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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

Part of the Group Belong Limited:
Belong Macclesfield

Kennedy Avenue

Macclesfield

SK10 3DE

Person in Charge: Caroline Ray (General Manager)
Local Authority / Social Services: Cheshire East Council

Type of Service: Care Home with nursing - Voluntary / Not for Profit Owned,
Registered for a maximum of 72 Service Users

Registered Care Categories: Dementia . Old Age . Physical Disability . Sensory
Impairment

Specialist Care Categories: Alzheimer’s . Hearing Impairment . Parkinson’s
Disease Stroke . Visual Impairment

Admission Information: Ages 55+
Single Rooms: 72

Rooms with ensuite WC: 72




Facilities & Services: Palliative Care. Day Care. Respite Care. Convalescent
Care. Physiotherapy. Sheltered Housing. Own GP if required. Own Furniture if
required. Pets by arrangement. Smoking not permitted. Close to Local shops.
Near Public Transport. Lift. Wheelchair access. Gardens for residents. Bar/Café
on premises. Residents Kitchenette. Phone point in own room/Mobile. Television
point in own room. Residents Internet Access.

Latest CQC Report - the location was subject to CQC inspection in 2018
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 complaint process.

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

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

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

5. Introduction/Orientation to Service

Modern development offering a care village feel. Landscaped and
welcoming gardens, polite staff who appeared to have a genuine care for
the residents.

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

e The overwhelming impression of Belong is one of care, concern and
attention to wellbeing by all members of staff in the day to day care
they provide to their residents.

o Staff were all professional, caring with a really positive attitude. It
was very clear that their main aim is to make the residents and visitors
feel cared for and happy. They have daily staff meetings.

e In all our observations we were aware of the large and small details
that were an integral part of the daily life of Belong. We felt it was
the most welcoming care facility we have ever visited.

e The physical environment provides for all level of need and includes
large lounge and dining areas, an exercise studio (gym), internet café,
bistro, hair salon, as well as good sized individual ensuite rooms for all
residents.

8. Detailed Findings

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

Situated on a reasonably quiet road, in a pleasant location, in Macclesfield.
There is adequate car parking and ease of access by bus. The external
appearance of the Belong Village is impressive, set in pleasant gardens and easy
to access. The Belong Village is well signposted. The outside grounds are very
well kept.

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

Initial impressions upon entering the ground floor is of a very large, pleasant,
light reception area, which includes the ground floor café, open to residents,
visitors and the general public.

The environment immediately conveys a sense of a welcoming space, with clear
signage to the other facilities.

Staff on the reception desk were extremely helpful and we were immediately
introduced to the Care Home Manager, Caroline Ray. She spent a considerable
amount of time showing us around, answering all questions and then introduced
us to Gina Titley, Experience Coordinator, who continued to provide more
details of all the activities that are available to residents and visitors.

The name Belong is very apt and we had that feeling from the outset. First
impressions were that this is a most welcoming care facility. Every member of
staff greeted us not as visitors but as the name suggests - we Belong.

First impressions were confirmed as we toured the two households.




8.3 Facilities for and involvement with family/friends

From the facilities and activities available at Belong it was evident that families
and friends were encouraged to be involved in all the very many activities taking
place on a regular basis.

Belong produces a bi-monthly guide to What’s On including visits to local
museums, church services. In addition, they include celebrations of special days
such as World Health Day (April 17%) Easter memories, St. Georges Day and other
numerous events for residents, their family and friends.

They also produce a monthly timetable of all activities happening every day
throughout the month. These are highlighted later in the report.

8.4 Internal physical environment

8.4.1 Décor, Lighting, heating, furnishing & floor coverings

The accommodation is very pleasant, roomy, and light. Access via stairs and lift
is good. In the 2 households visited there are well kept carpets throughout,
including main lounge, dining areas and bedrooms. Lighting and windows
provide a very pleasant well-lit environment, with outside balconies.

In the main lounge areas there are comfortable seats and settees for residents
and visitors, not just the usual high backed seating seen at most care facilities.
There are games areas and a kitchen in the lounge area where all food is
prepared. Residents can help with meal preparation if they wish.

All the bedrooms have en-suite facilities

8.4.2 Freshness, cleanliness/hygiene & cross infection measures

All areas including bathrooms, bedrooms and main living areas were well
maintained and clean.

8.4.3 Suitability of design to meet needs of residents

As in 8.4.1 the accommodation and facilities are excellent and meeting the
needs of the residents.

Couples can be accommodated, but they must have 2 rooms.

Belong has 18 apartments and the residents of the apartments can use whichever
of the main facilities they wish or bring in outside care.

Belong has guest days for those who would benefit from day care.

Following a large donation Belong is able to make any room, including a
bedroom, into a therapeutic environment with mobile sensory equipment called
Vecta Deluxe which creates stimulation for those unable to engage in other
activities.

There is also an “End of Life Window” which shows different scenes of outdoor
spaces. We were fortunate to be able to observe this piece of sensory equipment
being used.




8.5 Staff support skills & interaction

8.5.1 Staff appearance/presentation

We observed staff communicating with residents offering support with eating,
meal preparation etc. All the interactions appeared caring and helpful.

8.5.2 Affording dignity and respect/Approach to care giving

The overall approach and philosophy of Belong is about person centred care.
Offering choices in a wide range of opportunities as demonstrated in the
activities on offer and the focus of the staff we spoke to.

8.5.3 Effective communications - alternative systems and accessible
information

We understand everyone is welcome at Belong, whoever you are. If you want to
call in for coffee, lunch a snack, the singing group or any of the activities and
entertainment taking place you will be made most welcome.

The timetable of daily activities indicates the therapeutic process underpinning
the activities - and a few examples include: OOMPH an exercise class, Tai Chi,
singing group, internet café, mind body soul, recording system, card games. To
support general wellbeing activities involving coordination, memory, thinking,
mobility, dexterity, anxiety, self-esteem, communication and art therapy are
included in weekly or fortnightly timetables.

8.6 Physical Welfare

8.6.1 Appearance, dress & hygiene

All staff and the residents we observed were well dressed and the general
hygiene and cleanliness was apparent everywhere.

8.6.2 Nutrition/ mealtimes and hydration

Evidence of meal planning and nutritional needs was observed through the
provision of a wide variety of meals available in the Bistro. Staff and residents
are involved in the preparation and cooking of meals in the households.

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

As outlined above all aspects of general and specialist help are provided.
Residents can involve their own GP if required and particularly when it comes to
end of life care.

8.7 Social, emotional and cultural welfare

8.7. 1 Personalisation & personal possessions
Residents can bring their own furniture in their rooms if desired.
Pets are allowed.

8.7.2 Choice, control & identity

All aspects of personal choice and maintaining self-identity are incorporated into
the wide range of activities and personal care that is provided. There are no set
meal times - meals are cooked on a need’s basis. An example of choice in meals
was a ‘Sarni Week’ in the Bistro for British Sandwich Week which residents had a
choice of attending.




8.7.3 Feeling safe and able to raise concerns/complaints

The building was secure at the entrance and the support of the staff and the
relationships that appear to be very supportive would enable residents or their
relatives to raise any complaints. There is a weekly staff meeting where any
issues can be raised.

All residents are treated individually and have 6 or 12 months reviews of their
care.

8.7.4 Structured and unstructured activities/stimulation

There are continuous opportunities for both structured and unstructured
activities throughout the day organised via the Experience Coordinator, Gina
Titley and involving all the care staff.

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

Gardens at the front and rear looked well cared for.

9. Observations

9.1 Elements of observed / reported good practice

We were informed they have 15 volunteers who help out in many areas. 14 year
olds from the local school are encouraged to become involved and many carry on
when they leave school.

The open doors café/bistro is used by the local community.

9.2 Other observations / findings of note applicable

Belong’s slogan on their “What’s On” leaflet states “Our facilities and activities
are available to the whole community.”

“All welcome - whoever you are you are welcome at Belong. If you want to call
in for coffee, lunch, a snack, the singing group or any of the activities and
entertainments you will be made most welcome.” This statement summarised
for us the philosophy and care provided at Belong.




10. Comparisons

10.1 Comparisons of observations against providers website

The Macclesfield section of the Belong website accurately reflects the
information Healthwatch obtained from our visit.

10.2 Comparisons with previous Healthwatch visit (s) where applicable

11. Recommendations

e Keep continuing to provide this excellent level of care on display.

Feedback from Provider of Service

Were you happy with the arrangements/requests prior to the visit?
Please feel free to comment as appropriate.

Very, we were given a poster to display and the visitors arrived and introduced themselves
to Reception.

A very positive visit. The Representatives from Healthwatch were really friendly and
engaged.

They were so interested in the Village and what we do.

All the staff, relatives and most importantly the residents were given time to speak and
treated with respect and kindness.

Following the visit | received lots of positive comments about how pleasant the visit had
been and how lovely it was to be given the opportunity to show off the Village.




