident told representatives, “I enjoy my meals very much”.

During the visit staff were observed serving drinks to residents and supporting
them to drink where required.

8.6.3 Support with general & specialist health needs/Maximising mobility &
sensory capacities

We were advised that all residents have a care plan and are monitored daily.

Social, emotional and cultural welfare

8.7
8.7. 1 Personalisation & personal possessions

The rooms we saw showed some personalisation and are well maintained. There
is signage outside each room showing residents names and photographs.




8.7.2 Choice, control & identity

Residents can personalise rooms and have choice regarding meals and activities.

8.7.3 Feeling safe and able to raise concerns/complaints

Residents and families are invited to attend regular meetings with management
/staff.

8.7.4 Structured and unstructured activities/stimulation

The home employs an activity coordinator and offers a mix of group and
individual activities. A notice board showed a mix of activities on offer and on
the day, there were quite a number of residents attending a session in the dining
room.

This was not the session advertised? The coordinator told representatives there
was insufficient budget to run advertised - flower arranging.

The activity we observed was labour intensive for the coordinator who was also
manning the home’s phone. He was not able to engage the whole group
appropriately until another staff member took the phone. The home probably
needs a deputy manager.

The homes website shows number of other activities involving outside
organisations/support; from harvest festivals, owl handling, football themed
event, visit to ice cream farm and St Patricks day celebrations.

8.7.5 Cultural, religious/spiritual needs

This was not specifically discussed on the day.

8.7.6 Gardens - maintenance & design/suitability for use/enjoyment

Relatively small garden but well maintained and with good access for residents,
and photographs on the website clearly show residents making use of them.

9. Observations

9.1 Elements of observed/reported good practice

Staff actively engaging with residents and families and showing really good
balance between support and privacy.

Family member reported his wife is well looked after and he has no complaints.
He comes in every day and is always made welcome and feels very involved in




her care. One staff member said, “ we almost regard him as a member of our
staff”.

9.2 Other observations/findings of note applicable

Design and decoration of home creates a very welcoming/community feel.

10. Comparisons

10.1 Comparisons of observations against providers website

Representatives can confirm that “The home’s caring team has created a warm
family atmosphere”. As described on the home’s website. This was obvious from the
Representative’s observations and conversations with residents and family members.
Representatives can concur from their observations and conversations with residents,
family members and staff that the claims made on the home’s website can on the whole
be substantiated.

10.2 Comparisons with previous Healthwatch visit(s) where applicable

Primrose House has not had a previous Healthwatch visit.

11. Recommendations

Perhaps not ideal that activities coordinator held phone when running activity.
This was eventually resolved, but felt it affected his engagement with the group.
Representatives would not expect the activities coordinator to act as
receptionist during activities. The home should consider an alternative method
of resolving reception duties including managing the telephone.

Feedback from Provider of Service

To be completed prior to publication from comments received from feedback
form.
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