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What is an Enter and View visit? 

Healthwatch Hampshire has powers to carry out what we describe as ‘Enter and View’ visits.  This 

assists us in our role as independent local champions for patients’ rights regarding health and 

social care services.  These visits are carried out by small teams of trained members of 

Healthwatch Hampshire staff and volunteers who observe health and social care services at work, 

for example a GP practice, care home, or hospital.   

During an Enter and View, we talk to people who use the service, whether patients or residents, 

and their relatives where appropriate.  We also speak to staff to find out where they think the 

service is working well, and where it could be improved.  Observations and feedback from the 

visit are then collated in a report, which is sent to the provider of the service, as well as 

regulators such as the Care Quality Commission (CQC), the local authority and NHS Commissioners 

when appropriate. 

If there are recommendations in the report, the service provider is asked for a response, which 

we later publish online alongside the Enter and View report. 

Details of the Enter and View visit 

This was an announced visit, organised in advance with the Care Home Manager.  

Healthwatch Hampshire would like to thank the service provider, residents, visitors and staff for 

their contribution to the Enter & View Programme.  

Service address: Badgers Holt, Butts Ash Lane, Hythe, New Forest, SO45 3QY  

Service provider: Proprietor – Mrs T Rayner 

Date and time: Wednesday 4th December 2019, 11.30am 

Authorised representatives: 

 

Kate Knowlton – Healthwatch Hampshire  

John Perry and Pat Haste – Healthwatch Authorised Representatives 

 
Please note that this report relates to findings observed on the specific date set out above. Our 

report is not a representative portrayal of the experiences of all service users and staff, only an 

account of what was observed and contributed at the time of the visit. 

Safeguarding  

Healthwatch Enter and Views are not intended to specifically identify safeguarding issues. 

However, if safeguarding concerns arise during a visit, they are reported in accordance with 

Healthwatch Hampshire safeguarding policies. If at any time an authorised representative 

observes anything that they feel uncomfortable about they will inform 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 where they are protected by legislation if they 

raise a concern. 
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Why did we carry out this visit? 

Hampshire County Council have commissioned Healthwatch Hampshire to visit 20 Care Homes in 

Hampshire that have been rated outstanding by CQC. We have been tasked with seeking feedback 

from residents, staff and visitors to collate views on what makes a Home ‘outstanding’.  A final 

summary of the information gathered will be collated and used as a Best Practice evidence to share 

with others. 

Visit to Badgers Holt and purpose of the visit 

• To seek the views of residents relating to life at the Care Home. 

• To enquire about how residents and relatives’ feedback into the running of the home. 

• To capture what residents, staff and visitors feel makes the home ‘Outstanding’. 

 

The date and tie of our visit was pre-arranged with the manager, who was able to show us round 

the home. We were able to speak residents and staff with an emphasis on their daily life in home. 

We observed staff interacting with residents and recorded our observations  

 

What we saw 
Physical environment 

Badgers Holt is a family run residential care home for the elderly that can accommodate 25 

residents in 21 private rooms, and 2 twin bedded rooms. There is a waiting list to live at Badgers 

Holt. The rooms are of a good size and all contain a wash basin. 2 of the rooms are en-suite and 

there are accessible toilets and shower/bathrooms close by. There is a walk-in bath as staff feel 

this is more dignified for residents than using a hoist and standard bath.  

All rooms are decorated to a high standard and particular care has been taken to give the home, 

and all rooms a homely, cosy feel. All residents have furniture and personal items from their 

original residence. 

Doors to the rooms display the name of the resident, the door number, and also the name of the 

key worker. The home has found this is sufficient for 

the residents to find their way to their rooms. Visual 

signs are displayed for the toilets, bathrooms, and 

dining room. 

The home has 3 communal lounges and a large 

dining room area that leads out onto the garden.  

Hallways are carpeted and have appropriate 

handrails. 
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Lounges feature a fish tank, a piano, a working 

gramophone. There are 2 main lounges, and a third, 

smaller, quieter lounge. All feature flame effect fires and 

have an informal, family feel. 

The large, open plan dining area is set out in a café style, 

and at the time of our visit all residents were eating lunch 

together which is something they enjoy.  

The kitchen is adjacent to the dining area, and all surfaces 

were neat, and clean. All food is cooked fresh, in house. 

Freezers were well stocked, and the kitchen was organised 

and well managed. 

 

Outdoor Space 

There is a large, secure outdoor area with flat pathways, border planting, seating areas and 

gazebos. Raised beds have been created for residents who enjoy gardening.  

When the weather allows activities take place in the garden area.  

 

There is a small fishpond, and staff are currently 

creating a pet’s corner for the residents who 

have requested a rabbit.  

 

Residence also help to look after an injured 

hedgehog which is unable to go back into the 

wild, which they very much enjoy. 

 

 

 

 

Activities 

The home focusses the activity schedule around the wishes of the residence. This method has less 

of a planned/set timetable but focusses more on the resident’s choices of the day. An Activity 

Lead visits 3 days a week and organises fun exercise sessions, group giant crossword games, arts 

and crafts, quiz sessions and reminiscence activities. The owner and manager believe in ensuring 

engaging activities are always available that are fun and stimulate the brain. 
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Generally, staff will support residents with what they would like to do throughout the day and 

will often prepare painting sessions, and group activity sessions on request of the residents.  

Residents fed back that they prefer things to be organised this way, as it is less regimented. Much 

emphasis is put on one to one activity time, reading to a resident, pamper sessions, a game of 

draughts, or a jigsaw. Gardening and cooking are popular activities are very flexible and resident 

led. 

Staff organise informal activities in the evening for residents who want to be involved. This could 

be a game of cards, or a board game, and gives 

more choice than many homes whose activities 

usually finish in the afternoon.  

One resident enjoys playing the piano in the 

lounge, and an entertainer provides regular 

interactive music sessions.  

Days out include trips to the local beach, garden 

centres and Beaulieu Motor Museum. Some 

residents enjoy going the British Legion lunch club 

every week. 

 

 

Much emphasis is put on community engagement –  

• The local Brownies visit and work towards completing their Badges with the residents. The 

day before our visit 30 Brownies had visited and made cakes for residents. 

• Children from the local infant school visit to chat and read to residence. They also enjoy 

arts and crafts activities together. 

• Students from Brockenhurst College are able to undertake work experience at the home.  

• Every year, the home welcome young people from NCS (National Citizens Service) which is 

a voluntary scheme for 15 to 17 year olds, who get involved in activities with residents. 

• Students from the local Special School visit regularly. 

 

Hydration & Nutrition 

The residents we spoke too all fed back about the quality, and choices of food. At lunchtime 

there are 2 main choices which feature on a blackboard, and show plates are provided for anyone 

that needs assistance in making a choice.  

The kitchen team know the residents well and have a list of their likes and dislikes. Alternatives 

are readily available and food choices are very much catered for the individual. 

The kitchen is staffed 24 hours a day, so in addition to set meals residents can choose to have 

additional food/snacks whenever they like.  
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The owner considers that an ‘outstanding’ menu is a priority. The chef prepares homemade 

quiches, custard and cakes etc. She bakes speciality cakes for birthdays and special occasions for 

the residents.  

 

 

 

 

 

 

Drinks are served throughout the day and are always available. Hydration is a priority and is 

monitored regularly with a target minimum intake per day. 

 

  

“We have so much choice. I enjoy our mealtimes 

together, it’s a very social occasion” 

 

Access to Health Services 

The Home has a close relationship with the local GP surgery that carries out regular visits to the 

home. The majority of residents are registered at the local surgery. 

 

 

“Our GPs know every resident by their first name” 

 

 

A chiropodist visits every 6 weeks, and the District Nurse, and Community Nurse are in close 

contact.  

These close links enable residents to be treated at the home, instead of being sent to hospital, 

wherever possible.   

The manager emphasised the importance of the quality of palliative care they give. Relatives are 

able to stay over at the home and be with their loved ones at this time which staff feel is extremely 

important, and preferable to the resident being in hospital. 

 

 

“The food is the best” 

 

 

“The food is of a very high 
standard” 
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Staff 

There is a very low staff turnover, and the team have worked at the home for a number of years.  

Flexible shift patterns have been designed to allow staff to have a good work/life balance, and 

this is something that all staff have fed back positively about. 

Staff undergo regular training which is often delivered by the local College. Staff are always ‘off 

rota’ on training days and will generally be away from the home to focus on the learning. Staff 

have regular supervisions and annual appraisals, and communication between staff and the 

manager was very good. 

At the time of our visit a student was carrying out work experience from Brockenhurst College. 

She fed back that the staff have been very supportive and that she was learning a lot from the 

experience. 

The owner fed back that the advantage of being a family run business is that they have no 

restrictions on decision making, and this enables them to focus on the individual residents and 

their needs. 

We asked staff what they felt made the Home Outstanding 
 

 

 

 

 

 

“Every individual resident is a person, and we strive for them to be as independent 

as they can be” 

 

“We are very well looked after here. We are valued and included which makes a 

huge difference” 

 

“Nobody leaves as it’s such a good place to work” 

 

“The difference with here and other homes is that the manager and owner are so 

involved, and they are passionate about providing excellent care. This gives me 

pride in my work” 

 

“We did have a member of staff leave to work in a home more local to them, but 

they came back after 3 days!” 

  

“We treat the residents like our own parents” 
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Relatives feedback 

 

“My mum used to live with me until I could no longer manage her needs. I 

needed to find somewhere that would give her as good care as I did. We 

tried one home initially and mum didn’t settle at all. She just sat in the 

chair all day and was not interested in anything. Within days of her 

coming here I got my mum back. She was alert, engaged, and her appetite 

improved. It was just amazing. I can’t thank the staff enough” 

 

We asked residents if they thought Badgers Holt was an ‘outstanding’ place to 

live 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

“I did look at other 

homes, but this one stood 

out. When I met the 

manager and the owner, I 

knew this was the right 

place for me. They put 

their hearts into 

everything” 

 

“I’ve only been here for 

4 days, but it already 

feels like home. There is 

a wonderful atmosphere 

here that I can’t put into 

words. The staff are kind  

 

“My room is lovely, 

very comfortable and 

I have everything I 

need and lots of 

friends here” 

 

“The staff make time for us, and 
listen to us which is very 

important” 

 

 

“There is always something 
going on. I never get bored! We 

are like family” 

 

 

“We have so much fun here” 

 

“I suffer from anxiety, but 
thanks to their good care, I feel 

safe and relaxed here” 

 

 

and caring and 

interested in what 

we have to say” 
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Owners Feedback 

Mrs Raynor has been the owner of the home for over 30 years and plays a very hands on approach 

to its running, providing direction, and overseeing all aspects of the running of the home. Our 

volunteers all fed back that her leadership, and dedication were exceptional. 

 

 

“I am passionate about improving the lives of people living with 

dementia. People don’t realise, but their long-term memory is very 

sharp” 

 

Mrs Raynor has been an advocate for good care throughout her career, and in 2018 the team were 

awarded the Blue Rose of Hampshire by the Hampshire Care Awards. She is an ambassador for the 

importance of good dementia care and advocates this at every opportunity. 

 

 

“Achieving good care is all about having amazing staff that never leave. I 

pay them a good salary, ensure they have flexible working hours, and 

welcome their families into activities in the home” 

 

 

The owner has an ethos of creating an environment where staff enjoy working, and it is clear that 

staff have worked there for many years, and their whole family are included, and feel a part of 

the home which provides an excellent family feel. Staffs children attend parties and events with 

the residents which have huge benefits for all involved. 

Agency staff have never been used, as consistency of care is a priority, as is knowing each 

individuals likes and dislikes. Retaining experiences staff is a priority for the owner and she 

believes in paying them ‘top rate’ for their skills. We noted that weekly fees for the home were 

considerably less in comparison to others. 

On the day of our visit all residents were out of their rooms for activities, general socialising and 

for mealtimes. It was noted that residents spend much less time in their rooms as they enjoy the 

social aspect of the home.  

Staff were also dedicated to ensuring everyone with dementia is included in everything. 
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Feedback from our volunteers 

 

 

“We cannot put into words what we felt about Badgers Holt. We both 

agreed that we have never, in all of our experience of volunteering for 

the health service, been in such a place as this one. It has to be the best” 

 

 

What contributes towards making Badgers Holt outstanding? 

• An enthusiastic, dedicated, hands on manager that models good practice to her staff.  

 

• A hands on, passionate, dedicated and enthusiastic owner who advocates the importance 

of good dementia care.  

 

• Well trained, dedicated staff that have access to an extensive training programme.  

 

• An ethos of providing family friendly shift patterns and including the staff’s families within 

events at the home.  

 

• The residents are encouraged to feed their opinions into every aspect of the running of the 

home, creating a positive environment for all.  

 

• Excellent links with the local community (such as Brownies, nursery, infant school and 

secondary school) which have created some very positive experiences for residents, and 

the community alike.  

 

• An understanding and focus on fun and meaningful activities to keep residents stimulated 

and engaged.   

 

• Excellent food choices, and food/snacks being available to residents whenever they want.  

 

• It was noted that no resident stayed in their room as there were keen to be involved in the 

social aspect of the home, including eating their meals together. 

 

 

 

 

 



Enter and View – Badgers Holt, December 2019 
 

12 | P a g e  

 

 

 

 

 

 

 

 

 

 

Unit 12, Winnall Valley Road, Winchester, Hampshire, SO23 0LD 
Tel: 01962 440262 

 


