COLTEN
Autumn 2015

www.ColtenCare.co.uk

Dementia care: the
future starts here

Positive results
from our annual
quality survey

Preparing for growing dementia care needs was the focus of a major team conference.
Called Dementia Utopia, the
event was an ideal way to get
together and discuss our
overall strategy, training
needs, the latest in
professional thinking and the
‘look and feel’ of dementia
care in the future.
It was held shortly after we
announced plans to
encourage our entire 1,700strong workforce to become
recognised Dementia Friends.
Operations Director Elaine

PREPARING FOR THE FUTURE. Conference co-ordinators Elaine Farrer, Director of
Operations, Andrew Arkinstall, Director of HR, Marion Grist, Learning and
Development Partner, and Suzanne Hill, Head of Learning and Development.

Farrer, one of the conference
co-ordinators, said a main aim
of the day was to look at what

it means to live well with
dementia.
Elaine said: “We asked
participants to consider what
it would look like if we
designed a utopia for
dementia care. We talked
about support from carers,
what the experience of social
activities and dining would be
like and many other aspects
of daily life.”
More than 30 people
attended from the six homes
where we provide specialist
care for those with dementiarelated illnesses.
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Comments were given on
a host of subjects,
including care
arrangements, food and
drink choices, one-to-one
conversation time and the
amount of evening
activities routinely
planned in homes.
Overall feedback was very
positive. The residents’
survey, done on paper,
attracted 418 responses,
an increase of 73% on last
year. Eighty-seven per
cent of respondents rated
the overall quality of care
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Results are being shared
across our homes’
communities to inform
plans involving many
aspects of daily life.
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What happened when pupils from a Lymington primary school visited Linden
House to talk about their memories? See page 3.

These are Linden House in
Lymington, St Catherines
View in Winchester, The

Our annual residents and
relatives’ survey has once
again given us useful
pointers for action.

www.ColtenCare.co.uk

Mark
Aitchison,
Chief
Executive,
Colten Care

A look to the future
Welcome to our autumn edition which
recognises a number of ways we are
preparing for the future.

Beryl’s beautiful meal
The fact that our residents enjoy
delicious homemade meals every day
is a message we reﬂect in our support
for major food and drink award
initiatives.
We invite residents, families and team
members to help us celebrate our
headline sponsorship of both the Taste
of Dorset and Hampshire Life Food &
Drink awards.

TWe have articles about a forward-thinking
conference designed to equip our team for
the dementia care needs of a steadily
ageing population.

This year, we have also entered a ‘Fine
Dining Experience’ competition run by
Napa, the National Activity Providers
Association.

We highlight progress with our forthcoming
Chichester home, Wellington Grange, and
the ongoing refurbishment of Abbey View
in Sherborne.

It involved staging a sumptuous lunch
for one lucky resident who had the
chance to invite ten guests, all of whom
would dress smartly for the occasion.

At the same time, we explain how we are
embedding the feedback from our latest
residents and relatives’ surveys to shape
our approach to many aspects of care and
service.
In a similar listening vein, we are acting on a
relative’s suggestion about how best to
communicate when decisions need to be
taken on a resident’s behalf. We thank this
family for taking the time to oﬀer their
thoughts.
I would also like to highlight here the start of
construction work on our new oﬃces and
warehouse space in Ringwood which we
plan to have operational in September next
year. We will say much more about this in
due course but for now we are delighted to
be putting spades in the ground.
I hope you enjoy our autumn Chronicle. As
ever, if you have any feedback or know of a
story we’ve missed, please tell us at
enquiries@coltencare.co.uk

Beryl Cliﬀord, who lives at Brook View
in West Moors, was the name drawn
out of the hat.
As well as choosing the guest list, Beryl
discussed and planned her special meal
with Chef Lorna Parsons.
Ingredients included organic, seasonal
fruit, vegetables and herbs grown in
the garden at Brook View.
The meal was served in an intimate,
quiet lounge. Male guests wore
buttonholes of roses from the garden
while ladies were each given a display
of small roses and lavender. These
were specially created by Brook View
residents during an earlier crafts
session. Beryl said: “I thought this was
a lovely gesture. I looked around the
room and saw ten very happy faces.”

Dementia care

Staging the meal was a team eﬀort
including a major role for newly
appointed Activities Organiser Sarah
Harley, a former Kitchen Assistant at
Brook View. Sarah said: “It was great to
see Beryl and her guests so relaxed and
enjoying the day.”

s

Dementia Friends undergo a one-hour,
face-to-face session or watch an online
video to understand how they can best
help those who live with dementia.

Aldbury in Poole, Fernhill in Longham,
Kingﬁshers in New Milton and Newstone
House in Sturminster Newton.
Elaine added: “A whole range of roles
were represented and it is fantastic that
our approach to dementia care is being
formed directly on the input from such a
wide group of team members.”

2 NEWS

After a welcome prosecco, the lunch
party enjoyed a prawn platter starter
and a main course of pan fried ﬁllet
steak with a choice of bordelaise sauce
or garlic butter. Dessert was a
strawberry, tayberry and raspberry
pavlova. There was a selection of juices
and ﬁne wines throughout, with coﬀee
and mints to ﬁnish oﬀ.

Dementia Friends sessions for staﬀ and
the community at each of our homes.

from p1

The conference, held at the St Leonards
Hotel near Ringwood, came as we
began an initiative to oﬀer monthly

Beryl discussing the menu with Chef Lorna Parsons

Staff discuss what a ‘dementia Utopia’ could be like

Denise Arthur-Briskham, Home
Manager at The Aldbury and a Dementia
Friends Champion, said: “The Dementia
Friends programme is designed to
transform the way we think, act and talk
when it comes to dementia. There are
many ways to help someone with
dementia, some of them small and easy
to do. It’s all about raising awareness.”
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Videos highlight
children’s memories ...

Improvements at
Abbey View take shape

. . . and explain what Joan is up to

Resident Laurie Hayman chats to Alice from William Gilpin School (left) and Joan enjoys her spin in
the BMW convertible with Sarah and Antonio.

BEFORE AND AFTER: The new-look dining room (left) and
reception area are given a bright finish

We’ve posted two online videos for
you to enjoy.

Poole, always said she wanted to
‘feel the wind in her hair’.

The ﬁrst phase of a major refurbishment at
Abbey View in Sherborne has been completed.

One is of children discussing their
memories of primary school on a
visit to Linden House.

Activity organiser Sarah Ingram
passed the request to her boyfriend,
Antonio Wellman, a sales executive
with Ridgeway Bournemouth BMW.
His bosses allowed him to arrive at
the home in a £30,000 BMW 2 series
convertible.

The home, which provides care for up to 55
residents, now has a more welcoming foyer,
new in-house café, improved hairdressing
salon and a brighter dining room.

The pupils, from William Gilpin
School in Lymington, showed oﬀ
‘memory boxes’ they had decorated
and ﬁlled with drawings, photos,
toys, ticket stubs and other items
associated with school plays, trips
and holidays.
Our other video is of 92-year-old
Joan Reese experiencing a wish
come true.
Joan, who lives at The Aldbury in

With Antonio at the wheel, Joan was
given a ten minute spin,
accompanied by Sarah. Joan’s
verdict: “Fantastic!”
To watch these videos, please go to
our YouTube channel
www.coltencare.co.uk/youtube

Home Manager Jo Ellis said: “Everyone is very
pleased with the results of the work so far.
While obviously causing some short-term
disruption, the improvements are all about
future-prooﬁng the home and ensuring we
continue to provide the highest standards of
care for our residents and their families.”
Next on the agenda is refurbishment of
bedrooms with the addition of en-suite
showers and new call bell systems.

Blooming Braemar scoops best garden prize once more
Runner-up for Best Garden
was St Catherines View in
Winchester which, explained
Charles, “has really matured
into an interesting, well used
and vibrant garden. We
thank gardener Emily
Truemangreinke and all the
staﬀ .”

Braemar Lodge has won the
Best Garden title at our
annual gardening awards for
the second year running.
Announcing the judges’
decision, our Head Gardener
Charles Hubberstey praised
the work of Braemar
gardener Lesley King and
others at the home including
the residents’ garden club.
Charles said: “It’s a fantastic
result, thanks to Lesley and
the whole home, including
the residents, who make this
such a special place.”

Above: Glorious garden view at Braemar
Lodge , near Salisbury
Top right: St Catherines View garden was
runner-up in the Best Garden category
Bottom right: The eye-catching frontage at
Avon Cliff in Bournemouth

The award for Best Floral
Entrance went to Avon Cliﬀ
in Bournemouth. Charles
said: “Many people have said
how the frontage of this
home catches the eye while
driving into Bournemouth.”
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From rock and rollthemed fetes to dog
shows, our homes put
on a sizzling summer
to entertain our
residents and build
community links.

Our summer
of
FUN
MAKING AN IMPRESSION (right):
Seven year old Jack and nine year old
Greay Samuel at The Aldbury fete.

One of the busiest times was Care
Home Open Day in June which gave all
our homes the chance to open their
doors and welcome friends old and new.
Among them, Braemar Lodge in Salisbury
held a 1940s vintage tea party, while
Castle View in Dorchester staged a ‘Mad
Hatter’s’ afternoon. There was a Royal
Ascot-themed bash at Newstone House
in Sturminster Newton and a Giant
Scrabble challenge at Whitecliﬀe House
in Blandford Forum.
In July, a rock and roll fete and Caribbean
barbecue at The Aldbury raised nearly
£700 for the Alzheimer’s Society. Team
members and visitors sported 1950s
costumes, danced to live 1950s music,
and welcomed the Mayor of Poole, Cllr
Ann Stribley, as guest of honour.
At Fernhill in Longham, we held a dog
show in aid of the Bournemouth voluntary
group Caring Canines. The event was a
thank-you for their ongoing visits with
temperament-tested dogs which are a
huge hit with residents.
In Lymington, residents of four homes
enjoyed VIP treatment at two high-proﬁle
community events. By special
arrangement, we were invited to take up
‘the best seats in the house’ at both the
Lymington and Pennington Community
Carnival and the Rotary Club of
Lymington’s Summer Spectacular.

4 FOCUS FEATURE

KEEP DANCING: Enjoying the 1950s themed summer
fete at The Aldbury.

On Carnival day, our minibuses called at
Court Lodge, Linden House and Belmore
Lodge to chauﬀeur residents to a raised
viewing spot.
At the Spectacular, where we sponsored
a classic car show, we had the run of a
marquee with restful lounge, wheelchair
access and disability toilets. This time,
the Lymington parties were joined by a
group from Kingﬁshers in New Milton. At
both the Carnival and the Spectacular,
residents were looked after by carers,
waiting staﬀ and members of our
activities team.

Karen Burdon, Activities Manager, said:
“We wanted our residents to enjoy a
bright, colourful summer. The events we
organised at our homes enabled our
wider communities to come in and see for
themselves what life is like at Colten
Care. Some of our visitors will perhaps
have been thinking about the future for
them or a loved one.
“At the same time, outings such as to the
Lymington Carnival and Spectacular were
designed to help residents experience
events they might not have been able to
go to otherwise. Everyone had great fun!”
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ON SHOW (LEFT): Fernhill
welcomeD dogs brought along
by residents’ families,
team members and Caring
Canine volunteers.
ON SONG (BELOW):
Forties vocalist Amanda
Parsons in the garden at
Braemar Lodge in Salisbury
on Care Home Open Day.
With her are residents, from
left: Betty Winter, Ruby
Cutler and Ernie Small. On
the right is Sylvia Rodulson,
Activities Organiser.

CLASSIC (LEFT): At the
Lymington Summer
Spectacular, where we
sponsored a classic car show,
are, from left: Ian Hudson,
Colten Care Executive
Chairman; car enthusiast
Nigel Jenkins, whose 1964
Austin Healey was named Best
in Class; and Linden House
resident Laurie Wayman.

Linden’s recipe for success
Linden House has become a vital
ingredient in a community bid to teach
New Forest men how to cook.
Our Lymington dementia care home
hosted a weekly cookery
demonstration over the summer
highlighting healthy dishes, food
preparation and basic kitchen
management.
The free two-hour sessions, led by New
Forest District Council, were aimed at
men over 55 who have limited
experience of cooking for themselves.
They may have a wife or long-term
partner in hospital or care, or they may
have become widowed or divorced.

FOOD GLORIOUS FOOD. Deborah Atkinson, voluntary community
cook, with participants at one of the cookery sessions. At the table with
her are, from left: fellow presenter David Peers; Councillor James Binns;
and, with tie, Paddy O'Driscoll, Colten Care's Catering Manager.

“Men who haven’t cooked much before
can often resort to ready meals or takeaway food,” said Deborah Atkinson, one
of two voluntary cooks who presented
the course. “We’re aiming to give them
the conﬁdence to make healthier
choices and show them they can cook
basic good food on a budget.”

ethos is about caring for older people.
Linden House residents enjoy excellent
‘home from home’ support, including
great home-made food. We were only
too happy to extend this ethos and
provide space and facilities for what is a
much-needed community initiative. It’s
all about building skills for now and in the
future.”

Paddy O’Driscoll, Colten Care’s
Catering Manager, said: “Our whole

Participant Derek Blackiston said: “It’s
given me fantastic encouragement and I

TAKE TWO COOKS. Participants in
the cookery demonstrations at Linden
House Derek Blackiston (left) and
Tony Rickard.

know lots of other people who would
want to come.”
Cllr James Binns, Cabinet Member for
Health and Leisure, said the New Forest
had one of the highest ageing
populations in the country and this
brings with it new challenges. He said:
“Some men who have previously never
cooked before now ﬁnd that they have
to do it for themselves and this course
helps to address that problem.”
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Our customer advisors provide
guidance, support and mentoring to
families who are deciding on a care
home for a loved one. It’s an essential,
frontline role involving regular visits
to all our homes and building
relationships with community
contacts. We caught up with our
newly appointed senior Customer
advisor, sarah Udall, to ﬁnd out a
little more about her.
Name: sarah Udall
age: 51
Job title and brief description of role:
senior Customer advisor. I’ll be
supporting Home Managers by
recruiting and developing their
Q: Who was your ﬁrst childhood hero?
a: Elvis. I was smitten after watching him in
‘GI Blues’ on TV during the summer
holidays and was devastated when he
died in 1977.
Q: What would be your ideal holiday?
a: A luxury cruise around The Med. I was
lucky enough to go on my ﬁrst ever
cruise earlier this year and I’m now
hooked.
Q: What are you superstitious about?
a: Nothing really although, oddly, I still say
‘white rabbits’ on the ﬁrst day of the
month. I am a great believer in fate and
think everything happens for a reason.
Q: Who would you most like to be trapped
in a lift with?
a: Tom Hanks – I love all his ﬁlms and would
like to know which one is his favourite
and why.
Q: Who do you most admire?
a: Anyone who overcomes a personal
tragedy or life-changing injury and goes
on to achieve success against the odds.
For example, acid attack victim Katie
Piper or Falklands veteran Simon
Weston.
Q: What car do you drive?
a: Renault Modus.
Q: What makes you angry?

6 STAFF FOCUS

Customer advisors and front-ofhouse staﬀ. By enabling them to
deliver excellent service, we will
maintain Colten Care’s superb
reputation and customer focus.
Career history: Over the last 20 years
I have worked predominantly in
customer-focused roles, both in the
private sector and local government.
For the last nine years I have been
both a recruitment and training coordinator at The Borough of Poole.
Previously, I was in Human Resources
a: Bullies - whether at school or in the
workplace. Everyone deserves the right
to be treated with dignity and respect
Q: What is your favourite smell?
a: Warm mulled wine - especially on a cold
winter evening.
Q: Cats or dogs?
a: Dogs. My sister has a ‘Shorkie’ named
Alﬁe who is absolutely adorable.
Q: What is the ﬁrst thing you do when you
wake up in the morning?
a: Put the kettle on. I don't function
properly until that ﬁrst cup of tea.
Q: What is your earliest memory?
a: As a child I used to watch ‘Doctor Who’
but was then convinced that our metal
dustbin was actually a Dalek and was
frightened to go near it!
Q: Which TV/radio programme do you try
never to miss?
a: ‘Home & Away’ and ‘Strictly Come
Dancing’. You can never have too much
sun, sea, sand and sequins!.
Q: What is the best thing about your role?
a: The variety, and having the opportunity
to engage more with customers,
colleagues and the community as a
whole.
Q: . . .And what is the worst?
a: Traﬃc jams which may prevent me

at an insurance company, recruiting
and training call centre sales and
support staﬀ, as well as assisting the
Facilities Manager during a major
expansion programme. I have also
provided front-of-house services at
weddings and corporate events at
Upton House in Poole and I was a poll
clerk during the recent general and
local elections.
I love roles where I can interact with
the public, build relationships and
make a diﬀerence.
getting to my appointments on time, as
I hate being late.
Q: What would be your desert island
luxury?
a: A hammock, radio and a solar powered
fridge – stocked with chilled
champagne!
Q: What do you wish you were good at?
a: Sticking to a diet. I think two days has
been my best so far.
Q: What has been the crowning moment in
your life to date?
a: Watching my two children, Alex, 26, and
Jess, 24, mature into caring, responsible
adults. I love them dearly and am so
proud of them both.
Q: What is your favourite meal?
a: Tough choice! However, I think it would
have to be a traditional Christmas roast
dinner with all the trimmings.
Q: What would be your dream job?
a: Wardrobe designer on Strictly, so I could
have a gorgeous ball gown and a sneaky
waltz with Anton du Beke.
Q: If you could bring something extinct
back to life what would it be?
a: Having watched the movie ‘Ice Age’
many times, it would have to be either
the sabre toothed tiger or the
mammoth.
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Communicating kindness:

how we make decisions on a resident’s behalf
explained Cleo Jackson,
Colten Care Quality Manager.
“These are relevant where a
person who lacks mental
capacity has to have
decisions made for them.
DoLS can apply to a very wide
spectrum of situations to
help maintain safety.

By Cleo Jackson,
Quality Manager
We do everything we can to
help our residents live with
dignity and liberty.
That extends to situations
where someone is no longer
able to make informed
choices about how to keep
themselves safe.

“The suggestion we received
came from a daughter who
was asked to sign a DoLS
form after her mother had
been living with us for four
years.

People on a dementia
journey, for example, may
reach a point where those
caring for them have to make
judgements on their behalf.

communicate about this
most sensitive subject.

A suggestion by one of our
residents’ families has
prompted us to review and
improve how we

“Statutory guidance applies
on what are formally known
as ‘deprivation of liberty
safeguards’, or DoLS,”

Art gallery accessible to all
We have teamed up with
the St Barbe museum
and art gallery in
Lymington to help
people living with
dementia enjoy
paintings by artists such
as Constable and Turner.
As part of the exhibition
‘Shoreline Artists on the
South Coast’ we are
sponsoring a series of
October ‘gallery
conversations’.
These are speciﬁcally
designed to oﬀer people
with dementia or
memory loss a
welcoming, relaxed
opportunity to view and
discuss artworks in the
company of specially
trained experts. The
conversations are also
open to family members
and carers.
The exhibition explores

“The daughter told us that,
while she personally was
happy because she knew the
care home and understood
the documentation was all
about keeping her mother

Having completed the main
construction phase, we have
begun interior design work
and launched a staﬀ
recruitment campaign.

Tim Wookey, Marketing
Director, said: “We are
sponsoring and
supporting the project
as a direct way to make
this important
exhibition accessible to
people with dementia.”

“We are very grateful to this
lady for sharing her thoughts
and we are already acting on
them. We are mandating our
team members to talk earlier
and more fully with families,
so that as and when a DoLS
stage arrives, it is demystiﬁed
and doesn’t come as a
surprise.”
On our website, we’ve posted
more details about our new
approach. We’ve also
produced a new leaﬂet about
it which you can pick up at any
of our homes.
Visit
www.ColtenCare.co.uk/???

Chichester countdown continues
The countdown to the opening
of our ﬁrst sussex home,
Wellington grange in
Chichester, has gathered pace.

how artists from the
18th century to the
present have drawn
inspiration from the
cliﬀs, beaches and
harbours of the Channel
coast.

safe, she thought others
might ﬁnd the terminology
distressing.

In a local email survey, we
asked for feedback on what
‘Chichester attributes’ the
72-bedroom nursing and
residential home should evoke
in its design, look and feel.
Those surveyed were mainly
female, aged 65 to 74.
Responses reﬂected the
richness of Chichester’s
history and its continuing role
in deﬁning the city today.
People also highlighted its
eclectic mix of old and new and
its ‘gloriously British’ style.
ahead of the opening next
spring, our interior design

team will be using the survey
feedback as they consider the
new home’s colour schemes,
lighting, carpets, furniture,
fabrics and other design
elements.
georgina Colwell, Head of
Design, explained: “The
questionnaire has helped to
give us a feel for Chichester
and the people who work and
live in the area.
“It complements other initial
research and discussions to
ascertain how the home will be
used and operated, who the
residents will be and what
their care requirements are. ”
When it opens, Wellington
grange will create around 100
jobs, including roles for
nurses, carers and ancillary
staﬀ. For more information on
job opportunities, please visit
our online recruitment pages
at [link to be advised].
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Barbara aims for high quality
Barbara Harris,
the new Home
Manager at Avon
Reach in
Mudeford, is a
familiar face,
having worked
with us for six
years.

the chance to join. She was later promoted
to Head of Care and then Acting Home
Manager at Kingﬁshers before moving to
Avon Reach.

She was in
general nursing
with the NHS and
the charity sector for 27 years and had her
ﬁrst taste of Colten Care at a training day
at Canford Chase in Poole.
“I knew it was a great company to work for
and very supportive of their staﬀ,” said
Barbara.
When a night-nurse post came up at
Kingﬁshers in New Milton, Barbara leapt at

“I’m very excited about my new role,” said
Barbara. “I already knew Avon Reach from
training sessions we’ve done in the past
and always found it a wonderful home to
visit. Working for Colten Care is like
working for an extended family as I know so
many people here.
“Expectations are always high for a Home
Manager and we will always look to improve
what we do. Personally I’d like us to achieve
an outstanding CQC report – no pressure!
“I also want to help the team complete
their Gold Standards Framework
accreditation, something they are already
working towards. It’s another way we can
demonstrate high-quality care.”

Putting experience to good use
The new Head of Care at our Abbey View
care home is drawing on past experience to
make a success of her new role.

reputation for
care all along the
south coast.

Qualiﬁed nurse Mary-Ann Marsh joined our
Sherborne-based home – which she
describes as “lovely” – in the summer, after
spending 14 years at Yeovil District
Hospital.

“Everyone is
focused on
doing the best
they can for the
residents – it’s a
really good
team.”

“The staﬀ and residents here have been
really welcoming,” said Mary-Ann. “It’s a real
change of pace.”
Her most recent post was in the hospital’s
Frail Older Persons Assessment Service,
and she pointed out how that experience
was particularly useful for her latest role.
“I had heard great things about Colten
Care,” she added. “It has an excellent

Survey results
s
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and service as excellent or
good.
In the online survey for
relatives and friends, ten
homes were rated excellent
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Troubleshooter
to maintenance!
Sharon
Mitchell,
the new
Head of
Care at
Whitecliﬀe
House,
has
noticed
big
changes as she gets to grips
with her latest post.
Sharon spent eight hectic years
in Birmingham working as an
independent trouble-shooter
for various care homes in the
region.
“I used to go in and put systems
in place to promote high
standards of care,” she
explained.
It’s been a big change to take up
her new role at our Blandford
Forum care home.
“I love it. It’s a delight to come to
work,” she said. “The staﬀ are
wonderful, and I just want to
support them as much as I can.
“Instead of sorting out major
problems like in my last job, here
I’m trying to maintain the
already high standards.”

A keen reader,
Mary-Ann is
married with a
nine-year-old daughter.

Sharon, who trained as a clinical
nurse in Worcester, took the
latest step in her career to give
herself more time to care for her
own mother.

“I’m the treasurer for Yeovil District
Swimming Club, which my daughter is a
member of,” she said, “so I don’t have a lot
of time for anything else!”

In what spare time she can ﬁnd,
she enjoys mountain biking,
swimming, ﬁlms and meeting up
with her friends.

or good by 100% of
respondents. Those in
Hampshire were Abbotts
Barton, Woodpeckers and
Court Lodge. In Dorset,
100% ratings were given to
Whitecliﬀe House, Abbey
View, Avon Cliﬀ, Canford
Chase, The Aldbury, Fernhill
and Newstone House.

Ninety-ﬁve per cent of all the
responses from relatives and
friends rated the overall
quality of care and service at
our homes as excellent or
good. Some 253 relatives
and friends responsed,
compared to 164 last year.
As well as home-based

action plans, the results will
help us as we continue inhouse surveys on speciﬁc
topics.
We have also developed a
‘professionals’ survey to gain
feedback on our care
services from referrers and
healthcare contacts.
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