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1. Introduction

What is Healthwatch Sunderland?

Healthwatch Sunderland is the independent local champion for people who use
healthand soci al care services. Wedre here to mak
services put people at the heart of care.

By speaking to Sunderland residents we aim to understand their needs, experiences

and concerns of accessing and using local health and social care services. We can

then speak out on their behalf to |l ocal serv
concerns about current services and ensuring they are listened to and addressed by

those who are running services.

We encourage and work with local services to involve Sunderland residents in the
changes to health and social care provision. The ultimate aim is to get things right
for the future, with health and social care services which meet the needs of the
local community.

We champion what matters to you and
work with others
to find ideas that work.

We are independent and committed to
making the
biggest difference to you .

www.healthwatchsunderland.com YR2



2. Background and rationale

Research carried out in 2016 highlighted that there is a need to provide qualitative
information on care homes which goes beyond basic safety standards. It shows
that the information needed by people looking for a suitable care home shou Id
provide a real sense of what a home may be like to live in .

Since 2017Healthwatch Sunderland has responded to this need and began carrying
out visits to all care homes currently available to older people across Sunderland.
The aim is that these visits will be carried out on an annual basis to ensure the
findings are current and up to date.

To enable members of the public to make more informed choices when considering
which care home to move into for themselves or their relatives , t he complete
results are available via our website, where you will also find a promotional video
which will explain the work fully:  www.healthwatchsunderland.com .

Professionals and members of the public are also welcome to contact us if they
need further information or access to the reports in other formats.

The work is based on 9 indicators which focus specifically on issues of quality, such
as how much residents and family can have a say in how the home is run, and
whether residents are able to pursue their hobbies etc.

The 9 indicators are:
1. A strong visible management
2. Staff with time and skills to do their jobs

3. Good knowledge of each individual resident and how their needs may be
changing

4. A varied programme of activities
5. Quality, choice and flexibility around food and mealtimes

6. Ensuring residents can regularly see health professionals such as GPs, Dentists,
Opticians, Chiropodists, and Audiologists etc.

7. Accommodat e r e suitwakandlifegtylepeedss onal , ¢
8. Provide an open environment where feedback is actively sought and used

9. Provide a physical environment which is suitable for the needs of the residents

www.healthwatchsunderland.com YR2
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3. Methodology

Thed Car e h dWiatilti &fse r e aibitltgok placelorthed24™ January
2019 and was carried out by Healthwatch Sunderland staff and volunteers, who are
trained so that they can effectively capture

At the visit residents were asked a range of questions via a set questi onnaire (see
appendix 1). The questions were designed to reflect the objectives of t he visit.
Observations were made on the physical environment and staff/resident

interaction etc.

Staff and relatives were also given questionnaires to complete (see appendi x 2, 3,
4 and 5).

We engage with local people on an ongoing basis, encouraging them to share their
feedback on their experiences of care homes across Sunderland. Any feedback we
received was incorporated into the findings.

www.healthwatchsunderland.com YR2



4. Findings d Summary

The Hedthwatch team collated the survey findings we gathered from residents, their
family and friends, staff and Managers and our observations made during our visit. The
findings have been scored against the nine indicators in terms of the degree which they
were met, from strongly disagree to strongly agree. A neutral rating indicates both
positive and negative feedback, which when averaged results in a neutral score. A
summary of this can be found below:

Here is the key which shows the indicator scores

Strongly disagree Disagree Neutral Agree Strongly agree
1. A strong visible management

Strongly agree
2. Staff with time and skills to do their jobs

Strongly agree

3. Good knowledge of each resident and their ‘
changing needs
Agree
4. A varied programme of activities
Strongly agree
5. Quality, choice and flexibility around food and
mealtimes
Strongly ayree
6. Regular access to health professionals ‘
Agree
7. Accommodation of resi dent 6s pe
and lifestyle needs
Strongly agree
8. An open environment where feedback is
actively sought and used
Strongly agree

9. Provide a physical environmen t which is
suitable for the needs of the residents

Strongly agree




Findings
Bryony Park Nursing Homeis a purpose built property located on ;

Thompson Rad
Southwick
Sunderland
SR5 2SH

Telephone: 0191 549 7272
Provider: Memory Lane Care Homes Ltd
Provider website: https://www.memorylanecarehomes.co.uk/

See the latest CQC inspection report here:
http://www.cqgc.org.uk/location/1 -111196732

The home which is over two floors, provides accommodation for 44 people in single
occupancy rooms, all of which have en-suite facilities and residents are able to
bring in their own item to furnish their room.

The home provides support for people aged 65 years and over, who require general
nursing care and residential Enduring Mental ill -health (EMI) care.

There are two communal lounges (with a loop system available), a quiet room and
two dining rooms across the home, for use by residents. The home also has an
accessible garden at the rear of the building and Wi-Fi throughout.

Activities are provided seven days per week and the home employs a n Activities
Coordinator who works full time (40 hours per week).

At the time of our visit there were 43 residents living in  the home. Due to the
capacity of the majority of the residents, the Healthwatch ~ Team were only able to
support 2 residents to fully complete the survey. The team received 11 staff and 7
relative surveys back.

The results of these surveys are given below:

Indicator 1 - A strong visible management

The indicator states thatt he Manager should be visible within the care home,
provide good leadership to staff and have t he right experience for the job
The Healthwatch team STRONGLY AGRE#is was met .

When asled by the Healthwatch T eam if they knew who the Manager was both
residents we spoke to were able to name her and both gave positive comments
when asked what they thought of her;

0She is very good, you can go to her f

oVery, veryogadd,holmef édheelr es 6

www.healthwatchsunderland.com YR2
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During the visit the Healthwat ch Team witnessed the Manager interacting with the
residents, introducing all residents to the team by name and informing us a little
about their background an d life history. All residents appeared to recogni se and
interacted positively with her.

All relatives who responded to the surveys were also all able to name the Manager
and gave the following comments when asked to tell us a little about her;

oJi Il is very hands on, verler@@bservant and n

oJill is a warm friendl, gtalltimespasyto §ghaktoand appr o
makes youfeel we | c o me . 0

OFriendly, professional and caring. Engages

oVery hel pful and friendly. Aflyoommyitedtbher e t o
the wel fare of everyone. O

When asked by the Healthwatch team what support they receive from the Manager
all staff who completed the survey responded positively;

0The Manager | istens to staff and supports s
OFul lorstupipn al | | do. o

OFr i endl yeniyures abgue my day, every day and approachable. Very
good Deputy Managerwhoisal so very supportive. oo

Staff also responded positively when asked about their experiences of talking to
the Manager when they want to a sk a question or raise an issue. Those who
responded commented,;

0 T h e adédsdoor is always open if you have a problem and she is very
approachable and things are kept confidentia

0 The Maalwayg leas time for staff if they need to raise an issue. 6

0Good response, ogawerediandany ssuardisgadigsasrtedavery
guickly. o

The Mamger and Deputy Manager were asked what attracted them to their role,
both replied stating they enjoyed the new challenge the role brought. They added
what th ey enjoyed about their role;

0OTeam work and | eading and being a successfu

0Being a successful nursing home, team work, and being a supportive
Manager . 6( Deputy Manager)

www.healthwatchsunderland.com YR2



Indicator 2 - Staff with time and skills to do their jobs

The indicator states that s taff should be well trained, motivated and feel they
have the resources to do their job properly.

The Healthwatch team STRONGLY AGREEhis was met .

When asked by the Healthwatch team what they thought of the staff, residents
who spoke to the team complimented staff and said;

oTheg rl s are so good, they help me in any way
oBrilliant, couldno6ét be better. o

When asked if staff had time to stop and chat with them , both residents replied
positively stating that they did.

During the vi sit the Healthwatch T eam witnessed the staff positively interacting
with residents, tending to their needs in  a respectful and caring manner.

Relatives were asked if they felt staff have enough time to care for residents, all
responded positively stating;

o0Yes, al ways have amyanam ad gways cdme ascamas f
possible. 6
0l do feel strongly that the staff have ti me

patience throughout my visits. o
0The staff are friendly andrvasitomags have ti me

Relatives were also asked if they felt staff have the skills to care for their family
member, all responses were positive and included,;

oYes, an exampl erhasdheen led iddemfpr oveothrde eyears and
has never had a bed sore. 6

ol do f eel t hat staff have the skills to car
throughout my visits. o

Staff who responded to the survey were asked by the Healthwatch T eam if they

have enough time to care for residents at the home. The majority of responses

g ven were positive, with a few staff saying
time but this is now being addressed by the Manager.

0Yes we have good staffing levels which allo

0Somet ifrmaeed Ilwe dondt have enoudsbussedwitrethebut t hi
Manager and staffing |l evels are to be increa

o0Yes as there is a high amount of staff.
oYes | do have enough time to care for all/l n

Staff also informed the team that they are encouraged to continue to develo p
their skills by attending regular training;

www.healthwatchsunderland.com YR2



oYes | am encouraged to develop my sKki s by
o0Yes | am cur r e n(National \dooatiomad Quadificatidry Qevel 3 with

support from the Manager and team. We have a good skill mix between staff ,

which helps us to |l earn new skills. o

The staff went on to tell us what they enjoy about their jobs;

oWorking with a good team of people and cari
oBeing able to provide excellentaqgqeabity car
ol enjoy caring fndrmapkeionpgl ea kdniofwienrgence t o t h

The Manager and Deputy Mamger informed the Healthwatch T eam that they
encourage staff to develop their skills through training, supervisions and
appraisals, group discussions, encouragement, praise, support and guidance.

They ensure that staff have the time to care for residents by having the correct
staffing level, skills mix, regular checking and via discussions. During the
Healthwatch visit the Man ager informed the Healthwatch T eam that she will be
increasing the number of care staff at the home as a result of carrying out these
checks.

Indicator 3 - Good knowledge of ea ch resident and changing needs

The indicator statesthatst af f shoul d be f agmistbriessand wi t h r es
preferences and have processes in place for how to monitor changes in health and

wellbeing.

The Healthwatch team AGREEhis was met .

» When asked by the Healthwatch Team if

: — - I B " staff at the home know them, know what

‘W % they need and what they like and dondt
L . ' like both residents we spoke to agreed

: & | that staff did.

Relatives who responded to the survey
were asked if they thought staff knew
their family members life history,
personality and health care needs. All
agreed that they did and their response s
| included;

c‘>The staff are aware of tF
| and all of the needs for my mam &

7z

comfort. 6

\ 0 We waskeeto do a story of her life
\when she moved in.¢

10
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All relatives went on to inform the Healthwatch Team that the home notices
changes in their relati ves needs and they are informed of these changes either via
a phone call or in person during a visit to the home.

Staff and the Management Team informed the Healthwatch T eam the ways in
which they get to know residents life history, personality and health  and care
needs when the residents first arrive at the home. This included having
conversations with residents, their family and other he alth professionals, reading
pre-assessmens that are carried out by the Manager and having access to residents
file (whi ch are now available online on hand held devices).

Staff and the Management team were also asked by the Healthwatch T eam how
any changes in aresidents needs are updated and passed on to staff. They
responded to say that all changes are clearly documented inr e s i dfiédes,twbich
are then visible to all staff on the hand held devices which are then read at
handovers before a shift begins.

Indicator 4 - A varied programme of activities

The indicator states that ¢ are homes should provide a wide range of activities (and
ensure residents access these) in the home and support residents in taking part in
activities outside the home.

The Healthwatch team STRONGLY AGRE#his was met .

When asked about the activities provided in the home the two resident s who the

Healthwatch Team spoketost at ed t hat t hgipangactviteSads t ake pa
one resident was bed ridden and the other was new to the home and spending

some time settling in. Both did add that they were kept up to date with what was

taking place and the new resident planned to join in , in the upcoming months.

During the visit the Healthwatch T eam witnessed a range of activities taking place
in the upstairs lounge area, this included a painting activity that some of the
residents were taking part in.

The relatives who completed the s urvey informed the Healthwatch Te am what
they thought about the activities available to the residents inside and outside the
home. Some commented that their relatives are no longer able to part take in
activities due to the ir own individual health and capacity and others were happy
with the range , comments included ;

0 T h e r & loteofaetivities available inside the home but most times my mam
decides not to join in. She has enjoyed being taken out for a couple of tripsin the
bus. o

0OThe activities are per &abhilityand méds,eespecamllyd meet s
around her dementia. o

OMy mother i s bedr i ddethssectiodis hovapplcalleyfor as | e e p
her . 6

11
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oWhile my wife does not t agledbeddylamawarge due t
of the scale of the activities taking place.

Relatives were also asked how their family member is encouraged and supported

to take part in the activities. Three relatives informedthatth i s questi on di dr
apply to their family m ember and two answered very well . The other comments

given included;

OMum is asked if she wants to join in with e
film and the Royal wedding. She did enjoy th

OMum is encouraged by st akepartinmactivatiespptesstyy t i ve ma
of patience throughout. ¢

When asked if their family member is still able to do the things they used to enjoy
before moving into the home, most relatives stated that due to their ~ own health
conditions they are no longer to do most hobbies etc. whilst others stated,

oMy wi fe i s bed otrspedkcedrasdorba fedd muestff stll chat to
her and give her toys to occupy her. 6

oMam | oves company most of all, |l oves to I|is
andnews. She | i kes her music which she has acces

When asked by the Healthwatch Team what activities are available f or residents
inside and outside of the home, the Management Team and staff told us that
within the home activities include; arts and craft s, armchair exercise, bowling, big
screen cinema, cooking, hand massages, reminiscence, music and sing alongs, ball
games, pampering sessions, parties for residents birthdays, seasonal activities e.g.
Halloween and Christmas.

12
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The activities mentioned outside of the home included; shopping trips, visit sto the
local memory cafe for coffee and chat, bus trips and Barbecues etc.

The Activities Coordinator addedthat f or t h o s e wanhtounadkdakedgtoup

activities, one to ones with herself and other staff are available. Activities include

hand massages, books and newspaper®tc. Theyalsoadded, 61 f i nd out what
ot her interests the residents have and woul d

All staff informed the Healthwatch T eam that they encourage residents to joini n
activities by explain ing what the activity is and encouraging them that it will be
fun and good to mix with others , as well as physically helping those who need it.

When asked how the residents are supported to do things they used to enjoy
before coming into the home including hobbies and interest s, the Activities
Coordinator informed t he plares,askfamify andélsond out f
the resident and encourage them to join in t

The Activities Coordinator went on to add that residents family and friends can
have a say in what activities are delivered both inside and outside the home.

Indicator 5 - Quality, choice and flexibility around food and

mealtimes

The indicator states that care homes should offer a good range of meal choices and
adequate support to help residents who may struggle to eat and drink including
between mealtimes. The social nature of eating should be reflected in how homes
organise their dining rooms and accommodate different preferences around
mealtimes.

The Healthwatch team STRONGLY AGRE#is was met .

When asked what they thought of the quality and choice of food in the home both

residents who took part in the survey stated that it was good and suited their
needs,oneresident ¢ omme nt ealton ofchiolce they waulsl get you

anything you want. ¢ Both residents ate thei
mobility restrictions and stated they enjoyed mealtimes.

When asked about the
guality and choice of food
at the home, those
relatives wh o responded
to the survey all gave

~ | positive comments

" including;

" 0Yes itdosthegood and
~ will prepare alternative s

~ if the menu is not

suitable. ¢

13
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oOFood is always freshly cooked and me

oMam i s offered a hedoesihave heolikes and dislikesavhich, S
aret aken into consideration. o6

All but one family member was confident that their relative is supported to eat
and drink as much as needed. They stated that they would like to see a little more
help with feeding. The ot her comeénssincludeds 6

ol dm very confident mam

i s supported to eat
which | can read at any ti

me . 06

oMy mother is fed pureed food and her wei ght
correct. o

When asked by the Healthwatch T eam how the home ensures that mealtimes are
sociable, relatives stated that residents are encouraged to chat with others in the
dining room, relatives are encouraged to join at meal times and soft mus icis
played in the background.

Staff i nformed the Healthwatch T eam that the quality and choice of food available
at the home is of a high standard. The y added that residents are as ked daily what
would they like to have and the menu is available to see the day before. One staff

member commented; OA menu i s provided for resident
which i sndt on the menu and this would be gi
i ndividual . o

They added that they ensure that residents can eat
and drink outside of mealtimes as the home

employs a full time chef and residents can request
a meal, snackor drink at any time and the home
has a permanent drinks station. The Deputy
Manager added that the home monitors r e s i d e \/ .
food and fluid intake and checks weekly and =

monthly weights. 1 i 7%

'RTL

WNamy.,

The residents are also offered a choice when it th Jaﬂ(ﬁWy

comes to where they would like to eat their meals -~

including the communal dining room or in their 1U,HC6

own rooms. Staff added o 3 | TEe— many
residents as possible to have their meals in the Chicken e

dining room. d@his is done to make mealtimes a ! JqS\Zd Rt D

social time but staff will respect the wi shes of i ‘ ang . Fllh'@

those who choose not to. Other ways in which the | Oweel,

home tries to make mealtimes sociable includes; i Rl Crunie 5

encouraging conversation, offering support from + (ard

staff, playing background music playing and
invit ing family members to join in.

www.healthwatchsunderland.com YR2



Indicator 6 - Regular access to health professionals (GPs, D entists,
Opticians, C hiropodists , Audiologists etc.)

The indicator states that r esidents should have the same expectation to be able to
promptly see a health pro fessional as they would have when living in their own
home.

The Healthwatch team AGREEhis was met .

When the Healthwatch T eam asked residents if they have access to a range of
health professional s, one resident commented that due to her being a new
resident inthe home s h e H sednmyone yet. The other resident informed of
the regular checks she gets from the Optician and Chiropodists. Both residents
also informed the team that should they need to see a GP they would only need to
ask the care staff who would arrange this for them.

The majority of r elatives when asked about access to healthcar e professionals
within the home gave very positive comments;

OMam has access to all apprHfommidatwdhemeditdasl rpg
andthereareannual appointments she attends regul ar

0 T h erseNn charge would call any profession al needed. She has been asked if
she wants to see a Dentistandthis has been arranged. 6

Another relative stated, o Our only doubt s adthinkghssist o dent al
common in care homes and needs addressing. o

Staff and the Management Team informed the Healthwatch T eam about the range

of visits to the home from health professionals and explained that staff are

available to support out si dideagepce®visinthement s i f
home and residents are supported by staff if they need to attend appointments.

This is usually managed by the Nurse.6

15
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Indicator 7-Accommodate resi (eltaralédd per sonal

lifestyle needs

The indicator states that ¢ are homes should be set up to meet residents cultural,
religious and |ifestyle needs as well as the
feel uncomfortable if they are different or do things differently to other residents.

The Healthwatch team STRONGLY AGRE#i s was met.

Neither of the two residents the Healthwatch T eam spoke to stated that they had

any specific religious or cultural needs but did agree that the home respects their

personal needs. One resident added that the laundry service was very good but

she wasndt keen on the hairdresser who visits
cut her hair.

Relatives who took part in the survey process also reiterated that their relatives

d i dImade any specific lifestyle, religious or cultural needs but were aware that
worship takes place on a Friday within the home. They also informed the
Healthwatch T eam us that the home has a visit from a hairdresser on a fortnightly
basis and the laundry service is good or very good when items are labelled.

When asked if their relatives are clean and appropriately dressed the majority of
relatives who gave feedback stated that they were;

OMam is i mmacul ate, always clean and dressed
OMum is always clean, and dressed. 6

One relative give a mi xedburapmopriatalysdeessedo Not al w
Sometimes a little dinner is spilt but it is not as important as happiness of  the
residents. o

The Healthwatch Team asked staff and the Management T eam how the home finds

out and caters to the residents cultural, religious and | ifestyle needs. Those who

responded informed that as part of the homes pre -admission assessment carried

out for all new residents , they will communicate with residents family members

and friends and complete the 6This is medo | e

Examples given to highlight this included,;

OResi dent s h avdecotatngthetr toams,choicecof diet preferences,
where to eat, we offer person centred care and provision for religious practices is
givenasperther esi demdisde . 6

0OChurch ser vi ceamandwWehaw a€sddeniwhoisaJ ehovahos
Witness who doesndét celebrate birthdays or C

The Manager informed the Healthwatch T eam how the home ensures that the
| aundry staff get the residents own clothes
back to their room o n trollies in named basket sforeach resi dent . 0o

16
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She added that the home ensures that resident s are always clean and appropriately
dressed by carrying out daily personal care and care plans are in place to help
identify personal choice.

Indicator 8 - An open environment where feedbac kis actively

sought and used

The indicator states that t here should be a mechanism in place for residents and
relatives to influence what happens in the home, such as a residents and relatives
committee. Th e process for making comments or complaints should be clear and
feedback should be welcomed and acted on.

The Healthwatch team STRONGLY AGRE#tis was met .

When asked if they get asked what they think of the home or if they are happy,

one resident replied yes she gets asked by the care staff and she is happy, the

other resident who was newer to the home sai
quite happy and content. Both residents stated that there was nothing that they

would like to change and were both h appy to speak to the staff or the Manager if

they wished to make a complaint.

The Healthwatch team asked relatives if they felt a welcome participant of life in
the home, all respondents replied positively , comments included ;

0Yes always invited to join in

0l dm made t clcdme,allWaysireitegto attend meetings and social
eventst hr oughout the years. 6

0The home is a very friendly and welcoming t

Relatives went on to tell us how they and their relative can have a say in how the
home is run and give feedback;

ORegul ar meeting for relatives. o
OManager or senior staff are always avail abl
0Can always talk to staff. Al ways approachahb

They added that should they wish to make a complaint they would go to the
Manager in the first instance or to the owner if necessary and they all felt
confident that any complaints would be acted on appropriately

Staff and the Management were asked by the Healthwatch team about the ways in
which residents and their family/friends can have a say in how the home is run,
they informed that the home carries out regular reviews, questionnaires and
surveys, relative /residents meetings, the home operates an open door policy, care
reviews are carried out with residents and family , staff do daily wal k abouts, and
there is a suggestionbox in the homes foyer .

17
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An example given by one staff member highlighting how feedback has influenced
change included; OFamily members asked for n
providedi t . 6 Aadded that ane reside nts family member like sto tend toth e
flower s at the front of the home.

The Management Team when asked how the home makes use of feedback or
complaints from residents and relat ives, informed the Healthwatch T eam that they
welcome feedback to improve stand ards further.

Staff and the Management Team informed that staff can have a say in how the
home is run by attending staff meetings, providing suggestions at handover
meetings which take place every day, taking partin supervisionsand the Manager
is open to any opinion put forward regarding the running of the home and the
Manager and Deputy Manager operate an open door policy.

l’a‘ Lounge area =
l ] ’ﬂd
I :»‘ ; |

Indicator 9 & Provide a physical environment which is suitable for

the needs of the residents

The indicator statesthatcarehomes s houl d be suitable for th
Be comfortable, homely, well maintained with high standards of hygiene.

The Healthwatch team STRONGLY AGRE#fis was met .

When askedby the Healthwatch Team if the home is always clean and tidy and to
a suitable temperature, both residents replied positively stating that staff are
always keeping it clean and tidy. They both also stated that the home is kept at a
comfortable temperature for them.
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o ‘ -~ == During the visit the Healthwatch
: ’ .. Team observed that the hom e
was well maintained and
decorated throughout. The
Manager in conversation

¥ explained about the wall
art/decorations used within the
home to help residents identify
with features and land marks such
as the train station and florists
etc.

All relatives wh en asked about
the physical environment of the
home gave positive responses
stating that the home was always
at a comfortable temperature ,
hygienically clean and tidy, well
decorated and a dementia
friendly environment. Comments
given included;

0 Ex c e ally 5o éin my
experience most care homes
smell, Bryony Park doe

0 Tie home is always beautifully
decorated. 6

oDefinitely yes, all s
great understanding of
dementia. 6

The Management Team explained how they ensure that the home is a comfo rtable
temperature by maintenance staff checking temperature, radiators  are turned on
when necessary and fans, coolers and windows are open as needed in the summer
months. They both added that audits and observations are used to ensure that the
building and its content are well maintained and deco rated through out also daily
walkabouts, audits and close observations are utilised to ens ure that the home is
always hygienic and clean.

The Healthwatch T eam asked both staff and the Manager how the home is made a
dementia friendly environment, they explained that the home has training and
development in place for staff and works together with health professionals. The
home has different themes and sensory areas throughout the home such as the
post office, flower shop, train station, bus stop and the use of different col oured
hand rails to the walls etc, provision of dementia friendly activities.
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5. Appendices

Appendix 1 - Questions for residents

10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

22.

Who is the Manager of the home?

What do you think of the Manager?

What do you think about the staff here?

Do the staff have the time to stop and chat with you?

Do the staff know what you need and whatyoulikea nd dondt | i ke?
(your daily routines, personality, lifestyle, clothing etc.)

What activities are there for you in the home?

What activities are there outside the home? (Groups, trips etc.)
Is it easy to join in the activities?

If you would like to use the garden are you able to?

Do you get a chance to do any of the things you used to enjoy before you came here?
(i.e. bringing in pets, hobbies, interests etc.)

What do you think of the food here?

Is there enough choice of what you eat and when you eat ?
Where do you eat your meals? (Is it your choice to eat there?)
Do you enjoy mealtimes? (What do like/dislike about mealtimes?)

Have you seen a dentist to check your teeth or an optician to check your eyes or an audiologist to
check your hearing recently?

What happens if you need to see a doctor or have an appointment at the hospital?

Is there respect for your religion or your culture here in your home? e.g. Are you able to wear
your own clothes, get your hair/nails done, have a shave, are the laun dry staff good at getting
your own clothes back to you?

Is the home always clean and tidy?

What is the temperature like here? Are you ever cold or too warm?

Do you get asked what you think about the home or if you are happy?

Would you like to change anything about the home? Have you told anyone about this and what
happened?

What would you do if you wanted to make a complaint about the home?
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Appendix 2 - Questions for Managers

1. Have strong, visible management
What attracted you to the role of care home Manager/Deputy Manager?
What do you enjoy about the role?

2. Have staff with time and skills to do their jobs
In what ways do you encourage staff to develop their skills?
How do you ensure staff have enough time to care for residents?

3. Have good knowledge of each individual resident and how their needs may be changing
How do you ensure that staff get to know a res
needs when the resident first arrives?
How is information about a residentods | ikes/ di
these change and passed on to staff?

4. Offer a varied programme of activities
What activities are available for residents insid e and outside the home?
Does the home have access to its own transport and able to use this for trips and activities outside
of the home?
What encouragement and assistance is given to residents so that they can take part in activities?
How are residents supported to continue to do the things they used to enjoy before coming into the
home i.e. hobbies/interests/pets?

5. Offer quality, choice and flexibility around food and mealtimes
How do you ensure high standards of quality and choice of food?
What systems are in place to support residents to eat and drink at mealtimes and outside of
mealtimes?
What choices do residents have about what and when they eat and drink?
What choices do residents have about where and how they eat and drink?
Does the home have permanent drink stations available to residents?
In what ways do you ensure that mealtimes are sociable?

6. Ensure residents can regularly see health professionals
Please tell us about visits from all health professionals such as GPs, nurses, dentists, opti cians,
audiologists, chiropodists or other health care support mechanisms?

7. Accommodate residents' personal, cultural and lifestyle needs
How does the home find out about and cater to
Can you give an exanple of how these have been accommodated?
What provision is there for residents to regularly get their hair cut/styled?
How do you ensure that the laundry staff get the residents own clothes back to them?
What mechanisms are in place to ensure that residen ts are always clean and appropriately dressed?

8. Be an open environment where feedback is actively sought and used
In what ways can residents and their family have a say in how the home is run?
How do you make use of feedback or complaints from residents a nd relatives?
In what ways are staff able to have a say in how the home is run?

9. A physical environment suitable for the needs of the residents
How do you ensure that a comfortable temperatu
communal areas?
How do you ensure the building and its contents are well maintained and decorated throughout?
How do you ensure that the home is always hygienic and clean?
In what ways do you make the home a dementia friendly environment?
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Appendix 3 - Questions for C are Saff

1.  Have strong, visible management
What support do you receive from the Manager?
What is your experience of talking to the Manager when you want to ask a question or
raise an issue?

2. Staff with time and skills to do their jobs
Do you feel you have enough time to care for residents? If no, why?
Are you encouraged to continue to develop your skills? In what ways?
What do you enjoy about your job?

3.  Have good knowledge of each individual res ident and how their needs may be
changing
How do you ensure that you and ot her memb
life history, personality and health and care needs when the resident first arrives?
How i s informati on a lawtheir healthraedsaredneeds updatedtaa s
these change and how do you know if there has been changes?

4.  Offer a varied programme of activities
What activities are available for residents inside the home?
What activities are available for residents outside the home?
What encouragement and assistance do you give to residents so that they can take part
in activities?

5.  Offer quality, choice and flexibility around food and mealtimes
What do you think of the quality and choice of food?
How do you make sure residents are able to eat and drink at mealtimes as well as
outside of mealtimes?
What choices do residents have about what and when they eat and drink?
What choices do residents have about where and how they eat and drink?
In what ways do you try to make meal times sociable?

6.  Ensure residents can regularly see health professionals
Please tell us about visits from all health professionals such as GPs, nurses, dentists,
audiology, opticians, chiropodists or other health care support mechanisms?

7.  Accommodate resid ents' personal, cultural and lifestyle needs
Can you give an example of how the home ¢
needs?

8.  Be an open environment where feedback is actively sought and used
In what ways can residents and their family/frien ds have a say in how the home is run?
Can you provide an example of how a resident or their family member has influenced
how the home is run?
How do you, as a member of staff have a say in how the home is run?

9. A physical environment suitable for the nee  ds of the residents
How is the home made dementia friendly?
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Appendix 4 - Questions for Activities Coordinator

Have strong, visible management

What support do you receive from the Manage r?

What is your experience of talking to the Manager when you want to ask a
question or raise an issue?

Staff with time and skills to do their jobs

Do you feel you have enough time to provide varied activities for residents? If no,
why?

Are you encouraged to continue to develop your skills? In what ways?

What do you enjoy about your job?

Have good knowledge of each individual resident and how their needs may be
changing

How do you ensure that you and other members of your team get to know a

r e s i d derhistérysand personality when they first arrive at the home?

Offer a varied programme of activities

What activities are available for residents inside the home?

What activities are available for residents outside the home?

What activity provision is m ade for those residents who cannot or do not wish to
undertake group activities?

What encouragement and assistance do you give to residents so that they can take
part in activities?

How do you ensure that residents have the opportunity to continue to take part in
their hobbies and interests?

Accommodate residents' personal, cultural and lifestyle needs
How are activities tailored to meet a

Be an open environment where feedback is actively sought and used

In what ways can residents and their family/friends have a say in what activities
are delivered both inside and outside the home?

Can you provide an example of how a resident or their family member has
influenced the provision of a new activity?

How are the acti vities provided evaluated to ensure residents are continuing to
enjoy them?

How do you, as a member of staff have a say in how the home is run?

A physical environment suitable for the needs of the residents
How is the home made dementia friendly?

www.healthwatchsunderland.com YR2
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Appendix 5 - Questions for Friends and Relatives
1. Strong visible management
Who is the Manager of the home?
Please tell us a little about the Manager?

2. Have staff got the time and skil Is to do their jobs
Do you feel the staff have the time to care for your friend/relative? Please explain.
Do you feel the staff have the skills to care for your friend/relative? Please explain.

3. Have good knowledge of each individual resident and how the  ir needs may be
changing
How wel | do you think the staff know your

health and care needs?
Does the home notice and respond when youl
How do they let you know about the chang es?

4. Offer a varied programme of activities
What do you think of the activities available for residents inside and outside the home?
Please tell us how your friend/relative is encouraged and supported to take part in the
activities.
Now they live at the ho me, is your friend/relative still able to do the things they used to
enjoy i.e. hobbies, interests, pets? Please explain.

5. Offer quality, choice and flexibility around food and mealtimes
What do think of the quality and choice of food?
How confident are y ou that your friend/relative is supported to eat and drink as much as
needed?
Please tell us how the home ensures that mealtimes are sociable?

6. Ensure residents can regularly see health professionals
Please tell us about your friends/relatives access to h ealth professionals such as GPs,
nurses, dentists, opticians, audiologists, chiropodists or other health care support
mechanisms?

7. Accommodate residentsd personal, cultural
Does your friend/relative have any specific lifestyle or religi  ous or cultural needs?
How do you feel the home respects and accommodates these needs?
What provision is there for your friend/relative to regularly get their hair cut/styled?
How good are the laundry staff at getting your friends/relatives own clothes b  ack to
them?
Is your friend/relative always clean and appropriately dressed?

8. Be an open environment where feedback is actively sought and used
Do you feel that you are a welcome participant in the life of the home?
In what ways can you and/or your friend /relative have a say in how the home is run or
give feedback?
How would you make a complaint about any aspect of the home, management or the
staff if you needed to?
Would you feel confident to make a complaint and do you think it would be acted on
appropriately?

9. A physical environment suitable for the needs of the residents
Do you always find the home at a comfortable temperature for residents?
Is the home always hygienically clean and tidy?
Is the home always well decorated and well maintained?
Do you think the home is a dementia friendly environment?
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DISCLAIMER:

A The observations made in this report relat

A This report is not representative of all r
views of those who were able to contribute within the time available.
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