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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: Cheshire Residential Homes Trust – registered as a charity. 

Person in charge: Julie Sullie (Manager) 

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

Type of Service: Care Home only (Residential Care) – Voluntary / Not for Profit 
Owned , Registered for a maximum of 25 Service Users  

Registered Care Categories: Old Age  

Admission Information: Ages 65+.  

Single Rooms: 23 

Rooms with ensuite WC: 23 

Weekly Charges Guide: Personal Care Single from £646 (These prices are only a 
guideline, please contact Upton Grange to find out the exact price.   

Facilities & Services: Day Care • Respite Care • Convalescent Care • 
Physiotherapy • Own GP if required • Own Furniture if required • Smoking not 
permitted • Close to Local shops • Near Public Transport • Lift • Wheelchair access 
• Gardens for residents • Phone Point in own room/Mobile • Television point in 
own room  

Information obtained from carehome.co.uk 

 

http://www.cheshire-residential-care-homes.org.uk/
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
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Latest CQC Report – In its most recent report (June 2017) CQC judged the home as 
GOOD overall. 
 
Other review sources – Carehome.co.uk rate the service as 9.8 – based on 13 
reviews received over time. Google reviews rate the service as 3/5, however, this 
is based on only a few submissions. 
 

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 
 

 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 

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

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

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

 To enable Healthwatch Cheshire Representatives to observe how the service 
delivers on the statements it advertises on its website 
 

5. Introduction/Orientation to Service 
 

On arrival at Upton Grange the Representatives were welcomed by a member of 
staff and offered a seat after signing the visitor‟s book.  
 
After a short wait we were introduced and welcomed again by the manager of the 
home Mrs Julie Sullie.  
 
The Representatives also had the opportunity to speak with the deputy manager.  
 
It was noted that all staff where friendly and welcoming. Reception areas were 
warm and comfortable. After some discussion Representatives where allowed to 
view the premises unsupervised by staff.  
 

https://www.cqc.org.uk/sites/default/files/new_reports/INS2-2582834972.pdf
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6. Methodology 
 
Representatives were equipped with various tools to aid the gathering of 
information. The following techniques were used by the Representatives: 
 

 Direct observation of interactions between staff and residents 

 Participant observation within therapeutic/social activities where 
appropriate 

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

 Observing the delivery and quality of care provided 

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

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

7. Summary of Key Findings 
 

 A warm friendly environment 

 Friendly attitude demonstrated by staff - Observations confirm staff have 
a desire to help those in their care 

 Establishment clean and clutter free 

 Memory boxes used to show resident’s interests                                      
    

8. Detailed Findings 
 

8.1 Location, external appearance, ease of access, signage, parking 
 
The home is easy to locate being on a major road. Bus stops are located nearby. 
The gardens in the home are large and well kept and appeared free from 
obstruction.  There is a sign on the front of the building indicating the name of the 
service and on the main road there is also a large sign at the entrance to the 
premises. A short private drive leads to a small car park at the front of the 
building.  
Both the roadway and car park surfaces around the property were in good order. 
 

 
 

Roadside view of quiet, private but 
well signposted entrance to property 

 

 
 
The home benefits from having a small 

private car park. 
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8.2 Initial impressions (from a visitor’s perspective on entering the home) 
 
The Representatives were impressed by the gardens and the stature of the 
property itself which is a grade two listed building. Exterior paintwork and 
rendering was in good condition as was woodwork around windows.  
 
An impressive cast stone portico entrance porch with Doric columns frames the 
entrance to the property - with a substantial door opening into a wide hallway. 
 
Visitors are required to sign in with a book provided on hallway table.  
 
On entry Representatives noted a welcoming attitude from staff and that the 
building was warm and comfortable.  
 
Representatives were both of the opinion that management and staff were proud 
of their place of work and evidenced this in the manner in which they were spoken 
to. 
 
 

 
 

Entrance hall – Sign in station 
 

 

 
 

Entrance hall – Resident’s Artwork 
display. 

 
8.3 Facilities for and involvement with family/friends 
 
The home has been tastefully extended with a large orangery added recently to 
the rear of the building which now benefits from having two spacious lounge areas 
and a dining room.  
 
In what appears to be a comfortable „airy‟ environment there is plenty of space for 
family members to sit and chat to loved ones. 
 
The added „orangery‟ provides additional space for a large „group‟ table allowing a 
number of residents to be involved in activities such as craft and games.  
 
One notice board provides information that includes two very positive hand written 
reviews from families.  
 
Within one of the lounges there was a piano for the use of the residents and 
visiting entertainers. 
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8.4 Internal physical environment.  
 
The Representatives where allowed to view the premises unhindered. We noted 
that the home was subject to a high level of cleanliness.  
 
Representatives were able to speak to a member of the cleaning staff who 
demonstrated some pride in the standard of her work. 
 
Throughout the home a variety of flooring materials are used including comfy 
carpet areas as well as non-slip laminates. 
 
Ramps and facilities for wheel chair users are in place. 
 
Lounges were equipped with a variety of comfortable chairs and side tables. Plenty 
of space between these provides adequate space for walking aids etc. and removes 
the cluttered appearance often seen in such environments. 
 
The dining room is very spacious with plenty of room between tables. 

The orangery area provides additional seating around a large dining table and 
allows for activities that require more space. 
 
Stairways were free from clutter and equipped with adequate grab rails. 
 
8.4.1 Décor, Lighting, heating, furnishing & floor coverings  
 
Throughout the property Representatives felt that the lighting was good.  
The home was warm and draft free. All furnishing was observed to be in good 
order and very clean. Carpets and flooring were all in good order the two lounges 
provided for residents, friends and family provided a lovely environment that was 
welcoming, comfortable and relaxing. 
 
Decorating throughout was good with neutral colours used throughout.  
 
In a number of areas around the home, empty wall space has been filled with 
resident‟s created artwork – painting and collage - Representatives felt that it was 
good to see that residents had the opportunity to have some of their own art work 
displayed on semi-permanent basis and shows how valued these efforts are. 
 
Bedrooms are all en-suite were of a good size and personalised by residents with 
ornaments, pictures and small items of furniture. 
 
Outside each room residents have a memory box fitted – small Perspex box 
containing a picture and sometimes a artefact to illustrate a residents interest of 
hobby. 
 
The home‟s own website provides some excellent pictures of rooms which 
Representatives feel is representative of those available at the home. 
On the ground floor adjacent to the stairs there is an old metal radiator which was 
slightly warm. One Representative was concerned that if at full heat, in the depths 
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of winter perhaps, it could be a hazard if touched. 
 
8.4.2 Freshness, cleanliness/hygiene & cross infection measures 
 
There are hand dispensers available and as previously mentioned the standard of 
cleanliness appearing as of a high standard. 
 
8.4.3 Suitability of design to meet needs of residents  
 
Upton Grange is not a modern purpose built structure and as an older building has 
some limited constraints (sometimes not easy to fix – Representatives understand 
that as a listed building it was difficult to obtain planning permission for the 
Orangery that was added two years ago).  
 
Wherever possible, however, adjustments have been made and the premises 
appear to suit the needs of all its residents and staff. 
 
8.5 Staff support skills & interaction 
 
Representatives had sufficient time on this visit to observe in detail interactions 
between staff and residents – particularly during two activity sessions. We felt that 
staff engaged with residents in a friendly informal but respectful manner.  
 
Staff were keen to encourage residents to take part. 
 
8.5.1 Staff appearance/presentation  
 
All staff were smartly dressed in uniform. 
 
8.5.2 Affording dignity and respect/Approach to care giving 
 
As outlined above Representatives felt that staff demonstrated an excellent 
rapport with residents and some excellent examples of care were noted by 
Representatives. Staff were observed as being gentle with residents when 
movement was required e.g. to the bathroom. 
 
8.5.3 Effective communications – alternative systems and accessible 
information: 
 
Bedrooms and communal areas are clearly marked as are fire escapes. Staff told us 
that large print books are available for those who required this.  Representatives 
noted that many notices used pictorial clues.  
 
The home has a website that indicates rooms and services; it is slightly out of date 
as does not show recent testimonials or news and activities. It is however colourful 
and highlights rooms, grounds and sample menus. 
There is an excellent section on “Meet the Manager” providing plenty of insight. 
 
Representatives feel that the News/Activities section needs updating. 
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Information notice board 

 

 
 

Resident’s craftwork 
 

8.6 Physical Welfare 
 
8.6.1 Appearance, dress & hygiene 
 
All residents were dressed appropriately in daytime clothes. 
 
8.6.2 Nutrition/ mealtimes and hydration 
 
We spoke to a number of residents who commented that the food was good. One 
gentleman we spoke to had only that day moved in to the home. He commented 
that lunch, “…Was the best meal I have had for weeks!” 
 
8.6.3 Support with general & specialist health needs/Maximising mobility & 
sensory capacities 
 
The home offers a room for Respite Care. The offer of care is provided with 
dedicated staff. People may consider respite care for a number of reasons but the 
manager told us, “We try to be as flexible as possible in accommodating for any 
specific needs.”  
 
The home has hearing loop facility and also mobility access such as ramps for the 
use of residents and visitors. 
 
Regular visitors to the home include local GP‟s, District Nurses a hairdresser, and 
chiropodist. 
 

 

 
 

Accessible ramp 
– into garden 

from new 
Orangery 

 

 
Paths and routes 
around the 
building were 
free from clutter 
and trip hazards. 
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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 she 
moved in. 
 
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. All residents were full of praise for the manager and her staff. One 
gentleman commented that he would never like to see staff in trouble as they 
were all, “So nice to me.” 
 
A visiting relative commented, “We never have a problem here.”  
 
8.7.4 Structured and unstructured activities/stimulation  
 
The home has an activity board highlighting events. At the time of the visit 
preparation for Halloween was taking place with - residents taking part in making 
pumpkin lanterns.  
 
As mentioned art work completed by the residents was on display throughout the 
home. 
 
Representatives were also able to view some examples of previous craftwork 
projects – that involved making a book about their own interests and life. 
 
One resident in particular took time to speak to a Representative about her work 
and demonstrated how she had done some of the stitching work on her book. 
 
Whilst at the home Representatives were able to observe and take part in a second 
activity that had been planned - a bingo game with counters and cards. All those 
taking part seemed to really enjoy this as a pleasant end to the afternoon session. 
 
During the activity session it was noted that drinks were regularly provided for 
residents at regular intervals. 
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Residents were 
observed enjoying 
the pumpkin 
lantern making 
session. 

 
 

 

8.7.5 Cultural, religious/spiritual needs  
 
We were told that local clergy do visit the home and that special arrangements can 
be made for those residents who wish to attend a particular church service. 
 
8.7.6 Gardens – maintenance & design/suitability for use/enjoyment  
 
The home benefits from having private, well screened garden space that is 
maintained to a high standard. On the day of our visit it was cold and drizzly and 
therefore, not being used by residents.  
The gardens are large with plenty of level pathways for residents to walk on. A 
number of seating areas have been established and on one side a small 
pavilion/summer house.  
 
 

 
 

 

 

 

 

Three views of the garden 
 

9. Observations 
 

9.1 Elements of observed / reported good practice  
 

 Engagement with residents in a friendly informal but respectful manner. 

 Varied activities available 

 Rooms and communal areas immaculate and clean 

 Feedback/review facility for residents/family and friends 

 Manager committed to continual improvement. 
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9.2 Other observations / findings of note applicable  
 
Representatives felt this was a very good home with a caring and supportive 
culture. 
Representatives would like to thank management staff and residents for their 

welcome on what was a very pleasurable visit. 

10. Comparisons 
 

10.1 Comparisons of observations against providers website 
 
Cheshire Residential Homes have an excellent website that provides a great deal of 
information on homes owned by the charity. 
 
10.2 Comparisons with previous Healthwatch visit (s) where applicable 
 
Healthwatch last visited Upton Grange in June 2016 and gave the service a very 
positive review. On this visit we find no challenge to this opinion and feel the 
home continues to move forward in a positive way. 
 

11. Recommendations  
 

 Update the homes own website 

 Keep notice board current 

 Consider heating guards on radiators 

 There is a discrepancy between information on carehome.co.uk and the 
homes own website regarding bed numbers – this should be corrected. 

 
 

Feedback from Provider of Service 

The home received a letter six weeks prior to the unannounced visit informing 
us Healthwatch would be visiting in the near future. 
 
It was beneficial for the home to receive this visit and audit. We felt at the 

time of the audit Healthwatch were happy with their findings.   

The actions stated in this report were discussed at the time of the audit: 
 

 The radiator covers are being installed and this work is ongoing. Our 
maintenance staff member is working around the home in all rooms to 
cover the radiators and evidence of that is clearly evident. 

 The website has been currently updated as so has our brochure, and 
will be in place imminently, however, the home as a Facebook page 
which shows great insight into the activities of the home with comments 
from family members and has photographic evidence since the page was 
started. 

 The Notice board is always updated as is the noticeboard outside the 
main entrance showing recent photographs along with notices. 
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The report was late in being sent due to illness of the Healthwatch team 
member.  The Home Manager contacted Healthwatch to enquire where the 
report was and then was informed.  It might be, in the event of this occurring 
in the future, if the other member of the team who visited could completed 
the report so it arrives soon after the inspection. 
Auditors who arrive to the home to carry out this practice are always 
welcome and we hope the Healthwatch team enjoyed their visit by spending 
time with staff, the residents and seeing our lovely home. 
 
JULIE SULLEY - HOME MANAGER - 10/01/2019 
 


