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Home Visited     

Name Kingsthorpe View Care Home    

Address #1 Kildare Road (off The Wells Road)    

Address #2     

Address #3 St Ann’s    

Town/city Nottingham    

Postcode: NG3 3AF    

Telephone: 
Owner: 

0115 950 7896 
Beech Meadows Homes Ltd 

   

     

CQC Inspection Details     

Date 10/04/2018    

Rating Requires improvement    

     

Enter and View Authorised Representatives were onsite at the home on the following 

days 

12/06/2018 & 14/06/2018 

The manager and staff were welcoming to the Enter and View Team and we were 

signposted to 13 people with whom the staff team felt we could have meaningful 

conversations. Our representatives spoke to 12 of the 13 residents, which represents 

92.3%. 

Representatives did not speak to any visitors during the 2 days of our visit as none 

attended during that time. Many of the residents had little contact with family or 

friends. As a result, we were unable to triangulate information from residents with 

their family/friends.  

Observations were made throughout this time of staff interacting with other 

residents. 
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We used a five star rating where one is the worst and five is the best to rate a range of 

things about the home. The following is a snapshot of those ratings which shows the average 

overall rating along with the count of responses per star rating. 

 

 

            

1 star    2 stars     3 stars   4 stars                      5 stars  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

75.0% of all respondents told us that they either had made or would feel 

confident in making a complaint. 

     
 I feel like it’s my home! 

 People treated as individuals 

 Staff are caring 

 Food 

 Being told what to do 
 

 

 Food 

 More freedom to leave the home 
 

 

0 0 2 1 4 

0 1 2 1 5 

1 0 1 0 5 

0 2 0 2 5 

0 0 1 1 2 

Source: responses from 7 people gave an average of 4.3  

Source: responses from 9 people gave an average of 4.0  
 

Source: responses from 9 people gave an average of 4.3  

 

Source: responses from 9 people gave an average of 3.9  
 

Source: responses from 4 people gave an average of 4.3  
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Kingsthorpe View is a care home is located some way from the main road, at the end of a 
long driveway. It appeared to be secure, with different sections of the building being 
separated from one another by secure access.  
 
Kingsthorpe View Care Home has recently had a change of manager and this was 
recognised by some people we interviewed.  
 
We observed and heard about some examples of great care, good team work and saw a 

manager who was working hard to make a difference. Inside the building, the home was 

clean with a calm atmosphere throughout. The noticeboards displayed photographs of 

scheme activities, and some room doors displayed resident’s names and photographs. 

Evidence of activities included, a day trip and a World Cup get together 

The majority of residents we spoke to said they were happy with the home. The resident 

community is very diverse with a mixture of ages and needs: ex-rough sleepers, people with 

mental health challenges, physical impairments, dementia or a combination. There was also 

one person whose first language was not English. 

The residents all appeared clean, tidy and well dressed.  We also observed that they were 

changed immediately if necessary. 

Residents appeared content and the atmosphere was relaxed, with staff observed to be 

dealing with residents calmly. The manager told us that her background was in Mental 

Health, which she felt enabled her to deal with the residents support needs appropriately. 

Both the manager and staff knew all the residents and were familiar with their characters 

and likes/dislikes. 

There was a choice of food at meal times and the food we saw looked appetising. We 

observed support being offered during the meals, for example cutting up food. Staff were 

especially patient with a resident who couldn’t/wouldn’t leave the dining room and return 

to the lounge after the meal had finished.  

The staff were observed to be caring, happy and helpful, with a good ratio of male carers 

to the male residents. 

On one occasion, a minor disagreement appeared to start between two residents. Staff 

talked nicely to the resident who was creating the issue and encouraged them to get up 

and move away whilst distracting them with tea and biscuits. Afterwards, the member of 

staff apologised to the resident who had been on the receiving end of the disagreement. 

The incident was handled well by the member of staff. 
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We think this report is a fair reflection of the home at the moment.  

In response to residents feeling unsure how to make a complaint or not confident to 

do so, we can address that easily by explaining the process a bit more to our 

residents and in a more understandable format.  

As part of our quest to improve we regularly invite relatives, where applicable, to 

be involved in their family members care. For example sharing care plans with them 

so they understand what we do and can give their input.  

Recently we have employed a new chef who is developing a new menu.  

Overall, we are happy with the findings of this report and glad our residents feel 

safe and protected. We are pleased with the average overall experience score of 4.3 

and that our carers were recognised as giving good quality care.  

 

Carole Guy - RNLD 

Registered Home Manager  

 

 

 

 

 

 

 

 

  



 

9 | Healthwatch Nottingham & Nottinghamshire - Enter and View: Kingsthorpe View Care Home 

 

 
 

 
 

Most respondents indicated that their overall experience of the home was very good. 

 

 

 

The average rating from 58.3% (n=7) of residents interviewed was 4.3 with 47.1% (n=5) of 

interviewees did not provide a rating). 

The most frequently given score was 5, with 5 respondents (71.4%) reporting their overall 

experience of the home as very good (ratings 4 and 5). 

 

  

Most of the comments for this question were broadly the same regardless of rating given/not 

given. 

“There to help if I need it. In the day if I need help I just ask a carer.Carers are 

around 24/7. Residents are around. Dinners and sandwiches are alright. I smoke. 

Helped to go to the smoking area”. 

“Staff are nice. They all talk to me. The food is good and there is a choice. I like 

being left to do what I want to do”. 

“I like the staff,other residents and the food.” 

“I like the TV. I can choose what to eat and I like the activities.” 

 

 

 

I resident who provided a 3 star rating commented as follows: 

“No buzzer. I have to call out for staff” 

 

 

 

  

Source: Responses from 7 people  
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Most respondents indicated that they felt that residents were treated with care and 

compassion. 

 

 

 

The average rating from 75.0% (n=9) of residents interviewed was 4.0 with 25.0% (n=3) 

interviewees not providing a rating. 

The most frequently given score was 5, with 6 respondents (66.7%) reporting their overall 

experience of caring by the staff as very good (ratings 4 and 5). 

 

 

A selection of comments from residents who answered this question with a 5 star rating 

“They take me out” 

“They are very caring and give me sweets” 

“Very caring. every so often they do my hair. They wash it and it's very therapeutic. 

Generally they talk to me like a friend not as if carer to client. I get the same staff 

in the day and different at night. Both are just as good.” 

 

  

A resident who rated this experience as a 1 commented: 

“They are more interested in themselves, in recreation and time off. Lots of 

different staff - night staff and day staff. I don't like neither.” 

 

Whilst a resident who declined to give a rating commented: 

“The staff are incompetent. The food makes me ill. I am a diabetic. 

 

 

  

Source: Responses from 9 people  
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The majority of respondents indicated that they felt residents were treated with 

dignity and respect.  

 

 

The average rating from 58.3% (n=7) of residents interviewed was 4.3 with 41.7% (n=2) 

interviewees not providing a rating. 

The most frequently given score was 5, with 71.4% (n=5) of respondents reporting their 

overall experience was that they felt that residents were treated with dignity and respect 

(ratings 4 and 5).  

 

 

Two of the residents who rated this question as 5 and one who did not provide a rating also 

made the following comments: 

“They talk to me 

“Yes, they treat me respectfully.” No example given 

 “Definitely. They do me a bed bath, its' dignified, helps me to stay independent. I 

ask to do it myself in certain areas and they get me to roll over to get to other 

areas. They make me feel comfortable.” 

 

 

One of the residents who rated this question 3 supported their comment with: 

“Some do, some don’t.” 

 

 

 

Two residents who declined to rate this answer, made the following comments: 

“Staff are not bothered.” (No example given) 

“I'm reasonably well looked after. They don't talk to me much” 

  

Source: Responses from 7 people  
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The majority of comments indicated that respondents felt that safety and security 

was very good.  

 

 

The average rating from 75% (n=9) of residents interviewed was 3.9 with 25% (n=3) of 

interviewees not providing a rating. 

The most frequently given score was 5, with 77.8% (n=7) of respondents reporting their 

overall experience of the home was that they felt they were safe and protected (ratings 4 

and 5). 

 

 

Three out of the five residents who responded to this question with a rating of 5, supported 

their rating with following comments:  

“I feel safe and I look after the staff.” 

“I know everyone.” 

“Very. So much safer to be here. I have a buzzer and they are always on call. 

sometimes it's quicker depending on what they are doing.” 

 

 

 

Two residents who responded to this question with a rating of 1 supported their ratings with 

the following comments:  

“I do not feel safe, people keep coming into my room.” 

“No, I don’t. That’s it”. (No reason given) 

 

 

  

Source: Responses from 9 people  
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Most respondents indicated that they were happy with their involvement with 

decision making. 

 

 

The average rating from 33.3% (n=4) of residents interviewed was 4.3 with 66.6% (n=8) of 

interviewees not providing a rating. 

The most frequently given scores were 3, 4 and 5 with 3 respondents (75%) reporting their 

overall experience of the home involving them in decision making as very good (ratings 4 

and 5). 

5 residents did not know if they were on a Care Plan or not. Two residents rated this as 5 

but did not provide a comment or an example. 

 

 

On this occasion, there were no suitable comments to corroborate the rating. 

 

 

 

On this occasion, there were no suitable comments to corroborate the rating. 

 

 

 

  

Source: Responses from 4 people  
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Most respondents felt confident enough to either make a complaint or already had 

made a complaint. One commented that they were unaware of the procedure. 

Out of the 12 residents interviewed, 33.3% (n=4) of respondents failed to provide an 

answer to this question, whilst 66.7% (n=8) did so. 

Response No. of Responses % of Responses 

Had made a complaint 3 37.5%% 

Would make a complaint 3 37.5%% 

Would not have the confidence to complain 1 12.5% 

Would not know how to complain 1 12.5% 

Total of responses (% of 8 interviewees) 8 100.0% 

   

No answer given (% of 12 interviewees) 4 33.3% 

 

One of the residents had apparently previously made a complaint, whilst another would be 

happy to provide feedback. 

“I would speak to the Manager, or Deputy Manager. I have made a complaint. A man 

came to speak to me about my complaint. I have never spoken to the staff directly” 

“I have no complaints but would be happy to give feedback.” 

 

Whilst another 2 did not appear to be aware of the complaints procedure at the home nor 

would have the confidence. 

“I never made one. I would complain to staff. Quite a few staff have left since I've 

been here. Have not made any complaints and would have to find out how to do 

this” 

“I would not be confident.” 
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Enter and View is a power given to local Healthwatch through the Health and Social Care 
Act 2012. It enables Authorised Representatives of local Healthwatch to go into health and 
social care premises to see and hear for themselves how services are provided and to collect 
the views of service users at the point of service delivery. Service providers must allow our 
authorised representatives entry so long as it doesn’t affect their provision of care or the 
privacy and dignity of people using their service.  
 
Healthwatch Nottingham & Nottinghamshire has this power across the whole remit of health 
and social care services (with the exception of social care services for children under 18). 
As residential care facilities are not open to the public, they may not be open to scrutiny as 
readily as other health and social care services. Using our Enter and View power within 
residential care facilities could potentially identify services in need of support to improve 
resident and visitor experience, and therefore provide us with the opportunity to influence 
quality for people who are likely to be vulnerable and seldom-heard when it comes to 
expressing their experiences and views of health and social care services.  
 

 
To identify a suitable residential care facility in which to undertake an Enter and View 

exercise, the following steps were taken: 

 
 All residential care facilities with an overall CQC rating of “Requires Improvement” 

were shortlisted. Any residential care facilities with an overall rating of “Good” or 

“Outstanding” were excluded because we felt that we were unlikely to identify any 

problems relating to service user experience. We also excluded any services with an 

overall rating of “Inadequate” as we felt that these services would already be subject 

to ongoing scrutiny from the CQC and local authority. 

 

 We searched our database of service experiences for anything shared regarding 

care homes that may inform our decision. Experiences held on our database were 

collected through four main channels: 

o Direct methods including Healthwatch engagement activities, our website, 

telephone and email.  

o Through our online monitoring system which collects evidence from Twitter, 

blogs and news sites.  

o Patient Opinion, although this data has only been collected since May 2015.  

o Information sharing 

o We looked at newly registered homes, or those that had changed ownership 

recently and may not have been inspected by the CQC yet, or the most recent 

inspection refers to the previous ownership/workforce  

 We liaised with CQC care home inspectors who shared intelligence with us about the 

three shortlisted homes and based on this, decided to focus on Kingsthorpe View 

Care Home. 

Kingsthorpe View Care Home was notified of our intention to visit four weeks before the 

visit. The Enter and View leads met with the care home manager to discuss the Enter and 

View process, to answer any questions and agree how to make the best use of the visits. 
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During June 2018, the Healthwatch Nottingham & Nottinghamshire Enter and View team 
visited Kingsthorpe View Care Home, St Ann’s, Nottingham, a nursing and residential home 
which is part of Beech Meadows Homes Ltd. At the time of our decision to visit, the CQC 
had not visited however, while we were planning our visit, the CQC inspected it and rated 
it as “requires improvement” overall, and “good” under the caring domain. The objective 
of this visit was to gather information about experiences of the home and the care that is 
received from service users and those who visit them, with a view to providing some 
evidence-based recommendations that would support the improvement of the service.  
 
We were mindful that there would be issues with consent and capacity when speaking with 
residents with dementia, and we were guided by the care home to residents who would be 
able to communicate with us. In total we spoke to 12 residents and made several 
observations of occasions where staff were interacting with residents.  
 
We are grateful to Kingsthorpe View Care Home for being supportive of our visit.  
 

 
All members of the project team are Enter and View Authorised Representatives. These 
individuals went through a formal selection process, including the taking up of references, 
a Disclosure and Barring Service (DBS) check and an interview with a panel of Healthwatch 
staff. All received training over two days, which covered the role of an Enter and View 
Authorised Representative and how that would fit in with our rolling programme of visits 
into care homes, confidentiality, safeguarding, equality and diversity and Dementia Friends 
awareness.  
 
In addition to the Enter and View Authorised Representative training, all staff and volunteers 

in the Enter and View project team attended a training session regarding this visit 

specifically. The session covered the aims and objectives of the visit, contextual information 

about Kingsthorpe View Care Home and a review of data collection tools and how to use 

these. We wanted to prepare our team as much as possible for when they attended 

Kingsthorpe View Care Home. For this visit, our project team was made up of one member 

of staff from Healthwatch Nottingham & Nottinghamshire, and two volunteers. 

We would like to thank all the residents who spent time talking to our project team. We 

would also like to thank the members of the Enter and view Team who carried out this visit. 

 A list of our current Enter and View Authorised Representatives can be found on our 

website. 
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Healthwatch Nottingham & Nottinghamshire is an independent organisation that helps 

people get the best from local health and social care services. We want to hear about your 

experiences, whether they are good or bad.  

We use this information to bring about changes in how services are designed and delivered, 

to make them better for everyone.  

You are the expert on the services you use, so you know what is done well and what could 

be improved.  

Your comments allow us to create an overall picture of the quality of local services. We 

then work with the people who design and deliver health and social care services to help 

improve them.  

We want to hear your comments about services such as GPs, home care, hospitals, 

children and young people’s services, pharmacies and care homes.  

You can have your say by: 

 0115 956 5313 

  www.hwnn.co.uk 

  @HWNN 

Facebook.com/HealthwatchNN 

 Healthwatch Nottingham & Nottinghamshire 

Suite 7, Arnold Business Centre 

Brookfield Road 

Arnold 

NG5 7ER 

 
 
We produce regular newsletters that feature important national health and social care 
news, as well as updates on local services, consultations and events.  
You can sign up to our mailing list by contacting the office by phone, email or by visiting 
our website. 
 

 
 
We need enthusiastic volunteers from around the City and County to promote the 
Healthwatch message, to feed information to and from groups, and help us collect people’s 
experiences. We also need specialist volunteers to help us to assess services through Enter 
and View and other projects. 
 
Interested? Get in touch and we’ll let you know what roles are currently available and what 
to do next.  
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Ratings summary  

Question Residents Visitors Overall Score 

Overall experience 4.3 - 4.3 

How caring are the staff? 4.0 - 4.0 

Dignity and respect of residents 4.3 - 4.3 

Safety and protection of residents 3.9 - 3.9 

Involvement in care 4.3 - 4.3 

Involvement in care of person visited N/A - - 

Response to requests and concerns N/A - - 

 

Number of responses (excluding no response or ‘I don’t know’)  

Question Residents Visitors Total No. 

Overall experience 7 - 7 

How caring are the staff? 9 - 9 

Dignity and respect of residents 7 - 7 

Safety and protection of residents 9 - 9 

Involvement in care 4 - 4 

Involvement in care of person visited N/A - - 

Response to requests and concerns N/A - - 

 

Percentage of responses (excluding no response or ‘I don’t know’)  

Question Residents Visitors 

Overall experience 58.3%. - 

How caring are the staff? 75.0% - 

Dignity and respect of residents 58.3% - 

Safety and protection of residents 75.0% - 

Involvement in care 33.3% - 

Involvement in care of person visited N/A - 

Response to requests and concerns N/A - 
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We asked the following question: 

How many stars would you give for your overall experience of living here? 

The scoring range was from 1 (poor) to 5 (excellent). 

Question Type Residents Visitors Overall 

Overall experience Score 4.3 - 4.3 

Overall experience No. Responses 7 - 7 

Overall experience % Responses 58.3% - 58.3% 

 

The average rating from 58.3% (n=7) of residents was 4.3. 41.7% (n=5) residents asked did 

not provide a rating. 

 

Highest and lowest score split by source 

Question Type Residents Visitors Overall 

Overall experience Highest Score 5 - 5 

Overall experience Lowest Score 2 - 2 

 

Number of each score split by source 

Score 1 2 3 4 5 Total No. 

Residents - - 2 1 4- 7 

Visitors - - - - - - 

All   2 1 4- 7 

58.3%

% Residents % Visitors

Overall experience. % of respondents.

4.3

0.0

4.3

Residents Visitors All

Overall experience Score by respondent.

Source: Responses from 7 people  
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The most frequently given score was 5, with 5 respondents (71.4%) reporting their overall 

experience of the home as very good (ratings 4 and 5). 

 

 

 

 

  

0 0

2

1

4

0 0 0 0

01 2 3 4 5

Residents (no. per score) Visitors (no. per score)

Overall Experience - no. of scores by respondent 

0 0

2

1

4

1 2 3 4 5

Number per score (all)

Overall experience  - no. of scores by all 
respondents
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We asked the following question: 

How caring are the staff? 

The scoring range was from 1 (poor) to 5 (excellent). 

Question Type Residents Visitors Overall 

How caring are the staff? Score 4.0 - 4.0 

How caring are the staff? No. of responses 9 - 9 

How caring are the staff? % of responses 75.0% - 75.0% 

 

The average rating from 75% (n=9) of residents interviewed was 4.0 with 25% (n=3) of 

interviewees not providing a rating. 

 

Highest and lowest score split by source 

Question Score Residents Visitors Overall 

How caring are the staff? Highest 5 - 5 

How caring are the staff? Lowest 1 - 1 

 

Number of each score split by source 

Score 1 2 3 4 5 Total No. 

Residents 1 - 2 1 5 9 

Visitors - - - - - - 

All 1  2 1 5 9 

 

 

 

75.0%

% Residents % Visitors

How caring are the staff? Percentage of 
respondents by type.

4.0

0.0

4.9

Residents Visitors All

How caring are the staff? Score by respondent 
type.

Source: Responses from 9 people  
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The most frequently given score was 5, with 6 respondents (66.7%) reporting their overall 

experience of caring by the staff as very good (ratings 4 and 5)  

 

 

  

1 0

2
1

5

0 0 0 0

0

1 2 3 4 5

Residents (no. per score)

How caring are staff? No. of scores by respondent 

1 0

2
1

5

1 2 3 4 5

Number per score (all)

How caring are staff?  No. of scores by all 
respondents
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We asked the following question: 

Please rate how well they felt that the staff treated them with dignity and respect. 

The scoring range was from 1 (poor) to 5 (excellent). 

Question Type Residents Visitors Overall 

Dignity and respect Score 4.3 - 4.3 

Dignity and respect No. of responses 7 - 7 

Dignity and respect % of responses 58.3% - 58.3% 

 

The average rating from 58.3% (n=7) of residents interviewed was 4.3 with 41.7% (n=5) of 

interviewees not providing a rating. 

 

Highest and lowest score split by source 

Question Score Residents Visitors Overall 

Dignity and respect Highest 5 - 5 

Dignity and respect Lowest 2 - 2 

 

Number of each score split by source 

Score 1 2 3 4 5 Total No. 

Residents - 1 1 - 5 7 

Visitors - - - - - - 

All - 1 1 - 5 7 

 

58.3%

% Residents % Visitors

Dignity & Respect. Percentage of respondents by 
type.

4.3

0.0

4.3

Residents Visitors All

Dignity & Respect. Score by respondent type.

Source: Responses from 7 people  
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The most frequently given score was 5, with 71.4% (n=5) of residents reporting their overall 

experience was that they felt that they were treated with dignity and respect (ratings 4 and 

5).  

 

 

 

  

0 1 1 0

5

0 0 0 0

0

1 2 3 4 5

Residents (no. per score)

Dignity & respect. No. of scores by respondent 

0 1 1 0

5

1 2 3 4 5

Number per score (all)

Dignity & Repect. No. of scores by all 
respondents
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We asked the following question: 

To rate how safe and protected residents felt in the home.  

The scoring range was from 1 (poor) to 5 (excellent). 

Question Type Residents Visitors Overall 

Safety and protection Score 3.9 - 3.9 

Safety and protection No. 9 - 9 

Safety and protection % 75.0% - 75.0% 

 

The average rating from 75.0% (n=9) of residents interviewed was 3.9 with 25.0% (n=3) of 

interviewees not providing a rating. 

 

Highest and lowest score split by source 

Question Score Residents Visitors Overall 

Safety and protection Highest 5 - 5 

Safety and protection Lowest 1 - 1 

  

Number of each score split by source 

Score 1 2 3 4 5 Total No. 

Residents 2 - - 2 5 9 

Visitors - - - - - - 

All responses 2 - - 2 5 9 

 

 

 

75.0%

% Residents % Visitors

Safety & Protection. Percentage of respondents 

3.9

0.0

3.9

Residents Visitors All

Safety & Protection. Score by respondent type.

Source: Responses from 9 people  
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The most frequently given score was 5, with 77.8% (n=7) of residents interviewed reporting 

their overall experience of the home was that residents felt safe and protected (ratings 4 

and 5). 

 

 

  

2

0 0

2

5

0 0 0 0

0

1 2 3 4 5

Residents (no. per score)

Safety & Protection. No. of scores by 

2

0 0

2

5

1 2 3 4 5

Number per score (all)

Safety & Protection. No. of scores by all 
respondents
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We asked people the following questions: 

We asked residents how well does the home involve them in decisions about their care? 

The scoring range was from 1 (poor) to 5 (excellent). 

Question Type Residents Visitors Overall 

Communication and involvement Score 4.3 - 4.3 

Communication and involvement No. 4 - 4 

Communication and involvement % 33.3% - 33.3% 

 

The average rating from 33.3% (n=4) of residents interviewed was 4.3 with 66.6% (n=8) of 

interviewees not providing a rating. 

 

Highest and lowest score split by source 

Question Score Residents Visitors Overall 

Communication and involvement Highest 5 - 5 

Communication and involvement Lowest 3 - 3 

 

Number of each score split by source 

Score 1 2 3 4 5 Total No. 

Residents - - 1 1 2 4 

Visitors - - - - - - 

All   1 1 2 4 

 

 

 

33.3%

% Residents % Visitors

Comms & Involvement. Percentage of respondents 

4.3

0.0

4.3

Residents Visitors All

Comms & Involvement. Score by respondent 

Source: Responses from 4 people  
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The most frequently given scores were 3, 4 and 5 with 4 respondents (67%) reporting their 

overall experience of the home involving them in decision making as very good (ratings 4 

and 5). 
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We asked residents the following question: 

If you ever needed to, how confident would you feel to make a complaint? 

The following breakdown of results was obtained: 

Out of the 12 residents interviewed, 33.3% (n=4) of respondents failed to provide an 

answer to this question, whilst 66.7% (n=8) did so. 

Response No. of Responses % of Responses 

Had made a complaint 3 37.5%% 

Would make a complaint 3 37.5%% 

Would not have the confidence to complain 1 12.5% 

Would not know how to complain 1 12.5% 

Total of responses (% of 8 interviewees) 8 100.0% 

   

No answer given (% of 12 interviewees) 4 33.3% 
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