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

Clarendon Court, Nantwich - 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.

Clarendon Court is a fifty-five bedroom care home in Nantwich that offers a range of nursing, residential, respite and day care services, from a
comfortable and homely environment.

The home is able to respect the wishes of residents keen to pursue their own lifestyle, being situated close to good amenities and transport routes,
while having spacious social and dining areas.

Clarendon Court's bedrooms are all en-suite and have nurse call systems installed. Residents with physical frailties or disabilities also benefit from the
use of assisted bathing equipment.

- Group/Owner: Maria Mallaband Care Ltd - Person in charge: Rachel Simpson (Care Home Manager) -Local Authority / Social Services:
Cheshire East Council.

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

Facilities & Services: 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.
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Residents' Experiences of Care Homes during
the Coronavirus (COVID-19) Pandemic

Clarendon Court, Nantwich

4 Respondents

November 2020 - March 2021
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Do you receive nursing care at your Care Home?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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Do you receive dementia care at your Care Home?
Answered: 4 Skipped: 0

Yes
25.0% (1)

Mo
75.0% (3)
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Do you feel safe and secure in your environment?
Answered: 4 Skipped: 0

« What makes you feel this way?
« “Lots of staff about.”
« “Warm and friendly staff.”

«  “The staff make me feel safe and
secure.”

Yes
100.0% (4)
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Are you able to make your room look and feel like your own (e.g. personal
items, own furniture)?
Answered: 4 Skipped: 0

Can you tell us more about this?
* “l have my all have all my own things.”
*  “Photos and plants and my own phone.”

* “l have my own pictures | am allowed my own T.V
and radio.”

Yes
100.0% (4)
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Does your own room feel fresh and clean?
Answered: 4  Skipped: 0

Yes
100.0% (4)
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Do you like the food and drink that you receive?
Answered: 4 Skipped: 0

Sometimes
25.0% (1)

Yes
75.0% (3)
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Do you feel there is enough variety?
Answered: 4 Skipped: 0

Mo
33.3% (1)

Yes
66.7% (2)
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If you have any special dietary requirements (e.g. vegetarian), are these
supported?
Answered: 3 Skipped: 1

Mo
33.3% (1)

Yes
66.7% (2)
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Since the Coronavirus pandemic began, do you think the food has:
Answered: 4 Skipped: 0

Got better
25.0% (N

Stayed the same
75.0% (3)
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Are you able to have extra drinks and snacks when you want them?
Answered: 4 Skipped: 0

Got better
25.0% (N

Stayed the same
75.0% (3)
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Can you choose to have your meals in any of the following?
Answered: 4 Skipped: 0

Is there anything else you would like
to tell us about the food and drink you

oo N o - have in your Care Home?

50%
» “l like to eat in the dining room but

Bo% sometimes no one else is there so then |
eat on my own.”

40% 25.0%
20% l  “The food is very tasty.”
0%

Dining room Other communal room Own room

. Yes . Ma . Sometimes . Daon't know
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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: 4 Skipped: 0

100%

75.0%

a0%

G0%

40%

0%

0%
Yes Mo
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25.0%

Sometimes

If yes, how have you been given this
information?

» “There is always staff so | just ask them.
They do forget to tell me the result of my
test.”

» “Staff have explained.”

« “l ask staff.”

* ‘| talk to my wife and she tells me.”
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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: 4 Skipped: 0

100%
B0%
50 50.0%
4%

20%

0%
Yes Mo

healthwatch

Cheshire West

50.0%

Sometimes

How has this been for you?

“We had to stop for a while but not now.
Chairs are further apart so more difficult to
chat and | can’t walk.”

“Lonely at times.”

“I prefer to be in my own room.”

healthwatch

Cheshire East



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

Answered: 4 Skipped: 0

100%
180.0%
50%
60%
40%
209
0%

Singalon
Es

. Yes
healthwatch

Cheshire West

1{]5{]%
75.0% 75.0% 75.0%

5050:0% 50.0% 50.0%50.0%
25.0% Iliﬁﬂiﬁ 0% I I 25.0% I 25.0%

Board Arts & Exercizse Hairdres Bingo Themed
Games Crafts classes sing EVENiNgs Tugether
s with
other..,
.NI:I .Sumetimes
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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: 4 Skipped: 0

What have you enjoyed/not enjoyed doing?
«  “Christmas was lovely, lots going on but too much singing sometimes, | like the pizza making.”

* “l haven’t done anything, as | don’t like to interact.”
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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: 4 Skipped: 0
If you haven't been able to use
any of your Care Home's

- outdoor spaces, why not?

75.0%
B0% «  “Too cold. | went out in the
summer.”

GO

 “Limited space.”
40

25.0%

20%

- «  “Sometimes, but now too cold.”

fes Mo My Care Home doesn't
have any outdoor

0%

healthwatch healthwatch

Cheshire West Cheshire East



Have you been able to go outside into any of your Care Home's outdoor
spaces over the past few months?
Answered: 4 Skipped: 0

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

» ‘| liked the garden in the summer and | like looking from the lounge.”

«  “Very nice outside.”
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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: 4 Skipped: 0

Can you tell us more about
this?

100% *  “lam not religious.”

a0%
60%
40%

20%

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

Answered: 4 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: 4 Skipped: 0

100%

g80%

60%

40%

200%

0%

healthwatch
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75.0%

o5

Mo

25.0%

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: 4 Skipped: 0

100%

30%

G0%

40%

20%

0%

healthwatch

50.0%

Video
calls -
Care
Home...

Can you tell us more about this?

“I have more calls and the visits have
carried on.”

“I have had visits in the pod and window
visits.”
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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: 4 Skipped: 0

1000

B0%
- 50.0%
400 25.0% 25.0%
-1 1

0%

1 (Wery Poor) - 5 (Excellent)
B B: 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: 4 Skipped: 0
What makes you feel this way?

“Staff are lovely to me always. They help me
when | need help and chat when they have
time.”

«  “They know my name and what | like.”
» “Staff are very good.”

*  “They make me feel safe.”

Yes
100.0% (4)
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Do you know the name of the doctor’s surgery that you are registered
with?
Answered: 4 Skipped: 0

“Nantwich Health centre.”

“Kiltern Medical Centre.”

Yes
100.0% (4)
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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:

100%

80%

60%

40%

20%

0%

3 Skipped: 1

66.7%

33.3%  33.3% 33.33.3%

Face-to-face Phone appointments

B B: B: B: B: Bn-

healthwatch
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33.3% 33.3% 33.3%

Video appointments

How did you find this?

“I haven't seen the doctor, its not good enough.
The staff have to come to work everyday but the
doctor never sets foot in the place.”

“Not seen a doctor but have phoned, | have been
offered the chance to speak to him but prefer

staff.”
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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: 4 Skipped: 0

100%

75.0%

g80%

60%

40%

25.0%

200%

O
Yes Mo Sometimes Mot needed
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Are you being offered them currently?

Answered: 4 Skipped: 0

100%

g80%

60%

40%

20%

0%

healthwatch
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o5

Mo

Sometimes

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: 4 Skipped: 0

Mo
25.0% (1)

Yes
75.0% (3)
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Did this result in you having to self-quarantine on return to your Care

Home?
Answered: 2 Skipped: 2

100%

0%

60%

400

20%

healthwatch
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20.0%

Yes

20.0%

Mo

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

Answered: 4 Skipped: 0

100%

80%

60%

404%

200%

healthwatch

Cheshire West

| 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?

» “The doctor should visit, when will they? It’s not good enough.”

« “ldon’t think so, it will be nice when the G.P’s visit again. | would like to see my doctor.”
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Do you have any more comments about living at your Care Home over the
past few months?

*  “I’m very happy here and have good friends. | just want us all to stay safe and well.”

« “It’s been fine, staff have been very good.”

healthwatch healthwatch

Cheshire West Cheshire East



Friends and Relatives' Experiences of Care Homes
during the Coronavirus (COVID-19) Pandemicc

Clarendon Court, Nantwich
7 Respondents

November 2020 - March 2021
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Does your friend or relative receive nursing care at their Care Home?
Answered: 7 Skipped: 0

Yes
100.0% ()

healthwatch healthwatch

Cheshire West Cheshire East



Does your friend or relative receive dementia care at their Care Home?
Answered: 7 Skipped: 0

Mo
14.3% (1)

Yes
85.7% ()
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Do you feel your friend or relative is safe and secure in their

environment?
Answered: 7 Skipped: 0

100%

80%

60%

40%

20%

0%

fes

healthwatch

Cheshire West

Mo

Sometimes

Don't know

What makes you feel this way?

“Mum was unable to care for herself at 93,
with some health issues. She now receives
the care she requires, personal care,
dressing, food and a routine to her day.”
“The staff are friendly and supportive.”
“Staff and management. Good
communication and regular contact.”
“Everything is communicated to me, any
falls, concerns, weight loss, GP visits. Not
mobile, so has constant supervision.”
“The staff keep in contact and | trust
them. | have been able to visit with a
screen and seen that Dad is happy and
well.”
“Key locks on the front door.”
“I feel staff are well trained and the
building is safe.”
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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: 7 Skipped: 0

100%

80%

B0%

40%

20%

0%

Ve

healthwatch

Cheshire West

Mo

14.3%

Somewhat

Don't know

Would you like to tell us more about this?

“Mum is able to have certain things, but having
dementia and us not being able to go into her
room, we can't make it up how we know mum
would really like.”

“We have brought in lots of personal items,
bedding, photos, ornaments.”

“Allowed photos or special aids to help
recognition.”

“We have brought in personal belongings and
made the room homely.”

“On admission staff explained they could bring
pictures etc.”

“They have pictures up and own bedding.”
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Have you been able to deliver personal items for your friend/relative?

Answered: 7 Skipped: 0
Can you tell us more about this?

*  “We can deliver items, but it's so hard during Covid
times. We just have to assume she receives things but
because of dementia she can't tell us.”

» “l can drop off and pick up items.”

+ “At the moment we just have to leave with reception,
but before we could take whatever she needed to her
room.”

»  “Gifts for birthdays and special occasions.”

*  “The staff asked us to bring in and cleaned or kept to one
side until safe to use.”

» “Either left at the front door or with the friendly
reception staff.”

Yes
100.0% (7)
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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

Sometimes
28.6% (2)

Yes
T1.4% (5)

healthwatch

Cheshire West

Can you tell us more about this?

“I would like more contact e.g. a newsletter, there's
supposed to be one but we have never seen it. | would like
to see a regular newsletter, perhaps every two weeks.”

“A newsletter and calls keep us up to date.”

“Regular emails, calls and newsletters.”

“I have sometimes had to chase, getting better now.”

“l am told everything.”
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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

100%

80%

571%

B50%
40%
0%

0%
Yes

healthwatch

Cheshire West

14.3%

Mo

28.6%

Sometimes

Don't know

How has this been for them?

“This is important social contact for my mum,
especially with dementia.”

“I know they still spend time in the lounge and
have meals together.”

“They seem fine.”
“Lonely at times.”

“Good, they don't feel lonely.”
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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%
80.0% 80.0%
B0 66.7%
60.0% 60.0% 60.0%
60% 50.0%
40.0% 40.05
0% 05.25:0% .
16.7% 20.0% 020:0% . 20.0%
20%
0%
Singalon  Board Arts & Exercizse Hairdres Bingo Themed
Es Games Crafts classes sing EVENiNgs Tugether
s with
other..,

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

» “During covid | am not aware of any activities but if there was a newsletter it would be nice to see.”
*  “Not really sure, always seems very content when we ring.”
*  “Not a great deal of activity owing to the pandemic.”

«  “Not sure.”
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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: 7 Skipped: 0

If no, why not?

100% « “Too cold at the moment, but we had garden visits in the
summer.”

B0%

60%

*  “Not as much as normal, owing to Covid.”

40%

14.3% «  “When it was warmer we were able to meet outdoors.”

20%

0%
eg 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?

+  “Yes, the outdoor space is quite nice.”

»  “Yes, the gardens are small but perfectly pleasant.”
* “We met in the garden for visits.”

» “Restricted mobility has prevented this.”

“Yes, there is nice tables and chairs to sit at.”
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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: 6 Skipped: 1

Can you tell us more about this?

_— « “Again, a newsletter would be good.”

80% * “Covid pandemic prevented this, where
needed (if any).”

60% 50.0% 50.0%

40%

20%

0%
fes 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: 7 Skipped: 0
Can you tell us more about this?

» “Before the pandemic boom, my sister and | visited
mum nearly everyday and planned day outings to local
places, drives in my car, coffee’s out, but now it's so
sad, she’s confined to the home.”

« “lvisited several times a week, if not daily.”
« “lvisited several times a week.”

«  “We visited often, on a weekly basis, and this was
encouraged by the staff.”

Yes

100.0% (7
healthwatch healthwatch
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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%

T1.4%

0%

60%

0%

20%

0%
Yes Mo
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28.6%

Sometimes

MIA

If no, why not?

« “Can be difficult due to dementia,
but I try to skype, not always very
successful.”
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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: 0
100%
BOY%
60%
40%

20%

healthwatch

Cheshire West

Phone
calls -
oW

phone

Phone
calls -
Care

Home...

28.6%

Video
calls -
oW

device

27.1%

Video
calls
Care
Home...

Email
- OWn
device

Email
- Care
Home's
device

o1.1%

Post

o11%

Visits

42.9%

Other
(please
specify
)
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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: 6 Skipped: 1
1009

g80%

20.0%

60%%

33.3%

40%
16.7%

20M%

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

B: B: B

—s
-2

healthwatch

Cheshire West

)

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.

Can you tell us more about this?

* “l just feel so far away from my mum, relying on staff to advise you on how mum is. Do need more
communication, more than 30 mins per week.”

*  “It’s always difficult to talk in a pod.”
«  “Just the difficulty with dementia and the cooperation, staff try really hard but it is not easy.”
« “It is hard but we’re very happy that Dad is being kept safe.”

«  “We understand the restrictions and the guidance the home has to follow, but it is hard.”
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How do you feel your friend/relative's mood has been during the

pandemic?
Answered: 7 Skipped: 0

100%
80%
60
A40%

200%

healthwatch

Cheshire West

42.9%

14.3%

Consistently Ups and downs
felt low

28.6%
14.3%
Consistently Mo change
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: 0

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?

What makes you feel this way?

« ‘| feel the staff do their very best from what I’m able to see. There does seem to be different staff
over the last 12 months, | would prefer not so many changes, but maybe this is just the times.”

» “Decisions are made by the relatives and thoughts and feelings are taken into consideration.”
«  “They know her very well and speak to her with infinite patience and kindness.”

* “On the whole, they are an excellent team of staff and carers.”

* “They seem happy and content.”

» 2The care staff are very kind and approachable.”
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Do you know the name of the doctor's surgery that your friend or relative
is registered with?
Answered: 6 Skipped: 1

Yes
100.0% (G)
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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: 0

100%
g80%

60% 20.0%

40.0% 40.0%

40% 28.6% 28.128.6% 95.095.0%
20.0%
o I ‘I II

0%

Face-to-face Phone appointments Video appointments

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.

How did they find this?

*  “Mum having dementia isn't ideal, in person is much better.”

« “I really think the doctor should visit. | really don't understand why the staff are expected to come to
work every day but the doctor will not set foot in the home.”

«  “The staff were very good in facilitating this and communicated this well, however, why couldn't the
G.Pvisit?”

healthwatch healthwatch
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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: 0

1009
800G
600G

A40% 28.6% 28.6% 28.6%

14.3%
200
O
Yes Mo Sometimes Mot needed Don't know
healthwatch healthwatch
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Are they being offered them currently?

Answered: 7 Skipped: 0

100%

80%

G 0%

4005 28.6%
14.3%
200%
0%
Yes Mo Sometimes

healthwatch
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14.3%

Mot nesded

42.9%

Don't know

If not, can you tell us how they
are being helped with this?

 “l'don’t know if Mum needs the
opticians, etc., but due to
current times | presume they
haven't been done. Hearing aids
are missing.”

 “The carers do their best to
serve the residents with these
needs.”

healthwatch

Cheshire East



Have your friend or relative had to have any medical support outside of
the Care Home, such as clinic appointments or hospital stays?
Answered: 7 Skipped: 0

Mo
42 .9% (3)

Yes
57.1% (4)
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Did this result in them having to self-quarantine on return to their Care
Home?

Answered: 5  Skipped: 2

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

ves * “Mum had the rest for Covid in hospital and was
20.0% (1) clear, so allowed back. We struggled when she

needed to go to hospital, as there wasn't any staff
to accompany her.”

* “Not easy, but we understand how important this
is.”

Mo
80.0% (4)
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Is there anything you would change about the Care Home?

« ‘I feel overall, the care home is doing as much as it can in these uncertain times, however the contact
is just not enough. Mum having 2 daughters but only 1 at a time being allowed to see her isn't
sufficient and she has deteriorated due to a lack of contact.”

*  “Not really, just cannot wait until we can visit again. | miss Mum and the staff!”

»  “Not possible to comment or judge under the present conditions.”

» “Another screen to support more visits and to be able to have more than 1 nominated visitor, but |
understand the reasons.”

» “The staff and their commitment has been outstanding. This is hopefully acknowledged by all
involved.”

*  “More staff numbers as sometimes they are too busy to spend social time with my Mum.”

healthwatch healthwatch
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Do you have any more comments about their experiences of the Care
Home over the past few months?

« “I think they have coped so well, | am very pleased that they have kept Covid out with their hard
work.”

* “In such strange and scary times | feel the quality of care has not faltered. All staff in the home
deserve a medal!”

healthwatch healthwatch
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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.

healthwatch healthwatch
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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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