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Summary of findings

Overall summary

This unannounced inspection took place on 13 December 2016. We last carried out a comprehensive
inspection in June 2015 followed by a focused inspection in May 2016. During these inspections we found
the service required improvement in the way it managed medicines and the way it trained staff.

Pinetree Lodge is a care home providing accommodation and nursing care for up to 34 adults. Care is
provided to people living with dementia. Accommodation is across one floor divided into two separate
units. At the time of our inspection there were 27 people living at the home.

The service had a registered manager. A registered manager is a person who has registered with the Care
Quality Commission to manage the service. Like registered providers, they are 'registered persons'.
Registered persons have legal responsibility for meeting the requirements in the Health and Social Care Act
2008 and associated Regulations about how the service is run.

Although there were sufficient staff to meet people's needs the provider was not using a dependency tool to
support the setting of staffing levels. We made a recommendation about this.

The service managed medicines appropriately. They were correctly stored, monitored and administered in
accordance with the prescription. People were supported to maintain their health and to access health
services if needed. People who required support with eating and drinking received it and had their nutrition
and hydration support needs regularly assessed.

Staff were trained to an appropriate standard and received regular supervision and appraisal. As part of
their recruitment process the service carried out background checks on new staff.

Where people were not able to make important decisions about their lives the principles of the Mental
Capacity Act 2005 were followed to protect their rights. Staff were aware of how to identify and report abuse.
There were also policies in place that outlined what to do if staff had concerns about the practice of a
colleague.

Care plans were subject to regular review to ensure they met people's changing needs. They were easy to
read and based on assessment and reflected the needs of people. Risk assessments were carried out and
plans were put in place to reduce risks to people' safety and welfare.

Staff had developed good relationships with people and communicated in a kind and friendly manner. They
were aware of how to treat people with dignity and respect. Policies were in place that outlined acceptable

standards in this area.l]

There was a complaints procedure in place that outlined how to make a complaint and how long it would
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take to deal with. People were aware of how to raise a complaint and who to speak with about any concerns
they had. There were no outstanding complaints in the service.

The home was well led by a registered manager who had a vision for the future of the service. A quality
assurance system was in place that was utilised to improve the service.
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The five questions we ask about services and what we found

We always ask the following five questions of services.

Is the service safe?

The service was safe.

We made a recommendation about the calculation of staffing
levels

Appropriate checks were carried out during the recruitment of
staff.

Staff knew how to identify and report potential abuse.

Is the service effective?

The service was effective.

Staff were trained and supported to ensure they had the skills
and knowledge to provide the care people required.

The service worked in conjunction with other health and social
care providers to try to ensure good outcomes for people who

used the service.

People received adequate support with nutrition and hydration.

Is the service caring?

The service was caring,
People told us they felt they were well cared for.
Staff treated people in a dignified manner.

There were policies and procedures in place to ensure people
were not discriminated against.

Is the service responsive?

The service was responsive to people's needs.
People made choices about their lives and were included in

decisions about their care. They were included in planning the
care they received.
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Support plans were written in a clear and concise way so that
they could be easily understood.

People were able to raise issues with the service in a number of
ways including formally via a complaints process.

Is the service well-led?

The service was well-led.
The service had a robust quality assurance system in place.

The registered manager had a vision for the future of the service
that was centred on the people who used the service.

People were asked for their views about the service and knew

how to contact a member of the management team if they
needed.
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Detailed findings

Background to this inspection

We carried out this inspection under Section 60 of the Health and Social Care Act 2008 as part of our
regulatory functions. This inspection checked whether the provider is meeting the legal requirements and
regulations associated with the Health and Social Care Act 2008, to look at the overall quality of the service,
and to provide a rating for the service under the Care Act 2014.

This inspection took place on the 13 December 2016 and was unannounced.
The inspection was carried out by one adult social care inspector.

Before the inspection the provider completed a Provider Information Return (PIR). This is a form that asks
the provider to give some key information about the service, what the service does well and improvements
they plan to make. We also reviewed the information we held about the service, such as notifications we had
received from the registered provider. A notification is information about important events which the service
is required to send us by law. In addition we gathered information from adult social care and the clinical
commissioning group (CCG). We planned the inspection using this information.

We spoke with three of the people who used the service and two relatives. We also spoke with 10 members
of staff including the registered manager, care staff from both units and nurses.

We read five written records of care and other policies and records that related to the service. We looked at

two staff files which included supervision, appraisal and induction and examined the training record and
quality monitoring documents.
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Is the service safe?

Our findings

At the time of our last inspection we found the service had improved the way they managed and stored their
medicines and the way they care planned and recorded certain types of medicines such as the
administration of liquid medicines and topical creams.

During this inspection we saw that the service had sustained improvements. Medicines were stored
appropriately and administered by registered nurses. We carried out checks on medicine administration
record charts (MAR charts) for both oral medicines and topical creams. We noted that MAR charts had been
filled in correctly. There were care plans in place that outlined when to administer extra, or as required,
medication. Procedures were in place for the ordering and safe disposal of medicines.

We spoke with people who used the service and their relatives and we asked if there were enough staff to
meet people's needs in a timely manner. A relative told us, "l have no concerns."

During our inspection we noted that staff appeared calm and were responding to people's requests for
assistance quickly and professionally. When we spoke with staff they told us, "We are well staffed."

According to the duty rota the registered manager was achieving consistent staffing levels and had
arrangements in place to cover short notice absence. These included offering additional hours to staff or
redeploying senior staff, including themselves. There was no evidence to indicate how the registered
provider calculated how many staff were appropriate to meet people's needs.

We recommended that the provider consider the use of a dependency tool to assist them in continuing to
ensure that there are adequate staff available to support people.

We asked people who used the service and their relatives if they felt Pinetree Lodge was safe. One relative
said of his wife, "Yes, she is safe."

The staff we spoke with knew how to protect people who used the service from bullying, harassment and
avoidable harm. Staff told us that they had received training that ensured they had the correct knowledge to
be able to protect vulnerable people. The training records we saw confirmed this. If staff were concerned
about the actions of a colleague there was a whistleblowing policy which provided clear guidance as to how
to express concerns. This meant that staff could quickly and confidentially raise any issues about the
practice of others if necessary.

Providers of health and social care services are required to tell us of any allegations of abuse. The registered
manager of the service had informed us promptly of all allegations, as required. From these we saw, where
staff had concerns about a person's safety, both the staff and the registered manager had taken appropriate

action.

We look at the recruitment records for staff. We saw that safe systems were used when new staff were
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recruited. All staff had obtained a Disclosure and Barring Service check which demonstrated they were not
barred from working with vulnerable people. The registered provider had obtained evidence of their good
character and conduct in previous employment by seeking references from previous employers.

There were contingency plans in place to deal with emergency situations such as fire or power cuts. For
example people had personal evacuation plans which outlined how they would be kept safe in a fire. The
registered manager or her deputies were always available to talk to out of hours via telephone and would
attend the home if necessary.

Potential hazards to people's safety had been identified and actions taken to reduce or manage any risks.
We saw that people's written records of care held important information for staff about hazards and the
actions to take to manage risks to themselves and the person they were supporting. For example some
people were identified as being at risk of hazards such as traffic whilst out in the community. Plans were in
place to ensure people were able to cross roads safely.

Staff had access to protective clothing such as gloves and aprons while carrying out personal care. Staff told
us that infection control was part of their induction training and was regularly updated. This helped to
ensure that people were cared for by staff who followed appropriate infection control procedures. There
was a malodour in some areas of the home, however the registered manager was in the process of replacing
floor coverings throughout the building which was having a positive effect.
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Is the service effective?

Our findings

We spoke with people who used the service and their relatives. We asked them if they felt staff were able to
provide appropriate support. One relative commented, "l find [the staff] very helpful."

All of the staff we spoke with told us they had received induction training before working in the home. They
said they worked with experienced staff to gain knowledge about how to support people before working on
their own. When asked about the quality and frequency of ongoing training one member of staff
commented, "It is the most training I've ever had [in care] in any company | have worked for."

The registered manager had good systems in place to record the training that care staff had completed and
to identify when training needed to be repeated. In addition to the training that the provider deemed
mandatory such as infection control and the Mental Capacity Act, additional training was available. For
example vocational qualifications. Staff we spoke with told us the training provided helped them to support
the people in the service appropriately.

The registered manager ensured that supervision and appraisal sessions were carried out regularly and in
accordance with the provider's policy. Supervision sessions gave staff the opportunity to discuss training
required or requested and their performance within their roles. Staff were able to discuss all elements of
their role during supervision sessions and topics discussed included any issues that related to their work,
directly or indirectly. Staff told us, "I'm happy in my job." And, "The [registered] manager is always there if
you need them."

The Mental Capacity Act 2005 (MCA) provides a legal framework for making particular decisions on behalf of
people who may lack the mental capacity to do so for themselves. The Act requires that, as far as possible,
people make their own decisions and are helped to do so when needed. When they lack mental capacity to
take particular decisions, any made on their behalf must be in their best interests and as least restrictive as
possible.

People can only be deprived of their liberty so that they can receive care and treatment when this is in their
best interests and legally authorised under the MCA. The application procedures for this in care homes and
hospitals are called the Deprivation of Liberty Safeguards (DoLS). We checked whether the service was
working within the principles of the MCA and whether any conditions on authorisations to deprive a person
of their liberty were being met. We found that DoLS applications had been made to the local Dol S Authority
and were being correctly implemented and monitored.

The service acted in accordance with the Mental Capacity Act 2005. For example, if people lacked capacity
staff ensured that other professionals and family members were involved in order to support people in
making decisions in their best interests. These best interest decisions were clearly recorded within people's
files including who had been involved and how the decisions had been made in the person's best interests.
The service was aware that some family members had lasting powers of attorney and ensured that these
were acted upon in relation to making decisions about people's care or to update family members about a
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person's welfare. Lasting powers of attorney give families or guardians legal rights to be involved in either
financial decisions or health and welfare decisions or both.

We observed that people were always asked for their consent before staff supported them to do something.
Staff told us that they would not provide any support without first asking for permission.

People we spoke with about the nutrition and hydration support in the home told us that they liked the food
in the home. We observed people enjoying meals and being given a choice of what they could eat.

Each person in the home had a nutritional needs assessment. In addition to the service's assessment
professional advice from dieticians and speech and language therapists had also been obtained. The
kitchen staff were aware that some people required specialist diets and others required fortified food. The
service used a system of pre-packaged meals from a supplier. Packaging of the meal was coded and
identified who it was suitable for, such as people who required a soft diet. The service was able to order
meals specific to people's needs, this included religious preferences.

People's weight was monitored on a regular basis and food and fluid intake was accurately documented.
This helped staff to ensure that they were not at risk of malnutrition.

Individuals' care records included guidance for staff about in what circumstances they should contact
relevant health care services if an individual was unwell. We found evidence to show people who used the
service could be confident they would be supported to access appropriate health care services, for example
a visit from a GP.

The registered manager had risk assessed the environment. This risk assessment included information
about area of the home, any risks present and the mitigation for the risk. The registered manager used this
assessment to help inform her as to what areas of the home required maintenance and why. She had used
this information to help make improvements such as changing floor coverings in all the corridors.
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Is the service caring?

Our findings

We spoke with people who used the service and their relatives, they told us that the staff were caring and
treated them well.

Throughout our inspection we observed staff speaking with people in a kind and caring manner. We spent
time in communal areas observing staff serving beverages and snacks. Staff took time to make conversation
with people whilst supporting them.

We looked at people's written records of care and saw that, where possible, care plans were devised with
the person who used the service or their relatives. This meant, where possible, people were actively involved
in making decisions about their care treatment and support.

The service had robust policies that referred to upholding people's privacy and dignity. In addition the
service had policies in place relating to equality and diversity. This helped to ensure people were not
discriminated against. During the inspection we saw staff ensured that people's privacy and dignity were
protected.

The registered manager had details of advocacy services that people could contact if they needed
independent support to express their views or wishes about their lives. Advocates are people who are
independent of the service and who can support people to make or express decisions about their lives and
care. The registered manager described what they would do to ensure that individual wishes were met when
this was expressed either through advocacy, by the person themselves or through feedback from relatives
and friends. We found evidence within people's care files to show advocacy involvement.

When we spoke with staff it was clear they knew people well. They were able to tell us about people's
preferences and what kind of support they required. There was information within people's care files that
gave staff information about people's life histories. This provided the staff with information to help build
relationships with the people they supported.

The service had policies, procedures and training in place to support people who required end of life care.
The registered manager told us staff had undertaken specific training for this. The service worked alongside
other providers to ensure that this care was carried out correctly.

Staff were able to explain to us how important it was to maintain confidentiality when delivering care and
support. The staff members we spoke with were clear about when confidential information might need to be
shared with other staff or other agencies in order to keep the person safe.

Care plans clearly identified the level of support that people required and gave staff clear instructions about
how to promote independence. For example people's care plans contained information on what they could
manage themselves, such as brushing their own teeth. In addition levels of independence were assessed
and care planned for. For example though some people were capable of washing or bathing themselves
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they sometimes needed gently reminding by staff to do this. Whereas other people required full support
whilst attending to their personal care needs.
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Is the service responsive?

Our findings

We spoke with people who used the service and their relatives and they told us they knew who to speak with
if they had a comment or complaint about the service. One relative said, "I would speak to the nurses or the
[registered] manager."

The service had a formal complaints policy and procedure. The procedure outlined what a person should
expect if they made a complaint. There were clear guidelines as to how long it should take the service to
respond to and resolve a complaint. The policy mentioned the use of advocates to help support people who
found the process of making a complaint difficult. There was also a procedure to follow if the complainant
was not satisfied with the outcome. There were no outstanding complaints at the time of our inspection.
The registered manager explained that wherever possible they would attempt to resolve complaints
informally.

When people were referred to the service an assessment of needs was carried out. This included assessing
their mental wellbeing, their dietary needs and their mobility. The information was then used to write a care
plan. This was then further developed and reviewed on a regular basis and as people's needs changed.
Written records outlined the support that people required in all aspects of their life.

The service was formulating clear and concise care plans that were easy to understand. Reviews of care
plans were carried out regularly and involved the person receiving support or their relatives and health and
social care professionals. The care plans gave clear instructions to staff about the support the person
required and their preferences for how that should be delivered.

We saw evidence that confirmed that where possible people had been consulted about their care plans.
People had been able to express their wishes and preferences as part of the process and this was in line with
what staff delivered.

There was evidence within the care plans that showed people had exercised their choice. For example some
people's care plans recorded their preferred choice of meals. Others indicated what people's chosen daily
routines were.

We spoke with a relative about the activities offered to people who used the service. They told us, "They put
plenty of entertainment on." The registered manager told us that there were many person centred activities
facilitated by the service including hiring singers and trips out. In addition the service had devised and
implemented activities for people who lived with dementia. This included setting up 'activity stations'
throughout the day. The stations had different themes including cleaning equipment and musical
instruments. People were free to pick up objects and interact with them in a way of their choosing.

People's care plans reflected the activities that were available to them and took into account their

preferences. For example one care plan we looked at stated "[Name] has always been a busy man doing lots
of paperwork, he likes to feel wanted and useful." The care plan went on to list activities the person liked
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including writing, tidying and helping out with the laundry.
Where people were supported by more than one provider, the registered manager described how they

liaised with both the other providers and the commissioners of the service to ensure that there were clear
lines of communication and responsibility in place.
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Is the service well-led?

Our findings

We spoke with people and asked them about their experience of the leadership within the home. People
told us they were satisfied with this aspect of the service. A relative told us, "l have no concerns. The
registered manager addressed all the people we spoke with by name and demonstrated knowledge of each
person we spoke with them about. The staff told us they felt supported by the registered manager.

We spoke with clinical leads within the service and asked how they provided leadership within the home.
They were aware of their professional accountability and ensured that all staff were aware of their
responsibilities.

People were asked for their views about the support they received. They registered provider had sent out
quality monitoring questionnaires so people and their relatives could share their experiences with them. We
looked at the returned questionnaires and saw that the provider used them to monitor the performance of
the service from a 'customer' perspective.

We spoke with the registered manager and asked her about her vision for Pinetree Lodge. She told us, "My
vision is that our service will continue to be a place where residents and their family and friends are valued,
listened to, and cared for. Our main focus is on getting to know our residents as well as we can, so we can
meet their needs and improve their wellbeing in ways that are personal to them. | aspire to our service
continuing to improve itself on an ongoing basis, founded upon conversation and feedback from our
residents, their families and friends, and our staff. Our team of support workers, mental health nurses, and
nursing associates are recruited not only for their skills, but also for their warmth, optimism, and desire to
create a positive experience for everyone. My vision for Pinetree Lodge is that it instils confidence and hope
in all who rely upon us for the best quality of care."

The registered manager carried out checks on how the service was provided in areas such as care planning,
medication administration and health and safety. She was keen to identify areas where the service could be
further improved. This included monitoring staff while they carried out their duties to check they were
providing care safely and as detailed in people's care plans. This helped the registered manager to monitor
the quality of the service provided.

All audits and checks were shared with the registered provider who visited the home regularly to monitor
quality. As a result of a recent visit resources had been allocated to replace worn flooring.

During the inspection the registered manager and her team were keen to work with us in an open and
transparent way. All documentation we requested was produced for us promptly and was stored according
to data protection guidelines.

The registered manager was aware of their duty to inform us of different incidents and we saw evidence that

this had been done in line with the regulations. Records were kept of incidents, issues and complaints and
these were all regularly reviewed by the registered manager in order to identify trends and specific issues.
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There were regular staff meetings held so that important issues could be discussed and any updates could
be shared. These were clearly recorded so that members of staff who were not able to attend could read
them afterwards.
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