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Orchard Close is a residential respite service, run by Hampshire County Council, on Hayling 

Island for adults with learning disabilities.  

In autumn 2018 a public consultation was undertaken by Hampshire County Council on the 

future of Orchard Close respite service.  Following this consultation, a recommendation was put 

forward to close the respite service at Orchard Close. The primary reason why Hampshire 

County Council Adults’ Health and Care were recommending closure were that they have enough 

capacity in their existing services to close orchard close and still meet the demands of all of 

those in Hampshire who require a bed-based respite service.  This has been made possible 

following significant investment in its other respite services as well reduced demand.  It was 

also noted that the building on Orchard Close does not meet the need well for those with 

complex needs 

However, at the Hampshire County Council’s Adult Social Care Select Committee this 

recommendation was not supported, and the Committee asked that the Executive Member look 

to other ways to make the savings. Healthwatch Hampshire were approached by Hampshire 

County Council’s Adults’ Health and Care to independently plan, deliver and summarise 

feedback from service users, parents/carers and staff using Orchard Close. The following report 

highlights key findings presented throughout the engagement activity and will inform a final 

decision relating to Orchard Close.  
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Speakeasy Advocacy were commissioned by Hampshire County Council to deliver the service user 

part of this engagement. Speakeasy Advocacy are an independent, community-based organisation 

that provide advocacy services in Hampshire. 

Through informal sessions Speakeasy captured the views and experiences of 51 service users and 

have provided a methodology for the engagement. 

Questions were developed by the Voluntary Sector/Carer/Service User/ Officer Working Group 

using examples from similar engagement exercises that Speakeasy Advocacy and Carers Together 

had completed.  The same questions were used for service users and carers, using positive 

language throughout. 

Sessions were held at Orchard Close to avoid it becoming a theoretical exercise for service users, 

and so staff that know them well can support them to give feedback.  Views were recorded 

anonymously, and everyone was given a copy of their completed questions in a sealed envelope. 

Two advocates were allocated to every session. 

The engagement took a person-centred approach, with sessions differing to meet individual 

service user needs. To meet these needs the sessions involved; 

• Advocates working with individuals on their own or in small groups 

• Advocates being available in the entrance area or in the lounges or dining room to meet 

people 

• Orchard Close staff supporting people who have limited communication with pictures 

or sharing views on their behalf 

Views were recorded in ‘real time’ using people’s exact words or participants sharing 

thoughts then agreeing on the words that would be recorded. 

Who we spoke to: 
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Speakeasy considered whether people had capacity to decide to take part in these sessions, 

following the Mental Capacity Act guidance on assuming people do have capacity unless 

advocates could see service users had difficulties understanding, weighing up, communicating or 

retaining the information. 

 

Consent was broken into two separate issues: 

• I agree to give my views about Orchard Close 

• I agree my views can be used in a report for the Hampshire County Councillors to help 

them make decisions about what happens to Orchard Close. 

Guidance was sought from Orchard Close staff, and if the service user lacked capacity, staff were 

consulted on making a best interest decision for the service user to take part in the engagement 

session. 

Service users spoke about what was important to them, and this highlighted three key areas; they 

enjoyed activities and trips out, they valued friendships and socialising, and they liked the staff, 

with whom they had good relationships.  

Many service users also said that they liked the house and garden, the meals on offer and the 

seaside location.  

Activities and trips was mentioned by nearly all the service users when asked what was important 

to them about Orchard Close. They spoke about the variety of activities they enjoyed during their 

stay and said they got to choose what activities they took part in. 
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It is evident that service users enjoy these activities as they provide opportunities for them to 

socialise and spend time with their friends. Several service users also expressed that being able 

to do these activities with friends and peers (rather than family or carers) was a unique part of 

their experience at Orchard Close. Service users also said: 

 

 

Service users value the friendships they have made at Orchard Close. Many focused on established 

friendships, highlighting that they book their time at Orchard Close to coincide with their friends, 

so they can spend time with them, as it’s the only time they saw them. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A Non-verbal Service User pointed to photos of their friends on the Orchard Close photo tree 

and was very happy when one of them arrived.   

Service users also said they liked having the opportunity not only to see old friends, but to also 

make new ones. 
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Service users felt their relationships with staff were important. They said that staff at Orchard 

Close are friendly, caring and understand their needs. The importance of staff continuity was a 

recurring theme highlighted by service users during this engagement. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Service users said they liked the seaside location and some of the activities mentioned are situated 

on the seafront; such as the funfair and the arcade. 
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The building and the gardens were mentioned positively by many service users. Some said it was 

a homely environment, that they liked their bedrooms and facilities, such as the sensory room.  

Having access to a garden was also spoken about as a positive aspect of their stay at Orchard 

Close. Service users said they liked stroking the rabbits and having BBQs in the garden.  

 

 

 

 

 

 

 

 

 

 

 

 

Commenting on the food was a popular response when asked about what was important at Orchard 

Close. All service users who mentioned the food were very complimentary about the meals 

provided. 
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The most popular answer from service users was that no changes needed to be made.  

 

 

Some service users mentioned having an interest in doing a specific activity or more activities.  

 

 

 

 

 

 

Others asked for a slight alteration to their routine to allow them to do more activities 

 

 

Several mentioned updating the decoration or facilities, such as; installing a lift, better Wi-Fi, a 

PlayStation and more pictures upstairs. Two service users said changes to the garden but did not 

specify what changes they would like to see. 

 

 

 

 

 

 

 

 

Some service users left this question unanswered and others said that they did not know. 
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Lots of service users focused on their enjoyment of the activities on offer, being with friends and 

socialising. In addition, an important theme emerged around independence and confidence 

building, with many service users taking pride in the level of responsibility they have for 

themselves while at Orchard Close.  Some spoke about their stay as being like a “holiday”, while 

others said that it enabled their parents to have a break or go on holiday.  

 

Service users focused on seeing friends and doing activities that they enjoyed, with some saying 

they only did these activities while at Orchard Close. 

 

Many service users spoke about their time at Orchard Close as an opportunity to learn new skills, 

take on a level of responsibility and show independence. Staff said that some service users had 

been very anxious when they started attending, but over time had grown in confidence and settled 

in well. 
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One staff member commented: “She was very quiet when she first came and wouldn’t leave a 

staff members side. She is now more confident and will do her own thing and socialise.” 

A recurring response from service users, when talking about their time at Orchard Close, was that 

they considered it their holiday. 

 

Many service users said their stay at Orchard Close gave their families a break from their caring 

responsibilities. In some cases, service users also said it gave them a break from their routine as 

well. 
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Service users found this question more difficult to answer, with some leaving this question as they 

did not know how to answer it.  However, of those who did answer this question, the two key 

phrases used were that they wanted to ‘keep coming’ and for it to ‘stay the same’.  

 

 

Some service users did identify ways that the service could respond to their needs in the future, 

these were primarily centred on wanting to try a certain activity or do more activities. However, 

some service users did mention installing a lift and changes to the bathroom areas. 

This question was challenging for service users with many leaving this question unanswered or 

saying that they did not know.  

The most important issue for service users when asked about other providers delivering the 

service, was that the staff stay the same. Service users showed concern about staff losing their 

jobs and spoke about the positive relationships they had with staff members. 
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Some service users said that they would not mind if another provider delivered the service, but 

many clarified they would only be happy with this option if staff remained the same. 

 

 

 

 

 

 

 

 

 

 

 

Several service users showed concern about families and carers taking on the running of the 

service, they were worried about the extra pressure it would place on them and about their level 

of expertise. 

As well as concerns about changes in staffing, some service users said they found change 

challenging, whether this be new places, new people or changes in their routine. 
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When answering this question service users focused on two themes; firstly, that they would 

like to keep coming to Orchard Close and secondly, that they wanted their carers to be able 

to have a break. 
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Carers Together were commissioned by Hampshire County Council to deliver the parent/ carer 

and family part of this engagement. Carers Together is a carer led organisation, which provides 

support to carers across Hampshire, Portsmouth and Southampton. 

Questions were developed by the Voluntary Sector/Carer/Service User/ Officer Working Group 

using examples from similar engagement exercises that Speakeasy Advocacy and Carers Together 

had completed.  The same questions were used for service users and carers, using positive 

language throughout. 

Carers Together reached out to parents, carers and family members who use Orchard Close. 

Information was made available by letter, on the Carers Together website, Facebook page and 

via existing networks.  

The engagement activity took part over nine sessions which were attended by 39 people in 

total, these events were held on different days (including a Saturday), in different areas and at 

different times.   

One-to-one interviews, in person or via telephone call, were also available and a questionnaire 

was sent to carers of relatives who us Orchard Close. 

 

 

 

 

 

The briefing for session facilitators reflected the sensitivity of the process and the perceived 

anxieties of participants. It was felt important to clarify the impartiality of the process and the 

importance of taking part.  Assurances were given that the process was to listen and record.  

This was reflected in the briefing for facilitators. 
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We must ensure the people coming to the engagement sessions understand that we are here to 

listen and record – not to influence or instruct.  The options currently for consideration are 

included in the questions.  We will record responses to the questions and other options, or 

issues raised by participants.   

Information shared with participants at the beginning of each session included:  

• Carers Together is an Independent organisation run by carers, with carers, for carers. All our 

trustees are carers or former carers 

• We are not here to tell you what to say but to listen to you 

• We are using the questions that were sent out to you, only as a guide for the conversations 

• You are free to say whatever you wish to say including any concerns you wish to raise 

• We will record everything you would like us to record 

• All your answers will be anonymous, when we send them in for the report 

• It is important that you do say what you think, want or need to make sure it goes into the 

report 

• We are not here to judge in anyway, we are only here to record what you say and then

 send it in to be included in a report  

• It is your opportunity to influence what goes into the report 

• The engagement process is to look at the options for Orchard Close going forward.to vote on 

the options on the table.  During the last three sessions, the options increased to include a 

‘Friends of Orchard Close’. 

 

Parent/carer/family members said that what they most valued about using Orchard Close for 

respite was that was ‘safe’ and ‘trusted’. They were able to “switch off” during their respite, as 

they knew that their loved-one was being cared for by knowledgeable and experienced staff, at 

a centre that was well run. 
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Many participants commented on the positive experience that their family member had while 

staying at Orchard Close, saying this “gave them peace of mind” while they took a break. They 

said it was a “homely environment” which gave service users the opportunity to meet up with 

friends and participate in the activities on offer. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Carers and family members also spoke about the facilities on offer at the centre.

 

Some participants pointed out that their family member had been attending Orchard Close for a 

long time, in some cases many years. They said that it had taken time for them to settle, which 

is why familiarity with their environment was important. 
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The most frequent response to the question of what could be done differently at Orchard Close 

was that no changes needed to be made. 

 

 

Some participants said more flexibility around the duration of stay and collection/ drop off times 

would be useful for them. 
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Wheelchair accessibility was also mentioned as a problem at Orchard Close and recent upgrades 

to the facilities had not addressed this issue. Some felt a lift or stair lift would be a beneficial 

modification to the premises. Others said not all respite centres needed to offer facilities suitable 

for people using wheelchairs. 

 

A few responses suggested asking people to contribute financially towards the cost of their 

respite, for example buying extra days or selling unused occupancy. 

 

 

 

 

 

 

 

Participants said that they would like more information about how the service was run and how 

they could be involved. They suggested it would be beneficial if parent carers/family members 

had the opportunity to act as “extra trustees” or be involved in a Parent Carer Forum to assist 

with the governance of the service.  They also highlighted that service users should be asked their 

views on ways to develop the service. 
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Every parent carer/family member who took part in this engagement felt that respite at 

Orchard Close had made a big difference to them and the person they cared for. They said that 

it gave them the opportunity to have a break from the pressures of their caring responsibilities, 

to have a holiday, go to appointments, do tasks at home, spend time with their partners and 

other family members, whilst knowing the person they cared for was safe and happy. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Having access to good quality respite was essential for emotional well-being and parent 

carer/family members questioned whether they would be able to continue with their caring 

responsibilities without the respite they received. 

“
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Participants were unanimous in saying that they wanted Orchard Close to be kept open and to 

offer the same level of service.  

 

 

 

 

 

 

 

 

 

 

Some participants said in the future Orchard Close should be more accessible to carers by 

expanding the types of services it offered. Their suggestions included, introducing day services, 

allowing the purchase of extra days and opening the service to Shared Lives users and carers from 

a wider geographical area. 
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Several participants also spoke about ways of generating income by carers contributing additional 

payments towards the cost of using Orchard Close. 

 

 

 

 

 

 

 

 

 

In one of the group sessions participants focused on adding to the facilities and activities on offer 

at Orchard Close. They said that they would like to see a “swimming pool… a gardening club… life 

skill lessons… TVs with DVD players in every room” and “better WIFI”.  
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The preferred option for all participants was that HCC Adults Health and Care continue to run the 

service in its current format, with all those who stated a preference choosing this option.  

They said that; 

One response said: 

 

 

 

 

 

No-one said that another organisation delivering the service was their preferred option. Many felt 

strongly that a private provider or voluntary organisation would impact on the quality of the 

service.  
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When discussing Orchard Close being run by carers/parents, many said that they did not have the 

time or expertise to make this option effective. Some highlighted that they already have fulltime 

caring responsibilities, employment, and in some cases, felt their age and health issues would 

make such a commitment impractical. Others were concerned that they lacked the expertise to 

operate the service effectively.  As one respondent explained we are “not able to do a lot due to 

age – both myself and my family have enough to do…This option doesn’t give carers the respite!!” 

 

 

Although no participants said they would prefer carers/parents/family/staff to run Orchard Close 

as a charitable trust or CIC, this engagement does show that carers/family members would like 

to become more involved in the decision-making processes. A recurring comment was that they 

would like more representation and say in how the service is run. Their suggestions included; 

having carer representatives on the charitable trust and a Parent Carer Forum that gives service 

users and their carers the opportunity to help shape the service. 
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When asked how they would feel about becoming involved in assisting this model, many 
participants said that for the reasons set out above, they did not have the capacity to 
become involved.  

 

 

 

 

 

 

 

 

 

  

 

 

However, participants who attended the group sessions said they “would be interested in 

looking at this option”, with some individuals indicating in written responses that they would 

be interested in becoming more involved to keep it open.  
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Several said they needed more information about what this option would look like to make 

their decision. 
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A recurring issue was parent carers felt they did not have enough support and were not listened 

to regarding their support needs. 

 

 

Participants said that cuts in respite services could cause families to be unable to continue being 

carers, leading to service users having to move into fulltime residential care. 
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Healthwatch Hampshire were asked by the Voluntary Sector/Carer/Service User/Officer Working 

Group to consult Orchard Close staff for this engagement.  

Healthwatch Hampshire adapted the questions set by the working group in order to capture the 

views and experiences of Orchard Close staff. The questions in the survey focused on what they 

were most proud of about the service, their perception of its impact on service users and 

carers/family members and their preferred option for future delivery. It also asked staff to 

consider possible improvements to the service and avenues for income generation. 

The survey was delivered via an online portal (www.smartsurvey.com) which allowed staff to 

comment anonymously, with the results being sent directly to Healthwatch staff. Healthwatch 

also offered to send out written surveys to any staff members who would prefer to complete it in 

paper format. Healthwatch received responses from 12 staff members in total. 

Staff identified many aspects of the service which they felt proud of; these included, helping 

service users grow in confidence, delivering personalised care, providing an exciting holiday, 

building trusting relationships with service users and giving carers “peace of mind” while they had 

a break. 

Staff said that they were proud that the care they provided at Orchard Close helped service users 

grow in confidence, socialise and learn new skills. This was echoed in responses received by 

service users, many of whom said that their time at Orchard Close had helped them be more 

independent. 

 

 

 

 

 

http://www.smartsurvey.com/
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Staff said one of the service’s strengths was that it offered a personalised approach to care. They 

said by focusing on the needs and choices of service users and their families, they were able to 

ensure that service users got the most out of their time away, and carers felt secure that their 

loved ones were well cared for. 

 

 

Staff said service users enjoyed trips and activities with their friends. They also felt that the 

seaside location, the house, grounds and the links with+ the local community meant that Orchard 

Close offered something unique. 
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Staff were proud that they had built strong trusting relationships with service users, in some cases 

over many years. 

 

 

 

 

 

 

 

 

 

 

 

 

Staff felt proud that parents, carers and family members trusted them to look after their loved 

ones. They said that this enabled them to take a break without worrying. 
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Staff said they felt that carers/parents/family would like the opportunity to use the service more. 

 

Staff spoke about upgrading the building and facilities, to make Orchard Close more accessible, 

improve service user privacy, and facilitate the use of technology. 
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Staff identified that service users most valued socialising, taking part in activities and staying in 

a safe, familiar environment with staff they trusted.  

 

 

 

 

 

 

 

Staff identified that for carers/family members the most important feature of their respite at 

Orchard Close was that they could take a break, knowing that their loved one was well looked 

after and happy. Staff felt that trust and safety were key concerns, which echoes the responses 

received from parent carers/family members. 
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− HCC Adults’ Health and Care continues to run a service at Orchard Close in its current format.  

− Somebody else runs a service at Orchard Close e.g. a private or voluntary organisation.  

− Carers/Parents/family/staff have control over the running of Orchard Close through a 

charitable trust or Community Interest Company.  

All staff who stated a preference, said they would like the service to remain being run by HCC 

Health and Care. 

 

 

Staff felt that income could be generated by making unused occupancy available to carers from 

other geographical areas, by allowing self-funding and permitting the purchase of extra nights. 
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Service users said they enjoyed their time at Orchard Close as they took part in activities and 

trips, they were able to socialise with friends and had positive relationships with staff who 

understood and responded to their needs. Service users also commented that they liked the 

house and gardens, the meals on offer and the seaside location. A significant theme in the 

feedback was continuity and consistency of the Orchard Close staff team. Service Users felt this 

was a key factor in the future service delivery. 

Parent, carers and family members valued the respite they received through Orchard Close. It 

provided them with a trusted and safe place, giving them peace of mind while they took a break 

knowing that their loved ones were happy and well-looked after. The preferred option 

throughout the feedback was that Hampshire County Council continue to run the service, with 

concerns around any external provider giving the same quality of service currently received.  

Parents, carers and family members were mixed in their responses to being more involved in the 

running of Orchard Close, with a significant amount concerned that any level of responsibility 

would not be possible due to caring commitments, their current professional and personal 

commitments and age being highlighted.  

Where respondents were interested, further work needs to be investigated to ensure that any 

commitments are clearly defined and sustainable. Some suggested they would like to be more 

involved in decision-making processes, these could include having carer representatives on a 

charitable trust and a forum that gives service users and their carers the opportunity to help 

shape the service. 

Parents, carers and family members highlighted that having good quality, regular respite was 

important for their wellbeing, which enabled them to continue their caring responsibilities. 

There was a consensus throughout the engagement activity that Hampshire County Council 

needs to communicate more effectively with parents, carers and family members and by 

listening to them, can be more responsive to their support needs. 

Healthwatch Hampshire would like to thank all the service users, parent carers, family members 

and staff who took the time to participate in this engagement activity. 

With additional thanks to: 

Carers Together 

Hampshire County Council Adults’ Health and Care Department 

Speakeasy Advocacy 

And all members of the Orchard Close Voluntary Sector, Carer, Service User & Officer Group 


