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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: (obtained from Care home uk ) 
 
Situated within extensive landscaped gardens, Hill House is a purpose-built home 
that can accommodate up to 24 adults with a physical disability. The service is a 
short walk from the historic market town of Sandbach, in Cheshire, which offers 
a range of shops, pubs, restaurants, markets, entertainment and leisure 
facilities.  
 
Hill House delivers high-quality care and nursing for adults with physical 
disabilities and complex needs. Regulated by the Care Quality Commission, the 
dedicated and experienced team use a person-centred approach to ensure every 
individual’s needs are understood and met with the greatest privacy, dignity and 
respect. 
 
Each individual chooses how they are supported, and lead very active lives. With 
a focus on independence, health, wellbeing and skills building, extensive activity 
programmes offer something for everyone. As well as staff, a team of committed 
volunteers support individual and group activities, so all have the chance to be 
social, get creative or enjoy exercise.  
 
Hill House enables residents to get the most out of life, supporting individuals to 
maintain relationships with family and friends, and gain the ability to move on to 
more independent living when they’re ready.  
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Since founding in 1948, Leonard Cheshire Disability has supported disabled 
people in the UK and across the world to fulfil their potential and live the lives 
they choose. The charity has many homes in the UK which provide thousands of 
disabled people with high-quality housing, care and support. 

 

Local Authority / Social Services: Cheshire East Council 

Type of Service: Care Home with nursing – Voluntary / Not for Profit Owned , 
Registered for a maximum of 24 Service Users 

Registered Care Categories*: Physical Disability • Sensory Impairment • Younger 
Adults 

Specialist Care Categories: Cerebral Palsy • Epilepsy • Head/Brain Injury • 
Hearing Impairment • Motor Neurone Disease • Multiple Sclerosis • Muscular 
Dystrophy • Speech Impairment • Spina Bifida & Hydrocephalus • Stroke • Visual 
Impairment 

Admission Information: Ages 18+. 

Single Rooms: 24 

Rooms with ensuite WC: 1 

Facilities & Services: Respite Care • Physiotherapy • Independent Living 
Training • Own GP if required • Own Furniture if required • 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 

Hill House has a keyworker system, which means that a particular staff member 
will be responsible for ensuring that your needs as a resident are met and that 
you are happy at the home. You can choose which staff member you would like 
as your keyworker. (taken from providers web page) 

Latest CQC Report – Explain and expand  Took place on the 18th December 2018 
and Requires Improvement  

https://www.cqc.org.uk/sites/default/files/new_reports/INS2-4538750729.pdf 
 

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. 
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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 to the facility Authorised Representatives Janet Lomas and Bev 
Davies, where met by the Deputy Manager Cheryl Meir. The greeting was warm 
and the representatives were offered a drink.  The manager explained to the 
representatives about the home explaining there is approximately 28 care staff 
operating on a 24 hours system. There are qualified nurses 24hours a day 
including RGN and LD qualified staff.  
The authorised representatives where given the freedom to visit the location 
unhindered  

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 

• Excellent Sensory Garden 

• Inclusion of residents on staff recruitment interviews 

• Both LD and RGN nurses available to meet the varied needs of all   
residents. 
 

8. Detailed Findings 

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

Hill House is situated on the outskirts of Sandbach market town. It has a large 
sign on entering the property with plenty of parking available on the morning of 
the visit. 
The initial impression was one of a well-maintained building and neat front 
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gardens with pots and plants in bloom. 

  
Entrance to the premises 

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

Entry to the building was via automatic doors leading to a manned reception 
foyer.  The foyer was furnished with the necessary health, safety and fire 
notices and equipment included hand gel.  A signing in book was in use.  Décor 
was clean, tidy and no malodorous. 
 

8.3 Facilities for and involvement with family/friends 

There is a large lounge/orangery used for concerts, get-togethers, events and 
parties which families/friends and carers are invited to. 
 

8.4 Internal physical environment 

8.4.1 Décor, Lighting, heating, furnishing & floor coverings  

Hill House was built in 2010 replacing the previous Leonard Cheshire Home. It is 

well maintained by 2 employed maintenance personnel. A reported light problem 

was being seen to during our visit.   

The building is full of light with large windows and doors opening out onto 

garden areas/patios. All floor coverings are wipe able and robust, providing ease 

of access for people using a wheelchair.  

8.4.2 Freshness, cleanliness/hygiene & cross infection measures 

A cleaning trolley was seen during the visit with cleaning of the rooms taking 
place. The home appeared very clean in all areas visited including the vacant 
bedroom visited and the occupied one, which we were invited to enter. 

8.4.3 Suitability of design to meet needs of residents  

All bedrooms were fully equipped with ceiling track hoists including the ensuite 

bathroom comprising of toilet, sink and walk/wheel in shower. All bedrooms 

were spacious and residents could choose to equip with their own décor, 
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furnishings and belongings if they wished to do so, we saw lots of personalised 

items in the rooms we passed by and this gives the sense of being home for the 

residents as they have the freedom to be involved. 

8.5 Staff support skills & interaction 

8.5.1 Staff appearance/presentation  

All staff seen during the visit appeared neat and dressed appropriately, some 
with uniform dress including the nursing staff and the care staff. 
 

8.5.2 Affording dignity and respect/Approach to care giving 

The authorised representatives observed residents being spoken to with respect 
and clear communication. One resident was asked if he wished to meet with us 
during the visit. Staff appeared friendly, lots of smiles and appeared courteous. 
Staff were seen to be busy caring for the residents during the visit but always 
being professional. We observed an activities group taking place in the lounge it 
was Monday’s catch up session with chatting, reading the paper and sewing 
taking place. We were introduced to each person attending the group including a 
volunteer who came to support a young man. The activities coordinator told us 
about the session and some of the other activities that take place at the home 
with the intention of ensuring people are stimulated and involved. 
 

8.5.3 Effective communications – alternative systems and accessible 
information 

The home has hearing systems, large print and other information systems 
available to assist. There is of course the sensory garden for residents. 
 

8.6 Physical Welfare 

8.6.1 Appearance, dress & hygiene 

The residents we saw during the visit were all dressed appropriately for the 
time of year, clean, tidy and some of the ladies were wearing jewellery, had 
painted nails and hair accessories. The home looked clean and tidy and so did 
the residents. PPE equipment was available on each floor as well as a sluice. 

8.6.2 Nutrition/mealtimes and hydration 

All meals are cooked on site in the fully equipped kitchen. There are 2 main 
dishes offered at lunchtime each day for the residents to choose from. A teatime 
menu is also available each day. The menus are displayed each day in the dining 
room, we asked whether any pictorial menus were used as not everyone can 
read the written menus, we were informed that the chef visits all the residents 
each day to ask them about their choices for the following day. Everyone is 
encouraged to eat in the dining room for the social experience and change of 
environment; this does not apply to those residents who receive their nutrition 
in a Percutaneous endoscopic gastrostomy feeding system. All dining tables 
adjust in height as needed. The dining room is served from a hatch into the 
kitchen. Drinks are available on request, we asked if a drinks station was 
available for residents to get their own but this was not possible because of 
safety reasons. Special dietary needs are catered for as needed, one resident 
spoke of more vegetarian options being made available now as requested. A 
water drinks machine is available.  
 



 

7 
 

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

There is a no lifting policy in the home however there is the provision of ceiling 
track hoists in every room and this is seen as good practice. There is a sensory 
garden, no pictures could be taken at the time. 
 

8.7 Social, emotional and cultural welfare 

8.7. 1 Personalisation & personal possessions 

People are allowed to have their own items within their room providing a 
personal element. We spoke with one resident who said that they liked painting 
and that provision had been made for this to take place in the main lounge. 
Residents can have computers in their rooms and the authorised representatives 
observed musical instruments, plants, ornaments and pictures in the rooms as 
they passed. 

8.7.2 Choice, control & identity 

All residents have personalised care plans 
 

8.7.3 Feeling safe and able to raise concerns/complaints 

There is a feedback form in the visitor’s book and the staff indicated they value 
feedback. There is also a complaints process available by bringing concerns to 
staff or management. There is a regular residents and staff meeting and this will 
become a regular thing once a new manager is in place. 
 

8.7.4 Structured and unstructured activities/stimulation  

There are 2 activities coordinators and as such there are activities available 
everyday other than Sunday. There is a resident of the day scheme where a 
particular resident gets the chance to have a say in what activity should take 
place. There is a weekly activity timetable and this is displayed in the main 
foyer of the building. Activities such as crafting, sewing, painting and regular 
games take place. These activities can take place in a purpose-built bungalow in 
the grounds but as previously mentioned the lounge in the main building can also 
be utilised 

8.7.5 Cultural, religious/spiritual needs  

Not observed 
 

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

Effort has been put into the garden areas, there are hanging baskets on the 
outside of the premises and the front and rear gardens are well maintained. 

9. Observations 

9.1 Elements of observed/reported good practice  

The authorised representatives observed that the atmosphere was friendly, 
welcoming and cheerful. There was calmness although it appeared to be a very 
busy time for staff during the visit. There was evidence that some activities 
where ongoing and the engagement with the activities coordinator was 
welcomed. 
 

9.2 Other observations/findings of note applicable  

 CQC made an unannounced visit at the end of last year 2018. CQC sited 
improvements required especially in Safe and the Well led domains. The 
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authorised representatives did not during their visit observe any medication 
administration and they were informed that there had been a recent change of 
management and an advert was out for a new Manager. The deputy manager 
informed the representatives that the Regional manager is supporting the 
location. The deputy also spoke of the need to have regular audits and regular 
staff. 
 

10. Comparisons 

10.1 Comparisons of observations against providers website 

The report compares favourably to the information contained on the website. 
 

10.2 Comparisons with previous Healthwatch visit(s) where applicable 
 

Healthwatch Cheshire had not previously visited the location. 

11. Recommendations  

 
1. To develop and enhance information displays to highlight resident/carer 

activities such as the photo board in the entrance. 
2. Consider pictorial/photo in dining room for the residents who cannot read 

written menu. 
3. To continue to develop individual, person centred activities for residents. 

 
 

 
 

Feedback from Provider of Service 

To be completed prior to publication from comments received from feedback 
form. 
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Notes for completion. 
 
This new template has been designed for ease of use. 
Simply type responses into the box below each section – the box should expand 
automatically as it fills up. 
 
Where possible complete all sections even if it is only a basic sentence. 
 
Do not worry about the lines – these will be removed prior to completion.  
 
Please do not add any page breaks. If a box flows over into the next page simply leave 
it. Final editing at the office will remove all lines and organize pagination throughout the 
document. 
 
Pictures either simply add these by email to the office or by pasting them to the end of 
the report.  
 
Those with advanced skills may want to drop them into the report itself; a nice way of 
doing this is described below. 
 
Adding a picture: 

1. Decide the cell/section where you would like your image. 
2. LEFT Click into that section 
3. RIGHT Click to reveal options 

Select ‘Split Cells’ 
 
Then simply follow the menu choices. 
 
Choose from the option that best fits your photo or photographs. This will provide 
extra cells for either text or photos that can be copied in. Some photographs will 
have to be re-sized to fit. 
 

 
 
Using the Insert – ‘Cells Below’ from the above drop down will allow you to put in 
an extra row for additional text following the picture insert. 

 


