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Summary of findings

Overall summary

About the service: 

Sense Holmlea is a residential care home that provides care and support for up to six people who have 
learning disabilities, sensory impairments and may also have physical disabilities. At the time of our 
inspection there were five people living in Sense Holmlea.

People's experience of using this service: 

● The service was safe and people were protected from harm. Staff were knowledgeable about safeguarding
adults from abuse and knew what to do if they had any concerns and how to report them. Risks to people 
who used the service were assessed and their safety was monitored and managed, with minimal restrictions
on their freedom. Risk assessments were thorough and personalised. 

● The service ensured there were sufficient numbers of suitable staff to meet people's needs and support 
them to stay safe. The registered manager confirmed that robust recruitment procedures were followed. 

● Medicines were stored, managed and administered safely. Staff were trained, and their competency 
checked, in respect of administering and managing medicines.

● People who used the service were supported to have sufficient amounts to eat and drink and maintain a 
balanced diet. People enjoyed their meals and were supported to choose what they wanted from the menus
and other options available. 

● Staff demonstrated a good understanding of the Mental Capacity Act and Deprivation of Liberty 
Safeguards. Staff understood the importance of helping people to make their own choices regarding their 
care and support. People who used the service were supported to have maximum choice and control of 
their lives and staff supported them in the least restrictive way possible

● Staff treated people with kindness, respect and compassion. People also received emotional support 
when needed. People were involved in planning the care and support they received and were supported to 
make choices and decisions and maintain their independence as much as possible. Communication needs 
were identified and planned for in line with the accessible information standard. Information was provided 
to people in formats they could understand.

● Care plans were personalised and described the holistic care and support each person required, together 
with details of their strengths and aspirations. Information also explained how people could be supported to
maintain and enhance their independence and what could help ensure they consistently had a good quality
of life. People's comments and concerns were listened to and taken seriously. The service also used any 
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comments or complaints to help drive improvement within the service.

● Rating at last inspection: 
The last rating for this service was Good (report published 15 September 2016). 

Why we inspected: 
This was a planned inspection based on the date and the rating of the last inspection.

Follow up: 
We will continue to monitor the service through the information that we receive.

For more details, please see the full report which is on the CQC website at www.cqc.org.uk
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The five questions we ask about services and what we found

We always ask the following five questions of services.

Is the service safe? Good  

The service remains safe

Details are in our Safe findings below.

Is the service effective? Good  

The service remains effective

Details are in our Effective findings below.

Is the service caring? Good  

The service remains caring

Details are in our Caring findings below.

Is the service responsive? Good  

The service remains responsive. 

Details are in our Responsive findings below.

Is the service well-led? Good  

The service remains well-led

Details are in our Well-led findings below.
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SENSE Holmlea
Detailed findings

Background to this inspection
The inspection:
We carried out this inspection under Section 60 of the Health and Social Care Act 2008 (the Act) as part of 
our regulatory functions. This inspection was planned to check whether the provider was meeting the legal 
requirements and regulations associated with the Act, to look at the overall quality of the service, and to 
provide a rating for the service under the Care Act 2014.

Inspection team: 
The inspection was carried out on 25 March 2019 by one inspector.

Service and service type: 
Sense Holmlea is a residential care home. People in care homes receive accommodation and nursing or 
personal care. CQC regulates both the premises and the care provided and both were looked at during this 
inspection.

The care service has been developed and designed in line with the values that underpin the Registering the 
Right Support and other best practice guidance. These values include choice, promotion of independence 
and inclusion. People with learning disabilities and autism using the service can live as ordinary a life as any 
citizen.

The service had a registered manager registered with the Care Quality Commission. A registered manager 
and the provider are legally responsible for how the service is run and for the quality and safety of the care 
provided.

Notice of inspection: 
The inspection was unannounced.

What we did: 
We reviewed the information we had received about the service. This included notifications of events that 
had happened at the service such as deaths and serious injuries, which the provider is required to send to us
by law. We looked at the Provider Information Return (PIR). This is information we ask the provider to send 
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to us at least annually to tell us about what the service does well and any improvements they plan to make. 
This information helped us to plan our inspection.

During the inspection visit, we met four people who used the service and observed interactions between 
staff and these people. We met and spoke with the registered manager, the deputy manager, four members 
of care staff and two relatives. We reviewed three people's care plans and looked at other information 
relating to people's support, such as risk assessments, communication books, records of daily activities and 
medicines records. In addition, we discussed the recruitment procedures with the registered manager and 
looked at records relating to the management and operation of the service, such as staff training, quality 
assurance checks and audits.
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 Is the service safe?

Our findings  
Safe – this means we looked for evidence that people were protected from abuse and avoidable harm

Good:  People were safe and protected from avoidable harm.  Legal requirements were met.

Systems and processes to safeguard people from the risk of abuse

● People were safe living in Sense Holmlea. One person's relative told us, "I personally feel that [Name] is 
safe living in Holmlea." Another relative said, "Completely."

● Systems were in place to ensure up to date safeguarding information was effectively communicated to 
staff. Staff were trained and understood the responsibilities of safeguarding and were familiar with the 
provider's and local safeguarding authority's policies.

Assessing risk, safety monitoring and management

● Risks to people who used the service were assessed and their safety was monitored and managed, with 
minimal restrictions on their freedom. This helped ensure people were supported to stay safe, whilst having 
their freedom respected. For example, risk assessments were completed with regard to eating and drinking, 
accessing the community safely and taking part in activities they enjoyed.

● Staff knew the people who used the service well and understood people's behaviours. Staff received 
training in recognising and handling potentially challenging situations between people and supported 
people within agreed and legal guidelines. For example, when one person's mood began escalating, staff 
were quick to respond in a calm, positive and reassuring manner. We saw that staff refocused the person's 
attention and the person quickly became settled again.

● People who used the service were supported to be actively involved in making decisions regarding how 
any identified or potential risks to their safety were managed. This meant that people could continue to 
make choices and have control over their lives. For example, staff worked closely with people to enable 
them to access the community safely with staff support.

● Records relating to people's safety were up to date, accurate, securely stored and available to relevant 
staff. This meant that staff were able to follow guidance to help ensure people were consistently supported 
safely.

● There were effective systems in place to promote and encourage concerns, to be shared appropriately. 
Thorough investigations were also carried out in respect of any issues or concerns such as concerns, 
safeguarding, accidents and incidents. 

● Regular and appropriate checks were carried out to ensure the premises and equipment used in it was 

Good
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properly maintained and remained safe and fit for purpose. 

Staffing and recruitment

● The service benefited from a consistent and stable staff team. There was a very low turnover of staff, which
contributed to continuity in support for people and helped staff build stronger relationships with them. 

● The service ensured there were sufficient numbers of suitable staff to meet people's needs and support 
them to stay safe. Staff were also appropriately deployed so that people received consistent support from 
staff. Where people who used the service required one-to-one staff support, we saw that this was provided 
accordingly. 

● One member of staff told us, "We are a great team and we all work well together. It's really important to 
make sure the people living here are looked after by people who really know them well. We always do our 
best to cover any gaps on the rota between ourselves." Two relatives also confirmed the staffing levels were 
sufficient.

● The registered manager told us that robust recruitment procedures were followed. For example, they 
confirmed that references were obtained for all staff and DBS checks were carried out. DBS is the Disclosure 
and Barring Service and is a check to see if prospective staff have any criminal convictions or are on any list 
that bars them from working with vulnerable adults. This process helps to ensure that only staff who are 
suitable to work in a care environment are employed.

Using medicines safely

● The service ensured proper and safe use of medicines by following current professional guidance and 
engaging with professionals in people's medicine reviews. 

● The service maintained regular contact with people's GPs to ensure their approval, agreement and 
consent was confirmed in areas such as epilepsy care plans, crushing of medicines, and the protocols for 'as 
required' (PRN) medicines. 

● Only trained staff who had been assessed as competent supported people with their medicines. The 
service had appropriate facilities to ensure the safe storage of medicines. Staff adhered to robust 
procedures for ordering, disposing, administering and recording medicines for people in the service. Regular
medication audits were carried out and the deputy manager told us that significant improvements had been
made with regard to the overall management of medicines during the past year.

● People who used the service had clear care plans, risk assessments and medication records that 
explained how their medicines needed to be given. Guidance and protocols were in place for 'as required' 
(PRN) medicines so staff knew when to administer these, for example for pain relief.

● The service had 'hospital files' and 'hospital bags' for each person, to help ensure a smooth process if a 
person needed to be admitted to hospital. The manager and deputy manager explained how these had 
been implemented following one person's hospital admission, where they had identified the need to 
improve their process. They told us that they had learned from this experience and had taken action to 
ensure that everyone was clear on what needed to be taken and that it was all at hand.
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Preventing and controlling infection

● We found the home to be clean and hygienic throughout. 

● People using the service were helped to stay safe and well because the service followed effective 
procedures for the prevention and control of infection. 

● Staff had been trained to understand how to identify potential risks and prevent and avoid the spread of 
infection. For example, we noted how a person who used the service was regularly encouraged and 
reminded to wash their hands after using the bathroom. We saw review notes that confirmed the person 
had been remembering to do this more often since new signs had been put up.  

Learning lessons when things go wrong

● The service had effective systems in place to ensure lessons were learned and improvements were made 
in the event that things went wrong. For example, any safety incidents or 'near misses' were recorded and 
investigated thoroughly. 

● Audits were undertaken and reviewed regularly to identify any negative trends and risks to people's safety.

● Staff demonstrated good knowledge and understanding of appropriately recording and reporting any 
incidents or concerns regarding people's safety.
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 Is the service effective?

Our findings  
Effective – this means that people's care, treatment and support achieved good outcomes and promoted a 
good quality of life, based on best available evidence.

Good: People's outcomes were consistently good, and people's feedback confirmed this.

Assessing people's needs and choices; delivering care in line with standards, guidance and the law

● People who used the service had their needs assessed and regularly reviewed, which helped ensure the 
service could continually meet people's needs.

● Staff told us that they read people's care plans to ensure they understood people's needs effectively.

● Meetings and handovers took place regularly, so that relevant and up to date information was shared with
staff to help ensure they continually provided good outcomes for people.

Staff support: induction, training, skills and experience

● New staff completed a comprehensive induction and all staff received regular support, supervision and 
appraisals. 

● Staff's competency in their work was checked and monitored by way of regular observations and 
mentoring by other appropriately experienced or qualified staff, such as the registered manager or the 
deputy manager. 

● Staff completed training that was relevant to their role as well as more specialised training in supporting 
people with complex needs, including sensory impairments, learning disabilities and autism. Some of the 
service specific training that staff had completed included deafblind awareness, understanding autism and 
positive behaviour support. 

● One person's relative told us that staff received regular training with regard to a managing their family 
member's percutaneous endoscopic gastrostomy (PEG) site and keeping it clean. This relative also told us, "I
have noticed the staff ensure that, whenever any new equipment is provided for [Name], training is provided
to ensure everyone carries out the correct procedure."

● Staff told us that the training they received was effective and said they felt confident in supporting the 
people effectively who used the service.

Supporting people to eat and drink enough to maintain a balanced diet

● People using the service were supported to have sufficient amounts to eat and drink and maintain a 

Good
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balanced diet.

● We saw that people were supported to make decisions regarding their menus and could choose what they
wanted. People were also encouraged and supported to be involved as much as possible with the 
preparation and cooking of their meals.

● Risks regarding people's intake of food and drink were identified, assessed, monitored and managed 
effectively. Appropriate input and guidance was consistently sought from dietary and nutritional specialists 
to help ensure people remained healthy and well. 

● People were assisted to eat and drink when needed and individual diets were catered for. For example, 
one person needed to receive their nutrition via a PEG. Another person required one-to-one staff support 
when eating and needed their food to be cut into small 'bitesize' pieces.

Staff working with other agencies to provide consistent, effective, timely care; Supporting people to live 
healthier lives, access healthcare services and support

● We saw that the service worked well with other professionals and organisations who were also involved in 
providing people with care and support. Relevant information was shared appropriately with these other 
professionals and organisations, to help ensure people who used this service consistently received effective 
care, support and treatment. 

● People were supported to maintain good health and had regular access to healthcare services as needed 
such as, district nurses, mental health nurses, GPs, dieticians and speech and language therapists. 

Adapting service, design, decoration to meet people's needs

● The design and layout of Sense Holmlea was suitable and appropriate to meet the needs of the people 
living there. People's bedrooms were personalised and reflected their individual interests, likes and hobbies.

● Sense Holmlea was a spacious, purpose built, property with people's bedrooms and communal areas on 
the ground floor and an office and staff accommodation upstairs. The registered manager told us about 
plans that were in progress to convert a small communal room into a specialised sensory room. There was 
also a large enclosed garden, which was safe and accessible for the people who used the service. We saw 
that a large garden house had recently been bought for the home, by the family of a person who had used 
the service and had recently passed away. This had been named '[Name]'s Tea Room, as their legacy. 

Ensuring consent to care and treatment in line with law and guidance

● The Mental Capacity Act 2005 (MCA) provides a legal framework for making decisions on behalf of people 
who may lack the mental capacity to do so for themselves. The Act requires as far as possible people make 
their own decisions and are helped to do so when needed. When they lack mental capacity to take 
decisions, any made on their behalf must be in their best interests and as least restrictive as possible. People
can only be deprived of their liberty to receive care and treatment when this is in their best interests and 
legally authorised under the MCA. The application procedures for this in care homes and hospitals are called
the Deprivation of Liberty Safeguards (DoLS). We checked whether the service was working within the 
principles of the MCA and whether any conditions on authorisations to deprive a person of their liberty were 
being met. We found that it was.
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● The registered manager of the service understood their responsibilities in relation to DoLS and knew when
and how to submit the relevant applications to the local authority.

● The service had produced a very clear guide to help staff to more fully understand how to support people 
on a day-to-day basis, within the five key principles of the Mental Capacity Act.

● Staff understood the importance of helping people to make their own choices regarding their care and 
support. Staff consistently obtained people's consent before providing support and, when people lacked 
capacity to make some decisions, staff understood how to act in people's best interests to protect their 
human rights. Throughout this inspection we observed staff obtaining people's consent before providing 
support to them.
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 Is the service caring?

Our findings  
Caring – this means that the service involved people and treated them with compassion, kindness, dignity 
and respect.

Good: People were supported and treated with dignity and respect; and involved as partners in their care.

Ensuring people are well treated and supported; equality and diversity 

● Staff were observed to be caring and consistently treated people with kindness, compassion, empathy 
and respect. One person's relative told us that they couldn't praise the staff in the service enough. They said 
that their family member had been loved and cared for through sickness and health by amazing and 
dedicated staff."

● The comfort and wellbeing of people who used the service was important to staff. Staff interacted 
positively with people, engaged in conversation with them and listened to them. This helped ensure that 
people who used the service knew they mattered and were cared about. Another person's relative told us, 
"Holmlea is a lovely place for [Name]. I feel very privileged that [Name] was able to get a placement at this 
residential home. The atmosphere in this place is very homely and welcoming and I have noticed that the 
other residents are happy as well." 

● Staff knew how to recognise when people were in pain, discomfort or emotional distress and responded 
quickly and appropriately to people's needs.

● The service had policies and procedures in place that gave guidance to staff in line with the Equality Act 
2010. Staff had completed equality and diversity training to ensure they understood inclusion, 
discrimination, diversity and prejudice. This helped to ensure that staff demonstrated interactions that 
respected people's beliefs, values, culture and preferences. All our observations during this inspection 
confirmed that people were treated equally and their human rights were respected.

Supporting people to express their views and be involved in making decisions about their care

● People who used the service and their relatives were involved in planning the care and support they 
received. People were supported to make choices and decisions and maintain their independence as much 
as possible. 

● Information was provided to people in various formats, such as pictures or objects, to help them 
understand what was being asked of them or offered to them. This helped people to make informed 
decisions and choices for themselves. We also noted that people accessed independent advocates when 
needed.

Respecting and promoting people's privacy, dignity and independence

Good
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● Staff demonstrated that they understood the importance of respecting people's privacy, dignity and 
human rights. People who used the service had their privacy, dignity, independence and confidentiality 
consistently promoted and respected. 

● People who used the service were supported to maintain relationships that were important to them and 
relatives and friends were welcome to visit without restrictions. We noted that some people visited their 
relatives on a regular basis and one person had regular visits from friends they used to live with.
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 Is the service responsive?

Our findings  
Responsive – this means that services met people's needs.

Good: People's needs were met through good organisation and delivery.

Planning personalised care to meet people's needs, preferences, interests and give them choice and control.

● Staff used innovative and individual ways of involving people and their family, friends and other carers in 
their care and support plans, so that they felt consulted, empowered, listened to and valued. People's 
health, care and support needs were regularly assessed and reviewed, with any updates and changes 
recorded clearly and accurately. 

● One person who used the service had been very close friends with another person who had recently died. 
Staff at the service had been very compassionate and empathetic towards the person and supported them 
positively through their time of grief. We were told how staff had supported the person to make a memory 
box, to help them remember their friend in a positive way and remember the happy times they had shared 
together.

● Care plans were personalised and described the holistic care and support each person required, together 
with details of their strengths and aspirations. Information also explained how people could be supported to
maintain their independence and what could help ensure they consistently had a good quality of life. Staff 
told us that they used the care plans to help them provide person-centred care to people.

● The care plans we looked at were detailed, easy to follow and contained clear guidance and information 
for staff about how people wanted to be supported.

● Guidance in people's care plans matched our observations. For example, we saw that staff quickly 
recognised the signs that indicated a person was becoming unsettled. The member of staff responded 
calmly and reassuringly to the person and redirected their attention. The staff member's manner was kind 
and respectful and we saw that the person quickly became settled again. This matched the guidance we 
read in the person's care plan.

● Staff completed daily records of how people were supported and what people had done so that they 
could monitor people's welfare. One person's relative told us, "The staff at Holmlea ensure that the care 
plan for [Name] is adhered to on a regular basis. All staff have to sign [Name]'s daily care form as to how 
their day went and state what activities [Name] has done in the home, when they are not at their daytime 
placement."

● Monthly meetings were held with the people who used the service. These were centred around each 
person as an individual and focused on a number of areas, including their aspirations and goals for the 
future. 

Good
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● 'WOW' boards were used with people to display and describe the achievements and positive things that 
had happened in their life.

● One person had a step-by-step pictorial record of their 'mobility and weight loss journey'. This showed 
how they had regained their mobility and independence over a period of time by setting and achieving goals
and targets for themselves, with consistent and individualised support from staff and healthcare 
professionals. We saw how this person now attended swimming and rebound (trampoline) sessions on a 
weekly basis, as well as regular community access and holidays. 

● People's views were respected and people were encouraged and supported to follow their individual 
interests, hobbies and activities. For example, we saw that people enjoyed taking part in activities such as 
trips out, cooking, shopping, swimming, watching films, sensory experiences, art and craft, parties and 
music. 

● One person's relative told us, "[Name] is given plenty of opportunities to go on trips. For example, Sea Life 
in Great Yarmouth. When [Name] goes shopping, they are given the opportunity to make choices for 
themselves where possible."

● We noted how some of these activities supported people to be environmentally aware and to mix with 
people from the wider community. We saw that people had been supported to have holidays abroad, as 
well as around England. These holidays were carefully planned and individually tailored to each person's 
personal preferences and areas of interest.

● Visiting professionals said that the service was focused on providing person-centred care and support, and
achieved exceptional results. One person's social worker said that the service demonstrated a v ry person 
centred and caring approach. It was also stated that, despite one person's very complex health and 
communication needs, the service supported them to have a very fulfilled life with many activities and 
holidays abroad. The social worker added that the staff in Holmlea 'go the extra mile for the people they are 
caring for'.

● We saw that the service took a key role in the local community and was actively involved in building 
further links. There was regular contact with other community resources and support networks were 
encouraged and sustained. For example, we saw the service hosted fetes and garden parties and had built 
up very positive relations with the local Mayor.

● People's individual communication needs were identified and met appropriately and staff supported 
people in line with the Accessible Information Standards (AIS). The AIS places a responsibility on the service 
to identify, record, share and meet the communication needs of people with a disability or a sensory loss. 

● Each person had very detailed information, which described their individual way of communicating and 
explained how staff should communicate in return.

Improving care quality in response to complaints or concerns

● People were supported to raise any concerns or complaints if they needed to. One person's relative told 
us, "Whenever an issue had risen in the past, I was able to speak to the management staff and had the issue 
solved. I felt my concerns were taken on board and dealt with immediately."
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● There was a complaints policy in place for people who used the service that was available in an accessible
format. 

● The complaints procedure was designed to encourage improvements.

● The manager and registered told us that any complaints received were responded to and resolved 
appropriately.

End of life care and support

● The service ensured people were supported to make decisions about their preferences for end of life care. 

● One person's relative told us that the care and support their whole family had received had been second 
to none. This person said, "We can't praise them enough for the care and support they gave our [family 
member]. We all talked a lot. We were completely involved, informed and included in [family member's care,
treatment and progress."

● The relative also told us how the service had persisted with medical professionals and had obtained a 
'second opinion', to ensure their family member was given all the opportunities possible to potentially 
improve their health condition.

● The relative confirmed that their family member had been fully supported in the service by healthcare 
professionals and palliative care specialists, as well as the care staff. They also confirmed that their relative 
had been supported to be dignified, comfortable and pain-free at the end of their life.
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 Is the service well-led?

Our findings  
Well-Led – this means that service leadership, management and governance assured high-quality, person-
centred care; supported learning and innovation; and promoted an open, fair culture.

Good: The service was consistently managed and well-led. Leaders and the culture they created promoted 
high-quality, person-centred care.

Planning and promoting person-centred, high-quality care and support; and how the provider understands 
and acts on duty of candour responsibility

● The registered manager ensured CQC's registration requirements were met and complied with. 

● The registered manager told us they were supported well by the provider and completely understood their
responsibilities. They also told us that they ensured they kept themselves up to date with any necessary 
changes and communicated relevant information to the staff team effectively and efficiently.

● The service had a clear vision and credible strategy to help ensure they continually delivered high quality 
care and support and achieved positive outcomes for people. We also found that the service promoted a 
positive culture that was person-centred, open, inclusive and empowering.

● Staff were fully aware of their responsibility to provide a high-quality, person-centred service.

● The registered manager promoted transparency and honesty. The registered manager and other staff all 
said that they openly discussed issues with relevant parties if anything went wrong.

Registered managers and staff being clear about their roles, and understanding quality performance, risks 
and regulatory requirements

● The registered manager and registered manager provided strong leadership and everyone we spoke with 
said they liked and respected them.

● The management team and staff consistently supported people in ways that helped them achieve their 
goals of increased independence.

● All the staff we spoke with said they were happy and enjoyed working at Sense Holmlea. One member of 
staff told us, "It's not like coming to work; we're like a big family here; I love it."

● A person's relative told us, "I feel that the management and the care staff at this residential home have 
standards that are excellent. The best evidence that I have that [Name] is happy is when we return back to 
Holmlea after [Name] has spent some time with me. I am not able to find any fault at this moment, as I am 
very happy with the service the Holmlea provides."

Good
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● The registered manager understood their legal duties and submitted notifications to CQC as required. The 
ratings of the service were displayed on their website and within the home.

● The service had effective systems and procedures in place to monitor and assess the quality of the service.
Regular checks and audits were completed in respect of areas such as medication, care plans, environment 
and staffing levels. 

● Appropriate remedial action was taken when any shortfalls were identified, which helped ensure a good 
quality service was maintained.

Engaging and involving people using the service, the public and staff, fully considering their equality 
characteristics

● Staff told us they could contribute to the way the service operated through staff meetings, supervisions 
and daily handovers. 

Continuous learning and improving care

● The registered manager and deputy manager told us that they and the whole staff team continually 
strived to improve the service. They told us that they discussed any issues with staff and showed us the 
audits and action plans they had in place to help monitor and drive improvement.

Working in partnership with others

● The service worked openly with other services, such as the local authority's safeguarding team and 
Clinical Commissioning Groups (CCG). Appropriate information and assessments were shared with other 
relevant healthcare professionals and agencies. This helped ensure people using the service benefitted from
'joined up' and consistent care.


