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Consultation with Extra Care Housing Residents 
(2012/13) Brief Summary

Introduction
Extra Care Housing is a new service to meet the needs of people living in the County who require retirement housing with a high level of services and facilities, meals and personal care services.  What we want to find out is if this is being promoted in the right way to the right people.  

A member of the Engagement Team visited three Extra Care Housing (ECH) schemes, to talk to residents in one-to-one interviews and in a focus group to find out their views of Extra Care Housing.
The three schemes visited were: Windmill House in Thame, Stanbridge House in Banbury and Centurion House in Bicester

This document is intended as a summary of the findings, comments from residents and key messages. 
The consultation
A total of 30 people were consulted, in their own homes and in a focus group during December 2012. The residents were not selected but at all three schemes all residents were invited to participate.  The respondents were a combination of shared ownership and rental, all of whom had been in their homes between 11 months and 6 weeks.

The results - common themes

Assessment and application

There was not one consistent method that people found their way into Extra Care Housing.

On the whole adult children were instrumental in some way, who found out about the schemes via various methods including:

· Advertising in local papers and publications

· District councils 

· Internet search

Open Days were very popular and proved to be a key factor to people in deciding to apply following on from a visit.

Motivation for moving

· Need for enhanced level of care and the care package on offer

· Peace of mind it offers to both residents and their families

· Privacy 

· Own front door

· Knowledge that there is assistance and support if needed 24 hours a day and on-site
Process of applying and being accepted

· Relatively straight forward, although a few people found the lack of information provided during that process frustrating.  

· Many of the residents were assisted by family to complete the application forms, but those that didn't have such family help said that the offer of assistance would have been very helpful.
· A few residents encountered problems during the application and assessment process and found it quite protracted (this appeared to be because it was a new process at that time). 

Concerns

· A number of people expressed concern that the financial assessment came quite late through the process which created anxiety around affordability.

The move

· Residents were generally assisted with their move by family.  If this wasn't possible, then people used removal companies.  

· No-one expressed any expectation that they would have liked assistance to move home.

Living in Extra Care Housing

Every resident without exception felt that their quality of life had been enhanced by the move into ECH, and would without doubt recommend  living there to a friend and described the schemes as "I would be happy here forever", "happy and welcoming" and "can't find fault".




· Everyone regarded the services provided, such as the quality and size of their flat and having a care team on site, very highly.

· Quality of the midday meal was erratic from scheme to scheme, which some people found disappointing.

· The "Peace of Mind Payment" was mentioned by almost everyone and most people felt either confused about what they were paying for or had never been told what it was for.

· Invoices for 'extras' such as care are not generated regularly, which caused anxiety for some residents, as well as charges not being broken down or explained.
· The ratio between people who were renting and part ownership was felt to be not a good balance.
On the whole, the accommodation, the staff and facilities were regarded very highly whereas issues around administration and finance were mentioned mostly in terms of ‘can do better’.

Promotion of the scheme
Recommendations for promoting ECH to other older people were, for example: 

· Local advertising in papers

· Periodicals

· Parish magazines

· Mailshots

· Newsletters

· Housing associations

· Estate agents

· Health professionals such as social workers and GP's.

The name, 'Extra Care Housing' in general was not considered a good name for this type of housing.






Other names suggested as alternative for ECH included:

· Individual Living

· Independent Living - Own front door

· Optional Care

· Sheltered Accommodation

· Extra Support

· Waiting for God

· Starting to Live

· Life is just Beginning

· Community Living

· Social and Independent Living

· Happy Living

· Independent Living - with Optional care

Key messages that should be used to promote each new ECH scheme:

· Your home - your independence

· Great atmosphere - alone but no more loneliness (this was very important)

· Scheme manager and the staff are great

· Accommodation is excellent

· Feel safe but not intrusive
· What care you need – flexible, not a standard package

· Makes your life more comfortable, interesting and fun

· Privacy of own home and flexibility of having Extra Care with staff who are really wonderful and caring - exceptional

· Own front door

· Freedom and privacy

· Peace of mind, sense of security
· To know that there is someone there 24 hours - no need to rely on relatives

"I have privacy, but I am never alone"





"I have my own front door"





"My children are happy because I am happy and safe"





"The staff are always there, so I don't have to rely on my family"





"Thank you God - I love living here"





"I think ECH is misleading, like you need to  be sicker than those living in a care home"





"Extra Care makes it sound like we are special needs"





"It sound like a care home, so sounds like you are badly disabled"





"I thought it was an Old People's Home.  ECH doesn't describe it well.  People think it's a Nursing Home"





"I have terrible images of Care Homes and old people sitting in chairs and singing war-time songs; regimented.  This is so NOT that.  EXTRA care gives the wrong message"





Some Final Conclusions





People didn't find the process of application too onerous, (but many people had support from their children).  


All residents moved into ECH due to health needs.


Explanation and collection of charges needs to be improved


Many of the residents came across ECH by accident and many initially didn't think they would meet the criteria to be able to move in, unless they were being encouraged to apply i.e. social worker, family.


Most people didn't believe the name of Extra Care Housing portrayed the right impression of what the service actually provided.


Everyone was very happy in their new homes, and most complaints were minor. i.e. fan in the kitchen is noisy. 


Without doubt, the general feeling was that people were happier, healthier and had peace of mind in their new homes.


All felt that their quality of life had improved since moving into Extra Care Housing.  





Lynn Smith


Engagement Team


10 Jan 2013
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