
 

 

Enter and View Report 
New Milton House 
 
 
 
 
 
 
 
 

 

Care Home Contact Details:  
 

New Milton House 
Station Road 
Alsager 
ST7 2PB 
 

Tel: 01270 874422 

 

Date of Visit: 31st January 2020 

Time of Visit: 14:00 
 

Healthwatch Cheshire Authorised Representatives (ARs): 

Erica Morris & John Crisp 
 

Staff Present: Chris Machin – Manageress  
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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 

Group: Minster Care Group 

Person in charge: Chris Machin (Home 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*: Dementia • Old Age • Younger Adults 

Specialist Care Categories: Alzheimer's 

Admission Information: Ages 55+. 

Single Rooms: 39 

Rooms with ensuite WC: 0 

Facilities & Services: Day Care • Respite Care • Convalescent Care • 
Physiotherapy • Separate Specialist Dementia Care Unit • Own GP if required • 
Own Furniture if required • Pets by arrangement • Close to Local shops • Near 
Public Transport • Lift • Wheelchair access • Gardens for residents • Bar/Cafe on 
premises • Residents Kitchenette • Television point in own room • Residents 
Internet Access. 

Details of home from Carehome.co.uk 

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 

https://www.carehome.co.uk/care_search_results.cfm/searchgroup/36151010MINA
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regarding complaint process. 
 
Information as advertised on Care Homes Website: 

New Milton House is a purpose-built home close to Alsager town centre, and 
includes a specialist household, innovatively designed to support the needs of older 
people with dementia. New Milton House is very much a part of the local 
community, and the team makes every effort to ensure that there is a feeling of 
‘home away from home’ and a friendly atmosphere. Moving to New Milton House 
should be a change of address and not a change of lifestyle and families are 
encouraged to play an active role in the home. There are 39 single bedrooms. All 
rooms have television points. There is a large conservatory for residents to relax 
in, along with two smaller lounge areas throughout the home. At least one of these 
is fitted with a hearing loop, a discreet device to improve sound reception and aid 
those with hearing difficulties. There is a large dining area or residents can choose 
to eat in one of the lounges or in their own room if they prefer. In the specialist 
household, there are two lounge/dining areas incorporating fully operational 
kitchenettes. These are furnished to a high standard including two large digital TVs 
and are designed to facilitate independence, whilst maintaining a safe 
environment for individuals. The home has a pleasant, wheelchair accessible 
garden with good views over Milton Park. 

Additional services available to residents include a hairdresser, who visits the 
home on a twice weekly basis, and newspaper and magazine deliveries which can 
be arranged through a local newsagent. These services are charged on a weekly 
basis as used. There is also a mobile library service to the home and a shop trolley 
service selling items such as greetings cards, toiletries, confectionery and soft 
drinks. 
 

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 

 To capture the views and experiences of residents, family members/friends 
and staff 

 To consider the practical experience of family/friends when visiting the 
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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 

New Milton House has 39 beds, of which 32 were occupied at the time of the AR’s 
visit.  There are 59 staff employed including a number of part time staff.  On the 
day of the visit, there were four members of staff on the dementia wing, and five 
in the residential area.  
 

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 

New Milton House was built as a council home before it came to its present 
owners. It is divided into two separate parts, a security-controlled part for 
patients suffering from dementia, and a residential section for the other residents. 

8. Detailed Findings 

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

The house is situated on Station Road, Alsager, which has a regular flow of traffic.  
At the rear, the house looks over a municipal park. The signage is good and there is 
adequate parking. 
 

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

On entering the porch, there was a ‘signing in book,’ ARs noted a notice above 
stating ‘Visitors please press the bell twice’. ARs did so and the door was opened 
quickly by a member of staff. ARs introduced them and this member of staff called 
for the manager. The manager was friendly, warm and welcoming. 
  
On entering the premises ARs noticed a distinct unpleasant odour in the corridor.  
The single storey part of the home appears rather old and is in need of some TLC. 
The home appeared to have a happy feeling and a warm atmosphere.   
 



 

5 
 

8.3     Facilities for and involvement with family/friends 

Visiting times are not totally flexible. 
The manager holds a resident and family 
meeting on a monthly basis, for 
consultations. Visitors can meet their 
loved ones in private should they require 
to do so, and can take meals with them.   
 
Visitors can stay overnight, but in the 
past it has been known that visitors tend 
to stay at ‘The Plough’ which is situated 
further down the road from the home. 
 
The information board highlighted the 
New Milton House Champions as well as 

information on the Herbert Protocol which is an initiative around the reporting of 
vulnerable adults who go missing. 
 

8.4     Internal physical environment 

8.4.1  (Décor, Lighting, heating, furnishing & floor coverings)  

The décor, lighting and heating seemed in good condition, although the ARs 
thought the heating was a little too warm. The majority of the floors, but not the 
stairways have been covered with laminate which looks very smart. Furnishings 
appear satisfactory but could do with being modernised, especially the toilets.  
There are no en-suite bedrooms. Generally, the appearance is in good decorative 
order.  
 
The bedrooms appeared to be of a standard size, but the furniture in them perhaps 
could be brought up to date. There are two double bedrooms which are very rarely 
used. The lighting appeared good but there are some darker areas in the corridors. 
There are various communal areas, a knitting afternoon was being held in one of 
those areas. ARs took this opportunity to engage with some of the residents as well 
as the two activity co-ordinators.  
 
From the first floor, ARs saw a flat felt roof which had a fair amount of pooling 
water with moss building up. In the near future a possible leak could be a cause for 
concern. 
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8.4.2  (Freshness, cleanliness/hygiene & cross infection measures) 

On arrival there was an initial odour when walking 
into the reception area of the home. 
The home appeared to be clean and fresh, ARs did 
not see any sanitisers. The toilets and bathrooms 
were old fashioned however they were clean and 
well maintained.   
 
 
 
 
 
 
 
 

8.4.3  (Suitability of design to meet needs of residents) 

There is a lift which allows the residents to 
move easily between floors. ARs did not 
see anything to distinguish different areas 
for residents except for the locked doors 
for the residents with dementia. Toilets 
are well placed and appeared to be 
adequate in number.  
   
The corridors are of a wide design, suitable 
and capable of people passing including 
those in chairs/hoists. 
 
The residents appeared to be physically 
and socially involved, those we spoke to in 
the lounge, who were knitting, were all 
saying how happy and content they felt. 
 
 
Lounge area. 
  
 
 
 

8.5     Staff support skills & interaction 

8.5.1  (Staff appearance/presentation)  

All the staff that ARs met, introduced themselves, were polite and friendly. They 
were full of praise for the way the home is run and stated all their efforts are 
being invested to improve on the last CCG report. 

 
8.5.2  (Affording dignity and respect/Approach to care giving) 

Staff members in both sections of the home, were very attentive to the residents, 
especially in dementia area. The staff in the dementia unit appeared to be in 
closer touch throughout their shift with residents. 
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Residents were engaged by staff and spoken to and were involved.  
 
The Home also has a residents charter: 
 

 The staff will support you to retain your individuality; this means that you 
can expect to: 

 Be consulted about the care and support you need and plan it in partnership 
with staff 

 Have reasonable access to all information held about you 

 Be able to participate in regular reviews of your life plan 

 Have your affairs dealt with confidentially and your privacy respected 

 Always be treated with kindness, courtesy and respect 

 Be able to receive visitors at any reasonable time 

 Have opportunities to fulfil your spiritual needs and to follow the religion or 
belief of your choice 

 Receive medical and nursing care in private 

 Be provided with comfortable and clean accommodation 

 Bring personal items into the Home – subject to them being safe 

 Bring your pet with you, as long we believe that appropriate and acceptable 
arrangements can be made for its care and it doesn’t adversely affect other 
persons 

 Be cared for by properly trained staff 

 Be safeguarded from discrimination on any grounds whether it be age, 
disability, gender, sexuality, race, language or religion 

 Have opportunities to fulfil your emotional and social needs 

 Be able to comment freely on, or complain about any aspect of the services 
provided, through informal or formal channels 

 Be kept safe from unwanted or unplanned risk 

 Participate fully in all aspects of citizenship, including the political process 

 Be involved in all decision making about your care, support and finances 

 Be offered choice and control in all that you do 

 Be encouraged to live a lifestyle that is familiar, comfortable and safe 

 Be encouraged to explore and maintain your skills, abilities and interests. 
 

8.5.3  (Effective communications – alternative systems and accessible    
            Information) 

There is a large conservatory for residents to relax in, along with two smaller 
lounge areas throughout the home. At least one of these is fitted with a hearing 
loop, a discreet device to improve sound reception and aid those with hearing 
difficulties (taken from providers web page). 
 

8.6  -  Physical Welfare 

8.6.1  (Appearance, dress & hygiene) 

Residents in both parts of the home appeared clean, tidy and dressed well. 
Residents are free to choose what clothes they wish to wear. There is a hairdresser 
who attends twice weekly. The authorised representatives did not notice any 
showers in the home. 
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8.6.2  (Nutrition/mealtimes and hydration) 

The authorised representatives attended the 
home from 2pm, so they did not see any meals 
being served. The dining room was large, bright 
and had a comfortable range of furnishings. 
 
The tables had been cleaned and cleared after 
the lunch meal but had not been set up in 
preparation for the evening meal.  There is a 
menu posted for the week highlighting the food 
on offer in the home. 
 
 
 

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

Hand rails are in the corridor area providing assistance and room for people with 
mobility issues to pass. 
 

8.7     Social, emotional and cultural welfare 

8.7. 1  (Personalisation & personal possessions) 

Residents are able to have personal 
possessions within their rooms; we were 
unable to evidence this but did take the 
photograph of an empty room to give 
indication of size and furniture. 
 

8.7.2   (Choice, control & identity) 

Residents are able to engage in activities if they want. There is no pressure placed 
upon them, the same applies to meals if the resident wishes to have meals within 
their rooms then this is also available. 
 

8.7.3   (Feeling safe and able to raise concerns/complaints) 

The home values contact with residents and family and welcomes feedback, there 
is a complaints process available if required. 
 

8.7.4   (Structured and unstructured activities/stimulation) 

There are notices advertising various activities at the home, such as music and 
book clubs. 
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8.7.5   (Cultural, religious/spiritual needs)  

Services of all denominations are catered for. 
 

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

The grounds/gardens are separated into two 
spaces, one for residents and the residents 
with dementia; both are safe and secure. Both 
are attractive and have a sense of relaxation.   
There is plenty of seating available for 
residents, friends and families to share. 
 
ARs were informed that they are involved in 
putting an additional fence next to the open 
type fencing adjacent to the park. This is 

because they are trawled by teenagers in the finer months. The police had been 
called several times in the past. 
 
In the parts of the garden there are some tall straight trees, it is suggested they 
get in touch with the RSPB to see if they could cut them and have some nest 
boxes. 
 

9.        Observations 

9.1      Elements of observed/reported good practice  

Supportive and dedicated staff who are keen to improve the home. 

9.2      Other observations/findings of note applicable  

The senior carer in the dementia unit showed the ARs 
where she did her clerical duties; it was a small desk and 
a chair under a staircase, just outside the unit. ARs were 
informed that privacy is sometimes needed to undertake 
some work, this was not always guaranteed due to the 
current location. 
 
 

10.       Comparisons 

10.1 - Comparisons of observations against providers website 

New Milton House does not have a website in its own right but has a page on the 
Minster Care website. The page is clear and easy to read and contains all the 
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information we would expect to see. 
 

10.2  -  Comparisons with previous Healthwatch visit(s) where applicable 

Healthwatch previously visited in August 2017 when suggestions were made 
regarding the garden area, it is good to see that these have been acted upon. 

 
11.       Recommendations  

1. Provision of office space for the senior carer, to provide privacy on       
note/reports completion. 

2. In parts of the garden there are some tall straight trees. It is suggested they 
get in touch with the RSPB to see if they could cut them and have some nest 
boxes for the birds but to also provide something for the residents to view. 

3. Review the flat roof where water was pooling. 
 

 

Feedback from Provider of Service 

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

 
On the whole everything appeared to be positive. 
 
 

 


