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IV	And then we can just forget about it, but what I’d like to do, we’ve got the action plans here, is we’ll just go through them, see if… This is not a memory test.  We’ll just go through them and see if you recognise any bits of them, remember any of them, and we’ll talk about whether or not any aspects of these plans did happen and if they’re still happening now 18 months later.  
	The first one was DICE [?] and that there was going to be a folder on each floor with blank DICE plans, and that any staff member could complete one, and that these would become an agenda item at a staff meeting.  Do you remember?  The DICE plans was this idea of when someone has distressed behaviours or agitation, that you describe what’s happening, you record what you’re seeing, you investigate with different strategies that you might try.
	I can never remember what the C stands for, and then the E is about… And if that doesn’t work, if the person remains agitated, you roll the dice again and you investigate and try something different.  Does that ring a bell?
MA	Yes, it does ring a bell.
IV	Do you remember… First of all, did you have a folder on each floor with [overtalking]?
MA	We had a folder on each floor, yes.
00:01:21
IV	Was that used?
MA	Not really, but we started using it on the third floor because we had one of the residents who was agitated.  Any time somebody comes in his room and takes his clothes, we had that one, and now he’s a bit quiet, because we tried something with him.  For instance, if the staff come into the room and take his clothes and go out to wash his clothes, he will be agitated and he will start creating problems.
	But what he does right now, he washes his own clothes, we allow him to wash his own clothes.  And he opens it in the room, and when the staff sees it, then the staff would take it and just hang it out so that it can dry.
IV	And how did you find out that he would like to do that?
MA	Because he always says he wants to do it, instead of taking his clothes out, instead of taking his clothes down to the laundry, because he says that when it goes down to the laundry, it doesn’t return back.  What I did at the beginning, I bought a basket.  I bought this basket for him, a laundry basket, and I went to him and I asked him to put all his dirty clothes in there and then I will take it to the laundry myself and take it back to him.
00:02:41
	He brought back the laundry basket, to then say he doesn’t want the laundry basket, so I just left it like that.  But what he does now, he washes his own clothes.
IV	Was there anything from MARQUE [?] that made… Was there anything that you found in training that helped you work that out?
MA	Yes, because that same day when we were talking about that and I brought it up in class and they asked me, what will you do, then, to prevent him from getting agitated when people come to his room, I said, I’m going to get a basket.  And I told him.  He kept the basket for one night and he brought it back the following day, and he said to me, [name], I do not want the basket, I will wash my own clothes.
	I said, okay, if you are going to wash your own clothes, that’s fine with me, but sometimes it has to be washed properly so that perspiration doesn’t stay on and things like that.  But he still washes it, and we don’t have a problem with him now.
IV	Wow, his agitation’s…?
MA	Yes, it stopped.
IV	Completely gone?
00:03:46
MA	Oh, yes, he is not agitated like he used to be before.  He would shout, and, no, he’s not doing that anymore, really.
IV	Wow, that’s amazing.  Did you use a DICE form to record that?
MA	I did use that for a long time, but since I saw he was okay, I stopped.
IV	Is there anyone else that’s agitated at the moment in the home?
MA	Right now, we are having new people in the home, because most of our old people have gone.  Those that were being agitated have gone, we are having new people now.
IV	If you think back a year, 18 months ago, to some of those residents who were agitated, can you think of any examples where things that you tried out of the training started to work?
MA	The other floors, the other staff, would be able to say, because I don’t work on a unit, I work everywhere, but since my office was up there on that unit, I was observing what was going on, on that unit.
IV	I see, got you.  There was a folder made.  The DICE forms weren’t particularly used?
MA	Not really, but we were going to ask…
IV	Do you remember…?
00:05:05
MA	I can ask the floor.
IV	Does it feel like there’s a problem with agitation at the moment?
MA	We don’t have much agitation with people here.  It’s only sometimes with dementia you’d find that they are confused.  If they have UTI or whatever, they will be confused.
IV	Are there lots of people that live with dementia here?
MA	Oh, yes, the whole home is dementia.
IV	Everyone has a diagnosis of dementia?
MA	Mostly everyone now.
IV	But you don’t have a particular [overtalking]?
MA	No, because we have the residential, we have two residential and one nursing and one EMI [?] nursing.
IV	Four floors.  I’ve never really looked up what came in here.
MA	We have four floors.
IV	Was agitation or dealing with agitation, the DICE forms, did that ever become an agenda item at staff meetings?
00:06:01
MA	For instance, I don’t think they use the forms, but if somebody gets agitated, they would speak about it in the meeting.
IV	Would you have done that anyway regardless of MARQUE?
MA	Yes.
IV	Perfect.  The next one was, do you remember the Call to Mind board game?
MA	Yes, we are using that up to now, which is very fantastic.  All the floors are using that.
IV	That’s incredible.  How was [overtalking]?
MA	All the floors.
IV	Do you think?
MA	Sometimes, we use…
IV	When did you last use it?
MA	When was that?  Just Friday, we used it, because it is on our agenda.  Games, we have a time for games, and we use that, all the floors use it.
IV	Brilliant, and because you’re obviously activities, do other members of staff use it themselves?
00:06:52
MA	Oh, yes, they do.
IV	Not just, then, for games?
MA	Not just the game but we use it.
IV	Can you remember the last time you saw a nonactivity, it being used more spontaneously or not on…?
MA	On the third floor, we use it.  Sometimes, we use it among ourselves and ask questions.
IV	Amazing.  In what circumstances?  You use it as part of an activity?
MA	Yes, we use it…
IV	In what other circumstances might you use Call to Mind?
MA	Sometimes, when we have a party, we will sit down and ask questions.
IV	A conversation tool?
MA	A conversation, yes, and then we would ask questions.  For instance, if we are training another staff to use it, we will sit down and we’ll discuss it and ask them questions, and then they will get familiar with the game.
IV	You use it with new staff members?
MA	Yes, we use it with new staff members.
00:07:42
IV	Amazing.  You’ve got four here, I think?
MA	Four floors, yes.
IV	Have you got four games?
MA	We have five games.
IV	Five?
MA	I have an extra one.
IV	Did you buy them yourself?
MA	No, it was given to us by MARQUE.
IV	That was us, because we sent some more out, we had some extra ones.
MA	Yes.
IV	Brilliant, and you would definitely…?
MA	It is very good.
IV	Would you say weekly you do it?
00:08:02
MA	We do it weekly, because again, it helps the residents to bring out what they were doing when they were younger, the things that they were doing:  where they were going, the parties, the birthdays, the travelling, all of these things.
IV	Can you think of any resident where it’s really helped find out more about them, because you didn’t…?
MA	Oh, yes, especially I found out more about some of our residents, because I have to write about This is Me.  We have something, This is Me.  It tells you everything about them.
IV	In their file or…?
MA	Their file or whatever.  Then I will ask this question and they will tell me and I will jot it down by their names, and then…
IV	And Call to Mind helps you do that?
MA	Call to Mind helps me do that, and then I would go and do…
IV	Before Call to Mind, how would you have done those?
MA	I would ask the family.
00:08:56
IV	What do you find different about using Call to Mind compared to the family?
MA	To me, Call to Mind would make them talk more and say things that they were doing a long time ago which their own people don’t even know, and it brings a light in them, and they will talk and talk and give you a whole story about themselves.
IV	Amazing.  It must be really powerful to see.
MA	It is.
IV	Brilliant.
MA	Call to Mind, I love that game.
IV	That is a big tick?
MA	That’s a big one, I’m telling you.
IV	And pleasant events, as a group, you’re going to continue to do pleasant events as often as possible, matched to individual residents’ needs, going to share what worked well, adding things into the About Me section, and focus on writing in the daily reports?
MA	Yes, we do that, I do that, every day.  This is what I was doing when you came and called me, and I haven’t finished, because what happened, we had an activity this afternoon, and it was tai chi exercising we had, and I was just entering it on their daily notes.
IV	Did you always do that?
00:10:06
MA	Every day.
IV	Before MARQUE, you wrote up daily?
MA	Oh, yes, I used to do that, and in the morning, before MARQUE, I used to have a one-to-one with everyone in their rooms.
IV	You’re amazing.  There are hundreds of rooms.
MA	Yes, one to one, I would spend about ten minutes, 15 minutes with them.  This morning, I spent time with them, but I did not have time to record.  I spend time praying with them, reading the bible with them, even reading their storybooks with them, and…
IV	You can come to my house.  Would you say that since MARQUE, do you think there are more pleasant events, do you think there’s been a change in any pleasant events, or do you think you were already doing that with them. you were already doing that [overtalking]?
MA	We were already doing most of everything.
IV	You don’t feel there’s been…?
MA	But since MARQUE came, MARQUE has pushed even more.
IV	In what way?
00:10:57
MA	In a different… People will come together and talk about themselves.
IV	Residents?
MA	Yes, the residents will talk about themselves.  We question them.  For instance, the way the questions are organised in the Call to Mind, they would play a game, turn the wheel, and it would fall on a word, and they would just pick that card.  And it makes it very, very good.  They can answer.  They can see the questions, they can read the questions themselves and answer the questions.
IV	Brilliant.  That sounds great.  That’s all that.  And the last one is, or the last action plan, was about staff support meetings.
MA	We do have meetings.  Every morning, we have what they call the dashboard for all, I would say, team leaders on the unit.  We have a meeting every morning at 11 o’clock.  We spend about 20 minutes talking about the residents and talking about staff.  And then we would go back to the floor.  If anything is important, we lay it out for the staff.  Then we have a staff meeting.  Once every month, we have a staff meeting and we all come together about…
IV	Brilliant.
MA	And if anything’s affecting them, then they talk about it.  Then, if they have supervision, they talk about it in supervision and everything like that.
IV	What supervision do they have?
00:12:30
MA	Supervision, for instance, how they are getting along, if they like the job, what is going on with them, if they want to do more courses, things, how far they are going with the job, if they are happy or whatever.  We have a discussion.
IV	They have that once a month [overtalking]?
MA	No, every three or four months we have it.
IV	Those meetings were in place anyway, though, before MARQUE?
MA	Yes, they were in place before MARQUE.
IV	This one was about making sure that the meetings could include using DICE and communication, MARQUE stuff.  Do you think they changed in their content after the MARQUE training or do you think the meetings stayed the same?
MA	The same.
IV	Do you think it’s open for staff to bring up what they want to?
MA	Oh, yes.
IV	Great.  Call to Mind is the best thing?
MA	Call to Mind’s the best.
00:13:34
IV	From what you guys wanted to take forward?
MA	Yes, it’s the best.
IV	Brilliant.  Do you think there are reasons why DICE isn’t used?  Do you think it’s probably because there’s not much agitation now?
MA	There’s not that much agitation now.
IV	Because you did use it with that individual you were talking about?
MA	Yes.
IV	The pleasant events you don’t think you’re necessarily doing more of because you were already doing [overtalking]?
MA	We were already doing it, yes.
IV	I don’t know why you had that action plan.  And the staff support meetings?
MA	Yes, they do the meetings.
IV	The meetings were already happening anyway?
MA	They were already happening; a long, long time.
IV	Brilliant.  We’ve called this an acceptability study, and sometimes researchers use words in funny ways.  What we mean by acceptable is that people found it appropriate for them to be doing.  People weren’t sitting there thinking, what is this, or maybe you were.  What we’re checking is whether or not people felt it was acceptable, what we were inviting people to talk about and think about and try changing.  Do you find the MARQUE training acceptable?
00:14:42
MA	The MARQUE training was really, really good, it was acceptable.  It’s really good, because when you really look at it, some staff learn a lot by that, and if you come to talk to them now, they will tell you, yes, they learnt a lot, because we still have the books.  I gave some of my books to the manager to read to see how we were doing it, the questions and what it is all about.  It’s very good.
IV	What were your favourite bits about it?
MA	Pardon?
IV	What was your favourite bit about the training?
MA	The favourite bit?  I think I loved all of them.
IV	Did you like… We did it as… This is where you being very helpful with the lists came in.  We wanted to do it with everybody.
MA	Everybody.
IV	How appropriate was that, us trying to get everybody… I think we did four different groups here, didn’t we?
MA	We did four different groups, yes.
00:15:40
IV	How appropriate was that for you, and be honest.
MA	It was good.  I’m honest.  Because some of the staff were really talking about it, and they said they enjoyed it, they learnt a lot, especially to think of the mind.  There was a CD that we had, and that CD was really, really good.
IV	Guided imagery?
MA	That’s it.  It was really, really good.
IV	Some of the staff liked that?
MA	Oh, yes.  Sometimes I play that at home.
IV	Oh, lovely.  A lot of people have said that, that they use it…
MA	I play that, I use it at home.
IV	Did you find it stressful seeing us again, with lists of people, saying, we need to speak to these people, we all need them in the room?
MA	No.
IV	Are you sure?
MA	No.
00:16:23
IV	We didn’t ask too much of you?
MA	No, that was good.  I was happy to do it.
IV	Did you feel supported by your manager that this was happening?
MA	Oh, yes, [Previous home manager] was really…
IV	[Previous home manager] was [overtalking]?
MA	Oh, yes, [Previous home manager] was supporting me all along the way.
IV	Did it feel like you were owning MARQUE in the home?  Was it your thing?
MA	I was.  Yes, it was my thing, because I was the one doing everything, the lists and the presentation to the staff, those who come in.  I used to do the rota…
IV	You did the dates for it?
MA	The dates and everything.  I was the one doing everything for [Previous home manager].  I then gave it to her.  I was happy doing it.
IV	You’re an angel.
MA	At that time, my office was right here.
IV	I remember.
00:17:05
MA	Now I’m upstairs.
IV	In what ways does the MARQUE training differ from other kinds of training that you do?
MA	The thing about it, it’s more on dementia, it’s more on agitation, although they have had training on agitation for the staff.  But they got to know a lot, because what happened, they had the books and everything, they sat down, they read about the books and all, they would take the books home and read about it.
	For instance, I saw one of them… I think one of the residents had something, and they went in the book and they were searching to see whether they could get something out of the book, and then they worked along with the book.  But that person is not here anymore, and she was quite good.
IV	There’s been a big turnover of staff and residents?
MA	Yes.  She was quite good.  All the staff, mostly all of them, are gone.  It helped them a lot, it helped quite a bit, because some of them took it away with them, took the books away to work elsewhere.
IV	Do you use the books with the new members of staff?
MA	No, not yet.
IV	Not yet?
00:18:14
MA	Because I gave all my books to the new manager, although they sent some books here again…
IV	We had extras.
MA	You sent some extra books, and I have them there.  I have had no time yet to sit with them because they are just coming in.
IV	But doing the training across six classes, you found that acceptable?
MA	It was good.
IV	Doing it for a two-hour slot was acceptable?
MA	It was good, yes.
IV	Asking you guys to practise stuff in between?
MA	Yes, it was good.  Everybody was practising.
IV	Wow.
MA	We were practising…
IV	Did it feel like there was a buzz about the home?
00:18:49
MA	Oh, yes, and [Previous home manager] was at us all the time, make sure we use it, when [Previous home manager] was there, but it’s only now it died out a bit because the person who was really leading into it, but I can’t do much, it is she that would say, and she herself was really… Then she was saying, you have to do this, have you seen them doing this, [name]?  Could you go and add them to the list and… It was good.
IV	What do you think you saw?  What differences do you think you saw in the home after the training?
MA	I think after the training, I found staff was able to speak with residents, come together and play with residents, especially, how do they call the knitted…?
IV	Twiddlemuffs [?]?
MA	The twiddlemuffs.  Up till now, they are using the twiddlemuffs for the residents when they are having activities.  They do.  They use it with them, they give it to them, they play.  Some of them who do not do anything, they will give it to them and they will play with it.  I find they really come together with…
IV	When you say, come together, do you mean they came together and they worked better as a team?
MA	They work better as a team.
IV	And they have better communication with residents?
MA	Yes, they have better communication, but most of them are gone.

00:20:07
IV	I know.  Is there any specific example of when you remember the team… An example of the team working better together, or was there a particular resident that people used to avoid and then didn’t?  Have you got any specifics of that?
MA	And that person is dead already.
IV	We can talk about the dead as well as [overtalking].
MA	Who was it?  I can’t remember.  Who was that person? [name] would be able to tell you.  When you see [name], I think she would be able to tell you.
IV	There was a resident that was…?
MA	Yes, especially on her floor.
IV	And for you… Your role’s activities?
MA	Yes, activities.
IV	You find things like twiddlemuff and the Call to Mind game…?
MA	Call to Mind [overtalking].
IV	Particularly?
MA	Very, very good.
00:21:03
IV	I guess the DICE, you wouldn’t necessarily be doing the DICE stuff?
MA	Very, very good, yes.
IV	That sounds like a big thumbs-up from you.  Would you like to see more of MARQUE, would you like to see…?
MA	Oh, yes.  Especially for the new staff, that would be good for them.  They would have an input in doing things in the home and…
IV	Would you…?
MA	Are you going to start it back again?
IV	There have been lots of people that have said we really liked it and either top-ups would be helpful or do it all again after a certain period, when 50% of staff have gone or whatever, and/or residents change as well.  We’re wondering about whether or not doing it as the same kind… Not necessarily as part of a research…
MA	But in a different way?
IV	But as part of a service delivery, a service, basically, and whether or not it would be good still being external, maybe me coming and doing it, or whether or not training people within the home so that you guys could do it with your staff whenever you wanted to.  Either externally provided or doing a train-the-trainer, what do you think of those two ideas?
00:22:25
MA	I think train-the-trainer, because in a way that would be good.  The person is inhouse and they would foresee what is going on.
IV	Someone like you, say, in your role you became… We trained you to become the MARQUE person, say, is that something that you think would happen at the home?
MA	It can happen, but not me.   I can’t.
IV	But do you think it would be… Because some people have said, when there’s an external force, everyone makes sure it happens…
MA	It happens, it’s true.
IV	Or you can lose things, what do you think about that?
MA	I think an external would be better.
IV	Yes?
MA	Yes, an external would be better.  To me, inhouse, they will not take it seriously.
IV	Is it?
MA	To me, that is my perspective.
IV	I could see that you see Al [?] and people coming in that are different and…
00:23:23
MA	And they’ll have a proper certificate and whatever.
IV	That would be our… We’ve shown it works with all the number-crunching and stats we’ve done, and I’ve spoken with... And then I’ll speak to some of the staff as well here, and that’s nine of the ten homes that I’ve managed to get back into, to find out.  And actually… I don’t know, I think I left it on my desk.  No, I’ve got it here, hot off the press.  These are all the different homes that I’ve managed to speak to again, and these are the Call to Mind, DICE, and the different things that we did, and some of them, it’s not being used, some if it is unknown.
MA	Wow.
IV	But there’s lots that is.  Call to Mind particularly, four of the six homes are still using it regularly, five now because this is you.  Quite a lot of the different things are regularly still being used.
MA	Yes, we’re still using this Call to Mind game.
IV	This is not based on when the training happened, what were you using, this is now.
MA	This is now?
IV	This is what’s happening.  One home’s still managing… I think every day, there’s a 20-minute block that admin, laundry, everybody stops tasks and just does talking.
00:24:42
MA	Talking?
IV	Or playing cards or something pleasant.
MA	Pleasant?
IV	Sorry.
MA	It’s all right.
IV	Something pleasant, or going out in the garden with somebody, rather than always being task, task, task.
MA	Task, task, task?
IV	And that’s them, they were our first home.  That’s them almost two and a half years ago, and one thing, they’ve had four different managers, they’ve had a massive refurb as well, and they’re still managing to keep something going.  It looks like there are things that are…
MA	Still going on good?
IV	Working.  That’s what we would be hopeful for, is that we could do a service, not a research study with all that, the questionnaires, but just we’d want to monitor and evaluate, obviously, but it wouldn’t be the same beast as it was last time.  But if you guys would be interested, we’ll…
MA	Then you’ll speak to [overtalking]?
IV	Yes.
00:25:32
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