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Care Home Contact Details:
Steve Maddock, Elm House, 76 Pillory Street,
Nantwich, CW5 5SS

Tel: 01270 624428

Date of Visit: 06/02/2020
Time of Visit: 10am

Staff Present: Steve Maddock Home Manager

Healthwatch Cheshire Authorised Representatives (ARs):
Jem Davies & Alison Langley
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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, Sension House, Denton Drive, Northwich,
Cheshire, CW9 7LU. Tel: 0300 323 0006.

1. Description & Nature of Service
Group: Minster Care Group

Person in charge: Steve Maddock (Home Manager)
Local Authority / Social Services: Cheshire East Council (click for contact details)

Type of Service: Care Home only (Residential Care) - Privately Owned , Registered
for a maximum of 40 Service Users

Registered Care Categories*: Dementia « Old Age « Physical Disability
Admission Information: Ages 55+.

Single Rooms: 40

Rooms with ensuite WC: 4

Facilities & Services: Day Care « Respite Care « Convalescent Care « Own GP if
required « Own Furniture if required « Pets by arrangement « Close to Local shops
» Near Public Transport « Lift « Wheelchair access « Gardens for residents
Residents Kitchenette « Television point in own room « Residents Internet Access

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.



https://www.carehome.co.uk/care_search_results.cfm/searchgroup/36151010MINA
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
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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

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

Upon our arrival we were greeted by the Manager Steve Maddock, who welcomed
us in and offered us refreshments. Steve has been the manager for five years and
told us that they had just submitted planning permission to Cheshire East Council
to extend the home for a further 20 beds, which includes a redesign of existing
internal and external areas. They had also recently had a leak and were in the
process of making good the decorations.

Throughout our visit there was a general impression of a busy home, but with an
underlying feel of calmness, which we felt was a result of an experienced team of
management 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

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

7. Summary of Key Findings
e A caring environment with clear good rapport between residents, family and
staff.
e Good links with local community and health professionals.
e Overwhelming positive comments regarding the care from residents and
family.

8. Detailed Findings

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

Elm House is a two-story purpose built care home is centrally located in Nantwich,
prominent signage from the main road and ample car parking.

8.2 - Initial impressions (from a visitor’s perspective on entering the home)
The home has a secure front door which goes immediately into a reception area.

The area is light and spacious with comfortable seating and leads into a large
dining room and lounge.

8.3 - Facilities for and involvement with family/friends

Family and friends are always welcome at Elm House and are welcome to join
residents for meals as well as activities. They are no restrictions on times for
visiting. We were told that a large number of residents regularly go out for trips
with their friends and family. The home has quarterly residents meetings at the
resident’s request, which family are welcome to attend.

We had a conversation with one resident’s family who told us that their relative
had come to the home as a short term stay but had settled immediately and this
was then made permanent. She described her relative as “Happy as Larry now”
and further went onto to say “I cannot fault the place, | can now visit my sister
and she is not stressed anymore. We can enjoy each other’s company, she’s the
lady | used to know”.

8.4 - Internal physical environment

8.4.1 (Décor, Lighting, heating, furnishing & floor coverings)

As previously stated, there is currently a planning permission application to extent
the home which will involve a full refurbishment and we felt that certain areas
would benefit from this. That being said the home has a nice homely feel to it and
we did not see any hazards.

The majority of the rooms were at comfortable temperature however we did
notice in the lounge that a couple of the residents had blankets around their
shoulders and they told us they will a little chilly today.

The building was purpose built in the 1960s and there is lots of natural light
throughout the building. There has been careful thought to best use of certain
areas, providing comfortable seating in quieter spots and the large lounge. It was
consistently evident that consideration had been given to the decoration as it
reflected a by-gone era and had art work reflecting the history of the town in
order to evoke memories.
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8.4.2 (Freshness, cleanliness/hygiene & cross infection measures)

All areas we saw were clean and free from any odours. There are several hand
sanitisers around the building and we observed staff using them. The Manager
showed us a shower room which has a contained cubicle, he explained that the
shower curtain has been requested by residents as it reminds them of their home
environment. All staff were aware of how this could pose a hygiene risk, however
they are fastidious in keeping this clean.

8.4.3 (Suitability of design to meet needs of residents)

Residents of Elm House have mid to low dependency needs and can move freely
around the home. We were told they have a ‘person centred approach’ to care
giving which allows each resident to plan their own day with help where required
from staff. During our visit we spoke with a number of residents, some of their
comments included: “Warm, nice accommodation”, “friendly staff” and “feels
like a hotel, there’s good food and a relaxed atmosphere”.

8.5 - Staff support skills & interaction
8.5.1 (Staff appearance/presentation)
Staff and residents appeared to have a good relationship, we observed

conversation which was lighted hearted and clearly showed a genuine warmth for
each other. Staff don’t wear uniform but do have badges and were easily
identifiable.

8.5.2 (Affording dignity and respect/Approach to care giving)

Throughout our visit we saw staff and residents interacting well, there is clearly a
good knowledge of the needs of each resident. There appeared to be a genuine
warmth amongst everyone at the home.

8.5.3 (Effective communications - alternative systems and accessible
Information)

There are regular meetings in the home for residents and family. There is a

hearing loop and all residents have access to the internet. Each resident is

assessed to ensure that their individual communication needs can be met.

8.6 - Physical Welfare

8.6.1 (Appearance, dress & hygiene)

We saw and spoke to a number of residents during our visit. All were appropriately
dressed and clean.
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8.6.2 (Nutrition/ mealtimes and hydration)

‘ L 1§ All food is cooked onsite and we were told that all
’ diets are catered for and the home follows they
MUST Care Pathway in order to ensure the there is
an individual approach to nutrition. There is a
varied menu and residents can ask for alternatives
if they choose and this will be accommodated.

. Residents can choose to either be served in their
- rooms but they are encouraged to attend the
dining room. We noted that there are several
bowls of fresh fruit around and jugs of juice in the
dining area for residents to help themselves. Staff
were also taking these round to residents who had
chosen to remain
in their rooms. —— —
Staff spoke warmly of the residents and although
they knew what their preferences for tea/coffee
was they checked if they would like a mug or a
cup. We had the pleasure of speaking to a number
of residents and were pleased to hear comments
describing the food as “Out of this world” and
“good food and homely, meal times are leisurely”.
We also spoke to some staff who told us “we don’t
like people to feel rushed at meal times they can
take as long as they like. Evening meals are
particularly nice as everyone comes together and
there is a lovely atmosphere”.

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

Elm House has very good links with Kiltearn Medical Centre who visit weekly and

will come more frequently if required. There are also good links with District

Nurses and Chiropodist.

8.7 - Social, emotional and cultural welfare

8.7. 1 (Personalisation & personal possessions)

We were told that prior to any residents moving into the home, the staff undertake
a visit to their home. This enables the staff to really understand what is important
to each person and then ensure that this is replicated within Elm House. They take
into consideration décor, personal effects and generally find that people will open
up more in their own homes. Many of the rooms we saw had the residents own
furniture and all of the rooms are individually decorated to the resident’s taste.
8.7.2 (Choice, control & identity)

Most of the residents of Elm House are able to move independently and will go out

with friends and family and have were appropriate a key to the front door. The
home is well situated and is within Nantwich town centre. As mentioned each room
is furnished to personal tastes.
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8.7.3 (Feeling safe and able to raise concerns/complaints)
There are feedback forms on display in the main entrance and management told us

that they have an ‘open door policy’ for residents and family to raise concerns.
There was also Healthwatch leaflets on display. The residents meeting are held
monthly.

8.7.4 (Structured and unstructured activities/stimulation)
Elm House is currently advertising for a new

This Month. Activities Co-ordinator as the current one is
moving across to a carer role within the home.
However there is still an activities programme
within Elm House and additionally residents
are encouraged to maintain and share any
interest and hobbies they have. Some
residents told us that that they didn’t like
joining in activities and there was no pressure
to do so, whilst others told us they loved doing
it and that there is a good range of things to do which includes trips out such as
garden centre and the zoo.

There are good links with the local community which include churches, scout
groups and schools. There is a pub across the road and in the summer months they
regularly come across with some drinks for the residents who are enjoying the
gardens.

8.7.5 (Cultural, religious/spiritual needs)
The home has good links with the local reverend who visits weekly. As previously

stated the local school and scout group have attended at religious periods in the
year to put on performances.

8.7.6 (Gardens - maintenance & design/suitability for use/enjoyment)
On the day of our visit it was a wet and cold day but we could see that the gardens

were all accessible. Should planning permission be granted for the extension, the
gardens will alter a little, however the design will continue to ensure that they are
accessible for all.

9. Observations

9.1 - Elements of observed / reported good practice
e Good practice of visiting residents in their own home prior to moving in.
e Good links with local community.
e Follows MUST Care pathway to support good nutrition.

9.2 - Other observations / findings of note applicable
e Some area requires general maintenance - hopefully implemented during
the proposed extension and refurbishment.
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10. Comparisons
10.1 - Comparisons of observations against providers website
Healthwatch Cheshire feel that Elm House’s website accurately reflects our visit.

10.2 - Comparisons with previous Healthwatch visit(s) where applicable
Healthwatch previously visited Elm House in 2017, and it is pleasing to see that

recommendation have been acted upon. Notably regarding food. Menus are now on
display, there is a warm evening meal as opposed to sandwiches and most
importantly the feedback from residents is glowing regarding the standard of the
food.

11. Recommendations
e Some areas were in need of some maintenance, give consideration to
addressing this earlier than the proposed extension.

e Continue with effects to recruit a full time activities co-ordinators to fill the
vacancy.

Feedback from Provider of Service

Were you happy with the arrangements/requests prior to the visit? Please feel
free to comment as appropriate.

We received a letter to inform that we may receive a visit. The letter was
displayed for relatives to see in our entrance hall and discussed with residents
and staff.

Residents and relatives spoken to were all very happy and felt both Jem and
Alison were very approachable.

We are looking at the decoration and making improvements where we can.

We felt the visit was fine, we had no concerns at all. It did feel better only have 2
people visit on this occasion.




