
 



 

 





 

 

 

                                            

 

1 http://www.cqc.org.uk/news/releases/most-services-meet-Mum-Test-but-still-too-much-poor-care-finds-

CQC  



                                            

 

2 18 January 2016 to 11 April 2017 



 



 

 

 

                                            

 

3 Healthwatch Liverpool Enter and View Report, Rockfield House, 02/02/2016 

http://www.healthwatchliverpool.co.uk/


The importance of feedback

Next steps

 

 

 

 

 

  



                                            

 

4 http://www.cqc.org.uk/what-we-do/services-we-regulate/care-homes  
5 http://enrich.nihr.ac.uk/page/understanding-care-homes  
6https://www.ons.gov.uk/peoplepopulationandcommunity/birthsdeathsandmarriages/ageing/articles/changes

intheolderresidentcarehomepopulationbetween2001and2011/2014-08-01  
7 https://www.gov.uk/government/news/cma-outlines-emerging-concerns-in-care-homes-market  

http://www.cqc.org.uk/what-we-do/services-we-regulate/care-homes
http://enrich.nihr.ac.uk/page/understanding-care-homes
https://www.ons.gov.uk/peoplepopulationandcommunity/birthsdeathsandmarriages/ageing/articles/changesintheolderresidentcarehomepopulationbetween2001and2011/2014-08-01
https://www.ons.gov.uk/peoplepopulationandcommunity/birthsdeathsandmarriages/ageing/articles/changesintheolderresidentcarehomepopulationbetween2001and2011/2014-08-01
https://www.gov.uk/government/news/cma-outlines-emerging-concerns-in-care-homes-market


 

 

 

 

                                            

 

8 https://www.nmds-sc-online.org.uk/Get.aspx?id=980099  
9 https://www.nao.org.uk/work-in-progress/adult-social-care-workforce/ 

 

https://www.nmds-sc-online.org.uk/Get.aspx?id=980099
https://www.nmds-sc-online.org.uk/Get.aspx?id=980099
https://www.nao.org.uk/work-in-progress/adult-social-care-workforce/


 

 

 

 

https://www.england.nhs.uk/stps/
https://www.england.nhs.uk/publication/nhs-five-year-forward-view/
https://www.england.nhs.uk/publication/nhs-five-year-forward-view/
https://www.england.nhs.uk/wp-content/uploads/2016/09/ehch-framework-v2.pdf
https://www.england.nhs.uk/2017/06/nhs-moves-to-end-fractured-care-system/
https://www.kingsfund.org.uk/topics/integrated-care/accountable-care-organisations-explained
http://www.cqc.org.uk/news/stories/cqc-conduct-12-local-system-reviews-health-social-care


 

 

 

 

 

 

 

 

 

 

                                            

 

10http://www.healthwatchcamden.co.uk/sites/default/files/independent_age_healthwatch_evaluation_repo

rt_-_published_002.pdf 

https://www.independentage.org/
http://www.healthwatchcamden.co.uk/


  

                                            

 

11 CRM record from Healthwatch Rochdale, 06/09/2016 
12 Healthwatch Hertfordshire, Stanborough Lodge Care Home. Enter and View Report, 15/09/2016 
13 Healthwatch Wolverhampton, Eversleigh Care Centre - Enter and View, 26/11/2016 

 

http://healthwatchrochdale.org.uk/
https://www.healthwatchhertfordshire.co.uk/
http://www.healthwatchwolverhampton.co.uk/


 

 

 

 

 

 

                                            

 

14 Healthwatch South Gloucestershire, Revisit to Little Croft, 16/01/2017 
15 Healthwatch Wolverhampton, Eversleigh Care Centre - Enter and View, 26/11/2016 

http://healthwatchsouthglos.co.uk/
http://www.healthwatchwolverhampton.co.uk/


                                            

 

16 Healthwatch Richmond, Enter and View to Laurel Dene, 17/08/2016 

http://www.healthwatchrichmond.co.uk/sites/default/files/laurel_dene_final_enter_view_visit_report_13th

_october_2016_0.pdf  
17 Healthwatch East Riding of Yorkshire, Lavender House Enter and View visit report, 04/03/2016 
18 Healthwatch Cambridgeshire, Fitzwilliam House Enter and View, 04/06/2016 
19 Healthwatch South Gloucestershire, Fairview Court Care Home. Enter and View Report, 08/02/2017 

http://www.healthwatchrichmond.co.uk/
http://www.healthwatch.co.uk/news/healthwatch-launches-drive-improve-social-care-complaints-handling
http://www.healthwatch.co.uk/sites/healthwatch.co.uk/files/access_to_nhs_dental_services_-_what_people_told_local_healthwatch.pdf
http://www.healthwatcheastridingofyorkshire.co.uk/
http://www.healthwatchcambridgeshire.co.uk/
http://www.healthwatchsouthglos.co.uk/
http://www.healthwatchrichmond.co.uk/sites/default/files/laurel_dene_final_enter_view_visit_report_13th_october_2016_0.pdf
http://www.healthwatchrichmond.co.uk/sites/default/files/laurel_dene_final_enter_view_visit_report_13th_october_2016_0.pdf


  

                                            

 

20 Healthwatch St Helens, Colliers Croft Care Home, 15/02/2017 
21 Healthwatch Sheffield, Alpine Lodge Enter and View Report, 30/03/2017 (impact noted in Robyn’s impact 

spreadsheet) 
22 Healthwatch Kirklees, Ashmeadows Enter and View report, 26/01/2016 
23 Healthwatch North Yorkshire, Boroughbridge Manor and Lodge. Enter and View Report, 21/02/2017 
24 Healthwatch Sandwell, Poplars Nursing Home enter and view report, 16/04/2016 
25 Healthwatch Richmond upon Thames, Laurel Dene Care Home, Enter and View Report, 13/10/2016 
26 Healthwatch Cheshire West and Chester, Oak Grange Enter and View Visit, 14/03/2017 

http://www.healthwatchsthelens.co.uk/
http://www.healthwatchsheffield.co.uk/
https://healthwatchkirklees.co.uk/
https://www.healthwatchnorthyorkshire.co.uk/
http://www.healthwatchsandwell.co.uk/
http://www.healthwatchcwac.org.uk/


                                            

 

27 ‘The Deprivation of Liberty Safeguards is the procedure prescribed in law when it is necessary to deprive of 

their liberty a resident or patient who lacks capacity to consent to their care and treatment in order to keep 

them safe from harm.’ http://www.scie.org.uk/publications/ataglance/ataglance43.asp  
28 Healthwatch Barnet, 07/03/2017 
29 Healthwatch Torbay, Ashbourne Care home enter and view, 15/01/2017 
30 Healthwatch Telford & Wrekin, St George's Park Nursing Home Enter and View Report , 12/10/2016 
31 NICE Guidance - Older people in care homes 18/02/2015 - nice.org.uk/guidance/lgb25   

http://www.healthwatchbarnet.co.uk/
http://healthwatchtorbay.org.uk/
http://www.healthwatchtelfordandwrekin.co.uk/
https://www.google.co.uk/url?sa=t&rct=j&q=&esrc=s&source=web&cd=3&ved=0ahUKEwii3aTGzqHVAhUBfRoKHV0_CTMQFgg5MAI&url=https%3A%2F%2Fwww.nice.org.uk%2Fguidance%2Flgb25%2Fresources%2Folder-people-in-care-homes-pdf-60521208572869&usg=AFQjCNG8GjR5jLpajOPcjivalOQ2L3qkRQ
http://www.scie.org.uk/publications/ataglance/ataglance43.asp


                                            

 

32 Healthwatch Warrington, Burton House. Enter and View Report, 15/02/2017 
33 Healthwatch Staffordshire, Hawksyard Priory Nursing  Home, 20/03/2017 
34 Healthwatch Wirral, Enter and View Hilbre House, 05/07/2016 
35 Healthwatch Buckinghamshire, White Plains Care Home Dignity in Care Enter and View, 23/06/2016 
36 Healthwatch Sandwell, Alphonsus House. Enter and View Report, 25/01/2017 
37 Healthwatch Cheshire West and Chester, Oak Grange, 14/03/2017 
38 Healthwatch North East Lincolnshire, Sussex House Care Home. Enter and View Report, 26/01/2017 
39 Healthwatch South Tyneside, Enter and View - The Meadows Boldon Colliery, 08/02/2017 
40 Healthwatch Cheshire West and Chester, Florence Grogan House Enter and View, 31/03/2016 

http://www.healthwatchwarrington.co.uk/
http://www.healthwatchwarrington.co.uk/
http://healthwatchstaffordshire.co.uk/
http://healthwatchwirral.co.uk/
https://www.healthwatchbucks.co.uk/
http://www.healthwatchsandwell.co.uk/
http://www.healthwatchnortheastlincolnshire.co.uk/
http://www.healthwatchsouthtyneside.co.uk/


                                            

 

41 Healthwatch Lancashire,  Willowbank Rest Home Enter and View Report, 15/01/2016 
42 Healthwatch Wolverhampton, Enter and View Bentley Court Care Home, 05/12/2016 
43 Healthwatch Cheshire West and Chester, Hartford Hey Enter and View report , 10/02/2016 
44 Healthwatch South Tyneside, Stapleton House Care Home - Jarrow. Enter and View Report, 11/01/2017 
45 Healthwatch Buckinghamshire, Dignity in Care Enter and View visit to Buckingham Road, 25/01/2016 
46 Healthwatch Lancashire, Turfcote Care Home with Nursing Enter and View, 11/02/2016 

http://healthwatchlancashire.co.uk/
http://www.healthwatchwolverhampton.co.uk/


                                            

 

47 Healthwatch Richmond upon Thames, Enter and View Visit Report: Homemead, 02/03/2017 
48 Healthwatch Suffolk, Highfield Care Home Enter and View Report, 03/02/2017 
49 Healthwatch Cambridgeshire, Fitzwilliam House Enter and View, 04/06/2016 
50 Healthwatch Warrington, Best practice EV Heath Lodge, 08/12/2016 
51 Healthwatch Tower Hamlets, Donny Brook - Enter and View Report, 16/08/2016 
52 Healthwatch Wiltshire, Bassett House Care Home, 07/07/2016 

https://www.alzheimers.org.uk/info/20033/publications_and_factsheets/680/this_is_me
http://www.healthwatchsuffolk.co.uk/
https://www.healthwatchtowerhamlets.co.uk/
https://www.healthwatchwiltshire.co.uk/


 

 

 

 

 

                                            

 

53 Healthwatch Worcestershire, St Martin's Care Home Enter and View, 08/01/2016 
54 Healthwatch Surrey, Wey Valley House EV, 01/12/2016 



 

 

 

 

 

 

 



 

 





http://www.healthwatch.co.uk/news/healthwatch-launches-drive-improve-social-care-complaints-handling
http://www.carehomeopenday.org.uk/
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	Healthwatch is the independent champion for people who use health and social care services. We exist to ensure that people are at the heart of care.
	Healthwatch Enter and View Visits

	Foreword
	According to the Care Quality Commission (CQC), four out of five care homes and home care agencies in England provide good quality care.
	Yet it’s also clear the care sector as a whole is in a fragile state.

	Overview
	Between January 2016 and April 2017  the Healthwatch network visited 197 care homes. These homes collectively provide care for almost 3,500 residents ranging from elderly people with dementia to those with severe learning disabilities.
	We want this evidence review to help raise standards by promoting good practice and showing how acting on feedback can help homes provide consistently good care.   Why do Healthwatch visit care homes?
	What does good care look like?
	A care home is still a home

	Understanding the issues
	There are 16,354 care homes registered with the CQC in England. As we can only visit a limited number of these every year, it’s important we make the best use of the intelligence our visits give us to find out where care is being delivered well and ho...
	It is also worth noting that social care has risen to second place in the list of priority areas for the Healthwatch network for 2017. The priorities of each local Healthwatch are driven by the issues raised with them by their communities. This sugges...
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	More care homes need to seek out and respond to feedback
	Complaints as a source of feedback
	Variation in access to health services

	Dementia-friendly décor is important
	Care homes need enough staff with the right training
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	Healthwatch Bucks was commissioned by its local council to find out whether residents in care homes were being treated with dignity. A team of independent volunteers visited 24 care homes and spoke to 275 residents, staff and visitors over an 11 month...
	In most cases there were examples of excellent care, but Healthwatch Bucks also visited care homes where the service was poor. For example, in one care home residents felt they had no privacy as staff would knock and enter bedrooms without waiting for...
	Following the visits, many care homes listened to the feedback and made changes that were inexpensive but had a significant impact on the lives of their residents. For example, a number of homes introduced pictorial menus to help those who could not r...
	Healthwatch Bucks also brought together staff from 18 different care homes for an event. Staff shared their ideas of how small adjustments could improve care, and nine in ten said they would make changes when they returned to work.
	Case Study – Healthwatch Derbyshire
	At the request of their local council, Healthwatch Derbyshire visited 26 care homes (roughly 15% of the homes located across the county), and spoke to 216 people to independently assess the quality of care provided in the area. Residents and relatives...
	Over the year, Healthwatch Derbyshire published three summary reports which generated recommendations that underpinned subsequent improvements. Following the reports, the Council confirmed that they would carry out the following:


	What happens next?
	We have identified two lessons that care homes can focus on to help improve residents’ experiences.
	We recognise that many care homes will already be delivering much of what is outlined below. However, from our visits to care homes, there is always more that could be done to ensure residents are receiving the best possible care.  Treat residents as ...
	Seek feedback, act on it, and be open
	NHS Digital and a number of other organisations collect a raft of useful information about health care services routinely.
	However, comprehensive information about the social care sector is harder to come by.
	There are a number of areas that we would like to see explored further by those responsible for commissioning services and assessing quality of care:
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