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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 improves the service are made.

Contact Details: Healthwatch Cheshire, Denton Drive, Northwich, Cheshire, CW9
7LU Tel: 0300 323 0006

1. Description & Nature of Service

Located on the outskirts of Knutsford and surrounded by open farmland,
Tabley house is a significant grade one listed building originally built for the
Leicester family in 1761. Constructed in a Palladian grand design style the
house has significant grandeur with a private driveway leading to
spectacular ornamental gardens in front of the building itself. Tabley house
nursing home itself occupies a large part of the existing building, however
other parts are shared with a tearoom (open part time) and a museum.

Group: Cygnet Health Care Ltd

Person in charge: Karen Lynskey (Matron)

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 59 Service Users

Registered Care Categories*: Dementia « Mental Health Condition « Old Age «
Physical Disability

Specialist Care Categories: Alzheimer's

Admission Information: Ages 50+.

Single Rooms: 55

Shared Rooms: 2

Rooms with ensuite WC: 57

Facilities & Services: Palliative Care « Day Care « Respite Care « Convalescent
Care « Physiotherapy « Separate Dementia Care Unit « Own GP if required « Own
Furniture if required « Pets by arrangement « Minibus or other transport e Lift
Wheelchair access « Gardens for residents « Phone Point in own room/Mobile e
Television point in own room

Latest Care Quality Commission* Report on Tabley House: click here



https://www.carehome.co.uk/care_search_results.cfm/searchgroup/36151050CYGA
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
https://www.carehome.co.uk/externalsite.cfm?linkcategory=reg&searchazref=14651

* Care Quality Commission is responsible for the registration and inspection of
social care services in England.

Following the home’s most recent inspection by CQC (March 2018) the home was
judged as having an Inadequate rating overall. Sections on Safety, Effectiveness,
Responsiveness and Leadership were all rated as inadequate with Caring rated as
Requires Improvement. Areas of concern highlighted by CQC included issues over
care planning and assessing capacity of residents as well as some problems of a
management nature, staff training issues and provision of one-to-one activity to
those residents with limited capacity.

Website information: Tabley house Nursing home has a detailed website that
includes feedback comments from both service users and family members of
service users - all very positive.

The company (Cygnet) state - “There’s warmth all around - from the friendly
welcome as you arrive, to the nursing and care staff looking after your every
need, to our unique and individual bedrooms. There’s nowhere quite like
Tabley House Nursing Home.”

On this visit representatives were keen to view for themselves how these
comments are reflected in real practice 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 HWC ARs at the time of the visit.

4. Purpose of the visit

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

5. Introduction/Orientation to Service

On arrival Representatives, after signing in were met by Karen, the
manager, who was welcoming and open. Karen led us through to the office,
where we were offered a drink. Karen was 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:

e A very impressive location

e Residents appear comfortable in what is a calm and relaxing
environment

¢ Management appearing committed to improving service.

8. Detailed Findings

8.1 Location, external appearance, ease of access, signage, parking -
Tabley house is set back a considerable distance from the main road
with its own winding private drive. The home is actually positioned in
the centre of a farmed estate with a number of other entrances and
roads onto this land. As a result of SatNav following the postcode,
one Representative was directed off the A556 across the estate to an
entrance on the house’s western side that was gated - then ending up
on a car park designated for the tea rooms, before eventually getting
on the right track on a circular route, over a number of cattle grids to
the proper entrance. The home is well signposted from Northwich
Road - with the main entrance flanked by impressive gatehouses.
Externally the building is an impressive structure with landscape
gardens and neatly cropped grassed lawns.



8.2

8.3

Parking for the nursing home is adequate and available in a quiet
courtyard area in front of the building.

Initial impressions - As a visitor to the home one is impressed by the
grandeur of the residence with its hotel like entrance. Inside the
building large sweeping rooms and high ceilings provide an airy
environment with sufficient space and wide corridors to move
equipment around safely. The ‘feel’ of the building on entry was one
of relaxed surroundings and a calm order.

1 One of the well lit
| sweeping corridors at
il the home.

Facilities for and involvement with family/friends - The time of our
visit was mid afternoon and there were a number of relatives and
friends visiting their loved ones. Representatives were able to talk
with a number of these and conversations provided some excellent
feedback. Both inside and outside of the home Tabley has a number
of quiet areas for residents and visitors to engage in conversation. On
the day of our visit the weather was fabulous and quite a number of
residents had chosen to sit outside with their ‘guests.” A number of
seated areas in the shade were available and being used.

We were told that sometimes family members used the grassed lawn
areas to have a picnic when visiting their relative.

We saw visitors being offered drinks at the same time as residents
which we felt a nice touch and was appreciated by at least one visitor
who commented, “I like coming to visit my friend here as | get
looked after too.”

On what was probably one of the hottest days of the year; and
following a suggestion to the manager from one of the
Representatives; residents and visitors all were offered an ice lolly.

Representatives were not aware of any residents or relatives
meetings that had taken place and no minutes or records of such
were on display.




8.4

Internal physical environment

8.4.1 Décor, Lighting, heating, furnishing & floor coverings -

Tabley appears well decorated throughout. A very large
communal area is evident - with plenty of natural light
provided by large windows. This was furnished to provide
plenty of different areas to sit with lots of seating and
occasional tables.

At the time of our visit Representatives noted that quire
considerable refurbishment was being undertaken to provide a
workstation for three staff to complete record keeping -
food/liquid intake etc. When complete a full nurses/carers
station will be in position with improvements that include
additional security for medication and records.

The manager explained to Representatives how difficult it was
to restructure the building; a Grade One listed structure; as no
extensions are allowed at all and planning regulations in
relation to the inside are also extremely restrictive.

She commented that the company owners had recently made a
decision to proactively invest in the service and commented,
“These developments will make a massive difference to
us.”

The current set up with a bank of computers arranged in a
straight line did give an impression of an ‘airline booking hall’
and the manager herself described it as, “Like a travel
agents!”

Furniture in the main lounge Representatives felt was quite old
but perfectly serviceable. We were told that there are plans in
place to refurbish/replace some of the furniture.

A Bechstein upright piano was well tuned suggesting that it did
get played occasionally. We were told that in the past a
resident played the piano quite well.

Representatives noted there are computers and iPads
throughout the building to input resident’s details. We were
told that this enables records (care plans and notes) to be
speedily updated.

There is a drinks area where fruit juice and water are freely
available.

There are extensive gardens with seating and shady areas.
Both paved and decked areas provide walkways and covered
patio areas. Sun hats are provided and kept on top of a
cupboard near the dining room.



8.4.2

8.4.3

Representatives noticed that decked areas were fitted with a
non-slip meshed topping - enabling all year use and easier for
those with walking frames as it provided resistance and grip.

Freshness, cleanliness/hygiene & cross infection measures -
Throughout, the home appeared clean and free of odours -
toilets and bathroom areas appeared well maintained and
serviced.

Suitability of design to meet needs of residents - This is not a
purpose built home and as a result compromises have had to
be made in terms of design. However, individual’s own rooms
appear of a good size and are personalised with photographs
and individuals own furniture in some instances. The fact that
the home was originally built to a grand design, means that
corridors and doorways are generally broad providing plenty of
space for the manoeuvre of equipment and allowing individuals
with walking aids to pass freely.

8.5 Staff support skills & interaction

8.5.1

8.5.2

8.5.3

Staff appearance/presentation - Apart from reception and
management all staff seen were wearing uniform. Nursing staff
appeared to have a different uniform to those members who
were part of the care team.

Affording dignity and respect/Approach to care giving -
Representatives thought the staff were very friendly, caring and
knew all the residents who they interacted with by name. All
residents appeared to be treated with respect. Comments received
from both residents and relatives suggested that staff were really
appreciated by residents. One elderly gentlemen in particular told a
Representative, “Staff here really go the distance for you. I’d be
hopless without them helping me and I’m a real grump at times. |
can’t thank them enough for both putting up with me and looking
after me.”

Effective communications - Alternative systems and
accessible information - Dementia friendly pictorial signs were
viewed in a number of areas. The home has a number of
display boards showing a range of information.



One noticeboard at Tabley house is used
specifically to highlight issues related to
dignity - with some examples of
behaviour that might challenge
someone’s dignity.

8.6 Physical welfare

8.6.1

8.6.2

8.6.3

Appearance, dress & hygiene - At the time of our visit all
residents who were out and about wore daytime clothes and
were appropriately dressed. A number of ladies; who we were
told by staff took great pride in their appearance; were very
smartly dressed with beautiful hair.

Another resident who was also turned out in a beautiful silk
blouse told a Representative that she had made a special
effort with her appearance for a visiting friend. She
commented, “I may be a little infirm now but there’s no
way I’m going to meet my friends looking a mess.”

Staff commented that most residents; particularly the ladies
like to look nice each day.

Some exceptions were noted those being residents who
required more detailed nursing and were either in their own
room or in one instance in the lounge where it was cooler.
These residents were in sleepwear.

Nutrition/ mealtimes and hydration - There is a large dining
room with varying table sizes. Representatives were told by
staff that the home run a two sitting system with those
requiring help with feeding dining first.

We were told that residents have a choice of where to sit and
if they don’t like the menu can choose something else.

Everyone we spoke to commented on the food being very good.
Visitors in particular were full of praise commenting on the
options available and quality. One resident complained that
she felt portion size was too big at times.

Support with general & specialist health needs/Maximising
mobility & sensory capacities - Tabley provides nursing care
and many residents suffer advanced conditions that need
extensive nursing support.




The home has several intermediate residents who are there for
six weeks. Staff travel from Macclesfield Hospital - East
Cheshire NHS Trust, to assess home needs. Physiotherapy is
provided at Tabley and doctors visit at least twice a week and
more if required.

8.7 Social, emotional and cultural welfare

8.7.1 Personalisation & personal possessions - Residents are
allowed to bring in personalised items and possessions
including small Items of furniture.

8.7.2 Choice, control & identity - Residents seemed to have a wide
choice as to their care and in particular how much or how little
daily activity they wish to be involved with. One lady resident
commented how she had been given a choice of rooms when
another resident had left.

8.7.3 Feeling safe and able to raise concerns/complaints - All
residents who were spoken to commented that they would be
confident in raising an issue if necessary and also certain that
this would be handled appropriately. One gentleman
commented that he would never like to see staff in trouble as
they were all, “So nice to me.”

Another relative commented that she had experience of her
husband being at other homes, “Where we did have some
problems - Not here!”

8.7.4 Structured and unstructured activities/stimulation - There
are three activity staff that organise many different activities
Monday to Friday. Once a month we were told residents go on
an outing, are frequently involved with the local community
and have a take away meal once a week.

Displays on show include and activity timetable - also
displayed some examples of resident’s artwork.
Representatives felt that these displays could be improved.




During the visit we saw a group activity taking place that
involved a crossword puzzle. In a separate area we also
witnessed one resident getting help with a puzzle that she was
trying to finish.

8.7.5 Cultural, religious/spiritual needs - We were told that clergy
visit regularly to the home and in the past, Libby Lane (first
lady Bishop in UK) has been to see residents - as the home is
located in her former parish.

8.7.6 Gardens - maintenance & design/suitability for
use/enjoyment - Gardens are a real plus at this home and
appear to prove a great joy to those residents and visitors that
were spoken to. One resident commented that they enjoyed
seeing the animals that were sometimes in the nearby field.

9. Additional Areas of observation

9.1

9.2

9.3

9.4

Comparisons of observations against providers website - In terms of
the comments recorded above taken from the website
Representatives feel that care staff and management are making
every effort to provide a warm and friendly environment for
residents.

Comparisons with previous Healthwatch Visit(s) where applicable -
Our previous visit was in December 2014 when Healthwatch felt that
the home was providing a high standard of care with more emphasis
on activity required. Representatives on this visit feel that the care is
good.

In terms of activity we feel that there is now an opportunity to widen
the scope of these; to include the wider community; also we feel the
home could make more of a celebration of the work it is currently
undertaking - this could be in the form of improved displays of
artwork, photographs and scrapbooks etc.

Comparisons with the most recent CQC report - The recent CQC
report has resulted in the home being put in special measures,
however, the management team and owners do appear to be
committed to getting things right and the internal building changes
should make a big difference. The manager told Representatives that
new training plans had been agreed.

Other observations/findings of note -

Beautiful border displays at the front of the building and neatly
trimmed lawn areas at the rear with farm animals and open
countryside on view are a feature of the Tabley environment. The
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environment around the home is certainly spectacular, however, this
does present its own problems. To some extent the home is isolated
from the local community. There is no corner shop or pub that
residents can walk to and the area is poorly served by public
transport. Representatives feel that were possible efforts should be
made to encourage community groups to visit and interact with
residents.

Comments recorded from residents -

e “l always ask for small meal but they are always big.”

e “My friend visits me three times a week and they are always
well looked after.”

e “We have freedom to do what we want.”

e “Like the activities but get impatient if | have to wait for
someone to take me back to my room.”

e “My husband will complain about here because he wants to go
home but there is nothing to complain about.”

e “l had a bath 10 days ago and a shower today but | would like
a shower once a week.”

e “l| love some of the practical activities and craft things.”

10. Elements of Observed/Reported Good Practice -

e Staff appeared extremely supportive to residents with a cheery
demeanour and attitude

e Residents encouraged to make the most of outside spaces

e Excellent relationship with relatives and visitors.

11. Recommendations

e Home to complete internal refurbishment - Representatives
feel that this will make a significant improvement to staff
routine and have great improvement in the ‘look’ of the main
lounge.

e Continue developments with activities programme - extending
links with local schools and organizations eg. choirs and
musicians.

e Several of the residents commented to us they would like the
opportunity to do more craft and painting activities.

Feedback from Provider of Service
No feedback received from provider at time of publication.
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