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Enter and View Report
Telford Court

Care Home Contact Details:
Telford Court, Dunwoody Way. Crewe CW1 3AW
Tel: 01270 588895

Date of Visit:Time of Visit:
Tuesday 28t June 2019 - 1045am

Healthwatch Cheshire Authorised Representatives:
Jem Davies/David Crosthwaite
Cherelle Mitchell (shadowing)/Jon Roberts(shadowing)

Staff Present:
Carlie Jordan - Manager Cindy Southall - Unit manager



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, Denton Drive, Northwich, Cheshire, CW9
7LU Tel: 0300 323 0006

1. Description & Nature of Service

Details of home(taken from Care Home Uk.

Owner: Inspired Life Care Ltd

Person in charge: Carlie Jordan (Manager)

Local Authority / Social Services: Cheshire East Council (click for contact details)

Type of Service: Care Home with nursing - Privately Owned , Registered for a maximum
of 85 Service Users

Registered Care Categories*: Dementia « Mental Health Condition « Old Age « Physical
Disability « Sensory Impairment « Younger Adults

Single Rooms: 85
Rooms with ensuite WC: 85

Latest CQC Report - the location was subject to CQC inspection in April 2019,
the report was published in May 2019 indicating that the premises require
improvement. It scored good with responsive service, caring service and being an
effective service.

Website information: The service has its own website indicating the services and
accommodation available. It is clear and easy to use and also has information
regarding complaint process.

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.



https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East

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

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

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

5. Introduction/Orientation to Service

Telford Court is a modern recently built two storey building offering 85
rooms for various levels of care. The home is an amalgamation of Audlem
Care Home and Minshull Care Home. Upon taking residency the
management made a deliberate decision to mix both residents and staff to
create a new identity for the home. We were told this has worked very
well.

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
e Talking to residents, visitors and staff (where appropriate and
available) about their thoughts and feelings regarding the service
provided
e Observing the quality and adequacy of access, parking and other
facilities for visitors.

7. Summary of Key Findings

e Modern development, easy to locate with good parking
e CCTV coverage for safety
e Falls prevention success initiative




e Feedback process
e Flexibility to meet needs of family members.

8. Detailed Findings

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

Telford Court is a modern, purpose-built premises which is situated off a main
road, occupying large area of land. There is good parking for over 20 vehicles
and there is further free parking available at the local supermarket. The car park
is covered by CCTV and also contains an electric point for charging cars.

There is a large chrome sign indicating Telford Court at the entrance.

The garden area is smart and had received recent care.

The entrance to the building is covered by an intercom system and
electronic/coded door. This was locked on our arrival indicating the need to
identify yourself to the reception.

The electronic door was capable of allowing wheel chaired/electronic scooter
access to the building. There are communal gardens, these are well maintained,
have raised flower beds, plenty of seats and all one level to provide accessibility
to all.
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8.3 Facilities for and involvement with family/friends

We were told that the home has monthly residents and family meeting. The
times of which will vary between day and evening to ensure that the widest
range of relatives have the opportunity to be involved. We were also told of the
‘Family Portal’ where relatives can log in and see updated of activities that their
loved one have taken part in. Relatives are welcome at any time and they have




the opportunity to dine with their family member. In both of the large sitting
rooms there is a kitchenette and dining tables and whilst we were told the
majority of the residents lack the capacity to use these facilities, their visitors
are most welcome to. This provides the residents with the opportunity to host
their visitors.

Telford Court is able to provide Respite Care and the manager told us that they
are exploring the possibility of providing Day Care in the future.

8.4 Internal physical environment

8.4.1 Décor, Lighting, heating, furnishing & floor coverings

A great deal of thought has been given to the décor of the home. Whilst the
building is modern, the décor reflects the history of the town (Crewe) with an
insight into the lives of the residents. Each corridor has themed décor these
include: Rolls Royce, Trains and Crewe Park and other local landmarks. Each
bedroom is ensuite and the toilets are ‘dementia friendly’ e.g. have different
coloured seat to allow residents to see and recognise them more clearly.

Throughout the home the furnishings are of a good standard reflecting the needs
of the residents. At the time of our visit it was a hot sunny day however all areas
felt comfortable and there is ample natural lighting.

All floor coverings are of a good standard and are a mixture of laminate and
carpets. We did not see any areas which we felt needed attention.

8.4.2 Freshness, cleanliness/hygiene & cross infection measures

At the time of our visit the building was clean, fresh and free from any odours.
There are several hand sanitisers and some staff were observed wearing
infection prevention disposable aprons whilst preforming some tasks.

Each floor has two assisted bathrooms on each floor in addition to the wet room
in each of resident’s rooms. All were in good working order and very clean.

8.4.3 Suitability of design to meet needs of residents

This is a modern building with 85 residents all with en-suite facilities. Hoists and
mobility equipment were observed secured but available. The building has two
lifts both accessed by a key code. The lifts are well maintained this allows all
people present to move freely. There are reception desks on both floors which
are staffed. The corridors are fitted with handrails throughout and are wide
enough to allow the passing of residents in chairs/mobility aids.

Toilets are located on each floor these were observed to be very clean with
support handles and emergency cords free from obstruction.

The communal areas of which there are a number are clean and equipped with
comfortable chairs and a tv screen or music equipment. A resident told us that it
was comfortable and safe and that the staff would come in and chat.

8.5 Staff support skills & interaction

8.5.1 Staff appearance/presentation

Staff where all smart, polite and friendly. The ARs witnessed the staff calling
residents by their first names and not talking over but direct to resident.




Respect and dignity appeared high on the agenda here as all staff engaged with
residents, staff and the authorised representatives as such.

8.5.2 Affording dignity and respect/Approach to care giving

We were told that in the home there are a number of ‘Dignity Champions’ these
are staff who have been identified to ensure that dignity features in all aspects
of the home.

On each floor we observed ‘Dignity boards’ these had comments from family and
residents in addition to the principles of dignity. Staff told us that the home as
a number of ‘dementia dolls’ and robotic cats and dogs. During our visit we
observed a gentleman with a pram taking his ‘baby’ for a walk. We saw a
number of interactions between staff and residents, including one member of
staff dancing with a gentleman to his favourite music. Everyone was called by
their name and spoken to in a gentle kind manner.

The manager told us that a number of staff are currently being trained in the
Steps Programme for End of Life Care to ensure all residents receive high quality
care.

We were also informed that they are 150 staff at Telford Court and they are over
staffed on nurses, which they are entirely happy with.

8.5.3 Effective communications - alternative systems and accessible
information

This is a modern establishment housing loop systems and sight assistance
material. There is a large TV monitor within the reception area displaying
important information and initiatives.

8.6 Physical Welfare

8.6.1 Appearance, dress & hygiene

® There is a hair salon within the premises and on a
regular basis foot and hand care is provided for all. Staff and residents are
appeared neat and tidy, one resident was witnessed entering into the building
from the garden area to have his hair combed by member of staff as he was
unable to do so himself.




8.6.2 Nutrition/ mealtimes and hydration
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The menu is changed on a daily basis, however staff are giving consideration to
producing a weekly menu that can be displayed for all residents.

Residents can have their meals in their room however, they are encouraged to
take meals at one of the two restaurants on the premises. At the time of visiting
the family of residents were in the restaurant and staff had ensured tea/coffee
and biscuits were available.

The representatives were told that the home has a Nutrition Champion who
provides advice on meals both on a general and individual basis.

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

Telford Court is ideally located near a large medical centre and the majority of
residents are registered with Millcroft Surgery. They are visited by a GP on
Mondays and Fridays, furthermore we were informed that the majority of
residents have dementia and/or mental health needs, with this in mind the
home has good links with a specialist Mental Health Nurse who visits weekly to
provide support and guidance and all staff have received Challenging Behaviour
training.

Every member of staff has to undertake a manual handling course this is seen as
good practice. The premises had hoists and other equipment to assist in
movement and mobility.

The home is running an initiative to prevent falls and has placed comfortable
chairs in corridors along with signage stating “Take a rest” Take a seat”, this has
seen a reduction of falls by over 50% whilst still encouraging residents to move
freely around the home.

Staff told us that they use the ‘Red Bag’ Scheme for any visits to hospital which
they described a ‘good in principle however things still get lost’.




8.7 Social, emotional and cultural welfare

8.7. 1 Personalisation & personal possessions

Residents are able to have possessions of their own within their room. One
resident who was there for a respite was also allowed to have his companion dog
in his room. This was obviously well received as all the staff and some residents
where aware of the dogs and owners name and certainly gave a natural feel to
the location. We were informed of a recent shopping trip that one of the
activities co-ordinators had taken with a gentleman as he had wanted to buy a
music system for his room.

8.7.2 Choice, control & identity

As mentioned previously residents can choose their meals. Residents can choose
to either look after their own money or the home can look after it for them.
Staff told us that some residents are able to have short breaks and go on holiday
with family.

There is a designated smoking area for those residents who wish to smoke and a
couple of residents have an occasional alcohol drink.

All rooms are modern and spacious and the furniture is of an excellent quality,
however residents are welcome to provide their own furniture should they wish
to.

We asked staff if they were aware of any LGBTQ+ residents and how they would
ensure that their rights were respected e.g. nominated Next of Kin and End of
Life pathways. They stated they would be able to accommodate the wishes of
any residents.

8.7.3 Feeling safe and able to raise concerns/complaints

One resident spoken to highlighted the willingness of staff to listen and assist
where ever possible. The resident went on to praise the location and the fact
that it felt like a home from home as residents felt they could speak on any
concern knowing it would be addressed.

There is a complaints’ process available to residents, families and carers. There
is always a manager onsite, additionally the company Director’s office is also
within the home.

8.7.4 Structured and unstructured activities/stimulation

There are three activity coordinators at the home. At the time of the visit we
observed activities such as exercise on a one to one basis in the garden, and a
dance and music activity in the lounge. The location also had a quiet room
where a resident was celebrating his birthday, he was engaged again by an
activity coordinator in a professional courteous manner being handed a birthday
card with activities planned for later. We spoke at length to one of the
coordinators and were struck as to how dedicated she is to the role. She talked
about how she had developed links with others doing the role at other care
homes and how they shared good ideas. She told us about a Facebook Group she
uses called ‘Care Home Activity Co-ordinators’ this allows good ideas to be share
countrywide.




We were also informed that the management is currently obtaining quotes as
they wish to create a ‘sensory room’ which they hope to be able to install soon.

8.7.5 Cultural, religious/spiritual needs

The home has a priest who attends on regular basis for residents and other
denominations are assisted to attend their place of worship.

8.7.6 Gardens - maintenance & design/suitability for use/enjoyment
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9. Observations -

9.1 Elements of observed / reported good practice

Development of themed staff ‘Champions’

Good ratio of activity co-ordinators and committed individuals in this role
Falls prevention initiative

Staff engagement with residents and families

Willingness of management to engage

Clean and wide corridors

Residents praising staff and location.




9.2 Other observations / findings of note applicable

As mentioned previously this is a new home and it is clearly evident from our
conversations with the management that they have managed the amalgamation
carefully and sensitively. This appears to have worked well and there is now a
desire to develop further both in facilities and provision. Staff showed an
openness to suggestions and ideas offered.

10. Comparisons

10.1 Comparisons of observations against providers website

A google search for Telford Court directs people to a page which stated
“Opening Soon”. We raised this with the manager and they fully recognised this
and told us that the website is still in development.

10.2 Comparisons with previous Healthwatch visit (s) where applicable

Not applicable.

11. Recommendations

e Develop website

e Produce written and pictorial daily menus

e Consider a weekly newsletter which highlights activities and
provide each resident/family a copy

e Develop links with LGBTQ+ organisations such as Silver Rainbows.

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

We are very pleased with this report.
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