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Is the service safe? Good     

Is the service effective? Good     

Is the service caring? Good     

Is the service responsive? Good     

Is the service well-led? Good     
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Summary of findings

Overall summary

About the service: 

The Red House is a residential care home, providing personal care and accommodation for people aged 65 
and older. At the time of our inspection 29 people were living in the service.

People's experience of using this service: 

People were safe living in the service. Risks had been identified and people told us they felt safe and well 
looked after.

Staff were kind and caring and supported people to be as independent as possible.
People had access to healthcare professionals when required.

Staff knew how to care for people. Staff used their skills and the resources and equipment provided so they 
risk of accidental harm or infections was reduced. People were supported to have the medicines they 
needed to remain well and as prescribed. 

People were supported to eat and drink. People were supported to have maximum choice and control of 
their lives and staff supported them in the least restrictive way possible.

The registered manager had clear oversight of the service and worked alongside staff. Staff were respectful 
of the register manager and told us they were approachable and supportive. 

We found the service continued to meet the characteristics of a "Good" rating in all areas; More information 
is available in the full report.

Rating at last inspection:

Good (The date of the last report published was 19 July 2016).

Why we inspected: 

This was a planned inspection based on the rating at the last inspection.

Follow up: 

We will continue to monitor this service in line with our re-inspection schedule for those services rated as 
Good.
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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? Good  

The service was safe.

Details are in our Safe findings below.

Is the service effective? Good  

The service was effective.

Details are in our Effective findings below'.

Is the service caring? Good  

The service was caring.

Details are in our Caring findings below'.

Is the service responsive? Good  

The service was responsive.

Details are in our Responsive findings below.

Is the service well-led? Good  

The service was well led.

Details are in our Well-led findings below.
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The Red House Welfare & 
Housing Society
Detailed findings

Background to this inspection
The 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.

Inspection team: 
The inspection team consisted of one inspector and an Expert by Experience. An Expert by Experience is a 
person who has personal experience of using or caring for someone who uses this type of care service.
This service was selected to be part of our national review, looking at the quality of oral health care support 
for people living in care homes. The inspection team included a dental inspector who looked in detail at 
how well the service supported people with their oral health. This included support with oral hygiene and 
access to dentists. We will publish our national report of our findings and recommendations in 2019.

Service and service type:
The Red House is a care home. People in care homes received accommodation and nursing or personal 
care. CQC regulates both the premises and the care provided, and both were looked at during this 
inspection. 

The service had a manager registered with the Care Quality Commission. This means that they and the 
provider are legally responsible for how the service is run and for the quality and safety of the care provided.

Notice of inspection:
The inspection was unannounced. 

What we did when preparing for and carrying out this inspection: 
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We reviewed information we had received about the service since our last inspection. This included details 
about incidents the provider must notify us about. We sought feedback from the local authority and 
professionals who work with the service. We assessed the information we require providers to send us as 
least once annually to give some key information about the service what the service does well and any 
improvements they plan to make. We used all this information to plan our inspection.

During the inspection we spoke with nine people who use the service and seven family members to ask 
about the experience of living in the service.

We spoke with the registered manager, deputy manager and seven staff including the chef. We observed the 
care and support provided to people and the interaction between staff and people throughout our 
inspection.
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 Is the service safe?

Our findings  
People continued to be safe and protected from avoidable harm. People's needs were assessed and plans 
were in place and followed to promote their safety.

Systems and processes: 
● The provider had processes in place to protect people from abuse. Staff could tell us about the different 
kinds of abuse and the steps they would take if they suspected or identified a person was being abused. The 
registered manger was aware of their responsibility to liaise with the local authority if safeguarding concerns
were raised. 
●People told us they felt safe. Comments included, "yes, I do feel safe, I can always talk to someone if I am 
worried about anything" and "If I ring my buzzer someone will always come quickly to see what I want." One 
relative told us, "My [name of relative] is 100% safe here I have no concerns at all."

Assessing risk, safety monitoring and management:
● Risks to people continued to be assessed and were managed safely. Staff were able to tell us how they 
supported people to minimise the risk for example of falls. We observed staff supporting people to move 
around the service as independently as possible, whilst ensuring there were no obstacles in the way.

Staffing and recruitment:
● Staffing levels were appropriate to meet the needs of people using the service. All staff spoken with said 
they felt there were sufficient staff on duty. Our observations throughout the day found staff were available 
to meet the needs of people living in the service.

● The registered manager carried out checks to ensure staff were suitable to work with vulnerable people. 
These included references and checks of the Disclosure and Barring Service, a national agency that keeps 
records of criminal convictions. 

Using medicines safely:
● People continued to receive their medicines safely. Since the last inspection the service had a new 
electronic monitoring system for medicines installed. This had been a huge success and made the 
administration and recording of medicines more efficient.

Preventing and controlling infection:
● Staff completed training in infection control. The service was clean and free from any odours. Staff made 
sure infection control was considered when supporting people with their specific care needs and used the 
relevant personal protective equipment such as gloves and aprons.

Learning lessons when things go wrong:
● The management team were keen to learn from incidents. There were systems in place to monitor and 
learn from accidents and incidents. These were analysed to look for any patterns or themes.

Good
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 Is the service effective?

Our findings  
People's care, treatment and support continued to achieve good outcomes, promoting a good quality of 
life.

Assessing people's needs and choices; delivering care in line with standards, guidance and the law:
● People's needs were assessed and care, treatment and support was delivered in line with current 
legislation and evidence based guidance that achieved effective outcomes.
● Care plans were regularly reviewed and updated to ensure people's changing needs were met.

Staff skills, knowledge and experience:
● Staff were competent, knowledgeable and skilled; and carried out their job roles effectively. Many staff 
had worked in the service for many years and therefore new people very well. Staff told us they received 
training and were positive about the training programme. As well as mandatory training, staff also received 
specialist training for example, Parkinson's and dementia.

Supporting people to eat and drink enough with choice in a balanced diet:
● People told us they enjoyed the food and were given the opportunity to have input into the menus. 
Comments included, "The food is very good, I am a vegetarian I can have whatever I would like to eat I am 
always asked" and "The vegetables are always fresh and we have homemade soup and cakes."
● The chef was knowledgeable about peoples likes and dislikes as well as about people who were on a 
specialised diet. 

Staff working with other agencies to provide consistent, effective, timely care:
● The service had clear systems in place for referring people to external agencies. Any input from health 
professionals was clearly documented in people's care plans with any outcomes or actions to be taken.

Adapting service, design, decoration to meet people's need:
● The environment was bright and airy and well decorated. People's rooms were personalised and the 
communal areas were homely and inviting.
● The registered manager told us, "When we had a refurbishment of some areas of the home we showed 
colour charts to the residents so they could choose the paint colours as it is their home."

Supporting people to live healthier lives, access healthcare services and support:
● People had access to services such as the chiropodist, optician and dentist. Some people could access 
these independently. A relative told us, "My [name of relative] did not feel to good today the staff would have
taken her to the Doctors but I wanted to take her, they are very good here they will always keep you advised 
of any concerns or issues."
● The service had a good relationship with other health professionals. One health professional told us, "The 
home is very good in communicating they want what is best for the people they care for."  

Ensuring consent to care and treatment in line with law and guidance:

Good



8 The Red House Welfare & Housing Society Inspection report 06 February 2019

● The Mental Capacity Act 2005 (MCA) provides a legal framework for making 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 
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 to receive care and treatment with appropriate legal authority. In
care homes, and some hospitals, this is usually through MCA application procedures called the Deprivation 
of Liberty Safeguards (DoLS). 
We checked whether the service was working within the principles of the MCA, whether any restrictions on 
people's liberty had been authorised and whether any conditions on such authorisations were being met. At
the time of our inspection the registered manager informed us some people had been referred for a DoLS 
authorisation and some were still pending.
● People's care plans contained clear information about their ability to make decisions on a day to day 
basis. Staff ensured people were involved in making any decisions and were clear about making sure any 
decisions where taken in people's best interest.
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 Is the service caring?

Our findings  
The service continues to involve people in their care and treats people with compassion, kindness and 
respect.

Ensuring people are well treated and supported; equality and diversity: 
● We observed staff interacting with people. Staff spoke with affection about the people they supported. 
● Staff took time to speak with people and to listen to what they had to say. People obviously felt safe and 
comfortable in the presence of staff. One relative told us, "I feel there is always a warming approach here, 
the residents appear happy when I come in so the staff must be caring for them. People always look well 
cared for their clothes are clean and hair brushed. My [name of relative] often has their nails painted."

Supporting people to express their views and be involved in making decisions about their care:
● People told us they were given plenty of opportunities to express their views. One person told us, "We have
regular resident's meetings and the management do listen to you, we have these once a month and you can
say what we would like to do for outings and talk about the menus."

Respecting and promoting people's privacy, dignity and independence:
● People told us the staff encouraged them to do as much for themselves as possible. One person told us, 
"The staff will let you be as independent as you can but will always help you if you need them to."
● Staff treated people with dignity and respect. We observed staff knocking on doors and closing doors 
behind them when they entered someone's room.
● People's records were kept securely, computers were password protected. Staff knew how important it 
was to keep people's information confidential.

Good
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 Is the service responsive?

Our findings  
Services were tailored to meet the needs of individuals and delivered to ensure flexibility, choice and 
continuity of care.

Personalised care:
● Care plans were detailed and contained clear information about people's specific needs, their personal 
preferences and how they wished to be supported. Each care plan was regularly reviewed and updated to 
reflect any changes.
● People had a spiritual care plan which ensured their spiritual needs were met. This included a regular 
church service and a visit from the salvation army.  
● People were enabled to follow a variety of interests and activities. Ideas and events were discussed at 
resident's meetings. The service employed activity staff who supported people with activities and outings. In
addition, two volunteers came in to the service and supported people with activities. Trips out included, 
going to garden centres, pubs, and shopping. Some people could go out into the community independently.

● One person told us they could buy items such as snacks and toiletries from a mobile shop which one of 
the volunteers bought around on a weekly basis to each person. People would also be asked if they wanted 
any personal shopping bought for them.
● The service held several fund-raising events throughout the year and invited the public to join them. These
included open gardens, fetes and coffee mornings.
● People told us they had plenty of activities to do within the service. One person told us, "There is always 
something going on I prefer to watch the others or just have a chat with other people."

Improving care quality in response to complaints or concerns:
● People knew how to raise concerns or complaint they may have. One person told us, "Yes, I would know 
how to complain but never had to and I have been here some time." One relative told us, "I am aware of the 
written complaints procedure, but I feel I could talk to the management anytime they are always ready to 
listen." 

End of life care and support:
● People care plans contained information regarding people's preferred end of life care. Compliments seen 
included family feedback praising the help and the empathy shown by the staff during their relatives end of 
life care.
●The registered manager told us they had access to the local hospice for training and support around end 
of life care.

Good
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 Is the service well-led?

Our findings  
The service was consistently managed and well- led. They assured person-centred high-quality care and a 
fair and open culture.

Planning and promoting person-centred, high-quality care and support; and how the provider understands 
and acts on duty of candour responsibility:
● The registered manager was committed to ensuring all staff promoted a person-centred high quality of 
care. The management team all wanted to achieve the highest possible outcomes for people. 
● The registered manager was supported by a deputy manager who supported them in the day to day 
running of the home.
● Staff told us they felt fully supported by the management team who were approachable. Comments 
included, "We work as a team, the manager is really approachable and supportive." 

Managers and staff being clear about their roles, and understanding quality performance, risks and 
regulatory requirements:
● The registered manager was experienced and knowledgeable and led by example. The staff had the 
upmost respect for them.
● To support the service's own quality assurance processes, the provider sourced the support from an 
external consultant. The registered manager told us that this person visited the service and completed 
audits on a quarterly basis. In addition to this, members of the service's committee visited the service and 
there were monthly committee meetings and annual general meetings.

Engaging and involving people using the service, the public and staff:
● Staff meetings were held regularly and all aspects of the service were discussed, for example people's care
needs, maintenance and staffing issues.
● Satisfaction surveys were undertaken annually for people who used the service and their relatives.

Continuous learning and improving care: Working in partnership with others:
● The registered manager told us they kept up to date with current legislation by attending care conferences
and using the local authority.
● The service worked in partnership with other organisations to ensure staff followed current best practice. 
These included healthcare professionals such as dieticians, speech and language therapists, GP's and 
district nurse. This ensured a multi-disciplinary approach to ensure people received the appropriate level of 
care and support.

Good


