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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

. Group: Minster Care Group

. Person in charge: Janice Johnson (Home Manager)

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

. Type of Service: Care Home only (Residential Care) - Privately Owned ,

Registered for a maximum of 34 Service Users
o Registered Care Categories*: Dementia « Old Age « Physical Disability e
Younger Adults

o Admission Information: Ages 55+.

o Single Rooms: 34

o Rooms with ensuite WC: 18

o Facilities & Services: Day Care « Respite Care « Convalescent Care
Physiotherapy « Sheltered Housing « Own GP if required « Own Furniture if
required « Pets by arrangement « Near Public Transport « Lift « Wheelchair
access « Gardens for residents « Residents Kitchenette « Phone Point in own
room/Mobile « Television point in own room « Residents Internet Access

o Latest Care Quality Commission Report on Ingersley Court:

(Information taken from carehome.co.uk)

Care Quality Commission (CQC) - The latest CQC report from an inspection
completed (16" May 2017) rated Ingersley Court as overall REQUIRES
IMPROVEMENT. It received GOOD in the areas Effective and Caring and REQUIRES
IMPROVEMENT in Safe, Responsive and Well-led.



https://www.carehome.co.uk/care_search_results.cfm/searchgroup/36151010MINA
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
https://www.cqc.org.uk/sites/default/files/new_reports/INS2-3811337245.pdf

Company website states: On its website Minster care state -

“Our mission is to provide a Home that feels like a Home. We offer a
comfortable and homely environment where Service Users can enjoy a good
quality of life and be supported to make their own choices. We will provide a
safe, friendly environment where the care is person centred and we celebrate
the diversity of our Service Users. We aim to provide care for the whole
person and maximise their potential, physically, emotionally and spiritually.”

Representatives are keen, on this visit, to see how these stated aims are reflected
in actual experience at the home.

2. Acknowledgements

Healthwatch Cheshire would like to thank the service provider, care home
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

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

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

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

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

e To enable Healthwatch Cheshire reps 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 Janice Johnson the manager, who was

welcoming and open. They led us through to the office, provided us with a drink
and they were happy to answer any questions we had.



6. Methodology

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

e Direct observation of interactions between staff and residents

e Participant observation within therapeutic/social activities where
appropriate

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

e Observing the delivery and quality of care provided

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

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

7. Summary of Key Findings

o A caring and relaxed atmosphere
o Residents involved in ‘new staff’ selection process

8. Detailed Findings
8.1 Location, external appearance, ease of access, signage, parking

Ingersley Court is located amongst residential housing in the quiet village of
Bollington near Macclesfield. The home is positioned near to a church, a public
house and local shops.

Representatives felt on arrival that the home was easy to find and provided good
parking.

We felt that gardens at the front of the property were well cared for but that the
facade of the building needs attention.

At the time of our visit the home was undergoing a complete refurbishment which
is four months in.

During the visit overall, We spoke to a number of individuals including the Manager
and Deputy Manager, Administrator, a cleaner, seven Carers, seven residents and
two relatives.

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

A comfortable, relaxed and happy atmosphere and very caring in very pleasant
surroundings.



8.3 Facilities for and involvement with family/friends

We were told that Family and friends are welcome anytime and are encouraged to
join in with any activities on offer. There are activities five days a week, with
regular outings locally.

There are a few areas around the home where friends and family can meet and
where interaction can take place.

8.4 Internal physical environment
8.4.1 Décor, Lighting, heating, furnishing & floor coverings

All rooms are being updated and refurbished with bright clean walls, Vinyl floor
covering, new curtains and bright pictures to add colour.

8.4.2 Freshness, cleanliness/hygiene & cross infection measures

At the time of our visit the home appeared clean and looked after. Bathroom and
toilet areas were clean.

8.4.3 Suitability of design to meet needs of residents

The home appeared fit for purpose. It is easy to move around the home and all
equipment appeared as stored away adequately.

Representatives expect the refurbishments to have a significant impact on the
building fabric.

There are twelve small self contained flats that are being converted into more
bedrooms. The home will then have 41 rooms in total.

The refurbishment itself appears to be being managed well with the inconvenience
for residents being kept down to a bare minimum.

When the refurbishments are completed a furnished balcony area with be available
for all residents.

8.5 Staff support skills & interaction

8.5.1 Staff appearance/presentation

Staff appeared as well presented.

An interesting management decision is that of recruiting two residents to be
involved in any new staff selection process

8.5.2 Affording dignity and respect/Approach to care giving

The interaction between staff and residents was observed by Representatives and

appeared as very caring and friendly.
All staff appeared to be alert to residents needs acting quickly to residents



requests.
Nothing seemed to miss the staffs notice with all staff responsive and alert.
8.5.3 Effective communications - alternative systems and accessible
information
Representatives felt that there was really great interaction between everyone. All
communication with residents appeared to be good.
Information displays appeared as clear and well displayed.

8.6 Physical Welfare
8.6.1 Appearance, dress & hygiene
Everyone was dressed and appeared clean including residents in their rooms.
8.6.2 Nutrition/ mealtimes and hydration
Drinks and shakes are available all day - Residents can make themselves or get
assistance.
A menu board is displayed. We were told that if a resident would prefer something
else they can have it.
Residents have a choice - to eat in their rooms, lounge or the dining room.
A heated trolley is used to take the food to the rooms. Residents would like more
condiments to be available such as tomato sauce, mustard etc.

Some would like curry on the menu occasionally.

We were told that late risers are accommodated with breakfast where necessary
allowing individual choice in terms of an eating schedule.

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

Janice told us that, “Medical needs are met by a GP who visits regularly along
with physiotherapists.” and “All residents meet with a chiropodist who visits
the home roughly every six months.”

Representatives understand that a hairdresser calls weekly. Age UK call in and
‘The Bridge End Centre’ in Bollington call regularly providing a befriending service.

Carers do the residents nails on a regular basis.

Residents are encouraged to move around safely and guided if sight impaired.



8.7 Social, emotional and cultural welfare
8.7. 1 Personalisation & personal possessions
Residents can personalise their rooms as they wish with pictures, decorative items,

ephemera (collectable items) and small items of furniture.
We were told that certain pets are allowed.

8.7.2 Choice, control & identity

Representatives felt that resident’s views are taken seriously endorsed by the
policy of including them in any staff recruitment process.

8.7.3 Feeling safe and able to raise concerns/complaints

Residents we spoke to appeared to be very satisfied with their care.

As visitors we noted positive interaction between residents and staff - something
that gave Representatives a clear view that resident’s views are taken seriously
and that any issues would be resolved quickly.

8.7.4 Structured and unstructured activities/stimulation

Two activity rooms are available equipped with games.

There is a book area and the local library visits regularly. Some residents have
requested talks from outside sources and gentle exercise sessions and these are
organised.

8.7.5 Cultural, religious/spiritual needs

A vicar calls monthly to conduct a service and we were told that arrangements can
be made if a resident wishes attend outside services.

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

Representatives felt that the gardens at the home were well maintained. WE were
told that they are sometimes used by residents who like to sit out.

The main feature is one of a large flat lawn area with benches positioned at
intervals.

There are well planted borders with colourful bedding plants.



9 Observations
9.1 Elements of observed / reported good practice

e Excellent interaction between staff and residents
e Involvement of residents in key decisions

9.2 Other observations / findings of note applicable

The whole site is undergoing full regeneration - this will make a significant
difference to facilities at the home.

10 Comparisons

10.1 Comparisons of observations against providers website

It appears that his home does actually do what it says on its website in terms of
providing a ‘Home from Home’ where quality of life and resident’s choice is
valued.

10.2 Comparisons with previous Healthwatch visit (s) where applicable

This is the first visit Healthwatch has made to this establishment.

11 Recommendations

e Offer varied condiments at mealtimes

e Discuss varying the menu choices with residents

e Healthwatch to revisit in six months after completion of refit, for
Representatives to see for themselves, the outcome of the changes to the
property and to gather residents views on the improvements.

Feedback from Provider of Service

At time of publication - No feedback received.




