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

Bucklow Manor, Knutsford - Cheshire East

November 2020 - March 2021
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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 Bucklow Manor, Knutsford were last updated
in December 2020.

Bucklow Manor provides Nursing and Personal care for those whose primary care needs are age related, and within the specialist unit for
those who have dementia. The home can cater for all physical infirmity or disability, whether for permanent or respite care and for either
sex.

Type of Service
Care Home with nursing - Privately Owned , Registered for a maximum of 56 Service Users

Registered Care Categories*Dementia, Old Age.

*Registered with regulator 'Care Quality Commission (CQC)' to provide these categories of care
Specialist Care Categories, Alzheimer’s

Other Care Provided, Own GP if required, Separate Specialist Dementia Care Unit

CQC overall rating Requires improvement - 23 November 2019 see report: https://www.cqc.org.uk/location/1-286342664

Bucklow manor also has its own web site: https://www.springcare.org.uk/homes/bucklow-manor/
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Residents' Experiences of Care Homes during
the Coronavirus (COVID-19) Pandemic

Bucklow Manor, Knutsford

16 Respondents

November 2020 - March 2021
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Do you receive nursing care at your Care Home?
Answered: 16 Skipped: 0

No
100.0% (16)
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Do you receive dementia care at your Care Home?
Answered: 16 Skipped: 0

Yes
100.0% (16)
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Do you feel safe and secure in your environment?
Answered: 16 Skipped: 0

What makes you feel this way?
“Everyone helps you.”

“Knowing people are around me.”
“Knowing the doors are all locked.”
“The staff make me feel very safe.”

“Knowing other people are around me at all
times.”

Yes .
100.0% (16) “Knowing there are other people around and

doors are locked.”
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Are you able to make your room look and feel like your own (e.g. personal
items, own furniture)?

Answered: 16 Skipped: 0
Can you tell us more about this?

“I like to have own pictures up.”

«  “We are allowed to put our own pictures of family
around the room how we want them.”

* “l have some of my own furniture in my room that
makes it feel like home. Also all my family pictures up
on the walls.”

*  “We enjoy having homely items around us.”

* ‘I like having all my family photos in my room.”

Yes
100.0% (16)

* ‘I like to have family pictures and personal items in
my room.”
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Does your own room feel fresh and clean?
Answered: 16 Skipped: 0

Yes
100.0% (16)
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Do you like the food and drink that you receive?
Answered: 16 Skipped: 0

Sometimes
6.3% (1)

Yes
93.8% (15)
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Do you feel there is enough variety?
Answered: 16 Skipped: 0

Sometimes
12.5% (2)

Yes
87.5% (14)
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If you have any special dietary requirements (e.g. vegetarian), are these
supported?
Answered: 16 Skipped: 0

Yes
100.0% (16)
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Since the Coronavirus pandemic began, do you think the food has:
Answered: 16 Skipped: 0

Got better
12.5% (2)

Stayed the same
87.5% (14)
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Are you able to have extra drinks and snacks when you want them?
Answered: 16 Skipped: 0

Sometimes
6.3% (1)

Yes
93.8% (15)
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Can you choose to have your meals in any of the following?

Answered: 16 Skipped: 0

100% '
160080

80%

60%

40%
20% 6.3%
[ |

0%

Dining room Other communal room

. Yes . No . Sometimas . Don't know
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6.3%

Own room

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

“The food is very nice.”

«  “All the food we receive is very
tasty.”

» “It tastes very nice.”

*  “Would like a wider variety of
choice. | like it all very much.”
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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: 16 Skipped: . .
If yes, how have you been given this

100% information?

80% » “Residents meetings and newsletters.”

*  “Newsletter, residents’ meetings and
posters on wall.”

60%

40% « “Resident meetings, posters and

newsletters.”
20% 6.3%
*  “Newsletters, resident meetings and
] information from staff”

0%
Yes Mo Sometimes
* “Residents’ meetings, newsletter and

posters.”

*  “From staff.”
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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: 16 Skipped:

100% - How has this been for you?
B0 «  “It has been nice sitting with other
residents, social distancing.”
60% «  “Very nice, with social distancing”
0% » The same but with social distancing”
» “This has been fine for me.”
20%
« “It has been fine. We just social
distance.
0%
Yes No Sometimes .
“Very nice.”
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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: 16 Skipped: 0

10:0%%
1EIEI 0% 81.3% g‘g
304 %o
B0% 68.8%
50.0%
Bo% 43.8%
7.5%
0% 3.3%
18.8%
200 .3 6. 7% 6.3%
[ | [ | [ |
0%
Singalon  Board Arts & Exercizse Hairdres Bingo Themed  Get
EsS Games Crafts classes sing evenings Together
s with
other...
. Yes . MNo . 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: 16 Skipped: 0

What have you enjoyed/not enjoyed doing?

“Singing and dancing”

“Enjoyed singing and arts and crafts.”

“Enjoyed singing and dancing to Karaoke”

.“En joyed arts and crafts and decorating the Christmas trees”
“I like arts and crafts and having my hair done”

“I have enjoyed joining in with arts and crafts”

“Singalongs and arts and crafts.”
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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: 16 Skipped: 0

100%
80%

60%

40%

20%

0%

Yes No 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: 16 Skipped: 0

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

+  “Yes. Games played with other residents in the garden.”

+  “Yes. We were all social distancing.”

«  “Yes. Its nice to sit and watch the chickens.”

» “Yes, walks in garden, watching chickens and games in the garden.”

» “Garden to see the rabbit and chickens. Games in the garden.”

« “Yes, games in garden with social distancing. Walk in garden to see the chickens.”

» “Like to have a run and exercises in the garden daily.”
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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?

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

» “Chair exercises in the garden in the summer and games with other residents.”
« “Games in the garden in the summer with social distancing in place”

*  “We have sat in the garden in the summer, social distancing”

*  “We have been outside to see the chickens and play games in the summer”

+  “Very pleasant, | enjoy going for a walk to see the chickens”

+  “Yes, they are very pleasant. | like to sit in the garden to have a cig”

*  “We can have a walk around the large garden at anytime. | like to walk and see the
animals, | enjoy a walk up to the chickens.”
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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: 16 Skipped: 0

100%
B0%
60%
40%
2% 6.3%
I
0%e
Yes Mo Sometimes Mot required
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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.

“Local church service on USB stick”

“Service done on USB stick”

“I like the church services done for us by Rostherne Church on a USB stick”

“Church service done by Rostherne church on USB stick.”

“Church service on USB stick done by Rotherne Church.”
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Before the pandemic, could friends and family easily travel to visit you?

Answered: 16 Skipped: 0

100%
80%

60%

healthwatch
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Yes

6.3%
I

No, it was too far
or difficult to get

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

family members and/or friends?

Answered: 16 Skipped: 0

100%%

B0%

G0%%

40%

200

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

Answered: 16 Skipped: 0

100%

80%

60%

40%

20%

0%

Phone
calls -
own

phone

healthwatch
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100!0%

Phone
calls -
Care

Home...

6.3%
[—

Video
calls -
own

device

31.3%

Video
calls -
Care

Home...

Email  Emalil

-own  -Care

device Home's
device

18.8%

Post

43.8%

Visits

Other

Can you tell us more about this?

* “We have enjoyed Skype calls, phone
calls and window visits”

«  “Skype calls and window visits”

«  “Always nice to hear from my son and
family.”

*  “Enjoyed window visits from wife and
phone calls.”
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If yes or sometimes, how have you been keeping in touch? Please tick any
that apply to you.

« “I like to have phone call from my family”

*  “My sons have visited me through the window”

* “l enjoy phone calls from my daughter”

« “I have enjoyed window visits from my family and Skype calls”

» “My husband comes and visit at the window. | enjoy seeing him.”
« “I have enjoyed window visits from my daughter.”
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Overall, how has this been for you? Please indicate from 1 to 5, with 1
being Very Poor and 5 being Excellent
Answered: 16 Skipped:

100%%

804

83.3%

G 0%

40.0%

40%%

20% 6.7%
|

1 (Wery Poor) - 5 (Excellent)

i

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: 16 Skipped: 0

Sometimes
6.3% (1)

Yes
93.8% (15)

healthwatch

Cheshire West

What makes you feel this way?

»  “Staff are always very nice.”

»  “All staff treat us with dignity and respect at
all times”

»  “The staff are very kind with us”
*  “All the staff are very good with me”

« “Some carers good and some are excellent at
their job”

»  “The staff are always very good to me.”
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Do you know the name of the doctor’s surgery that you are registered
with?
Answered: 16 Skipped: 0

Yes
6.3% (1)

Mo
93.8% (15)
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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: 16  Skipped: 0

100%

0%

B0% 46.7%
40.0%
40%
20 6.7%6.7 T.1% T1%
[ | [ | [ |
0%
Face-to-face Phone appointments Video appointments

B H: B: B: B Bns
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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: 16 Skipped: 0
10004
80%
60%

40%

20%

0%
fes Mo Sometimes Mot needed
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Are you being offered them currently?

Answered: 16 Skipped: 0

100%%

0%

6 0%

40%

20%%

0
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Yes
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Mot needed
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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: 16 Skipped: 0

Yes
18.8% (3)

Mo
81.3% (13)
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Did this result in you having to self-quarantine on return to your Care

Home?
Answered: 16 Skipped:

100%
BO%
60%
40%

0%
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40.0%

Yes

20.0%

Mo

40.0%

Don't know
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Has anyone helped you to complete this survey?

Answered: 16 Skipped: 0

100%
B0
60%
40%

200%

healthwatch

Cheshire West

| hawe
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: 15 Skipped: 1

*  “Everything is fine how it is”

«  “Just miss my family so much”

*  “Make less expensive”

*  “Nothing. Very happy here”

» “Everything is fine at Bucklow Manor. | am very happy here”.
« “l think it is a very nice place and staff are very nice.”

*  “l'wouldn't change a thing. | am satisfied with everything.”

*  “Nothing I am very happy here.”
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Do you have any more comments about living at your Care Home over the
past few months?
Answered:  Skipped:16

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

Bucklow Manor, Knutsford

7 Respondents

November 2020 - March 2021
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Does your friend or relative receive nursing care at their Care Home?
Answered: 6 Skipped: 1

Yes

33.3% (2)

Mo
56.7% (4)
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Does your friend or relative receive dementia care at their Care Home?
Answered: 6 Skipped: 1

Mo
16.7% (1)

Yes
83.3% (9)
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Do you feel your friend or relative is safe and secure in their
environment?

Answered: 6 - Skipped: 1 What makes you feel this way?

* “From the general demeanour.”
100%
« “My partner is always clean, tidy, seems
content and happy in herself. The staff
are always on hand and have a caring
manner.”

B0%

60%

*  “The staff are very caring and when |
could go I witnessed caring staff and
mum always looked clean, happy and
well.”

40%

0%

0% * “There is a bell entry and key pad

Ves No Sometimes Don't know between areas and outside. The outside
is secure with high fencing around the
grounds.”
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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: 6 Skipped: 1

100%

0%

80%

60%

40%

20%

0%
Yes Mo Somewhat
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Don't know

Would you like to tell us more
about this?

“She would be allowed to do this is she
was able, unfortunately this is not
so.”

“The staff make sure her photos are in
her sight and that her clothes are
clean”

“She has personal items I’ve taken in”

“The resident has her own arm chairs
with throws and side table with lamps,
also photos and paintings on the walls.
She also has her own dressing table
and bedding.”
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Have you been able to deliver personal items for your friend/relative?

Answered: 6 Skipped: 1 .
Can you tell us more about this?

“Currently have to use Royal Mail or
on line delivery services for parcels
etc.”

*  “l have taken clothes and toiletries”
*  “Prior to Covid I was always allowed

to go to her room and place items in
her locker, wardrobe etc.”

«  “We fetch him cigarettes and sweets,

Yes

100.0% (6) soap (Dove) for his sensitive skin and
other items.”
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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: 7 Skipped: 0

No Can you tell us more about this?
14.3% (1)

“I have been kept informed about his covid
test results, and receive emails about
socially distanced visiting and other
information.”

* “Springcare communicate with me by
phone, mail or face to face”

*  “Newsletters, phone calls and verbal (face
to face).”

Yes
85.7% (6) *  “l have had some letters recently but didn't

know much more before this. They do ring
though if she is ill or injured.”
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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?

“Fantastic communication via phone, email, newsletters, letters and very approachable and
helpful in answering any questions. Confident that they are going the EXTRA mile.”

“News letters have been started to be sent more regularly than at the start. | receive a call
for permission to test on a regular basis.”
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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: 7 Skipped: 0

How has this been for them?

100%
“It would appear to have worked alright”
a0%
“Great, my husband loves to talk and join in.
He moved into care during the pandemic and
49.0% has been successful in establishing friendships
and relationships with residents and carers”

57.1%

60%

40%

“When | have a window visit the resident is

20% with her usual friends on arrival.”

(1
Yeg No Sometimes Don't know
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Do you feel there have been enough activities and things for them to do?
Below are some examples, please tick all that apply.

Answered: 6 Skipped: 1

100%

B0% 66.7%

Singalon Board
E5 Games

. Yes . Mo . Zometimes
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66.7%
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I I 33.3%

Bingo Themed
evenings Together
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other...
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What have they enjoyed/not enjoyed doing?

Answered: 5 Skipped: 2

“No idea”
e« “l am not sure due to her advanced dementia”
» “Singalongs and some arts and crafts”

*  “Enjoyed everything, especially the fitness opportunities, singing and dancing. My husband isn't able to
keep up with board games.”

e “Unknown.”
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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: 6 Skipped: 1

100%

80%
600
408
200
0%
fes Mo The Care Home
doesn't have any
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If yes, then have these spaces felt pleasant enough for them to enjoy?
How have they used them?

«  “Cannot visit my relative so no idea on how to answer this question”

» “He has been able to visit the garden”

 “l presume so”

« “Beautiful outdoor garden for sitting or walking around. Dad goes out for a cigarette every day”

« “Absolutely fantastic outdoor space. My husband remains very physically fit and has a running and
Nordic walking circuit. Has helped look after the chickens and animals. This has been vital for him.”

» “The chickens are a treat for the residents as is the rabbit.”
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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: 7 Skipped:

100%
G0%

G0%

42.9%

40% 28.6% 28.6%

20%

0
Ees Mo Sometimes Mot needed Don't know

healthwatch healthwatch

Cheshire West

Cheshire East



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

relative?
Answered: 7 Skipped: 0

M/fA
14.3% (1)

Yes
85.7% (6)

healthwatch
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Can you tell us more about this?

“I have my own transport.”

“We live in Knutsford so its a five minute
car journey.”

“I live 5 minutes away so drove.”

“My husband moved to the care home
during the pandemic and we only had the
choice of 2 homes. It is an hour round trip,
but absolutely would not want to move
him. Would travel further to stay at
Bucklow Manor (outstanding.”

“I used to visit my resident regularly at
weekends.”
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Over the past few months, have you been able to keep in contact with
your friend or relative?

Answered: 7 Skipped: 0

100%
80%n
a0%
40%
20%

0
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If yes or sometimes, how have you been keeping in touch? Please tick any
that apply to you.

Answered: 7 Skipped:

100%

B0%

60%

40%

20%

0%

Phone
calls -
own

phone

healthwatch

Cheshire West

80.0%

Phone
calls -
Care

Home...

Video
calls -
own

device

80.0%
60.0%
20.0%
Video Email  Email Post Visits
calls -own  -Care
Care device Home's
Home... device

Other
(please
specify
]

Other:

“There are on line video calls, zoom and
window visits available plus a visiting
pod but my mother is very deaf and
suffers from dementia so she has no
concept of how to use on line
technology.”

“The care home set up skype but it is
easier to make a call.”

healthwatch

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: 6 Skipped: 1

100%
80%
60%

33.3% 33.3%
40%

16.7%

16.7%
20%

0%
1 (Very 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: 7 Skipped:

Can you tell us more about this?

*  “No issues with the care provided or the facilities available for visiting but wearing PPE and masks to
visit someone with dementia and hearing loss is not practical.”

» “He has dementia (advanced) Due to Covid and logistics of this it has been difficult.”

» “l know she is cared for well but not being able to visit has been horrible as she cant use a phone or
read or write.”

« “Absolutely doing over and above for residents and family to maintain contact. Custom made Covid
secure pod an absolutely fantastic facility enable visits.”

 “Itis what it is.. the staff are doing all they can.”
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How do you feel your friend/relative's mood has been during the
pandemic?
Answered: 7 Skipped:

1000
50%
60%
42.9%
400 28.6% 28.6%
o - -
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: 7 Skipped:

100%
g80%
60%
40%

20%

O
Yes Mo 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: 7 Skipped: 2

What makes you feel this way?

»  “Personal experience at visiting times”
 “The team is very thoughtful, caring and lovely people who evidently enjoy their vocation”

«  “We can see how caring they are with the residents. They work hard to keep the residents comfortable
and attend their needs.”

+  “We were not able to visit the home or meet the staff before my husband moved there. He is very
settled, happy and improved massively in his wellbeing and this is ALL down to the staff. Their
exceptional care, compassion, respect etc.”

* “They treat the resident as an individual, | will receive a call should she require new shoes or clothing.
However sometimes she is wearing clothes that do not belong to her.”
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Do you know the name of the doctor's surgery that your friend or relative
is registered with?
Answered: 7 Skipped:

Mo
42 .9% (3)

Yes
57.1% (4)
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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: 7 Skipped:

100%
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40% 25,00 25.0%
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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:  Skipped: 7

How did they find this?

No comments were made.
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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: 7 Skipped:

100%

g80%

60%

40%

20%

0%

healthwatch

Cheshire West

o5

Mo

14.3%

Sometimes

Mot needed

Don't know

healthwatch

Cheshire East



Are they being offered them currently?

Answered: 6 Skipped: 1

100%%
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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: 6 Skipped: 1

Yes
33.3% (2)

Don't know
33.3% (2

Mo
33.3% (2)
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Did this result in them having to self-quarantine on return to their Care
Home?
Answered: 5 Skipped: 2

Yes
20.0% (1)

Don't know
40.0% (2)

No
40.0% (2)
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Is there anything you would change about the Care Home?

« “Little more space for visitors to meet with their relative when this is allowed.”

»  “More updates on how she is doing and what she is doing. How to visit and medical updates. Because it
is a good care home | just have to hope she is ok and because she has bad dementia | cannot talk to her.
The pod should be good, | have a first visit tomorrow.”

* “Nothing. The care home has far exceeded my expectations in all areas, particularly during the
pandemic”

»  “My husband moved directly from hospital, hugely underweight, suffering paranoia etc. He is very
happy, settled, has put on a great amount of weight, back to normal, has no paranoia and knows how
well he is being care for. | have also established great relationships with staff and have total peace of
mind at such a difficult time as a family that he is receiving the very best of care is prospering as a
result. It was very hard to hand his care over and especially to an unknown home. We would be
absolutely lost without them anyway, but especially during the pandemic, they work so hard and always
exceed expectations.”
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Do you have any more comments about their experiences of the Care
Home over the past few months?

«  “My relative seems to be well cared for and the staff are helpful and communicative.”

» “The only thing | have concerns about is Dad’s personal property going missing since Day 1. Reading
glasses - not found. Every day glasses - not found so we bought new ones. He needs them. These new
glasses are broken and a lens is now missing - so we will have to buy him some new ones again. and
they aren’t cheap! Dad needs new glasses, he cannot see without them. iPod and ear phones - not
found 2 watches - the first is gold banded and went missing about 3 months ago. We bought him a
new one in October 20. That went through the washer, so the home replaced it. It is now missing. He
has a rollator to help him get about, it has a seat with a basket underneath. The basket went missing
and a couple of screws came out - so we bought him a new rollator complete with basket and now
that basket is missing. These items cost us money - they were lost in the home - so that is where they
will be. We would like them returned to Dad.”*

« “Its been really, really difficult | asked to spend more time with Mum but have only been able to see
her twice since March. Facebook account was useful but it has been taken down which is very
upsetting.”

*Healthwatch Cheshire East has raised this comment with the care home. The care home has provided us

with a response that includes their communications with families/carers and Social Services where

appropriate.
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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
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(3 0300 323 0006

@ Email: info@healthwatchcheshire.org.uk
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