


At NorseCare, we understand that
choosing a care home can be a very
emotional experience.

If you are looking for a care home for a loved-
one, you may experience feelings of anxiety —

and even guilt — about finding the ‘right’ place.

Such an important decision needs to be taken

with great care: but it will allow both your
loved-one, and you, to move positively and
confidently into the next phase of your lives.

At NorseCare, we want to support you in
finding the best option. That's why you are
very welcome to come and visit any of our
homes or Housing With Care schemes, so you
can find out what we have to offer.

Have a look round, speak to our staff, chat to
our residents — and see how NorseCare is
helping many people to lead fulfilling, secure,
comfortable and dignified lives.

We firmly believe that NorseCare'’s
caring spirit is best summed up

by the people who know us best.
This booklet, therefore, has been
specially designed to capture

the words of our managers, staff,
residents and their relatives.

NorseCare - Dignity in Everything We Do..



They ‘say it as they see it' — and we hope that
their very honest accounts of NorseCare will
give you a positive and reassuring insight into
day-to-day life at our homes.

Living in a care home or Housing With Care
scheme will provide 24-hour care in one place,
with a friendly team of experienced and qualified
people providing continuity of care and security.

In our establishments, there are opportunities

to try new activities and enjoy new friendships.

This helps to prevent loneliness and often
gives people a fresh sense of purpose.

We recognise the importance of
building a spirit of community in
our homes and care schemes, and
residents and tenants can join in
as far as they wish. There is also
a strong emphasis on making
their relatives, families and friends
welcome at all times.

We hope that this booklet will provide you
some basic information about living with
NorseCare, but should you have any queries
we will be very pleased to help you.

Please contact us on info@norsecare.co.uk
or call 01603 894366, where a member of our
team will be happy to help you further.
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Putting the focus clearly on care - and
treating people with dignity

Dignity is at the heart of good quality care.
It's about treating people who need care as
individuals and enabling them to maintain the
maximum possible level of independence,
choice and control over their lives.

We want people who live with us to feel
supported and to have real control over making

decisions about their care, as far as they are able.

This includes deciding for themselves on

activities that suit their individual lifestyles and
personalities; their own choice of meals and
drinks; and ensuring that their spiritual and
religious needs are met and respected.

NorseCare residents must also feel safe
and comfortable about raising any issues or
concerns they may have.

We have introduced Dignity Care Audits in every
home and have recruited more than 200 ‘Dignity
Champions' to listen and act on what the people
who use our service tell us they want.

Treating people with dignity, NorseCare
believes, is about far more than ensuring
privacy in the daily personal care they receive.

We put a great deal of emphasis, too, on
giving residents a sense of dignity, pride and
purpose — with a clear focus on their abilities,
rather than their disabilities.

We also take time to learn more about their lives,
their upbringings, their careers, their families and
what ‘makes them tick’ as individuals.
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“We are very proud of the home we have here and our team have put tremendous effort into
creating the atmosphere and achieving Butterfly status. We work long and hard to create this
level of quality but we do it for the people who live here because they are central to everything
we do. | am sure all the other NorseCare homes would say the same thing. It's all about quality
and care.”

Karen Sell, Manager, NorseCare Dementia Care Home

“When it comes to personal care, we make each resident feel respected and treated as a person —
never patronised. | think it's about treating people as you would want to be treated yourself.”

Greta Overton, Senior Care Assistant, NorseCare Dementia Care Home

“Our care home, | always feel, is a very happy place. That's something people often comment
on when they visit. We are family orientated and our warm, caring atmosphere is beneficial to
residents and staff alike.”

Anne Barrow, Care Co-Ordinator, NorseCare Residential Care Home

“Coming into this NorseCare complex changed my life and, after only two weeks, my daughter
couldn't believe | was the same person! | was able to get back to the person | used to be. It's
the companionship of both the staff and the other tenants, the sense of security and the support.
You only have to ask and they do their very best to help you — however big or small the problem
might be. | like meeting people and chatting in the communal areas but | also like quiet time in
my own flat, so this offers the best of both worlds.”

“Mum moved here in February 2012 when she could not longer live safely in sheltered
accommodation. She'd only been here a couple of weeks and we could truly see the difference.
She had real peace of mind, she was safe, warm, had all she needed to eat, things to do and
people to talk to. We could see the transformation and | think that's remarkable.”
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High quality staff become trusted and Above all, our staff are genuinely committed

caring friends and friendly individuals who carry out their

daily work with great enthusiasm, loyalty and
Our staff are our greatest asset and we are warmth. For many NorseCare residents and
very proud of the consistently high levels relatives, our staff become trusted, valued and
of care and commitment they bring to our caring friends.

NorseCare homes.

As care staff, they provide real ‘person-
centred care’ on a daily basis. It is therefore
important that they feel such an approach is
also being applied to them as individuals.

We believe in supporting staff

and providing opportunities for
continuous learning and development
throughout their careers.

Learning and development is about far more
than just attending a training course. We
ensure that all training is carried through into
their day-to-day practice so our staff feel
competent in undertaking their important role
in delivering excellent quality individual care.

6 NorseCare - Dignity in Everything We Do...



“The NorseCare staff are all so friendly and are like helpful neighbours. If | want anything, | just
ask and they help all they can. They never complain or grumble, they are flexible and always
happy to have a little chat. There's a nice atmosphere here and that, | think, is because the care
staff really do care.”

“The NorseCare staff are always very friendly to Mum, to me and to all members of our family
when we come to visit. They will do anything for you and are happy to stop and chat. To be
honest, we have no complaints whatsoever about this home. It has a nice atmosphere and is a
lovely place.”

“The staff get to know you here and you are treated as a real person. I've always been keen
on lacemaking and embroidery, so they have put some pieces of my work up on the walls as
decorations. Instead of having just a plain nameplate on my bedroom door, they've put a little
picture of a lady doing lacework. They see me as ‘the lace lady’ and | think that’s really lovely.”

“I enjoy my job with NorseCare so much, I'm proud of my success and couldn’t imagine doing
anything else. The people we care for have had lives and histories — it's about finding out
about them, understanding them as indlividuals and then doing your very best to care for them,
physically and emotionally. That's why | love my job.”

Pippa Riches, Care Co-Ordinator, NorseCare Housing With Care (HWC) scheme

“Our staff are very loyal, very dedicated and come into work whatever the weather because
they genuinely enjoy being here and being part of what we do. Employees go on various formal
training courses, of course, but much of their real learning is done here, on the job. You learn
something new every single day. As a Manager, | feel that | am making a difference — whether
that's to my team or to the tenants. Seeing the tenants laughing, blossoming, growing in
confidence and feeling so comfortable here is very fulfilling.”

Liz Watson, Manager, NorseCare Housing With Care (HWC) scheme
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Nourishing meals - with plenty of
choice and flexibility

Mealtimes are always an important part of the
day for NorseCare residents and we provide
excellent catering services at all our homes.

Our residents and tenants are involved as
much as possible in helping to devise menus,
taking part in special events, having their say
on the dishes we serve and enjoying ‘hands-
on’ cookery and food preparation sessions.

If they choose, they can help with laying the
tables and folding the napkins.

Most have been cooking meals for themselves
and their families all their lives, so it's only
natural that they should still want to feel part
of this important daily routine in old age.

Our catering staff put the
emphasis on healthy, fresh and
locally-sourced food — and we
change our menu three times a
year, taking into account ‘feedback’
from residents’ questionnaires.

We are always very happy to discuss individual
food and drink requirements with residents, to
ensure they are well-fed and nourished.

The content of NorseCare menus is nutritionally
analysed and we have a very good working
relationship with a local NHS dietician, who
provides detailed advice for our catering services.

Special themed menus are held throughout
the year, catering staff dress up accordingly
and dining areas are transformed with
displays, props, posters and music.
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“There is always plenty of choice, food-wise — and always something different every day. We
have a ‘set menu’ but do everything we can to accommodate people if they want something
else. The main priority is that they eat things they like and they eat well. It is also important that
we offer them a range of foods so they don't get stuck in a rut and are aware of all the options
available.”

Margaret Elden, Care Assistant, NorseCare Dementia Care Home

“There is an emphasis on making sure people have a nutritious meal as well as offering a wide
variety of choice. The food is great and our catering team gets involved in the Residents’ Forum to
ensure there is a useful dialogue regarding menus and quality.”

Tim Price, Manager, NorseCare Residential Care Home

“I've been really impressed with the food. It's all cooked for you, there is always a great variety
on offer and it's lovely. I've started eating desserts these days, which is something | never used
to do throughout my life at home. They're delicious!”

“The quality of the food here is good and people have choices. If someone says they fancy an
omelette, for example, and it's not on the menu, we will do our best to rustle one up. Residents
can have their meals served in the dining room, in one of the lounges or in their own room — so
that all adds to the variety and convenience.”

Anne Barrow, Care Co-Ordinator, NorseCare Residential Care Home

“We always ensure there is a choice at mealtimes, that there is plenty of variety and that the
quality of food is very good. We are constantly flexible, of course, because people — particularly
the elderly — don't always want large lunches. We listen to our residents and work very hard to
ensure that they are well-fed and eat the kind of things they want.

Greta Overton, Senior Care Assistant, NorseCare Dementia Care Home
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Dementia needs a special kind of care
and understanding

We understand how distressing it can be
when a loved-one is suffering from some form
of dementia — and when moving into a care
home becomes the only option.

NorseCare has considerable
experience of dementia care, with
the safe, reassuring environment
needed and our teams of specially
trained and experienced staff.

The term ‘dementia’ describes a set of
symptoms which include loss of memory, mood
changes, and problems with communication
and reasoning. These symptoms occur when
the brain is damaged by certain diseases,
including Alzheimer’s disease and damage
caused by a series of small strokes.

Dementia is progressive, which means the
symptoms will gradually get worse. How fast
dementia progresses will depend on the

individual person and what type of dementia
they have. Each person is unique and will
experience dementia in their own way.

Some people, initially, manage to cope at
home with the problems of dementia. As
things deteriorate, however, they have to
make a brave decision to choose a care home
instead, often with the support of a GP or
other healthcare professionals.

We understand how this must feel — and the
experts at our NorseCare dementia care homes
therefore work very closely with the partners
and families of loved-ones, to ensure they are
well supported themselves and play a key role in
putting together the individual care plan.

Ideas about what makes good dementia
care are changing and, at NorseCare, we
work with leading professionals in the field
to make sure we provide the best for our
tenants and residents. We recognise that the
right environment, culture and the approach
of our staff can be crucial to the well-being
of people with dementia.
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“Caring for people with dementia is a very special kind of care and very intensive. Patience is
absolutely crucial, good humour and a real understanding of their needs, moods and feelings. It's
about showing them respect, treating them as individuals and recognising that their behaviour is
not their fault. Making residents feel good about themselves by asking them to help with little jobs
and activities gives them such a boost. They feel helpful and feel they are making a contribution.”

Margaret Elden, Care Assistant, NorseCare Dementia Care Home

“The food is prepared and cooked by catering teams who are passionate about what they do.
Kitchen staff do not see their work as a day job, but as a way of caring for the residents — ensuring
they have appealing, colourful (especially yellow), tasty, enjoyable and nutritionally balanced food
throughout the day, every day of the year. Finger foods are popular with the residents, as most of
them have to cope with a degree of dementia. The food is attractively presented and served on
non-patterned white plates.”

Nick Smith, Catering Operations Manager, Norse

“Our dementia unit is a really nice, calm and homely place, and the staff do a great job through
extremely high quality, person-centred care. A lot of thought goes into the care plans and |
would certainly be happy for one of my relatives to come here.”

Anne Barrow, Care Co-Ordinator, NorseCare Residential Care Home

“We know all the staff now and have been really impressed with their calm professionalism when
dealing with often unpredictable and difficult situations. I've certainly never seen any staff become
angry. We always know that we can talk to the NorseCare staff about anything, which is so reassuring.”

“When it comes to coping with my husband and other residents like him, the NorseCare staff
are experts. I've spent hours there, watching them at work and admiring the real care they show
to all the residents and the respect and dignity with which they treat them. Everyone is clean
and comfortable and everything is done for the residents at their own pace — no one is rushed
into things or forced out of bed in the morning. If | ever had to go into a home myself, | couldn't
wish for anywhere better.”
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Making relatives feel welcome at all times

Friends and families are welcome to visit
NorseCare homes at any time. Indeed, we
actively encourage them to be part of day-to-
day life at our homes — popping in for a cup of
tea and a chat whenever they like.

They are often keepers of important
information about their loved-ones likes and
dislikes — and they have a significant part to
play in helping us to plan their individual care.

Relatives are kept fully updated
on the latest news and views from
NorseCare homes, along with

the activities of our resident and
tenant forums.

They can come and have lunch with their
loved-ones, bring extended families for visits
and birthday celebrations, and are always
made to feel that they are part of what makes
our homes such relaxed and happy places.
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“Relatives are extremely important to what we have here and a supportive relative can make
such a difference, becoming part of the community and part of our ‘family’ They can become as
involved as they choose but, equally, they trust us to make decisions and respect our judgment.”

Liz Watson, Manager, NorseCare Housing With Care (HWC) scheme

“Relatives are always welcome and can visit us in our flats, join us for a meal in the dining room
or spend time in the communal areas here. If people have a big family gathering for something
like a birthday, it's lovely because they can have lots of visitors at once, including children and
grandchildren, and the kitchen staff can provide a buffet”

“We were thrilled when our home was part of a pioneering project, funded by the Mental Health
Foundation, to develop relatives’ involvement and support residents. There is an awareness
nationally that families and friends can feel ‘forgotten’ when their loved-ones move into a care
home. They can also experience feelings of stress and guilt. The project, involving get-togethers
and fun themed events, was a major success and it built on the strong relationships we already
had with many of our relatives. This approach is now being rolled out across NorseCare’s homes.”

Julie Bishop, Care Co-Ordinator, NorseCare Dementia Care Home

“I have three daughters, nine grandchildren and five great-grandchildren — and there’s no limit
on how many can come to see me. The staff always make all my visitors very welcome and the
family now call it ‘Grandma’s Hotel’ It's lovely.”

“There are never any problems about visiting. | can come whenever [ like and | can also have
lunch with Mum, which is nice. Families are always made very welcome. | sometimes bring our
dog, Rosie, who loves coming here and always jumps straight up on to Mum'’s lap. The other
residents, of course, love to see Rosie and it makes quite an occasion when she visits.”
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NorseCare homes provide a stimulating, secure and reassuring environment for our
residents - and a warm welcome for their friends and families.

Dotted around our homes you will notice interesting objects such as ornaments, telephones, wireless
sets and mementoes from bygone days, ‘rummage boxes’ and objects on hangers or on shelves.
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These are designed for reminiscence sessions and to stimulate residents through the senses of
touch, smell, sound, sight and taste. Walls and bedroom doors are often brightly coloured and are
given individual name-plates.

Please feel free to call us and arrange a visit to any of our NorseCare homes or Housing With Care
schemes. We would be delighted to show you around and tell you more about our homes and our
genuinely caring approach.
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