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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 Hazelmere House, Wilmslow were last 

updated in March 2021.

Recently refurbished, the home features spacious and comfortable accommodation providing a warm and safe environment, with views of gardens 

and nearby parkland, en-suite rooms and tasteful colour schemes.

All bedrooms come with a remote-controlled TV and a 24-hour call system and some have French doors leading out to the garden.

Hazelmere House offers many forms of care, nursing and rehabilitation to elderly residents. Residential, convalescence and respite needs are 

welcome, with carers also experienced in palliative care, as well as being able to tailor solutions to the needs of other medical conditions like 

Parkinson’s and Huntington’s.

- Group/Owner: Bupa Care Homes - Person in charge: Joanne Angell Sedgwick (Manager) - Local Authority/Social Services: Cheshire East Council 

- Admission Information: Ages 65+ - Room Information: Single Rooms 60; Rooms with ensuite WC 60

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

Point in own room/Mobile; Television point in own room; Wheelchair access.

Description and Nature of the Service



Residents' Experiences of Care Homes during the 

Coronavirus (COVID-19) Pandemic

Hazelmere House, Wilmslow

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?

• Staff help

• The staff are very kind and helpful. My room is 

very comfortable. I have a radio and television

• Staff available. Its warm, clean and cosy

• General care

• There is always someone around

• Anxiety

• Warm and comfortable. Staff are very kind.



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?

• My own pictures are on the walls and my own 

ornaments are around

• I am on the ground floor so I can go for walk

• To an extent not fully, plants, photo

• My photos, my plants and flowers and books

• Have my own bits and pieces around

• Pictures and posters, my books and papers

• The room is relatively small.



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

Why is this?

• Sometimes not quite right, bits of equipment. Can 

feel cluttered.



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



Do you feel there is enough variety?
Answered: 7 Skipped: 1



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

supported?
Answered: 7 Skipped: 1



Since the Coronavirus pandemic began, do you think the food has:
Answered: 6 Skipped: 2



Are you able to have extra drinks and snacks when you want them?
Answered: 7 Skipped: 1



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?

• Food and variety are excellent

• It is always very good and you have a 

choice

• Quantity, more than need, too full of 

carbohydrates. Boring, not enough fresh 

vegetables

• The resident is peg fed: "Generally good 

for the residents who can enjoy it."



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: 8 Skipped: 0

If yes, how have you been given this 

information?

• Word of mouth

• Through the staff

• Staff informed me but also I asked 

questions

• Written and spoken

• Verbally by staff



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

months in the same way that you used to?
Answered: 8 Skipped: 0

How has this been for you?

• Only recently entered the home

• Very pleasant 

• It’s nice to see people sometimes

• Awful

• Socially distant

• Okay

• Acceptable.



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

Below are some examples, please tick all that apply.
Answered: 7 Skipped: 1



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?

• I enjoy quizzes. I like meeting the other residents. All the others are very kind

• Not interested

• I liked to see people and socialising but not possible a lot due to covid

• Been alone during covid and not being able to mix a lot

• Activities which are juvenile.



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

spaces over the past few months?
Answered: 7 Skipped: 1

If you haven't been able to use 

any of your Care Home's 

outdoor spaces, why not?

• Isolating

• Not safe. It’s cold and wet

• Ill health

• Covid restrictions

• The weather has been poor.



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?

• I have a walk in the garden, I enjoy meeting the other residents.



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?

• No visits from clergy

• No visits arrived, not seen a vicar 

for a while



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?

• Everything I have asked for has been 

supplied except for a phone line, 

which I knew about before entering 

the home.

• I would like inside visits but it’s not 

possible.



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

being Very Poor and 5 being Excellent
Answered: 8 Skipped: 0



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?

• They are always very respectful except for 

some agency staff

• The staff are very kind and thoughtful

• The way they respond to various needs

• Staff look after me very well are kind and 

considerate

• Well cared for. Staff are kind and help

• Staff are warm and kind and nothing is too 

much to ask. Doing their best during covid.

• Staff are busy.



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

with?
Answered: 8    Skipped: 0

• 6 respondents said ‘Kenmore’.



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: 7 Skipped: 1

How did you find this?

• Fine

• Good



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: 6 Skipped: 2

If yes, can you tell us more 

about your experience of this? 

• No comments were made.



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

• No

• No

• Food variety

• No

• No

• Increase in caring staff.



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

past few months?
Answered: 7 Skipped: 1

• Only been 4 weeks

• No

• No

• No

• Well looked after. Food fine. Staff pleasant

• No

• The home is generally good.



Friends and Relatives' Experiences of Care Homes 

during the Coronavirus (COVID-19) Pandemic

Hazelmere House, Wilmslow

3 Respondents

November 2020 - March 2021



Does your friend or relative receive nursing care at their Care Home?
Answered: 3 Skipped: 0



Does your friend or relative receive dementia care at their Care Home?
Answered: 3 Skipped: 0



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

environment?
Answered: 3 Skipped: 0

What makes you feel this way?

• He is always cheerful when I speak to him and says 

he is grateful for the care he receives.

• They are cared for, they are not alone. They are 

not worried about maintaining a house on their 

own.

• She refers to the staff as her second family. She 

told me on a visit she ‘doesn’t wish to be 

anywhere else’.



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

personal items, own furniture)?
Answered: 3 Skipped: 0

Would you like to tell us more about this?

• The staff have put posters up on the walls which 

family have sent and he has photos up on the 

furniture.

• Some personal items and furniture in their room.

• She has a large amount of her crafting materials 

and space to work with them.



Have you been able to deliver personal items for your friend/relative?
Answered: 3 Skipped: 0

Can you tell us more about this?

• When window visits were allowed I passed books etc through to him. At 

Christmas I delivered a bag of presents for him to reception as visits were 

not possible.

• Photographs and few treasured trinkets.

• During visits (prior to covid) and now Xmas presents, post are taken by staff 

and quarantined before being safely deposited.



Do you feel you as a friend or relative are getting all the information you need 

about the changes that have, or are, taking place in your Care Home in the past 

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

Can you tell us more about this?

• I have been kept fully informed by telephone and letter

• Regular letters and phone calls

• I get a monthly newsletter but have had at least 3 letters in 

past 5 weeks in addition.



Has your friend or relative been able to spend time with other residents 

over the past few months in the same way that they used to?
Answered: 3 Skipped: 0

How has this been for them?

• My father does not leave his room, this is 

because he is immobile. He has never 

mixed or taken part in activities.

• No real difference inside, few weeks where 

had to isolate.

• She enjoys having a degree of contact with 

other residents and is happy with the 

arrangements to do so.



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

Below are some examples, please tick all that apply.
Answered: 2 Skipped: 1



What have they enjoyed/not enjoyed doing?
Answered: 3 Skipped: 0

• This is not applicable as my father does not want to participate in anything.  I believe all these are 

available for those who can participate

• Not sure, difficult to get information from relative

• She chips in and out of all activities but is keenest with the arts and crafts.



Has your friend or relative been able to go outside into any of the Care 

Home's outdoor spaces over the past few months?
Answered: 3 Skipped: 0

If no, why not?

• He is not fit enough. There are lovely outdoor spaces 

for those who can use them.

• In summer months.



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

How have they used them?

• Able to go into the garden areas when weather allows.

• The home is in a beautiful setting with gardens or country views everywhere. 



Over the past few months has your friend or relative's spiritual needs been met 

within their Care Home? For example, we understand some Care Homes have had 

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

Can you tell us more about this?

• Been done by video call, not sure 

relative understands what is going 

on.

• She is visited (or was - now by 

phone mostly) by representatives of 

the St Vincent de Paul society.



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

relative?
Answered: 3 Skipped: 0

Can you tell us more about this?

• When he was discharged from hospital, the team found 

a care home within easy travelling distance for us to 

visit.

• It is in the area that relatives lived most of her life. 

She chose it and is happy there. it is a distance from us 

but motorway connectivity is good.

• It’s an hour away to travel but this is manageable.



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

your friend or relative?
Answered: 3 Skipped: 0

If no, why not?

• No comments were made.



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

that apply to you.
Answered: 3 Skipped: 0

Other:

• No comments were made.



Overall, how has this been for you? Please choose a rating from 1 to 5, 

with 1 being Very Poor and 5 being Excellent.
Answered: 3 Skipped: 0



Overall, how has this been for you? Please choose a rating from 1 to 5, 

with 1 being Very Poor and 5 being Excellent.
Answered: 3 Skipped: 0

Can you tell us more about this?

• Setting up Facetime calls has never been a problem and my father is always delighted to see me.

• Relative finds it increasingly difficult to do things themselves. For Christmas home organised Facetime 

which was good boost for our relative.

• It’s as good as can be, proximity and balancing with home and work is the only factor. It’s still very 

manageable.



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

pandemic?
Answered: 3 Skipped: 0



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

respect by the staff in their Care Home?
Answered: 3 Skipped: 0



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

respect by the staff in their Care Home?
Answered: 3 Skipped: 0

What makes you feel this way?

• He is always  appreciative of the staff and gets on well with them.

• They are caring for her basic needs. It feels they do not have time always for the extras that boost 

morale.

• Observing their interactions. It’s obvious she is healthy, happy and cared for. My family couldn't be 

happier and neither could she.



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

is registered with?
Answered: 3 Skipped: 0



During the last few months how has your friend or relative found medical care and support? Please tick 

all that apply, where 1 is Very Poor and 5 is Excellent. Please choose N/A if they haven't needed 

medical care or support.

Answered: 3 Skipped: 0



During the last few months how has your friend or relative found medical care and support? Please tick 

all that apply, where 1 is Very Poor and 5 is Excellent. Please choose N/A if they haven't needed 

medical care or support.

Answered: 3 Skipped: 0

How did they find this?

• The GP visits once a week and as far as I can tell my father gets on well. I have been telephoned once 

for an update by the GP.

• Done via senior care staff.

• Her health is exceptionally well catered for.



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

your friend or relative ever been offered these in your Care Home?

Answered: 3 Skipped: 0



Are they being offered them currently?

Answered: 3 Skipped: 0

If not, can you tell us how they 

are being helped with this?

• Went to the Dentist in 

emergency. No maintenance visits 

during pandemic for podiatry.



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

the Care Home, such as clinic appointments or hospital stays?
Answered: 3 Skipped: 0



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

Home?
Answered: 3 Skipped: 0

If yes, can you tell us more about their 

experience of this?

• It was no problem for my father as he stays in 

his room anyway.

• It was confusing but managed by care staff.

• She had a 2 week stay in Macclesfield hospital 

following a foot infection. I was in regular 

contact with the ward and but also got updates 

from the home.



Is there anything you would change about the Care Home?

• No, we have been entirely satisfied with the care my father is receiving and it has been easy to 

communicate with the staff.

• Difficult to say as they have attended well with all basic and nursing needs in a difficult situation.

• Not a thing. If I’d been given a wish list for her care I can’t think of anything I would possibly change.



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

Home over the past few months?

• Not really during pandemic as relative chose an upstairs room where she is happy. We have had to 

make arrangements to visit when she can be wheeled to a downstairs window. This can be difficult at 

times and means we have to plan ahead. I know relatives of downstairs residents turn up 

spontaneously. 

• Hazelmere House is a wonderful facility. My sister is cared for by what she perceives to be friend's 

and family rather than staff  We are very grateful.



Feedback from Provider

The care home was invited to comment on these survey results, however, at the time of publication no 

feedback had been received.
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This report comes with huge thanks to our small team of 
committed staff, and the incredible volunteers who work to 

deliver Healthwatch Cheshire, particularly in these changed, and 
changing, times.

www.healthwatchcheshire.org.uk

Or 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
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