
 

 

 

 

 

 

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 
Seacroft Grange Care Village on 30th August 2018. The visit was 
undertaken following a Care Quality Commission (CQC) report published 
in July 2018 rating the home as requiring improvement in two out of 
five areas.  A number of concerns were also highlighted by the local 
authority in relation to the home and the quality of care provided.  

Key Findings 

• The vast majority (91%) of respondents told us that they or their 
relative was well cared for at Seacroft Grange. 

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

• The majority of people said that staff were available when they 
needed them. 

• Over 40% of respondents told us that they felt staff availability 
was different on evenings and weekends. 

• The majority of respondents (80%) rated the home as either 
excellent or good. 

• Most people were happy with the food provided, however 
comments were received about lack of choice especially for those 
with special dietary requirements. 

• There were good levels of satisfaction (85%) with the activities on 
offer. 

• Most people (89%) felt involved in their or their relatives care and 
over three quarters told us they felt they could give their views 
and opinions on how the home is run.  

• Feedback was given by staff and residents/relatives about 
improvements at the home following recent changes. 

• Staff reported working at the home as good or okay and the 
majority of those we spoke to felt supported by management. 
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Key recommendations / messages 

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

• Clearer signage and information 

• Activities review 

• Food variety and special dietary requirements 

Please refer to Page 16 for full recommendations. 
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Background 

Seacroft Grange Care Village is a care home in the Seacroft area of 
Leeds, providing residential, rehabilitation and nursing care for up to 
95 people of working age and older.  There are 25 beds for people 
requiring nursing care, 40 for those needing residential dementia care 
and 30 for residential care. At the time of our visit there were 87 
residents at the home with a range of 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. 

The CQC had also published a report in July 2018 rating the home as 
requiring improvement specifically in the areas of safety and 
leadership. We were also aware of concerns raised by the local 
authority and members of the public about the quality of care provided 
at the home. As a result of these factors and concerns a decision was 
made 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 10 day 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 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.  

 

We visited the home for a 3 hour period during the afternoon of 30th 
August 2018. A team of four volunteers and three Healthwatch staff 
members carried out the visit. Due to the size of the home we split 
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into 2 teams and each team covered a different section of the home. 
We spoke to residents and relatives on the day and carried out 
observations around the home. We also compiled a brief survey to 
carry out with staff on the day of the visit. 

 
We received a total of 45 responses to the survey of which 16 were 
from residents, 27 from relatives/friends and 2 from others (1 staff and 
1 not specified). Out of the 47 responses 25 were completed during the 
visit with relatives and residents and 22 were received by post after the 
visit. We also spoke to 11 members of staff on the day of the visit and 
completed the staff surveys with them.  
 
  
What we found 

Overall experience of the care home 
Residents and their relatives/friends were asked to rate their overall 
experience of the care home.  
 
The majority of respondents (80%) rated it as either excellent or good 
with some (18%) rating it as ok and the rest telling us they didn’t know. 
 

 
 
The care provided and the staff at the home are stated as key reasons 
for the positive experience by many people. Some people commented 
that things had improved over the last few months and they felt that 
the home was continuing to get better.  
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"I have seen improvements in the past 12 to 18 months and think if this 
continues they will be an outstanding home eventually". 
 
“Well cared for, staff offer care and support and I love care staff team 
on the unit who all know the residents' needs”.  
 
Out of those who rated the home as okay there were a number of 
reasons given including items going missing, staff being busy and there 
being a lack of consistency.  However there was a recognition of recent 
changes beginning to lead to improvements.     
 
"Mum seems content in her care and has her favourites which obviously 
mean she's happy with some staff members. That said, Mum does 
complain to me that the staff never have time to do anything. This has 
been addressed accordingly."  
 
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. 
 
91% of respondents said they or their relative/friend was well cared for 
at Seacroft Grange with the remaining 9% stating that they were 
sometimes well cared for. Nobody felt that they or their relative/friend 
was not well cared for at the home.  
 
“Very caring and patient, very busy but that's the nature of business. 
My relative was terribly effected by a hospital stay but the staff helped 
him hugely to get back on his feet” 
 
Out of those that felt they or their relative/friend was only sometimes 
well cared for they stated staff being very busy and not always dealing 
with requests promptly as being the key reasons for this. 
 
"Sometimes requests for various things take a long time to materialise". 
 
Most respondents (85%) reported that they were happy with the way 
medication was provided with only 1 person stating they were not 
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happy with this. The key reason stated was that as a relative they are 
not always there to witness this, so could not really give a definitive 
answer. The remaining 13% told us this question was not applicable.  
  
“She is reluctant to take the medication, they are good at making her 
take it". 
 
The majority of people (76%) said they were able to have access to 
medication, such as paracetamol for a headache when needed. Only 2 
people told us that they/their relative didn’t have access to such 
medication, the reason given was they were already on regular 
medication. The remaining 20% answered not applicable to this 
question. 
 
The majority (93%) of respondents said that staff treated them or their 
relative with respect. Only 2 people told us that this happened 

sometimes and nobody said 
that they or their relative 
was not treated with 
respect. One relative stated 
that they couldn’t really 
comment as they were not 
there all the time, however 
they were happy with the 
interactions that they 
witnessed. 
 
"Great improvement has 

been made amongst the staff at Seacroft Grange in the past 12 to 18 
months. The team is clearly stronger - more stable and kindness is 
evident now". 
 
Those that stated they/their relative was treated with respect some of 
the time referred to some staff being "a bit cheeky" as the reason for 
this or some staff not knocking and introducing themselves when 
entering people's rooms.  
 
"Doesn't always knock not all have badges, not all staff introduce 
themselves" 
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The majority of people said that staff were available when they needed 
them (80%), or sometimes available (6%). Only 1 person told us that 
staff were not available, 2 people said they didn’t know. The main 
reasons people gave for their negative responses were that staff were 
sometimes very busy and couldn’t always respond quickly. 
 
“Staff are very attentive and like any place they try to come as quickly 
as they can”. 
 
“Sometimes you have to wait an hour. If they can't get to you they tell 
you to wait.” 
 

 
 

When asked about availability of staff at evening and weekends just 
under half of the respondents (42%) told us that it was different or 
sometimes different during evenings and weekends. 31% told us there 
was no differences and 27% felt they couldn’t comment.   
 
Some relatives felt they could not comment as they did not visit during 
evenings and weekends.  Others told us that there were some variations 
but it was not too much of an issue and many felt that there was no 
difference.  
 
"The difference is at night or after handover. The agency staff before 
were very poor before but now they are better". 
 
"Staff are always available on an evening or weekend". 
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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 (71%) were happy with the food, with 4 
people saying they were not happy and 9 saying they were ‘sometimes’ 
happy.  People commented that there was a good choice of food and 
the quality was high.  Those that were less happy stated reasons such 
as a lack of variety, especially for people with specific dietary 
requirements and variations in the quality of the food provided. 

"I do not eat pork or seafood. I have asked for vegetarian but have not 
got it." 

"A very good choice of meals and great quality". 

The vast majority of respondents (91%) said they were able to get food 
between mealtimes if they wished. Only 2 people said they couldn’t get 
food in between and 2 answered sometimes. Out of the 4 that said they 
couldn’t get snacks or only sometimes 2 stated that they had never 
asked or didn’t need them. One person told us that they only got them 
when they asked while another said they were diabetic and there were 
not usually diabetic snacks available. 

"I have visited at various times and we have had refreshments when 
needed, served willingly, including evenings". 

 

"I can go to the kitchen for snacks when I want. I am happy with that". 

"I am diabetic. Most of the time there are no diabetic snacks". 
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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.  
   

 

The majority of people (85%) said they were happy with the amount 
and variety of activities on offer, with a further 13% stating they were 
partly happy.  Only 1 person told us they were not happy and the 
reason given was they did not feel it was for them.  

Those that said they were partly happy suggested that they would like 
to see more variety in the activities on offer, especially outings and 
more happening on weekends. 

“It is improving, I help to organise things. We are getting out more”. 

“Weekends are lacking in variety and amount of activities”. 

"Lots of activities which are varied for the residents who want to be 
involved. Lots of encouragement from care staff to participate". 

The majority of respondents (85%) were aware of the timetable of 
activities which they said was provided as a weekly activities sheet. 
Only 2 people said they were not aware of this and 5 stated they did 
not know.  

73% of respondents told us that activities happened when they were 
meant to with the remaining 27% saying they weren't sure. People 
commented that staff were good about letting people know if 
something wasn’t taking place.  
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Involvement of residents and carers 
Residents and their relatives were asked whether they felt involved in 
the care and whether they felt they had the opportunity to give views 
and opinions of how the care home is run. They were also asked if 
they would know who to speak to if they had a problem or concern. 
 
   

 

Most people (89%) felt fully or partly involved in their or their relative’s 
care.  Three people said they did not feel involved and two people said 
they did not know. 

 “Regular visits lead to more involvement. Daily recorded details by 
carers help to give some information.” 

“The staff talk to me regarding how mum has been. I also do look at 
her care plan to check things are being done” 

"Just get told. No say in it". 
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Just over three quarters of respondents (78%) 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, 
questionnaires and just being able to talk to staff members as the main 
way of staying involved.  

“There are resident meetings and the care home does keep us involved 
and we are able to give our views and opinions.” 

The remaining 10 respondents said they either didn’t have the 
opportunity, or didn’t know. People who said they didn’t have the 
opportunity commented that they did not know about meetings taking 
place or were not asked for their views.  However some commented 
that this was not an issue for them and they would speak to someone if 
needed. 

"Never asked about how things could be made better". 

The majority of people (93%) said they knew who to speak to if they 
had a problem or concern, most saying this would be the nursing staff 
or care home manager. Three respondents said they didn’t know but 
either they or their relative would be able to find out and raise any 
issues and concerns. 

  

Comments 
Respondents were asked to give general comments and feedback about 
the care home and their experiences, specifically what worked well 
and what could be better. 
 
Just over half (56%) of those we spoke to gave further comments and 
feedback.  The comments were evenly spilt between positive 
statements and areas where improvements could be made. Some 
comments were received about the need for more activities and the 
quality and temperature of food not always being good.   
 
People were very positive about the staff and the care provided. Many 
commented that things had improved over the last few months, citing 
the new manager, changes in staffing and better staff morale as key 
reasons for this.   
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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.  
 
Seacroft Grange Care Village is a large home set over three floors and 
across two buildings. There are several accommodation areas and other 
spaces including a bistro, cinema room, spa, hair salon and therapy 
room. The reception area is clear, welcoming and felt quite formal. 
The visit team found the home to be clean and tidy with spacious and 
well maintained communal areas and corridors. 
 
We observed an activity taking place in two parts of the home while we 
were there and those that were taking part were getting involved and 
enjoying the activities. Staff were also making an effort to get 
residents involved and there were some relatives visiting at the time 
who were also joining in. The activities were quite loud but there were 
quieter areas for those that did not want to get involved to go to. 
 
The visit team noted that there was a lack of information displayed 
around the home, including information about activities, staff and 
food. There was also a lack of signage indicating where different areas 
were located and highlighting fire exits. There were variations in 
information displayed in different parts of the home. While information 
displayed about activities was clear in one section it was not so clear in 
other areas of the home. There were also variations in other 
information such as food menus and there was little information about 
staff. The information about relatives and residents feedback was on 
display but could be clearer and more prominent.  
 
The residents were observed to be well cared for and there were plenty 
of staff available, interacting with the residents and relatives.  Staff 
seemed to know the residents well and appeared to be kind caring and 
considerate in their interactions with the residents and relatives.  
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Staff feedback 
Staff were also given the opportunity to provide feedback about their 
experience of working at the home. We asked them how long they had 
worked there and how it had been for them. We also asked for 
information about how supported they felt working at the care home. 
 
We spoke to 11 members of staff at the care home, 10 of them were 
permanent and one told us they were temporary. Out of the 11 staff 6 
had worked there less than 1 year, 4 had been there between 1 and 4 
years and one did not state how long they had worked there. 

 

All of the staff that we spoke to rated working at the home as good or 
okay and nobody said it was poor. Many of the staff told us that things 
had improved since the new manager had come in. Others told us that 
it was hard work but they enjoyed working there. 

"Things have changed for the better since new management took over". 

The majority of staff that we spoke to felt they were supported by 
management with only 2 saying they felt unsupported. One gave no  
reason and the other  stated a lack of familiarity with more senior 
managers. This may be due to the fact that this was a relatively new 
member of the staff team. 
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Our messages / recommendations 

The feedback received from the visit and surveys was very positive and 
indicated high levels of satisfaction with the care and support provided 
at Seacroft Grange Care Village. There were a few areas identified 
where some changes and improvements would help to make the 
experience an even more positive one for residents, relatives and 
staff. Listed below are our recommendations based on the key findings 
of this report.  

• Ensure there is variety in the food and snacks available and it 
caters to the  different dietary and cultural needs of all residents 

• Build in ongoing reviews of activities and allow all residents and 
relatives to have an input into this. 

• Ensure all residents and relatives are given an opportunity to be 
involved and are given information and feedback about residents 
meetings. 

• Review and update signage around the home to ensure there are 
clear and visible signs for all the different areas. 

• Have clear, consistent and accessible information relating to 
activities and food (menus etc.) in all parts of the home 

• Ensure all new staff are made aware of the management team 
and the different roles and responsibilities of different managers 

 

 

Service Provider Response  

We are very proud of the kindness and care that our staff 
demonstrate on a day to day basis. It is lovely that this has been 
reflected in this report and we look forward to using the feedback 
provided to further improve the care we deliver.  

 

 

 

 

 

 



17 
 

Next Steps  

The report will be shared with Seacroft Grange Care Village 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, Healthwatch England 
and NHS Leeds Clinical Commissioning Group. 

 

 

Thank You  

This report has been written by Sharanjit Boughan – Community Project 
worker at Healthwatch Leeds 

A big thank you to the volunteers and staff, Anna Chippindale, Devon 
Watson, Betty Smithson, Denise Wall, Tay Babbage and Parveen Ayub 
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 and for completing and 
returning the surveys to us.  

 
 
 

 


