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Staff Present:

Donna Crann, Regional Manager; Julie Donovan Regional,
Support Manager



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
WWW.CAREHOME.CO.UK, WWW.CQC.ORG.UK, WWW.NHS.UK

e Group: brighterkind
ePerson in charge: Nicke Hall (Home Manager)

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

e Type of Service: Care Home with nursing — Privately Owned , Registered for a
maximum of 63 Service Users

eRegistered Care Categories*: Old Age * Physical Disability « Sensory Impairment

e Specialist Care Categories: Cancer Care * Hearing Impairment « Huntington's
Disease * Motor Neurone Disease « Multiple Sclerosis ¢ Parkinson's Disease ¢
Speech Impairment « Stroke ¢ Visual Impairment

e Admission Information: Ages 45+.
eSingle Rooms: 63
eRooms with ensuite WC: 52

eFacilities & Services: Palliative Care « Day Care * Respite Care * Convalescent
Care « Own GP if required « Own Furniture if required « Smoking not permitted ¢
Close to Local shops « Near Public Transport « Minibus or other transport « Lift
Wheelchair access * Gardens for residents * Residents Kitchenette « Phone Point in
own room/Mobile « Television point in own room ¢ Residents Internet Access

e atest Care Quality Commission* Report on Lawton Manor Care Home: click
here


http://www.carehome.co.uk/
http://www.cqc.org.uk/
http://www.nhs.uk/
https://www.carehome.co.uk/care_search_results.cfm/searchgroup/65432205826
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
https://www.carehome.co.uk/externalsite.cfm?linkcategory=reg&searchazref=14605
https://www.carehome.co.uk/externalsite.cfm?linkcategory=reg&searchazref=14605

The latest CQC report from an inspection completed 19t May 2016 rated Lawton
Manor as overall GOOD. It received GOOD in all areas Caring, Safe, Responsive,
Well-led and Effective.

Care home/ Company website states;

‘The four principles of brighterkind care:

Identity

We implement a personalised care plan so you can get on with having fun and
being you.’

‘Independence
We encourage you to do the things you enjoy and live every day as you wish.’

‘Collaboration
We embrace your opinions and ideas and will involve you in every decision about
your care.’

‘Community
We foster a strong social bond between residents, staff and the wider
community.’

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 HWC ARs at the time of the visit.

4, Purpose of the visit

e To enable Healthwatch Cheshire ARs 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

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



eTo enable Healthwatch Cheshire ARs to observe how the service delivers on the
statements it advertises on its website

5. Introduction/Orientation to Service

On arrival ARs were met by the regional manager Donna Crann and the regional
support manager Julie Donovan, who were very welcoming. They were happy to
tell us about Lawton Manor and the brighterkind group and to answer our
questions. They introduced us to the regional activities coordinator and the deputy
manager, following this we had a tour of the care home from the care home
administrator.

6. Methodology

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

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

eTalking 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

e Very motivated staff

e Well presented care home

¢ Good reputation ; Relatives we spoke to would recommend Lawton manor

e A warm welcome and environment

¢ Good communications between residents, staff and family members

e Wide range of activities and personalised care

8. Detailed Findings

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

The care home is in a rural setting on the outskirts of Alsager and Church Lawton.
There is a bus stop on the main road outside the home.

A large sign outside the premises is easily visible from the main road, a large
driveway leads to a large car park allowing parking for several cars. There is good
disabled access with a flat area to enter the building.



8.2 Initial impressions

The external appearance is in need of some repair, as there is flaking paint on the
exterior walls. However the entrance porch into the home and the reception is
light and airy. It is very well presented and welcoming. There is a feeling of luxury
with quality seating, high ceilings and a large fireplace; refreshments are available
for relatives and visitors, including freshly made cake.

There are information leaflets available for residents and their families about
Lawton Manor.

Two books are available that relatives can fill in if there are any maintenance or
housekeeping issues in their relative’s room.

8.3  Facilities for and involvement with family/friends

Family and friends are given a warm welcome; we observed family and friends,
being engaged in conversation as they arrived to see their relatives. Visiting hours
are fairly open and flexible depending on the needs of the resident. Family
members we spoke told us the care home “had a lovely atmosphere”

The library where we started our tour was a large room that can be used by
resident’s families, if they want somewhere private or if they want a family party
to celebrate a loved one’s birthday. Families are made to feel welcome and this
room provided opportunities for residents to sit quietly have private dining or just
meet with family and friends. The room created a feeling of calm with lovely
pictures and pastel coloured decoration. The furnishings were very comfortable
and suitable for all ages.

Visitors and relatives can stay overnight but this is usually at end of life.

8.4 Internal physical environment

8.4.1 Décor, Lighting, heating, furnishing & floor coverings

The decoration is tastefully done, and the furnishing in the home is of high
quality. Some of the internal hallways look slightly tired, with scuffed doorways
showing signs of wear and the wallpaper is torn.

The varying sizes and styles of the several communal areas means there is
something for everyone. All the communal rooms had sufficient chairs and
provided a restful environment. On the day of our visit it was very hot and a
couple of residents were in the garden and several more in the conservatory. This



was a light bright room with furniture arranged so residents could chat with each
other and their relatives.

Floor coverings were in a variety of materials, carpets in all the bedrooms and
laminate/wood flooring in the communal areas, these were all in good condition.

On our tour we were shown one of the vacant rooms, it was an average size,
clean and presentable with an en suite.

Near the communal rooms are toilets suitable for wheelchair users or those with
mobility issues.

8.4.2 Freshness, cleanliness/hygiene & cross infection measures
The home smelled clean and fresh, during our visit we saw a cleaner mopping the
floor by the toilets, they were busy doing the corridors whilst the residents were
about to have tea.

The toilets and bathrooms were clean. There were adequate hand sanitisers in
the home.

Although it was a very hot day, the home had areas where it was cooler for
residents to sit.

8.4.3 Suitability of design to meet needs of residents
The home has a number of communal spaces; there is a large dining room on the
ground floor and a smaller one on the first floor. This allows residents the
opportunity to sit in smaller quieter rooms depending on their preferences. A
family member we spoke to told us that she had looked at several care homes
before choosing Lawton Manor, she had chosen it because of the variety of
rooms, some care homes she had looked at had one large lounge area which she
knew her relative would not like.
There are two lifts to gain access to upstairs, allowing residents to move between
floors for meals and activities.
There were toilets conveniently located around the communal areas.
Corridors were wide and easily accessible for wheelchair users and those using
walking frames.



8.5  Staff support skills & interaction

8.5.1 Staff appearance/presentation

All the staff we met were enthusiastic; you could tell this by their animated
expressions and interaction with the residents and their families. The regional
manager told us the care home group recognise the important of retaining and
valuing good staff and provides support to ensure they stay engaged.

Everyone was well presented in their uniforms and a large board near the
reception area had pictures of staff with their names and job title to make it easy
to identify them. This is good for relatives and residents to identify who is who.
Staff demonstrated a friendly manner, in their tone of voice and how they were
tactile with the residents. One of the residents hugged a member of staff as the
staff member leant down to talk to the residents, showing the resident’s care
about the staff.

8.5.2 Affording dignity and respect/Approach to care giving
The staff we saw were courteous and polite, but also showed good humour in
their responses to residents. They made good eye contact and leant into the
residents to speak to them, particularly helpful for those with hearing problems.
There are male carers to support the male residents in their personal care.

During our the visit, one of the residents was calling out for help, when we asked
a carer when she would be attended to, we were told that she needed two carers
to support her so she was waiting for assistance.

On the visit we did hear the call bell ring several times on one occasion it was 10
minutes for one particular room to be answered, when we asked about this we
were told by the administrator that the resident concerned got very agitated and
would regularly ring. One of the relatives did mention to us that the call bell can
be quite noisy, as it felt like it was always ringing.

8.5.3 Effective communications - alternative systems and accessible information
Each of the resident’s room is named after a local place or landmark e.g. Jodrell
with a room number. Names of residents are not put on the doors.

The care home is currently working on a system via an app where relatives can
log on to see what activities have been happening and what the residents have
been doing, this is being organised by the regional activities coordinator to
improve communication and engagement with residents and their families, this is
a key area for development we were told by the Regional Manager.

This new system will be an added communication tool to the existing newsletter.

8.6 Physical welfare

8.6.1 Appearance, dress & hygiene
All the residents we met were smartly and appropriately dressed, we were shown
the laundry on our visit, which looked clean and well organised. The home offers
a variety of methods to ensure residents clothes don’t get lost. Relatives can buy
buttons indicating their room number or some relatives use labels, as a last resort
the laundry assistant will write on the clothing labels with a marker.



There were adequate toilets and bathrooms for the residents to use with support
from staff. Most residents are assisted to use the bath.

8.6.2 Nutrition/ mealtimes and hydration
There is a large dining room on the ground floor divided into two sections through
an archway, this provides for the majority of residents, however some can choose
to eat upstairs in the small dining room or can have breakfast in their rooms.
Some residents have assisted meals, so carers can take them into the dining room
earlier if required.
The tables were laid out at the time of our visit with good quality table linen and
crockery. Each table has a menu for residents to choose, there is also a larger
version as you enter the dining room so relatives can see what their family
members will be having. The menu choice offered a good variety and was
changed regularly. Residents choose where they sit.

Although the dining area is large due to the design, there is an alcove area that
helps in breaking the room into two distinct areas, therefore making it a cosier
seating arrangement.

When we spoke to residents we received a mixed response, about the food some
said it was very good and they enjoyed the choice, whilst a couple of others said
their choice was limited as they had difficulty eating and one resident said it
“didn’t always taste good, it can be the same” One of the relatives we spoke to
said they “hadn’t eaten the food but that it always looked very presentable”

During our visit we did not see any snacks or drinks on offer for residents in the
communal rooms, but were told regular refreshments are given and residents just
ask if they want anything. There was a station for relatives to help themselves
and a selection of drinks in the reception area.

8.6.3 Support with general & specialist health needs/Maximising mobility &
sensory capacities
The local GP is a regular visitor and provides support if needed.
Residents have good access to chiropody. Whilst a physiotherapist does not come
into the home, some of the activities promote mobility including slipper soccer,
chair volley ball and clock cricket. These activities have worked well in the
groups other homes. During the visit we saw residents being supported to walk
around the building.



As a nursing home with qualified staff Lawton Manor is able to care for its
residents medical needs, although at times hospital admission is required.
Residents may be sent to Royal Stoke University Hospital or Leighton hospital if
they require hospitalisation, generally this works well although sometimes there
can be an issue around the time of discharge from hospital, which can be
disorientating for the homes residents if it is late at night.

8.7 Social, emotional and cultural welfare

8.7.1 Personalisation & personal possessions

Residents if able can pursue their own hobbies; however the activities
coordinator provides one to one activities and caters for all tastes. On the day of
our visit the regional activity Manager was just going to another care home in the
group for one of the residents to go in a hot air balloon organised as part of the
Wishing Well programme, which aims to meet resident’s wish list. A lot of the
activities are personalised to the resident. One of the residents told us "the
atmosphere, like a hotel not a care home” at this point another resident said if
they could give a score it would be “Top marks, 11 out 10”

8.7.2 Choice, control & identity
Residents regularly go out on activities or out with their families.
Most bedrooms are personalised with the residents own photos or small items of
furniture to make it more homely and put the resident at ease.
Sherry is provided at lunch, but no other alcohol is available.
None of the residents currently smoke, but if they wanted to there is an area at
the back of the home.

8.7.3 Feeling safe and able to raise concerns/complaints
As you enter the building and sign in, there are cards for carehome uk where you
can post a review. There is also a process was in place for managing complaints
and the complaints procedure was displayed in the reception area. The regional
manager told us one of their areas for development was further engagement with
relatives and residents.

When we spoke to family members about how they raised concerns they told us
they were able to approach the manager if they had any concerns.

The results of a resident’s
survey and the action taken
are on a display board just
around the corner from
reception.

There are forms in the
entrance porch for
carehome Uk an
organisation that collects
and publishes relatives
comments



https://www.carehome.co.uk/

8.7.4 Structured and unstructured activities/stimulation

A large pink board displays the activities
for the week as part of the Magic
Moments programme.

This programme aims to encourage
well-being by concentrating in equal
measure on the mind, through mental
agility; the body, through fitness and
mobility; and the soul, through
entertainment and personal interests,
continued learning and emotional
engagement.

There is something for everyone and some activities are bespoke. Each care home
in the group is encouraged to have a pace setter, this is an activities coordinator
responsible for championing activities and sharing good practice. Support for
activities is given by the regional activity manager; activities include touch and
smell activities for those who are less able or have severe mobility issues. The
needs of the individual resident are always at the forefront of what Lawton Manor
plans, specific activities include slipper soccer and clock cricket which also
increases mobility. During our visit we listened as residents called out answers to
the quiz that was taking place in the retreat, one of the quiet rooms. Some were
quite vocal and seemed to enjoy this activity. We were told some residents also
enjoy baking which is one of the activities on offer. During our visit some of the
residents were sitting outside in the garden, we asked if they got involved in the
activities, one particular resident said they preferred not to be involved but did
enjoy sitting outside. A hair dresser comes in twice a week for residents who
want their hair done.

8.7.5 Cultural, religious/spiritual needs
Religious needs are catered for, currently the C of E hold a monthly service,
whilst the Roman Catholic priest visits residents. Other faiths would be contacted
dependent on individual requests.

8.7.6 Gardens - maintenance & design/suitability for use/enjoyment
The gardens were attractive and well maintained. They surround the building and
have several sunny spots. There is seating in the shade for those residents who
want to sit outside.

9. Additional Areas of observation

9.1  Comparisons of observations against providers website
The brighterkind website states; Our philosophy is based on individual well-being in

the truest sense. We believe that quality of life care for each resident is unlocked by
creating the components of a lifestyle that they feel is right. Through personal and

10


https://www.brighterkind.com/

nursing care, recreation and activities, and quality food and dining, we’re putting our
residents’ happiness and health at the heart of our philosophy

There is a focus on ; Identity ‘Independence ‘Collaboration ‘Community

Based on our visit Lawton Manor demonstrates a strong commitment to residents
maintaining their identity and independence. There is certainly collaboration and
teamwork across the staff that are engaged and committed. Lawton Manor has a strong
and positive reputation within the community based on what family members told us
during our visit.

Lawton Manor was Residential care provider of the year 2017 - "brighterkind appear to
have made significant strides to create a real focus on the residents to ‘Love Every Day’
and the Magic Moments and Wishing Well programmes are inspirational.” Judges, 2017
Health Investor Awards

9.2 Comparisons with previous Healthwatch Visit(s) where applicable
Healthwatch has not previously visited Lawton Manor

9.3  Comparisons with the most recent CQC report
Lawton Manor had its last CQC inspection in May 2016, and it was rated Good,
based on our visit we would agree with this rating. The service provides a safe
and effective environment.

9.4  Other observations/findings of note
One of the family members we spoke to said the care home has a “Good
reputation locally” One of the residents said living at Lawton Manor was
“seventh heaven, it was smashing” whilst another told us “the atmosphere was
great, it is like being in a hotel not a care home, 11 out of 10” All these
comments show that the care home is thought of highly amongst both its
residents and their families.

10.  Elements of Observed/Reported Good Practice

e All the staff we met on our visit were really enthusiastic and engaged.
Staff are valued and this shows.

e The activities on offer are second to none. Lawton Manor benefits from
well organised activities and staff who get involved in the activities learn
more about the residents.

e Hairdressing salon, providing a service twice a week for residents.

e Nurses on day shifts help out on night shift if they are short staffed to
reduce the disruption for residents and the need for bank staff.
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https://www.brighterkind.com/about-us/recreation-and-activity
https://www.brighterkind.com/news/wishing-wells

11. Recommendations

e External decoration, paintwork is flaky this could do with repair

e Bells ringing, family members mentioned that the ringing sometimes goes on too
long

eSome internal decorating on walls and around door frames where paint is chipped
and paper torn

¢In the event of a fire ; the fire assembly notice in the entrance porch was
covered by a local pizza leaflets these should be removed

e Food particularly those that have difficulty swallowing would still like something
tasty and not bland

e Dementia friendly decorating : consideration should be given into having
coloured zones, memory boxes or reminiscence corners

e Menus could have pictures to assist residents when choosing options, coloured
cups to help identify drinks

12. Service Provider Response

Feedback from Provider of Service

Nicke Hall, Home Manager:

“l completely agree that our external decoration is in desperate need of some repair
Work. This has been flagged with our property team, some remedial work has been
undertaken with a plan to address in the forthcoming months.

Our call bells at times especially around busy times, i.e meal times can exceed our
preferred waiting time, this is currently something we are addressing, and | agree
that this can be distressing at times for our residents and their relatives. We
reassure our residents that all call bells are monitored on my computer and if there
is a concern regarding a response time then | will investigate it. We are currently
looking at introducing a twilight shift so that during early evening when it is busy we
would have an additional team member on duty to assist our residents.

A redecoration plan is currently being devised now we have a maintenance assistance
trained and working alongside the maintenance manager full time. The corridors
including all door frames are in need of a repaint and we have plans to address this
over the forthcoming months.

All local leaflets now removed from the entrance porch and this is checked daily to
ensure the fire notice is viable at all times.

Food & Dining is one of our ‘Signature’ Elements & lots of work goes into the design
on seasonal menus including feedback from residents, all meals are cooked to a
recipe card to ensure consistency etc. I’d also highlight that we have a Regional
‘Craft’ Chef Manager who is highly trained in modified diets & works closely with out
Catering Teams to provide training & support in this area and we pride ourselves on
the quality & presentation of modified diets. However, we take on board the
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comments made by the residents & will ask for the Regional Chef Manager to revisit
this area with the team to ensure that we are providing high quality meals across the
menu.

Thank you for your feedback regarding observations around our décor in the home,
as we are not a specialised service we do not use coloured zones in the home
however we do have a Memory box which is available for all our residents, this is
situated in the Cinema room, this may have not been used on the day of your visit.
We do however highly promote our activities and we work with Oomph and the magic
moment’s club labouring the Yesterday years.

We provide pictorial menus for our residents to assist with meal choices, apologies if
you did not see these out on display the day of your visit.”

' Cooked breakfast
available on request
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