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What is Enter & View?

Part of the local Healthwatch duty is to carry out Enter & View visits. Local Healthwatch representatives carry out these visits to health & social care services to find out how they are being run and make recommendations where there are areas for improvement. The Health and Social Care Act allows local Healthwatch authorised representatives to observe service delivery and talk to service users, their families and carers on premises such as hospitals, residential homes, GP practices and dental surgeries. Enter & View can happen if people tell us there is a problem with services or, equally, if services have a good reputation so we can learn about them and share good practice from the perspective of the people who experience the service first hand.

Healthwatch Enter & Views are not intended to specifically identify safeguarding issues; however, any safeguarding concerns which arise during a visit will be reported in accordance with Healthwatch safeguarding policies. If, at any time, an authorised representative observes anything that they feel uncomfortable with they should tell their lead who will inform the service manager, ending the visit.

In addition, if any member of staff wishes to raise a safeguarding issue about their employer they will be directed to the Care Quality Commission (CQC) where they are protected by legislation if they raise a concern.
About the service
Eccleston Court care home is a large purpose built building.  The Home was purchased by Park Homes in 2021; the company own several other homes nationwide.

Although situated to nearby Eccleston, a busy area of St Helens, the Home is in idyllic surroundings.  Set back from a quiet road opposite Taylor Park, the Home is surrounded by trees and tranquility.  On the road behind, there are excellent transport links and there is a newly built small shopping centre.  The Home is easy to find due to its large, clear signage.  There is ample parking space both infront and at the back of the premises.  The Home consists of two single storey buildings, one being the nursing unit, which is home to thirty four residents and is split into two corridors named ‘Primrose’ and ‘Bluebell’.  The other building, painted in a cream shade is the dementia unit.  This building is home to twenty residents and is again split into two corridors, named ‘Victoria’ and ‘Taylor’.
All rooms are en-suite and are all approximately the same size and shape. There are no double rooms.  There are currently two bedroom vacancies available on the dementia unit.  The current resident ratio in the nursing care unit is 60% female, 40% male and in the dementia unit 70% female, 30% male.  Referrals are from the bed brokerage system, social workers, hospitals and family recommendations.  The Home is able to accommodate fast tracked residents (those in need of immediate care) and palliative care residents.
Purpose of the visit
To engage with residents and staff 

· To observe care at the point of delivery 

· To identify good working practice 

· To identify areas for improvement 


This was an announced visit, arranged with the manager a week beforehand. The original date for the visit was 6th August however, due to a respiratory infection outbreak on the units, we were able to mutually agree on a convenient date seven days later.
Methods used
Observations made by the visiting team might be based on instinct and not on something that is visible or measurable.

Summary of findings
The reception is situated in the nursing unit.  A buzzer and intercom system are on the wall next to the locked front door.  The visiting team announced our arrival and were invited in by a friendly receptionist and we were asked to sign the visitors’ book.   Due to the recent virus outbreak, as a precautionary measure all staff wore masks and the visiting team were also asked to wear a mask in the communal areas.  The reception is small but clean and tidy.  There were raffle prizes on display, the Home has a summer fete planned at the end of August.  

The manager, Elena came to welcome the team.  Elena has been employed at Eccleston court for fourteen months and has lots of experience in management and clinical lead positions.  It was a pleasure to meet a manager that has such enthusiasm and energy in her role.  Both her and the deputy manager, Lisa aren’t afraid to lend a hand when help is needed.  The visiting team were offered refreshments and were escorted to the manager’s office.  The Home has strong links with their head office, the northwest area manager visits almost every week and the director has regular ‘catch ups’ every two weeks.  The Home has a Facebook page for communications and news that families and loved ones can log into.  
Staff were friendly and some of the residents were happy to have a little chat with the visiting team.  
First impressions
The Home was last decorated two years ago.  It was felt there was ‘too much beige’ and so subtle elements of colour were introduced to give the Home a ‘lift’.  This was nice to see as the décor is subtle, fresh and clean.  Eccleston Court is exceptionally clean and tidy.  There were no unpleasant smells anywhere in either of the buildings.  It was very hot weather on the day of the visit, and the temperature in the Home was nice and cool.  There is a monthly residents meeting and this enables residents to air their views and suggestions.  
Sports memorabilia and movie stars from yesteryear posters adorn the walls and this is good for residents with dementia, as it may help in promoting memories and conversation.  It was pleasing to see lots of bookshelves around the Home, they were filled with books, jigsaws, dementia dolls and puzzles.  Many thank you cards are pinned to a board in reception.  Each unit has a lounge with a TV and comfortable armchairs.  The dementia lounge was very quiet upon the visiting team’s visit.  There is also a small room with a sofa that is very relaxing and a quiet space for residents to spend time by themselves.  The dining room is very clean and spacious. The tables and chairs were nicely arranged. 
Staff
Staff turnover at the Home is good, with staff tending to stay and work towards promotion as and when appropriate.  The manager informed the visiting team that staff morale is now good.  There is a staff room, which the manager encourages staff members to use for lunch and breaktimes.  All staff at Eccleston Court are employed on a full time basis, agency staff are rarely used.  Both male and female staff are employed at Eccleston Court.  It has been found that some female residents relate better to a male member of staff  Staff have regular three monthly supervisions or more often if needed.  Staff also have an annual appraisal.  The Home adopts an ‘Employee of the Month’ scheme, the chosen worker is gifted a £50 Amazon voucher.  The manager informed the visiting team that there is an open-door policy and staff have confidence in speaking to management if they have any issues or problems.
Staff training
New staff are employed on a three month probation period.  The first three days are spent shadowing a more senior member of staff.  Then a ‘buddy scheme’ is adopted for a month or two, although there is no set time limit.  Staff can request extra training/courses they are interested in and if budget allows, can be authorised.  Where possible senior staff deliver training.  There are a couple of residents that do not speak english and some of the staff are learning to communicate with her in polish.
Recreation & leisure
The Home has two activity co-ordinators.  Together they plan and rotate the activities monthly, with approval from the manager.  There is a fantastic activity board which is colourful and vibrant, with pictures and words of the activity timetable.  Activities for the residents include singing, bingo, quizzes, chair based exercises and trips to Taylor Park.  A former resident’s loved one donated an electric wheelchair to the Home, which is a useful piece of equipment for less mobile residents.  Families are encouraged to participate in events or celebrations.  
There is a spacious garden at the Home, with residents able to enjoy time outside.  The area was well maintained with lots of room for residents to participate in gardening activities.  Residents also enjoy picnics in the garden when the weather allows.  Some of the garden benches looked weather worn, but the manager explained that the wooden slats were being replaced the following day. The Home has a music room, which has a working portable keyboard and is equipped with CD player and lots of CDs.  The walls are covered with old vinyl records and album covers.  The manager informed the visiting team that the local school has good links with the Home, with children coming along to participate in simple concerts and activities.  The residents really enjoy this interaction with the school children.  Saints rugby players also visit the Home. 
Smoking/Alcohol Policy
There is a smoking area outside for staff to have a cigarette break.  Only two residents smoke and a risk assessment has been completed.  They are supervised on smoke breaks.  
Residents are allowed alcohol; this is reviewed on an individual basis and all alcohol is stored in the kitchen.  If a resident has dementia, alcohol is recorded on that resident’s care plan.  Alcohol is brought in by the family/loved ones.
Food & refreshments
The kitchen staff were very busy at the time the visiting team were shown around, lunch was being prepared and taken to the dining room.  The kitchen boasts a five star quality rating for food hygiene.  There are usually two options at lunch.  Rather than have a menu, which some residents could find confusing, pictures of the daily meal choice are shown and the resident chooses from the options shown.  If a resident doesn’t want what is on the menu, alternatives can be provided.  All dietary requirements are catered for.  Mealtimes are approximately: - breakfast 8.30am, lunch 12.30pm and dinner 4.30pm. The refreshments trolley is taken around the units a couple of times a day.  This offers drinks, snacks, fruit and sweets.  
Meals are served in the dining room and this is encouraged, but there is no problem if a resident wishes to eat their meals in their room.  The visiting team asked if the residents are welcoming in sampling foods from different cultures.  The manager explained that they will try different foods, an example being food from the Philippines, but the residents mostly enjoy traditional food.  Some of the residents need assistance with eating and drinking.
Privacy & dignity
The Home has a beauty salon, where residents can book an appointment with the hairdresser, who visits on Wednesdays. Manicures and other beauty treatments can also be done here.   Residents are encouraged to make their rooms as homely as they like.  One lady even has a life sized cardboard cut-out of Elvis in her room!  There are no photographs or memory boxes outside the individual bedrooms.  The visiting team suggested this may be a nice idea but the manager explained that the families were not in favour of this.  Therefore, rooms are just numbered, but some residents’ do have their name next to their front door.   
Visiting times are flexible, but staff do ask that visitors try to avoid mealtimes as this can cause some disruption to the residents.

If a resident needs any items such as toiletries, the Home can provide, or alternatively, family or loved ones can take in the required items.
There is a religious service every four weeks, with four or five members of the Catholic church and CofE attending.  Other religions and cultures are also accommodated when needed.  
If a resident passes away, a staff member attends the funeral and it is announced to the residents upon each individual case, so as not to cause unnecessary distress or upset to the residents.  

Hygiene & cleanliness
Residents are encouraged to have a bath or shower weekly.  However, residents can request this more often if they choose and they are always supervised.  There is a sit in bath that is used for residents with mobility issues.  Bedrooms are cleaned daily with ‘Resident of the day’ method used to deep clean the rooms.  Each day one of rooms, usually followed numerically has a thorough clean, including curtains and mattresses.  It was pleasing to see the communal bathrooms were labelled with both words and pictures.  There were hand gels throughout the building.  The visiting team were shown the laundry room.  Julie has worked at the Home for twenty two years and she has a well organised routine.  Clothes are labelled with the resident’s name and once washed and ironed clothes are placed in a room numbered box, ready to be taken back to the bedroom and put away. 
Safety & security
Access to the front door is via intercom.  The door is then answered by a member of staff.  All outside doors are alarmed or key coded.  There is CCTV on the outside of the premises.  The local fire regulators visit the Home every six months to undertake fire safety assessments and an ad hoc fire alarm test is undertaken regularly.
Access to care and medical care including the Red Bag Scheme
All residents are registered with the same GP, Dr Hyde at Eccleston Medical Centre.  Dr Hyde attends the Home on Tuesdays but is quick to respond to requests for medical services outside of this time.  EyeCare opticians attend to the residents’ optical needs and visit every couple of months.  All spectacles are engraved for identification purposes. A chiropodist visits every four to six weeks, this is a privately paid for service. The Home does not have any affiliated dentist but they do have a number for dental emergencies.  The red bag scheme was used in the past, but due to the bags not being returned, the Home prefers to use a printout hospital pack for relaying information to the hospital.  
Are there any providers who are particularly helpful?  If so, who?  What is it that you find particularly helpful?

St Helens Council, UCR (Urgent Community Response) and the GP practice are particularly helpful. 
Are there any providers you would like to receive support from?  How is it they could improve their service offer?
The manager could not think of any services.
Additional Comments
The manager wanted to inform the visiting team of their disappointing May 2025 CQC report and how this had affected staff morale.  She explained the events that led to the outcome of the report and in turn, we explained how important Healthwatch are to be able to undertake enter and view visits and make a report as an independent body.
The visiting team felt it important to mention that the CQC and Healthwatch’s reports are undertaken with a different set of perspectives.  The manager understands it is imperative to acknowledge the CQC findings and that Healthwatch’s visit is based on a community perspective and there is a different set of criteria.
Recommendations:
· A prominent sign for reception.  Upon arrival the visiting team were a little unsure where the reception area was situated, so it was felt bigger sign would help those visiting for the first time.
· A staff introduction board may be useful with photographs and job titles for families and visitors to identify staff.
· To continue with the good work and continue to seek new opportunities to improve the Home further.



(Healthwatch England guidance states that we can ask providers for their comments within 20 working days of the draft report being sent.)
HwSH will share Enter and View reports, as appropriate, with:

· The provider 

· Healthwatch England

· The Care Quality Commission

· Commissioners

· St Helens Council Quality Monitoring Team
· The public

· St Helens Council Safeguarding team

Disclaimer

Please note that this report relates to findings observed on the specific date stated. Our report is not a representative portrayal of the experience of all service users and staff, only an account of what was observed and contributed at the time.

It is important to note that Healthwatch St Helens approaches Enter & View from the community prespective and its remit is very different from organisations such as the Care Quality Commission and local authority Quality Monitoring Team.
Name of service:     	Eccleston Court Care Home


                              	Holme Road


                              	St Helens


                                          WA10 5NW	                                             


Date & time:                       Wednesday 13th August 2025 at 11am	


Authorised Representatives:	Ann Bridge		


Support team members:  	Gail Aspinall		


Contact details:			Healthwatch St Helens


					0300 111 0007





Response from Provider





Upon the recommendations, the Manager informed Healthwatch that they have ordered a new sign for reception and have ordered  a board which will have staff photographs and job titles.
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