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Care Home Contact Details: 

St Stephens 

London Road 

Elworth 

CW11 4TG 

01270 759565 

Date of Visit: 

11 March 2019 
 

Time of Visit:10:30 am 
 

Healthwatch Cheshire Authorised Representatives (ARs): 

Graeme Coyne, John Chrisp, Bev Davies  

 

St Stephens Staff Present: 

Rob Williams, Clinical Manager 

Ian Webb-Austin Administration and Finance 



 

2 
 

 
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 
 
St Stephen’s care home is situated in the quiet village of Elworth near 
Sandbach, Cheshire.  
The home has achieved the NHS Gold Standard for End-of-Life Care, and has 
a team of fully-trained and qualified nursing care staff available 24-hours a 
day. 

 
 

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. 
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4. Purpose of the visit 

 

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

 
5. Introduction/Orientation to Service 

 
On arrival ARs were met by Rob Williams Clinical Manager (acting as deputy 
manager) and Ian Webb-Austin Administration and Finance Manager who 
were welcoming and open.  They led us through to the office, provided with 
a drink and they were happy to answer any questions we had. 
 

6. Methodology 
 
ARs were equipped with various tools to aid the gathering of information. The 
following techniques were used by the ARs: 
 

• 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 
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7. Summary of Key Findings 
 

• 70 staff including 6 qualified nurses, 1 nurse per shift, 12 domestic and 
the rest are carers (7 advanced) or managers. All staff are care home 
employees and mostly from the surrounding area. The home wants to 
take volunteer staff as well. 

• 37 residents, maximum number is 40. 10 beds are reserved by Cheshire 
East Council, most residents come from Cheshire. 

• 19 residents with dementia in Saxon, 18 residents who are infirm or 
fragile in Penda 

• New manager to start next week 

• CQC report completed 2 weeks ago with overall status Good in all areas 
 

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

 
The home is easy to find using Sat-Nav, it has a regular bus service 
and is 0.3 miles from Sandbach Railway Station. The car park is large 
and may be extended by removing a number of shrubs. 
 

 
Car park 
 
 
 
 
 

8.2 Initial impressions (from a visitor’s perspective on entering the 
home) 
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We were made welcome after signing in and were taken to the main 
reception area by the deputy manager. He gave us a good overview of 
the home and its features and relationships with the local community 
before taking us on a tour of the site. 
 
 

8.3 Facilities for and involvement with family/friends 
 
There are several welcoming open communal areas in the home that 
are light and comfortable. A pub area has been created that is named 
in the memory of a former resident and will be open in the near 
future. 

 
 

8.4 Internal physical environment 
 

8.4.1 Décor, Lighting, heating, furnishing & floor coverings 
 
The home is on one level and is easy to navigate with no obvious 
trip hazards. All areas are clean, well-lit and maintained. Some 
floors are laminated and the rest are carpeted, the plans are to 
replace the carpets if the planned refurbishment goes ahead.  
 
Residents’ rooms are clean and functional and adapted to their 
needs. None of the rooms are en-suite. Rooms are being 
renovated in rotation as some of them look dated although they 
are clean and tidy. 
 

 
 

             8.4.2 Freshness, cleanliness/hygiene & cross infection measures  
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All areas are well maintained by the domestic staff and are 
tastefully decorated.  The toilet and bathroom facilities are in 
good working order. 

 

 
8.4.3 Suitability of design to meet needs of residents. 

 
All doors are marked with diagrams and bedrooms have a picture 
of the resident on the doors in Saxon. 
 
There are 2 couples in Saxon who sit together in the communal 
areas but have separate bedrooms. 
 

Example of signs on doors 
 
 

8.5 Staff support skills & interaction 
 

8.5.3 Staff appearance/presentation 
 
All nursing, carers and domestic staff wear standard uniforms to 
aid identification.  
 
8.5.4 Affording dignity and respect/Approach to care giving 
 
All staff we observed responded well and quickly to residents’ 
calls and we were impressed by the knowledge and commitment 
to the residents from the deputy manager. He takes pride in 
providing good service to the residents. 
 
The visitors we met said “The support is very good but we feel the 
number of nursing staff has halved since our relative has been 
here”. 
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8.5.5 Effective communications – alternative systems and 
accessible information 

 
There are a number of noticeboards around the home giving 
general information to visitors and residents. We understand these 
may be updated to use electronic communication via tablet 
screens in future. 
 

Noticeboards 
 

 
 

 
8.6  Physical welfare 

 
8.6.3 Appearance, dress & hygiene 

 
The residents in communal areas were all dressed, clean and tidy. 
Several in Penda stay in their rooms and are dressed 
appropriately. Again, they are clean and tidy. There are no 
background odours to indicate a lack of hygiene. 

 
8.6.4 Nutrition/ mealtimes and hydration  
 
Regular meals are provided and the dining areas are clean and 
tidy but not in use when we visited. We did not see any menus. 
Some residents choose to eat in their rooms and there was no sign 
of food waste in them. 
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Dining room 
 
8.6.5 Support with general & specialist health 

needs/Maximising mobility & sensory capacities 
 

Many residents in Penda are in special chairs that double as wheel 
chairs. 
The beds may be raised and lowered to accommodate residents in 
danger of falls. 
Both beds and chairs may be wave type, to reduce the effect of 
bed sores. 
2 doctors from the local GP surgery visit twice a week. 

 
8.7  Social, emotional and cultural welfare 

 
8.7.3 Personalisation & personal possessions 
 
Residents may bring their own furniture and possessions to the 
home. 

 
8.7.4 Choice, control & identity 
 
Residents have plenty of areas to sit in and are able to call staff 
quickly. Alarm response times seem to be fast. All residents have 
case notes that travel with them. A hairdresser visits each week. 
  
8.7.5 Feeling safe and able to raise concerns/complaints 
 
Residents have their own meetings where they may raise concerns 
to the staff. 
 
8.7.6 Structured and unstructured activities/stimulation 
 
There is an activities coordinator who we did not meet. She is on 
site 4 days a week and on alternate weekends and there is a file 
that includes all previous and planned activities. 
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Therapy dogs and a donkey (at Christmas) have visited the home. 
Children from the local primary school have visited. 

 
 

8.7.7 Cultural, religious/spiritual needs 
 
St. Stephens’s church provides services for the residents and the 
main reception area in the home has been opened for coffee 
mornings for the church, to encourage better interaction with the 
community. 
 
8.7.8 Gardens – maintenance & design/suitability for 

use/enjoyment 
 
The gardens are safe, secure and used in the warmer months, we 
saw them from the comfort of the lounges. 

 
 

9 Additional Areas of observation 
 

9.4 Comparisons of observations against providers website 
 
We think the website gives an accurate reflection of the care home. 
 

9.5 Comparisons with previous Healthwatch Visit(s) where applicable  
 
N/A This is the first Healthwatch assessment 

 
9.6 Comparisons with the most recent CQC report 

 
We agree with the CQC assessment 
 

9.7 Other observations/findings of note 
 
Land adjacent to the home has been sold and the money generated 
may lead to an expansion of it and the refurbishment of rooms. The 
parking areas may need to be modified to suit. 

 
10 Elements of Observed/Reported Good Practice  

 

• Good relationship with the local community 

• Good attitude from all staff we met 

• Clean, tidy and safe environment 

• We were treated well during our visit and all questions were answered 
competently. 
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11 Recommendations  
 

• Develop links with the 2 secondary schools in Sandbach 

• Consider removing some plants around the carpark if the home is 
expanded. 

 
 
12 Service Provider Response 

 
 

 
 
 

Feedback from Provider of Service 

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

 
 
 


