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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: Gracewell of Camberley, Camberley, GU17 9HS  

Service provider: Gracewell Healthcare 

Date and time: Friday 4th October 2019, 11am 

Authorised representatives: 

 

Kate Knowlton – Healthwatch Hampshire and Sarah Marks 

Karen Vout and Chris Shaverin – 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 Gracewell of Camberley 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’. 

 

We emailed the provider a month ahead of our visit to let them know we would be attending at 

some point during the week commencing Monday 30 September.  

On arrival we held initial discussions with the manager and were given a tour of the communal 

living spaces, and the garden. We spoke to staff and were able to meet with residents.  

We observed staff interacting with residents and serving them lunch, and recorded our 

observations.  

 

 

 

 

 

Tables are set out in a formal style 

with tablecloths, napkins, fresh 

flowers and bottled water. The 

dining room is decorated to a high 

standard.  
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What we saw 
Physical environment 

Gracewell of Camberley is a new, purpose-built environment which has 91 rooms spread over 4 

floors, with each floor providing care for a specific need. Residential, dementia, and nursing care 

is provided.  

Rooms are of a good size and all have en-suite bathrooms, tv sockets, and a personal phone 

extension if a resident requires a direct line. Residents and their families are encouraged to bring 

their own personal items and furniture to the home. A risk assessment is carried out on the 

furniture to ensure residents safety. 

On every floor there are 2 fully accessible bath/shower rooms, a communal lounge, a dining 

room, and an enclosed terrace. 

Other communal areas include an activities room, a pub, and a hair and beauty salon. The 

terraces on the upper floor are enclosed, and some have specific themes such as a mini golf area. 

The entrance foyer provides a meeting place for residents and relatives and has tea/coffee 

making facilities, soft drinks, snacks and internet access. 

There is a large, enclosed, well-kept garden for residents to access. 

Each floor has a nurse’s station which displays residents’ rooms on a screen display. If a resident 

raises the alarm in their room, it will flash on the display unit. There is no loud call bell system.  

There are sensors on the floor by the beds of vulnerable residents to notify staff of a potential 

fall out of bed.  

Some of the emergency illuminated signs were flickering on one floor which could indicate an 

issue that requires further investigation. 

The buildings and contents are well maintained, and no adverse features were seen. 

Lounges 

Each floor has a lounge, and all these rooms have a homely/cosy 

feel to them with a variety of different chairs, access to a large 

television and a feature fireplace.  

The lounge on the dementia care floor has knitted cushions, 

teddies, and dolls for residents to interact with, and a variety of 

games. The windows in this room have a view of the garden.  

The lounge on the residential floor has a more formal feel, but is 

still homely, and set out in a café style with coffee tables. There 

are current magazines and papers for residents to access, and a 

variety of books for them to read are available. 
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Dining Room 

The dining rooms are set out in café style with a mixture of 

smaller, and larger tables in accordance with residence 

requests.  

 

Tables are set out in a formal style with tablecloths, 

napkins, fresh flowers and bottled water. The dining room 

is decorated to a high standard.  

 

Each dining room has a food/drink serving area where staff 

can provide a ‘show plate’ of food prior to residents 

making their choice of meal. 

 

The ground floor dining room has direct access to the 

enclosed garden. 

 

Hallway/Bathrooms 

Hallways are carpeted throughout the home, and the carpet is in good condition with no signs of 

spillages or stains. 

 

The main hallways are painted white and have wooden handrails 

on both sides.  Although there are some pictures on the wall the 

hallways are quite stark looking. On the dementia hallway there 

are a few painted murals to add some interest. 

 

Residents doors are all the same colour and display their name, 

and room number. Every resident has a memories box by the side 

of their room to help them identify the correct door. On the 

dementia floor, some rooms have additional signage with a 

laminate of a first name on a bright coloured background to 

provide further assistance.  

 

There was some signage directly outside the bathrooms and the 

dining rooms, but there was no directional signage along the hallways 

to assist with residents finding their way. One resident asked us the 

way to the dining room. 

 

There are 2 fully accessible bathrooms/washrooms on each floor which 

were clean and fully equipped. We did note that they had a clinical 

look and would benefit from features such as pictures etc to create a 

more homely feel.  
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Kitchen/Laundry 

The kitchen is clean, tidy, and well organised. Residents do not have open access to the main 

kitchen. 

Equipment is cleaned and tested with satisfactory contracts in place. Relevant staff are aware of 

the statutory procedures of reporting incidents, or hazardous chemicals use and storage. 

 

Outdoor Space 

There is a large, enclosed garden with wide, flat pathways for residents to follow. 

 

The garden has planted flower borders, shrubs and trees, and the lawns and garden are well kept.  

There are trellises, a number of wooden benches, and a patio seating area.  Residents on the ground 

floor have open access to the garden which does not have keypad access. 

 

The Manager has plans to create a shallow stream water feature for the residents to enjoy.  A 

suggestion to further improve the garden would be to create a sensory area for residents to interact 

with. 

 

Activities 

The home employs a full time head of activities and are also recruiting for an assistant. 

 

Every resident has a ‘life history’ file which is compiled with each individual and their families. 

The home tries to tailor activities to their interests. One resident with COPD wanted to watch a 

game of football. The home linked up with ‘Make A Wish’ and enabled him to attend a match 

with a carer and have access to a VIP box. 

 

On the dementia ward there are a number of ‘baby alive’ dolls which imitate the sounds of 

babies. Staff found that residents would walk slowly when 

holding the dolls, and this reduced the number of falls 

considerably. 

 

Regular activities are held in the on-site pub including karaoke, 

quiz sessions and card games, which are popular with 

residents.  

 

There are two cats who have access to one floor, and also a 

dog visits during the day and one activity session encourages 

residents to take a walk with the dog around the home. 

At the time of our visit their residents and family members 

were playing scrabble in the cat lounge, however, we did not 

see any other activities taking place. Residents families are actively encouraged to join in 

activities with relatives. 
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One resident is a seamstress and the home have set up a sewing room with her own equipment 

and she enjoys repairing residents’ clothes and taking part in various other sewing projects. 

 

The Weekly Sparkle is produced to provide topics of conversation for residents and has articles 

about current events and historical facts. There are copies in all the communal lounges and 

activity rooms.  

There is an interactive audio/visual games table that 

encourages residents to take part in team games. The manager 

is hoping to increase access to physical activity by having an 

adapted exercise bike utilising the projector screen, giving the 

feeling of cycling through streets. 

We were advised that one to one activity time is scheduled in 

for residents who are unable to leave their rooms. One lady 

particularly enjoys gardening but is too unwell to go outdoors 

so gardening activities such as potting were brought to her 

room. 

 

The home encourages volunteers from the community to enjoy activities with residents such as 

card games or reading to them. A very popular weekly activity is a visit from local school children 

who read to residents, and join in group activities such as art/crafts  

There is one morning activity session held which includes – ladies club, mother & toddler session, 

manicure, scrabble, coffee morning, seated Pilates, seated Zumba and a baking session. 

There is also one afternoon session held which includes – film afternoon, tea pot Tuesday, 

movement to music, interactive talks, 

musical performances and animal visits. 

The manager added a pub setting after 

receiving feedback from residents. Quiz 

nights and karaoke sessions are held here as 

well as other social activities.  

There is a Holy Communion session for 

residents who wish to take part. 

Trips out in the community are planned once 

a week and visits include the local aviation 

museum, garden centres, and shops. 

Residents fed back that they would like to go out more, but the minibus is small, and it can be 

difficult to arrange for a carer to go with them. 

We did note that there wasn’t a great variety of activities on offer in the morning session, which 

is generally when residents are most likely to access activities. On speaking to the Activities 

Coordinator, she is planning on reviewing the activities schedule when the new assistant is in 

place. 
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Hydration & Nutrition 

Food is prepared freshly every day by the chef. 

There are good choices of food and residents can request an 

alternative if they do not like the main choices.  

Menus are displayed outside of the dining room, and on tables 

and the staff will provide a ‘show plate’ of food to make 

choices easier. 

On the day of our visit our volunteers stayed for lunch and 

reported that the food was of a good standard. 

Staff have their meals with residents which helps to create the family atmosphere, and also 

provides time to talk to residents and gain feedback. 

The majority of residents were eating food in their rooms, rather 

than the dining rooms. 

Snack and drink stations are provided during the day with biscuits, 

crisps, fruit and drink. One resident does hoard the snacks, but 

staff are aware and supervise appropriately and staff fed back that 

they feel the snack stations are useful. 

 

 

Access to Health Services 

We had the opportunity to meet with the GP who visits twice a week with a colleague. She fed 

back that this works extremely well as they are familiar with the residents and their needs.  

The GP aims to see new residents within two days of their arrival to complete a review of their 

health and medication. 

We asked how the GP surgery were able to offer this service and we were advised that they have a 

separate contract with the home to provide this level of support. 

The chiropodist, community dentist, optician, and specialist hospice nurse all visit regularly. 

The manager has created good links to organisations such a Dementia Friends, the Alzheimer’s 

Society, Motor Neurone Association to ensure information is readily available to support residences 

as required. 

The manager has also built a good relationship with the Community Hospital, and if any resident 

needs to go to A & E, the manager will call ahead and staff at the hospital ensure the resident is 

taken straight through to be seen, knowing that residents with dementia could find it distressing to 

have to wait in an unfamiliar environment. 

A close working relationship has been established between the home and the local Hospice who 

visit weekly for attention to End of Life residents, along with visits from specialist nurses, 

physiotherapists and audiologists. 
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Residents Meetings 

Residents have regular input into the day to day running of the home. Feedback is sought on food, 

and meal choices during monthly residents’ meetings. 

Relatives and residents’ meetings are held quarterly where current topics are discussed and 

feedback is sought and acted upon. Residents feedback led to the creation of the pub and sewing 

room. 

Heads of departments have lunch with residents, which provides a good opportunity for them to 

gain further feedback in a relaxed environment. 

 

Staffing 

The home does not use agency staff, and shifts are either day, or night-time, and not a mixture of 

both. 

 

Regular training is scheduled into the rota and the staff training matrix has a score of 95% 

completed. Additional on-line training is also offered to staff.  

 

All staff also receive Dementia Friends training. 

 

We asked staff what they felt made the Home Outstanding 

 

 

 

 

 

“We have a philosophy that every day should be a good day for everyone, and that is 

what we strive for “ 

 

“Most of the staff have been here for many years. We all know each other well and 

work together well as a team” 

 

“We get lots of training and Management are very supportive. In other Homes it is a 

requirement to work nights which I don’t enjoy, but here we get the choice” 

 

“The residents are the focus of everything we do. This is their home” 
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We asked residents if they thought Gracewell of Camberley was an ‘outstanding’ 

place to live 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

“The use of technology here means that we have all information about residents in 

one place, and it’s a much better system than having to find paper files.” 

 

“It’s just like being part of a family” 

 

“Management are considerate of our work/life balance. I have to do the school run 

before I can start work, and the Manager organised it so that I could do a slightly later 

shift” 

 
 

“I like our singalongs and quiz 

sessions” 
 

 

“The food is lovely and if I don’t 

like what’s on the menu, they 

will cook me something else” 
 

“I like the pub the best as I’m 

too poorly to get out, but I can 

still go to the pub!” 
 

 

“I have lots of friends here and 

I’m very happy” 

 

 

“It feels just like home, I’m very 

happy here” 

 

 

“The staff are lovely and always 

helpful. There is always 

something to do” 
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Managers Feedback 

We asked the manager what she considers the essential contributors that make a home 

outstanding, and her main priority is to have sufficient, well trained staff. All staff are employed, 

and the home does not utilise agency staff. Rotas are prepared 4 weeks in advance and the 

manager feels it is important that the staff either work on days, or nights, and not a mixture of 

both. She allows staff as much flexibility as possible for choice of days to work as she believes 

happy staff with a good work/life balance make a positive working environment. 

 

New staff have a thorough induction process with regular supervisions and feedback sessions. Any 

issues are tackled straight away. She emphasised the importance of having the right staff with the 

right skills and attitudes.  

 

The manager feels it is very important to lead by example, and she is ‘hands on’ at all times and 

encourages good practice by modelling it herself, and heads of departments will walk the floors 

every morning and check in with every resident. She feels it is very important for residents, and 

staff that management are visible, and accessible.   

 

The use of technology to store in depth, and up to date information regarding the residence 

medication, food choices and interests is stressed as important, and enables everyone’s individual 

requirements to be met. Focus is very much on individuals and their needs. One gentleman is 

younger than other residents but has a condition that is deteriorating. The manager has linked 

him with the maintenance manager as he enjoys practical work, and this enables him to still 

access meaningful activities in a safe environment. 

 

Involving residents’ families in daily life at the home is encouraged and the manager and heads of 

departments ensure they have regular contact with the families by email, or phone. 

 

“I do enjoy the activities. I 

used to be a lifeguard and 

I wish I could go 

swimming again” 

 

“Me and my daughter 

both searched a wide 

area to find a good place 

for me to live. This is by 

far the best” 
 

“I wish I could get out 

more, but the 

minibus is small, and 

we have to find a 

carer to go with us” 

 



Enter and View – Gracewell of Camberley, October 2019 
 

13 | P a g e  

 

The manager has strived to make good links with the local community, and with various 

organisations such as the Alzheimer’s Society, MS Support and Dementia Friends. If a resident 

presents with a new condition, information is proactively sought from the appropriate 

organisation to provide up to date information and advice on how to support the individual. Links 

with local schools and mother and toddler groups have proved popular with residents. 

 

The manager also links with other homes in the area to encourage the sharing of ‘Best Practice’ 

for the benefit of residents. 

 

What contributes towards making Gracewell of Camberley Outstanding? 

A pro-active, hands on manager, and heads of departments that role model the values that are 

expected by all staff. Effective, regular communication between staff and manager. 

A working practice of co-production between residents, parent/carers and staff working together 

(residents’ involvement in daily choices, staff meetings/supervisions) 

The use of technology to capture in depth information on every resident. The data is also used to 

monitor trends/identify issues to enable staff to pro-actively respond. 

All staff are employed, and priority is given to ensuring a good work/life balance which is 

important for staff moral and retention.  The home does not access agency staff, and all staff 

know the individual residence they work with well. 

All staff treating residents as individuals, and with respect and dignity. 

Strong links have been established with the local community creating positive outcomes for all 

involved. 

A large, purpose-built premises that has space for additional communal facilities such as the pub, 

hair salon, themed terraces and activity rooms. 

The inclusion of baby alive dolls on the dementia floor, which as well as being enjoyed by the 

residence, has also reduced the number of falls. 

The manager has contacted other homes to form a group to exchange good practice ideas, and 

possible talks to staff. 

People with dementia and associated challenging behaviour are included wherever possible, 
unless the behaviours pose a risk to other residents and staff. Advice is always sought from the 
community health team. 
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Unit 12, Winnall Valley Road, Winchester, Hampshire, SO23 0LD 
Tel: 01962 440262 

 


