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About Us 

Healthwatch Leeds is here to help local people get the best out of their 
local health and care services by bringing their voice to those who plan 
and deliver services in Leeds. 
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Summary 

Healthwatch Leeds carried out an unannounced enter and view visit to 
Atkinson Court Care Home on 31st July 2018.  The visit was prompted 
by several factors, including a report published by the CQC in May 2018 
rating the home as requiring improvement in four out of five areas.  A 
number of concerns were also highlighted by the local authority in 
relation to staffing levels and the care of residents at the home.  

 

Key Findings 

• 100% of respondents said they or their relative was well cared for 
at Atkinson Court. 

• The majority (93%) of respondents said that staff treated them or 
their relative with respect. 

• Some residents and carers commented that people had to wait 
longer for attention at evenings and weekends, and that there 
were some inconsistencies in care. 

• People were happy with the way medication was provided. 

• The majority of people were happy with the quality and variety of 
food provided at the care home. There was an indication that 
food had recently improved. 

• Most residents and relatives were happy with the amount and 
variety of activities available at the home, but some felt that 
there could be more options including trips out. The activities 
timetable was also not accessible to some people who had a 
visual impairment. 

• Although 10 (71%) respondents felt involved in their or their 
relatives care, there is room for improvement. 

• There was a lack of awareness amongst some relatives about 
relatives’ and residents’ meetings, when they take place and 
what happens as a result of them. 

• The majority of people (93%) said they knew who to speak to if 
they had a problem or concern. 



4 
 

Key recommendations / messages 

Based on our observations and the respondents’ feedback, the majority 
of people were happy with the care and support received at Atkinson 
Court Care Home.  However, there were a few issues highlighted and 
we have made suggestions for review and improvement in the 
following areas: 

• Staffing levels, especially during evenings and weekends 
• Staff supervision 
• Staff handovers 
• Accessible information  
• Review of care plans and involvement of residents and relatives 
• Residents/Relatives Meetings 

 

Please refer to Page 12 for full recommendations. 
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Background 

Atkinson Court Care Home is a purpose-built nursing home situated in 
the Cross Green Area of Leeds. The home provides support for up to 75 
older people with physical needs and dementia who require care and 
assistance. At the time of the visit, there were 43 residents living at 
the home with a range of care and support needs. 

 

Why we did it 

As part of Healthwatch's role, we have a statutory right to enter and 
view publicly funded NHS and adult social care services, in order to get 
the views of residents, patients, and their relatives, about the service. 

A number of concerns had been highlighted by the local authority in 
relation to staffing levels and the care of residents at this home. The 
CQC had also published a report in May 2018 rating the home as 
requiring improvement in 4 out of 5 areas.  As a result of these factors 
a decision was taken to carry out an enter and view visit to the home. 

 

What we did 

This was a semi unannounced enter and view visit, as we informed the 
home that we would be visiting at some point during a 2-week period.  
We called the home on the morning of the visit to check there were no 
reasons why we could not visit that day and inform them that we would 
be visiting.  
 
Prior to the visit we left surveys at the home to be posted out to all 
relatives.  The surveys were put into stamped envelopes and included a 
freepost envelope for returning to Healthwatch.  We also left some 
surveys and a box to post them in the reception area at the home. A 
team of 3 volunteers and 1 staff member carried out the visit. We 
spoke to residents and relatives on the day and carried out 
observations around the home.  
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What we found 

We received a total of 14 responses to the survey of which 6 were 
residents and 8 were relatives/friends.  
 
Overall experience of the care home 
Residents and their relatives were asked to rate their overall 
experience of the care home.  
 
The majority of respondents (79%) rated it as either excellent or good 
with the remainder rating it as okay. 
 

 
 
In the explanation for their rating, respondents frequently praised the 
staff as being “excellent”, “welcoming”, “cheerful” and “person-
centred”.  
 
“The staff know what mum likes and always do a little bit extra to 
make her feel at home.”  
 
One person who rated it as Okay said “management lacking”, and 
“false promises made.” Another said “fair, not always good.” There 
was an implication that things had improved recently with one person 
telling us:  
 
“Well cared for now that there is new management and chef, but it 
wasn't always like this - it's really got better over the last year. Previous 
issues around communication… "teething problems" which didn't get 
sorted such as no recording of accidents and bedsores… It's changed… 
Communications are good now”  
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Quality of Care 
Residents and their relatives were asked whether they felt they/their 
relative was well cared for and whether they were happy with the 
way medication was given. They were also asked whether they felt 
they/their relative was treated with respect and how available they 
felt staff were. 
 
100% of respondents said they or their relative was well cared for at 
Atkinson Court. 
“I couldn't wish for better staff, I feel very well cared for” 
 
All respondents who received regular medication (12) said they were 
happy with the way medication was provided.  
“Regular medication is a problem as my relative has dementia and does 
not like taking it, but staff are always polite and patient and call back 
with it if needed.” 
However, there was reference to issues in the past, now resolved. 
“There was previously an issue when the staff didn't adhere to doctor's 
repeated recommendations about how to administer meds, but it's 
sorted now.” 
 
The majority of people to whom it was applicable (10) said they were 
able to have access to medication, such as paracetamol for a headache 
when needed. Only one relative said their relative didn’t have access 
to such medication, but no reason was stated, implying that the 
question was misunderstood. 
 
The majority (93%) of respondents said that staff treated them or their 
relative with respect. Only one person said that they felt their relative 
was only sometimes treated with respect but left no comment as to 
why. 
 
There were two references to the quality of care not being so 
consistent from agency staff at night. One example was given of a 
member of staff being rude to a relative. 
 
The majority of people said that staff were available when they needed 
them (71%), or sometimes available (29%). Those that stated staff were 
‘sometimes’ available, mentioned having to wait longer during the 
evening and at night. 
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“On an evening I sometimes have to wait after I've pressed my alarm, I 
think they could do with more staff on an evening.” 
 
“Sometimes difficult at night, more staff needed (there are 3)”. 
This was backed up by the responses to our question about availability 
of staff at evening and weekends with 10 (71%) respondents saying that 
it was different or sometimes different during evenings and weekends. 
 

 

 

 
Food 
Residents and relatives were asked whether they were happy with the 
food on offer at the home and if they could have snacks and food 
between mealtimes if they wished. 
 
The majority of respondents were happy with the food, with 3 people 
saying they were ‘sometimes’ happy. People commented that the food 
was ‘fresh’ with enough variety and that they could request an 
alternative to the menu if they wished. 

One person said that the food quality had recently “improved”, and 
another mentioned a new chef. 
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“The meals are nourishing now, and they listen to your preferences.”  

The majority of respondents said they were able to get food between 
mealtimes if they wished. Several people mentioned that tea, coffee, 
drinks and biscuits were available at any time, and that toast or 
sandwiches could be requested. 

 

Activities 
Residents and their relatives were asked whether they were happy 
with the amount and variety of activities on offer at the care home, 
and whether the activities took place as planned.  
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-Although the majority of people said they were happy with the amount 
and variety of activities on offer, four people commented that they 
would like more activities and outings.  

“Promised lots of trips out. Never materialised.” 

“regular outings, but would like more time for shopping and specific 
visits” 

The majority of residents and relatives were aware of the timetable of 
activities which they said was displayed on a noticeboard. However, 
two people commented that the text needed to be larger as they had 
difficulty reading it. Another relative suggested that it would be helpful 
to email or text the activities list to relatives so that they weren’t 
reliant on visiting the home to see what was on. 

The majority of respondents who were aware enough of the activities 
timetable to comment, said that activities happened when they were 
meant to. 

 
Involvement of residents and carers 
Residents and their relatives were asked whether they felt involved in 
their care 
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The majority of people (71%) felt involved in their/relative’s care, 
saying staff were “receptive” and “problems are taken care of straight 
away”. However, there were also some comments about a need for 
improved communication between staff, and residents and their 
families.  

 “I often say I wish they would tell us more. For example [resident’s] 
clothing seems to always disappear, and no one can tell us where 
they've gone to even though we've put [resident’s] name on 
everything.” 

“More info sharing between night and day staff, sometimes conflicting 
information from them - better communications needed” 

One respondent said, “We haven't seen a log of what care they're 
giving."  Another commented, “regular reviews do not take place as 
they should”. 

Residents and their relatives were asked whether they felt they had the 
opportunity to give views and opinions of how the care home is run, 
and whether they would know who to speak to if they had a problem or 
concern. 

Just over half of (8 out of 14) respondents said they had the 
opportunity to give their views and opinions about how the care home 
is run. The majority of these mentioned the residents’ meetings. One 
person mentioned a lack of follow up from meetings. 

“There's a meeting every 3 months, went to one but haven't heard 
anything since, it wasn't very helpful.” 

The remaining 6 respondents said they either didn’t have the 
opportunity (3) or didn’t know (3). This highlights a lack of awareness 
about the residents’ meetings. There were also mixed views of how 
often they took place, with one person saying the last one was last 
year. 

The majority of people (93%) said they knew who to speak to if they 
had a problem or concern, citing the nursing staff or care home 
manager. One resident said they didn’t know. 
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Environment 
The visit team spent time observing the overall environment in the 
home and looking at the information available for residents in 
relation to signage, activities, menus etc.  
 
The visit team found the home to be clean and tidy with well-
maintained communal areas. The home had a calm and quiet 
atmosphere. The residents were observed to be well cared for and 
there appeared to be plenty of staff available, interacting with the 
residents and relatives.  Staff knew the residents well and appeared to 
be caring and considerate.  
 
We observed an activity taking place and those that were taking part 
were getting involved and appeared to be enjoying the activity.  
 
There was lots of information on notice boards around the home 
including an activities rota, which was clear and visible.  The staff 
board had pictures of staff members but only the home manager was 
named.  There was also information about "You Said - We Did" in terms 
of what had been done in response to suggestions.  While the 
information was useful there was too much information in places and it 
was not always displayed in accessible formats, which could be an issue 
for those with access requirements, such as visual Impairments.   
 

Our messages / recommendations 

• Review staffing at evening and weekends to ensure that residents 
do not have to wait too long to get their needs met. 

• Ensure robust systems are in place for effective staff handover, 
particularly from night staff to day staff. 

• Make activities timetables available in larger print to make them 
accessible for residents with visual impairments.  

• Ensure that care plan reviews occur as they should and that 
residents/relatives have the opportunity to be involved in these. 

• Consider ways of improving the effectiveness of residents’ 
meetings e.g. improving how they are publicised and 
communicating key messages from meetings to all residents and 
relatives. 
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Service Provider Response  

Atkinson Court is striving to improving its standards in the 
recommended areas. 

 

Next Steps  

The report will be shared with the Atkinson Court Care Home and 
Leeds City Council. We will agree with them the next steps to be taken 
in response to our recommendations and work with them to ensure any 
agreed actions are followed through and implemented.  We will 
undertake any follow up work required to ensure there are real 
changes made to the service so that it is a good experience for 
everyone.   

The report will also be published on the Healthwatch Leeds website 
and shared with the Care Quality Commission and Healthwatch 
England. 

 

Thank You  

This report has been written by Sharanjit Boughan – Community Project 
worker at Healthwatch Leeds, in collaboration with Harriet Wright, 
Community Project Worker.  

A big thank you to our volunteers, Anna Chippindale, Devon Watson, 
Pat Newdall, who carried out this visit and supported us to input and 
analyse the data.  

We would like to thank the manager and staff at the home for their 
welcome on the day and for the information they shared with us.  We 
would also like to thank the residents and relatives for taking the time 
to speak with us on the day of our visit. 

 
 
 

 


