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Care Home Contact Details: 

Belong Crewe 

Brookhouse Drive 

Crewe 

 

Date of Visit: 10 October 2018 
 

 

Time of Visit:10-12noon 
 

 

Healthwatch Cheshire Enter & View Representatives: 

Ros Haynes and Susan Faragher 

 

 Staff Present: Joy Cassidy, Front of House Manager 
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What is Enter and View? 

 
Healthwatch Cheshire (HWC) is part of a network of over 150 local Healthwatch 
across England established under the Health and Social Care Act 2012. HWC 
represents the consumer voice of those using local health and social services and 
trades as both Healthwatch Cheshire East and Healthwatch Cheshire West. 
 
The statutory requirements of all local Healthwatch include an ‘Enter and View’ 
responsibility to visit any publicly funded adult health and social care services. 
Enter and View visits may be conducted if providers invite this, if HWC receive 
information of concern about a service and/or equally when consistently positive 
feedback about services is presented. In this way we can learn about and share 
examples of the limitations and strengths of services visited from the perspective 
of people who experience the services first hand. 
 
Visits conducted are followed by the publication of formal reports where findings 
of good practice and recommendations to improve the service are made. 
 
Contact Details: Healthwatch Cheshire, Denton Drive, Northwich, Cheshire, CW9 
7LU Tel: 0300 323 0006 
 
 

1. Description & Nature of Service 

 Extract from  www.carehome.co.uk 

Group: Belong Ltd    Person in charge: Phil Caine (General Manager) 

Local Authority / Social Services: Cheshire East Council (click for contact details) 

Type of Service: Care Home with nursing – Voluntary / Not for Profit Owned , 

Registered for a maximum of 67 Service Users 

Registered Care Categories*: Dementia • Mental Health Condition • Old Age • 

Physical Disability • Sensory Impairment 

Specialist Care Categories: Alzheimer's • Hearing Impairment • Parkinson's Disease 

• Stroke 

Admission Information: Ages 60+. Single Rooms: 67 Rooms with ensuite WC: 67 

Facilities & Services: Palliative Care • Day Care • Respite Care • Convalescent 

Care • Physiotherapy • Independent Living Training • Sheltered Housing • Own GP 

if required • Own Furniture if required • Pets by arrangement • Smoking not 

permitted • Close to Local shops • Near Public Transport • Minibus or other 

transport • Lift • Stairlift • Wheelchair access • Ground Floor Accommodation only 

• Gardens for residents • Bar/Cafe on premises • Residents Kitchenette • Phone 

Point in own room/Mobile • Television point in own room •  Internet Access 

Latest Care Quality Commission* Report on Belong Crewe: click here 

http://www.carehome.co.uk/
https://www.carehome.co.uk/care_search_results.cfm/searchgroup/36153515BELA
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
https://www.carehome.co.uk/externalsite.cfm?linkcategory=reg&searchazref=77648
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Extract from https://www.belong.org.uk/locations/crewe                                                  

Belong Crewe is rated ‘outstanding’ by the Care Quality Commission, and brings 

the very latest in care and facilities for older people into the heart of Crewe. 

Our community village offers 12 self-contained apartments for independent 

living and six supported ‘households’ with modern en-suite bedrooms and open 

plan lounge and kitchen areas. There is also a vibrant hub for community 

activities, with facilities that include a licensed bistro, hair salon, therapy room 

and exercise studio. Our village model is a stunning example of how advanced 

design and very high standards of care can provide a new quality of life for older 

people. 

Belong households represent a radically different alternative to conventional care 

homes. We operate with a higher-than-average staffing ratio and a maximum of 12 

residents per household, offering a family atmosphere where customers can build 

lasting relationships with staff and other residents. Our specially trained support 

and nursing staff are available around the clock to support individuals with 

dementia and those residents who require clinical care. 

2. Acknowledgements 

Healthwatch Cheshire would like to thank the service provider, front of 
house manager, residents, visitors and staff for their contributions to this 
Enter and View visit. 

3. Disclaimer 

This report relates to findings gathered on a specific date of visiting the 
service as set out above. Consequently, the report is not suggested to be a 
fully representative portrayal of the experiences of all the residents and/or 
staff and/or family members/friends but does provide an account of what 
was observed and presented to Healthwatch Cheshire Representatives at the 
time of the visit. 

4. Purpose of the Visit 

• To enable Healthwatch Cheshire representatives to see for themselves how 
the service is being provided in terms of quality of life and quality of care 
principles 

• To capture the views and experiences of residents, family members/friends 
and staff 

• To consider the practical experience of family/friends when visiting the 
service in terms of access, parking and other visitor facilities 

• To identify areas of resident satisfaction, good practice within the service 
and any areas felt to be in need of improvement 

• To enable Healthwatch Cheshire representatives to observe how the service 
delivers on the statements it advertises on its website 

5. Introduction/Orientation to Service 

On arrival Representatives were met by Joy Cassidy Front of House Manager, 
who was happy to answer questions and gave Representatives a tour of the 
building. 
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6. Methodology 

Representatives were equipped with various tools to aid the gathering of 
information. The following techniques were used by the reps: 

• Direct observation of interactions between staff and residents 

• Participant observation within therapeutic/social activities where 
appropriate 

• Assessing the suitability of the environment in which the service operates 
in supporting the needs of the residents 

• Observing the delivery and quality of care provided 

• Talking to residents, visitors and staff (where appropriate and available) 
about their thoughts and feelings regarding the service provided 

• Observing the quality and adequacy of access, parking and other 
facilities for visitors 

 

7. Summary of Key Findings 

• A warm welcoming environment 

• Excellent facilities 

• A key community hub 

• Excellent activities and wellness programmes 

8. Detailed Findings 

8.1 Location, external appearance, ease of access, signage, parking 

Belong is located in the middle of a residential housing estate on the outskirts of 
Crewe town centre. Immediately opposite there is a chemist, GP surgery and pub.  
The appearance is easily recognisable and is a large modern building that is 
replicated at other sites of the Belong group. 
A large sign directs visitors to the entrance, making it easy to find.  Parking is 
limited and as a result Representatives had to park on the road. The site has an 
onsite cafe and hairdressers which can be used by the community. 
 

8.2 Initial impressions (from a visitor’s perspective on entering the home) 

As you enter the building there is a feeling of entering a high quality hotel. There 
is a very pleasant entrance area which leads on to the cafe area. The cafe had 
several people using it on the day of our visit, and there was a variety of people; 
some who were from the local community, a couple were having a meeting and 
those who lived at Belong. Visitors arriving were met by the pleasant smell of 
coffee and selection of cakes at the counter.  The reception is located next to 
the cafe/bistro area. A staff member in this area told us “the people and 
residents here are great” 
Belong offers different options for living in their community, on this Healthwatch 
visit the focus was on the “households” and not the apartments for independent 
living. 

8.3 Facilities for and involvement with family/friends 

 Family and friends are welcomed at Belong, visiting times are fairly flexible and 
the households are set up to resemble a person’s home environment, the front of 
house manager told us. One of the residents told us “I am very happy here, I go 
to bed when I want to and my sister comes here for lunch” 
 A thorough assessment and discussion takes place between the resident, carers 
and/or relatives and Belong before admission to ensure that everyone is kept 
involved. 
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Regular meetings are held with residents and their relatives to ensure both 
parties are happy. For end of life care, there is a guest suite that families can 
use. One of the hosts told representatives that there are volunteers who come in 
to help and befriend the residents. 

8.4 Internal physical environment 

8.4.1 Décor, Lighting, heating, furnishing & floor coverings  

The households are on the upper floor. As you enter the main door there are a 
further two doors, one for each “household” – with a large sign above stating the 
name.  The corridor is bright, although the lighting is bright it is not harsh and 
there is a lot of natural light that flood into the main sitting room area due to the 
large windows that surround the building.  All the areas are well decorated. 
 Furnishings are all high quality and in excellent condition. The floor coverings 
are also in excellent condition and match the theme of the tasteful decor. 

 

 
 

8.4.2 Freshness, cleanliness/hygiene & cross infection measures 

Throughout the households, all the areas representatives observed were all very 
clean, with high standards of hygiene. 

 

8.4.3 Suitability of design to meet needs of residents  

The whole building is purpose built with wide corridors leading to the 
“households” there are memorabilia areas; small corners that have interesting 
items that reflect the past. The main household areas have been designed to be 
open plan, this works well as it gives residents a feeling of space but also allows 
staff to be on hand at all times for residents. A resident told us their bedroom 
was “top class” the bedrooms are all large and well furnished in soft muted 
colours. 

8.5 Staff support skills & interaction 

8.5.1 Staff appearance/presentation  

The staff representatives met on their visit were very pleasant, they are dressed 
smartly but not in uniforms to reflect the home approach. Hosts take 
responsibility for the cooking, laundry, care and other household tasks, residents 
can help take part in things like washing up, which is good for those residents 
who have always done this and takes away the care home feel. A staff member 
we spoke to told us “it’s one big family” 
The host told us there were male carers available to give residents choice. One of 
the relatives told us their relative had been there for six months and found all 
the staff friendly and caring.  Another relative did say that sometimes “there are 
not enough staff on duty”  
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8.5.2 Affording dignity and respect/Approach to care giving  

We observed staff speaking kindly to the residents, we spoke to a resident who 
had been there. A resident told us “it’s like being at home” 

 

8.5.3 Effective communications – alternative systems and accessible 
information  

Notices and notice boards are subtle to reflect the home feel but information is 
provided and available.  A detailed assessment is done so that residents needs are 
catered for. 
Belong hosts various groups including a dementia support group for residents 
families and the outside community. 
The local nursery and primary schools come in and visit the residents, older pupils 
read to some of the residents. Community events  are organised to be part of the 
community. 
 

8.6 Physical Welfare 

8.6.1 Appearance, dress & hygiene 

The residents we saw were smartly and comfortably dressed some of them get 
involved and help fold the laundry, if they choose to do so. The laundry area is a 
small area set up as it would in someone’s home. Larger items are sent to the main 
laundry in the building. In the main lounge area there was a table set out with nail 
products, the host told us that some of the ladies like to have regular manicures, 
the host said they sometime have a Manicure Monday as an activity for the ladies 
to get their nails done, this seemed a lovely idea and very good for the residents. 
 

8.6.2 Nutrition/ mealtimes and hydration 

All meals are freshly prepared and menu choice is based on what the residents like 
to eat. The whole feel is very homely.  We spoke to a relative who told “I chose 
this setting for my mum, it feels like home” The dining area is next to the kitchen 
area and on the day of our visit one of the residents was having her breakfast, 
there was no rush for her to finish, it was dine at her pace which is something not 
normally seen. The menus are planned on a four week menu and the hosts and 
other staff are supported by the chef from the bistro and cafe on the ground floor 
with cooking arrangements. A resident told us “mealtimes are marvellous” whilst 
another said “they were ok” 
 

8.6.3 Support with general & specialist health needs/Maximising mobility & 
sensory capacities  

The residents are registered with different GPs who attend as and when necessary.  
The residents have individual plans to support their mobility, there is an extensive 
gym (the studio) that is used on a one to one basis for each resident and there is a 
silver fit programme with helps people affected by Parkinson’s disease. 
Representatives were able to observe and try this programme which allows users to 
choose a background and scene and use this as a base for exercise to increase their 
mobility and interest. Twice a week group activities are offered which allow 
residents to exercise and network.  Belong also offers opportunities for the 
community to take part in some of the activities on offer.  
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8.7 Social, emotional and cultural welfare 

8.7. 1 Personalisation & personal possessions 

Residents are able to bring personal possessions into their bedrooms to personalise 
them, this includes pictures and ornaments. The front of house manager told us 

that Belong provides a journey from beginning to end in terms of support, 
resident’s health needs can be met without them having to leave the household. 
On one of the bedroom doors there was a no entry sign, the host told us one of the 
residents likes to go into other residents rooms to tidy but observes and 
understands when she sees the sign that she cannot go in.  
 

8.7.2 Choice, control & identity 
Choice is evident at Belong we observed residents choosing what and when to eat 
and choosing what activities they wanted to take part in. The households we 
looked at were calm, residents we observed and spoke to were content and 
comfortable. The host in the households does the cooking and during our visit we 
observed the meal being prepared some of the residents can help prepare the food 
we were told by the host. The whole process resembled a home atmosphere 
 

  
8.7.3 Feeling safe and able to raise concerns/complaints 
As you enter the main entrance to Belong – there is a display showing the 
complaints policy, likewise when you enter the households there is information for 
relative and their residents on how to raise concerns 
 

8.7.4 Structured and unstructured activities/stimulation  

Belong offers a programme called Nameste as part of their wellbeing and activities 
programme, each resident has a one to one to identify what they like to do. This 
may be listening to music, playing a game or going to a spa. Whilst there are a 
variety of activities taking part and being organised at Belong, the Nameste is very 
individual and allows each resident individual time. We observed the silver fit 
programme in the gym area that helps residents with their mobility. The large 
bathroom can be used as a spa for residents experience days. 
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8.7.5 Cultural, religious/spiritual needs  

Relatives take their relatives out to various local churches. A local church does 
visit. 
 

8.7.6 Gardens – maintenance & design/suitability for use/enjoyment  

The gardens are dementia friendly and multi sensory, they have been 
professionally designed to encourage wildlife and to have colour and smell. On the 
day of our visit, the weather was dull, the balcony overlooks the gardens and in 
warmer weather residents are able to sit in the area. A member of staff told us 
they take residents down in the lift and some of them who are able enjoy doing 
the planting. 

  
9. Observations 

9.1 Elements of observed / reported good practice  

• One to one activities 

• Households 

• Open aspect and design 

• Activities programme – Nameste in particular 

• Good rapport between staff and residents 
 

9.2 Other observations / findings of note applicable  

• Used as a community hub for groups to meet 

• Outreach programme for other care home activity co ordinators 
 

10. Comparisons 

10.1 Comparisons of observations against providers website 

Belong website describes living there as : 
Belong households represent a radically different alternative to conventional care 
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homes. We operate with a higher-than-average staffing ratio and a maximum of 12 
residents per household, offering a family atmosphere where customers can build 
lasting relationships with staff and other residents.  
Healthwatch representatives were very impressed with the households and would 
agree with how Belong describe this as a radically different alternative.  Residents, 
relatives and staff we spoke were all complimentary about the service it provides.  
 

10.2 Comparisons with previous Healthwatch visit (s) where applicable 

n/a 

11. Recommendations  

• Continue to work with the community 

• Provide more opportunities for  networking and sharing good practice 

• Consider some winter planting for the balcony 
 

  
 

 
 

Feedback from Provider of Service 

To be completed prior to publication from comments received from feedback form. 

 
 
 


