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Report Details

Barony Road
Nantwich
Address Cheshire
CWS5 5QS

Sanctuary Care Ltd
Service Provider

20" March 2025
Date of Visit

Enter and View with prior notice
Type of Visit

Amanda Sproson
Tricia Cooper

Representatives

Date of previous visits  [REIEECEUEE NS
by Healthwatch
Cheshire East

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:

e  Health or care services which are contracted by local authorities or the
NHS, such as adult social care homes and day-care centres.

J NHS Trusts

. NHS Foundation Trusts

. Local authorities

o Primary medical services, such as GPs

o Primary dental services, such as dentists

e 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:

e  www.hedlthwatchcheshireeast.org.uk/what-we-do/enter-and-view

o  www.healthwatchcwac.org.uk/what-we-do/enter-and-view. 9
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Purpose of the Visit
 Toengage 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

e To observe residents, friends and relatives interacting with the staff
and their surroundings

J 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 our 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 health 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 carry out the visit conduct research that involves reviewing:

e The latest CQC report from a routine inspection of the service
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e Any previous Healthwatch Cheshire Enter and View reports

e The Care Home's information held on the Carehome.co.uk website
e Entries on social media platforms

e Comments held on Healthwatch Cheshire’s feedback centre

e 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.

Barony Lodge

Barony Lodge is located on the outskirts of Nantwich and is easily identified
by clear signage outside the home. It is just a short drive from the town
centre and is accessible by public transport (bus) with stops located close
by.

The home opened in 2018 and offers care over three floors; residential on
the ground floor, more advanced dementia on the middle floor and the top

floor is for those with early onset dementia.

Healthwatch received five completed friends and relatives’ surveys, and
these will be referred to throughout this report.

Healthwatch would like to note the Manager and all staff were welcoming
and helpful in answering all questions we asked.
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Findings

Arriving at the care home

Environment

The home was very easy to locate, with good, clear, visible signage. It has
quite a large car park, which was very busy on the day of the visit, and
once the Healthwatch representatives had parked, it was full.

— The reception area was easy to find and was
accessed via a bell system. Healthwatch

y representatives were greeted in a very warm
® and friendly manner
/'l and were introduced
to the Home Manager

and Deputy Manager,
and asked to sign in. Healthwatch noted that
identification was not asked for.

There was various information displayed in the

reception areq, e.g. a Healthwatch poster, CQC

rating and information relating to how to raise a
complaint. There was also a very nice seating area.

“They would email or speak to us. We have a good relationship with
families, and they can come to us with any concerns or feedback.” -

Manager speaking about raising a complaint or concern.

“If residents wish to raise concerns or
complaints, they can talk to me, my Deputy
or a Team Leader. They can also raise them
at the monthly residents’ meetings.” -
Manager.
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Friends and relatives’ meetings take place monthly, and any issues can be
raised at that time too.

“I would always go to staff or management.” - Relative.
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“I would in the first instance raise concerns with staff. Escalate if necessary
to the Manager and if | wanted to make a formal complaint, | would follow
the process on Sanctuary Care website, where there is the opportunity to
take matters through a formal process.” - Relative.

“The Home is so welcoming and friendly where the staff always go the
extra mile (Marathon!!) to truly enrich the lives of each resident and do
everything within their power to identify and meet each residents’ needs.
When we walk into the Home the whole team on all three floors know Dad

and us.” - Relative.

“The Barony is really modern and clean, whilst providing a safe
environment with plenty of alcoves for privacy. It has a really nice feel
about it.” - Relative.

The Home's interactive
activity system was in
- reception, displaying
reminiscence information
about the 80's as on the day
Healthwatch visited, the staff
were dressed in 80's clothing
to celebrate Red Nose Day.
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The home, grounds and car park appeared to be very well maintained.

Treatment and care

Quality of care

On the day that Healthwatch visited, the weather was lovely and warm, so
Barony Lodge had lots of windows open and in some spaces the air
conditioning was working; the temperature was very pleasant and there

were no unpleasant odours.

The Home had a very calm atmosphere. During the visit no call bells were
heard. Healthwatch queried this, and the Deputy Manager said,

“There are three different call bell tones, which let staff know the nature of
what the resident needs, because the Home is residential care, the bells
do not go off very often. ”

The furniture was
appropriate to residents’
needs. The corridors are
quite long, but featured
several cosy seating areas
where residents could take a
moment of rest if needed.

The housekeeping was of a

very high standard
throughout Barony Lodge. There was maintenance work being carried out

on the day of the visit.
“The banging has made me feel frightened.” - Resident.

Most residents were in the lounge areas of the Home and appeared well
cared for and were dressed in day clothes. The residents were enjoying
bingo and later a quiz.

“Previously to moving into the Home, my Mum was lonely and isolated. She

9
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residents and staff as she feels very comfortable. There are lovely
spacious rooms that we, her family, can meet with Mum when visiting.” -
Relative.

-

The Home has a hairdressing salon, and a

hairdresser attends twice weekly. The Home is also
trying to get a regular barbering service; however,
the hairdresser is happy to offer this service on the
weekly visits. Staff will happily paint the nails of
residents.

A Chiropodist visits every six weeks, and the
“Eyecare on Call” Opticians visit as and when they
are needed.

“We do allow pets in the Home, but they do not live here. Families have
brought their dogs in, and we also have a therapy dog which visits
monthly.” — Manager.

Several other healthcare professionals also visit Barony Lodge regularly
such as District nurses, a Phlebotomist, Mental Health Team, Dieticians and

Social Workers when required.

The Home has had problems trying to access dental service for residents.
“We don't have a link with a dentist, the families would need to take their
loved one to their own dentist.” — Manager.

“I take my Mum to the Dentist.” - Relative.

The Manager explained they use Tudor Surgery in Nantwich, however many
of the families are unhappy with the surgery because the GP does not
carry out ward rounds - he says he has not got the time.

Barony Lodge will email the GP the night before the weekly ward round is
due to provide them with information on residents. The next day the GP will

ring the home and carry out an assessment over the phone.

A relative commented that they would like the GP to do more visits.
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“Urgent Care Response will come in if we phone the GP when concerned
about a resident. We understand there are numerous care homes in the
areaq, but it is not ideal. Residents would love to see a GP.” — Manager.

Healthwatch enquired if residents were able to remain with their own GP,
the Manager said - “They could if the GP would visit them in the home.”

Healthwatch enquired, if a resident becomes unwell and needs additional
care, dre you able to try and keep them at the home or do they normally
go to hospital?

“It would depend. If a resident became increasingly agitated, the situation
would be reassessed, and the resident would probably go to EMI nursing.
Regarding End of Life, residents would stay at the home, however if it was
a clinical issue, a district nurse would come to do an assessment, and the

residents would receive nursing care.” — Manager.

“Most residents go into hospitals only in an emergency. There’s a lot of
waiting around for them, in the waiting room and corridor. Our experience
of discharge so far is that it hasn't happened at night. Sometimes their
paperwork has not returned with the resident.” - Manager.

The Manager shared that recently a gentleman had been in hospital and
was discharged with a burn on his chest (he had been given a hot drink in
the hospital which spilt). He also spent some time on the corridor in the
hospital.

Healthwatch asked if the Home used a particular Pharmacy -

“We have a relationship with Lakes Pharmacy, who specifically deal with
care homes. If we need medication urgently, we will go to the local
Pharmacy.” — Manager.

Privacy, dignity and respect

During the visit, Healthwatch observed several interactions between
different staff and residents who were all treated with kindness. Staff

9



Enter and View Report

stopped to chat with residents, enquiring about how they were and their
families. This displayed a good knowledge of the residents.

Healthwatch asked how the staff ensured privacy, dignity and respect were
promoted.

“My deputies and | do regular checks on each floor. Staff should knock on
doors, ensure doors are closed if carrying out personal care, and all staff
must complete e-learning regarding privacy, dignity and respect.” —
Manager.

“She feels safe and cared for and has said that if she needs anything at all
the staff are there to help her. She trusts the staff and has developed a
good relationship with them.” - Relative.

“All the staff on Dad’s floor have a great relationship with him. They know
about his background and can engage with him. He enjoys their

company.” - Relative.

Staff talk to residents, asking them what they want to do. “Every resident is
different” the Manager explained to us.

Barony Lodge has a resident of the day, chosen by room number which the
handheld cradle system selects. The Resident of the Day will have their
care plan reviewed and other additional reviews during the day.

The local church, St Mary’s, holds a virtual service on Sundays and monthly
communion in the home.

During the visit there was no personal information relating to residents on
display. Each bedroom had a room number, the resident’s name and a
lovely photograph of the resident, to aid identification of bedrooms.

“Each resident is really cared for in a professional, caring and person-
centred way.” - Relative.

“Privacy and dignity are clear to see.” - Relative.

The Manager explained they have a large activity planner on the ground
floor, a hearing loop in the cinema room, and if they were asked for
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something to support a resident, they would provide what was needed. For
example, there is a non-verbal lady who uses communication cards.

Understanding residents care plans

“Care plans are updated monthly or when something changes. All plans
are digital, and the Home uses a handheld cradle system which staff use

to update plans.” — Manager.

The Manager explained that staff will talk to residents when reviewing their
care plans so residents can be involved if they have capacity. Families are
contacted monthly to ensure they are happy with their loved one’s care
plan and if they would like anything changing.

“Receives professional, person-centred care, and the caring nature of the
whole Barony team is superb.” - Relative.

Relationships

Interaction with staff

Healthwatch noted that all staff were wearing name badges, there was
also a picture board on display outside the ground floor lounge displaying
all staff, with their names and a little information. The Deputy Manager said
“This is here so if a relative has had a call from a member of staff they are
able to see who it was.”

“Overall, when we visit Dad, we see the staff treating the residents as if
they were their own family. Their care for the resident is clear to see.” -
Relative.

The Deputy Manager explained that Barony Lodge recruits staff on a 100%
plus 20% basis. This results in them rarely using agency staff. They find that
staff are happy to pick up and cover extra shifts. They will cover shifts in
different sections of the Home, which gives them a greater insight into
each role. The Deputy Manager explained that all staff cover each other,
which means that they have a great understanding of how hard each
element of working in the Home is, and this has resulted in great teamwork.

“The way in which the team care for residents is so evident in the way they
call in help when required.” - Relative.



Enter and View Report

“Staffing is well managed at Barony Lodge.” - Manager.

“If agency staff have not been to the Home for a month, they have to
complete their induction again so they are up to date with training. We
would normally have the same agency staff come to the home so there is
continuity of care.” — Manager.

All staff acknowledged the Healthwatch representatives during the visit
and appeared to be happy.

“The relationship between staff and residents is good, staff will chat with
residents and residents sit with the staff and talk with them. | encourage

my staff to chat as much as possible to our residents.” — Manager.

“The relationship between staff and family and friends is great too.
Families chat with staff on the different floors.” — Manager.

The following commments are taken from the completed surveys that
Healthwatch received and relate to “The best thing about living in the

Home.”
“The staff are friendly and caring.” - Relative.

“The Home is clean and comfortable. Staff are friendly and caring; the

food is good.” - Relative.

“The relationship between the staff and residents and the care and

support given to the residents, making them feel safe.” - Relative.

“The staff. They are hardworking, compassionate, fun and friendly. We can
approach any of them on any issue. They are caring and responsible. The
Home itself is beautiful and kept immaculately clean.” - Relative.

“She feels that the staff know her very well.” - Relative.



Enter and View Report

Connection with friends and family

Healthwatch observed relatives visiting with residents in their bedrooms.
There were no visitors in any of the communal areas.

Friends and relatives can call the Home, residents normally have mobile
phones, and people are welcome to visit.

“The management team and team leaders keep us up to date with any
issues so our family and the Barony can work together to get the best
outcome for Dad.” - Relative.

The Manager shared there are no set times for visiting, and it can take
place anywhere in the Home.

Healthwatch asked how an infection outbreak would impact visiting.
“It would depend on where the outbreak is in the Home.” — Manager.

The Manager added that they would follow guidance from the Infection
Control Team. Residents and family have used Facetime, Teams calls and
phone calls to connect in the past.

Family can stay in the Home if the resident is at end of life, and Barony
Lodge will facilitate this.

Wider Local Community

Barony Lodge has been involved with the wider community. A couple of
residents have attended a dementia group in Audlem. Nurseries have
come in for World Book Day; Just Sing Choir have visited as have Crewe
Male Voice Choir. The local Church, Nantwich Museum, Fire Brigade and
Police have also visited.

“At Christmas we had a Christmas market in the garden, which the
residents walked around, and we are hoping to hold a summer fete.” -
Deputy Manager.
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Everyday Life at the Care Home
Activities

Barony Lodge has two Activities Coordinators that work a total of 60 hours.
Other staff also take part in activities.

There was an activity board outside the
lounge area. This was very easy to
understand with pictorial information, it was
also easy to update.

“The Barony team include activities every

day for residents, which are varied and
tailored to residents’ needs. The Activity Coordinators do everything within
their power to improve residents’ quality of life.” - Relative.

“The Barony team spend a lot of time talking to residents and relatives to
identify tasks/activities they will really enjoy, including in the garden.” -
Relative.

“The activities coordinator works tirelessly to come up with stimulating fun
and varied activities each day.” - Relative.

“Family and staff prompt residents with activities, family are able to see
the itinerary as it is posted on the notice board.” - Relative.

~ "The residents are kept engaged with a good variety

of activities. We feel very fortunate to have our Dad
as a resident of this Home.” - Relative.

" “There are various activities including bingo, quizzes,
. arts and crafts sessions, Move it or Lose it exercise

,j sessions, Gentlemen’s Afternoon, Singing for the
Brain and Men in Shed and many more. A pictorial
. timetable on display on each floor tells residents
what is on offer each week. We also have a newsletter.” - Manager.
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“I love that my Mum is given encouragement to join in with activities.” -
Relative.

“For those residents who don't leave their rooms, we do one to one sensory
activities; staff will go through photos of where residents lived, holidays
they have been on and so on. Or staff will sit and chat with them.” -

Manager.

The Manager shared they have celebrated special events, including Comic
Relief, sports day, St Patrick’s Day, National Cake Day and Macmillan coffee

mornings.

“Mum has been living in the Home temporarily for respite care but is soon
to become a permanent resident. She has only been here for 6.5 weeks,
and in that short space of time has shown a big improvement in her
mental health. She previously would not join in group activities, but having
built a great relationship with staff, is now doing so and reaping the
benefits. | am very pleased.” - Relative.

The Home has a residents’ ambassador and residents are involved in what
activities take place. Changes can be made if something is not popular.

— - "8 On the day of the visit, staff were dressed in vibrant
»_'"Ey Dﬂlmf' 4 "‘1:'«.‘,' %
'ﬁ] ﬂﬂ i B 80’s clothing to celebrate Red Nose Day, which was
| EOR BIBEY ... |
B promoted throughout the Home.
"7 1980"s veess of 4] |
| s R
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The Home will soon be taking delivery of a minibus,

and plans are in place to take residents on day trips

over the summer months.

When asked what Healthwatch would see during our

visit the Manager replied “Activities taking place on
every floor. We have an event for Red Nose Day this afternoon in our
newly refurbished café.”

“We have taken residents out locally, to Snugburys and the shops. We
have hired a minibus for these trips; however, we should be purchasing
our own in April, using the profit Barony Lodge has made.” - Manager.
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Communal Areas

The Home is laid out over three floors, and each

¢ floor has the same layout. Each floor has a lounge,
with a dining area and a kitchenette that residents
can help themselves to drinks from at any time. The
dining area was laid ready for lunch service and
there were daily menus on each table. There was a

weekly menu displayed outside the communal area.

“The Barony is always kept very clean, there are quiet areas, like the bird
conservatory with air conditioning. The Home ambience is really modern,
safe and homely.” - Relative.

The lounge area has furniture that is adequate to
the residents’ needs and looks of good quality.
Barony Lodge is relatively new but has managed to
capture a homely feeling.

There is a recently refurbished cafe area, where
families are welcome to celebrate special
occasions with their loved ones. There is also a
library area and a cinema, which were very

attractively decorated.

The gentlemen particularly like to watch Cowboy films.” - Deputy Manager.




Enter and View Report

Each floor has two large accessible bathrooms, with fully accessible baths,
and two toilets. There are handrails along each corridor. The flooring is
either carpeted or has wood effect laminate and is all flat, without any
ramps, and easily accessible for walking aids. The corridors are light and
bright.

There were lots of seating areas and quiet areas along the corridors, and
at the end of each corridor was a larger seating areqa, where residents
could sit, which overlooked the lovely gardens.

“Residents like to sit here and read the daily papers.” - Deputy Manager.

The Home has two lifts for ease of accessibility for residents.

Residents’ bedrooms

The Home has 60 bedrooms and 45 were currently occupied. All bedrooms
are ensuite with showering facilities. Some of the bedrooms on the ground

floor have direct access via patio doors onto the garden, and one resident

has created their own garden outside their bedroom.

The bedrooms, which appeared to be of a good size, had large windows
and lots of natural light.

“What very few maintenance issues there are, are attended to very
quickly.” - Relative.

The residents’ bedrooms that Healthwatch could see, were all tidy and
decorated with personal pictures and possessions.

9
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“Residents can make their rooms feel like their own with personal
possessions and furniture, if they fit into the bedroom. We encourage this.”
- Manager.

“Dad'’s room includes family pictures on the walls and his door. He has his
own armchair (riser/recliner) and special mattress. The Home is keen to
include anything in Dad’s room which improves his quality of life.” -
Relative.

The Manager told us couples can sleep in the same bedroom if they wish,
and they purchased one couple a double bed for their room.

“Just about any request is accommodated by the staff, including moving
the bed and rearranging the furniture.” - Relative.

Outdoor areas

The Home has a large wraparound garden with lots of tables and chairs for
residents to enjoy the outdoor space. It also has a garden room where
residents can enjoy the garden in all weathers. Gardening aids are kept

here.
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Food and drink

During the visit Healthwatch observed lunch being served, and it smelled
delicious; there were two hot choices available.

“We have our own catering staff and all meals are homemade.” -

Manager.

“The food is home cooked, varied and of excellent quality. The cook takes
so much pride in making a difference in residents’ lives.” - Relative.

“The food is fantastic, a varied menu, prepared on the premises. The

baking (cakes etc) is especially good.” - Relative.

Special dietary
requirements are also
catered for; they have
a gluten free resident
and her meals are

adapted, and the

Home uses a separate

fridge for her food.

“Dad is on a restricted SALT (Speech and Language Team) assessment
diet, yet the cook still tries so hard to offer varied good quality food.” -

Relative.

“When | have taken Mum for a hospital appointment, she has been very
keen to ensure that we are back in time for meals.” - Relative

“The food is excellent. Outstanding quality and
variety. The kitchen staff are wonderful.” - Relative.

Healthwatch noted that the dining room was full of
residents enjoying a very sociable lunch together.
The dining area was set attractively ready for lunch,

9
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“Meals can be eaten anywhere in Barony Lodge, it's their home, and
relatives can join their loved ones at meal times if they wish.” - Manager.

Staff ask the residents the day before for their meal choices, however, it is
never a problem if a resident wishes to change their choice. Picture plates
are used when necessary. The staff plate up each meal at service time, so

that residents can also choose at this point.

During the visit the tea trolley was not seen, however, in all kitchenette
areas there are drinks readily available.

“Biscuits and fruit are available all the time. There are also homemade
cookies in the afternoon. Residents can make themselves drinks if they
are able.” - Manager.

Biggest challenge...
The Manager explained their biggest challenge was the GP not visiting

Barony Lodge to carry out ward rounds and trying to manage family
expectations around this.

Biggest success to date...

Training is up to 98% complete, and staff retention is also at a high level,
the Manager shared. The receptionist told us the Manager is a fantastic
inspiration to staff and morale.

“The Home is all about the residents and ensuring they have fulfilled lives.”

- Manager.
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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.

Does the care home use any of these initiatives?

MUST is used on the Barony Lodge cradle system. They also use News2,

which is similar to Restore2, and an interactive screen which has Oomph

(person centred software) on it.

“We engage with End-of-Life Partnership, and they have been into the

home to provide Namaste training.” - Manager.
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(Namaste sessions involve individual caring touch, such as a hand or foot
massages, music therapy, themed sensory and gentle movement

sessions, or simply reminiscing.)

Recommendations

e To work towards improving links with the appointed GP service, to
improve service delivered by the practice to the residents and deliver
an in-person ward round in the Home. To ascertain the GP contract
requirements.

e To maximise use of the minibus for day trips for residents.

What's working well?

Teamwork between all staff and the management team
e Meal choices and standard of food

e Communication with friends and relatives

e Housekeeping standards are very high

e Kindness shown towards residents

e The number of residents that are using the communal areas.
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Service Provider’'s Response

Recommendation 1

To work towards links with the appointed GP service. To improve the
service delivered by the GP practice to the residents and deliver anin
person ward round in the Home. To ascertain the GP contract
requirements.

Service provider's response

| have contacted GP for a copy of the contract but no response

Action
Arrange meeting with GP surgery to discuss

Recommendation 2
To maximise use of the minibus for day trips for residents.

Service provider's response

Minibus does not get delivered until end of May/ June

Action

Will be using the minibus regularly to take residents out




