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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
Elizabeth Court Care Home is a large purpose built two storey building, constructed approximately fifty to sixty years ago.  The owner has one other home and a head office in Wetherby. The deputy manager reported excellent support and relationships with the owner and other management staff.  Set on a main road in the Sutton area of St Helens, Elizabeth Court looks well maintained from the outside, with the exception of some of the wooden window frames that look in need of replacement.  There are gardens to the front and sides of the building.  The signage is large and clear.  There is a one way entrance and exit to the Home, but the signs for this are quite small and can be quite difficult to see.  There is a large car park that is set at the front and sides of the building.  There are no disabled parking bays.  
Residents needing residential care are on the ground floor and nursing care residents on the upper floor.  A lift operates between floors.  There are forty four rooms over the two floors, currently housing thirty six residents.  Most rooms are ensuite, with five double rooms available, so couples can be accommodated.  There are vacancies at present due to the ongoing issues with CQC, but referrals are ordinarily made by families making contact directly to the Home, or through the bed brokerage system.  The owner of the Home is looking to extend the premises with a sixteen bed extension.  This is in the very early stages and it is not yet confirmed in what capacity the space will be used.    
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 ten days beforehand. 
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
Entrance to the building was by doorbell. Both external and internal doors were locked.  A member of staff welcomed the visiting team and we were asked to sign in.  The deputy manager, Sarah, then escorted us to a quiet lounge so that we could have a chat.  Sarah has been employed by the Home for nineteen years and has been in management role since March 2025.  The visiting team were kindly offered refreshments.  We were also introduced to Louise, the manager, who has been in post for only a few months.  
It is important to report that the Care Quality Commission (CQC) inspected Elizabeth Court in July 2025 and unfortunately the Home received a damning report.  This had devastating consequences and Sarah was visibly emotional and very honest and open has as she spoke about the results of the CQC inspection.  She explained the impact the report had had on everyone involved with Elizabeth Court; but things are most definitely changing.  It was evident that lessons have been learned and recommendations embraced and accepted.  Everyone employed at the Home has made massive efforts to improve the quality rating given by the CQC.  Due to the inspection, new residents are not currently being accepted into the Home. The CQC will be visiting at some point this year to re-inspect, and the management are confident they will receive a very different outcome.  Healthwatch completed the enter and view visit independently.
First impressions
Décor of the Home is ongoing.  The colour scheme is very calming in greens, beiges etc. Residents are asked their opinions when it comes to choosing colour schemes. Furniture is basic but comfortable.  There is some artwork on the walls, but there is quite a lot of bare space.  It was pleasing to see montages of residents having fun.  These are mounted on the walls and it is obvious residents are happy.  There are two lounges and a quiet room on both floors.  Temperature was ambient throughout.  There were no unpleasant smells anywhere in the building.  For health and safety reasons, there is laminate flooring throughout the building.  
Staff
Elizabeth Court employs around eighty three staff both full and part time.  No agency staff are used due to full bank staff, both male and female.  Staff turnover is reported as low. There are currently no vacancies but bank staff are looking for sponsorships. Staff wear uniforms, care assistants wear sky blue, activity co-ordinators wear burgundy, managers wear black, housekeepers in emerald green and domestics in light green.  The deputy manager explained that since the team have started to make progress and improvements in the Home, staff morale has improved dramatically. Staff have quarterly meetings alongside regular departmental meetings.  Flash meetings take place every day, these help with staff morale and support.  The management operate an ‘open door’ policy for staff, alongside group email and ‘whatsapp’ group support.  Staff have a supervision session every six weeks and a yearly appraisal is undertaken.  There is no employee of the month scheme as the deputy manager explained it is too difficult to choose someone as all staff step in to help when needed.  However, the management do like to treat staff to cakes and sweet treats and they receive a gift at Christmas.  
Staff training
New staff are required to produce three references and are interviewed by two staff members.  They then complete a twelve week training package, which includes completing around forty to fifty courses.  Some of the courses are online whilst others are face-to-face.  The new member of staff also shadows a more senior worker for a week and will spend half a day with the manager to complete all relevant paperwork.  The Home has some ‘train the trainer’ staff, which means some training is done in-house and is therefore more cost effective.  There are at least two intensive training courses running every month.  Further training and development are encouraged as management like to see staff progress.  Previously, staff worked on the same floor, but to enable variety and gain different experiences staff rotate their shifts to now work on both floors.
Recreation & leisure
There are two activity co-ordinators who ensure the residents are entertained.  A ‘gazette newsletter’ is produced every week which includes news on what’s happening in the Home and any news and announcements for families.  Residents can enjoy pub lunches, bowling, watching Saints training sessions at the stadium and visiting garden centres, as well as enjoying a pamper session. Singers and pet therapy services also attend the Home.  Families are allowed to take in family pets which is very popular. The Home has good links with the local schools, with residents and children enjoy these interactions.  There is a large garden full of plants and bushes, including an old baby’s pram that has been used to grow plants.  Barbeques, galas and activities are held in the garden in the warmer weather.  There is a large apple tree in the garden and last year residents had a sunflower growing competition.  The route to the garden is written in words and pictures.   There are lots of garden furniture and it is evident that the residents spend a lot of time outside when weather permits.  Rob, the maintenance man has worked at Elizabeth Court for around twenty years and ensures the garden is well maintained.
Cultural days are popular with the residents.  Different foods are eaten, costumes worn and music is played in accordance with the culture being celebrated. 
Smoking Policy
There is a no smoking policy in the Home.  Staff and residents are allowed to smoke in a shelter at the back of the Home.  Staff will accompany a resident if they wish to smoke.  Cigarettes are kept in a locked cupboard.  Alcohol is allowed for residents who like to have a drink.  Alcohol is in a locked cupboard, stored in the kitchen.
Food & refreshments
The kitchen is large, clean, tidy and very well maintained.  There are clear storage areas for specific foods.  There are usually two choices of meal per day, plus a vegetarian option.  All dietary requirements are catered for. Alternative meals can be prepared if a resident doesn’t want the meal on the menu.  The menu is changed seasonally.  Meals are served; breakfast 8.30am, lunch 12.30pm, dinner 4.30pm and supper 8.30pm.  Refreshments are available throughout the day.  A drinks trolley is also taken around the Home twice daily at 11am and 2.30pm. Drinks are available throughout the day.  Residents are encouraged to take their meals in the dining room.  However, there is no issue if they wish to eat in their room.  A few residents need assistance eating and all staff lend a hand with this. 
Privacy & dignity
Each of the residents’ doors are painted a different colour.  This helps residents identify their room.  Their name is also on the door with a painted handprint.  Some residents are non-verbal and picture cards are used as well as other forms of communication to converse with these residents.  There are bookshelves full of books and dementia toys for residents to use.  A hairdresser visits every Tuesday; no appointment is necessary.  There is a podiatry service and all residents are signed up to this but this is privately paid service and so not all residents use this. Televisions are not supplied by the Home, but there are a few in storage for residents that do not have a television to bring with them.  Residents are encouraged to bring personal belongings into their rooms.  Some of the rooms the visiting teams saw were full of photographs, ornaments and items of sentimental value.  This was nice to see.  Bathroom and shower rooms are identified by words and pictures. 
Hygiene & cleanliness 
The Home appeared very clean and tidy.  There were hand gels mounted on the walls throughout the building.  Resident rooms are cleaned daily, with a ‘Resident of the Day’ scheme adopted for deep cleaning of rooms.  The Home encourages residents to have a bath or shower, but this is done on an individual basis.  If a resident wants to bathe more frequently, this is always accommodated.  Laundry is done daily up to 5pm, when the staff finish their shift.  Clothes are identified by named labels.  Large items are placed on coat hangers and small items are placed in a green box and taken to the residents’ room when clean and ironed.
Safety & security
All outside doors are either key coded or alarmed.  There are handrails throughout the Home.  It was noted that radiators are covered to prevent accidents.  Medications are stored in a locked room.  Some residents have bed sensors on their bed to help prevent falls for those with restricted mobility or nursing care needs.  There is a fire alarm test every Wednesday at 10am.  Fire alarms and extinguishers are tested twice a year.  
Access to care and medical care including the Red Bag Scheme
Dr Glover at Marshalls Cross GP surgery was reported to be good and there is no problem with attendance should a GP be needed.  Most of the residents are registered at this surgery, however, there are couple of residents that chose to keep their old GP.  The frailty team visits the Home every Wednesday.  The Home does have difficulties with dental services.  However, some residents do have their own dentist.  Eye Care opticians take care of the optical needs of the residents.  Glasses are etched for identification purposes.  Staff at Elizabeth Care Home do use the red bag scheme and explained that they use them to transport the hospital passports.  
Are there any providers who are particularly helpful?  If so, who?  What is it that you find particularly helpful?
The diabetes team, frailty team, district nurses and the local authority are all really helpful.
Are there any providers you would like to receive support from?  How is it they could improve their service offer?

The manager explained she is trying to establish links with the local church.  There is currently one resident who is religious and a member of staff takes her to church.  The Home would really appreciate forging links with a dental service.  
Additional Comments
Healthwatch felt that tremendous efforts have been undertaken to rectify issues Elizabeth Court faced regarding the CQC report.  The report gave the staff determination to bring the Home up to a good standard and they are definitely on their way to achieving this.  Healthwatch would also like to thank the staff for their hospitality.  The manager, who is also the clinical lead, was not available to spend time with the visiting team, as they were having a Medicines Management inspection at the very same time as our visit. The visiting team chatted with a couple of residents, who were in great spirits and told us they liked living in the Home and had no complaints!
Recommendations:
· To reserve a number of disabled parking spaces, to assist those with mobility issues. 
· To make the entrance and exit clearer, it can be difficult to see the one way system especially for visitors that have not visited the Home before.
· The outside window frames are quite old and some possibly need replacement in the near future.
· Include pictures on the menu of the meal that will be served, assisting residents that have issues reading.
· Be aware of furniture that is non-wipeable.  Chairs that cannot be sanitised could cause infection control issues.
· Consider adding memorabilia to the corridor walls.  This could promote memory and conversation with residents with dementia.
· Consider a staff identification board with photographs, name and job title, to assist families identify staff.

(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.
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Response from Provider





Healthwatch emailed the draft report to Elizabeth Court for their perusal and response on three occasions.  Unfortunately, we have had no reply.  Therefore, the final report has not had been commented on by the Home.





Healthwatch wish Elizabeth Court and it’s staff all the best for the future.
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