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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: Woodlands Residential & Dementia Care Home, 174 Reading Road South, 
Fleet GU52 6AE 

Service provider: Woodlands & Hillbrow Ltd 

Date and time: Wednesday 11th December 2019, 11am 

Authorised representatives: 

 

Kate Knowlton – Healthwatch Hampshire  

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 Woodlands 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 of the visit was arranged in advance with the care home manager, although the manager 

was not available on the day of our visit, staff were very accommodating.  We were given a tour 

of the communal living spaces, bathrooms and the garden and were also given the opportunity to 

see a few of the resident’s rooms. We spoke to residents and staff, with an emphasis on their 

daily life in the home. We observed staff interacting with residents and serving them lunch and 

recorded our observations. 

What we saw 
Physical environment 

Woodlands is a family run residential home providing care for people with early onset 

dementia/short term memory loss including respite. We were advised that the home does not 

cater for people with more challenging or nursing needs, or those with a history of wandering, 

who will be referred to the providers sister nursing and dementia homes, Hill House and Farnham 

Mill. 

The building was formerly 3 separate houses that have been 

joined together, and also extended. The home covers 2 floors 

and has 39 beds and there is a waiting list. Rooms are large, 

and all have en-suite shower facilities. There are additional 

bathrooms on each floor, including an accessible bath. All 

rooms were clean and tidy. 

Stairs to the upper floor were fairly steep, however the home 

has 3 lifts which are used by the residents.  

Residents are encouraged to bring personal items and their 

own furniture, and each room can be decorated to the 

residence choice when they move in. Many of the ground 

floor rooms have patio doors leading onto the courtyard and 

garden area. 
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Residents doors feature their name, and a memorable picture. There is also a brief summary of 

the resident’s hobbies, interests and family which can act as a starting point for a conversation 

for staff. 

Corridors were narrow, in keeping with the original 

building, and approximately half of the home had 

handrails along the hallways. A mixture of paintings and 

pictures were displayed along the hallways which have 

been donated by residents from their former homes. The 

homes residents committee discuss and make decisions 

on the décor around the home, and the aim is to give a 

‘home from home’ feel. 

Any ‘dead ends’ provided additional seating areas for 

residents.  

Corridors featured easy read, visual ‘way finding’ signs 

to the main communal rooms. 

There is a dining area set out in café style, and also an 

‘early diners’ area to the side. Patio doors lead out to a 

large, enclosed patio and garden area. 

There is a main lounge, also overlooking the garden, and two smaller lounges. One of these 

lounges has a computer that residents are able to use with assistance from staff. A long corridor 

also features additional seating, a piano, various board games and books. At the time of our visit 

this area appeared cluttered.  

The home has a hair salon, and the hairdresser visits regularly.  The large, clean, kitchen and the 

laundry were reviewed and are well managed and organised. Neither room is accessible to 

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

 

Outdoor Space 

 

 

The home has extensive, secure grounds featuring flat 

pathways, wooded areas, courtyards, gazebos, streams and 

ponds. Many activities are organised outdoors in fair weather to 

take advantage of the grounds. Some residents enjoy helping to 

maintain the garden. The outdoor area is fully enclosed and has 

a keypad entry system on the gate and certain residents have 

access to the code. 
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Activities 

A timetable of 

activities runs 7 days a 

week. Morning 

activities include 

hairdresser/nail care, 

pet therapy, 

exercise/balloon 

bounce, giant 

crosswords, carpet 

bowls, arts and crafts 

and news chats. 

Afternoon sessions 

available are bingo, 

singing for the brain, 

poetry, music and movement, sports on the tv/card games, and film club. 

The home also organises a pre supper drinks session a few times a week. Visits from entertainers, 

string quartets and choirs are also scheduled in. 

Garden walks, and the gardening club is popular with the residents who grow vegetables that are 

used in the kitchen. Residents also help to plant out the flower tubs. 

Trips out into the community include visits to the pub, garden centre and local shops. Also, 

children from the local school, and young people from the College will visit the residents. The 

home offers work experience to the young people. 

In one of the small lounges a television is set up to watch a bird’s nest in the garden, which is 

very popular with residents, and there is also a fish tank and an electric organ which is played by 

a couple of the residents. 

  

 “We have a cat that lives with us. He is very spoilt and knows 

that we he comes to visit he will get a treat!”  

 “We love having the cat here. I have always had cats as pets so 

its lovely that he is here”       

 

At the time of our visit the majority of residents were singing Christmas Carols, and some were 

receiving Holy Communion.  

There is an active monthly resident’s association who review, and have impact on the running of 

the home. The menu is regularly reviewed by residents, as are choices of trips out into the 

community, and choice of planting in the garden for example. 
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Hydration & Nutrition 

Three main meals are served a day, and a late evening light menu is also available. Residents 

have access to snacks on request. The home offers one main lunch option for example – roast 

chicken, spaghetti bolognaise, quiche, or roast pork followed by a dessert. Supper examples 

include lasagne, beef salad and 

jacket potatoes. Drinks and snacks 

are provided every 2 hours, or on 

request. 

Midday meals are served from 12 

until 2. There is an early diners’ 

area which provides a focus on 

residents who require some 

support with eating, or fluid 

intake. 

Weekly menus are provided in 

each resident’s room, and there is 

a menu card on each table. There 

is also a chalk board that provides the menu daily, to help make residents aware they can make 

an alternative choice should they wish too. 

There is a snack and hydration station available that residents are encouraged to use. Every day a 

Hydration Champion monitors residents to ensure they are having enough fluid. 

 

 

 

 

 

 

  

 “The food is very nice, but sometimes I have to wait 

quite a long time for it and the plates are cold” 

 “If there is anything I’m not keen on I will ask for 

something else. It’s not a problem” 

 

 

 

“I like eating lunch with my 

friends and we look out onto 

the garden” 

 

 

“The food is very tasty and 

there is plenty of it” 
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Access to Health Services 

The home has a close link to the local GP surgery, and the doctor visits weekly and knows the 

residents well. Residents are registered with local dentist and go out to access treatment. 

The chiropodist and physiotherapist are employed by the home and their services are provided to 

residents within their fees. Generally, the residents will visit the local opticians to have their eyes 

tested. 

All medical information including incidents trips/falls etc are recorded on computer. Every month 

the manager can pull off a summary that can be used to monitor trends with a view to taking 

preventative action. Managers meet monthly with the 3 other homes in the group to compare data 

and work together to improve best practice. 

 

Staff 

During the day there are 5 care staff on duty plus the manager, deputy manager, administrator, 

activity coordinator plus kitchen staff, cleaners, a laundry assistant and a maintenance person. 

The owners of the home have an ethos of treating staff well and prioritise staff retention. Agency 

staff are not used and there is a small team of bank staff that have worked at the home for a 

number of years. We were advised that salaries were good, and staff were offered additional 

incentives such as – 

• A minibus providing lifts to, and from work for local staff. 

• Family friendly shift patterns. 

• Regular supervisions and an annual appraisal with a performance related bonus. 

• Free uniform. 

• A monthly team building event for the winning team. 

• Annual salary increases. 

There is a rolling programme of training in addition to the core topics. Training is delivered by an 

inhouse consultant who is a registered nurse and former university lecturer. Additional training 

includes a 4-day course on dementia care, and palliative care.  

Training is delivered in classrooms at Hill House Nursing Home which is part of the same group of 

homes. The owners are very hands on and visit all 4 homes on a regular basis and are very 

involved in the day to day running. Staff fed back positively about the support they gave them. 

The Kings Nurse works regularly across all 4 sites, and provides staff with ongoing training, 

modelling best practice in dementia care. 

We were advised that the ‘sunflower approach’ is central to the way the home is run and it 

stands for loyalty, adoration, and longevity. Each member of staff must sign up to the approach 

after their induction, and it is seen as a way of demonstrating the homes commitment to 

achieving the highest standards of person-centred care.  
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Some examples of the approach are –  

• To have a focus on residents, empowering residents and their families, partnership working 

and a service based on needs and desired outcomes 

• To provide effective, safe and appropriate personalised care, treatment and support at all 

times.  

• To have rigorous process management in place, including the standardisation of clinical 

and operational processes and robust performance management across the company 

 

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

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 

 

 

What contributes towards making Woodlands outstanding? 

• Staff retention is seen as a priority, and staff are paid well, and have access to incentive 

schemes. 

 

• Owners that are pro-actively involved in the running of the home, supporting staff, and 

providing family friendly shift times. 

 

“I enjoy being here. The 

staff are very helpful, and 

there is lots to do. I like 

having meals here with 

my friends” 

“I looked at other 

homes, but this is the 

best. My room is lovely 

and looks out onto the 

garden and I can feed 

the birds. It feels like 

home” 

 

 

“My friends and 

family can come and 

see me whenever 

they want, and they 

take me out if I want 

to go anywhere” 

“The staff are very helpful. 

Nothing is too much trouble” 

 

“I like the fact that there is 

always something to do. I like 

keeping busy” 
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• Onus is put on a continued programme of training that is additional to core requirements. 

 

• Residents have access to a monthly resident’s association meeting where their ideas are 

listened too and implemented. 

 

• There is a varied schedule of activities that focusses on keeping the residents engaged and 

active. 

 

• Woodlands has a particularly large, well established outdoor area that is regularly utilised 

and enjoyed by residents. 

 

• The home has adopted the sunflower approach and ethos which includes well-coordinated 

policies and practices and leadership which sit under each symbol of loyalty, adoration and 

longevity. 

 

Providers Feedback 

We are delighted and proud that our dedicated team continue to be acknowledged not only by 
the people who use our service but by CQC and agencies such as Healthwatch alike. 
 
Woodlands Residential Home is highly regarded as Outstanding through its achievement of a 
second outstanding award by CQC. Our staff go out of their way to ensure that our Sunflower 
Approach to care and welfare demonstrates our loyalty, adoration and longevity of care to our 
residents and to each other. 
 

 

 

 

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

 


