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Care Home Contact Details:  

Brookview Care Home 
Brook Lane 

Alderley Edge 

SK9 7QG 

 

Date of Visit: 11 March, 2019 

Time of Visit: 10:30am-1pm 

 

Healthwatch Cheshire Authorised Representatives: 

Liz Lawson & Emese Benes-Javor 

 

Staff Present: Receptionist - Linda Finlow, Deputy Manager -  
Jo Angell-Sedgwick, Clinical Services Manager - Joy Kurian  

https://www.carehome.co.uk/carehome.cfm/searchazref/20003518BROA
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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 

Details of home: 
Group: Bupa Care Homes 

Person in charge: Stephen McMylor (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 65 Service Users 

Registered Care Categories*: Dementia • Old Age 

Specialist Care Categories: Alzheimer's • Huntington's Disease • Parkinson's Disease • Stroke 

Admission Information: Ages 65+. 

Languages Spoken by Staff (other than English): Polish, Tagalog 

Single Rooms: 65 

Rooms with ensuite WC: 65 

Facilities & Services: Palliative Care • Respite Care • Convalescent Care • Physiotherapy • Separate 
Dementia Care Unit • Own GP if required • Own Furniture if required • Pets by arrangement • 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 

 
Latest CQC Report – 

Report on Brookview Care Home: In its last visit to Brookview Care Home 
(November 2018) CQC rated the service overall as GOOD with a GOOD rating in 
all of the five areas inspected – Safety, Effectiveness, Caring, Responsiveness 
and Leadership. 

 
 

https://www.carehome.co.uk/care_search_results.cfm/searchgroup/36154010GOLA
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
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Website information:  
Brookview Care Home has its own dedicated website under the BUPA homepage 
where it details the activities, room and food to residents:  
 

“Our activities 
We're very proud of the wide range of activities and events we have running on 
a daily basis – both inside the home and through organised trips, as the time and 
care we've taken to organise them has been extremely well-received by our 
residents. Our senior activity co-ordinator speaks to each of our residents when 
they arrive to make sure that each one has a choice of things to do. 
Our painting club has proven very popular, as has the opportunity to take part 
in some gentle gardening at the residents' own pace. In the summer we enjoy 
picnics and country walks, as well as narrowboat trips. 
• Visits from local entertainers 
• Monthly special events 
• Family and friends welcome to join us 
• Regular days out 

 
Our food 
Mealtimes are an important part of our residents' day and we want them to 
enjoy their meals as much as possible, so our experienced team of chefs are 
always on hand to listen to any suggestions or personal dietary requirements. 
• Mid-morning and afternoon tea and coffee 
• Wide variety of choice and tastes 
• Night Bite menu available 
• Menu posted in large, clear type 
 

Our rooms 
All 62 of our bedrooms at Brookview have en-suite facilities, 14 of which have 
spacious walk in wet rooms. Most rooms also have lovely views across the 
surrounding grounds. All rooms are well-decorated and include tasteful 
furniture, 24-hour calls systems, flat screen TVs, smoke detectors and 
telephone points. 
Residents are also welcome to bring any personal belongings with them to make 
their rooms as homely as possible. 
• Personal items welcomed 
• All bedrooms cleaned on a daily basis 
• 24-hour call system” 

 

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 



 

4 
 

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 the representatives were warmly welcomed by the Receptionist Linda 
who, as the manager was not in and the Deputy Manager was in a meeting, was 
happy to give the representatives a comprehensive tour of the facilities. She was 
able to answer most of questions but said that representatives would be able to 
speak to the deputy manager when she was free. 

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 

Brookview Care Home is a welcoming and friendly home where residents appear 
happy and content in their environment. 
The staff are caring and dedicated to doing their best to meet the needs of the 
residents in their care. 

8. Detailed Findings 

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

Situated in a quiet location near the centre of Alderley Edge the care home is 
within easy reach of a variety of shops, restaurants and churches as well as rail 
link to Manchester and regular bus services. 
It was well signed and easy to find and there was adequate parking however no 
Disabled parking spaces were noticed near the Reception. The home is 
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surrounded by pleasant grounds including secluded, secure gardens. The 
buildings were well maintained and their appearance enhanced with the addition 
of attractive hanging baskets.  

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

The Reception is a pleasant welcoming environment which is clean and fresh 
with a nice seating area where visitors can wait to be attended to. The 
noticeboards are well maintained and kept up to date with photographs of very 
recent events on display. There is also a board with relevant information 
regarding the home and its policies and procedures. 

 

International Women’s Day poster – 
celebrating a resident who had 
written a book in her active years 
 
This board is accompanied by 
another one with pictures of 
residents attending social events 

 

BUPA related information board next 
to the entrance, explaining how 
customer feedback is valued and 
acted upon  

 

Information board – very clear 
layout, all the important information 
in one place 

8.3 Facilities for and involvement with family/friends 

Visitors are welcomed at any time except during the ‘protected lunch time’. 
There were no facilities for visitors to make drinks when visiting but there are 
‘hostesses’ on hand to make drinks for visitors. There are no rooms allocated for 
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relatives to stay overnight but if necessary the home would accommodate 
relatives as best they could.  
On each floor there was a quiet lounge area where residents could chat to their 
guests. 
Regular residents meetings are held so that people can air their views and 
residents are encouraged to speak to staff individually if they have any concerns. 
All residents have monthly reviews where relatives are encouraged to attend. If 
the relatives live a long distance away this is conducted by email. 
“Residents and Relatives” meetings are held quarterly and there is an   
Open door policy, families are encouraged to get in touch with staff if have any 
questions or concerns. 
 

 

Residents and Relatives meeting 
notice on the information board 

 

Visitors are free to move around the 
facilities, mostly visits take place in 
the lounge areas where visitors are 
catered with coffee or tea 

 

There are ‘Quiet lounges’ on all 
floors without televisions which are 
available for residents and can also 
be used as a private place for 
families to be together 

8.4 Internal physical environment 

8.4.1 Décor, Lighting, heating, furnishing & floor coverings  

The design of the home means that most areas are bright with natural light 
coming through the large windows. The temperature in the home was pleasant, 
underfloor heating having been installed to eliminate the use of radiators for 
safety reasons. 
Most of the furnishings were matching and were in good condition. The main 
communal area on each floor doubles up as lounge and dining and activity areas. 
There is a variety of seating in the lounge area and it is set out in a pleasing 
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manner. Each floor has a quiet room with comfortable seats, no television but a 
music player and books. The lights in the corridors were mainly on sensors. 
Room sizes are suitable, all equipped with single size beds. Lighting and 
temperature in the rooms can be adjusted by the residents. The rooms are well-
equipped with furniture. 
Padded, reclining wheelchairs to move around the facilities and for outside trips 
are available for every resident if requested. 
 

 

No radiators in the rooms, 
underfloor heating everywhere, 
temperature is individually 
adjustable.  

 

Most of the rooms have nice views 
looking onto fields or one of the 
secure gardens.  

 

Each room has en-suite toilet and 
sink, only a few are equipped 
with showers as not all residents 
are able to use the shower 
facilities unaided. 
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Good selection of equipment for 
moving patients around 
comfortably. 

8.4.2 Freshness, cleanliness/hygiene & cross infection measures 

The home was clean and no unpleasant odours were detected. There were 
several bathrooms and shower rooms which were clean and well maintained. 
There were no hand sanitisers, the representatives asked management about this 
and were told that they prefer to staff and visitors to wash their hands.  
 

8.4.3 Suitability of design to meet needs of residents  

The corridors are painted in neutral colours and have a lovely selection of 
pictures many of which are local scenes. They are wide enough for residents to 
walk along on a walking frame or in a wheelchair. The hand rails are dark in 
colour so they stand out and run along both sides of the corridor. The bathrooms 
and toilets are clearly signed with labels, some pictorial, at both eye and waist 
level. Bathrooms had either showers or baths with necessary lifting equipment to 
hand. 
There are lifts and stairs but as each floor is an independent unit residents only 
move between floors when accompanied by a member of staff. 
 

 

 

Communal toilets and 
bathroom areas are very 
clean and well equipped with 
hoists and moveable seats. 
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Corridors have handrails and 
the toilets are clearly 
signposted. 
 

  

8.5 Staff support skills & interaction 
Throughout the visit representatives noted a great deal of social interaction 
between staff and residents. They were caring and gentle in their approach to 
the residents in their care, sitting and talking to them. There was a pleasant 
atmosphere around the home. The staff have all attended dementia awareness 
training.  
 

8.5.1 Staff appearance/presentation  

All of the staff who the representatives encountered were polite and friendly. 
They were clean and tidy and looked professional. Their roles were 
differentiated by the colour of their uniform and they all wore name badges. 
They were happy to talk to the representatives and appeared happy with their 
working environment, many had been there for a long time. 
 

8.5.2 Affording dignity and respect/Approach to care giving 

The staff approached the residents in a caring sensitive way using reassuring 
language. One family member commented that ‘all the staff are lovely and very 
caring, right from the bottom to the top.’  Both male and female care staff 
attend to the personal needs of the residents. Residents can request either just 
male or female carers. 
 

8.5.3 Effective communications – alternative systems and accessible 
information 

Residents are encouraged to bring their furniture and personal possessions with 
them. Some residents have Memory Boxes on the walls outside their rooms which 
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the representatives thought was a nice touch. Each room is equipped with a 
welcome folder, detailing key information about the facilities. 
 

8.6 Physical Welfare 

8.6.1 Appearance, dress & hygiene 

The residents the representatives saw were clean and well presented. Residents 
have regular access to hairdresser, manicurist and chiropodist as well as 
aromatherapy treatments. Their clothes which need to be labelled are washed 
regularly on site and returned to their rooms. 
 

 

Beautician and hairstylist come 2-3 times a 
week to the home, providing wide range of 
services to the residents. 

8.6.2 Nutrition/mealtimes and hydration 

The menu appeared varied and nutritious. Residents can choose to have 
something different to what is on the menu. One family member said’ nothing is 
too much bother for the kitchen staff.’ 
 

 
 

Resident can choose 
according to their preference 
from a wide variety of meals. 
 

 
 
 

Dining room and lounge are in 
the same very large room, 
clearly separated by the 
flooring, creating a very 
homely atmosphere. 
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8.6.3 Support with general & specialist health needs/Maximising mobility & 
sensory capacities 

GP’s visits the home each week to check on the residents. Opticians and 
audiologists come in when necessary.  
‘Physiofit’ a local physiotherapy company visit the home to help residents with 
their mobility. 
There are no signs in Braille or hearing loops installed at present.   
A padded, reclining wheelchair is available for use in taking residents out to 
appointments or visits. 

8.7 Social, emotional and cultural welfare 

8.7. 1 Personalisation & personal possessions 

Each resident has a personal allowance from which they pay for hairdressing, 
trips out, newspapers, etc. Personalisation of rooms is encouraged, residents can 
bring in their own furniture and possessions. 
 

8.7.2 Choice, control & identity 

Residents cannot keep pets but the home is visited regularly by ‘Pets as Therapy’ 
which are mainly cats and dogs but sometimes a donkey drops in!  
Residents are encouraged to pursue any hobbies which they enjoy. One resident 
who recently passed away had a large collection of self-built model sculptures 
which are now on display in the lounge area. 
For safety reasons residents do not have locks on their doors. 
They can have alcoholic drinks with their meals and can smoke in the smoking 
area outside. 
Residents are encouraged to carry out everyday tasks such as setting the tables 
for meals and folding laundry.  
 

8.7.3 Feeling safe and able to raise concerns/complaints 

Residents have call buttons in their rooms as well as sensors in the beds, on the 
floor and seats to detect movement. 
Residents are encouraged to raise concerns with any member of staff to whom 
they feel comfortable talking to about sensitive issues. 
 

 

Feedback from residents and visitors is 
encouraged, leaflets and review forms can 
be found at the nursing stations and 
reception area. 

8.7.4 Structured and unstructured activities/stimulation  

The Activities co-ordinator and her team offer the residents a wide range of 
activities including gardening, baking, singing, board games, exercise 
programmes and a variety of craft-based activities. There are trips out to local 
venues and entertainers regularly visit the home. The list of activities is placed 
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on the noticeboards on each floor. A great example of how the activities are 
aligned with the residents’ needs is the “Musical Moments” activity which was 
set up to address the mid-afternoon restlessness of residents during the winter 
months.  
 

 

 
 

Monthly and weekly schedule of activities is 
clearly signposted on the notice board. 

 

Entertainers visit the care home regularly 
and there is a garden party held every year. 
The residents visit local schools and the 
children visit the home too. This 
involvement with local schools, musicians 
and also local charities means that the care 
home is an integral part of the community. 
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Apart from the large screen television in the 
lounge, there is a very decorative fish tank 
as a centrepiece. The beautifully 
maintained fish tank was definitely very 
captivating for some of the residents. 
 
 
 
 
 

8.7.5 Cultural, religious/spiritual needs  

Representatives for different faiths visit the home regularly to conduct services. 

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

The home has three secluded, secure gardens. One of which is used for 
gardening activities, residents can help to maintain the garden and grow plants 
during their gardening sessions. When the representatives visited residents were 
potting up Sunflower seeds as part of their activities plan. Each garden is 
perfectly equipped for outside activities and are used frequently during the 
summer months. 
 
9. Observations 

9.1 Elements of observed/reported good practice  

• Nice selection of photographs of recent activities on the noticeboards. 

• Name plates on the doors of each resident’s room have a traffic light 
system marking the level of mobility which the resident has in case of an 
emergency. 

• Call buttons are monitored and are checked each morning to make sure 
that they are being responded to quickly – reasons for delayed response 
are investigated. 

• Clear signposting of activities makes it very transparent for residents and 
relatives what is happening (and shows dedication and planning) 

• Great community involvement, the care home is closely linked in with 
local schools and voluntary organisations 

• Great use of outside space for events and activities. 

•  

9.2 Other observations/findings of note applicable  

Not at this time. 
 

10. Comparisons 

10.1 Comparisons of observations against providers website 

The provider is delivering on its promise with regard to activities, food, rooms 
and environment and are reaching the high standards which the care home 
advertises on their website. 
 

10.2 Comparisons with previous Healthwatch visit(s) where applicable 

Not previously subject to a Healthwatch visit. 
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11. Recommendations  

1. For residents with capability, allow more involvement in possible tasks 
and everyday activities to feel engaged/valued. 
2. To involve families and visitors with encouraging joint meals with 
residents.  

 

 
 

Feedback from Provider of Service 

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

 


