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Background 

 
Healthwatch Cheshire CIC is the consumer champion for health and social care services. It 
works as an umbrella organisation for both Healthwatch Cheshire East and Healthwatch 
Cheshire West. We gather the views of local people and look at information about how 
well local services are performing. We then use that information to assist residents and 
communities to be listened to by the organisations that provide, fund and monitor 
services. 
 
What is Enter & View? 
Enter and View is part of the local Healthwatch Cheshire CIC programme. The Health and 
Social Care Act (2012) grants local Healthwatch representatives powers of entry, allowing 
them to observe service delivery and talk to service users, their families and carers on 
premises such as hospitals, care homes, dental surgeries and GP practices. 
 

Purpose of the visit 

 
As part of its work plan agenda this year Healthwatch Cheshire CIC continues to work in 
observing social care provision across the area.  
 
This work has the full support of health and Local Authority commissioners. 
 
With this in mind, throughout the year, we visit a number of establishments with the 
intention of observing settings from a family perspective and gathering feedback from 
service users, relatives and staff. This report is based on these observations and 
conversations. 



 

 

 

Highlights from the Visit 

 

 A welcoming environment and enthusiastic staff team 

 A ‘lived in’ homely and caring atmosphere 

 A number of interesting themed displays 

 An interesting use of IT - ‘Tovertafel’ (Interactive table activities/games) 
 

General Information 

 
Owned and managed by Care UK Nursing and Residential Services; a large provider of care 
with over 100 homes around the country; Hollins Park is a purpose built care home. It is 
located roughly one mile from Macclesfield town centre on a plot directly adjacent to 
Macclesfield Hospital and near local services including a large supermarket and a public 
park.  
 
The home is registered as a home providing nursing care and also providing support for 
those residents with Dementia, having a learning disability or mental health condition. 
 
The home is advertised on Carehome Uk as having 35 single rooms and seven shared, 
however, on arrival we were informed that occupancy was currently 41 residents and that 
the home was full with the current policy of the home was not to have shared rooms and 
that this gave greater opportunity for personalised care. 
 
Hollins Park was inspected by CQC (December 2016) who rated the home as ‘Good’ in all 
areas. 
 
Care UK advertise their care homes as providing an environment, “Where residents can 
continue living active and independent lives in warm, safe and comfortable 
surroundings.”  
Specifically, in relation to Hollins Park, the company states that the home provides, 
“Personalised nursing care for older people with dementia and is friendly and 
homely.” That staff, “Work closely with families to tailor care to individual needs,” 
and “Provide a wide range of activities for residents - in a building that has 
thoughtful design features.” 
 
Healthwatch Cheshire Representatives were keen on this visit to see how these statements 
are reflected in care delivered at the home. 
 

Environment 

 
The home has a secure entrance, with sign-in sheets and staff names. The home has key-
codes to access different floors of the building. 
The main entrance leads to a tidy hallway where information on fire evacuation and safety 
notices are displayed neatly on the wall.  
 
On arrival we were met by a member of staff who introduced us to the manager Tracy 
Norbury.  
 
A visitor’s book is provided here and we signed in. 
 
Tracy was able to give some background to us of the home.  
 

http://www.cqc.org.uk/sites/default/files/new_reports/INS2-2398341128.pdf


 

 

It was clear from her first words that she has great enthusiasm for her work. She told us 
that has worked there for 14 years as a nurse and has been manager for the past six 
months. She last year won the National Dementia Care award, for being the best dementia 
nurse. She also works at night and early mornings to help with care and nursing. She is 
passionate about putting the wellbeing of residents first. It is obvious that there is a 
personal focus on the care of residents that comes from the manager of the organisation.. 
 
After a brief tour of the establishment we were able to observe the service for ourselves. 
 
The building has two floors and appears inside, much larger than its outside appearance 
with several large ‘wings’ to the building that are not visible from the road. 
 
The home itself is divided into themed areas, each area decorated with pictures and 
objects to match that theme e.g. sport, music etc. 
 
The home has a calm and relaxed atmosphere with residents freely walking around. Most 
residents were in communal areas instead of alone in their rooms. There is very much a 
‘lived in’ homely and caring atmosphere. 
 
Representatives observed the surroundings which we felt were clean and well maintained 
but the manager freely admits that they are dated. She would rather put focus on the 
quality of care instead of decoration.  
 
This aside, a programme of refurbishment is underway with an innovative decorating 
project involving the residents themselves. Residents have been involved with choices of 
colour and decorative paper used. This has involved the residents directly with shopping 
trips to pick wallpaper displays – therefore, the home is decorated in ways in which the 
residents like. (This activity was well documented with a photograph album created). 
 
The corridors have themed photos on the walls in different areas; ranging from sport and 
framed football shirts, gardening, music, and old pictures of Macclesfield. 
 
Each floor is laid out the same pattern of 
rooms, with large lounge areas each with 
tables and separate kitchen areas as well as 
comfortable seating sections. One of these 
lounges had a television playing and another 
had music on as Dementia Uk guidance 
suggests that this is deemed to be better 
for people with Dementia. 

 

 

 
There are a number of quiet rooms for 
people to use - one of which is decorated 
with a globe and wallpaper resembling a 
bookcase (pictured) and giving the 
impression of somewhere warm and 
comfortable. In another lounge residents 
were sat watching horse racing on the 
television. 



 

 

 
Another quiet room had a sensory table. 
The technology used is a ‘Tovertafel’ – an 
interactive IT suite which projects moving 
images and games onto the table – images 
that react to touch. This piece of 
technology is very impressive and can be 
used to stimulate movement and cognitive 
activity for people with Dementia. 

 
 
The home benefits from having extensive outside garden areas which weren’t being used 
at the time of our visit due to the weather but showed signs of use. There are three 
substantial summer houses that have been built outside, one is used as a pub, one a café, 
and one a sweet shop - These areas providing stimulus and memory opportunities as well 
as real avenues for physical activity for instance, some residents who formerly worked in 
these environments work in theses summer houses either behind the bar in the pub or at 
the sweet shop and can sell things to other residents.  
 
Representatives feel this is a really nice touch and allows residents to visit environments 
that they would experience outside the home from the comfort of Hollins Park. 
 
Outside every person’s room is a memory box containing pictures or objects that tell 
people more about the resident’s personality. The rooms themselves are quite 1970’s in 
style but residents and their families are allowed to personalise and choose decorations 
within them. There are no en-suites due to the age of the building; but the manager says 
that most residents need some sort of assistance with going to the bathroom anyway, so it 
is not a feature that is necessarily missed. 
 
Car parking – there is very limited space for visitors and the home often has a problem 
with people visiting the home using the limited space to park. Nearby parking is also 
difficult with the home being in close proximity to the hospital. 
 

Health and Wellbeing 

 
All staff appeared helpful and personable and were on hand to help. We were told that 
Hollins Park is fully staffed and hasn’t needed to use agency staff in the past year. The 
manager is particularly proud of this as she feels, “It is to the benefit of residents to 
keep consistency and allows for relationships to build.” 
 

  

We were shown a dignity tree 
(pictured) that staff have made, 
visible as you walk into the home. 
This has many short statements put on 
the tree by staff of what they think 
dignity means to residents. 
Representatives felt that this was a 
very positive touch that perhaps 
demonstrates that staff prioritise the 
wellbeing of residents. 

 

 
Individual comments by staff 

 
Hollins Park does have a complaints process, although the manager told us that it is very 
rare they receive complaints - as residents and families feel able to raise concerns with 
her and they are dealt with before they become a complaint. 
 

https://tovertafel.com/care-innovation-dementia/


 

 

The manager says that she is very cautious and will freely report all safeguarding concerns 
as she believes that transparency is important. 
 
We were informed by staff that a regular GP, from Broken Cross surgery, comes in once a 
week to see residents which again gives consistency and allows for relationships to build. 
 
Food – Hollins Park uses the home delivery company ‘Apetito'™ for its main meals, so it 
comes to the home ready prepared. The manager says that although some residents’ 
families are unhappy about this, it is easier for the staff and much better for later stage 
Dementia residents when puree food is needed as it is ready prepared for them with 
nutritional requirements spot on. 
 
Food is usually cereal, toast, croissants or cooked breakfasts in a morning. Lunch tends to 
be a choice from soup, a sandwich, a jacket potato and some crisps and salad. Evening 
meal is usually a cooked dinner and fish is offered three nights a week. Residents usually 
either pick plates, choose from pictures, choose themselves, or staff will choose for them 
if they are unable to do so themselves based on what they know about the residents. 
 

Activities and Community Links 

 
 The home has a weekly activities programme 
posted on the activities board seen in the 
photograph. 
 
Kelly, the activities coordinator, creates life books 
with families filled with interests, life events, 
pictures, etc. to help staff to get to know residents 
as people and stimulate conversation.  
These books also contain things that residents may 
be sensitive too, such as a life event or 
bereavement. 

 
Musicians often come in to play music for residents. People from Macclesfield Town 
Football Club also come in to do football exercises things. There is a hairdresser who 
comes in every Tuesday and there is a specific room used as a salon. At the time we 
visited, the local MP David Rutley was due to come in. 
 
We were told that apart from the visits out and visitors that come in, regular set activities 
do not really take place - as staff find that, due to the nature of the residents’ conditions, 
it is more effective to focus on the individual and do things on a one-to-one basis with 
them. For example, there are boards with locks and light switches on them for people to 
keep their hands occupied and activities such as dominoes colouring books and the sensory 
‘Tovertafel Technology’ as referenced above. It was felt by Representatives that this was 
a nice approach to take. 
 
The home recently had a Blackpool day. The original plan was to take residents on a visit 
to Blackpool but there were more residents who wouldn’t have been able to go than those 
who could, and so staff decided to bring Blackpool to the home.  
There were lots of Blackpool-themed activities organised including a sweet shop sale and 
ponies coming in. The day is documented in a wall photo display at the home. 
 
We were informed that quarterly residents and families meetings are not well attended 
because people just tend to raise concerns with Tracy as and when they occur. 
 



 

 

Feedback 

 
The nature of resident’s conditions made it quite difficult for us as strangers to interact 
fully with residents whose condition in many cases prevented a conversation taking place. 
We were able to speak to visiting relatives and staff members. 
 
One relative commented she felt, “The food is really good.” In relation to the manager 
at the home she was full of praise, “You can’t get better than Tracy!”  
 
Another resident was spoken to at length. She told our Representative how once her 
husband had been settled here her own health had improved. Her husband had developed 
a rapidly deteriorating dementia condition and had been placed in a number of homes 
before Hollins Park. “As soon as he came here I knew we would be O.K. Before I was at 
my wits end! As you can see he likes to wander around all the time – at other homes 
they did not like him to do this. I come here every day. I think the care here is really 
good and everyone is so patient and kind.” 
 
Two members of staff commented that they enjoyed their work. 
                                                                                                                                                                                                                                                                                                                                              

Suggestions for improvement 

 

 Décor of rooms is dated. Although residents can pick their own decorations, some 
renovations would be beneficial. 

 Consider establishing new and developing existing links with local organizations 
e.g. student musicians from the Kings school, Students from Macclesfield College as 
well as other care homes in the area. 

 

Feedback from Provider of Service 

We were happy with the arrangements prior to the visit. 
 
Staff felt that Neil and George were very respectful that this is our resident’s home. 
 
At Hollins Park we appreciate all feedback to ensure that we continue to deliver 
excellent care and that is what we focus on. In terms of environment the home is 
slightly dated but the staff works with the residents in order to let them have a say 
in how it is decorated and take their views into consideration. We like to emphasise 
that this is our resident’s home and they should feel like that is exactly where they 

are.- TRACY NORBURY, HOME MANAGER 17/04/2018 
 

 
 


