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Enter and View Report 
The Hawthorns 

 
 

 

Care Home Contact Details:  

The Hawthorns 

Hawthorn Street 

Wilmslow 

SK9 5EJ 

Tel:  01625 527617    

 

Date of Visit: 2nd December 2019 

 

Time of Visit:  10.30am 

 

Healthwatch Cheshire Authorised Representatives: 

Susan Moore    Hilary Tidey 

Staff Present:  Sonia Hayes Nurse  
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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 

Group:  Minster Care Group 
 
Person in charge:  Sonia Hayes (Manager) 
 
Local Authority / Social Services:   Cheshire East Council  
Type of Service: Care Home only (Residential Care) – Privately Owned 
Registered for a maximum of 39 Service Users 
Registered Care Categories : Learning Disability . Old Age . Physical Disability . 
Sensory Impairment . Younger Adults  
Admission Information: Ages 55+ 
Single Rooms:  39 
Rooms with ensuite WC:  7 
Facilities & Services:  Day Care * Respite Care * Convalescent Care * 
Physiotherapy * Own GP if required * Own Furniture if required * Pets by 
arrangement * Close to Local shops * Near Public Transport * Lift * Wheelchair 
access * Gardens for residents * Residents Kitchenette * Phone Points in on 
room/Mobile * Television points in own room * Residents Internet Access   
 

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 
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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 

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

5. Introduction/Orientation to Service    

On arrival we were welcomed by a staff member who invited us to sign 
the visitors book and then introduced us to Sonia Hayes, Service Manager.  
As we had both visited the Hawthorns on previous occasions we were 
given a pleasant introductory welcome and invited to look around 
independently. 
 

6. Methodology 

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

 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. 
 

7. Summary of Key Findings 

The Hawthorns provides nursing and 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. 
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We observed and engaged with three members of staff and had a short meeting 

with Sonia Hayes, the Manager, at the end of our visit. We also spent some time 

with four residents in one of the smaller lounges. 

8. Detailed Findings 

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

The Hawthorns is located in a central area of Wilmslow among housing and a few 
local businesses.  It is easily accessed by visitors via public transport and car. 
It is situated near local shops. There is adequate car parking at the front of the 
building. There is level access to the main entrance.   
 
Internal signage is clear with large lettering. 
 

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

On entering the building the reception area is small but welcoming. 
The member of staff who welcomed us was hoping to be appointed Deputy 
Manager. 
 
We were made welcome on arrival and as we had completed previous visits were 
invited to make our own way around and then meet with the Manager and other 
staff members before leaving.   
 
The positive initial impression was reinforced during our meeting with residents.  
 

8.3 Facilities for and involvement with family/friends 

There are a number of small lounges and sitting areas where family and visitors 
can meet with residents.  We were informed family and friends are encouraged 
to visit and be involved with residents and staff.   
 

 
A Christmas party is currently being planned and all family and friends will be 
invited.  
In the warmer weather there is the sitting out area situated in the centre of the 
building. Residents and families are encouraged to be involved. 
 

8.4 Internal physical environment 

The internal physical environment is pleasant and friendly, with wooden flooring 
and grab rails on the ground floor for ease of mobility.  There are signs 
indicating toilets.  The dining room at the front of the building, adjacent to the 
kitchen, is a light and comfortable area, with small tables.  Menus are available 
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for all the meals.  Store rooms on the ground floor are kept secure.  There are 
small lounge areas on the ground floor and a small, pleasant room designated for 
hair dressing, beauty/facial treatments, nail care etc.  
The first floor is accessed by stairs and lift. 
   

8.4.1 Décor, Lighting, heating, furnishing & floor coverings  

The whole building presents as a homely environment.  As stated previously the 
wooden flooring which provides a warm, safe walking surface.  There is 
adequate lighting provided by natural and artificial sources. 
 

8.4.2 Freshness, cleanliness/hygiene & cross infection measures 

The toilets and bathroom were well equipped with adapted 
facilities/equipment. 
  

8.4.3 Suitability of design to meet needs of residents  

The care home, whilst being an older building, appears adequate to meet the 
needs of the residents.  It provides level access on the ground floor. 
 
Upstairs accommodation is accessed via stairs or lift.  Bedrooms are small but 
pleasant for keeping personal possessions and providing personal space for 
residents. Seven rooms have their own WC. 
 
The ground floor and garden area were easily accessed for those with limited 
mobility, wheelchairs or walking equipment.  There was seating in the garden.   
The garden area is a small secure area in the centre of the building. 
 
Being the winter months, it probably is not regularly used. The whole area would 
welcome some tidying up and preparation of the seating and equipment ready 
for use in the spring or on warmer days.   
 

8.5 Staff support skills & interaction 

The staff we observed were friendly, attentive, caring, interacting with 
residents and had obviously built up a rapport with them.  We spent some time 
with a small group of residents in one of the small lounges, they appeared 
relaxed and chatty, easy to engage in conversation.  We ended up having a bit of 
a sing song together. 
   

8.5.1 Staff appearance/presentation  

We saw a small number of staff who all appeared very friendly and interacting 
with residents. 
 

8.5.2 Affording dignity and respect/Approach to care giving 

All staff we observed were supportive in their interactions with residents, 
engaging with them. 

8.5.3 Effective communications – alternative systems and accessible 
information 

We did not observe any alternative systems of communication. 
All residents are provided with a daily copy of activities taking place and any up 
to date news. 
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8.6 Physical Welfare 

8.6.1 Appearance, dress & hygiene 

All residents appeared well dressed and their personal care needs seemed to 
have been addressed. 
There is a very pleasant, dedicated room for hairdressing and beauty therapy.  
Staff will do dual roles, including beautician and hairdressing. 

 

          
 
8.6.2 Nutrition/mealtimes and hydration 

Menus are available daily any special dietary or cultural needs are catered for.   
 

                
 

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

There are links with the local GP who will attend if required.   
 

8.7 Social, emotional and cultural welfare 

Daily activities are timetabled to reflect the variety of needs of all of the 
residents. There is no pressure placed upon people to be involved with group 
activity and 1-1 sessions are offered, to ensure all have the opportunity to 
engage or be engaged. 
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8.7. 1 Personalisation & personal possessions 

Residents have their personal possessions in their room.  They can bring their 
own furniture and other personal objects with them. 
 

8.7.2 Choice, control & identity 

Aspects of personal choice were observed where residents choose to spend their 
day, e.g. in their rooms or one of the small lounges or dining area.  We observed 
a number of residents were in their own rooms at the time of our visit.     
 

8.7.3 Feeling safe and able to raise concerns/complaints 

We had conversations with a small number of residents in one of the lounges who 
were content with their care. 
 

8.7.4 Structured and unstructured activities/stimulation  

Staff are involved in activities with residents both inside and in the garden, 
weather permitting. 
The Manager did mention that she would like to do more activities and have a 
dedicated Activities Co-ordinator.  Currently, regular events continue to take 
place, including a summer sports day, autumn fair and Halloween celebration.  
They are currently planning a pianist for the Christmas party, with coffee and 
carols.  
 

8.7.5 Cultural, religious/spiritual needs  

Not assessed. 
 

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

The garden is small in the centre of the building complex and secure from the 
outside road.  At the present time, being the winter months they are probably 
not used and in the warmer weather will require some cleaning and tidying up to 
prepare for the summer months.  This area does allow ease of access for 
residents. 
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9. Observations 

9.1 Other observations/findings of note applicable  

We discussed with Sonia Hayes that during our visit one of the upstairs rooms 
was labelled Fire Door.  With the door opened we could see a store room very 
full with a variety of equipment.  We thought the labelling on the door was 
confusing as this could give the impression it was a Fire Exit door. 

                   
 
Sonia reported she had been given advice that this should be labelled as a fire 
door.  
 

10. Comparisons 

10.1 Comparisons of observations against providers website 

Not assessed. 
 

10.2 Comparisons with previous Healthwatch visit (s) where applicable 
In comparison with previous Healthwatch visits the overall impression of the 
Hawthorns was very similar.  The biggest and noticeable difference was the 
absence of a varied timetable of activities. Sonia Hayes, the Manager, was very 
aware and wants to introduce a dedicated member of staff to act as Activities 
Co-ordinator. 
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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. 
Retain an Activities Coordinator. 
Make use of the Activities Coordinator Facebook site. 
More information on outings/activities taking place daily, etc. 
 

 
 
 
 
 
 

Feedback from Provider of Service 

At the time of publication no feedback was received from the provider. 

 
 

 
 

 


