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Healthwatch Cheshire Authorised Representatives: Neil
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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, Sension House, Denton Drive, Northwich,
Cheshire, CW9 7LU. Tel: 0300 323 0006.

1. Description & Nature of Service

Group: Bupa Care Homes

Person in charge: Jacqui Farrington (General Manager)

Local Authority / Social Services: Cheshire East Council (click for contact details)
Type of Service: Care Home with nursing - Privately Owned , Registered for a
maximum of 60 Service Users

Registered Care Categories*: Old Age « Physical Disability

Specialist Care Categories: Huntington's Disease « Parkinson's Disease

Admission Information: Ages 65+.

Languages Spoken by Staff (other than English): Arabic, German, Hindi, Malay,
Polish, Slovak

Single Rooms: 60

Rooms with ensuite WC: 60

Weekly Charges Guide: Personal Care Single from £950 Nursing Care Single from
£950 (These prices are only a guideline, please contact Hazelmere House Care
Home to find out the exact price for your requirements.)

Facilities & Services: Palliative Care « Respite Care « Convalescent Care «
Physiotherapy « Own GP if required « Own Furniture if required « Close to Local
shops « Near Public Transport « Lift « Wheelchair access « Gardens for residents e
Bar/Cafe on premises « Phone Point in own room/Mobile « Television point in own
room - Information taken from carehome.co.uk

Latest CQC Report - Following their most recent visit (November 2017) CQC
judged the home as REQUIRING IMPROVEMENT. Areas of effectiveness and care
were judged as GOOD, however, aspects of Safety, Responsiveness and leadership
were judged as REQUIRING IMPROVEMENT.

At time of writing Carehome.co.uk have a rating of 9.5/10 for the home based on


https://www.carehome.co.uk/care_search_results.cfm/searchgroup/36154010GOLA
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
https://www.cqc.org.uk/sites/default/files/new_reports/INS2-2855415965.pdf

30 current reviews that are broadly positive.
The home has no Google reviews recorded.

Website information: The homes own website (part of the overall BUPA site)
includes plenty of detail and an extensive gallery of photographs.

In relation to activities - BUPA’s website indicates that the home provides
opportunities to pursue their own hobbies as well as providing a range of
entertainment and other activity experiences.

“Whether you want to pursue your own hobbies or interests, or try something
new, there’s plenty to keep you busy at Hazelmere House.”

Representatives on this visit are keen to see for themselves the opportunities that
are on offer and to collect feedback from residents directly.

At time of writing the home has currently six staff vacancies advertised including
care, activities and receptionist positions.

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 Representatives 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 Representatives to observe how the service
delivers on the statements it advertises on its website.



5. Introduction/Orientation to Service

Hazelmere House is a modern purpose built home located on the edge of a
residential suburb (Wilmslow Park), positioned roughly a mile from the town centre
travelling east. The local environment comprises mainly large modern detached
housing near to parkland and open fields.

Private transport links are very good with major roads nearby linking to
Macclesfield, Manchester and large shopping complexes at Handforth and Cheadle,
however, the area is not served well by public transport with the nearest bus route
roughly half a mile distant.

Hazelmere Lodge is one of around 150 homes nationally owned and managed by
BUPA of which four are located in Cheshire.

Though of modern build the home at the time of our visit was undergoing a
‘refresh’ refurbishment programme - involving considerable investment in
refurbishing bedroom areas and bathrooms.

Our Representative’s understanding is that following refurbishments the capacity
of the home will be reduced to 56 residents with all rooms having en-suite
bathrooms.

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

e A modern home providing excellent facilities for residents
e (Caring staff who appear to be committed to doing their best for residents
e A clean well maintained environment



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

The home is positioned in a quiet highly regarded residential area positioned near
large modern detached houses.

Directly opposite the home open parkland has been established with some bench
seating and providing a pleasant flat though unpaved walking space within easy
reach.

Behind the home a games field features a new children’s playground - commented
on by residents later in this report.

As can be seen above - the home is well signed from the road and has a
parallel running driveway leading to an adequate parking area.

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

“It’s a bit like walking into a hotel.” - One of the comments made by a
Representative on the visit after walking through the main entrance at Hazelmere
which is shrouded by and impressive open steel and glass veranda.

Once inside, the feeling is similar with doors opening into comfortably lit reception
area/lounge.

Representatives felt that a lot of effort had been made to ensure that this area
was made as comfortable as possible for the visitor with easy chairs and tables
with subdued lighting, provided reading material and coffee/tea available.

The reception desk itself was manned at the time of our arrival.

Following introductions and after going through the safety signing in process
Representatives were shown around the building by a member of staff, included
was an outline of where contactors were currently working i.e. parts of the
property currently closed. After this we were able to move around freely and talk
to both residents and staff as we wished.



A large welcome board in the ‘Welcome’ lounge provided information as well
as a selection of booklets and reading material from the rack nearby..

Shortly after our initial tour of the facility a fire alarm went off and staff went into
an emergency mode moving to fire assembly points. Everything seemed to be done
appropriately following what appeared to be a smooth procedure. Representatives

had to also report to a fire point.

We were later told that the alarm had been set off accidentally by a contractor.
8.3 Facilities for and involvement with family/friends

Benefitting from being purpose build the home has a number of lounge areas
providing ample space for residents to meet in comfort with their loved ones. We
spoke to two sets of relatives who were meeting up in the residents own room (by
choice) they commented that they were always happy with the services provided
at the home and always feel welcomed when they visit. One commented, “It’s
good here - just like home really.”

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

The home is currently undergoing refurbishment with considerable effort and
financial resource being invested.

Following a rolling programme each room is being fully refurbished in terms of
decoration, fittings and bathroom layout. Representatives were able to see some
of this work in progress.

Representatives were told that the work on the building was planned to continue
until December 7" and then completion in the new year - A pause factored to
allow for Christmas activities total refurbishment is in progress at the moment
which will continue until, then will stopped over the Christmas period.

Overall representatives felt that the quality of the decoration throughout the
building was of a high standard. One lounge near the entrance was furnished with
a number of large bright painted/printed canvasses.



Lighting throughout seemed good.

There is a large lounge ‘Sky pod’ at the top of the flight of stairs to see for
residents who need assistance in getting down the stairs in the event of a fire.
Representatives felt that corridor areas were a little bare in terms of hung
artwork, however, we were informed that this will be rectified when the
refurbishment work is fully completed.

Rooms are numbered without nameplates of residents.

Prior to having rooms refurbished,
residents were able to chose the
colours and materials of their choice
from a number of colour schemes,
headboard type and soft furnishing
options.

An example of the new ensuite layout
from a room that has undergone
refurbishment - allows extra space
for wheelchair transfer to W.C.

A flight of stairs goes up to the first floor as well as a lift, the stairs also support a
chair lift. Representatives felt that anyone who is capable of using theses stairs
may find that reaching the hand rail (on the same side of the stair lift) is
somewhat difficult.

There may be a very good reason for keeping the stair lift - if so Representatives
suggest a hand rail is fitted on the opposite side to the stair path.



8.4.2 Freshness, cleanliness/hygiene & cross infection measures
All areas viewed appeared clean and fresh. There were no unpleasant smells.
8.4.3 Suitability of design to meet needs of residents

As a purpose built property the home meets all modern accessibity requirements.
Planned improvements/changes to en-suite layout will make life easier for
residents with more space provided in bathroom areas.

8.5 Staff support skills & interaction

8.5.1 Staff appearance/presentation

Care staff all were in uniform. All staff at the home appeared as smartly dressed.
8.5.2 Affording dignity and respect/Approach to care giving

All staff appeared helpful and personable and were on hand to help residents. At
the time of our visit there seemed to be a sufficient number of staff to meet the
resident’s needs.

Representatives spoke with a number of staff all of whom commented that they
were very happy in their work. We witnessed several compassionate and gentle
interactions with residents. Representatives overheard conversations such as,
"Would you like me to brush your hair for you?" and “Do you need any help
with your coffee?”

A Representative asked a senior carer what she would like to see changed if
anything, and she immediately said, “More staff!” - (about 1 per shift).

We later spoke to the clinical services manager who told us that that there were
two new nurses due to start in November.

8.5.3 Effective communications - alternative systems and accessible
information

The home does not have a hearing aid loop system. We were told that residents
who need support with communication are assessed and arrangements for
equipment etc. are made via the Speech and Language (SALT) Team. Individual’s
needs are recorded in care plans.

8.6 Physical Welfare
8.6.1 Appearance, dress & hygiene
All residents seen, whether in bedrooms or in communal areas, were properly and

appropriately dressed. All appeared clean and well looked after. Showers and
bathrooms are available and are regularly used with residents able to choose.



8.6.2 Nutrition/mealtimes and hydration
We arrived on site just at the end of a meal service.

We were told that the home operates a protected mealtimes policy - allowing
residents to eat without disruption or interruption.

When we arrived the majority of residents had just finished eating and getting
ready for an afternoon nap or activity session. A copy of the week’s menu was
displayed. Residents choose meals in advance, but alternatives are always said to
be available. There were in fact several choices available including sandwiches at
lunchtime. We were told that the weekly menu is rotated on a four weekly cycle.

Food was described by several residents as, “Excellent.”

One resident described the food as being, “Like home cooking mostly which is
good as | don’t really like fancy stuff.”

A staff member was observed bringing drinks to residents in their own rooms and
also to lounge areas.

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

Representatives understand that all three GP practices in Wilmslow are involved in
providing services at the home.

We were told by staff that a Podiatrist visits regularly as do district nurses when
required.

8.7 Social, emotional and cultural welfare

8.7. 1 Personalisation & personal possessions
Personalisation of rooms is evident through photos, pictures ornaments etc.

Representatives felt that it was a good idea to involve residents with
refurbishment colour choices.

8.7.2 Choice, control & identity

Residents we spoke to generally did give the impression that they were able to
exercise a degree of choice over their care and what they were able to do at the
home.

One relative spoken to commented, “The home keeps me well up to date with
my father’s progress.”

Another commented that they were, “Very pleased,” with arrangements at the
home.



8.7.3 Feeling safe and able to raise concerns/complaints

Some residents we spoke to were able to have a short conversation - one indicated
that any problems are sorted quickly another commented that she had, “Never
had a problem.”

We understand that resident’s meetings are held regularly. The home’s complaint
policy is clearly visible in the entrance to the home.

Located near the main entrance, a
customer feedback board flags up you
said we did comments.

8.7.4 Structured and unstructured activities/stimulation

Hazelmere appears to have a detailed activities program schedule for each week
with in addition a number of clubs and activities available for residents.

As well as music, craft, quizzes and the usual bingo, we were told that co-
ordinators will also work with individuals on a one to one basis.

The home is visited by local entertainers and trips out are regularly organized to
local theatres and garden centres etc.

8.7.5 Cultural, religious/spiritual needs

We understand that the home has some links to local churches and that special
arrangements can be made for any resident who wishes to attend a local service.

Communion services are held at the home each month.

10
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e NEETING

ABOVE - There were various notice
boards showing different information,
including an activities board, showing
all the activities available by day.
Included in the activities was a
weekly Roman Catholic service.

RIGHT - A separate ‘What’s On’
newsletter was available showing
events for the week.

The home benefits from having its
own bar area used for social
functions.

11



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

The home benefits from having extensive gardens at both the front and rear of the
property - pretty much surrounded by gardens with a perimeter path.

Representatives were told that a firm of gardeners are employed to maintain these
and on the day of our visit all bushes and grassed areas were cut neatly.

Rear gardens have a range of patio furniture.

Some rooms have direct access to the gardens.

Aerial view of property
showing patio areas and
furniture.

9. Observations
9.1 Elements of observed/reported good practice

e Involvement of resident and relatives in decision making process
e A warm welcoming environment.
e Committed and experienced staff team.

9.2 Other observations/findings of note applicable

Two residents commented that in the summer they liked to sit in the garden and
listen to the sound of children playing on the nearby park.

To the visitor the impression is that the home is meeting its own objectives in
providing person centred care and also providing a varied range of activities for
residents.

10. Comparisons

10.1 Comparisons of observations against providers website

The section on the BUPA website does appear to give an accurate reflection on

what life is like at the home.

12



10.2 Comparisons with previous Healthwatch visit(s) where applicable

Healthwatch Cheshire East last visited the home in October 2014 making overall
positive comments in the report. Representatives on this visit endorse the
comments made in this report regarding resident’s choice and promoting
independence.

11. Recommendations

e Review stair rail provision in stair lift area.

e Consider using (currently empty) newly painted corridor areas to display
residents own art/craftwork items.

e Have displays that include memorabilia items e.g. photographs of old
Wilmslow, reproduction advertisements and movie posters etc.

Feedback from Provider of Service

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