What older people want

How resident insights shape our services

The Preferences, Positions and Priorities of Residents of Extra Care and
Retirement Housing (Bruce Moore PhD 2021)
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Our Purpose

We help older people live
well with dignity and
autonomy,

by providing quality social
rent and shared
ownership housing

with support or care
services
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Spectrum of Provision
| wAnsTREAM HOUSING

Individual homes to buy or rent - not
designated for any specific user group
(though Lifetime Homes includes
age-friendly features and wheelchair
housing is specially designed). Personal
care, support, other services and
amenities available within the
community.

Care homes are a residential
settings where a number of older
residents live, usually in single
rooms. Full-time personal care
and support is typically available
within the development together
with shared facilities, activities
and catering.

Groups of homes (usually flats) to buy
or rent - designated for older people
(typically 55+). Flexible personal care
and support usually arranged or
provided within the development
together with shared facilities and
activities. Common facilities may also
be shared with the wider community.

very extra
sheltered care

sheltered/ ~ retirement -
housing village .
co-housing ¢ :
Planning use class C3 Planning use class C2/C3 Planning use class C2
(dwelling house). (depending on scheme) (residential institution)

housing21.org.uk QO@0 HOUSingCZD



Synonyms and H

omonyms

Housing provider

Anchor

Bield Housing
Association

Cardiff City Council

Clarion Housing
Group

Terminology used

Retirement properties

Retirement Housing

Community Living

LiveSmart Schemes

Greenhill Housing
Association

Guinness
Housing 21

Johnnie Johnson
Housing

Leeds City Council

Pegasus Homes

McCarthy Stone
Norwich Housing
Society

The Riverside Group

Sanctuary England

United St Saviours
Charity

Independent Living

Retirement Housing
Retirement Living

Independent Living
Homes

Retirement LIFE
(Living In a Friendly
Environment)

Pegasus Communities.
Schemes branded with
the development’s
name.

Retirement Living

Independent Living
with Housing Related
Support

Retirement Living

Housing for Older
People

‘Scheme name’
almshouse

The Regencration
of Outdated
Sheltered Housing
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Two Services

Retirement @ Extra
Living Care
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Retirement Living

13,871 propertiesincluding 1,429 managed properties
in Oldham

Our vision for Retirement Livingis to make it an exceptional place tolive where we
listentoresidents, invest intheir homes and provide a consistently high standard

of service to create a strong sense of safety and community, whilst still treating
everyone as anindividual.

Independence and choice

Self-contained apartments

Communal lounges

24/7 alarm systems

On-sitelocal housing manager

Residents don'trequire direct care services

housing21.org.uk GO@® H ou Sin g CZD



Extra Care

10,286 properties.

The vision of Extra Care is for older people to aspire to live in one of our properties
and where residents can expect to receive high-quality housing and care
services and where every resident feels valued and listened to. At the same time,

we want to ensure employees feel valued and inspired and are seen as sector
leadersinthe housing and care market for older people.

Step betweenindependent living and residential care home

Self-contained apartments

Communal lounges, restaurants and hair salons

24/7 alarm systems

On-site Care Workers and manager

Helping couples with different care needs stay together

housing21.org.uk GO@® H ou Sin g CZD



Ageing Population

61.

increase in the
number of over
65s in the UK
by 2032

Britain’s over 65s
already outnumber
its under16s

Compared to the wealthiest,
the poorest women aged
50 and over are:

* 2x more likely to have
Type 2 diabetes.

* 2x more likely to have
respiratory illness.

* 4x more likely to have
depression.

Compared to the wealthiest,
the poorest men aged
50 and over are:

* 2x more likely to have
Type 2 diabetes.

* 2x more likely to have
respiratory illness.

* 5x more likely to have
depression.

housing21.org.uk GO@®
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Ageism
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The Plasticine Effect
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Don’t Believe It
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Strategic Framework

Resident
Satisfaction

Uonenouul

new Growth Oppor tum‘n'es

% ,
@ Core Focus Sty
/’796. ) P I Qe
@ Sstrategic Drivers Dty \©
{) Essential Enablers

() Ambitions . -
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25/26 TSMs

Treating residents fairly

Complaints handling and with respect

Keeping residents

Well maintained home )
informed

Listening to views and
acting upon them

Overall
Communal areas clean and Satisfaction

well maintained

Time taken to
complete repair

e - 01%
(o3

Repairs service —
Last 12 months

Positive contribution to the
neighbourhood

Approach to ASB handling

housing21.org.uk GO@® HOUSing@D



ensus Approach

100%

TSM Key Metrics

Housing @)

i . Keeping Properties in Good Repair Respectful & Helpful Engagement
Overall Satisfaction "
. Well Maintained Home 83% . Listens and Acts 90%
I ]
are, to collect
and attitudes Safe Home 92% Kept Informed 100%
- I
Repairs Last 12 Months 100% Fairly and with Respect 100%
I

Time Taken Repairs 100% Complaints Handling 50%
|

H Communal
Areas

Responsible Neighbourhood Management

Neighbourhood Approach to
83% Contribution 78% ASB 71

EPC Score (Average
score of all properties
within the scheme)

EPC Rating (Average
score of all properties
within the scheme)

EPC Date of assessment

Overall CQC Score

Date of last CQC Score

No. Repairs - Last 12
months (Nov)

Scheme Performance

01/07/2020 [@D) No. Stage 1 Complaints - 0
Last 12 months (Oct)

N/A

N/A

146

Housing @)

Total Repairs Spend (£) - £36,241.09
e Last 12 months (Nov)

No, ASB Cases - Last 12 0
months (Nov)

No. Stage 2 Complaints - 0
Last 12 months (Oct)

Total No. Formal 0
Complaints - Last 12
months (Oct)

housing21.org.uk GO@®
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Study Perspectives of Residents of Retirement Living and Extra Care
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Sorting Statements
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Data Analysis — Correlations and Factors

Correlations between Extra Care Participants
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CRUNCH THE NUMBERS

RH Combined Results from PQ Method

Factor Matrix with an X Indicating a Defining Sort
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Clusters of Similarity — Basis for Consensus and Distinctions
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3 Extra Care Perspectives

Perspective 1

1R1, 1R11, 2RS, 3RS,

3R7, 3R12, 4R1, 4R2,

4R3, 4R7, SRS, SRS,
5R9, SR12, 5R17

3R8, 3R9, SR1S, 1R4, 3R4, 4R,
SR18, 5R20, 5R10, 5R16
SR21
Perspective Perspective
3 1R7, 1R14, 2R6, 2R7, 1R5, 284, 1R0, IR1Z 2
2R8, 2R9, 3R2, 3R10, 283, 1R1532:};Zii'4R&
3R11, 3R14, 4R4, i '

5R7, 5R8, 5R19

e ———

Non-Significant:
1R2, 1R3, 1R6, 1R10, 1R13, 2R1, 2R2, 2R4, 3R6, 3R14, 4RS5, 4R9, 5R1, 5R2, 5R3, 5R13
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3 Extra Care Perspectives

EC Perspective 1 — Engaged, Independent and In Control
Wants to feel safe and secure but also determined to be able to maintain
theirindependence and have the freedom to live as they choose in their own
home with security of tenure. Having a scheme manager to provide help and
advice is more important than having care staff on-site 24/7 and although
they want a full-time manager they don’t want them to live on site. Also
want to have contact with senior managers.

EC Perspective 2 - Care, Companionship and Peace of Mind
Wants to be safe and secure and sees the availability of care 24/7 as

essential to achieve this as well as being able to summon help in an
emergency. Want peace of mind from being looked after and to be treated
with dignity and respect by kind people. Not as concerned about
independence or security of tenure and having their own home/front door.

EC Perspective 3 — Security, Mobility and Amenity in Own Home
Top priority is to have own home with its own front door and for this to be
accessible via a reliable lift as well as having wide doors that are easy to
open even with reduced mobility. Want to be treated with dignity and
respect and to have access to care on-site but these are not distinguishing
desires. Just as important to have effective and efficient heating and other
amenities.

housing21.org.uk GO@® HOUSing@D



4 Retirement Housing Perspectives

Perspective 2

A2, A3, A7, A8, B3, B13,
B16, C1, C2, C4, C5, C7,
D6, F1, F3, F5, G2, H10,
16,17, 11,112, K1, K3, K&

Perspective 1

Perspective 3

A6, B2, B5, B6, B7, C9, C13,
D1, D16, E2, E3, E6, F11, H3,
H6, H7, HY, H14, 11, 12, 14, 19,
J14, 117, )21, K7, K12

B4, B10, B15, C8, D3, D4,
D5, D8, D9, F7, F10, G5, HS,
H11,18,19,J6,)7,113, )18,

K10, K12, K13

B11, B12, B14, D10, E1, E5,
E7, E8, F8, F9, F12, F21, G4,
G8, G9, G10, H2, J23

Non-Significant:
A1, A4, A5, A9, A10, B1, BS, B9, B17, B18, C3, C6, D2, D7 D11, D12, D13, D14, D15, E4, E9, F2, F6, F13, F14, F15, F16, F17, F18,
F19, F20, G1, G3, G6, G7, G11, G12, H5, H12, H13, 13, 14, 110, 12, 13, I5, 11, 116, 120, 122, 124, K2, K4, K5, K6, K9
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4 Retirement Housing Perspectives

RH Perspective 1 — Looked After and Dignified

A full-time court manager is seen as essential, but they do not necessarily need to live on-

site. To feel safe and secure they also want to be able to summons help in an emergency.

This gives them peace of mind, but it is also important to be treated with dignity and

respect. They only have a slight preference for independence of having their own front

door and security of tenure and do not prioritise having choice or control. RH Perspectiue 3- RESpECt and Friendship
Wants to feel safe and secure in their own home, but not concerned about security of
tenure or repairs. They want to be independent and have freedom to live as they choose,
but do not want to engage with senior managers or exercise choice and control, but

appreciate having a manager available to turn to when they need help or advice. They
value being treated with dignity and respect and enjoy the companionship of others ofa

similar age and outlook.

RH Perspective 2 — Property Maintenance and Independence

Wants to be safe and secure in their own home with its own front door with security of
tenure. They do not want to be looked after and although they see some value in having a
local manager they would prefer them to only be part-time and not live on site. Having
effective and efficient heating, not having to worry about maintenance and repairs and
buildings that are kept safe and clean are most important.

Having their own home and front door and a court manager to turn to for help and advice
are top priorities, but what makes this perspective particularly distinctive is the high
preference for manager that lives on-site manager and the strong view that occupancy

should be restricted to only retired people aged over Ed.

Housing2)

housing21.org.uk GO@®



Second Order Analysis — EC and RH

- ctive 1 o five 2 Perspective 1: Perspective 2:
erspective 2: erspective £: Secure, Connected and Orderly Looked After, Companionship
Independent, Secure and Connected Cared For, Helped and Included

and Consistency

Combined F3
Site 1 F2

Combined F2
Site AF1

Combined F2 Combined F1 & F4

) Combined F3 SiteBF1L&F2

e 3 by Combined F1 ::: : :; Site B F3 Site A F2 Site D F2 & F3

Site 3 F3 Site 2 Site 4 F2 SitE‘C F1 &F2 Site D F1 Site E F1 & F2
) Site 3 F1 Site FF2 Site H F1 Site FF1&F3

Site4 F1 Site 5 F2 Site G F2

Site 5 F1

Site KF1

SiteGF1
SiteHF2 & F3
Site | F1
Site J F2

! Site | F3
Site 5 F3 Site J F1, F3 & F4

Site K F2

Non-Significant: Site | F2
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Fundamentals

Consensus - Positive Issues

Feeling safe and secure

You have your own home with your own front door
Residents are treated with dignity and respect

A court manager to turn to if you need help and advice

Consensus - Negative Issues

some other residents behave badly

Gossip spreads quickly

People don't respect privacy or confidentiality
small flats

Maslow’s
Hierarchy
of Needs

Self-actualization

Esteem

Physiological

housing21.org.uk GO@®
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Twin Peaks

Consensus- Independent Secure and Connected (EC) and
Secure Connected and Orderly (RH)

* Availability of a good internet connection and/or wifi

* Residents are able to have dogs, cats or other pets

* Having security of tenure

* Information about costs and charges is correct, clear and comprehensive
» Sufficient car parking spaces

* Freedom to live as you choose: no requirement to join in or conform

* Properties and facilities are modern and well-designed

Consensus-  Cared For, Helped and Included (EC) and
Looked After, Companionship and Consistency (RH)

* Occupancy restricted to retired people aged over 65
* Peace of mind that comes from being looked after

* Pull-cord or pendant to summon help in an emergency

* Social events and activities to get involved in
* Use of a communal lounge and other shared facilities
* Companionship of neighbours so you are never lonely

» Living around people of a similar age and outlook
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Individual Priorities and Preferences
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Sequence of Perspectives

Classification Service Individual

Species Provision Residents

SPECIALISED HOUSING

Care homes are a residential
settings where a number of older
residents live, usually in single
rooms. Full-time personal care
and support is typically available
within the development together
with shared facilities, activities
and catering.

Individual homes to buy or rent - not
designated for any specific user group
(though Lifetime Homes includes
age-friendly features and wheelchair
housing is specially designed). Personal
care, support, other services and
amenities available within the
community.

Groups of homes (usually flats) to buy
or rent - designated for older people
(typically 55+). Flexible personal care
and support usually arranged or
provided within the development
together with shared facilities and
activities. Common facilities may also
be shared with the wider community.

.
.
.
.
.
.

. very extra
. sheltered care
general .
needs sheltered/ retirement &
housing retirement village s
co-housing =+ close
H care
L .
Planning use class C3 Planning use class C2/C3 Planning use class C2
(dwelling house). (depending on scheme) (residential institution)
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Residents Know Better

~~ . . -’\\ 4 ™
- < . "V

I’m an influencer!

on’t Know. (&
~ Confusius iAo

{ ¢
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The Conclusion of Most Research

IT DEPENDS

AND

ITS COMPLICATED




Not Enough
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Limited Scope for Differentiation of Choice

"I'M SORRY. WHAT OTHER OPTIONS ARE THERE?"
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Empowerment of Personal Choice

Where do you want to go today?

Microsoft
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Devolved Decisions
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Spot the Gaps and Welcome the Challenge

™~ -9’.. Ay
o ho i

AMIND THE GAP
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Open to Different Ideas

We are
too busy

- . L
' I e

P — 94“.;‘&‘"
r i~ )

. 8

N\ /> .\k‘-_“*
- = = - . 3

~ - ]

B e B

9. ‘
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=
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Co-Housing — Communities Shaped by Residents

1 Rupali Court will bring joy to local people inthe
community; everyone is excited about it. There
isaneed foracohousingin Lozells, and thanks
to Housing 21, it’s finally happening. T,

Prioritise cultural and
inter-generational
needsinlayout and

Anwara, future resident amenities
- 7
7 ) :
Co-design Create community Provide flexible Ensure
with community capacity and management models affordaibilty and
members from - deliver Social - that evolve with - support financial
the outset Impact residents needs inclusion
2 J \_ Y, - v S %,
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Predictions
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Coffee and Toast
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Thank You
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