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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: Woodpeckers Care Home, Brockenhurst, SO42 7RX  

Service provider: Colten Care 

Date and time: Friday 11th 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 Woodpeckers 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’. 

 

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 7 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.  

There is usually a waiting list for entry to the home, however at the time of our visit 3 rooms were 

available. The home does not cater for people living with dementia who display behaviour that 

challenges, although their sister home, Linden House, is also rated as outstanding and focusses on 

this condition. 

 

What we saw 
Physical environment 

Woodpeckers Brockenhurst is located in central Brockenhurst and the property is a converted 

stately home with 37 rooms situated over 3 floors. The home has 2 lifts for access to all floors.  

The rooms are of a good size and all have en-suite toilet and shower facilities.  

Residents and their families are encouraged to bring their own personal items and furniture from 

home, subject to furniture being fire retardant. 
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On the top floor the rooms have sloping ceilings which is in keeping with the design and features 

of the original building.  We noted the corridors were narrower than usual, however this was 

again in keeping with the building and was not reported as an issue by the residents. Handrails 

are fitted, and the floor is carpeted. 

The kitchen is clean, organised and well managed. 

On every floor there are further accessible toilets and a well-equipped bathroom with fully fitted 

accessible bath and hoist. 

Communal areas include a sun terrace, TV lounge and a 

quiet room for residents to meet with visitors.  A corridor 

that runs alongside the sunroom has been converted into 

another social area, there is also a dining room, and a hair 

salon. 

There is a very large, enclosed, well-kept garden which 

includes a woodland walk for residents to access. 

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. If pagers are not responded to within set 

timescales, an apology is given, and a follow up 

investigation is carried out. 

 

Lounges 

There is a large sun lounge/conservatory that forms the focus of most of the activities at the 

home. On the day of our visit local school children were at the home and residents were enjoying 

reading with them together. 

There are a variety of chairs and coffee tables and the 

windows look out onto the garden. 

The TV room has a homely feel and features a variety of 

books and games for residents to access.  

 

A small hair salon is available for the residents to use if 

they wish and a freelance hairdresser visits 3 days a 

week. 

 

 

 

 

 



Enter and View – Woodpeckers Care Home, October 2019 
 

6 | P a g e  

 

 

The dining room is large and is set out 

in tables of two to six seats in a café 

style.  

The tables are laid with serviettes 

individual menu requests. The feel is 

informal and relaxed.  

The kitchen is situated next to the 

dining room where the food is served 

directly to the residents. Residents do 

not have open access to the kitchen.  

 

 

 

Kitchen 

The kitchen is clean, organised and well managed by the chef who has worked at the home since 

1994.  Food for serving is kept warm using a hot steam method that prevents food from drying 

out. 

 

The home carries out cross – audit inspections where other staff members check the levels of 

cleanliness and hygiene in areas they would not usually work in. 

 

A chemical free cleaning system called Tersano is used as traditional chemical cleaners can affect 

respiratory conditions. This system converts standard tap water into a cleaner and sanitizer via a 

specialist system that has been installed to ionise the water. Residents call it ‘magic water’. 

 

Woodpeckers has a Hygiene Rating of 5. 

 

Outdoor Space 

There is a large, enclosed garden with wide, flat, wheelchair 

friendly pathways for residents to follow. The paths are made of 

a rubber mulch material similar to that used in children’s 

playgrounds which lessens the impact of a fall. 

One pathway leads to a wooded walk area with benches at regular 

intervals.  There is also a covered gazebo which enables residents 

and their families to enjoy the outdoor space all year round 

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 planted flower borders, shrubs and trees, and the 

lawns and garden are well kept. The home has also planted a sensory area for the residents to 

enjoy. Staff have also planted an orchard area. 
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There is a raised allotment area where residents help to grow a variety of vegetables which are 

used in the kitchen by the chef.  

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

 

Activities 

Woodpeckers publish a monthly ‘What’s on Calendar’ which has a varied programme of activities. 

Residents are central in making decisions over the activities that are organised at the home 

including simple sewing, sit fit exercise, cooking sessions, decoupage, quiz hour, nail pamper and 

singing sessions. 

 

 

For residents that are unable to get out of bed, one to one activities are organised. One resident 

recently wanted to go to Greece, but was unable to go due to ill health, so a member of staff 

shared videos of Greece with her on an iPad. 

The provider owns a minibus, giving the opportunity for regular trips out such as Haskins for 

afternoon tea, Lepe Country Park, and the Lyndhurst Museum. All trips are very popular with 

residents. 

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 gardener hosts a regular garden club. Residents that are unable to access the outside space 

are able to propagate seeds, pot up plants etc in the sun lounge room.  

A raised vegetable plot enables residents to have easier access to growing vegetables. Residents 

choose the types of plants that are grown. This year a ‘wonky carrot’ competition was held. 
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A celebrant visits on Sundays to enable those who wish to join in a religious ceremony. Residents 

choose hymns and staff organise for the words to be printed out for them. 

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. This has involved a request for pheasant for dinner, a trip to a motorbike museum 

and a visit to an Alpaca farm. 

 

There is a focus on arts and crafts which residents 

particularly enjoy. Pieces of residents work from 

knitting; mosaic pot decorating and decoupage on 

photo frames are sold to the community to raise 

funds for charity or given to resident’s family 

members.  

This is something the residents are very proud of 

and encourages them to engage in meaningful 

activities. 

 

 

 

Community Engagement 

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

• Links with students from the SEN Department at the local college who visit residents and 

join in activities with them providing benefits to both parties. One joint activity included 

wrapping shoe boxes for the Christmas appeal with the young people advising residents on 

how virtual reality headsets work. 

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

board games sessions which is enjoyed by all. Children have also brought their homework in 

and residents provide assistance. 

• The manager and head of activities organise regular events to raise money for local charities 

such as Oakhaven Hospice and Honeypot Children’s Charity. A recent successful event was a 

dog show in the rear garden. All were welcome. 

Future events include a Tickled Pink Tea Party in aid of Breast Cancer Awareness, a Strictly come 

Tea Dance, and a Country & Western BBQ. Residents and all staff get involved. 
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The manager has made links with the local Village Agent, and Care Navigator from Help the Aged 

to reach out to vulnerable people in the local community.  

 

 

Those identified as being in need are 

provided with vouchers to ‘cash in’ at the 

home for a free lunch/cream tea, salon 

appointment / free activity, or minibus trip 

with the residents, reducing social isolation 

in the area. 

 

 

Hydration & Nutrition 

Food is prepared freshly every day by the chef who has access to a herb garden for fresh ingredients. 

Vegetables are also grown by residents and are used by the chef.  

Every day a menu is available for every resident to make their own food choices for the next day. 

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

The chef then receives each individuals’ requests. Residents put feedback on their menu with their 

likes and dislikes which are taken on board. 

 

 

 

 

 

 

 

 

 

 

 

A variety of fruit juices are served with meals and at lunchtime wine is served.  Our volunteers 

stayed for lunch and reported that the food was of a very good standard. 
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On the day of our visit the main choices for lunch were either cottage pie with a leek and potato 

topping, sautéed lambs’ kidney in red wine, tuna niçoise salad or stuffed peppers with 

Mediterranean cous cous. 

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 chef is aware of each individuals’ requirements. We noted that he made small flans and created 

a split in the pastry to enable those who struggled with cutlery to break them in half with their 

hands.  

There is an additional ‘night owl’ menu for residents who prefer to have food in the early evening. 

Access to Health Services 

The GP visits at least once a week and the manager has a close link to the local surgery and 

pharmacy. The GP knows the residence well which ensures continuity of care. 

The local Specsavers visit quarterly and offer sight, and hearing tests. 

The majority of residents use the local dentist and are able to access their premises. The 

manager has endeavoured to seek a dentist that will visit the home, however the providers have 

requested residents visit their surgery due to the equipment that is required. 

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. In addition to this there are regular 

food committee meetings comprising of the chef, residents, and other staff members 

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

feedback is sought and acted upon. 

Staffing 

For 37 residents there is a staffing team of 9 health care assistants, 2 registered nurses, and a 

senior care lead. The majority of staff have worked at Woodpeckers for a number of years, and 

staff turnover is low. 

 

 

 

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.  
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We asked staff what they felt made the Home Outstanding 

 

 

 

 

 

 

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

live 

 

 

 

 

 

 

 “It’s all about teamwork. We all know each other well and have worked together for 

a long time. We have a great team.” 
 

“The Manager is amazing. She has so much energy and she keeps us all really 

motivated. You can tell she really cares.” 

 

“We all communicate regularly which is key. Our Manager is very easy to talk to and 

of there are any problems she will get them sorted straight away. We can rely on her” 

 

” We are like one big family. I love working here, it’s like a home from home” 

 

 
 

“The staff are so friendly, I’m 

really happy here” 

 

 

 

“It’s really cosy and friendly” 
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“It’s just like being part of 

a big family. There is so 

much to do here, I really 

enjoy all the arts and 

crafts we do” 

 

“I feel very lucky to be 

here. My room is 

lovely, and I can’t fault 

the staff who are very 

attentive.  

 

“I love gardening and 

I never thought I 

would be able to do 

any gardening when I 

had to leave my 

home, but we have 

gardening club, and 

an allotment  

 

I look forward  

 
to our trips out” 

 
and the gardens 

are lovely” 

 

“We get so much choice in 

everything, the food, the things 

we do. We are listened too” 

 

 

 

 

 

“They know exactly what colour 

toast is just right for me. They 

know us all really well” 

 

 

“If I do have something to 

complain about, they take notice 

straight away and I know they 

will do something about it” 

 

 

“I’ve been recuperating from an 

operation and I have to go home 

soon. Ive felt so spoilt and well 

looked after here” 

 

 

“It feels like home. In fact, it’s 

better than home” 

 

 

“They know exactly what colour 

toast is just right for me. They 

know us all really well” 
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What contributes towards making Woodpeckers Outstanding? 

A pro-active, devoted manager. “I returned from a holiday abroad recently and I came back to my 

home, which is here at Woodpeckers”. Effective, regular communication between staff and 

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

working together. 

Extensive links formed with the local community, in particular schools and colleges, for the 

benefit of all. 

A varied choice of meaningful activities for each resident to take part in which improves their 

wellbeing.  Regular trips into the community, based on ideas received from residents. 

Staff feeling valued and taking part in all community activities, reinforcing the family feel. Staff 

also being valued by the ‘who made your day’ awards programme. 

All staff treating residents as individuals, and with respect and dignity.  Staff attend every funeral 

as they consider they have lost a member of their family. 

An understanding, and knowledge of each individual by creating an ‘All About Me’ folder which 

details the individuals likes, dislikes, past, and present hobbies, holidays they have been on, and 

information on their previous work life. 

Attention to every small detail such as the chef making individual flans that could be easily split 

in two for those that struggle with cutlery, and food being kept warm by a steam method. 

A chemical free environment by investing in a specialist system. 

Going above and beyond level of activities including ‘resident of the day’. The level of 

meaningful activities including selling products made by residence to the local community to raise 

money for charity. 

A large garden that has been adapted to encourage residents to enjoy the outdoors i.e. raised 

beds, covered gazebo, specialist pathway to soften any falls. 

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 

We are pleased that the hard work and dedication of the team at Woodpeckers has been 

acknowledged. The teams one aim is to deliver care of the highest standard to all of our 

residents. 

 

We genuinely believe Woodpeckers is an outstanding home ensuring the very best of care for our 

residents, our care plans are person centred and our ‘Resident of the Day’ experience ensures 

these plans remain as such and that wishes of residents are delivered. Our teams are prepared to 

go out of their way to deliver good care and the feedback and comments from our residents, their 

relatives and professional contacts confirms that for us. 

 

We welcome the feedback received, which confirms the service we are always aiming to deliver.  
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Unit 12, Winnall Valley Road, Winchester, Hampshire, SO23 0LD 
Tel: 01962 440262 

 


