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FOUR SEASONS SAFE DISCHARGE BED SERVICE
Nurse led supportive and enabling care for
older people.
Our Safe Discharge Bed Service is available 24 hours
a day, 7 days a week in many of our homes. It is for
older people when:

Welcome
Welcome to the first commissioning
operations bulletin from Four Seasons
Health Care.
This quarter sees us focusing on our safe
discharge bed programme as Four Seasons
launch its offer to commissioners. To help
reduce delayed transfers of care we can
provide care home capacity for older people
who are medically fit for discharge from
acute hospital settings but need a period
of reablement or recovery before returning
home. More details can be found in our
safe discharge feature on the opposite page.

and maintain their optimum level of health and
independence, whether they return to their own
home or move into another community setting.

All our homes are fully staffed and equipped to support
their local NHS hospital trusts and social care systems
with emergency transitional care for appropriate
• Their transfer from an acute hospital ward to their
patients, including those living with dementia.
home or final care destination has been delayed
A patient survey by an NHS Trust in Oxfordshire
for non medical reason.
was sent to the first 150 patients who had received
• They are waiting for a funding assessment or
care in nursing homes found that most were very
care package, for example, or for non-weight
positive about their experience, with the majority
bearing convalescence.
agreeing that a nursing home bed was a better
The service also helps to avoid crisis points in local
environment for them while they waited for
healthcare by reducing inappropriate or avoidable
ongoing care.
admissions to acute and community hospitals,
especially during the winter months.
Our fully qualified nursing teams are ready to carry
out rapid assessments of a person’s needs and future
care requirements and complete admissions within
just a few hours of assessment.
What is more, each person will receive an individual
care plan that focuses on enabling them to achieve

To find out more about our service and bed
availability please contact:
01638 606313
safedischargebeds@fshc.co.uk

We also share with you some exciting
information about our award winning
Quality of Life programme on page 6; and
an update on our new Dementia Care
Framework on page 4 which is being rolled
out across our homes throughout the UK.
I hope you find this bulletin interesting and
informative. Any feedback is welcome as
we plan to send you a quarterly update to
let you know what is happening across the
company in our care services and to share
important messages with you directly.
All the best,

Case Study: Edward’s Story

Paul Hayes
National Director, Commissioning
Operations UK
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To speak to
Paul Hayes or any
of his colleagues about
any aspect of Four
Seasons Health Care’s
operations please
get in touch.

Mr Edward Jones was admitted to the Triangle
Care Home following a weeks stay in hospital
with gastro enteritis which he could not cope
with at home. Edward was finding it difficult
to eat or drink and was feeling really rotten.
The stay in hospital led to more control of his
symptoms but he wasn’t ready for discharge
as he needed more support at home due to
external family dynamics. Edward was offered
the opportunity to come to Triangle until extra
help could be arranged at home.

According to Edward “The move has been
excellent, much better than staying in hospital
where due to the noise on the ward I found it
difficult to sleep, Triangle is a much nicer place,
it is homely and I am looked after. The food is
really good and the staff help me when I need
it. I know there is somebody there to help me
all the time. I am getting stronger every day
and know that when the time comes to go
home I will feel able to cope but I will miss
my new friends”.
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PIONEERING TECHNOLOGY
IN DEMENTIA CARE

A fundamentally
different approach
to dementia care
in the UK

Four Seasons Health Care has been award winning leaders in dementia care for
many years and now our Dementia Care Framework is a unique step forward in
the personalisation of care for those living with dementia by using pioneering
technology and high levels of support and training for our care teams.
As our new approach is rolled out throughout
the country, a new consistent standard of care is
available to those living in our dementia units.
The fundamental components of the Dementia
Care Framework are:
Resident & Family Charters
These demonstrate our commitment to provide
special resident experiences.
They were co-produced with over 400 comments
and suggestions from current residents, family
members, professionals and colleagues.
95% of these liked the idea of having a resident
and family charter.
Continuous feedback from residents, family and
friends and visiting professionals is encouraged
via our iPad system which immediately alerts
the Home Manager as part of our Find and
Fix approach

The first personal care review is completed within
two weeks of a new resident’s arrival and this forms
the basis for our on-going individual review of that
person’s experience with us.
Colleague Support & Training
We operate a whole home approach to the
support and training our teams receive for
dementia care – this goes far beyond specialist
training only for home managers and unit leads.
80% of the training in our homes is carried out
in person to ensure everyone gets the fullest
understanding of what it’s like to live with dementia.
Everyone is encouraged to participate in The
Dementia Experience which simulates the
sensory, cognitive and emotional elements
of living with dementia.
Accreditation
Our robust accreditation process includes the
design of the environment, dashboards to monitor
every stage of the process, effective and easy to
use audit tools and above all ensures a greater
empathy and understanding throughout the
whole home.

Resident Charter

Ongoing Personal Care Reviews - It always
begins with the resident.
The technology ensures a standard of care based
on the resident experience and is checked against
320 externally recognised standards, including NICE
Guidelines and Alzheimer’s Society best practice
guidance. It replaces outdated paper-based audits.
Personal care reviews start with the resident’s input
or an observational tool. Capturing each individual
resident’s choices, preferences, wants and wishes,
it is uniquely linked to feedback from residents, their
family or visiting professionals, using convenient iPad
terminals we provide.
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To be kept updated and informed as care
homes become accredited in your area,
please go to:
www.fshc.co.uk/dementia-care
or email dementiacare@fshc.co.uk

FLU & YOU!
TOGETHER WE CAN FIGHT IT
At Four Seasons we’re committed to making
resident experiences special and one way we do
that is to encourage residents, the care team and
visitors to help us reduce the spread of flu in our
homes. That’s why as winter approaches we’re
urging everyone who lives, works and visits our
homes to be vaccinated.
Many of the Four Seasons care home residents
are over 65 and a significant number also have
long-term serious health conditions. This can
make a flu infection especially dangerous –
perhaps leading to a stay in hospital, permanent
disability or even death.

This is why we are offering:
Free Flu Vaccination to all colleagues
All residents can receive their free vaccination
in the home and many of our colleagues will be
entitled to a free flu vaccination via their GP; but
for those who are not eligible, we are arranging
vouchers again this year to cover the cost of the
vaccination at Boots.
Residents, colleagues and all visitors –
together is by far the best way to fight the
threat of flu.
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QUALITY OF LIFE
PROGRAMME
WINS BIG AT THE
UK CUSTOMER
EXPERIENCE AWARDS
Four Seasons Health Care has been named winner
of Overall Best Customer Experience in this year’s UK
Customer Experience Awards 2016. It was chosen by
the judges ahead of more than 750 companies across all
sectors of industry for its Quality of Life programme.

To view the QoL programme video visit:
www.fshc.co.uk/our-quality-of-life-programme

QUALITY OF LIFE PROGRAMME
The Quality of Life Programme uses technology
that is exclusive to Four Seasons to give insights
into the day to day experience of people in more
than 300 care homes. Residents, their families
and health professionals can use iPads that are
linked to purpose-designed software systems,
to tell the company what they think about any
aspect of care. The information is transmitted
in real time to the Home Manager and Regional
Manager. This is very different from the paperbased surveys conducted across the industry
once or twice a year, where feedback is usually
out of date by the time it is collated.

Use this link to find out more about the
Quality of Life programme including an
infographic www.fshc.co.uk/our-qualityof-life-programme

Tim Hammond, CEO said: “In just 12 months,
the company has received over 110,000 pieces
of customer feedback, much of it positive. This
feedback has enabled our care teams to find and
fix over 70,000 issues or niggles. Most of these
are little things which make a big difference to
someone’s daily life. They have included always
cutting the rind off someone’s bacon, changing
the time someone’s medication is delivered,
re-decorating a room to a resident’s taste,
giving a choice of two meats for the Sunday
roast. When the majority of our residents are of
the generation who don’t like to make a fuss,
our Quality of Life Programme has helped us
to uncover customer needs that they might
otherwise not have expressed.”
The Quality of Life programme software
was developed in partnership with Optimum
Health Technology.

The Quality of Life Programme is a technology based
live customer feedback system, which has collected over
110,000 pieces of live feedback from residents and families
in the past 12 months. The changes implemented as a
result have led to customer satisfaction levels of over 97%
across Four Seasons Care Homes.
Four Seasons was also winner in the award category for
“Insight and Feedback – A Focus on Understanding.”
Tim Hammond, Chief Executive,Four Seasons, said:
“It is a huge endorsement for our Quality of Life
programme to have been selected as the best customer
experience programme in the UK and it’s a credit to the
20,000 people in our care teams who have used it to
listen to the 16,000 residents in our homes to understand
how we can give them a better experience and make
them happy.”
Neil Copping, host of the Customer Experience
Awards, said: “It is the first time that a company in
the care sector has won this award and I think it is
very significant because, while quality of care is most
important, there is more to giving people living in care
homes the best customer experience. Four Seasons
understands this and is embedding a customer focus and
service culture that has resulted in a substantial increase in
levels of customer satisfaction.”
The UK Customer Experience Awards is one of the most
important events for customer experience professionals.
The Awards are judged by panels of independent business
men and women, using scoring methodology and criteria,
endorsed by Cranfield School of Management.

The Quality of Life Programme has been short listed in this year’s
HSJ Awards in the Improving Care with Technology category.
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WINNER
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Four Seasons Health Care are
thrilled to have been shorlisted in
five different categories in this year’s
Nursing Times Awards:
Technology & data in Nursing, Team
of year, Rising Star, Nurse Leader,
Nursing Older People

NURSE REVALIDATION
Four Seasons Health Care is committed
to providing confident and fully trained
nursing staff.
As you are aware, the NMC is the largest
regulator of healthcare professionals and
its primary function is patient and public
protection. It sets standards for education,
conduct and performance for nurses. It’s
model of revalidation introduced in April
2016 has replaced the PREP standards and
self-declaration that is currently required to
maintain registration with the NMC.

At Four Seasons we support and guide our
nurses through the process, providing each
Registered Nurse with a personal portfolio
and to assist them with their own personal
development and every nurse is assigned a
Confirmer who is responsible for checking
whether a nurse has met the requirements
of Revalidation.
For further information about how we
are supporting our nurses with their
revalidation please email us on:
FSHCNI.NMCrevalidation@fshc.co.uk

info@fshc.co.uk
www.fshc.co.uk

Registered address: Four Seasons Health Care, Norciffe House, Station Road, Wilmslow, SK9 1BU

