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HW Reference: 20180327 

Time & Duration of Visit: 1.30 – 3.30 

 

Enter & View Residential Care Report – Planned Visit 3  

Spring House  
21 Eastbourne Road, Hornsea, East Yorkshire  HU18 1QS 

 
Date of visit: 27th March 2018    

HWERY Representatives: Michelle Harvey & Pam Wakelam 

Disclaimer: This report relates only to the service viewed on the date of the visit and is representative   
of the views of the service users who contributed to the report on that date. 

Main Purpose of Visit 
This is the third visit in the first round of four planned visits to Spring House.  During this 
visit we focussed on making general observations around the home to inform further 
recommendations based upon observations and discussions held with residents, staff and 
managers. We also made investigations into progress made towards implementing 
recommendations made from the previous visits. 

Previous Recommendations (Visits 1&2): 

 Introduce a ‘GOB’ (Glimpses of Brilliance) book to help improve staff moral and 
support staff to recognise and encourage existing good practice 

 Display photographs of residents taking part in activities and introduce personal 
photograph albums to stimulate residents memory and recall of events  

 Contact the ‘Nutrition Team’ to get further advice on residents nutrition 

 Distribute Staff & Relative Questionnaires for completion to gauge current views 

 Review ‘Fire Escape’ signs to ensure that they are all accurately located and not 
obscured 

 Ensure that all Dementia Friendly signage is displayed at eye level for residents 

 Review footwear policy/process to minimise the risk of trips and falls 

Summary of Key Findings – Visit 3 
The current management at Spring House continue to work hard towards making the 
necessary improvements to the home and are open and receptive to any suggestions that 
are made, evidence of progress being made towards previous recommendations is being 
observed at each visit, driven forward by the manager. 

Recommendations/Observations – Visit 3 
 Cross reference policies across all platforms to ensure clear designation and easier 

access and reference for all staff 
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 Replace table cloths to a more Dementia friendly design (no patterns) and replace 
metal table grips with plastic ones 

 Review day and date notices to make more visible and understandable for residents, 
ensure details are updated and accurate/consistent in each room 

 Log and regularly audit each residents inclusion in activities to ensure all are 
accessing appropriate activities on a regular basis 

 Investigate the provision of ‘Pet Therapy’ an additional activity option 

 Consider adjusting some staff on day shift to an 8am start/8pm finish to alleviate 
potential staff shortage during busy evening period 

 

 

Full Report 

Main Findings 

How safe is the setting for service users? 

As at previous visits the home showed a high standard of cleanliness with no prevalent 
odours. 

There continues to be a high ratio of staff to residents and staff are aware for the need to 
ensure that all areas are adequately supervised at all times; when one resident asked a 
member of staff to leave the communal lounge with them, the member of staff asked them 
if they would wait and explained ‘I can’t go yet as there will be no-one left on the floor, we 
can go soon’. 

New fire escape signs have been ordered which will be put into place as appropriate once 
they have been received.    

Following on from the recommendation from the previous visit to review the footwear 
policy/process, time was taken with the manager to go through a ‘policy journey’.  
Although there was an adequate policy in place, discussions were held with regard to the 
benefits of cross referencing policies across all platforms and how this could be achieved to 
improve outcomes for staff and residents.  The management were very open, honest and 
receptive to discussing ideas on how this could be best achieved. 

In the dining room, metal table cloth clips were found lying on top of tables which had 
been used to help keep table cloths in place; it was suggested that if necessary, plastic 
clips would be safer, especially when they became loose and were accessible to some 
residents.  

The office space at Spring House is small and quite cramped, it was advised that a ‘de-
clutter’ could improve the working environment, make it a more effective work-space and 
create a better impression.  

 

How effective do service users consider the service to be? 

Staff were observed effectively communicating with residents and giving individuals the 
opportunity to make their own choices.  One resident indicated that they would like to 
move but needed assistance; the carers first asked the resident if they would like assistance 
but then asked ‘are you ready?’ before giving them assistance that they needed.  We 
observed equipment being used safely and effectively to move another resident.   



 
 

 3 Healthwatch East Riding of Yorkshire Enter & View Visit Questionnaire        

 

When one resident had become quite unsettled and was beginning to get a little upset, a 
carer sat with him and held his hand, giving him re-assurance until he was calm again. 

Improvements in the dining room are still on-going, it was noticed that the table cloths in 
the dining room had a spotted pattern on them which can be confusing for those living with 
Dementia; plain coloured cloths would be more Dementia friendly.  It was also noted that 
the time and date on the display board had not been updated and were different in the 
lounge and dining room, which could cause confusion for residents.   

A new display board is now being developed which shows photographs of residents taking 
part in various activities, and of residents and their relatives spending time together at the 
home, which will be useful aid to stimulate the memory and recall of events for residents.  
It was suggested that some of the photographs could be made bigger, but this was a 
positive step in personalising the environment for both residents and their families. 

 

How caring do service users find the service? 

All interactions observed between staff and residents continue to be friendly and 
supportive.  One carer was observed assisting a resident reading the newspaper and 
discussing some of the articles, the resident showed an interest in the football pages and 
the carer said they would make arrangements for him to watch the match scheduled to be 
shown on TV later in the day, if he would like that (to which he said he would) . 

With regard to activities, one resident indicated that he didn’t take part in any activities at 
the home and was unaware of what activities took place, but did indicate that he would 
very much like to go out.  The resident also told us that he would like to drive again, but 
unfortunately can’t as he has Parkinson’s disease; the manager explained to us that they 
are working closely with the resident’s family to discuss all available options as it is the 
residents family that are not confident in caring for the resident at home.  Evidence 
showed that regular meetings were being held and that all possible options were being 
explored, the resident had their own key for their door and were encouraged to live as 
independently as possible while at the home. 

 

How responsive to their needs do service users find the service? 

We observed one carer taking the opportunity to write up notes while supervising the 
communal lounge where the residents that were present were dozing after their lunch, 
ready to respond should the need arise. 

There was less evidence of activities taking place during this visit compared to previous 
visits and from scrutiny of the activities timetables and after speaking to some residents, it 
seemed that some activities may be a little repetitive and potentially being accessed by the 
same few residents, this was supported by comments made by a few staff via staff 
questionnaires.  It was suggested that an activities audit should take place to ascertain who 
was engaging and the relevance of each activity for the residents currently at the home.  A 
rummage box has been provided for residents, however during this and previous visits, we 
have not noticed it being accessed by any residents; it may be better positioned in another 
place or again undertake a monitoring exercise to ascertain its effectiveness.  From 
discussions held with residents, it was suggested that ‘Pet Therapy’ might be beneficial and 
meet the interests of a number of the residents spoken to.  
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Staff told us that they still find the evening period very busy when many of the residents 
choose to want to go their rooms and need assistance at a similar time, the manager told us 
that the home was currently trying to recruit a member of staff for the ‘twilight shift’ to 
alleviate this; however there was always a member of staff ‘on-call’ should a situation arise 
or should additional support be required. 

 

How well-led do service users consider the service to be? 

The current management at Spring House continue to work hard towards making the 
necessary improvements to the home and are open and receptive to any suggestions that 
are made, evidence of progress being made towards previous recommendations is being 
observed at each visit, driven forward by the manager. 

Staff tell us that the current manager is approachable and listens to any concerns that they 
have and that this gives them the support that they need to do their job well; one member 
of staff told us, ‘We have never not cared, you can’t do this job without caring, but without 
the support we have now you never used to be able to do what you needed to do’.  Via the 
staff questionnaires that were distributed at the first visit, the overall consensus is that 
staff now feel positive about working at Spring House and that the changes that have been 
made are positive, one member of staff commented, ‘I am now very confident that if I need 
help or need to know something either other staff or the management will be able to give 
me the answers’; another ‘Spring House has made considerable progress and is now looking 
forward’. 

With regard to current staffing levels, the only concerns raised by staff are over the 
‘twilight shift’ which is currently being advertised, so should be able to be addressed 
shortly; however it appears to be an intermittent problem and is dependent on the 
immediate demands made by the residents at the time. 

A number of staff questionnaires have now been returned and there were some negative 
comments made; however the negative comments that were made were generally in 
relation to the previous management where staff had felt ignored and let down by not only 
the temporary manager that had now left, but by those higher up the management chain at 
area management level.  Staff had felt their concerns were ignored and that they are the 
ones now left to suffer the consequences, rather than those higher up being held to 
account.  Some staff have also expressed concerns that disparities in pay and hours etc. 
have left them feeling that they are not as good or as valued as other staff within the 
Hatzfeld group, despite their best efforts and them implementing and supporting all of the 
current improvements.  The current manager has implemented regular staff meetings and 
individual appraisal meetings where these concerns can be raised and discussed. 

 

 

 

 

 
Signed on behalf of HWERY 

 
 

 
Date:  

Response from Setting: 

[To be completed by office once received] 

 


