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Health, staffing concerns raised at

retirement center

Posted: Sunday, July 27, 2014 4:00 pm | Updated: 6:29 am,

Wed Jul 30, 2014.

By Kyle Bagenstose Staff Writer

There are changes underfoot at Rockhill Mennonite

Community. Whether they are a cause for concern
depends on who you ask.

A pair of former nurses and some family members of

past and current residents at the West Rockhill facility
allege new management has driven a mass turnover of
employees, resulting in a decreased quality of care.

Management says an increased emphasis on
accountability and care has driven away employees
who took issue with the new company culture or whose

ineptitude previously went unnoticed.

Kara Brace, a former nurse at Rockhill, says she was

intimidated into resigning in March after more than 30
years as an employee.

“I heard someone put it as scorching the earth,” Brace
said. “The new administration came in and wanted to
clean house.”

Art Gentile

The Rockhill Mennonite Retirement Community in

Sellersvile.
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Brace worked in Rockhill’s Healthcare Center, a round-
the-clock care facility that houses about 90 residents
unable to care for themselves. She says the department
is where the majority of the issues occurred.

“We were being picked on for trivial things,” Brace said.
“We’re all human and make mistakes. But it was a
situation where if you made one tiny mistake, they’d be
on top of you and firing you.”

Her concerns were echoed by Michelle Chamberlain, a
former nursing supervisor who said she was fired this
spring after five years at Rockhill.

“About six months to a year ago new management has
come in, and since that happened the place has kind of
fallen apart,” Chamberlain said. “They’re not really
patient-focused ... it seems to be they want to use their
own group of people.”

Chamberlain said she was let go following an incident involving a certified nursing assistant that occurred on her
watch. She says there was a disagreement between the assistant and a resident, which eventually resulted in an
employee’s firing. Despite Chamberlain’s claims she acted expediently to resolve and document the incident, she
says she was let go a week later.

“(I was told) I did substandard care and didn’t protect the resident,” Chamberlain said. “I feel like they didn’t follow
protocol ... you don’t just go and terminate someone.”

Both Brace and Chamberlain believe the turnover has resulted in a decreased quality of care, particularly for
residents who are used to being cared for by familiar faces.

Management disputes the assertions of former employees that firings have resulted in a diminished quality of
care. Karen Lehman, who was hired as president and CEO last summer, says that the turnover has instead been
the result of an increased emphasis on care.

“There was a culture here that was a very negative culture,” Lehman said. “Staff were not very engaged in the day-
to-day operation ... they were kind of self-directed.”

According to figures provided by Rockhill, 39 of the Healthcare Center’s employees either left or were let go so far
this year. Staffing is currently at 105 employees.

Lehman, who came to Rockhill from the Pennswood Village in Newtown, says she has specialized in retirement
communities “where there’s been a need for change” during her administrative career. She says instituting
stricter policies and procedures rubbed some employees the wrong way.

“If leadership comes in and sets standards or protocol, staff either are going to accept that and work with that, or
they’re not,” Lehman said.

Other members of the administration support Lehman’s viewpoint. Amy Moeller, who was hired as Rockhill’s
medical director in November, says she has seen care improve since her arrival.

“When I came in, I really saw the gap in clinical care, and the training of our nursing staff compared to other
facilities,” Moeller said. “What I’m seeing now is an improvement in care.”

Family members of some residents have voiced concern. One woman, who asked that her name not be used,
said her 90-year-old mother entered the facility several years ago after becoming immobilized. Unable to stand or
walk on her own, she requires around-the-clock-care.

“This place was phenomenal until about two or three months ago,” she said. “It was like someone flipped a
switch.”

She says nurses are taking much longer to respond to her mother’s call bell, and several times she found the
device on the floor, out of reach. On one occasion she says her mother was left sitting on the toilet for half an hour.

“A temporary aide told my mother to stand up, and she told her she couldn’t pull herself up,” the woman said. “It
took the aide 30 minutes to bring someone back ... (my mother) was left sitting on the toilet.”

Another family member of a different resident, who also asked that his name not be used, says his mother had a
similar experience before recently being discharged from the center.

“A couple of times she had to go to the bathroom and was left to sit and soiled herself,” the man said. “She told
me that before the service was great, but that they’ve had changes and it went downhill. If she had to stay any
longer we probably would have found somewhere else.”

Administrators say Rockhill has increased transparency and feedback avenues, including comment logs for
residents and quality assurance meetings. They’ve also brought on an in-house wound specialist, and say many
of the gripes come from former employees who aren’t used to being held accountable.

“I’ve been shocked at the lack of responsibility, the lack of taking ownership for one’s actions,” Lehman said,
adding one longtime nurse was let go after allowing a patient to lie in bed in pain without alerting other medical
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staff, in addition to forgetting to administer medication in a separate incident. “This was a 30-year nurse who was
probably a good nurse, (but) who might have had instances like this before. You can’t let that sort of thing go.”

According to figures provided by Rockhill, 18 Healthcare Center employees have left so far this year, while 21 were

let go. They point out that total turnover for the entire Rockhill Mennonite Community, which also includes
unassisted retirement living and a personal care center, was below the industry average.

Administrators also denied employees were being let go for first-time, isolated incidents, saying employees are

first given verbal or written warnings.

“We haven’t had any (single incident) so severe that we just would have fired somebody,” Lehman said. “There
had to be something prior.”

While administrators say that they do not believe the quality of care has decreased as a result of the turnover,

public inspection records do show an unusual uptick in the number of complaints at the healthcare center. In
Pennsylvania, care centers like those at Rockhill are inspected every 12 to 15 months by the state Department of

Health, in addition to whenever a complaint is filed.

Records show that from 2010 to 2013, state surveyors conducted only one inspection due to a complaint, which
they determined to be unfounded. Annual inspections passed each year with one or two violations, including

delayed call bell response times for two of 13 sampled residents in 2013, and a liquid hand soap bottle that was

left publicly accessible in 2012.

However, a survey following a complaint this spring found that 13 residents scheduled to receive a weekly shower
or bath were not given one on May 17.

“Review of bath schedules revealed that ... there were 13 residents scheduled for their weekly shower (or bath),”

the report read. “Review of these 13 resident’s bathing documentation revealed that none of the residents
received their scheduled bath.”

The report added that the residents were not offered a second opportunity to bathe ahead of their next regularly

scheduled bath.

Director of Nursing Catherine Fox said the incident was due to an oversight that has since been corrected.

“What we found was that if someone refused a shower or bath, (staff) weren’t re-offering one, which they should,”

Fox said. “We put that into place and continue to monitor it ... We’ve been 100 percent in that area.”

In the month that followed, Rockhill was visited three more times, twice due to a complaint. While the complaints
were declared to be unfounded, an annual inspection found four violations, including the center’s inspection book

not being made publicly available, an incident where a patient’s care plan was not correctly followed, and a failure

to post required nurse staffing information.

Rockhill administrators say that all four violations resulted in policy changes to prevent future occurrences.

While acknowledging that conflict has arisen due to the turnover, Rockhill Communications Manager Heather Idell

reinforced that the center was moving in the right direction.

“In order to get to where we need to be, we need to make a quantum leap to get there and it can be uncomfortable
for many people,” Idell said. “People are learning that it’s now OK to speak out ... and what’s not getting

communicated yet is all the great things that are happening here.”

Kyle Bagenstose: 215-345-3187; kbagenstose@calkins.com; Twitter, @KyleBagenstose
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Solebury quarry ordered to scale back operations

A Solebury quarry must immediately stop any operations below its previously authorized

depth, according to a recent ruling by a state environmental agency.

'Robin Hood' jailed for scamming $2.4M from Comcast

Alston Buchanan likened himself to Robin Hood for selling Comcast customers

unauthorized discounts that cost the company more than $2.4 million in lost revenue.

Montgomery County state senator: Colo. trip included using
marijuana

HARRISBURG, Pa. (AP) — A state senator from Montgomery County says he tried some

marijuana on his taxpayer-funded trip to Colorado to see how the state's marijuana

industry is working.

More about Rockhill Mennonite Community

pause

PAINTER Exp'd painter for trailer manufact…

ELECTRICIANS - Exp'd. Commercial work. Call:

SITEWORK ESTIMATOR Exp in all phases sitework

CASHIER - F/T Weekends Apply at: Sparkle

INDUSTRIAL MAINTENANCE SUPERVISOR

http://www.theintell.com/news/local/solebury-quarry-ordered-to-scale-back-operations/article_4ade7792-52ed-5926-b47a-6dc70370b3db.html?d=topstoriesnow
http://www.theintell.com/news/crime/robin-hood-jailed-for-scamming-m-from-comcast/article_f4c79669-a608-5666-8096-a58efcfeb5e8.html?d=topstoriesnow
http://www.theintell.com/news/state/pa/montgomery-county-state-senator-colo-trip-included-using-marijuana/article_cb3dfa34-f708-52e4-96af-1febb0c63930.html?d=topstoriesnow
http://www.theintell.com/?d=topstoriesnow
http://www.theintell.com/news/local/solebury-quarry-ordered-to-scale-back-operations/article_4ade7792-52ed-5926-b47a-6dc70370b3db.html?d=topstoriesnow
http://www.theintell.com/news/crime/robin-hood-jailed-for-scamming-m-from-comcast/article_f4c79669-a608-5666-8096-a58efcfeb5e8.html?d=topstoriesnow
http://www.theintell.com/news/state/pa/montgomery-county-state-senator-colo-trip-included-using-marijuana/article_cb3dfa34-f708-52e4-96af-1febb0c63930.html?d=topstoriesnow
http://www.senatorleach.com/what-i-learned-about-legal-marijuana-in-denver
http://www.theintell.com/topic/?q=%22rockhill%20mennonite%20community%22&t=&l=25&d=&d1=&d2=&f=html&s=&sd=desc&s=start_time
javascript:void(0);
javascript:void(0);
http://www.theintell.com/classifieds/job/other/painter-exp-d-painter-for-trailer-manufacturer-fax/ad_18770141-36b3-5ea4-a970-e10d0dc4d537.html
http://www.theintell.com/classifieds/job/other/electricians---exp-d-commercial-work-call/ad_4ff100d3-a276-5e83-9acd-89e70c97147e.html
http://www.theintell.com/classifieds/job/other/sitework-estimator-exp-in-all-phases-sitework/ad_f3dd9dd0-886e-5cf6-86a4-6e99835b7ef3.html
http://www.theintell.com/classifieds/job/other/cashier---f-t-weekends-apply-at-sparkle/ad_2ba18e6b-fa79-58ab-8138-8073c810ea78.html
http://www.theintell.com/classifieds/job/other/industrial-maintenance-supervisor/ad_3fc15b7d-5a73-53f7-b0cf-8331c4efa6be.html

