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Care Home Contact Details:
Richmond Retirement Village,
Nantwich,

CW5 6LZ,

Date of Visit: 21st August 2018
Time of Visit: 1:00pm

Healthwatch Cheshire Enter & View Representatives (Reps):
Ros Haynes and John Chrisp



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: Richmond Villages

Person in charge: Hilary Minshull (Care 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 41 Service Users

Registered Care Categories*: Old Age

Specialist Care Categories: Cancer Care « Colitis & Crohn's Disease « Epilepsy e
Hearing Impairment & Deafness « Multiple Sclerosis « Orthopaedic « Parkinson's
Disease « Speech Impairment « Stroke « Visual Impairment

Admission Information: Private Funding Clients - Pre-Assesment required. Ages 65+.
Single Rooms: 41 Rooms with ensuite WC: 41

Facilities & Services: Palliative Care « Respite Care « Convalescent Care e
Physiotherapy « Sheltered Housing « Own GP if required « Own Furniture if required o
Pets by arrangement « Smoking not permitted « Close to Local shops « Near Public
Transport « Minibus or other transport « Lift « Wheelchair access « Gardens for
residents « Bar/Cafe on premises « Phone Point in own room/Mobile « Television point
in own room e Residents Internet Access

Visiting: Visitors very welcome at any time. Parking: Please use any spaces marked
"Visitor"
(Information taken from www.carehome.co.uk)



https://www.carehome.co.uk/care_search_results.cfm/searchgroup/36152525RICA
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
http://www.carehome.co.uk/

Latest Care Quality Commission (CQC) Report on Richmond Nantwich: In its latest
inspection (January 2016) the service was given an overall rating of GOOD and
recorded as GOOD in all the detailed characteristics that included safety, leadership,
caring, responsiveness and effectiveness.

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

Representatives were met by the Care Home Manager, Hilary Minshull who gave reps a
warm welcome and was able to answer questions during the visit. Hilary and her
Deputy have both been at Richmond for over 20 years providing stability and
consistency.

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


https://www.cqc.org.uk/sites/default/files/new_reports/INS2-2325560583.pdf

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

Warm and welcoming environment
Dedicated and pleasant staff

Exceptional surroundings

Well kept and maintained grounds

Good layout

Well thought of by residents and relatives

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

The care home is located less than a mile from Nantwich town centre with a bus stop
nearby and local shop and post office.

There is a large sign on the main road that indicates the entrance to Richmond Village
and then a smaller sign to show where the care home and village centre is.

Parking was difficult and in the end reps had to park on the road as there were no
spaces, this may be an issue if you are a regular visitor.

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

As you approach the front door there is evidence of a well kept garden with lots of
colour from the many flower displays. The property is in excellent order. The
reception area is spacious and well decorated and a friendly receptionist greets
everyone as they come in.

The receptionist asks all visitors to sign the visitor’s book and there is a small pot of
sweets making it feel more like a hotel than a care home, this is a nice touch.

The area smelt fresh and clean, there were fresh flowers and several boards providing
information for visitors, including a booklet with activities happening that week. The
receptionist told us she enjoys working at the home, “It’s very friendly like a family
atmosphere.”

8.3 Facilities for and involvement with family/friends
Visiting times are very flexible as the manager told us, “This is a home from home.”

As we walked around the care home there were several posters advertising bring your
child to work day, this is part of the work to involve families, friends of the care home
and for staff to feel involved the deputy manager told us. There are regular three
monthly meeting for relatives and residents where they can talk about the care of
their loved ones, the manager told us. There are also social events where everyone is
welcome to attend for instance the Italian evening, this helps family members feel



involved.

On the day of our visit there had been a lunch club that is open to the public, this is
to ensure the community are involved and welcome. Due to the design of the building
there are several areas where families can talk privately to their relatives without the
need of going to the relative’s bedroom.

There is a small seated area of the dining room where relatives and residents can help
themselves to light refreshments of both drinks and snacks; this area also houses a bar
if anyone wants an alcoholic drink. On the day of our visit, it was very warm and some
of the residents were outside, the care home had provided a cart with cold drinks and
snacks for residents and relatives, this was a thoughtful touch and appreciated by the
relatives we spoke to.

As the care home can provide care for those who are terminally ill, a retreat is
available for family members to stay overnight. The retreat apartment is a luxurious
suite can be used for family or friends.

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

The furnishings and décor are all of a very high standard. Everything is very well
presented and comfortable. The bedrooms are a good size and couples could stay if
required. Most residents have added personal touches and the manager told us this is
encouraged “to make it home”.

The design of the home means all the rooms we saw were very light with lots of
natural light. Floor coverings were all of a good design and in excellent condition,
there is a clear programme for decorating. The dining room was being used for a quiz
during our visit and the residents seemed very engaged with this activity.

There was an abundance of seating both inside and outside, which allowed groups of
residents to choose where they sat. Seating was well designed to fit into a
contemporary theme but was also very comfortable and allowed those who were less
mobile to get up and down from seating easily.



.
8.4.2 Freshness, cleanliness/hygiene & cross infection measures

The whole care home was very clean there were no areas of concern. Considering it
was very warm on the day of our visit, the home appeared to us as well ventilated
with a good air flow.

8.4.3 Suitability of design to meet needs of residents

The care home is purpose built and as a result it is very easy to find your way around.
We spoke to one of the residents who told us, “I don’t think this place could be any
better, my relative did a lot of research and chose this place well.”

There were toilets for visitors and residents and these were well presented and clearly
marked.

Corridors and doorways were wide allowing room for wheelchairs and for those with
mobility aids.

All the residents and their relatives we spoke to commented on how comfortable the
home was.

There were a lot of informal seating areas as well as the main lounge area to sit,
which meant residents were not stuck in one place but had a variety of places to go to
and this also provided different outlook for them, on the day of the visit several
residents were sitting outside.

8.5 Staff support skills & interaction
8.5.1 Staff appearance/presentation

Every member of staff we met was smiling and enthusiastic, we spoke to one of the
carers who told us she had worked in other places and that this was, “The best! ... A
place where you can build good relationships.”

Several of the staff including the manager had worked at the care home for many
years, showing that there was consistency and experience amongst the staff. The
deputy told us her granddaughter was now a member of staff as she had
recommended it as a place to work.



This speaks volumes for the ethos and environment of the home. A carer we met told
us working at Richmond, “Was lovely.”

8.5.2 Affording dignity and respect/Approach to care giving

Staff spoke warmly to residents using their first names; they used touch to connect
and bent down to face residents making eye contact to give them their full attention.

The activity taking place in the dining room was animated with laughter and residents
were clearly enjoying themselves. All the staff were smartly dressed and seemed
caring when moving and supporting residents. A relative we spoke to said, “Care was
very good.” She went on to say that her relatives privacy was respected as her
relative, “Preferred to stay in their room rather than do the activities.”

8.5.3 Effective communications - alternative systems & accessible information

The home had clear signs on several of the doors indicating which rooms they were.
Regular newsletters are available and staff are on hand to deal with any issues.

8.6 Physical Welfare
8.6.1 Appearance, dress & hygiene

The residents we saw were all very smartly dressed. All the bedrooms had an en suite
but there were bathrooms for those that needed support.

8.6.2 Nutrition/ mealtimes and hydration

There are two dining room areas. One is used mainly for the non residential part of
the home and visitors can come along for a Sunday lunch or other special occasion
menus.

On the day of our visit there had been a lunchtime special of - “Two CAN DINE, A THREE
COURSE LUNCH WITH WINE.” - This looked very nice and allows the public and the local
community to come to Richmond Village.

The other dining area was a very pleasant space; well decorated and a nice layout to
allow residents to choose where they sat. The room was bright and at the time of our
visit, there was a quiz taking place in the centre.

The tables were set out with good quality linen and cutlery. A small vase added a
sense of luxury. A glass for water as well as a cup and saucer was on each table
allowing residents to be fully hydrated with their meal.

There were a range of menus with very good quality choices, that all looked very
appetising. The manager told us the chef planned menus to ensure their preferences
are met.

There were several areas where snacks and drinks were available for residents and
their relatives, the bar area seemed to be a popular area for relatives to meet which
was a good idea and very informal.



One of the ex residents husband still visits every day for tea which demonstrates
the homely atmosphere the home provides.

Snack and drink areas
around the home.

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

There is a regular weekly visit from Nantwich Health Centre and also district nurses
when necessary or at end of life care. District nurses provide care within the home for
those with long term health conditions. A chiropodist visits regularly and activities are
planned around mobility and exercise.

8.7 Social, emotional and cultural welfare
8.7. 1 Personalisation & personal possessions

Rooms are well presented and decorated; residents are encouraged to bring some of
their own furnishings to make it feel like home.

8.7.2 Choice, control & identity

There are a wide range of activities on offer to suit all residents. One of the residents
had previously enjoyed bowling and the staff had organised it so that he could still roll
the ball from a sitting position - this personalisation shows how much the home tries
to ensure each residents needs are catered for.

A small bar provides a selection of alcoholic drinks for residents and their relatives. As
the home provides care for residential patients, they are able to come and go as they
choose; several go out regularly with their relatives.

8.7.3 Feeling safe and able to raise concerns/complaints

Regular meetings are held between the home and the residents and their families.
There are comment cards in the main reception and complaints leaflets displayed
which ensure families and residents are kept informed and have an opportunity to
provide feedback.

8.7.4 Structured and unstructured activities/stimulation



There are a wide range of activities advertised on a large board. We watched as
residents took part in a quiz. They appeared engaged and were enjoying themselves.

There is an activities co ordinator.

The quiz was a lively event.

The design of the building allows residents quiet areas if they prefer to read or take
part in group activities.

There are two minibuses which are used regularly as part of the activities programme.
There is Wifi in the building and a communal ipad available for use by residents.

8.7.5 Cultural, religious/spiritual needs

St Marys Church, Nantwich hold a weekly service on a Sunday afternoon, and residents
can go to other church services via the minibus.

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

The gardens were a particular feature of the home; they were well maintained and
beautifully presented with a lot of flowers and planting. There is access on to a large
patio area with several seating areas both in the sun and shade, this area looks
directly on to the bowling green. This view provides a lovely setting for the residents
to sit and relax and creates a tranquil setting, reminiscent of a village green. There
are bird boxes which the residents made and at the front of the property are painted
stones, also created by the residents as part of their activities programme.

9. Observations
9.1 Elements of observed / reported good practice

Staff are warm and welcoming to all residents in their approach to care giving
Staff retention is very good, with several long service members

The home has a very calm atmosphere

Beautiful surroundings offering a safe haven



9.2 Other observations / findings of note applicable
Healthwatch Representatives were aware that all staff were really welcoming,

10. Comparisons
10.1 Comparisons of observations against providers website
The Richmond website states :
“Built around its own pristine bowling green, Richmond Village, Nantwich offers
the very best care within a socially active and stimulating environment.
A key benefit to living at Richmond Village is the level of care, support and
services that are available to make life more comfortable and enjoyable. “
Having visited Richmond Village and spoken to the residents, relatives and staff the
environment is as described. All residents we spoke reiterated that it was “a home
from home and a lovely place to live.

10.2 Comparisons with previous Healthwatch visit (s) where applicable

Not applicable

11. Recommendations

e Look at car parking and how this could be improved
e (Continue and maintain the ethos

Feedback from Provider of Service

We were happy with the arrangements prior to the visit. The letter had been
received explaining that a visit would be taking place.

The visit was very positive and this has been reflected within the report.

Hilary Minshull - Care Manager - 24.09.2018
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