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Background

Healthwatch Cheshire CIC is the consumer champion for Health and Social Care services. It
works as an umbrella organisation for both Healthwatch Cheshire East and Healthwatch
Cheshire West. We gather the views of local people and look at information about how well
local services are performing. We then use that information to assist residents and
communities to be listened to by the organisations that provide, fund and monitor services.

What is Enter & View?

Enter and View is part of the local Healthwatch Cheshire CIC programme. The Health and
Social Care Act (2012) grants local Healthwatch representatives powers of entry, allowing
them to observe service delivery and talk to service users, their families and carers on
premises such as hospitals, care homes, dental surgeries and GP practices.

Purpose of the visit

As part of its programme of work this year Healthwatch Cheshire CIC continues to work in
observing care provision across the area.

[



This work has the full support of health and Local Authority commissioners.

With this in mind, throughout the year, we visit a number of establishments with the
intention of observing settings from a family perspective and gathering feedback from
service users, relatives and staff. This report is based on these observations and
conversations.

Key Observations from the Visit

e The Belvedere is a residential home that has made obvious improvements as a result
of a change of management in late 2016.

e |t is a home that prioritises the care it provides residents, with staff consisting of
nurses and care practitioners. It is obvious that residents are provided with a quality
standard of care.

e We found facilities to be excellent with tasteful décor. The Belvedere has a hotel-
feel about it.

e The Belvedere has a quiet atmosphere and feels more like a hotel than a ‘lived-in’
home. Care appears to be prioritised over softer personal touches.

e The home has struggled to employ an activities coordinator and a driver for its mini-
bus. These vacancies have now been filled and staff have hopes for greater levels of
activities and trips out for residents.

e It would be good to see residents have more going on to engage them through
conversation and activities such as board games, colouring books and regular
musical/reminiscence activities.

General Information

The Belvedere is under the ownership of the Maria Mallaband Care Group. It can cater for
up to 41 residents, and at the time of our visit there were 37. It is located next door to the
Cavendish Care Home, which is also a Maria Mallaband Care Group facility.

There are three units within the home based over three separate floors catering for
residents with different levels of care needs. The Belvedere caters for people with various
stages of Dementia, providing day care, palliative care, respite care, end of life care, and
residential and personal care. At the time of our visit the Weaver Unit, on the second floor,
was closed to visitors due to a virus outbreak, so we were not able to visit that floor.

The Belvedere cites “a focus very much on the individual, identifying needs to enable us to
deliver the right care” as their core value, and say that they offer “luxurious hotel-style
accommodation.”

The home is located just a few minutes from the centre of Alderley Edge and Alderley Edge
railway station, just off the B5359 Wilmslow Road. It is at first unclear how to access the
home partly due to a lack of clear signage but also as the road down which you would expect
to turn into off the B5359 is blocked off by permanent bollards. Instead visitors have to take
a private cobbled road further along called Horseshoe Lane which eventually loops around
in a horseshoe shape to the front of The Belvedere.

In May 2016 the Care Quality Commission (CQC) concluded that The Belvedere required
urgent improvement in areas of safety, responsiveness and leadership relating to staff
numbers, safe care and good governance. The Belvedere was at that time placed under a
Cheshire East Council Action Plan.



In late 2016, the current manager was appointed and has made improvements which have
resulted in the latest CQC report published in July 2017 rating The Belvedere as ‘Good’ and
the home is no longer under a Council Action Plan.

Atmosphere and Environment

As noted on its website, The Belvedere has a feeling of a hotel throughout. Each floor is laid
out the same with an entrance area akin to a hotel lobby, leading to rooms off to the left
and right and a lounge and kitchen area to the left. There is also a nursing station on every
floor. All areas feel spacious and airy with a calm and quiet atmosphere apart from the
sound of the television coming from the lounge.

The communal areas are furnished nicely and the colour scheme aids the feeling of a hotel
rather than somewhere clinical. However, although everywhere is nicely decorated and of
a good standard, the home seemed to be lacking a buzz with little interaction going on
between residents and with staff.

Lounge - The main focal point of each floor is the lounge area. This contains comfortable
seating around a main television, along with CDs, DVDs, board games and books on the
shelves for residents to use. The rooms also contain a fish tank, which contribute to the
mental wellbeing and stimulation of residents. Lounge areas may benefit from pictures that
stimulate past events or famous faces.

It must be noted that residents in both lounges we visited were largely just sat watching the
television, although we were informed that activities are more likely to take place in
afternoons. It would be nice to see more things to engage residents than just the television
although we recognise that this can be difficult for residents with varying stages of
Dementia. Background music at certain times may help relaxation and physical movement
activities on a daily basis could help to stimulate residents as well as helping to maintain
balance, strength and stability.

This area is relatively open plan and connects onto a kitchen area where there are also
tables for people to sit and eat. Residents are able to help themselves to drinks and make
food with equipment such as a toaster. At the time of our visit there were some staff present
doing paperwork in the lounge areas, but there did not appear to be any conversation or
interaction between these members of staff and the residents. However, it does also suggest
that the staff are comfortable enough to treat The Belvedere like a home.

At the time of our visit, there were not too many residents out and about in the lounge area,
suggesting that many remain in their rooms.

Bedrooms - There are 41 bedrooms in The Belvedere, all single en-suite rooms. The rooms
are all decorated nicely, and again represent a hotel feel. Rooms are nicely lit with good
size windows which all appear to look out onto some form of garden. Bedrooms each have
their own television so that residents do not have to go to the lounge to watch the communal
television if they do not wish to. All rooms we viewed also appeared to be personalised,
with pictures of people’s families, paintings, and even football shirts on the walls. Each
room has the name of residents outside but does not include a picture of the resident or a
picture board of their interests, which would have been a good way to strike up conversation
with residents and add a personalised touch for care staff.


http://www.cqc.org.uk/location/1-122665886

Garden - Most rooms appeared to overlook parts of the garden,
which appeared to be reasonably large. On the morning we attended
it was raining so no residents were outside, but there appeared to
be nice seating areas if they wished to. A family member of a
resident told us that when the weather is fine he often takes his wife
out into the garden to spend time, although some areas back onto
the main road so it can often be fairly loud. There were also small
gnomes and animal figures in the garden which added an element of
character for residents.

Accessible toilets - Each room had an en-suite toilet which was fully [
accessible. There is also an accessible toilet in the communal areas Wthh also 1ncludes a
bath and a seat for ease of access into the bath, so that carers can help to wash residents.
These toilets also have Dementia friendly door signs which are large and red in colour with
an image of a toilet.

Choice and Freedom

The Belvedere places individual, personalised care as one of its key values as a provider.
This was emphasised by the Deputy Manager who told us that staff aim to treat residents as
people with individual personalities rather than simply as Dementia patients, providing a
holistic approach to care. We did not really see examples of this on our visit beyond what
staff told us, but we did see staff being attentive to residents.

Activities - The Belvedere has its own mini-bus which was parked outside when we visited
and is shared with the Cavendish home next door. From what staff told us it did not sound
as though this had been used much so far as they have struggled to find a driver, but that
now a driver has been found they hope to provide more trips out for residents such as to
local cafes in Alderley Edge.

At the time we visited there were no activities taking place and residents appeared to
largely be watching television or in their own rooms. It would be good to see more things
available to help stimulate residents, for example a board of door locks for residents to
keep their hands occupied, dominoes, or colouring books. We were told by staff that
activities were more likely to take place in the afternoon. Staff told us they had had
difficulty in recruiting an activities coordinator but have now appointed somebody in a part-
time role who they hope will be able to increase the number of activities and offer more
one-to-one activities with residents.

The Deputy Manager told us that they regularly have people coming into the home for
activities and entertainment. For example, a lady brings in Pets as Therapy animals such as
dogs and on one occasion a Shetland pony. We were told that musicians also regularly come
in, as does the choir from the local Church, with vicars also coming in to do a service each
week. Pupils from Alderley Edge School for Girls also come in to spend time with residents,
and the school also hosted a nativity which some residents attended. We did not see any
posters or written programmes of activities on display, and the website had not been
updated to advertise any since February, so it is difficult to know how residents would
become aware of any activities or have the choice to take part or attend. This however may
improve with a new activities coordinator in post.

Food - Breakfast is served at 9am and lunch and dinner are served floor by floor. CQC
commented that “The Belvedere offers a flexible menu with a good variety”. Residents told
us that the food is “lovely” and residents can also make something for themselves if they
wish. Food choices are varied, with warm, cold and pureed options available. A main hot



meal is served at lunchtime and a smaller option served as an evening meal. A copy of the
week’s food menu at the time we visited is included below.

~_ Communication and Interaction

All staff appeared very attentive and seemed to look after residents well and with care.
There are additional staff who provide one-to-one care specifically for two residents who
require care for 12 and 24 hours a day respectively, which demonstrates that the home is
pays good attention to the care needs of residents.

At the time we visited, we observed brief interactions between staff and residents, with
some having a laugh and a joke. Staff did not appear to be engaging in long conversations
and one-to-one activities to stimulate residents, but this may have partly been due to the
time we visited in the mid-morning. Staffing levels appeared adequate for care but perhaps
not for sustained communication and interaction with residents.

Residents did not appear to be interacting too much with each other, although this may be
due to their individual conditions. There was a quiet feel to communal areas with the
assumption that many residents had chosen to be in their rooms at that particular time.

As each floor at The Belvedere caters for people with different levels of Dementia, certain
floors can be quieter than others, and so residents are able to spend a certain amount of
time on a quieter floor if they so wish, in the absence of specific quiet rooms.



There was a sign on the ‘Friends and Family’ noticeboard at the main entrance advertising
bi-monthly friends and relative meetings for people to give feedback on the home. We were
told by the Deputy Manager that they are sometimes well attended but not always.

Safety and Standards

There are security codes on doors throughout the building for the safety of residents so that
they cannot leave the building without the knowledge of staff. There is also a modern lift
which provides good access throughout the floors of the building and also requires a security
code to use. All staff have name badges, and there are sign-in sheets at the entrance.

At the time we visited, the Weaver Unit on the second floor was off limits due to a virus
outbreak. The home had informed Infection Control and operated a barrier nurse system to
sign in and out when leaving the floor. Families had been informed that there were no visits
to the floor until it will have been free from the virus for 48 hours.

We were told that the majority of staff are nurses and care practitioners, which
demonstrates the priority that the home places on nursing and care.

The Deputy Manager told us that the Maria Mallaband Care Group are very good at helping
staff to train and develop for their own career prospects so that career progression within
the home is an option. Staff are encouraged to take NVQs and this focus can be commended
because it will increase the levels of care for residents. We were informed training for
dementia is in-house but not clear how this is kept updated and relevant to individual
resident’s needs.

There are also monthly inspections by the Maria Mallaband Care Group as company policy
to make sure that care at The Belvedere is at a good level. This is a positive feature as it
shows that standards are regularly reviewed which should lead to good standards of care.

Feedback

The following comments were received from residents, relatives and staff on the day on
which we visited.

Resident comments:

e “The food is good, you can also make it yourself.”
“Staff are really good. Look after me really well.”
“The food is lovely.”

Relative comments:

”

e “Itis pleasant in the garden, you can hear birds singing. | can take my wife outside.
e “The staff can vary; the best is very good.”
e “Any concerns do feel like they are listened to and dealt with.”

Staff comments:

e “The nature of the care we provide means every day is challenging. There is a good
ratio of staff, and they are caring. We are in a good place but we can improve to
get an ‘Excellent’ from CQC.”

e “The home manager is good and supportive.”



Suggestions for improvement

It would be good to see staff take more time for one-to-one conversation with
residents and attempt to engage them more.

More activities such as dominoes and colouring books would help to stimulate
residents so they are not just watching television. Reminiscence activities should be
included daily with consistency and added variety as appropriate. This would help
residents whose memory was particularly focuses on a specific period of time in their
lives.

A picture board or memory box outside of people’s rooms would help to personalise
conversation and care.

Activities and visits out for residents should increase with the new activities
coordinator and a driver for the mini-bus.

There is a hotel-like feel at The Belvedere and residents are treated well, but there
could be more of a homely and ‘lived-in’ atmosphere.

Feedback from Provider of Service

No feedback was received at the time of publication.




