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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.

Introduction



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 Belong, Macclesfield were last updated in 

November 2020.

Belong Macclesfield offers 18 self-contained apartments for independent living and six supported ‘households’ with modern en-suite bedrooms and open

plan lounge and kitchen areas. Each Belong village encompasses a vibrant hub for community activities, with facilities that include a licensed bistro,

hair salon and exercise studio. The village model is a stunning example of how advanced design and very high standards of care can provide a new

quality of life for older people.

Belong households represent a radically different alternative to conventional care homes, and operate with a higher-than-average staffing ratio and a

maximum of 12 residents per household, offering a family atmosphere where customers can build lasting relationships with staff and other residents.

Specially trained support and nursing staff are available around the clock to support individuals with dementia and those residents who require clinical

care.

- Group/Owner: Belong Ltd - Person in charge: Cheryl Davies (General Manager) -Local Authority / Social Services: Cheshire East Council

- Admission Information: Ages 55+ - Room Information: Single Rooms 72; Rooms with ensuite WC 72

Facilities & Services: Bar/Cafe on premises; Close to Local shops; Gardens for residents; Lift; Near Public Transport; Own Furniture if required; Pets by

arrangement; Phone Point in own room/Mobile; Residents Internet Access; Residents Kitchenette; Smoking not permitted; Television point in own room;

Wheelchair access

Description and Nature of the Service



Residents' Experiences of Care Homes during 
the Coronavirus (COVID-19) Pandemic

Belong, Macclesfield

8 Respondents

November 2020 - March 2021



Do you receive nursing care at your Care Home?
Answered: 8    Skipped: 0



Do you receive dementia care at your Care Home?
Answered: 8    Skipped: 0



Do you feel safe and secure in your environment?
Answered: 8    Skipped: 0

What makes you feel this way?

• “General ambience of the place and the staff”

• “I am surrounded by familiar people who know my 

needs”

• “Enough carers walking the corridors”

• “Because the carers are so caring”

• “The staff make me feel safe”

• “It feels safe. Nice people around. Never feel 

unsafe.”



Are you able to make your room look and feel like your own (e.g. personal 

items, own furniture)?
Answered: 8    Skipped: 0

Can you tell us more about this?

• “I can make it my own by my own belongings”

• “As much as possible”

• “I have pictures on my walls that make it homely.  

Also lots of plants”

• “You can't make anything feel like home”

• “It’s very comfortable I can’t get out of bed but I 

have every care”

• “I have pictures and personal items in my room”

• “I have my own furniture and belongings.”



Does your own room feel fresh and clean?
Answered: 8    Skipped: 0

Why is this?

• “Cleaners are very good”

• “Most of the time.”



Do you like the food and drink that you receive?
Answered: 8    Skipped: 0



Do you feel there is enough variety?
Answered: 8    Skipped: 0



If you have any special dietary requirements (e.g. vegetarian), are these 

supported?
Answered: 8    Skipped: 0



Since the Coronavirus pandemic began, do you think the food has:
Answered: 8    Skipped: 0



Are you able to have extra drinks and snacks when you want them?
Answered: 8    Skipped: 0



Can you choose to have your meals in any of the following?
Answered: 8    Skipped: 0

Is there anything else you would like 

to tell us about the food and drink you 

have in your Care Home?

• “More choice, more vegetables. More 

variety. Bigger meals”

• “That she can always ask us for anything”

• “I enjoy the food here it is delicious.”



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: 7    Skipped: 1

If yes, how have you been given this 

information?

• “By head nurse”

• “I have been updated by staff”

• “I have received info booklets about 

changes”

• “Carers”

• “Verbally by staff”

• “Handouts and updates given.”



Have you been able to spend time with other residents over the past few 

months in the same way that you used to?
Answered: 7    Skipped: 1

How has this been for you?

• “Very difficult”

• “No change”

• “Venue has been unavailable. Group activity 

has happened on the household and activity 

staff have come to spend time.”

• “Good”

• “Same as before due to being bed bound. It’s 

not been difficult because I have every help”

• “Still done activities with residents on Beech, 

I do miss the venue”

• “I enjoy spending time with the people 

around me.”



Do you feel there have been enough activities and things for you to do? 

Below are some examples, please tick all that apply.
Answered: 8    Skipped: 0



Do you feel there have been enough activities and things for you to do? 

Below are some examples, please tick all that apply.
Answered: 8    Skipped: 0

What have you enjoyed/not enjoyed doing?

• “Quizzes”

• “Very self conscious around everybody except staff due to not being able to see”

• “Different dice games made by staff”

• “I don't want any, I have what I need”

• “I enjoy physical games such as ball games and oomph exercise. I enjoy all activity”

• “Likes going to the gym but would like it more often”

• “I have enjoyed board games and quizzes. Not a fan of arts and crafts”

• “I enjoy all activities especially singing.”



Have you been able to go outside into any of your Care Home's outdoor 

spaces over the past few months?
Answered: 8    Skipped: 0

If you haven't been able to use 

any of your Care Home's 

outdoor spaces, why not?

• “Due to medical reasons”

• “But I don’t”

• “I know we have a garden 

available but I choose not to go 

out unless it is warm”

• “Bed bound”

• “I know I can go in the garden if I 

wanted to.”



Have you been able to go outside into any of your Care Home's outdoor 

spaces over the past few months?
Answered: 8    Skipped: 0

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

you used them?

• “Outside to a degree. Nice”

• “I have not really used the outdoor space apart from for visits”

• “Enjoyed sitting on balcony when nice weather”

• “No as it is too cold”

• “The garden is lovely. I like to water the flowers.”



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: 8    Skipped: 0

Can you tell us more about 

this?

• “Before Covid, weekly visit from 

priest including Holy 

Communion.”



Before the pandemic, could friends and family easily travel to visit you?

Answered: 8    Skipped: 0



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

family members and/or friends?
Answered: 8    Skipped: 0



If yes or sometimes, how have you been keeping in touch? Please tick any 

that apply to you.
Answered: 8    Skipped: 0

Can you tell us more about this?

• “Them phoning here”

• “Due to distance family unable to visit 

or unallowed”

• “I can call family whenever I want to 

and have had limited visits”

• “I have been keeping in regular contact 

with my children over the phone which 

has worked well”

• Misses the regular visits

• “I have been able to speak to my 

family on the phone which I enjoy”

• “I love keeping in contact with my 

family.”



Overall, how has this been for you? Please indicate from 1 to 5, with 1 

being Very Poor and 5 being Excellent
Answered: 7    Skipped: 1



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

in your Care Home?
Answered: 8    Skipped: 0 What makes you feel this way?

• “Generally positive”

• “General ambience”

• “I like the staff”

• “Most of the time I feel well treated however, at 

times I feel I could have a bit more dignity”

• “Staff on Poplar are always helpful”

• “Of course I do. Staff are marvellous and very 

caring.” Doesn't like night staff opening the door 

to check on her and then closing it without 

speaking

• “Politeness. Kind and friendly. Help me when I 

need it”

• “I feel comfortable with the people around me.”



Do you know the name of the doctor's surgery that you are registered 

with?
Answered: 8    Skipped: 0

• “Park Green”

• “Park Green”

• Cannot remember but would recognise if I told 

her she said

• “Park Green”

• Unable to retain this info



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: 8    Skipped: 0

How did you find this?

• “Difficult - Doctor not always forthcoming”

• “Very good”

• “OK”

• “I feel confident I can discuss my issues with 

the Doctor. I do feel like some medical care 

has been delayed all due to the pandemic”

• “Helpful”

• “Thinks she hasn't seen or needed a doctor 

for a very long time”

• “I rarely see our GP but he is there if I have 

any problems”

• “I like to see the Doctor and tell him my 

problems if I have any.”



What about other health and wellbeing services, such as Podiatry or 

Opticians, have you ever been offered these in your Care Home?
Answered: 8    Skipped: 0



Are you being offered them currently?
Answered: 8    Skipped: 0



Have you had to have any medical support outside of the Care Home, such 

as clinic appointments or hospital stays?
Answered: 8    Skipped: 0



Did this result in you having to self-quarantine on return to your Care 

Home?
Answered: 4    Skipped: 4

• “I moved in from hospital and had 

to quarantine for 14 days.”



Has anyone helped you to complete this survey?
Answered: 8    Skipped: 0



Is there anything you would change about your Care Home?
Answered: 6 Skipped: 2

• “Too much agency care. Unreliable and often inexperienced”

• “No”

• “Nothing to change”

• “I'm satisfied. They keep looking after me so I don't need anything else”

• “I can't think of anything”

• “It suits me here fine and I like being surrounded by nice people.”



Do you have any more comments about living at your Care Home over the 

past few months?
Answered: 6 Skipped: 2

• “No”

• “I'm quite happy here”

• “I think the home has coped very well with the pandemic and keeping me safe”

• “Really good”

• “All the staff are very caring. There's nothing bad”

• “No.”



Friends and Relatives' Experiences of Care Homes 

during the Coronavirus (COVID-19) Pandemic

Belong, Macclesfield

29 Respondents

November 2020 - March 2021



Does your friend or relative receive nursing care at their Care Home?
Answered: 29    Skipped: 0



Does your friend or relative receive dementia care at their Care Home?
Answered: 29    Skipped: 0



Do you feel your friend or relative is safe and secure in their 

environment?
Answered: 29    Skipped: 0 What makes you feel this way?

• “They say”

• “I have seen the environment and it is safe”

• “The staff”

• “They are very good at interpreting his needs which he is 

unable to express. They manage his environment 

brilliantly”

• “Someone is always able to help if needed”

• “All the people working here always checking that we are 

ok”

• “My Mum's general demeanour when I see her. Much better 

than when she was at home ringing family members 

because she was tightened and scared about being on her 

own. However, I know the main issue in the care residence 

is anxiousness which has to be controlled by taking 

medication. The 'lock-down' must be hard for her to 

understand.”

• “24 hour quality care”

• “Great Covid protection measures. Notes on what they do 

daily. Confidence in their care.”



Do you feel your friend or relative is safe and secure in their 

environment?

What makes you feel this way? (Cont.)
• “All the care and attention from the staff”

• “The staff”

• “Everyone very kind, most people know what they are doing”

• “That Mum is safe, secure and has pleasant, happy environment”

• “All the people we saw taking care of Mum. But can't say since Covid.”

• “We prior to the pandemic were a very 'hands on' family and saw the attitude to care more closely than most. Since the 

success of very few outbreaks, since the pandemic, 'safe' means something else. Dad has always been safe here.”

• “Lovely staff, always keep me and her family how she is. Also excellent care and very friendly.”

• “I am in contact twice daily with the staff looking after my husband and have complete confidence that he is safe and 

secure.”

• “Regular communication about all aspects.”

• “Measures to prevent cross infection and used PPE. Patient quarantined for 14 days”

• “My wife has been there for 3 years now. They follow protocol, I've got to know all the staff.  Before lockdown I was with my

wife for several hours each day, and feed her most of that time. Carers on hand if needed and kind to me.”

• “All people are nice and if you ask for help I get it”

• “Staff and can lock doors if need”

• “Because of the staff.”



Is your friend or relative able to make their room feel like their own (e.g. 

personal items, own furniture)?
Answered: 29    Skipped: 0 Would you like to tell us more about this?

• “We have helped make it nice with family pictures”

• “Pictures of her husband and family”

• “Own bookcase”

• “He has his own favourite chair and pictures and cd 

player”

• “Having what you like put up, making it homely”

• “We have put many family photos and pictures in her 

room and has a couple of pieces of furniture.”

• “Moved in during Covid so not had the opportunity to 

fully personalise yet.”

• “Because of the virus (Covid) I have not been able to 

visit but have sent photos, etc.”

• “Family pictures on the wall”

• “Like home from home”

• “We asked to be on the list for a bigger room and it 

became vacant 3 times but we were never allowed to 

move Dad into it.”



Is your friend or relative able to make their room feel like their own (e.g. 

personal items, own furniture)?

Would you like to tell us more about this? (Cont.)
• “Family and me have made her room homely with photos and flowers.”

• “Some books, pictures and a familiar bed cover.”

• “Personal pictures have been hung on the walls stereo system set up own blanket and cushions”

• “This is my first visit and I haven't seen her room.”

• “I have hung several pictures on the walls and have taken my own TV, iPod, etc.”

• “Has own pictures, room in that big”

• “Have own pictures and flowers”

• “Likes to move things around, has own pictures”

• “Got everything I want”

• “Own table”

• “Own TV, flowers and pictures”

• “Own furniture and pictures.”



Have you been able to deliver personal items for your friend/relative?
Answered: 28    Skipped: 1

Can you tell us more about this?

• “Sent in and brought in during visits. Staff had rang to say what was needed.”

• “When staff ring to say what is needed”

• “Posted books from family”

• “During lockdown I have had to leave them at the door. Things such as chocolate and 

toiletries”

• “Very helpful”

• “Any cards or letters or post”

• “Presents, cards, blueberries”

• “Team always helpful”

• “Personal items and extra clothing”

• “Letters from family”

• “Staff attend to the post”

• “Staff are genuinely heroic and caring. Some things - the small things - are that gifts can 

get lost or clothes disappear. It would be nice to see Dad with items on the relatives 

gateway perhaps?”



Have you been able to deliver personal items for your friend/relative?
Answered: 28    Skipped: 1

Can you tell us more about this? (Cont.)

• “Brought flowers in for her birthday and also a regular supply of treats for all the 

staff.”

• “I can drop off anything he needs either as requested by the staff or as I deem 

necessary.”

• “I have brought her some flowers for her and hopefully they will be dealt with 

appropriately.”

• “I also purchase her toiletries any personal requirements”

• “Always able to bring items if needed”

• “Brought in lamps, pictures, TV”

• “Personal bedding and photos.”



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: 29    Skipped: 0

Can you tell us more about this?

• “On Emails”

• “I did receive emails from the management on the rules and 

developments regarding visits. As my husband is unable to use 

electronic communications I felt very cut off from him”

• “They have been very good keeping us up to date”

• “Staff update all the time and arrange visits”

• “Information comes via my sister who has access to the resident's 

portal. Otherwise we wouldn't know. I have requested access to the 

portal on many occasions, even in the last survey. I am still not on the 

portal 10 months later.”

• “Given full details as soon as controlled visiting was allowed.”



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: 29    Skipped: 0

Can you tell us more about this? (Cont.)

• “Letters, etc, explaining the situations.”

• “Regular updates from the staff”

• “Although doesn't understand.”

• “By email and phone.”

• “Very good in terms of passing on info as it happens and allowing relatives in wherever possible. Covid 

has been very cruel for Dad's mental health.”

• “Regular updates.”

• “I ring several times a week for updates. Belong ring me if they need information, to give information, 

to request items for relative”

• “First visit we have been informed, required to agree to precautions and chaperoned and guided 

through process.”

• “Sometimes I have to ask but usually it comes out later by way of a letter.”



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: 29    Skipped: 0

How has this been for them?

• “Household the same”

• “Less visits”

• “Only one friend has come as they can't all come due to 

the virus”

• “Very selective only with his immediate companions”

• “Chatting to them in the lounge listening to the church 

service together”

• “We can only presume my Mum shares time with other 

residents, but because of lockdown, this is not how we 

envisaged things happening. My Mum was socially active 

before coming to Belong, and ordinarily this would have 

continued.”

• “Only been a resident during Covid but is given 

opportunity to mix with others.”



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: 29    Skipped: 0

How has this been for them?

• “In Poplar House she is with other people and staff all the time.”

• “Joining in the activities in the lounge”

• “She likes to spend time in her room”

• “Bad, Mum has deteriorated.”

• “I believe Dad's friendship with [another resident] has kept him going. Not being in contact with other residents would 

have been very detrimental to him.”

• “To a limit, she is not able to get out of bed.”

• “Isolation on entry was difficult and again another isolation following a hospital visit very disorientating”

• “It has been a bad effect on my wife not seeing me for weeks at a time, due to lockdowns at the home”

• “Prefers own company”

• “Prefers own company”

• “Playing dominoes and watching films”

• “They spend time in the lounge and dinning room are doing activities like quiz questions.”



Do you feel there have been enough activities and things for them to do? 

Below are some examples, please tick all that apply.
Answered: 24    Skipped: 5



What have they enjoyed/not enjoyed doing?
Answered: 24    Skipped: 5

• “Enjoyed singing and chatting”

• “Seeing daughter”

• “Enjoyed reading peacefully in the room, feeling relaxed”

• “His only pleasures are food and on occasions music”

• “As my husband is a very private person it has taken him along time to join in but he has been persuaded 

by very helpful carers”

• “Loves singalongs”

• “We can only go off what our Mum is like. She enjoys music, singing and fitness, and likes socialising. We 

have no idea how much of this goes on unless we ask but again restrictions can't help. Would love to 

know.”

• “Exercise, gym, anything to help as post stroke with disabilities.”

• “Dominoes!! Loves it. Singing. Music”

• “Difficult to answer due to her dementia.”

• “Games”

• “Enjoyed Bingo/quizzes.”



What have they enjoyed/not enjoyed doing?
Answered: 24    Skipped: 5

• “Don't know, since Covid barely seen Mum.”

• “I have not been given any info from staff about this.”

• “She doesn't take part in activities due to her illness, but loves music and TV.”

• “Making contact with staff and fellow residents. Some exercise in the gym (cycling).”

• “Enjoyed singing, talking to others, Christmas preparations”

• “She is unable to communicate so until we see more I can't comment. I understand she has been watching 

TV.”

• “My wife has lost her speech, is unable to walk and is bed ridden”

• “Singalongs - don't enjoy them”

• “Dominoes”

• “Jigsaws, dominoes”

• “Reading paper”

• “Not having nieces come in but have spoken on phone.”

• “Struggles with activities. Prefers chats, watching TV.”



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: 27    Skipped: 2 If no, why not?

• “On the balcony”

• “But it is too difficult for him so we only tried twice”

• “Has been too cold since arrival at the home.”

• “Don't know if they have been outside.”

• “Due to Covid-19.”

• “Dementia and in a wheelchair.”

• “Too cold. Dad longs to see his own garden. So a staff member had 

a great idea - to put posters around his bed of his garden.”

• “Unable to get out of bed.”

• “Generally because of the weather but when I am allowed more 

access I will take him outside.”

• “Mobility and reluctance”

• “I doubt it unless in a wheelchair.”

• “The only time my wife sees the outside is when I visited, she has 

to be hoisted into a wheelchair”

• “For a walk but prefers to stay indoors where its warm”

• “Didn't want to go out”

• “Prefers the indoors.”



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

How have they used them?

• “Very pretty”

• “We tried in the garden gazebo which was ok on a sunny day but unpleasant in the rain”

• “Yes in the garden very pleasant gazebo”

• “A walk in the garden”

• “We know my Mum would enjoy the garden and sitting in the sun. The cark park has been a ‘God-send' for talking to her over 

the fence, but colder weather has restricted this in the autumn and will in the winter.”

• “Enjoyed the balcony”

• “Don't know.”

• “In the garden for visits”

• “Garden visit it went well”

• “Mum hates going out.”

• “In June and July. They did a great job with gazebos.”

• “Went for a walk around the garden but then preferred to stay indoors”

• “Enjoyed the garden when sunny.”



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: 28    Skipped: 1 Can you tell us more about this?

• “Not practicing”

• “Mostly watching on TV”

• “My Mum used to like to go to the Methodist 

Church in Poynton every Sunday. She liked to 

sing as well as listen to the service. I have no 

idea if this need is being addressed.”

• “Not interested”

• “Watch it on tv”

• “I'd like a local priest to talk to Dad as he has 

strong faith.”

• “Only been here today.”

• “Would like to see someone from the church, 

does watch church sessions on TV”

• “Watched church services on TV and spoken 

with staff.”



Before the pandemic, could you easily travel to visit your friend or 

relative?
Answered: 29    Skipped: 0

Can you tell us more about this?

• “Private care and only about 4 miles away”

• “My husband went into the house during the pandemic”

• “All the family and friends would visit here”

• “Sunday - church, lunch with son, tea with daughter. 

Monday - swimming at Total Fitness, choir at East 

Cheshire Hospice. Tuesday -Activities at Age UK 

Macclesfield. Wednesday - Activities at Belong 

Macclesfield. Thursday - Activities at Always Active 

Poynton. Friday - Social hour with Able Living Care 

Poynton, tea with son. Saturday - Visit from son, tea 

with another son, take to garden centre. All these 

activities have come to a grinding halt. You can 

imagine the change of lifestyle must have had an 

impact. Weight has been put on (2 stone +)”

• “Live close by and intend more regular visits post 

Covid.”



Before the pandemic, could you easily travel to visit your friend or 

relative?
Answered: 29    Skipped: 0

Can you tell us more about this? (Cont.)

• “Mainly it has affected me”

• “Family visit here”

• “Family visit but live a long way away”

• “I have to come via Switzerland for month, then make visit here - drive of an hour and half.”

• “We are 10 mins away and saw Dad 4 times a week, which kept him afloat.”

• “I represent the family who live abroad. I used to visit 3 times a week and report back to the family.”

• “My husband was admitted after the restrictions due to Covid-19”

• “She was in her own home. She has only been here for 2 and half weeks. This is the first visit.” 

• “I was seeing my wife every single day from approx 3- 9 pm. I was given my food and I fed my wife with 

a teaspoon.”



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

your friend or relative?
Answered: 29    Skipped: 0

If no, why not?

• “While in her own home we were 

kept in contact with her via her 

home carers.”



If yes or sometimes, how have you been keeping in touch? Please tick any 

that apply to you.
Answered: 27    Skipped: 2

Other:

• “August/September 45 minutes in 

full PPE”

• “I've left an iPad in my wife's room.”



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: 25    Skipped: 4



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: 25    Skipped: 4

Can you tell us more about this?

• “Gets distracted on the phone”

• “Happy with care”

• “The home has been great but the situation has made access difficult”

• “Happy with everything”

• “Good - My Mum's care, security and warmth and friendliness of staff.  OK - Visits to the car park by 

'local families'  Poor - Unable to take Mum out. Not sure of activity levels. Weight put on. Too much 

coffee.”  

• “Team gone out of their way to ensure safe visits are possible.”

• “Attention she is given”

• “No”

• “Everyone so friendly and helpful and at times will give phone to Mum to answer.”



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: 25    Skipped: 4

Can you tell us more about this?

• “It’s what is possible but the lack of touch, seeing the outside has affected dad very negatively. As bad 

as Covid? likely not. But the sense of deprived liberty got a lot worse, as did the sense of displacement 

and abandonment.”

• “Excellent care given during this hard time.”

• “Belong provides a very caring nurturing environment. People are treated as individuals. This means 

their needs are met as far as possible”

• “My wife is bed bound in her room without visits, I'm also on my home. I have been married 51 years, 

always together”

• “Poor year - staff done all they could”

• “Have no complaints”

• “Enjoy it, had a flat in the building before moving into the household”

• “Like the staff they are very good here.”



How do you feel your friend/relative's mood has been during the 

pandemic?
Answered: 27    Skipped: 2



Do you feel like your friend or relative is being treated with dignity and 

respect by the staff in their Care Home?
Answered: 27    Skipped: 2



Do you feel like your friend or relative is being treated with dignity and 

respect by the staff in their Care Home?
Answered: 27    Skipped: 2

What makes you feel this way?

• “Very nice, treated with respect always wait for your answer, make them feel important”

• “The camaraderie with staff, banter and general warmth of conversation. Notably, my Mum has 

fantastic relationships with Olivia, Jake and Julie. I am sure there are many others as well like Simeon 

whom we have only met once but made a big impression on us.”

• “Caring team/staff. Respectful.”

• “Excellent care”

• “Staff are kind and always helping”

• “Well cared for at all times.”

• “I trust the care here as excellent. It’s harder to know the thinking behind certain small details as we 

don't see him in situ, so it feels more detached, but the staff are generally A+.”



Do you feel like your friend or relative is being treated with dignity and 

respect by the staff in their Care Home?
Answered: 27    Skipped: 2

What makes you feel this way? (Cont.)

• “Just such lovely caring staff, always happy and they love her so much.”

• “I am in contact with the staff twice daily and I know this to be the case.”

• “The way my relative speaks about the carers and the way carers speak about them. Interest is shown in 

their past lives and they are seen as interesting people”

• “Her hair needs doing. Has been washed but not cut or curled.”

• “All staff always here to help”

• “Good, no complaints”

• “Definitely.”



Do you know the name of the doctor's surgery that your friend or relative 

is registered with?
Answered: 28    Skipped: 1



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: 25    Skipped: 4



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: 25    Skipped: 4

How did they find this?

• “A new doctor so a bit difficult”

• “Top doctor”

• “We know there have been doctor's appointments but we have no idea. Fortunately, my sister is a 

medical professional and has access to the portal. I think generally she has been ok with things but I 

cannot give a qualified answer myself.”

• “A Dr from the care home rung me at home. He spends a lot of time with me and was very good.”

• “Very helpful”

• “Excellent”

• “We have been waiting for CHF assessment since June. I believe this wait of 6 months is unacceptable.”

• “They felt listened to”

• “Her GP has come and visited in the past. Since here I don't know.”

• “Was able to speak to doctor when needed.”



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: 28    Skipped: 1



Are they being offered them currently?

Answered: 29    Skipped: 0

If not, can you tell us how they 

are being helped with this?

• “Some can't come in due to Covid”

• “I think she has only had one 

appointment due to Covid 

restrictions. Would need to 

enquire and would love access to 

the portal”

• “I can't tell but I am going to 

enquire. I have seen a couple of 

ambulant patients and they seem 

in good health and active.”



Have your friend or relative had to have any medical support outside of 

the Care Home, such as clinic appointments or hospital stays?
Answered: 29    Skipped: 0



Did this result in them having to self-quarantine on return to their Care 

Home?
Answered: 18    Skipped: 11 If yes, can you tell us more about their experience of 

this?

• “Two weeks in bedroom after each hospital visit due to a 

broken leg”

• “Very difficult, in fact does not want this to happen”

• “But think we would have been told.”

• “Felt sad at not being able to see the family”

• “Fractured arm, hospital and cared for back at care home”

• “If he had needed treatment the 2 week quarantine afterwards 

might have ended him. Other residents did not cope and went 

downhill mentally and physically in quarantine.”

• “Very difficult isolating and disorientating but understood it 

had to be done”

• “She was quarantined on admission but this is now terminated”

• “Didn't like to self quarantine.”



Is there anything you would change about the Care Home?

• “Nothing, I am being looked after very well”

• “Belong was very skilled in choosing a quiet household for my husband. The structured environment 

helps his anxiety. I often feel more activities would be good for the other residents”

• “With the situation as it is and all the care and security the home provides it would be unfair to suggest 

improvements at the present time. The necessary care and kindness he has been given has been 

excellent”

• “No everything goes very well”

• “Yes - visitors area, so family or close friend could visit behind a screen indoors or under an awning. 

Yes- More music sessions to help restrict the onset of progression of dementia. Yes - More activities to 

keep residents fit. Yes - Access to resident's portal. Yes - More controlled access to residents. Yes -

Intercom system to gain access is DREADFUL and sometimes it has taken an age to be dealt with to get 

into the building. Yes - Phone system has had too many down times. One resident acquires the phone 

too often.”



Is there anything you would change about the Care Home?

• “No - a brilliant caring team.”

• “Staff to wear name badges”

• “A bit more regular communication and detail, not initiated by us. More photos perhaps twice weekly 

on the relatives gateway. More activities tailored to each person. I've asked for someone to read Dad's 

book to him but do not know if they have.”

• “No, everything perfect.”

• “No I am very happy with the care and support my husband is getting from all the staff.”

• “I only know the home through Covid times so will feel more able to answer this in normal times”

• “I don't know yet. I will know better when I have talked to her care staff.”

• “We need to be able to visit every day and stay not just for 45 minutes”

• “No - happy to have visits from family”

• “No happy here has everything they need.”



Do you have any more comments about their experiences of the Care 

Home over the past few months?

• “They have managed to keep the residents safe but I feel at times my husband has been stolen from me. I became very 

frustrated that the home was dictated to by the NHS. Despite raising questions with my MP suggesting relatives should 

be treated as care workers (tested regularly and allowed in in full PPE) this only happened in November. In the 

intervening 7 months my husband has stopped recognising me. I would campaign for Govt indemnity for care homes to 

lessen their concerns over litigation”

• “Mum has obviously felt restricted and locked in after such an active life. This has sparked anxiousness and led to her 

having medication, which has had to be administered reasonably regularly from what we understand. Not sure of the 

long term effects of the medication.”

• “Have been delighted with the care and communication and their ability to meet ever changing Covid regulations and 

continue to allow visitors.”

• “Been exemplary.”

• “I'd like to know why the fees went up in increments higher than the rate of inflation.”

• “Brilliant work from everyone. Thank you so much x”

• “Management are very caring and proactive”

• “She has only been here 2 and half weeks.”

• “Very good home.”



Feedback from Provider

The care home was invited to provide feedback on these survey results, which is included below:
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“Thank you to everyone who took the time to respond to the Healthwatch questionnaire.

I am delighted with the overall positive feedback and especially the kind words about the care and support that has continued during 
this most difficult year.

While the restrictions caused by Covid have inevitably had an impact on our residents and relatives we have continually tried to
improve communication where we can.

Electronic care plans mean that relatives have access to the care notes and daily input of their loved ones. Access to this has 
improved greatly over the year and we now have the majority of relatives able to access if they wish to.

Our activity team have increased the daily activities on the households and made every effort to bring daily laughter and fun in to the 
Village.

Wherever restrictions have allowed we have invited the community to join us from the garden including local choirs, brass bands and 
singers. We also had local businesses help us to install bird boxes in the garden to brighten views from the windows.

Activities and residents participation has been documented and photos inputted in to individual life plans for access by relatives using 
the portal to these.

Our local Church has provided Zoom services and those residents wishing to take part have been helped to do so.

Thankfully visits are now able to happen in the Village and the number of designated visitors allowed has increased.

We are eagerly awaiting the day when we can once again welcome our families back into the Village and see you all again.”

Caroline Ray, General Manager, Belong Macclesfield



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 contact us on :

0300 323 0006

Email: info@healthwatchcheshire.org.uk

@HealthwatchCE

@HealthwatchCW

Healthwatch Cheshire CIC, Sension House, Denton Drive, Northwich, Cheshire, 

CW9 7LU

Company No 7791174 Registered in England

78


