Residents’ and Friends and Relatives’ Experiences of Care
Homes during the Coronavirus (COVID-19) Pandemic

Ashfields Care Home, Macclesfield - Cheshire East

November 2020 - March 2021

healthwatch healthwatch

Cheshire West Cheshire East



Introduction

Healthwatch Cheshire is the local independent consumer champion for health and care services. As part of our core activity
we seek the views and experiences of residents of Cheshire East, and Cheshire West and Chester to help inform how health,
care and wellbeing services are delivered.

One way we would normally do this would be to undertake our statutory function of Enter and View. The COVID-19
pandemic has meant that we have been unable to conduct this regular activity since March 2020, and being unable to visit
care homes and experience them first-hand during this period means that our ability to gain views and experiences has been
reduced.

To maintain our connection and to enable us to continue gathering opinions across Cheshire we developed two
questionnaires to gain the views of those living in care homes, and care homes with nursing, and their experiences of care
during the COVID-19 pandemic, and also of their friends and relatives.

We know and appreciate how difficult a period this has been for people living and working in Care Homes, with changes to
the way things are happening on an almost daily basis and restrictions on visiting having to be put in place. We would like to
say a big thank you to everybody who has taken the time to respond to these questionnaires, as well as to care home staff
for their support in ensuring access to the surveys and in assisting people to respond.

The following is the findings of our two questionnaires from residents of your care home, and then their friends and family.
We invite you to provide your feedback on the points raised in these findings, which will be included at the end of this
report. The report will be shared with the Integrated Care Partnership, Local Authority commissioners, Care Community
leads, NHS Clinical Commissioning Group, voluntary and community organisations, and published on our website.
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Description and Nature of the Service

The following details are taken from the website Carehome.co.uk which is an independent, informative site with a
comprehensive list of over 17,000 care homes. The details held on this site for Ashfields Care Home, Macclesfield were last
updated in November 2020.

Ashfields care home, in Macclesfield, is a pleasantly situated accommodation, offering luxury and en-suite bedrooms for elderly people with
residential care needs. A refurbished Edwardian property, service users will find a range of care products and technologies that will improve their
daily well-being and security concerns, such as nurse call systems and hoists, while being able to relax in a social environment where personal
freedoms and dignity are respected. Carers have a depth of qualifications and are committed to personalised services, with access to related health
professionals such as GPS and opticians where required.

Type of Service

Care Home only (Residential Care) - Privately Owned , Registered for a maximum of 39 Service Users
Registered Care Categories*, Old Age,

*Registered with regulator ‘Care Quality Commission (CQC)' to provide these categories of care

Other Care Provided, Own GP if required, Respite Care.
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Residents' Experiences of Care Homes during
the Coronavirus (COVID-19) Pandemic

Ashfields Care Home, Macclesfield

1 Respondent

November 2020 - March 2021
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Do you receive nursing care at your Care Home?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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Do you receive dementia care at your Care Home?
Answered: 0 Skipped: 1
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Do you feel safe and secure in your environment?
Answered: 1 Skipped: 0

What makes you feel this
way?

* “Locks on doors.”

Yes
100.0% (1)
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Are you able to make your room look and feel like your own (e.g. personal
items, own furniture)?
Answered: 1 Skipped: 0

Can you tell us more about
this?

*  “Own furniture.”

Yes
100.0% (1)
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Does your own room feel fresh and clean?
Answered: 1 Skipped: 0

Why is this?

» “Cleaned everyday.”

Yes
100.0% (1)
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Do you like the food and drink that you receive?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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Do you feel there is enough variety?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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If you have any special dietary requirements (e.g. vegetarian), are these
supported?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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Since the Coronavirus pandemic began, do you think the food has:
Answered: 1 Skipped: 0

Got better
100.0% (1)

healthwatch healthwatch

Cheshire West Cheshire East



Are you able to have extra drinks and snacks when you want them?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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Can you choose to have your meals in any of the following?

Answered: 1 Skipped: 0

100% 1&%
80%
60%
40%
20%
0%

Dining room Other communal room Cwn room

. Yes . Mo . Sometimes . Don't know

healthwatch
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Is there anything else you
would like to tell us about
the food and drink you
have in your Care Home?

No response received
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Do you feel you have been getting all the information you need about the changes
that have, or are, taking place in your Care Home in the past few months because

of the Coronavirus Pandemic?
Answered: 1 Skipped: 0

If yes, how have you
been given this

100% . .
information?

B0% )
No response received
60%

404

200

0%
Yes (] Sometimes
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Have you been able to spend time with other residents over the past few
months in the same way that you used to?

Answered: 1 Skipped: 0

10005
g%
0%
40%
20%

o
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Sometimes
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Do you feel there have been enough activities and things for you to do?
Below are some examples, please tick all that apply.
Answered: 0  Skipped: 1
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Do you feel there have been enough activities and things for you to do?
Below are some examples, please tick all that apply.

Answered: 0  Skipped: 1

What have you enjoyed/not enjoyed doing?

* No response received

healthwatch healthwatch

Cheshire West



Have you been able to go outside into any of your Care Home's outdoor
spaces over the past few months?
Answered: 1 Skipped: 0
10004
804
60%

40%

20%

0%
fes Mo My Care Home doesn't

have any outdoor
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Have you been able to go outside into any of your Care Home's outdoor
spaces over the past few months?
Answered: 0 Skipped: 1

If yes, then have these spaces felt pleasant enough for you to enjoy? How have
you used them?

* No response received
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Over the past few months have your spiritual needs been met within your Care
Home? For example, we understand some Care Homes have had visits from a local

church.
Answered: 1 Skipped: 0

100484
80%%
60%%
40%

20%

0%
s Mo Sometimes Mot required
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Before the pandemic, could friends and family easily travel to visit you?

Answered: 1 Skipped: 0

100%

80%

60%

404%

20%

O

healthwatch
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Y

Mo, it was too far
or difficult to get

Y-
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Over the past few months, have you been able to keep in contact with

family members and/or friends?

Answered: 1 Skipped: 0

100%

g80%

60%

40%

20%

0%

healthwatch

Cheshire West

o5

Mo

Sometimes

M/A
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If yes or sometimes, how have you been keeping in touch? Please tick any
that apply to you.

Answered: 1 Skipped: 0

1008
106%
Can you tell us more
B0%% .
about this?
B0
“Visits, post and telephone.”
404
200G
e
Phone  Phone Viden Video Email Email Post Visits Other
calls -  calls- calls -  calls- - 0N - Care
own Care own Care device Home's
phone  Home.. device Home.. device
healthwatch healthwatch

Cheshire West Cheshire East



Overall, how has this been for you? Please indicate from 1 to 5, with 1
being Very Poor and 5 being Excellent
Answered: 1 Skipped: 0

100%
g80%
60%
4%

20%

0%
1 (Very Poor) -5 (Excellent)

B H: B: B: B
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Do you feel like you are being treated with dignity and respect by the staff

in your Care Home?
Answered: 0  Skipped: 1

* No response received
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Do you know the name of the doctor’s surgery that you are registered
with?
Answered: 0 Skipped: 1

« No response received
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During the last few months how have you found medical care and support? Please
tick all that apply, where 1 is Very Poor and 5 is Excellent. Please choose N/A if you

haven't needed medical care or support.

Answered: 0 Skipped: 1

« No response received
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What about other health and wellbeing services, such as Podiatry or
Opticians, have you ever been offered these in your Care Home?
Answered: 0  Skipped: 1

« No response received
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Are you being offered them currently?
Answered: 0 Skipped: 1

* No response received
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Have you had to have any medical support outside of the Care Home, such
as clinic appointments or hospital stays?
Answered: 0 Skipped: 1

* No response received
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Did this result in you having to self-quarantine on return to your Care
Home?
Answered: 0 Skipped: 1

* No response received
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Has anyone helped you to complete this survey?

Answered: 1 Skipped: 0
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100%

80%

60%

404%

20%

O

| have
completed it

| was helped by
Care Home staff

| was helped by
friends or

-

Other (please

specify)
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Is there anything you would change about your Care Home?
Answered: 0 Skipped: 1

* No response received
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Friends and Relatives' Experiences of Care Homes
during the Coronavirus (COVID-19) Pandemic

Ashfields Care Home, Macclesfield

3 Respondents

November 2020 - March 2021
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Does your friend or relative receive nursing care at their Care Home?
Answered: 3 Skipped: 0

Yes

33.3% (1)

Mo
56.7% (2)
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Does your friend or relative receive dementia care at their Care Home?
Answered: 3 Skipped: 0

Mo
33.3% (1)

Yes
66.7% (2)
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Do you feel your friend or relative is safe and secure in their
environment?

Answered: 3 Skipped: 0
What makes you feel this way?

100%
TR » “The duty of care she receives”
*  “My mother has been a resident
80% .
for approx 5 years. She is
familiar with the staff and
60% surroundings”
»  “The staff are excellent. We
40% are fully pleased with the staff
and environment”
20% * Any concerns are quickly dealt
with by staff.”
0%
Yes Mo Sometimes Don't know
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Is your friend or relative able to make their room feel like their own (e.g.
personal items, own furniture)?
Answered: 3 Skipped: 0

100%
0OY0zG)

Would you like to tell us more

0% about this?
“She has her own personal

60% ”
effects

0% “My mother has dementia and has
no short term memory, however
she has pictures and ornaments

20% that are familiar to her”
“Has her own bedding,

0%

photographs, ornaments.”
Ves No Somewhat Don't know
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Have you been able to deliver personal items for your friend/relative?
Answered: 3 Skipped: 0

Can you tell us more about this?

» “We can deliver any items she
requests”

 “Yes, | have been able to deliver
her items that | know she likes”

« “Deliver to main reception and
drop off.”

Yes
100.0% (3)
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Do you feel you as a friend or relative are getting all the information you need
about the changes that have, or are, taking place in your Care Home in the past

few months because of the Coronavirus Pandemic?
Answered: 3 Skipped: 0

Can you tell us more about
this?

Sometimes

*  “l call to see my mum
33.3% (1)

frequently. | don't receive any
phone calls and little
correspondence. This may be
due to the fact | call regular.
Otherwise | listen to
Government reports”

Yes . . .
66.7% (2) * “Any information is passed to

us asap.”
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Has your friend or relative been able to spend time with other residents
over the past few months in the same way that they used to?
Answered: 3 Skipped: 0

How has this been for them?

100%

“It has not been a problem”
B0% » “l presume it has been ok,
but with no access | can't say.

60% * My mum seems happy.”

40% *  “Meeting in the main dining
room and sitting room.”
20%

0%
s Mo Sometimes Don't know

healthwatch healthwatch

Cheshire West Cheshire East



Do you feel there have been enough activities and things for them to do?
Below are some examples, please tick all that apply.
Answered: 3 Skipped: 0

100%
1{]5{]% 1{]5{]% 1{]5{]%
80% 66.7% 66.7%6.7% 66.7%
60% 20.0%50.0%
33.3% 33.3% 3.3% 33.3%
40%
0%
Singalon  Board Arts & Exercizse Hairdres Bingo Themed  Get
Es Games Crafts classes sing evenings Together
s with
other..,

. Yes . Mo . sometimes
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What have they enjoyed/not enjoyed doing?

Answered: 3 Skipped: 0

*  “My mother is partially sighted and does not like to leave her room”
* “l am not sure as my mother has dementia and often can't remember.”

» “In the summer outdoor singing with a man and his accordion. Christmas carols and brass band outside
with residents inside on BBC N West.”
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Has your friend or relative been able to go outside into any of the Care
Home's outdoor spaces over the past few months?
Answered: 3 Skipped: 0

B If no, why not?

80% 66.7% “My mum is in a wheelchair.

The weather is too cold for
60% her at this time of year.”
33.3%

40%

20%

0%

Yes No The Care Home
doesn't have any
healthwatch healthwatch
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If yes, then have these spaces felt pleasant enough for them to enjoy?
How have they used them?

* “l have seen my mum in the summer or warmer weather. | call and see her through the window”

*  “Front sitting area ok but next to car park.”
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Over the past few months has your friend or relative's spiritual needs been met
within their Care Home? For example, we understand some Care Homes have had

visits from a local church.
Answered: 3 Skipped: 0

Can you tell us more
about this?

100%
* “l'am not sure about
— this, bt{t.my mum was
not religious in any
Wa »”
60% y
33.3% 33.3% 33.3% « “Disappointed as mum
o was a regular church
goer.”
20%
%
Yes Mo Sometimes Mot needed Don't know
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Before the pandemic, could you easily travel to visit your friend or
relative?
Answered: 2 Skipped: 1

Can you tell us more about
this?

“My mother has a patio from
which we can talk to her from a
distance through an open
window”

*  “During the summer months, |
was working as key worker. |
had to fit visits in around this”

“There is no family other than
me and granddaughter who lives
ves away.”
100.0% (2)
*  “Everyday.”
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Over the past few months, have you been able to keep in contact with

your friend or relative?
Answered: 3 Skipped: 0

100%
0%
B0
40%
20%

0%

Yes
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Sometimes

MA
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If yes or sometimes, how have you been keeping in touch? Please tick any
that apply to you.

Answered: 3 Skipped: 0

Other:

100%

* “I have been able to see my mum.
Communication with her is

50% difficult at the best of times due

to dementia. The time apart will

80% 66.7%

| e BI% BI% 33.3% not have helped during the
pandemic”
20% y )
» “Horrible because of the
0% restrictions. Mum’s health
Phone Phone  Video  Video  Email  Email Post  Visits  Other mentally and physically has
calls- calls-  calls- calls -own - Care (please Severely deteriorated.”
own Care oDWn Care device  Home's specify
phone  Home.. device Home.. device )
healthwatch healthwatch

Cheshire West Cheshire East



Overall, how has this been for you? Please choose a rating from 1 to 5,
with 1 being Very Poor and 5 being Excellent.

Answered: 3 Skipped: 0

100%

80% 66.7%

G0

33.3%

40%

20%%

0%
1 (Wery Poor) - 5 (Excellent)

| ]

B: B B
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Overall, how has this been for you? Please choose a rating from 1 to 5,
with 1 being Very Poor and 5 being Excellent.

Answered: 0 Skipped: 3

Can you tell us more about this?

* No comments were made.
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How do you feel your friend/relative's mood has been during the
pandemic?
Answered: 3 Skipped: 0

1004%
80% 66.7%
60%
33.3%
404
20%%
0%
Consistently Ups and downs Consistently Mo change
felt low felt happy
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Do you feel like your friend or relative is being treated with dignity and

respect by the staff in their Care Home?

Answered: 3 Skipped: 0

100%

g80%

60%

40%

200%

0%
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66.7%

o5

Mo

33.3%

Sometimes

Don't know
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Do you feel like your friend or relative is being treated with dignity and
respect by the staff in their Care Home?
Answered: 3 Skipped: 0

What makes you feel this way?

«  “All the staff are friendly and efficient”

» “The staff are, as far as | know, treating her very well. They are always good with her and during the
pandemic have done very well.”

» “Depends on staff unfortunately.”
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Do you know the name of the doctor's surgery that your friend or relative
is registered with?
Answered: 2 Skipped: 1

Yes
100.0% (2)
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During the last few months how has your friend or relative found medical care and support? Please tick
all that apply, where 1 is Very Poor and 5 is Excellent. Please choose N/A if they haven't needed

medical care or support.
Answered: 3 Skipped: 0

100%
g80%

60%%

33.3% 33.33.3%

Face-to-face Phone appointments Video appointments

40%

20M%

0%

B B: B: B: B Bus
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During the last few months how has your friend or relative found medical care and support? Please tick
all that apply, where 1 is Very Poor and 5 is Excellent. Please choose N/A if they haven't needed
medical care or support.

Answered: 2 Skipped: 1

How did they find this?

« “l'am not sure. | have spoken to the Doctor in Penan? (phone) and my mum seems fine”

»  “Has district nurse twice a week again had to change nurses and at first totally inadequate. Her health
due to ulcers of the leg went really bad.”
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What about other health and wellbeing services, such as Podiatry or Opticians, has
your friend or relative ever been offered these in your Care Home?

Answered: 3 Skipped: 0

1009
800G

600G

33.3% 33.3% 33.3%

400G

2005

O

Yes Mo Sometimes Mot needed Don't know
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Are they being offered them currently?

Answered: 3 Skipped: 0

100%
80%
60%

40

0
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Mo

Sometimes

Mot needed

Don't know
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Have your friend or relative had to have any medical support outside of
the Care Home, such as clinic appointments or hospital stays?
Answered: 3 Skipped: 0

Yes

33.3% (1)

Mo
56.7% (2)
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Did this result in them having to self-quarantine on return to their Care

Home?
Answered: 3 Skipped: 0

If yes, can you tell
us more about their
experience of this?

Yes
33.3% (1) “Awful again her mental

state re dementia
severely affected.”

Mo
66.7% (2)
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Is there anything you would change about the Care Home?

» “Aproper area to pay a visit with social distancing would be good”

« “To have a designated member of staff who you could call and ask about relative who actually looks
after them. A lot of the time is spent on paperwork and more should be available to sit and interact

with residents. Pastoral care as far as I’ve seen has been none.”
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Do you have any more comments about their experiences of the Care
Home over the past few months?

« “The care home have been brilliant in very exceptional circumstances of which | have been grateful. |
can't thank the staff enough”

« “Overall quite happy with Ashfields but due to the timing of mum’s going in July it has been very
traumatic and she has felt she has been put away and abandoned as she was a very sociable lady with
many friends, 4 brothers/sister, 3 children, 6 grand children and 8 grand children, all not allowed to

visit, only 1 person each day.”
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Feedback from Provider

The care home was invited to comment on these survey results, however, at the time of publication, no
feedback had been received.
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This report comes with huge thanks to our small team of
committed staff, and the incredible volunteers who work to
deliver Healthwatch Cheshire, particularly in these changed, and
changing, times.

www.healthwatchcheshire.org.uk

Or contactuson:

(3 0300 323 0006

@ Email: info@healthwatchcheshire.org.uk

[i u @HealthwatchCE

@HealthwatchCW

ﬁ Healthwatch Cheshire CIC, Sension House, Denton Drive, Northwich, Cheshire,
CW9 7LU

Company No 7791174 Registered in England
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