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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
Cypress Court Care Home is located close to the town centre of Crewe, Cheshire.

The home offers residential and nursing care for residents depending on their
specific needs. All care is personalised to the individual and can be provided on a
permanent basis or shorter term with respite care.

Cypress Court is a modern building that was designed specifically for the needs of
residents. The home has outdoor space with a pleasant garden for everyone to use
if and when they please. It is a great area for relaxing or trying some gardening.

Bedrooms are all tastefully decorated but the team are happy to personalise the
rooms to ensure they are as homely as possible.

Group: Four Seasons Health Care
Person in charge: Bethuel Xaba (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 60 Service Users

Registered Care Categories*: Old Age

Specialist Care Categories: Cancer Care « Cerebral Palsy « Colitis & Crohn's
Disease « Epilepsy « Head/Brain Injury « Hearing Impairment « Motor Neurone
Disease « Multiple Sclerosis « Orthopaedic « Parkinson's Disease « Speech



https://www.carehome.co.uk/_map_tab.cfm?bs.tab=&tabContent=_map_tab.cfm&tabType=remote&sessionid=CH_194848830_c7ded8a28962e246-7CDAAD4A-BDCE-8104-155E30A06D3A3259&grouprefuniqueid=35696&uniqueid=28888
https://www.carehome.co.uk/care_search_results.cfm/searchgroup/36153518FOUA
https://www.carehome.co.uk/local-authorities/profile.cfm/id/Cheshire-East
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Impairment « Stroke e Visual Impairment

Admission Information: Ages 65+.

Languages Spoken by Staff (other than English): French
Single Rooms: 56

Shared Rooms: 2

Rooms with ensuite WC: 58

Facilities & Services: Palliative Care « Own GP if required « Own Furniture if
required « Smoking not permitted « Close to Local shops ¢ Near Public Transport e
Lift « Wheelchair access « Gardens for residents « Residents Kitchenette

Latest CQC Report - the location was subject to CQC inspection in July 2019, with
the report being published in August 2019. The venue was rated overall as Requires
Improvement.

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
On arrival the Authorised Representatives entered by a monitored main
door. They were met by a member of staff (Mr Thomas) who led them to the
manager’s office. There the manager Mr Xaba stated he had not received
the introduction letter from Healthwatch (dated 315t July) he stated he
would be unable to spend time with the representatives however Mr Thomas
(administrator) would assist.
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6. Methodology
Representatives were equipped with various tools to aid the gathering of
information. The following techniques were used by the Representatives:

o 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

o 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
1. Large care home in centre of Crewe
2. Residents able to house own possessions
3. Accessible through local /public transport
4

. Number of avenues for feedback “We Asked” “You Said” “We Did”

8. Detailed Findings
8.1 Location, external appearance, ease of access, signage, parking
Address is near to the centre of Crewe Town centre. It is well sign posted with car
parking provision at the front of the premises and a further car park available 50
yards along Broad street.
The venue is a 2 storey building fronting onto Broad Street the upper floor can be
accessed by both stairs and a lift.

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

First impressions on entering is that the building is light with natural and artificial
light sources, it appears to very clean and no odour apparent. In the window of the
entrance porch is the notice stating the manager’s office is always open (see front
of report). The ARs wondered if this could also be elsewhere around the building in
case missed.
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8.3 Facilities for and involvement with family/friends

Within the reception area there were a number of chairs and settees for visitors
and residents. Potted plants and plenty of information in paper form were
available.

8.4 Internal physical environment

8.4.1 Décor, Lighting, heating, furnishing & floor coverings

The décor throughout the building was in good condition. Lighting and heating
were both good and at a pleasant temperature as it did not appear to be too
warm. The venue had 2 “Show Rooms” for potential residents to view; these again
appeared in good condition.
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8.4.2 Freshness, cleanliness/hygiene & cross infection measures

All areas appeared to be clean and fresh

8.4.3 Suitability of design to meet needs of residents

The venue as stated is light and clean there is space for residents/staff to
manoeuvre easily throughout, taking into consideration people who are less mobile
or in wheel chairs.

The dining room on the ground floor as well as the upstairs dining room is well lit
and contained a menu, although the menu upstairs was stuck to a window frame.
At the time of the visit there were few other visitors to engage with.

8.5 Staff support skills & interaction

8.5.1 Staff appearance/presentation

All staff were in a uniform and appeared to be very happy and ready to speak with
the representatives. The representatives highlight the Activities Coordinator as she
is described as being a happy character and responsible for the activities calendar

shown further in the report.

8.5.2 Affording dignity and respect/Approach to care giving

The representatives gained the impression from observing the staff and residents
that it was a happy venue to be within. People appeared to be spoken to politely
and treated with respect.

8.5.3 Effective communications - alternative systems and accessible
information

It was thought by the representatives that some of the notice boards on the
corridor walls could be removed or replaced by other pictures or at least made
easier to follow as some information or news was hidden by more information:
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The venue is on Facebook and has staff able to to use other languages. Hearing
systems are in place.

8.6 Physical Welfare
8.6.1 Appearance, dress & hygiene

All residents observed by the representatives appeared well looked after being
dressed and clean and tidy.
Most of the residents upstairs were in their rooms.
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8.6.2 Nutrition/ mealtimes and hydration

Whilst the representatives didn’t observe meal times, the menus indicated a
variety of options to suit all , including those with medical concerns such as
diabetes and gluten/vegan

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

Not seen in use but hoists within the building. Corridors capable of assisting
passage of staff and residents

8.7 Social, emotional and cultural welfare

8.7. 1 Personalisation & personal possessions

Residents are allowed to have their personal possessions of furniture and other
items in their room. There are no photographs on room doors of residents and this
was explained as there were no dementia residents in the home at that time so
there was no requirement to identify resident’s rooms.

8.7.2 Choice, control & identity

There was a notice in the main hall providing dates for resident meetings where
they would have the opportunity to raise any concerns. The representatives were
unable to gain residents opinion.

8.7.3 Feeling safe and able to raise concerns/complaints
The company has a complaints process and this is promoted on their site.

Compliments

“If you think that we are doing something well then please let us know. We can
use your feedback to make our services better. Please let a member of staff know
the details or you can fill out the feedback form on line/in the home or complete
the Quality Of Life feedback”.

Concerns and Complaints

“Four Seasons Health Care is committed to being an open and transparent
organisation and we appreciate all feedback on our care homes. Our care home
colleagues work very hard to get the job right but we appreciate that things can go
wrong. If you are unhappy with the treatment or service you have received from
the care home then you are entitled to make a complaint, knowing that it will not
affect your current or future care, that you will be treated confidentially and
sensitively, and that you will receive a response from us”.
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MY DOOR
IS ALWAYS OPEN!!

IF YOU FEEL THERE IS ANYTHING
YOU WANT TO TALK ABOUT
PLEASE FEEL FREE TO COME AND
SEE ME AT ANYTIME.

OR
PLEASE CALL ME:

MOBILE: 07885241732
HOME: 01270588227
THANK YOurr

BETHUEL XABA
CYPRESS COURT HOME MANAGER

8.7.4 Structured and unstructured activities/stimulation
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A well maintained monthly activity calendar is clearly promoted throughout the
Home allowing as much interaction. The activities timetable shows a full
programme and the representatives were informed by the coordinator that she is
happy to expand the activities on the weekends however she isn’t in on those
days.
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8.7.5 Cultural, religious/spiritual needs

The home is visited by Anglican clergy and communion services are held. All
religions are catered for.

There is also a link with a local junior school where at Christmas the school comes
into the home to sing carols and that the residents are also invited to the school.

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

The gardens looked well with plenty of greenery, but due to the inclement
weather the representatives were unable to view completely.

The representatives were informed by staff that there is an ongoing programme of
maintenance throughout the year. It was mentioned again by a member of staff
that there was an issue of equipment such as mattresses being late in delivery
from a supplier.

10
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9. Observations
9.1 Elements of observed / reported good practice
1. Enthusiasm of activities coordinator
2. You Said We Did (however) the printing of the comments was small and not
easily readable.
3. Pleasant staff happy to engage.

9.2 Other observations / findings of note applicable

The authorised representatives suggest that Healthwatch Cheshire request a
confirming receipt from providers when a letter of intention is posted as this will
alleviate any problems.

10. Comparisons
10.1 Comparisons of observations against providers website
On the website of the providers there is a comment from a reviewer “Karen B”
that staff are considerate, helpful and professional. The representatives identified
these points in their observations of staff.

10.2 Comparisons with previous Healthwatch visit (s) where applicable
The representatives consider their thoughts were echoing those of previous
Healthwatch Cheshire visits.

11. Recommendations
1. Look to build on the link with local school. More interaction to
promote involvement.
2. Notice boards - very informative however some information hides
other. The print of the writing needs to be larger also.
3. Consider menus on tables or better located.

Feedback from Provider of Service

No feedback received at time of publication.
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