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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: Sansa House, Oakley, Basingstoke, RG21 3DT   

Service provider: Liaise Loddon Ltd 

Date and time: Wednesday 18 September 2019, 11.00 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 Sansa 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’. 
 
The date of the visit was agreed a week beforehand with the registered manager to enable us to 

ensure that residents and staff would be available. There is a varied schedule of activities 

meaning residents and staff are often out during the day. 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 the residents that were at home. We observed staff 

interacting with residents and serving them refreshments and recorded our observations. All 5 

rooms were occupied at the time of our visit, and residents were aged 30 or under and have 

severe learning disabilities relating to autism, and behaviours that challenge. 

 

  

 

 

 

 

Simple and accessible 

communication tool to 

support residents who were 

struggling to communicate 

their requirements. 
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What we saw 
Physical environment 

Sansa House is home to 5 residents who each have a flatlet comprising of a bedroom, en-suite 

bathroom and lounge. One flatlet also contains a kitchen area. Communal areas include a chill 

out room, dining room, lounge and an enclosed garden. There is also a staff toilet located by the 

front of the house. 

We found the property difficult to find as the main entrance was along an unmarked alleyway, 

and the number, or name of the property was not displayed at the front. We fed back that 

signage would be useful and would not have to identify the nature of the home, however it would 

assist emergency services in finding the property. 

In the entrance hallway is a defibrillator, and the home also has a dechoker which is an airway 

cleaning device for use in a choking emergency. The device creates suction to remove an object 

from the airway. The buildings and contents are well maintained, and no adverse features were 

seen. 

The “Hub” 

The “Hub” is a quiet chill out area with seating and desktop space for the use of plug in devices. 

There are a variety of games available for residents to access whenever they wish. The walls have 

pictures of various themes that have been chosen by residents, and visuals relating to the 

individual’s interests. A montage of photographs taken of individuals achievements is displayed in 

a ‘magical moments’ display. There is a log containing certificates of achievements awarded to 

residents and staff at the end of the week to celebrate successes. 

 

“X has started having showers in the afternoons, and has changed his clothes” 

“X member of staff made me feel safe after a seizure” 

“For supporting X through medication changes. Offering ideas/suggestions and 

communicating them with management. Thank you” 

“Pulling together when short staffed. Thank you for all your hard work and 

commitment to the job” 

 

Dining room 

The dining room has a large table and chairs for residents to have their meals if they wish. There 

is also information on the walls relating to individuals, and a variety of information displayed for 

staff and residents, including an easy read visual on how residents can make complaints. Staff use 

visuals around the house to aid communication. There is a picture of a large keyboard on the wall 

which residents use if they are finding it difficult to verbalise their needs. 
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Lounge 

There is a large communal lounge with sofas and a television. An activity board is displayed on 

the wall for residents to interact with to show the day of the week, and the weather etc. The 

room is plain, not very light, and doesn’t have much other content. The windows look out onto 

the garden, but the blinds were mostly closed to keep the sun off the television. 

 

Staff mentioned that one of the residents tends to run through this room, so it may be that 

contents are kept to a minimum to avoid breakage/accidents. There was a report that a resident 

broke the glass in the internal door leading off the lounge whilst running. A suggestion would be 

to cover the glass with polycarbonate sheeting which is see a clear material that is highly 

resistant to impact. 
 

Kitchen 

 
The kitchen is clean, tidy, and in good order.  Residents 
have open access to the kitchen but always have their one 
to one carer with them. The set menu is displayed with 
visuals; however, the menu is often changed according to 
the choices of the residents at the time. Every individual is 
catered for and the cook will prepare a choice of options. 
Residents can help themselves to snacks in the cupboards, 
but this is monitored by the carers. 
 
The kitchen and laundry were reviewed and are well 

managed. Residents are encouraged to do their own laundry and use the iron with appropriate 
supervision. Any equipment that should be cleaned or tested have 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 an enclosed garden with a patio, raised beds, apple trees and a grass area. Access to the 
garden is via a keypad and most of the residents know the code and can access the garden as they 
wish. 
 

Activities 

Each resident has an individualised learning plan, and activities are organised around their 

specific requirements, and goals. Regular access to the community is encouraged and one 

resident enjoys going into town on most days to get a coffee in the local café. On Thursday’s 

there is opportunity for each service users to go out to the pub independent for lunch with their 

allocated staff member. Everyone is supported to make a choice of where they would like to go 

to eat and any other activities they may want to do whilst out’  

Activities are varied, and residents tend to have their own timetable, rather than set group 

activities. This flexibility allows staff to ‘go with the flow’ on how a resident may be feeling at that 

point in time. The minibus is utilised regularly and on the day of our visit one resident was about 

to go on a trip to the airport to watch the planes, which she was really looking forward too. 
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One resident is particularly active and likes to go on 8-mile walks with their carer. Cooking is 

offered as an activity to improve independence skills. 

Residents regularly attend local events such as the circus, fireworks, pantomimes and the cinema. 

The ethos being that individuals are living a normal life completing activities in the community as 

anyone else would. 

Hydration & nutrition 

Fresh food is prepared by the cook who is on duty throughout the day. There is a set menu, but 

residents can choose their own options. Where possible residents make their own food and 

throughout the home focus is on promoting resident’s independence. One resident likes to create 

their own healthy eating plan for the week, and this is encouraged. 

Each service user has an individual behavior support plan, part of this may include a distraction 

technique using a variety of methods. The cook ensures each service user has their favorite food 

and drinks available by ordering this in advance.  

Residents can choose to eat in the hub, lounge, dining room, or in their rooms. Generally, the 

group do not eat meals together, but at different times depending on their activities for the day.  

Staff monitor liquid intake and offer lollies and jelly as a way of topping up hydration when 

required. Residents are prompted throughout the day to have regular drinks, and they also make 

their own drinks and smoothies. Eating out in the community is also popular with residents. 

Access to health services 

The Home has a close relationship with the local GP surgery that carries out monthly visits. Most 

residents are registered at the local surgery. The Manager has a closed WhatsApp group with the 

GP who responds directly to her creating a very close link, and quick access to advice. They also 

have access to out of hours service and on-line consultations. Emergency prescriptions are acted 

upon straight away. 

The local dentist visits every 6 months, and Sansa House also has close links with the local social 

work team and dieticians. 

Residents meetings 

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

on food, and meal choices. The weekly staff team meeting includes residents, so they can share 

their views if they wish to. Staff are conscious of not discussing any sensitive information during 

these sessions. 

Residents’ opinions are sought regularly and listened too. Activity choices are determined by 

residents themselves. Achievement days are held where residents nominate staff and vice versa 

which creates a team environment. 

Staff 

Each resident has a one to one carer, and at times there is a requirement for two to one support. 

Staff ensure that everyone has a learning plan unique to their identified needs, and all 

achievements are celebrated, no matter how small they may seem.  
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This has led to a very positive, encouraging environment where the residents are constantly 

striving to work towards being as independent as they can be. 

 

Staff we spoke to fed back that they had all the training that they thought they required and can 

access training regularly at their Head Office which is local. 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. As 

the home is smaller in size staff will generally see each other daily. The staff and management 

communicate verbally on shift, they use a communication book to leave messages. There is a 

WhatsApp group that all staff are a part of, this enables group messages to be communicated to 

every member of staff immediately if there are any urgent changes within the home.  

 

 “There is a resident that took a while to settle as he does not like change. One day, 

when they had a weekend back with their parents his mum fed back that he wanted to 

go back home, referring to Sansa House. That was quite a moment for us” 

 

The cook advised that staff are actively involved in the recruitment process when new members 

of staff are required, and they feel their feedback is listened too. They feel it is important that 

the ‘family feel’ to the home is maintained, and that recruiting the right people at the very start 

is a priority.  

 

When recruiting for a manager the staff team gave feedback that they felt the first round of 

interviewees were not up to the standard they expected for the home, and the provider organised 

for another round of recruitment. 

 

Staff stressed the importance of knowing everyone. A focus is on identifying triggers for behaviour 

that may challenge. One trigger was identified as a high pollen count causing the resident to feel 

under the weather. Staff now measure the pollen count daily and close the windows and use fans 

instead.  

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. Residents families are informed immediately of any reportable 

incidents  

 
A range of pictures and 

personal photos to help 

prompt conversation as well 

as using as a distraction 

technique when residents 

are in a heightened state. 
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We asked staff what they felt made the home ‘Outstanding’? 

 

 

 

We asked residents if they thought Sansa House was an ‘outstanding’ place to live. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

“The staff here are the best” 

 

“I can make my own breakfast 

and supper and the cook helps 

with other meals. The food is 

great” 

 

“I make up my own mind what I 

want to do. Some days I like to 

stay in, some days I like to go 

in” 

 

“I do work at Head Office. I do 

photocopying and help with 

orders. I really enjoy it” 

 

“I do dune buggy racing once a 

week. I used to be the 

passenger and now I’m the 

driver!” 

 

“The Manager is very committed and always goes the extra mile” 

 

“We are like a family” 

 

“We have a great team here and we all work well together” 

 

“Every member of staff knows each resident well, their triggers, their likes and 

dislikes. I really enjoy working here” 

 

“The Manager is very supportive, and I’ve learnt a lot from her” 

 

“It’s important to remember that this is their home” 

 

“We treat everyone with the respect that they deserve. We treat them like they are 

our own” 
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Manager Feedback 

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

outstanding, and her main priority is to have enough, well trained staff. Generally, she will have 

more staff than the required minimum, as she feels this is hugely important in this environment. 

Some residents may display behaviour that challenges, and she ensures that the safety of the 

residents, and staff is a priority, which entails having enough experienced care staff on duty. A 

condition of a resident being able to live at Sansa House is that their care package allows for 

appropriate staffing as this is deemed essential. 

 

The Manager feels it is very important to lead by example, and she is always ‘hands on’ and 

encourages good practice by modelling it herself. Regular training is provided to staff at their 

Head Office. Effective, and regular communication between staff and the Manager is also an 

identified priority. Weekly team meetings are held, and there is a thorough handover between 

daytime, and evening staff.  The management celebrate the residents and staff’s achievements 

monthly. 

Staff and the Manager use iPads to collect up to date information regarding each resident, such as 

medical updates, their social and emotional wellbeing, and details of activities they have taken 

part in.  

The Manager collates the information and shares it with the families on a monthly basis. This 

ensures families have regular access to information regarding their son/daughter’s daily life. One 

parent asked for this information to be received weekly, and the manager has organised this. She 

feels close contact, and involvement with the families is hugely important. Parents are sent 

feedback forms every 3 months. 

All staff are responsive to incidents which are fully logged and communicated to relatives/ the 

relevant authorities. Action plans are completed to ensure any risk is minimised and everyone 

involved is communicated with to ensure actions are complete. 

 

The Manager also stressed the importance of the person-centred approach that is the ethos for 

everything they do. Individual targets such as learning to clean teeth, being able to buy a snack 

from the shop, being able to make lunch are all celebrated by other residents, and staff, and a 

certificate is awarded. Recently, one resident, who is a wrestling fan, had a birthday party. The 

Manager organised for a local wrestler to attend and provide the resident with tickets to a 

wrestling show.   

 

Promoting independence, wherever possible, is a priority. Staff support residents to go on dates 

by putting all safety precautions in place, arranging the date beforehand, with both parties, and 

parents, and attending as support.   

 

The Manager feels well supported by the Provider who have a total of 11 homes in Hampshire. 

Within her role she feels she has the freedom to make decisions based on what each resident 

needs. The Provider also has regular contact with their Managers and share good practice across 

their homes which she feels is hugely beneficial. 
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“A valued team will feel empowered and gain  

confidence to support residents well” 

 

“I talk to all staff daily on any concerns, and most importantly act on them” 

 

Staff Wish List 

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

 

• One resident would benefit from some adaptations to her bed to prevent her from slipping 

down, however requests such as this must go via the parent/carer as they are responsible for 

the furnishing of the rooms 

• The Manager is looking into creating Key Worker roles which entails a number of staff having 

more individual responsibilities towards supporting residents in achieving their goals. 

 

Healthwatch Observations 

What contributes towards making Sansa House Outstanding? 

• Adequate, and often additional numbers of well trained, dedicated staff. 

• A pro-active, hands on manager that role models the values that are expected by all staff. 

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

together (residents’ involvement in daily choices, staff meetings, and service user/staff 

achievement) 

• Effective, regular communication between staff and Manager. 

• The use of technology to capture in depth information on every resident that can be shared 

with parent/carers. The data is also used to monitor trends/identify issues to enable staff to 

pro-actively respond. 

• Quality assurance audits involving weekly health and safety checks and monthly medication 

audits using iPads to collect data and monitor trends leading to each resident having 

increased/changed support as required. 

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

• An emphasis on everyone celebrating every goal that is achieved, to encourage residents, and 

staff to strive towards completing the next goal. 

• Residents ideas are encouraged and listened to. 

• A focus on every resident aiming to become as independent as they can. 

• A varied, engaging programme of activities that is unique to every resident, with regular 

access to the community. 
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