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Report & Recommendation Response Form

Healthwatch was established in 2013 in accordance with the Health and Social Care Act 2012.

Within this legislation [Arrangements to be made by relevant bodies in respect of local Healthwatch Organisations
Directions 2013 Healthwatch has a right to a reply within 20 working days to Reports and Recommendations submitted
by Local Healthwatch to a service provider.

If there is a nil response, please provide an explanation for this within the statutory 20 days.

Report submitted:
Report sent to Sade Kur
Date sent 24/04/2026
Report title Enter & View: Hatton Grove
Date of response provided 22/05/2026
Please outline your general See responses below

response if applicable
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Summary of Findings

XXXXXXXXXXXXKXXKXXXXKXXKXKXXKXXXXXXXXXX
Signage

There is no external signage directing
visitors to the care home entrance. In
addition, we observed a lack of signage
inside the home. The fire exits, kitchen,
bathrooms, communal rooms and
residents’ rooms were not signposted.
Recommendation I: Install external
signage to direct visitors to the main
entrance and install internal signage to
improve the navigation around the home
and to signpost fire exits and alarms for
safety.

Please outline what actions and/or
improvements you will undertake as a
result of the report’s findings and
recommendations.

If not applicable, please state this and
provide a brief explanation of the
reasons.
XXXXXXXXXKHKXKXKXKXKXXXXKXKXKXKXKXKXXXX

We are fully committed to enhancing
accessibility and navigation
throughout the service.

e A comprehensive review of
external signage will be
undertaken to ensure that all
visitors, particularly those who
may experience difficulty
locating the main entrance, are
effectively supported.

o We will proactively explore
opportunities to improve
internal signage to promote
clear and intuitive navigation
within the home.

e Residents and staff will be
actively involved in the co-
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1. Please outline what you are
currently doing to address
issues identified.
2. General comments
If not applicable, please state this and
provide a brief explanation of the
reasons.
XXXXXXXXXXXXXXKXKXKXXXXXXXXKXKXXXXXXX

The street works taking place at the
time of the Healthwatch visit have now
been successfully completed. These
improvements included the installation
of a dropped kerb to enhance
accessibility for individuals using
mobility aids.

There is a secured entrance to the
residence. The staffing profile does not
include a paid receptionist. Staff
provide direct care to residents due to
their needs.

Staff respond promptly to the doorbell
and attend to visitors immediately upon
arrival. Visitors are then welcomed and
appropriately directed. This process



production of personalised door
signage and communal area
signs, fostering both
independence and a strong
sense of belonging.

* We will update any fire
evacuation posters with missing
information
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was followed effectively on the day of
the Authorised Representatives’ visit.

At the time of inspection, clear signage
was displayed on the original front door
to guide visitors to the main entrance.
The service name board is positioned
on a wall at the end of the main
pathway, providing visibility as visitors
approach the entrance.

Each flat is clearly identified by lettered
signage. This was implemented by the
manager over a year ago to improve
orientation for residents, staff, and
visitors.

All fire exits are clearly marked and
compliant, as confirmed by the
service’s external fire risk assessment.
Some exits are not signposted where
they are not wheelchair accessible, in
line with their intended use.



XXXXXXXXXXXXKXXKXKXKXKXKXKXKXXKXKXKXKXXKX
General Environment & Cleanliness

The home needs overall renovation, and
we observed issues such as broken
ceiling tiles, bathroom sinks, and uneven
flooring that need addressing. We were
told that renovations were underway.
Recommendation 2: Implement fixes to
the issues highlighted in our report,
including the damaged ceiling tiles in
the reception area, as a priority to avoid
any safety issues. General renovations
should also begin soon to improve the
overall environment.

XXX XXXXXXXXXX

The delivery of the refurbishment
programme is being robustly
managed by Hillingdon Council’'s
Assets Team, with oversight from
senior Council officers and the Care
Home Manager. We are confident that
these improvements will significantly
enhance the environment for residents
and staff alike.
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There is one Fire evacuation poster in
the property missing the evacuation
information

Currently, there is no signage on
residents’ bedroom doors or on kitchen,
bathroom, and toilet doors.

XXX XXXXX

A structured programme of renovation
works is currently underway, following
approved funding in March 2026.
Progress to date includes the
replacement of kitchen worktops and
flooring in Flat A, with refurbishment of
the ground-floor wet room in progress.

Planned future improvements include
the replacement of vanity units, repairs
to damaged tiles in bathrooms and
toilets, redecoration of the reception
area and staircase, and repair of
flooring in Flat A.

An external cleaning contractor
provides cleaning services six days per



,9,9.0.0.0.9,0.0.9.0.0.9.9,0.0.9.9,0.0.9,0.0.9.9,0,0.9.90.0.906.9¢ 664

Information & communication
Noticeboards were cluttered, and the

information displayed was not updated.

We saw no information about activities
and food menus.

Recommendation 3: Update and
organise the information displayed on
noticeboards. The information
displayed should include an updated
activities schedule and weekly menu.

XXX XXXXXXXX

We are committed to strengthening
communication and accessibility of
information across the service.

e Additional noticeboards will be
introduced in flats where this
would enhance engagement
and awareness of activities.

» Existing boards will be reviewed
and refreshed to ensure they
are well-organised, current, and
meaningful.
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week in accordance with a defined
schedule. Care staff also play an active
role in maintaining cleanliness,
supported by infection prevention and
control protocols, with checklists
completed to evidence compliance.

Regular review meetings take place
between the home and Hillingdon
Council's Facilities Management team
who oversee the external cleaning
contract for the care home
XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX

Hatton Grove maintains several
noticeboards, including a dedicated
staff noticeboard on the ground floor. A
separate noticeboard provides key
information for residents and visitors,
including details of the complaints
procedure, alongside displays of
appreciation such as thank-you cards.

Currently, there is no monthly
newsletter, and carers’ meetings are



The home has introduced a monthly
newsletter to improve communication
with families and stakeholders.

Recommendation 4: Assess the
outcome and user feedback after some
time to identify the effectiveness of this
approach.

) 9.9,0.0.9.9.9.9.9.0.9.9.0.9.9.:9.9.9.9.0.9.9.0.9.9.90.0.9.9.0.0.4

Activity & Engagement

We were told there are no resident
meetings taking place in the home. In
addition, some staff members suggested
arranging more indoor and outdoor
activities. Residents who can go out to
attend community activities could
benefit from visits to zoos or local
museums. Residents who remain inside
could do with some more in-house
activities tailored to their needs and
capabilities.

We will introduce and improve
visual menu planners to better
support residents’
understanding and choice.

The frequency of carers’
meetings will be increased to
promote consistent
engagement and collaboration
with families.

XXXXXXXXXXXXXXXXXXXXXXXXXXXXX

We are optimistic and forward-looking
in our approach to engagement and
inclusion.

The revised resident meeting
format will continue to be
embedded and evaluated, with
feedback actively informing
ongoing improvements.

Future meetings will provide
structured opportunities to
discuss a range of themes,
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held annually. The last meeting was in
December 2025

XXXXXXXXXXXXXXXXXXXXXXXXXXXXXX.

It is important to clarify that resident
meetings are in place within the service.
At the time of the Healthwatch visit, the
designated staff member responsible
for facilitating these meetings was on
duty but was not interviewed.

The Healthwatch report indicate the
importance of promoting and sharing
information about the activities which



Recommendation 5: Arrange a regular
residents’ meeting to allow a space to
raise questions or concerns and discuss
improvements to areas such as
activities or meals, for those who have
capacity.

Alternatively, for those who do not have
capacity, invite their friends and families
to share their views.

Recommendation 6: Residents who are
bedbound or do not have the capacity
to engage with group activities should
have a tailored activity plan to meet
their needs.

including activities, meals, and
service development. For
residents unable to participate,
we will actively involve families
and representatives.

Care plans and personal goal
planning will remain central to
shaping meaningful,
individualised activity
programmes.

We will continue to evidence
engagement through activity
logs and visual displays.

We are particularly excited
about the forthcoming opening
of the Platinum Jubilee Centre in
Hillingdon and the new
opportunities it will offer our
residents for community
participation.
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take place in the care home for
residents staff and visitors

There is documented evidence of
regular resident meetings. These have
evolved in response to feedback and
are now held in smaller group formats
with representatives from each flat.
Communication cards are used to
maximise participation, particularly for
individuals with communication needs.

Where residents lack capacity, their
views are captured through person-
centred care planning, review meetings,
and best-interest decision-making
processes involving carers and
advocates.

Residents benefit from a varied
programme of activities, including
coffee mornings, sensory sessions, and
therapeutic aromatherapy delivered by
a visiting specialist over the past nine
months. Social events are regularly
organised to celebrate key occasions
such as birthdays, Christmas,
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Medication Management

The manager reported ongoing issues
with medication supply from the
pharmacy provider, which may impact
continuity of care if delays persist.
Recommendation 7: Strengthen
contingency plans for medication
supply issues, including establishing
alternative pharmacy arrangements or
emergency stock protocols to ensure
uninterrupted access to medicines.

0,9,0.9,0,0.9.0.0.0.0.0.9.9.0.0.0.9,0.0.9.9.0.9.9,0,0.0.90.0.9,0,6.0.¢ 0,00 ¢

We will strengthen our existing
arrangements by reviewing
emergency stock protocols to ensure
safe, reliable, and uninterrupted
access to medicines at all times.

We will continue to have SLA meetings
to monitor the performance of the

pharmacy supplier service

An alternative pharmacy supplier’s
being sought if the current pharmacy
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Valentine’s Day, and Easter. Highlights
include visits from Wiggly Woos dessert
truck, Rah Rah Theatre performances,
and a petting zoo. These activities are
documented visually and were shared
during the visit.

Additionally, some residents access
community-based opportunities,
including day centres and Mencap
evening clubs.

XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX

The service has established procedures
in place to ensure access to alternative
medication supply sources where
required.

Safeguarding notifications have been
raised against the pharmacy supplier
over concerns about incidences
involving medication and residents

Service level agreement (SLA)
meetings have been held with the
pharmacy supplier to monitor their
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Risk Management Safeguarding & Falls
A safeguarding incident involving an
unwitnessed fall resulted in a fracture
that was not immediately identified.
Although actions have been taken, this
highlights the need for more proactive
monitoring following incidents.

Recommendation 8: Introduce a formal
post-fall protocol requiring immediate
clinical assessment and ongoing
monitoring of residents following any

fall, particularly for those at high risk, to

ensure timely identification of injuries

supplier’'s performance fails improve
Continued poor performance will

XXX XXXXXXXXXX

We are committed to continuous
improvement in safety practices.

o Post-fall protocols will be
reviewed to ensure full
alignment with best practice
guidance.

A dedicated Falls Champion will be
introduced to strengthen oversight,
promote awareness, and drive
preventative strategies
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performance with the clear
understanding that am alternative
supplier would be found if the service di
not improve

XXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXXX

A Section 42 safeguarding meeting was
convened in response to the fall
referenced in the report, and all agreed
actions have been fully implemented.

The service maintains a detailed falls
log and systematically reviews
incidents to identify trends and
implement preventative measures. Risk
assessments are updated promptly
following any incident or near miss.



Falls are currently monitored through
logs, motion sensors, and increased
supervision for high-risk residents.

Recommendation 9: Continue to
expand the use of preventative
measures and review falls data
regularly to identify patterns and
implement further targeted
interventions.

XXXXXXXXXXXXXXXXXXXKXXXXXXXXXXXXXXXXXXXX

Staff support and wellbeing and
management

A staff member required us to explain
what safeguarding is before answering
the question on how to raise a
safeguarding alert. Another staff
member wished they had more time to
go through the training.

Recommendation 10: Allow adequate
time for staff training to improve
learning and ensure understanding. It

could be a good idea to collect feedback

XXX XXXXXXXXXXXXXXX

We are confident in our ability to
further strengthen staff development
and support.

e A staff survey will be introduced
to gather feedback on training
experiences and identify
opportunities for improvement.

« Training time will be protected
and prioritised to ensure
meaningful learning and
confidence in practice.

e Recognising the physical
demands of care work, we will
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XXXXXXXXXXXXXXXXXKXXXXXXXXXXXXXXXXXX

All staff, including agency workers, are
expected to have a clear understanding
of safeguarding principles and
complete regular refresher training. It is
therefore disappointing that this was
not demonstrated during the visit.

The service places strong emphasis on
staff training and development. Where
challenges arise, these are addressed
through supervision. Staff are financially
supported to complete training, with
particular emphasis on moving and



from staff to identify gaps and areas for
improvement

Since staff are required to undertake
physically demanding tasks, including
hoisting and full personal care, and are
supported through training and
supervision.

Recommendation 11: Continue to
support staff wellbeing by monitoring
workload and physical demands and
consider additional refresher training in
manual handling to reduce the risk of
staff injury and fatigue.

continue to support staff
through structured supervision
and targeted training.

o Additional competency
assessments, including those
focused on Mental Capacity
and recording/reporting, will be
introduced to further enhance
standards of care and
accountability.
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handling due to its importance for both
staff and resident safety.

Staff are required to review individual
risk assessments and understand the
safe use of mobility equipment.
Competency assessments are in place
to ensure safe practice.
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Signed: Sade Kur
Name: Sade Kur
Position: Registered Care Home Manager 22/05/20
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