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Enter and View Report
The Elms Care Home

Care Home Contact Details:
Manager, Nichola Brennan
The Elms

Elm Drive

CREWE

CW1 4EH

Date of Visit: 28" November 2019
Time of Visit: 1.30pm

Healthwatch Cheshire Authorised Representatives:
John Chrisp and Casey Rutter
Staff Present:

Clair Fewtrell, Home Service Manager and Stacey Lloyd - Deputy
Manager
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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
From Carehome .co.uk
Latest CQC Report - the location was subject to CQC inspection in

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.

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.
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4, Purpose of the Visit

e 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

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

On arrival Authorised Representatives (Ars) were met by Clare Fewtrell the Finance
Manager who was welcoming and open. Clare was in charge on the day the ARs
had visited, the manager was off due to sickness, and the deputy manager was
engaged in a meeting. Clare was happy to answer any questions.

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

o 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

The Elms has a homely atmosphere throughout
The staff are very cooperative with everyone
ARs spoke to 11 members of staff, five residents and four visitors.

8. Detailed Findings

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

The Elms is situated at the centre of a large estate off Middlewich Street in Crewe.
It is reasonably easy to find and the access from the nearby roundabout is also
easy. It is well signed, but the onsite car park is rather small, but it is easy to park
on nearby roads.
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8.2 Initial impressions (from a visitor’s perspective on entering the home)
As Ars, we approached the entrance door, it was immediately opened by one of

the carers. The staff member took ARs to the Finance Manager’s office, ARs
introduced themselves and the purpose or their visit. The Finance Manager Clare
Fewtrell, is third in-line in the management team, first the manager, then the
deputy manager, then herself. She immediately volunteered to take the ARs
around the premises, which was gratefully accepted.

8.3 Facilities for and involvement with family/friends
There appeared to be ample facilities for involvement with family and friends on

the ground floor and when we were covering the premises, we came upon either
five or six lounges.

8.4 Internal physical environment
8.4.1 Décor, Lighting, heating, furnishing & floor coverings
The décor, lighting, furnishings and floor coverings were good, except that a

fractured heating pipe under the corridor which had resulted when a plumber cut
through the laminated floor meant that there were two areas where laminated
floor had to be taped. The tape appeared to be flush with the floor so there
wasn’t any apparent danger of tripping or slipping. The plumber is waiting for the
necessary replacement equipment to repair the damage and the laminate covering
will be re-laid.

8.4.2 Freshness, cleanliness/hygiene & cross infection measures
The whole of the premises appeared clean and fresh; the ground floor paintwork

was very bright.

8.4.3 Suitability of design to meet needs of residents
The design appeared to be suitable to meet the needs of the residents, with

adequate toilet facilities. ARs were surprised at the shortage of rooms with en-
suite facilities. Many rooms had personal alarms systems.
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8.5 - Staff support skills & interaction
8.5.1 Staff appearance/presentation
All of the staff who the ARs saw were dressed in uniform, carers were easily

identifiable from domestic staff, and the appearance of all staff we saw was very
good. It was also noted that staff did not wait to be introduced before saying hello
to ARs.

8.5.2 Affording dignity and respect/Approach to care giving
In the time that ARs were at The Elms, it was pleasing to see the way staff reacted

to the residents, having a cheery greeting whenever a resident approached them,
and asking after their wellbeing. It was obvious that the way they cared for the
residents was of a high level and done in a cheerful manner, as well as in a quick
manner especially if answering a call.

8.5.3 Effective communications - alternative systems and accessible
Information
Communication between staff and residents was simple and straightforward,

without any patronising, residents responded in a similar manner; this approach
seemed to make for a homely atmosphere.

8.6 - Physical Welfare
8.6.1 Appearance, dress & hygiene
The residents appeared clean, tidy, dressed in clean clothing. ARs paid a visit to

the laundry room and spoke to the two staff members; they also spoke to the
domestic supervisor. There is a Hair Salon which was well equipped with a small
waiting area. The hairdresser is on site once a week.

8.6.2 Nutrition/ mealtimes and hydration
Meals are served three times per day which consists of breakfast, a snack for lunch

and a cooked meal in the evening. The dining room is largely bright and pleasant,
with a large menu displayed on one of the walls.
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8.6.3 Support with general & specialist health needs/Maximising mobility &
sensory capacities

Memory items for residents, corridors providing ample space for people and
wheelchairs as well as lifting equipment such as hoists.
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8.7 Social, emotional and cultural welfare
8.7. 1 Personalisation & personal possessions

Residents are able to have their own pieces of furniture
in their rooms as well as well as any personal possessions they require.

8.7.2 Choice, control & identity
Residents are encouraged to have their own personal possessions and furniture in
their rooms.

8.7.3 Feeling safe and able to raise concerns/complaints
The residents who spoke to the ARs had nothing but praise for the care they

receive and felt safe in the home. They knew how to raise any concerns and/or
compliments. The fire alarm is tested each Wednesday, to make sure that it is
working properly. On the day before the ARs visit, it was decided by the
management to test the evacuation procedure from the upper floor. Four
members of staff volunteered to become acting residents with mobility problems
and used several resident rooms. On this occasion under the control of the senior
care assistant, the acting residents were rescued from their rooms by carers and
using the stair chutes, were taken safely to the ground floor in eight minutes. ARs
were informed that when the fire alarm was sounded, the bedroom doors provide
30 minutes fire protection.

8.7.4 Structured and unstructured activities/stimulation
Towards the end of the visit the activities coordinator was free to chat, ARs were

shown the planned activity programme which runs up to the end November. The
programme sheet was A4 in size and not laminated, it was displayed on the notice
board which is situated in the entrance hallway. There were only a further two
copies throughout the home.

8.7.5 Cultural, religious/spiritual needs
A group from a nearby Methodist Church visits once a week to sing hymns with any

of the residents who wish to attend.
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8.7.6 Gardens - maintenance & design/suitability for use/enjoyment
The gardens appear to be very small; ARs were informed that residents are

encouraged to use them at any time especially in the summer. It was noted that
one of the residents (a smoker) was sitting in the garden in the rain on the day of
the visit. At least this shows that the residents have the freedom to do what they
wish to do.

9. Observations
9.1 Elements of observed/reported good practice

e Testing evacuation practice
e Employment of five carers for day caring, four would be sufficient but this
gives employment agency relief.
9.2 Other observations/findings of note applicable
The previous CQC report gave ‘The Elms’ an overall rating of ‘Good’ with the same

rating for each of the five areas they inspected.

10. Comparisons

10.1 Comparisons of observations against providers website

The provider’s website is clear and easy to use with links to the latest CQC Report
clearly displayed.

10.2 Comparisons with previous Healthwatch visit(s) where applicable
Healthwatch last visited The Elms in August 2017, the report was very positive.

11. Recommendations

e Investigate the possibility of computerising some of the data recording,
including care plans

e Create larger Activity Charts and display them in the lounge/s.

Feedback from Provider of Service

Unfortunately, | was absent on the day of the visit, but the feedback from the staff and
residents, was very positive, they inform me the visit was relaxed, and your AR’s were
very friendly and “lovely to talk to” is what one of our residents said.

The staff told me that the AR’s were friendly and approachable.

It is always welcoming to receive positive feedback from visitors to the home, as your AR’s
have observed The Elms has a relaxed homely feel to it, this is achieved by staff working
together, and residents being encouraged to spend their days how they choose to.

We are firm believers in the ethos that we work in the resident’s home, not that they live
where we work.

The recommendation regarding Activity notices has been passed on to the coordinators,
and we are sourcing some larger display options.

Nichola Brennan, Home Manager.




