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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: Linden House, Lymington, SO41 9BP  

Service provider: Colten Care 

Date and time: Friday 18th October 2019, 11am 

Authorised representatives: 

 

Kate Knowlton – Healthwatch Hampshire  

John Perry and Pat Haste – 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 Linden House 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 14 October.  

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 we recorded our observations. The home is purpose built and 

focusses on the needs of people living with all levels of dementia.   

 

What we saw 
Physical environment 

Linden House is located in central Lymington and has 60 rooms over 2 floors. Another floor is 

currently being developed and is nearing completion which will bring the total number of beds to 

75. The house has large lifts available to all floors.  

Residents rooms are large and all have en-suite toilet and shower facilities, with non-slip flooring. 

Rooms can be decorated in accordance with the resident’s tastes. Residents and their families are 

encouraged to bring their own personal items and furniture from home, subject to furniture being 

fire retardant. 

If residents are at risk of falling the home uses a sensor beam trigger system around the bed at 

night to raise the alarm. 

A guest suite is available for families to stay at the home during end of life care. 

Each floor also has shared toilets and fully accessible bathrooms, with state-of-the-art baths that 

control temperature electronically. 
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The corridors are wide, carpeted and have handrails.  All furniture (such as benches) in the 

corridors are fixed to the walls for safety. 

The kitchen is clean, organised and well managed. 

 

The home features various communal areas such as a small pub, 

a cinema room, various lounges, a community café and 

television rooms. All are decorated to a very high standard. 

The nurse’s station is open plan and has an alert system that 

displays residents’ rooms on a screen. If a resident raises the 

alarm in their room, it will flash on the display unit. There is no 

loud call bell system as the staff use pagers. 

There is a large, enclosed, well-kept garden which wraps around 

the side and back of the building. There are many features that 

encourage residents to spend time outside. 

 

 

Communal Areas 

There are a number of lounges, television rooms, and dining rooms across each floor and 

residents can access all of them. There are a variety of chairs, and coffee tables and all are set 

out in a way that encourages socialising. The TV rooms 

have a homely feel and features a variety of books and 

games for residents to access. All have a focus point of 

a wood effect fire. 

We met with residents in the dining room on the ground 

floor who were having their lunch. They all fed back 

very positively about their own rooms, and the number 

and quality of the communal rooms they can access. 

Each dining room has a serving area in the corner, and 

all food is cooked in the main kitchen, and food is kept 

warm using a steam system that keeps the food moist.  

There is a community café which also has a variety of 

activities running from it.  A large hair salon is 

available for the residents to use if they wish. 

There is a small pub area particularly designed for 

residents that find it more difficult to go out into the 

community. 

There are displays along the corridors such as The Old Curiosity Shop which acts as a talking 

point. On the new upper floor there is a seating area with a tv screen that can feature views from 

a train ride. The provider plans to source some steam railway journeys for the residents to view. 
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Outdoor Space 

There is a large, enclosed garden with wide, flat, wheelchair friendly pathways for residents to 

follow.  

In addition, there is an open patio area with seating. Staff organise for the scheduled activities to 

take place outside in good weather. 

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

kept. There is a sensory area for the residents to enjoy. Residents have input into all the flowers 

that are grown. 

There is a raised allotment area where residents help to grow a variety of vegetables that are then 

used by the chef. Residents assist with growing plants 

from seedings and tending the plot. 

A potting shed is also used regularly by residents. 

The provider has created a covered bus stop feature area, 

a golf game on astro turf, and there are clear signposts 

around the garden to assist in way finding.  

Other features in the garden include raised strawberry 

beds, and planting that has a sensory input. Much 

thought has been put into creating an engaging garden 

for residents. 

The signs, and feature areas have local themes, such as 

the ‘Sea Wall’ with a harbour feel, a boat, and pebbles 

and signs reminding of local places such as Hengistbury Head and Lymington Quay. 

Activities 

Linden House publish a monthly ‘What’s on Calendar’ which has a full, and varied programme of 

activities including poetry corner, flower arranging, tea social, gardening club, fun and fitness, 

music night, and movie nights. Activities are organised and supported by Linden House 

Companions. One resident was knitting poppies to use as a display feature. Every year residents 

make Christmas decorations for the local church. 

Residents are central in making decisions over the 

activities that are organised at the home. At the time 

of our visit the gardening club was working indoors. 

Residents had planted ginger and were growing it as an 

ingredient to make chutney.  

For residents that are unable to get out of bed, there is 

a regular schedule of one to one activities. 

The provider organises various trips into the community 

via minibus which are very popular with residents. 

Residents perform locally in their own Linden Choir. 
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Colten Care have a network of 21 Care Homes, and they share trusted entertainers between local 

branches. They have a central register of entertainers that have proved to be popular with 

residents so they can ensure that these activities are of a high standard. 

The manager operates a ‘resident of the day’ programme. Once a month, depending on the 

resident’s door number, everyone has a turn to be resident of the day which enables them to 

choose a treat which could be a trip out or a special meal/activity. 

In one activity room, a world map covers the whole wall, and this acts as a talking point to 

engage with residents about former holidays and trips. 

Community Engagement 

The manager has made significant links with the local community including –  

• Close relationships forged with local primary schools enable children to join in reading and 

board games sessions which is enjoyed by all. Schools visit the home and deliver 

performances of plays/songs from the choir. The residents choir also visit schools to 

perform. 

• A local charity called PedALL enables residents to access adapted biked in the New Forest. 

In some cases, wheelchairs can be fitted to the front of a bike and a carer can pedal. 

• Links with SailAbility enables residents to access an 

adapted boat for trips on the water. 

• Residents take part in the procession at Lymington 

Carnival enabling them to be part of community 

events. 

Close links have also been made with Lymington Dementia 

Alliance, the local museum and the community centre, who 

all host events for residents. 

One resident has always had pet cats in her former home. 

The manager linked with the local Cats Protection league to 

find a cat with a suitable temperament to live permanently 

with the resident, having access to the whole floor.  

A workbench area has been created as some of the residents 

enjoy DIY. The manager is looking for a local carpenter to 

volunteer and help residents. 

Hydration & Nutrition 

Food is prepared freshly every day by the chef and there are very good choices of food. Residents 

can request alternative if they do not like the main choices. 

The main kitchen uses a steam system to keep food warm and moist.  

There is a serving area in each dining room. Food is brought across from the main kitchen on 

trolleys, and a show plate is provided to aid residents’ choices. 

Staff regularly have their meals with residents creating a family environment, and also acts as a 

way of seeking feedback from residents. 
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There is an additional ‘night owl’ menu for 

residents who prefer to have food in the early 

evening. 

Particular attention is paid to ensuring residents 

are fully hydrated by ensuring they have a drink 

with them at all times, which is regularly topped 

up.   

The majority of cups have covers with straws to 

prevent spillages. 

 

Access to Health Services 

The home has an excellent relationship with the local surgery, who visit once a week for routine 

checks, and are available at short notice for more urgent matters. 

Senior staff hold regular meetings with the GP and local pharmacy to ensure medications etc are 

up to date.  All other services such as opticians visit regularly. 

The manager found there was lengthy delays in getting Speech and Language Therapy (SALT) 

appointments for residence who often needed help with swallowing. A system has been set up 

whereby a Skype session takes place between the therapist and manager for regular advice. The 

manager uses adapted SALT forms to gather information prior to the skype call to make best use of 

the therapist’s time. 

Residents Meetings 

Residents have regular input into the day to day running of the home. Feedback is sought regularly 

on food, and meal choices during monthly residents’ 

meetings.  

Family Forum meetings are held without staff present so 

residents and relatives can feel they can speak openly about 

any topic. Feedback is then given to the manager to action. 

Feedback forms are sent to relatives and the results are 

collated and acted upon. 

The manager has designed a form to capture compliments, 

concerns, comments or grumbles which is available in 

reception, and relatives are encouraged to complete. The 

manager focusses on resolving any potential issues before 

they reach the stage of a complaint.  
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Staffing 

The majority of staff have worked at Linden House for a number of years, and staff turnover is low. 

The home employs staff on either day shifts, or night shifts as the manager feels a mixture of both 

is not beneficial to staff’s wellbeing 

Agency staff are utilised to cover staff sickness and absence and the manager seeks to source agency 

staff that have previously provided cover for the home. In addition, the manager has designed a 

specific ‘Agency Worker Induction’ which includes information relating specifically to residents 

with dementia. 

The provider operates a scheme called ‘who made your day today?’ which is an internal awards 

programme where residents can vote for a member of staff who has made their day or created a 

special memory for them. 

The home has ‘Admiral Nurses’ who are specialist in dementia and support the residents, and 

people affected by dementia in the community. Admiral nurses provide emotional, psychological 

and practical support to families affected by dementia as well as sharing best practice and 

providing leadership to ensure outstanding dementia care is delivered in the home. 

 

 

We asked staff what they felt made the Home Outstanding 

 

 

 

 

 

 

 

 

 

 

 

 

 

 “The Manager is very understanding, and we have a good work life balance. I had a family 

emergency that I was able to tend to as the Manager and the team covered for me” 

 

“I feel fully supported, and we have a really thorough training programme. We also 

regularly shadow other staff and attend specific workshops” 

 

“I am fairly new, but my induction has been very thorough, and I already feel like part of the 

family” 

 

” It’s a great place to work. The Manager has so much energy and enthusiasm and it rubs off 

on the staff” 

 

“For our team, it’s all about the residents. If they are happy then we are happy” 
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We asked residents if they thought Linden House was an ‘outstanding’ place to 

live 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

“I love going out on the 

minibus, we have lots of trips to 

the coast” 

 

 

“Nothing is too much trouble 

for the staff. They really look 

after us” 

 

 

“We get so much choice in 

everything, the food, the things 

we do. We are listened too” 

 

 

“I enjoy having lunch here with 

my friends. The food is lovely 

and there is so much choice” 

 

 

“I am part of the choir. 

We go all over the place 

and sing for people. I 

really look forward to it” 

 

“If I did have anything 

to complain about, I 

would know who to 

speak to, but I haven’t 

had a single 

complaint” 

 

“The gardening club is 

really good. We get to 

choose what is 

planted in the garden 

and we get to grow 

vegetables that the 

chef uses for 

ingredients” 
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Managers feedback 

The manager stresses the importance of having a thorough pre-assessment which gives as much 

information as possible about a new resident. A summary is formed and circulated to all staff, so 

they have knowledge of the new residents’ interests, like, dislikes etc from day one. 

Medication is used as a last resort, and links with organisations such as the local Dementia 

Alliance give specific advice on how to care for residents living with dementia. 

Managers attend each shift handover to ensure all relevant information is passed on for continuity 

of care. 

Care plans are not just focussed on medication but put the individual at the centre. Care plans 

are reviewed regularly. 

Regular staff supervisions and annual appraisals are held. 

 

“At times we are the voice, eyes and ears of the resident, and we are not 

afraid to challenge or fight their corner” 

 

“A while ago I was concerned that we had not received a complaint for 2 

months. The staff said surely this is a good thing! However, I wanted to make 

sure people were coming to me before issues escalate. That’s why I designed 

the compliments/grumbles sheet. It can be anonymous and just posted in a box 

in reception. My door is always open” 

 

What contributes towards making Linden House Outstanding 

The signs, and differing colours on the resident’s rooms, and toilet doors are particularly clear, 

and beneficial for residents with dementia.  

A clear varied menu with good food choices and a ‘Night Owl’ 

menu is provided 24 hours a day. 

An engaging, well planned garden with potting shed, clear signage, 

raised beds, bus stop, mini golf and replica of local features to 

trigger memories. 

Close links to health services. Manager thinking creatively and 

creating SALT skype calls to prevent delays in waiting for 

appointments. 

A thorough pre-admission process with as much detail as possible 

surrounding the resident’s life history, with a collated summary for all staff to be aware of 

individuals likes/dislikes and hobbies etc. 
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Extensive staff training, shadowing of colleagues and attendance at workshops for additional 

learning. 

Additional, thorough induction given to agency staff, with dementia information and tips 

summary sheet.  

Specific advice on residents sought from local groups who are experts in their field. 

A person- centred approach to activities that are tailored to the individual, and specific roles 

within the home devoted to keeping activities interesting and engaging. Companions using a low-

cost blue tooth speaker connected to a phone with downloaded songs chosen by residents that 

they could ‘go mobile’ with to residents’ room. 

A pro-active, devoted manager who supervises every shift hand over and has a working practice of 

co-production between residents, parent/carers and staff working together. 

Extensive links formed with the local community, in particular schools, community centre, local 

museum and church. 

A varied choice of meaningful activities for each 

resident to take part in which improves their 

wellbeing, including gardening and the choir that 

performs locally.  Going above and beyond level of 

activities including ‘resident of the day’ 

Regular trips into the community, based on ideas 

received from residents. 

Effective, regular communication between staff and 

manager.  All staff treating residents as individuals, 

and with respect and dignity. 

Managers ethos of an open-door policy, being visible around the home, and creating a way of 

preventing full complaints by using a comments/concerns/grumbles sheet. 

Healthwatch volunteers who attended the visit considered the values and enthusiasm shown by 

the manager was outstanding, and staff clearly held her in high regard. She was referred to as the 

driving force, who is prepared to try new things, and think outside the box. 

 

Providers Comments 

The whole staff team at Linden House work hard to ensure our residents receive the most positive 

person centred care. From first meeting with our future residents and their families we strive to 

learn as much as we possibly can about their life before dementia and endeavour to incorporate 

likes, dislikes, hobbies and interests into their daily lives.  

Our residents and decision makers are always consulted in respect of all aspects of care provided, 

seeking their views and opinions to ensure well informed choices are made.  

All residents at Linden house are encouraged to make day to day decisions surrounding food 

choices, clothing, what they would like to do and where they would like to be throughout the day 

and who with.  
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We feel this will help promote autonomy and self –esteem ensuring our residents always feel 

valued and respected.  

We are delighted and proud that the dedication of the outstanding staff team at Linden House has 

been recognised within this report. 
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