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Liz Lawson and Ros Haynes
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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

Latest CQC Report - The care centre was rated GOOD by CQC, this report was
published in May 2019.

The Rowans Care Centre is a 36 bedded care home that provides nursing care,
the accommodation is for people who require nursing and/or personal care.

At the time the Representatives visited there were 30 residents. It is a purpose
built home run by Canterbury Care Company.

Website information: Information on the Care provider is available on their
website.

2. Acknowledgements

Healthwatch Cheshire would like to thank the service provider, care centre staff
and residents 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

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

The manager was on annual leave at the time of the visit but representatives
were given a warm welcome by the deputy and admin officer who gave a tour of
the building and provided information for this report.

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

¢ 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.
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. Summary of Key Findings

e Central location
e Warm friendly atmosphere
e Kind caring staff

8. Detailed Findings

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

The centre is easy to find, the large sign being visible from Westminster Road in
Macclesfield. It is near to small shops and a café and on a local bus route
allowing visitors easy access.

The grounds are well kept and there is a vegetable plot near the entrance which
is stocked and looked after by the charity ‘Food for Macc’.

The two-storey building appears generally well maintained.

There is sufficient parking for visitors and staff.

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

The entrance to the centre is accessed by a buzzer, the reception opening times
are clearly displayed by the buzzer.

There is a ‘signing-in’ book and hand sanitiser inside the main door. The foyer is
small but leads immediately into the communal area which is the dining room
but a place where many residents chose to sit.




There are a lot of posters on a notice board, the walls and nearby.
Representatives asked about how residents or relatives would raise concerns,
and although there was information on this it was hard to see.

8.3 Facilities for and involvement with family/friends

Family and friends are welcome at any time.
Family are contacted by telephone or email and encouraged to come in person
to care plan meetings.

8.4 Internal physical environment

8.4.1 Décor, Lighting, heating, furnishing & floor coverings

The centre is in the process of being redecorated. The doors to the resident’s
rooms look like front doors on houses, giving the impression of a street scene but
many need painting. The windows in the centre are large are low so residents
can easily see outside and also makes the rooms nice and light. It was a hot day
when the representatives visited but the temperature was good apart from in
the conservatory where it was rather hot.

Most of the furnishings were in good condition but some of the carpets were
worn and would benefit from replacing.

8.4.2 Freshness, cleanliness/hygiene & cross infection measures

The centre looked clean, bedrooms and communal areas appeared clean and
tidy. However, there were the occasional bad odours around the toilet areas.
During our visit we did not see any cleaners on duty, however there were
cleaning materials behind one of the doors which could have caused a trip
hazard.

8.4.3 Suitability f 'design to meet needs of residents

The centre is purpose built on two floors. Residents who are able can move
between floors. The corridors are long and wide with handrails, apart from the
one in the process of being decorated. There are toilets and shower rooms on
each corridor. Bedrooms were all a good size and decorated individually, some
of the bedrooms were double this would allow for couples. However, the couple
who are currently resident there prefer to have separate rooms. There are two
good size lounge areas for residents.
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8.5 Staff support sklls & interaction

8.5.1 Staff appearance/presentation

The staff were generally well presented wearing coloured uniforms according to
their job role. The staff the Representatives spoke to said that ‘it was a nice
place to work’, ‘we work as a team’ and ‘the care and the staff is the best
thing’.

The staff had all undergone the dementia awareness training but not everyone
had completed the dementia friendly training. Many of the staff spoken to had
worked at the centre for some time which would suggest it was a good
workplace.

8.5.2 Affording dignity and respect/Approach to care giving

The staff approached the residents in a quiet reassuring manner and genuinely
appeared to care about the welfare of those in their care.

8.5.3 Effective communications - alternative systems and accessible
information

The signs on the toilets, showers, dining room, etc. were all in large print and
picture form and a suitable level for wheel chair users to see.

Menus were reviewed regularly according to need; these were also available in
picture form to make it easier for residents.

8.6 Physical Welfare

8.6.1 Appearance, dress & hygiene

The residents the representatives observed were appropriately dressed. A lot of
the residents were still in bed, but when we spoke to staff about this, we were
told this was due to resident’s choice or their individual care needs.

A hairdresser and a chiropodist attend the centre regularly.

8.6.2 Nutrition/mealtimes and hydration

There was a varied menu which catered for various dietary needs. At the time of
our visit lunch had just finished so we were unable to see the quality of the
meals, but one of the residents told us “the food here is good” Representatives
observed one of the residents having snacks, her preference was biscuits so
these were always available for her.

The dining room was clean and plainly decorated. Tables are not set prior to
meals.
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8.6.3 Support with general & specialist health needs/Maximising mobility &
sensory capacities

The centre is visited regularly by the local GP. Vision Call offer sight tests and
support for eye care and attends the centre as do chiropodists and
physiotherapists when needed.

8.7 Social, emotional and cultural welfare

8.7. 1 Personalisation & personal possessions

Residents are encouraged to bring their personal possessions to the centre. This
provides a more homely environment for the residents, rooms that we saw had
resident’s belongings and comfortable. Residents can keep pets although no one
does at the moment but visitors bring in animals on a regular basis which the
residents enjoy.

The Activity coordinators encourage the residents to maintain any hobbies they
may have. Activity coordinators work with residents to agree a varied programme.

8.7.2 Choice, control & identity

The pre admissions assessment is very comprehensive and highlights the likes
and dislikes of the resident this helps the residents to settle in more readily and
gives staff a better understanding of each resident for personalised care.

8.7.3 Feeling safe and able to raise concerns/complaints

There are regular residents’ meetings the attendance at which varies but the
representatives were told that the residents were quite vocal and let their views
be known. Resident’s relatives are always invited and the staff keep in contact
with relatives to update them.

8.7.4 Structured and unstructured activities/stimulation

There are two activities co-ordinators but neither was on site at the time the
representatives visited. They mainly work during the week but occasionally at
the weekends too. There was a list of activities on the noticeboard but on the
day of the visit representatives did not observe any activities taking place,
although there was supposed to be an activity happening. Most of the activities
take place in the dining room.

Residents are taken on outings to the shops by the carers.

Art and craft work were encouraged and the co-ordinators take time to read
newspapers with the residents. Entertainers and Zoolaba service providing small
animals for handling visit the centre.




8.7.5 Cultural, religious/spiritual needs

The Tytherington Family Worship Church Group comes to the centre every month
for residents who want to take part.

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

The gardens are well maintained by a gardener and “Food for Macc”, a voluntary
group that offer community garden sessions for people to get involved and grow
produce, this produce is used in the centre’s kitchens for the residents. There
are pleasant seating areas around the grounds. Residents who are able can help
water the plants.

9. Observations

9.1 Elements of observed/reported good practice

e Staff spoke to the residents in a kind manner and knew the resident’s
preferences.

e The Pre-admissions assessment was very extensive covering many areas
including basic things like how many pillows individuals prefer

o “Food for Macc” working with the voluntary sector benefits the residents
and the community.

e A warm welcoming environment for visitors

e A nice touch was having the named nurse and/or key worker on residents
door, this is helpful for residents.

10. Comparisons

10.1 Comparisons of observations against providers website

Canterbury care website states “staff are chosen for their kind and supportive
disposition” Representatives felt this was evident during their visit.

11. Recommendations

e The care centre should continue its programme for upgrading the
decoration and replacing the flooring

¢ On the day of our visit the planned activity did not take place,
consider alternatives choices for the residents

e Regular cleaning checks should be made to avoid unpleasant odours

e Notices, consider a way of theming these or a different layout as
there are so many it appears confusing, particularly the amount on
the table as you sign in.




Feedback from Provider of Service
To be completed prior to publication from comments received from feedback
form.

No issues with any prior arrangements or information requested.
Inspectors were very friendly and did not cause a disturbance to any daily activities.

| have some comments to make about the content of the draft report and wonder if it
could be amended prior to publication. In general, the report seems accurate and fair.

In section 8.2 it says “it was hard to see” information on raising concerns, | would like to
point out that there is information provided throughout the home, not just in reception
area.

Section 8.4.1 “some of the carpets were worn and would benefit from replacing”. While
this is a fair reflection, please can we add to this that there is an ongoing replacement
program in place?

Section 8.4.2 “we did not see any cleaners on duty” please can we add in that there were
2 cleaners on duty at the time of the visit.




