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COVID-19 Emergency Support Framework 
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Regal Healthcare Properties Limited 

Location / Core Service address 

Spring Lodge 
Main Road 
Woolverstone, 
Ipswich 
IP9 1AX 

Date 

14/07/2020 

 

Dear Regal Healthcare Properties Limited 

The Care Quality Commission is not routinely inspecting services during the COVID-
19 pandemic. We are maintaining contact with providers through existing monitoring 
arrangements and engagement and support calls covering four assessment areas: 

• Safe Care and Treatment 

• Staffing arrangements 

• Protection from Abuse 

• Assurance Processes, Monitoring and Risk Management 

This Summary Record outlines what we found during the engagement and support 
call shown above, using standard sentences and an overall summary. 

We have assessed that you are managing the impact of the COVID-19 pandemic at 
the above service. The overall summary includes information about the internal and 
external stresses you are currently experiencing, how they are being managed, and 
sources of support that are available. 

Emergency Support Framework calls and other monitoring activity are not 
inspections. Summary Records are not inspection reports. Summary Records are not 
published on our website.  
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Assessment Area 1 

Safe care and treatment 

1.1 Are infection risks to people using the service being thoroughly assessed 

and managed?  

Yes Infection risks to people using the service are being thoroughly assessed 
and managed. 

 

1.2 Does the service have the resources to obtain, and reliable access to, all the 

supplies, personal protective equipment and C-19 testing it needs, for both 

staff and people who use the service? 

Yes The service has reliable access to the right personal protective equipment 
and C-19 testing for both staff and people who use the service. 

 

1.3 Does the location’s environment and layout support preventing and 

containing transmission of infection? 

Yes The location’s environment supports the preventing and containing the 
transmission of infection. 

 

1.4 Are working arrangements and procedures clear and accessible to staff, 

people who use the service, their supporters, and visitors to the service? 

Yes Working arrangements and procedures are clear and accessible to staff, 
people who use the service, their supporters, and visitors to the service. 

 

1.5 Are medicines being managed safely and effectively? 

Yes Medicines are being managed safely and effectively. 

 

1.6 Are risks to the health of people using the service being properly assessed, 

monitored and managed? 

Yes Risks to the health of people using the service are being properly 
assessed, monitored and managed. 
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Assessment Area 2 

Staffing arrangements 

2.1 Are there sufficient numbers of suitable staff to provide safe care and 
treatment in a dignified and respectful way? 

Yes There were enough suitable staff to provide people with safe care in a 
respectful and dignified way. 

 

2.2 Are there realistic and workable plans for managing staffing levels if the 
pandemic or other causes lead to shortfalls and emergencies? 

Yes There were realistic and workable plans for managing any staffing 
shortfalls and emergencies. 

 
 

Assessment Area 3 

Protection from abuse 

3.1 Are people using the service being protected from abuse, neglect, 

discrimination and loss of their human rights? 

Yes People were being protected from abuse, neglect, discrimination, and loss 
of their human rights. 

 

3.2 Are the service’s safeguarding and other policies and practice, together with 

local systems, properly managing any concerns about abuse and protecting 

people’s human rights? 

Yes Safeguarding and other policies and practice, together with local systems, 
are properly managing any concerns about abuse and protecting people’s 
human rights. 
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Assessment Area 4 

Assurance processes, monitoring and risk management 

4.1 Is the provider monitoring and protecting the health, safety and wellbeing of 

staff? 

Yes The provider is monitoring and protecting the health, safety and wellbeing 
of staff. 

 

4.2 Does the provider have effective systems and methods for monitoring the 

overall quality of the service and for responding to business risks and issues 

as they arise? 

Yes The provider’s systems and methods for monitoring the overall quality of 
the service and for responding to business risks and issues as they arise 
are effective. 

 

4.3 Is the provider supporting staff and people who use the service to raise any 

concerns and give feedback? 

Yes Staff are supported to raise concerns and give feedback about the service. 

 

4.4 Is care and treatment provided to people being properly recorded? 

Yes Care and treatment provided to people is being properly recorded. 

 

4.5 Is the provider able to work effectively with system partners when care and 

treatment is being commissioned, shared or transferred? 

Yes The provider is able to work effectively with system partners when care and 
treatment is being commissioned, shared or transferred. 

 
 

Overall summary 

From our discussion and other information about this location, we assess that you 
are managing the impact of the COVID-19 pandemic. 
 
The registered manager advised there are no cases of COVID-19 confirmed in the 
home. They confirmed the infection control arrangements are in line with best 
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practice and they are following current government guidance to manage Covid-19, 
should any person or member of staff develop any symptoms or test positive. The 
registered manager told us they had implemented a business continuity plan from 
the start of the pandemic and this included a Covid-19 risk assessment. They 
confirmed the home is prepared should there be a second spike with full support 
from the provider and partner agencies if needed. 
 
All staff and people using the service have been risk assessed and this is under 
constant review so that steps could be taken to mitigate risk and keep them safe.  
Challenges such as the practicalities of self isolation and social distancing in the 
home and accessing the community were discussed and the registered manager 
advised that their Covid-19 risk assessment/ business continuity plan covers this. 
They added that contingency arrangements have been considered but would vary 
for each resident and staff member in line with their individual needs. 
 
The registered manager told us their IAPC systems notably training, audits, deep 
cleaning, observational spot checks including hand hygiene had been ramped up 
and they have had contact from their IPC lead at the local GP surgery to access 
further support in this area if needed. 
 
The registered manager confirmed there were no issues with management of 
people’s medicines, PPE supply and there was enough staff to safely meet people’s 
needs. At the start of the pandemic the registered manager and provider reviewed 
the staffing arrangements to ensure safe staffing levels and that individual risks had 
been assessed and this is constantly reviewed. They added that where required 
staff who needed to isolate and shield have been fully supported. 
 
The registered manager told us they felt supported by the provider, the local 
authority and other professionals involved with the service such as the GP practice 
and pharmacies in the area. They shared how they are supporting their staff through 
an increase in communications as well as supervisions, meetings and training. In 
addition, they explained that they are a visible presence in the home and continue to 
have an open door policy and have shared several helpline numbers which promote 
wellbeing for social care staff, and this included access to relevant professionals 
and counselling should staff wish to access this service. 
 
The registered manager advised that they have kept people who use the service 
informed of any developments with Covid-19 by answering any questions they may 
have and using the provider’s pictorial versions of PHE guidance to aid 
understanding. They told us this had been well received and alleviated some anxiety 
people had particularly at the beginning when people had felt overwhelmed and 
scared, they added people had been very accommodating to the changes 
introduced and had adjusted their routines accordingly. 
 
The registered manager advised that families and friends have had regular updates 
throughout including the use of technology to support communication. Plans are in 
place to open up an area in the garden where people can meet their visitors safely 
through a booking system. 
 
The registered manager told us ‘how proud they are of their staff team’, describing 
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them as ‘super humans and heroes in my eyes, who came to work without fail’. In 
acknowledgment of the impact of Covid-19 in the home and workforce, they shared 
how they felt the staff had worked ‘incredibly hard’ going ‘above and beyond’ in 
difficult circumstances to ‘come together as a team’ and both they and the provider 
‘fully appreciated their efforts given the pressure they have been under.” 
 

 


