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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: Oak Lodge, Oakley, Basingstoke, RG23 7EL  

Service provider: Forest Care Limited 

Date and time: Friday 13 September 2019, 11.30 am 

Authorised representatives: 

 

Kate Knowlton – Healthwatch Hampshire 

Karen Vout and Chris Shaverin – 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 Oak Lodge 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 Home a week prior to the visit to let them know we would be attending any time 

during the week commencing Monday 9 September. When we arrived at the Home, we were advised 

that the Manager was on holiday, and it appeared that nobody had intercepted our email. However, 

staff were very welcoming.   

We were given a tour of the venue and were able to speak to several residents, visitors, and staff 

with an emphasis on their daily life in the Home. We observed staff interacting with residents and 

recorded our observations.   

At the time of our visit there were 59 residents, and there is a waiting list for rooms.  

 

 

 

 

Oak Lodge Courtyard 
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What we saw 
Physical environment 

The property was newly created in 2013 from a former farm complex to provide purpose-built 

accommodation for 60 residents, predominantly single-storey, with all but 11 bedrooms being 

ground floor. The Home is situated on a country estate and is surrounded by fields and 

countryside. The building itself, and contents are well maintained. 

 

Oak Lodge is a residential nursing home that caters for people who cannot manage on their own 

any more e.g. may have had a stroke, be susceptible to falls, or are living with early onset 

dementia. The home does not offer one to one care, so people with more complex needs or more 

severe dementia are referred to the providers sister home, Rowan Lodge, which is a short 

distance away. 

 

The resident’s rooms are of a good size and all have en-suite facilities. Rooms are bright and airy 

and are decorated to residents’ specific tastes. Residents families are encouraged to bring 

furniture and other possessions to further personalise their rooms. 

 

I love watching the wildlife from the window in my room 

 

All areas are clean and fresh smelling, and the hallways, and all communal rooms were decorated 

to a high standard giving a further ‘light and airy’ feel. The nurse’s station is situated by the 

entrance of the property and is glass fronted to enable staff to see along the corridor to view 

residents. 

 

The reception area displayed the food menu, the list of activities for the week, some general 

information for carers, and a noticeboard with thank you letters from families. There are several 

large communal rooms that residents can access with their families and visitors, and a private 

family room is available. 

 
The call-bell system sounds by the nursing station. The sound is very noticeable, especially in the 

nearby activity room, although residents did not feedback that they were unhappy about this. 

Staff advised that the bell would be responded to within 2 minutes. 

 

Bathrooms 

There are 4 large well equipped bathrooms with full shower/bathing facilities. All were very 
clean, and pictures had been put on the wall to give a less clinical feel. Fresh towels and hand 
wipes were available, and rubber gloves for staff were also readily available. 
 

Corridors 

Corridors are wide and have handrails to the side. The carpet on the floor is in good condition. 

The residence rooms have the occupiers name displayed, and a picture personal to them.  
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Corridors are decorated with a variety of pictures and 

examples of resident’s artwork. In window areas staff and 

residents have contributed to themed areas of their choice, 

such as world travel, arts and crafts, and nature to create a 

memory lane. 

 

“I feel like the Lady of the Manor, and this is my 

stately home” 

 

 

Communal areas 

There is a large dining room with high ceilings which has a view of the kitchen where the chef 

prepares the food. Tables are made up with tablecloths and napkins and have fresh flowers. 

Tables were placed in a café style encouraging social interaction. 

Opposite the dining room is a large lounge which has chairs organised to view the television, and 

an area which is more café style forming a sociable area. A large craft room is the main space for 

creative sessions. There are various games and books available, and a bar area serving tea/coffee 

and cold drinks.   

The room overlooks fields and an enclosed courtyard that residents have access too. There are 

two resident budgies which are popular with residence. 

 

“My favourite place is sitting in the reception area as I can see the front lawns and 

the back fields. When it’s quiet there are rabbits, hares and deer.” 

A hair salon is available to residents and the hairdresser visits twice a week. Residents also have 

access to a therapy room which has parallel walking bars for physio/exercise and sessions such as 

aromatherapy massage take place weekly.  

 

Outdoor space  

In addition to the courtyard by the craft room, there is a further larger, enclosed courtyard that 

has a sensory garden. Entrance to the courtyard is by keypad. The premises have extensive, well-

tended grounds and gardens that residence and their families can access. 

 

It is wonderful living in the countryside. So very peaceful. 

 

Carers take residence for regular short walks in the surrounding area. 
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Activities 

Oak Lodge have a varied timetable of activities that run from 10am until noon and 2pm until 4pm 

seven days a week.  

Examples are as follows – Flower arranging, brain training, tabletop games, arts and crafts, 

aromatherapy, poetry corner, carpet bowls, word searches and crosswords, and current affairs 

and coffee.  

Each resident is provided with a copy of the activities timetable in their rooms to encourage 

participation. There are regular trips into the community via a minibus. Next week the residents 

were due to have afternoon tea in the nearby Oakley Hall. 

Residents can choose to engage in meaningful activities such as preparing hanging baskets. One 

resident enjoys ironing and helped iron the bunting for display in the entrance hall. 

 

 “There is always something to do here I always look forward to the activities”  

 

Residents comments 

  

 

 

 

 

 

 

 

 

 

 

 

Oak Lodge have established excellent links with the local community. A local nursery visits the 

residents and they interact through craft activities. Residents, and the children enjoy these 

sessions very much. Links created with the local Primary school have led to young people 

performing a Carol Service at Christmas, plus other similar events during the year. Residents  

attend poetry readings at the Primary School. 

 

My favourite is the artwork sessions.  I like to display my creativity. 

 

“The staff listen to our 

ideas of what we like to 

do and make sure 

everyone has something 

of interest” 

 

“I always look forward to 

the activity sessions, it’s 

the thing I like best.  We 

made flowers recently 

and the staff put them  

 

“I like being able to 

talk about the places 

where I have been 

and find out where 

other people have 

been.  We have 

‘where in the world’ 

chats. 

 

up on the wall. They 

look lovely 
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The Manager is trialling links with Solent University and has created an opportunity for a Training 

Nurse Associate to take part in a placement at the home. Feedback from this has been positive. 

 

Hydration & Nutrition 

 

Fresh food is prepared by the chef in the kitchen adjacent to the dining room. The residents do 

not have direct access to the kitchen. The kitchen is modern, clean, and very well managed. 

Equipment in both the kitchen and laundry had all been tested as required, with satisfactory 

contracts in place. The relevant staff were aware of 

statutory procedures of reporting incidents and were aware 

of the use and appropriate storage of hazardous chemicals. 

 

 At the time of our visit residents were finishing up their 

dinner which is served between 12 and 2pm. The menu is 

displayed in reception, along the corridors, and there is an 

easy read version on the tables. Residents fed back 

positively about the food choices, and quality of the food. If 

a resident did not like the menu options, they could request 

an alternative. Most residents enjoyed eating in the dining 

room, although some chose to eat in their rooms.  

 

Drinks and snacks are offered mid-morning and mid-

afternoon, and residents were also offered snacks in their 

rooms. At the end of the dinner sessions some residents did 

feedback that they would have to wait some time for staff to collect them. 

 
 

 

Some residents said they were waiting for the toilet and asked how long it would take. Kitchen 

staff were cleaning off the tables around the residents, and one lady said she felt she was in the 

way. It is a very busy time for staff, but one suggestion would be to leave the clearing of the 

room until all residents have left. 

 

 

“I know the staff are very busy after lunch, but I’m stuck here in my wheelchair” 

 

“They are cleaning off all the tables around me and I feel a bit in the way” 

 

“I would like to walk back, but I think I’m too slow, so they push me in the wheelchair” 

 

“I think they have forgotten about me” 
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Residents and family meetings 

Residents meetings take place quarterly and family are encouraged to attend. Residents feedback 

their opinions on food, activities and get involved with many aspects of the home, such as 

choosing the types of bulbs that will be planted in the flower beds. There is an emphasis on a 

very person-centred approach. 

 

Access to health services 

The Home has a close relationship with the local GP surgery that carries out monthly visits, and 
most residents are registered at the local surgery. They have access to the out of hours service 
and on-line consultations. The local optician visits every 3-6 months and liaises closely with the 
GP surgery. The home employs its own physiotherapist. The chiropodist is regularly available. 
 

Staff 

We spoke to the Head of Care who advised they strive to have the maximum number of staff on 

duty at any one time. Many of the staff have worked at the home for several years. The Head of 

Care had been there for 19 years. If agency staff are required to cover staff sickness etc, the 

manager will request individuals that had provided cover for Oak Lodge previously. 

 

 

We put the residents at the centre of everything we do, and we encourage and 

respect their choices. 

 

Staff were adjusting to a paperless system which although took additional time to learn, and was 

bedding in, had made improvements in record keeping and reporting. Staff we spoke to fed back 

that they had all the training that they thought they required and can access training online to 

suit their schedule. There is a focus on having regular, and effective communications with 

relatives via telephone or email. All staff emphasised the importance of working with the 

families. Any incidents involving residents are reported to families within 12 hours. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A welcoming dining area, laid 

out in a café style, thus 

encouraging of interaction 

between residents 
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We asked staff what they felt made the home ‘Outstanding’? 
 

 

 

 

 

Regular staff meetings are held, and staff have supervisions and an annual appraisal. 

Communication between the staff and management appeared to be regular, and very good. 

Managers appeared to work additional hours on a regular basis and described this as dedication to 

their work.  

 

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

 

 

 

 

 

 

“Yes, and I am very happy here. 

There is so much to do, and I look 

forward to everyday” 

 

“The staff are attentive” 

 

“There is a commitment and a dedication to our work” 

 

“The management have a great vision and we enjoy working here” 

 

“Happy staff equals happy residents” 

 

“We prioritise everything we do around the residents” 

 

“Residents deserve the best” 

 

“We pay attention to the small details like if the resident prefers a cup or a beaker. 

The little things are important too” 

 

“We get a lot of support from the Managers. It feels like a family” 

 

“We never leave things undone” 

 

“The Management are inspirational” 

 

“Managers lead by example” 
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Feedback from relatives 

 

Managers Feedback 

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

Outstanding, and her priority is having the right staff. At interview stage she specifically looks for 

people who are passionate and committed about their work. She discusses at interview that the 

potential employee will have a very big impact on the resident’s lives.  

 

 

 

“The countryside makes it very 

peaceful and I enjoy the 

gardens” 

 

“I like the trips out” 

 

“Nothing is too much trouble, 

you can’t bottle what they do” 

 

“Some of the staff like to do 

thing their way though, rather 

than my way” 

 

“The staff are very friendly and attentive”  

 

“My friend lives here and she seems really happy. She says there is always lots to do 

which really seems to keep her motivated” 

 

“If I ever had to live in a Care Home I would like to live here. The staff always go the 

extra mile” 

 

“Staff always keep us informed about what is happening, even the little things” 

 

“Everything is very well organised and there are no restrictions on visiting times like 

there are in other homes” 
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Staff are given thorough inductions with training, supervisions, and transparent feedback. If an 

aspect of their work is not right the Manager seeks to address it in a timely way. 

 

Regular contact with the families, and regular feedback from residents is a priority for the 

Manager. Each day the management team will visit every resident and check in with them to see 

how they are, and if they have any concerns, or priorities for the day. Every resident is seen as an 

individual. 

 

The Manager felt it very important to lead by example so that staff can see the level of care that 

is expected from them. Modelling the way they expect residents to be treated and cared for, 

ensures staffs standards are high. She feels very strongly that you can’t Manage staff by being sat 

in an office. 

 

Staff Wish List 

We asked staff if there is anything that would make the environment even better: 

 

• We would like to have a defibrillator here. We are in a remote setting and have many 

visitors every week. 

• It would be nice to have an enclosed sheltered outdoors so that residents can still enjoy 

being outside throughout the year. 

Summary 

Oak Lodge is set in an idyllic countryside setting with extensive grounds for the residents to 

enjoy. Staff know each individual resident and pay attention to the small details around their 

likes and dislikes. There was a common theme in the feedback that all staff go the extra mile. 

 

Communication with families is seen as vital, and was shown to be regular and thorough, 

producing better outcomes for everyone. Staff knew families by first name terms. 

 

The staff team referred to the Management as inspirational. Managers are hands on and lead by 

example. Staff are comfortable taking any concern to Management and they are confident that 

any action will be taken. 

 

“We establish a good relationship with every resident,  
and we know their likes and dislikes.” 

 
Managers appear to work many additional hours and it is very clear how dedicated they are to 

their work. We would question if there would be aspects of their roles that could be delegated to 

other staff so that the additional hours become more of an occasional requirement, rather than a 

necessity. 

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

creating a positive environment for all. The person-centred approach works extremely 

effectively. 
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Management have created many positive links with the local community including nurseries and 

schools which have created some very positive experiences for residents, and the community 

alike. 

Providers Comments 

We are very pleased that the hard work and dedication of all our staff continues to be 

acknowledged in providing the best possible level of service and care for our residents. 

We genuinely believe Oak Lodge is an outstanding home in every sense where do want to provide 

the best care for our residents and are prepared to go out of their way to deliver it, and the 

feedback we continue to receive from residents, relatives and visiting professionals confirms that. 

We welcome the positive and constructive feedback from Healthwatch as it both confirms that 

what we are doing is right and helps us in continuing to promote a culture of continual 

improvement. 

 

 

 

 

 

 

 

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

 


