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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: Dawson Lodge Care Home, Oakley, Botley Road, Soton, SO30 3RS  

Service provider: Anchor 

Date and time: Wednesday 27 November 2019, 11.30 am 

Authorised representatives: 

 

Kate Knowlton – Healthwatch Hampshire 

Hannah Reilly – Healthwatch Ambassadors 

 
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 Dawson Lodge Care Home 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 time 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 

The property is a purpose-built home over 2 levels. There are 2 lifts and stair access for 

residents. Dawson Lodge provides residential care for older people with physical disabilities, early 

onset dementia, and mental health needs. 

The resident’s rooms are large and are referred to as flats as they contain en-suite toilet and 

shower rooms, and a kitchenette. Each room has a telephone and TV point for connections to 

digital and satellite tv. Residents are encouraged to bring personal items and furniture from home 

and have the option of having their room decorated to their 

own taste.  

Each room is fitted with a 24-hour call system which sounds 

in the corridors. The sound is audible to staff, but not of a 

level that would cause annoyance to the residents.  

All areas are clean and fresh smelling, and the hallways, and 

all communal rooms are decorated to a high standard giving 

a further ‘light and airy’ feel. The hallway is carpeted and 

has appropriate handrails. There are additional well-

equipped bathrooms with accessible bathing facilities, 

including a jacuzzi. All were very clean, and walls had been 

decorated to give the rooms a less clinical feel. 
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The hallways have large murals as focus points eg a large picture of a football pitch, and a 

wallpaper of different dogs to focus on residents’ interests.  To aid residents finding their way, 

corridors are also named with residents’ themes – such as Travellers Way, with a wallpaper of 

stamps for a resident who enjoyed world travel.  

Each resident can choose the colour of their door to help them remember their room, and ‘door 

wrap’ stickers are used to make them look like a front door. Outside each room is a memory box, 

and personal pictures.  

Along the hallway are residents’ pictures they have made during 

arts and crafts activities, and there are also a number of sensory 

boards to engage residents. 

Communal areas include a hair salon, a sensory room and a large 

open plan dining room and activity room. There is also a small 

shop that sells snacks and toiletries etc. 

Any ‘dead ends’ have been turned into quiet seating areas. 

The manager has converted a staff training room into a pub for 

residents to access. Regular activities including board games, 

dominoes, quizzes and ‘safe’ darts take place here. 

 

 
 

Outdoor Space 

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

gazebo. The doorway to the garden has a sensor alarm which alerts staff to any resident going 

outside on their own. 

Residents have a gardening club and have input into the garden when the weather allows. 
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Activities 

The manager stated the home places high importance on activities, which include practical, 

meaningful activities that residents can get involved with if they would like too. Many residents 

enjoy prepping the vegetables for lunch with staff, and this activity is timetabled daily.  

Another resident enjoys sweeping, and another cleaning, so they all help clear away after 

mealtimes, if they wish to. Some residents choose to do their own washing in the large laundry 

room, with assistance from the staff where required. 

Regular organised activities happen morning and afternoon and include visits from pupils at a 

local school. Residents also visit the school and take part in assemblies. ‘Dinky dancers’ pre-

school visits with interactive dance sessions, there are 

‘oomph’ exercise sessions, arts and crafts, weekly pamper 

sessions in the salon, music and movies sessions, traditional 

board games, reminiscence sessions, and group ipad quiz 

games.  

A hairdresser visits weekly. The home also organises visits 

from the local PAT dog, and residents’ visitors are allowed 

to bring friendly dogs into the home. 

When we arrived for our visit the manager, staff and 

residents were decorating two large Christmas trees 

together. Residents recently packed boxes of items to be 

issued to the local food bank. Other community engagement 

involves residents helping to bake cakes to be delivered to 

the local Police, with a thanks for everything they do. 

Celebrating ‘silver Sunday’ older, isolated people in the community were invited to have lunch 

with the residents. 

A DIY club runs regularly, and residents make practical items such as bird boxes, garden planters 

and furniture. 

Residents are encouraged to use iPad to take part in team quizzes, and also as a tool to be able 

to communicate with family by skype. 

The home has access to a minibus and the residents can access trips to the community, such as 

visits to garden centres, shopping and the local pub. Other trips include visits to a Sea Life centre 

and the beach. 

 

 

I do really enjoy it when we go out, but we don’t do it very often as 

we need lots of carers for our group. I would like to go out more 

I really enjoy our trips to the seaside in the summer 
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The home uses social media (facebook, twitter) as a way to network, and successfully engage 

with people and organisations within the local community.  

 
 
Hydration & Nutrition 

Fresh food is prepared daily by the cook. The kitchen is adjacent to the dining area and is modern, 

clean, and very well managed.  

Breakfast time is very flexible to suit the individual choices of when residents like to get up in the 

mornings. Lunch is generally served at 

midday, and supper is served at 5. 

Residents can choose to eat in their 

rooms, or in the dining area. 

At lunchtime residents have 2 main 

choices, and an alternative is available 

on request. Supper also has a variety of 

choices. All residents spoke very 

positively about the food. 

 

 

 

We have menus, just like a restaurant, tablecloths and napkins, I enjoy 

having meals here with my friends  

The food is lovely; we are very spoilt! 

If there was nothing, I liked I can ask for something else, but I never 

have too as the food is so good 

 

Drinks and snacks are available throughout the day, and there is a hydration station in the dining 

room/lounge area. 

 
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 

The local optician visits every 6 months, and many residents are also able to access the local branch. 

The chiropodist, and physiotherapist also visit regularly. 
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Residents and Families meetings 

Residents and family’s meetings take place regularly and are central to the joined-up approach of 

the home. 

Suggestions made by residents, and families are recorded in reception, as is the action that has 

been taken e.g. – 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 

“Can we have more fish if we are 
going to have a bigger fish 

tank?” 
 

“Our new fish tank has just 
arrived, so we will be looking at 
getting some more fish as soon 

as possible.” 

 

“Can the staff room door be 
closed quietly?” 

 

“We apologise for this and have 
put up signage to ensure the 

staff close the door quietly and 
for staff to be vigilant.” 

 

“If possible, can we have a swing 
put in the garden?” 

 

“We will have discussions with 
the team about getting a swing 
and will look into it and let you 

know.” 
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Staff 

The manager advised that there is a low staff turnover, and the majority of the team have 

worked at the home for a number of years. 

7-hour shift patterns operate to allow staff to have a good work/life balance, and this is 

something the staff have feedback positively about. Timings are 7am-2pm followed by 2pm to 

9pm when the night staff take over.  

The manager feels that the whole team are supported very well by the provider, Anchor, who 

own a large number of care homes across the country. There is a good staff benefits policy which 

helps with staff retention. A monthly ‘colleague awards’ is organised for staff, with the winners 

given vouchers.  

All staff undergo extensive training and are required to complete NVQ qualifications, and a range 

of in-house courses which exceed statutory requirements. New starters have a thorough induction 

and shadow a ‘buddy’ initially to ensure their work is up the required standards. Recently a 

number of staff including the manager went for a days training on ‘end of life care’ that was 

being hosted by the local co-op funeral directors. 

Regular supervisions, staff meetings, and annual 

appraisals are held, and communication between the 

staff and manager seemed very good. Staff also have a 

mentoring process where another member of staff will 

observe them carrying out their duties and provide 

constructive feedback to help them improve. There is a 

focus on continued improvement in the home. 

A display in the reception area shows the team ethic of 

‘Dynamic Dawson’ 

An ethos of continued improvement is supported by a 

board in reception which states the homes next steps to 

improve upon food & nutrition, wellness, environment & 

culture and care practice. Topics are updated regularly as they are completed. 
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We asked staff what they felt made the home ‘Outstanding’? 

 

 
 
 
 
 

Residents comments 

 We asked residents if they thought Dawson Lodge was an ‘outstanding’ place to live 

 

 

 

 

 

 

 

 

 

 

 

“There is a homely 

atmosphere here which I 

like.  All our ideas are 

listened too which is 

important.” 

 

“The staff are very 

friendly, and nothing is 

too much trouble.”  

 

“I would say it is very 

good indeed.” 

“We have a lot of fun 

here.” 

“We have a very close team, it’s a great place to work” 

 

“The majority of staff have been here for years, so we are like a big family” 

 

“The manager is hands on and very supportive” 

 

“The manager listens to us and takes our ideas on board” 

 

“Everything we do is for the residents, and that’s what matters to us” 

 

“I remember one of our team left, only to come back shortly afterwards” 
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“My room is really big, and I have everything I need. The food is very 

good and the is always something to do” 

“My daughter can come and visit whenever she likes. Sometimes she 

takes me out, or other times we have a meal together here which is 

nice” 

 

 

What contributes towards making Dawson Lodge outstanding? 

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

Well trained, dedicated staff that have access to an extensive training programme, and a good 

employee’s benefits package from the provider. 

Incentives that encourage staff retention such as employee of the month schemes. 

Shifts that do not exceed 7 hours to ensure staff have a good work/life balance. 

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

creating a positive environment for all. Their questions being displayed in reception, with 

responses/solutions. 

Management have created links with the local school and nursery which have created some very 

positive experiences for residents, and the community alike. 

A focus on general activities and meaningful activities to keep them stimulated and engaged. 

Extra thought has gone into making thing from residents’ doors, rooms, and the hallways as 

personal as possible, giving a homely feel. 

Additions such as a small shop for residents, a pub, a sensory room, and a salon. 

Evidencing ways the home seek to continually 

improve by displaying a board with current 

themes and targets in reception. 

Innovative ideas, such as personalised doors, 

and corridors. Butterflies are placed along the 

corridor with themes to encourage interaction. 
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Unit 12, Winnall Valley Road, Winchester, Hampshire, SO23 0LD 
Tel: 01962 440262 

 


