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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

Details of home
Bucklow Manor
Chester Road
Bucklow Hill
Knutsford

WA16 6RR

Latest CQC Report - the location was subject to CQC inspection in October 2018.
The overall grade was requiring improvement.

Website information: The service has its own website indicating the services and
accommodation available. It is clear and easy to use and also has information
regarding the complaint process.

Bucklow Manor is registered for 56 users and has a separate Dementia Care Unit.

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

e 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

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 Representatives to observe how the
service delivers on the statements it advertises on its website

5. Introduction/Orientation to Service

Bucklow Manor provides personal care for those whose primary care needs are
age related, and within the specialist unit for those who have dementia. The
home can cater for all physical infirmity or disability, whether for permanent or
respite care and for either sex.

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

Bucklow Manor Care Home provides personal care for those whose primary care
needs are age related, and within the speciality unit for those who have
dementia. They provide for permanent or respite care for both male and female
users.

8. Detailed Findings

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

Bucklow Manor is located in a rural setting in Cheshire with good road access via
newly developed roads around the Knutsford, M56 area. There is clear signage




at the front of the building and plenty of parking for cars.

Internal signage is clear with large lettering.

The exterior of the building is attractive, in a rural setting with plenty of
surrounding garden space.

The garden areas are secure with numerous places to sit and wander around.
We were informed they have rabbits and keep chickens and the residents have
free access to the whole garden. All the residents can care for and feed both
rabbits and chickens and enjoy collecting the new laid eggs.

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

On entering the building, the reception area was small but immediately very
welcoming.

Pictures of activities and items made by the residents were on display. The
initial impression was inviting and interesting. We were immediately greeted by
the Manager, Donna and Deputy Manager, Jonathan in the reception area and
taken into one of the lounges.

We were made welcome and provided with an abundance of information about
the care provided. The enthusiasm, professional and individual approach to the
care provided was very evident. The lounge was very comfortable, well-
furnished and user friendly for residents with dementia, containing items made
by the residents.

The positive initial impression was reinforced during our meeting with residents
and other staff members.

8.3 Facilities for and involvement with family/friends

There are a number of meetings planned for family and friends and we were
informed the number of visiting relatives is growing. There is an open-door
policy of communication and this is enhanced by e-mails and a newsletter.
There is a support group for relatives of past residents and we were informed
this is going well and continues to develop.

There is a residents and friends wine meeting. A log of comments is maintained.

8.4 Internal physical environment

8.4.1 Décor, Lighting, heating, furnishing & floor coverings

All the indoor areas are beautifully appointed, with lounges of various sizes and
different outlooks. Most areas were soft carpeted. The lounge areas had soft
furnishings including very comfortable settees and high-backed seating. Rooms
all offered something different such as quiet areas, light shows, music and
tactile features.

The overall décor has created a very homely and relaxing atmosphere.




Common areas.

8.4.2 Freshness, cleanliness/hygiene & cross infection measures

In one lounge we observed where most residents were sitting unfortunately had
a smell of urine.

One of the toilets, whilst well equipped with adapted facilities, also smelt of
urine.

8.4.3 Suitability of design to meet needs of residents

The care home, whilst being an older building, appears well designed to meet
the needs of the residents. We confined our visit to the ground floor, but
observed stairs and lift to upstairs accommodation. The stairs on the ground
floor were fitted with a safety gate at one point.

The ground floor and garden area were easily accessed for those with limited
mobility and using wheelchairs or walking equipment. There was seating in the
garden.

Seated area.

8.5 Staff support skills & interaction

Bucklow Manor Care Home uses the services of a company “Unique” to provide
care for the residents.

All the staff we observed were friendly, attentive, caring, interacting with
residents and had obviously built up a rapport with the residents. Most residents
appeared relaxed, happy and smiling. Care staff were very active in encouraging
residents to be involved in a music session we observed.




In discussion with one resident we were informed the staff are good and very
helpful.

8.5.1 Staff appearance/presentation

Care staff are provided from the “Unique” agency. Staff observed were well
presented, wearing easily identifiable, distinctive blue uniforms. We observed
two agency staff in one of the lounges, providing music singing, interacting and
enthusiastically encouraging residents to join in.

8.5.2 Affording dignity and respect/Approach to care giving

The staff follow a Social Care Plan which is individualised for each resident and
which lists all their likes and dislikes.

8.5.3 Effective communications - alternative systems and accessible
information

We did not observe any alternative systems of communication but were advised
the team followed programmes developed by the NHS Speech and Language
therapy service.

8.6 Physical Welfare

Some relatives would like to see more physical activities such as walking and
chair exercise. One commented their relative had mobility issues. As they could
no longer be involved in the activities and had become inactive. They would like
to see more incentives to stimulate movement

8.6.1 Appearance, dress & hygiene

There is hairdressing service
All residents appeared well dressed and their personal care needs seemed to
have been addressed.

8.6.2 Nutrition/ mealtimes and hydration

There is a four-week menu, with daily choices and a picture menu on the small
tables in the dining areas.
Popcorn, wine and beer is available in one of the lounges.
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An example of a menu.




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

There are links with the local GP.

Podiatry services are available.

Specialist Speech and Language therapy programmes provided for
communication for residents with dementia and implemented by the care staff.
There are regular aromatherapy programmes.

Activities are developed to meet sensory needs and the sensory approach is
reflected in one of the lounges - residents can make twizzle muffs etc.

8.7 Social, emotional and cultural welfare

Daily activities are timetabled to reflect the variety of needs of the all the
residents.

There are visits from local schools.

There is a shop within the care home that residents can use for purchase of small
personal items.

8.7. 1 Personalisation & personal possessions

All rooms had names on the doors. We did not go into any of the rooms.

8.7.2 Choice, control & identity

Evidence of personal choice was observed when residents made meal choices
and outings.

8.7.3 Feeling safe and able to raise concerns/complaints

We did find evidence of concerns /complaints - we had conversations with a
small number of residents who were content with their care.

8.7.4 Structured and unstructured activities/stimulation

An activities coordinator is employed for 30 hours per week.

Aromatherapy is provided on a regular basis

Staff are involved in activities with residents both inside and in the garden

The Care Home has its own mini bus and regular outings are arranged.

There are regular visits to local amenities and to places such as Chester. Visits
to the local pub are also arranged.

8.7.5 Cultural, religious/spiritual needs

Not assessed.

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

The gardens are large in a lovely countryside setting. They are very well
maintained and allow ease of access for residents.

9. Observations

9.1 Elements of observed / reported good practice

Elements in place for residents with dementia e.g. clear sighage, printed menu,
general sensory environment and interaction between residents and staff in
general have created a calm, supportive setting for all the residents.




9.2 Other observations / findings of note applicable

We observed the garden area surrounding Bucklow Manor which is very pleasant
and could perhaps be developed for sitting out in good weather.

10. Comparisons

10.1 Comparisons of observations against providers website

The website information provides good description of the services provided and
feedback from residents and their relatives at Bucklow Manor Care Home.

10.2 Comparisons with previous Healthwatch visit (s) where applicable

Not applicable.

11. Recommendations

To continue to develop the relationship with relatives and involve them in
regular meetings, where possible, to share ideas for any changes or
improvements with the care provided.

Feedback from Provider of Service

Both representatives were very friendly and reassuring, very positive attitude. Put staff,
residents and relatives at ease.

Section 8.4.2: It is disappointing that the representatives failed to discuss the smell of
urine in the lounge and bathroom as we pride ourselves in the presentation of the home.
If this had been brought to our attention this matter could have been explained or dealt
with appropriately.




