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Report Details 

Address 

 
Mount Hall 
Flash Lane 
Bollington 
Macclesfield 
SK10 5AQ 

Service Provider 
BUPA 

Date of Visit 
26th September 2024 

Type of Visit 
Prior Notice 

Representatives 

Amanda Sproson 
Jem Davies 
Esraa Jaser 

Date of previous visits 
by Healthwatch 
Cheshire East 

 
Not Applicable 

 

This report relates to findings gathered during a visit to the premises on 
specific dates as set out above. The report is not suggested to be a fully 
representative portrayal of the experiences of all the residents, friends and 
family members or staff, but does provide an account of what was 
observed by Healthwatch Cheshire Authorised Representatives (ARs) at 
the time of the visits. 
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What is Enter and View? 

Healthwatch Cheshire is the local independent consumer champion for 
health and care services, forming part of the national network of local 
Healthwatch across England. 
  
Under the Local Government and Public Involvement in Health Act 2007, 
local Healthwatch have the power to carry out Enter and View visits as part 
of their scrutiny function.  This legislation places a duty on health and 
social care providers to allow Authorised Representatives of Healthwatch 
to carry out an Enter and View visit on premises where health and social 
care is publicly funded and delivered. This includes: 
  
• Health or care services which are contracted by local authorities or 

the NHS, such as adult social care homes and day-care centres. 
• NHS Trusts 
• NHS Foundation Trusts 
• Local authorities 
• Primary medical services, such as GPs 
• Primary dental services, such as dentists 
• Primary Ophthalmic services, such as opticians 
• Pharmaceutical services, such as community pharmacists. 

The list of service providers who have a duty to allow entry is set out in 
section 225 of the Local Government and Public Involvement in Health Act 
2007 and supplemented by Regulation 14 of the 2013 Local Authorities 
regulations. 
  
At Healthwatch Cheshire, the Enter and View programme is conducted by 
a small team of staff and volunteers, who are trained as Authorised 
Representatives to carry out visits to health and care premises.  
 
Following an Enter and View visit, a formal report is published where 
findings of good practice and recommendations to improve the service 
are made. These reports are circulated to the service provider, 
commissioner, the CQC and relevant partner organisations. They are also 
made publicly available on the Healthwatch Cheshire websites:  
• www.healthwatchcheshireeast.org.uk/what-we-do/enter-and-view 
• www.healthwatchcwac.org.uk/what-we-do/enter-and-view. 

http://www.healthwatchcheshireeast.org.uk/what-we-do/enter-and-view
http://www.healthwatchcwac.org.uk/what-we-do/enter-and-view
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Purpose of the Visit 
• To engage with residents, friends and relatives of the named services 

and understand their experiences 
• To capture these experiences and any ideas they may have for 

change 
• To observe residents, friends and relatives interacting with the staff 

and their surroundings 
• To make recommendations based on Healthwatch Authorised 

Representatives’ observations and feedback from residents, friends 
and relatives 

Methodology 

This Enter & View visit was carried out with ‘Prior Notice’. 

A visit with ‘Prior Notice’ is when the setting is aware that we will be 
conducting an Enter & View visit. On this occasion an exact time and date 
were not given. 

Prior to the Enter and View visit the service was asked to display both the 
letter announcing out visit and a Healthwatch Cheshire poster in a public 
area. The service was also asked to share surveys amongst residents, 
friends and relatives. Members of the Healthwatch team visited the service 
prior to the Enter and View visit to deliver paper copies of the surveys. 

To enable us to check that there are no infection outbreaks at the premises 
that would prevent the visit taking place for infection control reasons, this 
Care Home was made aware that we would be coming on the morning of 
the visit. 

Preparation 

In preparation for an Enter and View visit the Authorised Representatives 
who will be carrying out the visit conduct research that involves reviewing: 

• The latest CQC report from a routine inspection of the service 

• Any previous Healthwatch Cheshire Enter and View reports 
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• The Care Home’s information held on the Carehome.co.uk website 

• Entries on social media platforms 

• Comments held on Healthwatch Cheshire’s feedback centre 

• Information received by Healthwatch Cheshire as a result of 
undertaking surveys. 

On the day of the visit the Authorised Representatives hold a briefing to 
discuss findings from their individual preparation, and decide as a team 
how they will carry out the visit, and any specific areas of focus based on 
this prior knowledge. 

Mount Hall 

Mount Hall is a former Georgian hall which has been extended and 
converted into a bespoke building for people requiring residential and 
nursing care. The home has 32 bedrooms over two floors of which 12 are on 
the ground floor, and 26 are currently in use.   Mount Hall is located a short 
distance the small town of Bollington, near Macclesfield. There is a bus stop 
a short walk from the home.   

Findings   

Arriving at the care home 

Environment 

Mount Hall is located on the edge of the 
small town of Bollington. It is easy to find 
and there is clear signage at the driveway 
entrance.  It is an imposing building within 
a picturesque setting of green fields and 
farm land. From the outside, the building 
and grounds appear very well maintained. 

There is adequate car parking for staff and visitors. 
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The home is secured with keypad entry and has a doorbell. Upon arrival 
the main door was closed, however this was quickly opened and we 
received a warm welcome from staff who asked for our identification and 
to sign in. 

The reception area is very 
spacious and well presented. 
There was a lot of information 
on display including how 
residents and their families can 
provide feedback about the 
home. There is also a “You said, 
we did” board providing 
examples of how they have 
listened to residents and acted upon their wishes.  

 The home is decorated well, 
with lots of photographs of local 
scenes. The furniture looks 
comfortable and appears to 
meet the needs of the residents 
whilst being in keeping with the 
style of the home. 

 

 

Within the reception area there is a notice 
board showing the activities for the week, 
just opposite is a large photo collage of 
residents being involved in a wide range of 
activities. 

Healthwatch Authorised Representatives 
explained who we were and asked to see 
the Manager of the home who quickly 



 

8 
 

Enter and View Report 

came and introduced herself. One of the Healthwatch representatives then 
spoke with the Manager whilst the others were given a guided tour of the 
home. 

Mount Hall is a two storey building with six rooms on the ground floor and 
the rest on the first floor. The communal areas, such as lounge, and dining 
room are on the ground floor and used by all the residents. There is a large 
lift as well as stairs to enable residents to move about the home. 

Treatment and care 

Quality of care 

The Manager has been in post since April 2024, however they had 
previously been the deputy for two years. They told Healthwatch that 
during the visit we would see lots of positive interactions between staff and 
residents and staff going about their duties, but always making the time to 
engage with all residents.  

During the time Healthwatch visited we saw several residents with their 
family and friends. Some were heading out to meet friends who live locally; 
they briefly chatted to Healthwatch and told us “I’m very well looked after 
here” and “couldn’t have better care.” 

During the tour of the home Healthwatch observed some residents who 
were watching a film in the main lounge.  They were joined by relatives, one 
of whom had brought the resident’s dog in to see them.  We were able to 
chat with them and one lady who had recently moved in told us “I have 
been very surprised how well I and everyone is cared for. We chose well 
coming here.” 

One resident told us that there is lots going on at the home and she really 
enjoys being at Mount Hall. All the residents we saw appeared well looked 
after, dressed in clean day clothes. 
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Healthwatch Representatives were 
shown monitors in several locations 
that act as call bells.  This sends an 
alert to handheld devices which all 
staff carry. The system monitors 
activation and response times and 
creates a record for care plans.  We 
were told that the system has 

helped reduce disruption for other residents. 

Residents at Mount Hall receive care for their health and wellbeing by a 
variety of visiting services. The Manager told Healthwatch: 

“We use Bollington Practice. They attend for a weekly visit, should any 
additional visits need to be made they will come whenever required. We 
have an amazing relationship.”  

They also explained that residents are able to stay with their own GP if 
required, however, the Home finds on admission that most residents are 
already registered with Bollington practice as they are usually from the 
local area. Currently all residents are registered with Bollington practice. 

In respect of a resident needing additional care the Manager told us   

“As much as possible we would try to keep the resident in the Home, if this 
was their wishes in their care plan. We would ask the GP for an 
assessment, and if the opinion was that the resident needed hospital 
admission, we would encourage this and involve the resident’s family in 
the decision making. If the resident was able to stay at the Home, we 
would manage this as safely as possible, and involve any other health 
care professionals that were required.” 

We enquired what Mount Hall’s procedure was should a resident need to 
go to hospital and we were told they had mixed experiences. The Home will 
always send the resident to hospital with a comprehensive plan and 
background of the resident, with all information available; however the 
Home still finds that there are numerous telephone calls from the hospital. 
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The Home has encountered that hospital transport can be an issue on 
discharge, and has resulted in a resident getting back to the Home very 
late in the evening.  

Whilst Mount Hall does not have any discharge beds, they are able to 
accommodate residents for respite for a minimum of two weeks if referred 
by the hospital or at the request of relatives.  We were told that quite often 
the Home finds that this tends to lead to the residents becoming 
permanent. 

The chiropodist visits the Home every six weeks, however if needed they will 
make additional visits. They have links with Bollington Dental Practice and 
Weston Dental Practice in Macclesfield , both will provide emergency 
treatment for residents – both within the home and at the surgery and 
Western dental in Macclesfield  .  Vision Care opticians visit the home every 
six months.  

Mount Hall uses Boots pharmacy in Macclesfield, who will deliver 
prescriptions to the Home. We were told that when there are delays, or 
certain medicines are not available, they will request that the prescription 
is returned so that they can then try and find it at an alternative pharmacy. 

Other health care services that attend the home are Speech & Language 
team, Tissue Viability Nurses, Chiropractor, End Of Life Team and 
Physiotherapists.  

The Home is fortunate to have its own hair 
salon and a hairdresser visits weekly. 
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Privacy, dignity and respect  

The Manager explained that staff will gain 
consent from residents before any personal 
care is carried out and always give residents 
choices and ensure that all care is always 
person centred. Staff will knock before 
entering a resident’s bedroom and while 
care is being given in the room a privacy 
notice is displayed outside the door.   

The Manager told Healthwatch that each 
resident has an assessment prior to 
admission to the Home and this would 

enable them to understand if the resident had any additional needs to be 
accommodated. Currently there is a visually impaired resident and they 
ensure that the activities planner is printed in a very large print so that the 
resident is able to see it. 

Those residents who completed the Healthwatch survey overwhelming told 
us they were “very happy.” 

 

Understanding residents’ care plans 

Healthwatch asked if the residents have care plans and if so, how often 
they are updated.  The Manager explained that all residents have care 
plans which are reviewed at a minimum of every month, but alterations 
are made on a needs basis. The resident is involved in the care plan review 
to see if any changes are required to make them more comfortable. 
Relatives are invited to join the monthly care plan review either in person or 
via the telephone. 
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Relationships  

Interaction with staff  

During the visit at the care home Healthwatch witnessed numerous staff 
interacting with residents and their families. All the staff and residents 
appeared to get along well, we saw them chatting, laughing and joking 
with each other.  All staff spoken to were friendly towards Healthwatch and 
told us how happy they were working at Mount Hall; a number of staff have 
been there for many years. It was explained that because the home is fairly 
small, friendships are formed and the staff understand the needs and 
wishes of the residents well. 

The Home conducts resident , families and staff surveys twice yearly, and 
this helps to gain feedback and help drive improvements. 

Mount Hall is currently well staffed with a mixture of national and 
international staff. A number of them have been at the home for over 
twenty years. 

All staff wear name badges and we were informed that whilst the home 
have needed to use agency staff previously, they are currently fully staffed 
in nursing, care and catering, with one vacancy in housekeeping. 

All staff receive varied training and any agency staff must complete all 
aspects of the required training prior to working at Mount Hall. 

We were told Mount Hall has a monthly staff meeting and celebrate 
employee of the month. Feedback is regularly received in the comment 
boxes that are placed around the home. 

Friends and family who completed 
the Healthwatch survey told us: 

“Staff are very caring and 
considerate and fully support the 
individual needs of the resident.” 
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“Lovely – residents are cared for. Very attentive staff. Lots of engaging 
activities.” 

 

Connection with friends and family  

During Healthwatch’s visit we observed and spoke to a number of family 
and friends of relatives. Some were visiting and others were collecting 
residents to take them out. 

The Home has hands free phones that residents can use for calls and 
video calls. Families and friends are encouraged to join in with activities in 
the Home and to attend events there. 

Visitors are welcome at any time and residents can choose to receive their 
visitors in their rooms or any communal areas of the home. 

The Home has a policy of  ‘Meal 
Times Matter’ where in essence all 
staff, except those nursing or giving 
care, stop and support meal time.  
This ensures that each resident has 
company and is helped at meals 
times.  The home has a dedicated 
Hostess, whose role is to speak to 
residents about what meals they 

would like, ensuring that it is all recorded so their nutrition is given priority. 

Whilst meal times are protected, if a relative visiting will enhance a 
residents meal time the visit is encouraged.  

Staff told us that Covid no longer impacts visiting at the Home. Should an 
outbreak occur, PPE is provided.  If the Home were to 
experience an outbreak of D and V then they would 
close to visitors, however contact would still be 
maintained via phone and video calls. 
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Healthwatch asked how friends and relatives could raise a complaint or 
concern. We were told the Home’s complaints procedure is displayed in 
reception. The Manager has an open door policy and people can leave any 
comments about concerns in the suggestion boxes. Complaints can be 
made directly to the Care Home Manager, or by filling in the complaints 
form on the reception desk; all the residents and family are aware of this. 
The care home employees take any complaint and try to fix the problem 
and improve the quality of the service’ we saw some evidence of this on 
the customer board in the reception area.   

Mount Hall holds quarterly Friends and Relative meetings to provide a 
relaxed environment for people to discuss anything and be involved in 
their loved ones care. Invitations are sent out and they are generally well 
attended. Minutes of the meetings are distributed to all friends and 
relatives. 

 

Wider Local Community 

Mount Hall has established some links with the local community and this is 
something they are seeking to develop further. The local church and library 
are regular visitors. Furthermore the home runs a baby and toddler session 
which is very well attended. 

The Manager also attends the local Care Community Meeting and the 
Activities Coordinator attends the meeting of local coordinators to 
exchange ideas and best practice. 

 

Everyday Life at the Care Home 

Activities 

There are two Activities Coordinators who do three days each. The Home 
also has a Volunteer Activities Coordinator who also works three days a 
week. 
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Mount Hall offers  a range of activities which include Tai Chi, which is very 
popular, and chair exercise classes. Jazz and other musicians also visit. 
There are regular arts and craft sessions. 

The Home has adopted the mantra of ‘#nevertoolate’ which enables them 
to understand any special wishes a resident may have and they 
endeavour to make them happen. Recent examples include a motorbike 
ride, and a trip in a police car.  

There is an activities planner displayed in reception. Every Monday one of 
the coordinators and a resident delivers a copy to each residents’ 
bedroom, the resident enjoys this, and the Home has had a name badge 
made for her. 

The Manager explained that all activities are resident led; the coordinators 
take a lot of feedback from residents.  A rolling photo frame was on display, 
showing past activities.  Several notice boards within the Home listed 
weekly activities. 

For those residents who do not leave their rooms the Activities Co-
ordinator will visit them and carry out 1-2-1 activities. These include 
chatting, reading, flower arranging and anything the resident will like. 

At the end of each month Mount Hall has a party to celebrate special 
events that have happened that month, such as resident and staff 
birthdays. A typical party includes cake and a visiting entertainer. 

The Home receives a special event planner from Head Office which is 
adapted to their residents’ needs. The Home has recently had a fashion 
week and celebrated the Olympics and Wimbledon. 

Mount Hall is fortunate to have access to a mini bus which they share with 
three other homes, allowing them access for one week a month. The Home 
arranges local outings to the garden centre, local shops and arranged a 
boat trip that was very popular. They have also been on a trip recently to 
Jodrell Bank.  Residents told us they enjoyed the activities and that “the 
day trips are really good.” 
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Person Centred Experience  

The Manager explained they get to know the residents by talking to them 
during a pre-admission assessment and they talk to the family members 
too to see what the resident enjoys and dislikes. The Home, with input from 
the resident and their family, will build an individual care plan.  

Mount Hall has a ‘resident of the day’, during which their care plan will be 
reviewed. Furthermore, on that day all of the Home’s services will visit the 
resident to ensure all their needs are being met.  This includes:  

• A visit from the Chef to make sure their dietary needs are being met 

• The maintenance team will visit to see if there are any little jobs that 
need doing, for example, putting up a picture. 

• Housekeeping will also visit to ensure the resident is happy with the 
laundry service and that they do not have any items that are 
missing. 

There are several ways that residents and their families can raise a 
complaint, concern or feedback. There are forms and suggestion boxes 
around the home. The complaints procedure is clearly visible in the 
reception. We were told that they encourage people to raise any concerns 
at the earliest opportunity so they can be addressed quickly. The Manager 
will walk around the Home daily and chat with residents so any issues or 
feedback can also be gathered during this time. 

We were told that Mount Hall hold quarterly residents meetings and that 
these are well attended. The minutes are shared with family and friends.  

The Home has links with the local church which attends for services and 
communion. At present, no residents have expressed the need for other 
faiths, however we were told all faiths were welcome. 
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Mount Hall has a resident cat called 
Pumpkin, who has lived at the 
home for many years. Whilst other 
pets are unable to live at the home, 
they can visit daily. We saw one 
resident having a visit from her dog 
with a family member. 

 

 

Communal Areas  

The Home is split over two floors. 
The communal areas are all 
located on the ground floor. There is 
a lounge, dining room and a quiet 
room. There are also fabulous 
grounds and gardens. 

Mount Hall is very well presented 
both internally and externally. The 

Home is free from odours and all the furniture and fittings look to be in 
good condition. They have an onsite maintenance man who is able to 
address things as they arise. The communal areas are decorated to a 
good standard and are free from any obstructions allowing residents to 
move freely around the home. All corridors have handrails and are wide 
enough to accommodate wheelchairs. 

There are several bath and shower rooms across the Home and they are 
fitted to an excellent standard. All equipment is new and these rooms have 
a ‘spa’ feeling about them. Staff ensure that residents are safe in the 
bathroom and each bathroom is well stocked with PPE and any other 
things that maybe needed. 
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Residents’ bedrooms 

The 32 bedrooms at Mount Hall are of varying size; residents can choose 
which they would like and which size room best meets their needs. All 
rooms have large windows providing ample natural light and overlook 

green fields offering 
wonderful views.  All 
rooms have a WC and 
sink and the name of 
the resident on the door. 

Healthwatch 
Representatives saw 
lots of different ways 
residents had chosen to 
adorn their rooms and it 
was evidently clear that 
they are encouraged to 

bring their own style to their home. Some residents have made space for a 
sitting area in their room to host visitors privately. 
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Outdoor areas  

Mount Hall is blessed with extensive 
grounds and surrounded by open fields.  

There is a large footpath extending 
around the whole of the Home, which is 
wide enough to accommodate a 
wheelchair. There are several benches 
and bird feeders along the path to allow 
residents to sit and take in the 
surroundings. Care has been given to 
the planting of trees, shrubs and flowers, 
particularly in the memorial garden. 
There are raised planters for the 
residents to be involved in gardening 
should they wish.  

There is a large pond which has fencing 
around it to prevent accidents, however 
the path to this area is slippery and 
narrow. We were told there are plans to 
make this area more accessible for 
residents.  There is also a large, covered 
area with plenty of seating which is used in the summer for BBQs and 
outdoor dining. 
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Food and drink 

The Home has a Chef and all food is prepared fresh within the kitchen. The 
menu is changed to make use of seasonal produce. As previously 
mentioned, the Home also employs a Hostess to assist residents in their 
meal choices.  Residents usually choose their meals for the following day, 
however if they change their mind this is always accommodated by the 
Chef. A typical day will provide two options. We were told that an 
alternative menu was available in the residents’ rooms, however we did not 
see this.  

The Home will cater for any special diets. We were informed that currently 
there are no residents requiring a special diet, however one resident who 
completed the Healthwatch survey told us that they are Coeliac and follow 
a Gluten Free diet, but that this is not being catered for.  

The spacious dining room has natural lighting and was set out like a 
restaurant. All available staff join with residents for meals to make it a 
sociable event. Everyone is encouraged to use the dining room, however if 
anyone wishes to stay in their room, that is perfectly acceptable.  

The Manager told Healthwatch that the tea trolley goes around at 11.00am 
and 3.00pm offering drinks and snacks, but a resident can request a drink 
and snack at any time if they wish. 

Relatives can join at any time and they are welcome to use the dining 
facilities in the quiet room with their loved one. 

Those residents who completed the Healthwatch survey on the whole were 
happy with the food, however we did receive feedback that there was 
small choice at tea time which tended to be repetitive. 
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Care Home Best Practice Initiatives   
During Enter and View visits, Healthwatch observe which NHS care 
initiatives have been adopted at the care home. The three we focus on are:  
 

MUST (Malnutrition 
Universal Screening 
Tool)  

A tool used to identify adults who are malnourished, 
at risk of malnutrition(undernutrition), or obesity. It 
also includes management guidelines which can 
be used to develop a care plan.   

Restore2 (Recognise 
Early Soft-signs, Take 
Observations, 
Respond, Escalate) 

A tool designed to help staff recognise when a 
resident may be deteriorating or at risk of physical 
deterioration and act appropriately according to 
their care plan to protect and manage the resident. 

RITA (Reminiscence 
/Rehabilitation & 
Interactive Therapy 
Activities) 

A digital reminiscence therapy with user-friendly 
interactive screens and tablets to blend 
entertainment with therapy.  It assists patients 
(particularly with memory impairments) in recalling 
and sharing events from their past through 
listening to music, watching news reports of 
significant historical events, listening to war-time 
speeches, playing games and karaoke and 
watching films. 

 
Mount Hall uses both Restore 2 and MUST in supporting residents. 

 

Recommendations 
 

• To ensure the area around the pond is more accessible for residents 
and their visitors 

• To ensure that all residents’ dietary requirements are being met 
• Engage residents regarding widening the evening meal options. 
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What’s Working Well 
 

• We observed lots of residents out of their rooms and in communal 
areas with their friends and families 

• Residents independently going out for the day 

• An activity was being enjoyed and well attended 

• All residents we saw appeared well cared for and looked after 

• A high standard of housekeeping throughout the Home 

• Warm relationships appear to exist between staff and residents 

• The Home has good links with the local Care Community Partnership 

• The Activity Coordinators are linked with colleagues from other care 
homes in the area to share good ideas and practice. 

•  

Service Provider Response 

Recommendation 1 

To ensure the area around the pond is more accessible for residents 
and their visitors. 
Service providers response 

Fencing of pond to make it safe and clearing of the footpath to make it 
accessible had been awarded to a contractor and was awaiting 
commencement of work at the time of your visit. Work has since been 
completed and I have enclosed photos for your reference. 

Action 

Action completed 

Recommendation 2 

To ensure that all residents dietary requirements are being met. 
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Service providers response 

Mount Hall caters for all dietary requirements. We ascertain dietary 
needs as part of our preadmission assessment to ensure we can 
safely do this. The chef speaks to residents regularly to gain feedback 
and maintains a journal of this to help drive improvements. I have 
enclosed an anonymised copy of our dietary requirements sheet 
which is prepared for the chef for your reference. This is updated by 
the HM/CDM or RN in charge whenever there is a change in a 
resident’s dietary needs and following a new admission or discharge. 

Action 

The Home Manager and Chef will continue to seek regular feedback 
from residents and their families to help drive continuous 
improvements.  

Recommendation 3 

Engage with residents for their views on widening the evening meal  
options, 

 

 
Service providers response 

This was discussed in a recent Resident and relatives meeting and we 
agreed to come up with an optional/alternate evening meal menu 
card with eight different options. The menus have been laminated and 
all residents have a copy in their bedrooms for easy reference. This 
was in place at the time of your visit and I have enclosed a photo for 
your reference. We also encourage residents to make staff aware if 
they would rather have something else or change their mind at any 
time. Our food score in our residents’ survey in April was 62. This 
increased to 82 in October which I find very reassuring. 

 
 
Action 

Action completed 
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• Any other feedback from the Service Provider 

 

There are 12 bedrooms on the ground floor and 20 on the first floor not as 
stated on page 6 of report. 
 
The home also uses Western Dental in Macclesfield in addition to Bollington 
Dental Practice where needed – Additional information relating to page 10. 
 
We also survey both our residents/families and staff twice a year in our NPS 
and Pulse surveys to gain feed and help drive improvement. – Additional 
information relating to page 12.  
 
 


