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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 Henning Hall, Macclesfield were last updated
in April 2021.

Henning Hall offers permanent placements, day care, end of life and palliative care for people who require nursing care, general residential care as
well as EMI residential care. A qualified nursing care team is available for residents 24 hours a day. The home is ideal for frail older people who are in
need of extra care and support but without the requirement of specialist nursing or dementia care.

Henning Hall has a range of features to ensure residents are cared for appropriately and that they can continue to live their life to the full. These
include a beautiful outdoor garden, sensory garden and room, a conservatory, a full activity programme and seasonal menus.

Each resident has their own care plan, compiled with input from friends and family to ensure the best care possible

- Group/Owner: Spring Care Ltd - Person in charge: Doris Howick (Manager)  -Local Authority / Social Services: Cheshire East Council
- Admission Information: Older residents - Room Information: Single Rooms 54; Shared Rooms 3; Rooms with ensuite WC; 4

*Facilities & Services: Gardens for residents, lift, residents internet access, smoking not permitted, television point in own room, wheelchair access,
free on-site parking is available.
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Residents' Experiences of Care Homes during the
Coronavirus (COVID-19) Pandemic

Henning Hall, Macclesfield

6 Respondents

November 2020 - March 2021
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Do you receive nursing care at your Care Home?
Answered: 3 Skipped: 3

Yes
33.3% (1)

No
66.7% (2)
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Do you receive dementia care at your Care Home?
Answered: 4 Skipped: 2

Yes
25.0% (1)

No
75.0% (3)
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Do you feel safe and secure in your environment?
Answered: 6 Skipped: 0

What makes you feel this way?

“Regularity”

« “l don’'t know, but | feel really good here”

» “Being with other people and not on my own”
« “l'don’t know to tell you the truth”

* “l can look after myself as well”

» “There's always somebody in the building.”

Yes
100.0% (6)
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Are you able to make your room look and feel like your own (e.g. personal
items, own furniture)?
Answered: 6 Skipped: 0

Can you tell us more about this?

* “It depends on the case or the people and who has
the ability of putting things like that in their

Mo room”

33.3% (2)

« “Sometimes other residents come into your room”
 “The divan bed in the room is my own”

" “I have books and photos in my room”

66.7% (4)
*  “No because | go in and out.”
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Does your own room feel fresh and clean?
Answered: 6 Skipped: 0

Why is this?

* No responses given

Yes
100.0% (6)
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Do you like the food and drink that you receive?
Answered: 6 Skipped: 0

Sometimes
33.3% (2)

Yes
66.7% (4)
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Do you feel there is enough variety?
Answered: 6 Skipped: 0

Sometimes
33.3% (2)

Yes
66.7% (4)
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If you have any special dietary requirements (e.g. vegetarian), are these
supported?
Answered: 4 Skipped: 2

No
50.0% (2)

Yes
50.0% (2)
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Since the Coronavirus pandemic began, do you think the food has:
Answered: 4 Skipped: 2

Got better
25.0% (1)

Stayed the same
75.0% (3)
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Are you able to have extra drinks and snacks when you want them?
Answered: 6 Skipped: 0

Sometimes
12.5% (1)

Yes
87.5% (7)
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Can you choose to have your meals in any of the following?

Answered: 6 Skipped: 0

100% —
100¥0%
80%
60% 50.0%
33.3%
40%
16.7%
]
0%
Dining room Other communal room

. Yes . No . Sometimes . Don't know

healthwatch
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16.7%

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 varies but it is nice”

«  “It’s not bad food.”
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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: 2

If yes, how have you been given this

information?
100%
80% « “ldon’t really know”
60% 50.0% ° “l heard about it”

40% 25.0% 25.0%

0% « “l'don’t know about the pandemic.”

Yes No Sometimes

e  “I’m unable to understand about the

0% corona virus”

healthwatch healthwatch

Cheshire West Cheshire East



Have you been able to spend time with other residents over the past few
months in the same way that you used to?
Answered: 6 Skipped: 0

How has this been for you?

“Sometimes it is cosy”
1o 83.3% - “Some residents are annoying”

80%

*  “Not a lot of time with loved ones but | see
other people here”

«  “It’s alright.”

60%

40%

16.7%

Yes No Sometimes

20%

0%
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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: 6 Skipped: 0

100%
10&0%

80% 66.7% 66.7% 66.7%
60.0% 60.0%

60% 50-00/0
40.02 40.02
3.3%
40%
16.7% 6.16:7% R16.16:7%
20%

0%

50.0%
33.39%
I 6.7%6. 7°oI6 1%

Singalon  Board Arts & Exercise Hairdres Bingo Themed Get

gs Games Crafts classes sing evenings Together
s with
other...

. Yes . No - 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: 5 Skipped: 1

What have you enjoyed/not enjoyed doing?

«  “Don’t want to answer”

*  “l enjoy being in my room”

« “l'don’t know because it doesn’t always work out”
 “l like it here because | know who stays here”

* “Had enjoyed it.”
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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: 6 Skipped: 0

100%

80%

60%

40%

healthwatch
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Yes

12.5%

No

My Care Home doesn't
have any outdoor

If you haven't been able to use
any of your Care Home's
outdoor spaces, why not?

“Because | was in my room and
sometimes very tired”

“Not allowed”

» “Because you can see through the
window.”
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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: 3 Skipped: 3

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

° “YeS”
» “l used the garden and visiting pod”

“Not applicable.”
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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: 5 Skipped: 1

Can you tell us more about

this?

*  “I’'m happy as it is, if | didn’t like
100% it I would tell them”
80% *  “I’ve not been attending services

60.0%

60% at St. Pauls for a long time.”

40%

20.0% 20.0%
0%
Yes No Sometimes Not required
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Before the pandemic, could friends and family easily travel to visit you?

Answered: 6 Skipped: 0

100%
80%

60%

12.5%

Yes No, it was too far N/A
or difficult to get
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Over the past few months, have you been able to keep in contact with
family members and/or friends?
Answered: 6 Skipped: 0

100%
80%
60%

40%

12.5%

Yes No Sometimes N/A

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

Answered: 3 Skipped: 3
Can you tell us more about this?

“I’ve been ill over the past year, and
I’ve been in a lot of care homes”

100%
80% 66.7% « “Itis good in here”
o “ . ”
sont I miss my own home.
33.3%
40%
N l
0%
Phone Phone Video Video Email Email Post Visits Other
calls- calls- calls- calls- -own - Care
own Care own Care device Home's
phone Home.. device Home.. device
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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: 5 Skipped: 1

100%

80%

60.0%

60%

40%

20.0%

20.0%

. -

0%

1 (Very 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: 5 Skipped: 1

What makes you feel this way?

* “Good manners”
» “It was this way because | am a polite person”

» “They don’t ignore me, | don’t want to be
ignored”

*  “The staff help me when | need them”

« “l get treated with respect.”

Yes
100.0% (6)
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Do you know the name of the doctor’s surgery that you are registered
with?
Answered: 6 Skipped: 0

e  “l don’t remember”

Yes

25.0% @) *  “I don’t remember”

e “l can’t remember the name”

* “l remember my old GP’s name, South Park
Surgery.”

No
75.0% (6)
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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: 4 Skipped: 2

How did you find this?

100% « “l love them coming”
0%
50% 3%% 838% e “l can’t remember”
60% P .
37.637.5% * “Fine
40%
({3 3 ”
o . « “l can’t remember.
| 19.5% 9.5% 16.7% 16.7%
[] ]
0%
Face-to-face Phone appointments Video appointments

B H: B: B: B B
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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: 6 Skipped: 0

100%
80%
60% 50.0%
40%
16.7% 16.7% 16.7%

. - - -

0%

Yes No Sometimes Not needed
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Are you being offered them currently?
Answered: 5 Skipped: 1

100%

80%

60.0%

60%

40%
20.0% 20.0%

20%

Yes No Sometimes Not needed

0%
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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: 6 Skipped: 0

Yes

12.5% (1)

No
87.5% (7)
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Did this result in you having to self-quarantine on return to your Care
Home?
Answered: 5 Skipped: 1

100%
If yes, can you tell us more
80% about your experience of this?
60.0%
60% *  “I’ve had several hospital

appointments so have had to stay

0% in my room.”

20.0%

Yes No Don't know

20.0%

b -

0%
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Has anyone helped you to complete this survey?
Answered: 6 Skipped: 0

100%
80%
60%
40%
16.7%
e
0%
| have | was helped by | was helped by Other (please
completed it Care Home staff friends or specify)
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Is there anything you would change about your Care Home?
Answered: 6 Skipped: 0

 “There are always things”

«  “I would put a new cistern on the toilet in my room”
*  “No, not really”

*  “No, not really”

« “No”

*  “No change | can think of.”
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Do you have any more comments about living at your Care Home over the
past few months?
Answered: 6 Skipped: 0

° “NO”
° “NO”

‘I feel safe and if | need help, there's always someone available. | also see my daughter
regularly. | think the home has coped very well with the pandemic and with keeping me

safe”
° “NO »”
° “NO »”

«  “No comment, the routine works really well.”
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Friends and Relatives' Experiences of Care Homes
during the Coronavirus (COVID-19) Pandemic

Henning Hall, Macclesfield

4 Respondents

November 2020 - March 2021
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Does your friend or relative receive nursing care at their Care Home?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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Does your friend or relative receive dementia care at their Care Home?
Answered: 4 Skipped: 0

No
50.0% (2)

Yes
50.0% (2)
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Do you feel your friend or relative is safe and secure in their
environment?
Answered: 4 Skipped: 0

What makes you feel this way?

*  “Inconsistent care delivery. Lack of hoist/training in safe
handling. Asking about care and feeling lied to. Trust has
gone when safeguarding issues not being dealt with
correctly”*

*  “My Mum tells us she is happy and has made new friends.
She enjoys the company”

«  “Staff very helpful & kept updated - my uncle was
wandering at all times of day & night prior to going to
the home so peace of mind now knowing he is safe”

+  “Limited interaction due to Covid19 but whenever | have
spoken to a carer | have had clear and concise information
about my Mum, and when | have seen her she has
appeared smart and as happy as she can be under her

0% trying circumstances. Someone is always able to help if
Yes No Sometimes Don't know needed.”

100%

80%

60%

40%

20%

*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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Is your friend or relative able to make their room feel like their own (e.g.
personal items, own furniture)?

Answered: 4 Skipped: 0 Would you like to tell us more about this?

*  “Not at present due to Covid - 19 isolation”

*  “My Mum has not been at Henning Hall for very long
100% and due to Coronavirus restrictions that is a little

difficult to answer”
80%

50% 50.0% *  “Personal items taken to the home”
0% 25.0% 25.0% *  “No access allowed at present.”
0%
Yes No Somewhat Don't know
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Have you been able to deliver personal items for your friend/relative?
Answered: 4 Skipped: 0

Can you tell us more about this?

*  “I prefer to wash personal items myself. |
also made my friend/relative a memory
book and fiddler apron”

*  “We call regularly to see if anything
needed is needed and then drop items off.”

Yes
100.0% (4)
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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: 4 Skipped: 0
Can you tell us more about this?

* “l am always informed of any changes by
telephone or personally when visiting”

» “Receive regular phone calls & emails.”

Yes
100.0% (4)
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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: 4 Skipped: 0

100%
80%

60% 50.0%

0% 25.0%

Yes No Sometimes

healthwatch
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25.0%

Don't know

How has this been for them?

“Has had to isolate on arrival as per
government guidelines. Locked in a room with
no stimulation, just awful”

“According to my Mum she has been able to
chat and interact with the other residents”

“More so, as previously lived alone & now has
got permanent company”

“Newly arrived and has some complex
behavioural needs, so requires close
monitoring.”
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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: 2 Skipped: 2

100%
1050% 1050% 1050%
80%
40%
20%
0%
Singalon  Board Arts & Exercise
gs Games Crafts classes
. Yes . No . Sometimes
healthwatch
Cheshire West

1 050 %

Hairdres
sing

10&0% 1050%

5050/0%

Get
Together
s with
other...

Themed
evenings

Bingo
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What have they enjoyed/not enjoyed doing?

Answered: 3 Skipped: 1

» “Not applicable as can't do any of this”

»  “Due to the pandemic and my Mum'’s relatively short time at Henning Hall, this is difficult to answer”
» “Enjoying the company & 1-1 care.”
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Has your friend or relative been able to go outside into any of the Care
Home's outdoor spaces over the past few months?
Answered: 3 Skipped: 1

If no, why not?

100% *  “Not applicable as in isolation

”

80%
“Not able to answer this with

any certainty. It is winter time

55.6%

0% 44.4% .
and cold, and my Mum is
40% unsteady when walking.”
20%
0%
Yes No The Care Home
doesn't have any
healthwatch healthwatch
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If yes, then have these spaces felt pleasant enough for them to enjoy?
How have they used them?

*  “Not applicable, hasn't had any use due to isolation”

* “Under different circumstances i.e. better weather, the setting around Henning Hall is spectacular.
Lots of green open spaces”

« “Visited in the pod.”
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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: 4 Skipped: 0

100%
80%
60%

40%

0%
Yes

healthwatch

Cheshire West

No

Sometimes

25.0%

Not needed

75.0%

Don't know

Can you tell us more about this?

“Not applicable for my friend/family
member”

“Due to the pandemic the situation
in care homes is not usual”

“Not sure but he wouldn't be
interested.”
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Before the pandemic, could you easily travel to visit your friend or
relative?

Answered: 4 Skipped: 0

Can you tell us more about this?

*  “Not applicable as recently moved in”

«  “We are still able to see my mum as often as
we wish. We communicate via a phone through
the window. Under the circumstances we are
happy with the arrangements”

« “Daily visits between myself, my sister & my
mum & dad.”

Yes
100.0% (4)
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Over the past few months, have you been able to keep in contact with
your friend or relative?
Answered: 4 Skipped: 0

If no, why not?
*  “Not applicable.”

100%
80%
60%
40%

20%

0%
Yes No Sometimes N/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%
75.0%
80%
60% 50.0%
40%  25,0%
N .
0%
Phone Phone Video Video Email Email Post Visits
calls- calls- calls- calls -own - Care
own Care own Care device Home's
phone Home.. device Home.. device
healthwatch
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25.0%

Other
(please
specify
)

Other:

* “Phone calls, visits to the window.
No care home device available for
video calls.”
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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: 4 Skipped: 0

100%

80%

60% 50.0%

40% 25.0% 25.0%

. - -

0%

1 (Very Poor) - 5 (Excellent)

B B: 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: 3 Skipped: 1

Can you tell us more about this?

* “There is no reason why staff couldn’t use their personal mobile to offer video calls. Every request met
with barriers”

« “As mentioned before, due to the pandemic we realise that compromises have to be made and we are
happy with the arrangements put in place”

* “Uncle has dementia & is 88 years old so it is difficult to communicate on the phone.”
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How do you feel your friend/relative's mood has been during the
pandemic?
Answered: 4 Skipped: 0

100%
80%
60% 50.00/0
40% 25.0% 25.0%
N -
0%
Consistently Ups and downs Consistently No 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: 4 Skipped: 0

100%

75.0%

80%

60%

40%

25.0%

0%
Yes No 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: 4 Skipped: 0

What makes you feel this way?
« “Sometimes given conflicting information”
« ‘| feel this way because my Mum is happy and settled”

» “The staff are wonderful.”
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Do you know the name of the doctor's surgery that your friend or relative
is registered with?
Answered: 4 Skipped: 0

» “Readesmoor Surgery”

»  “Was registered at Cumberland House but
since moving to Henning Hall she has
transferred to South Park Surgery”

» “South Park Surgery”

» “South Park Surgery, Waters Green
Surgery.”

Yes
100.0% (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: 4 Skipped: 0

100%
80% 66.7% 66.7%
60%
33.3% 33.3%

40% 25.(25.(25.(25.0%
N IIII I I

0%

Face-to-face Phone appointments Video appointments
B B: PB: B Bs Pra
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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: 4 Skipped: 0
How did they find this?
“Not applicable, early days as yet”

»  “Medical Care and support has been available as and when necessary.”
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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: 4 Skipped: 0

100%

80%

60% 50.0%

40% 25.0% 25.0%

20%

0%
Yes No Sometimes Not needed Don't know
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Are they being offered them currently?

Answered: 4 Skipped: 0

100%
80%
60%

40% 25.0% 25.0%

Yes No Sometimes

20%

0%

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

* No comments provided.

50.0%

Not needed Don't know
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Have your friend or relative had to have any medical support outside of
the Care Home, such as clinic appointments or hospital stays?
Answered: 4 Skipped: 0

No
50.0% (2)

Yes
50.0% (2)
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Did this result in them having to self-quarantine on return to their Care
Home?

Answered: 4 Skipped: 0

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

*  “Yes - new to home”

«  “Very traumatic for her, but it was
necessary.”

Yes
50.0% (2)

No
50.0% (2)

healthwatch healthwatch

Cheshire West Cheshire East



Is there anything you would change about the Care Home?

« “Communication needs improving - Face Time on an iPad or similar device. The activities coordinator
needed. Isolation facilities e.g. a day room for isolation residents. Small rooms are not ideal for

isolation”

« “My experience of the care home is very limited. This is due to the fact that my Mum has only been a
resident there for a couple of months and due to the pandemic. This is a very unprecedented situation.
For obvious reasons | have not been inside Henning Hall”

*  “Nothing at all”
* “l'don’t know enough about it to comment.”
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Do you have any more comments about their experiences of the Care
Home over the past few months?

“Not applicable, only been there since December. In isolation due to Covid 19”

“Only to re-iterate that my Mum is settled and happy at Henning Hall. She has made new friends and
is well cared for”

“Have been delighted with the care and communication and their ability to meet ever changing Covid
regulations and continue to allow visitors”

“Been very happy with the transition process of my uncle being admitted from hospital to the home”

“I like what | have seen but not in depth enough to pass comment.”
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Feedback from Provider

The care home was invited to comment on these survey results, their feedback is included below:

“The feedback is really helpful to improve what we do.

With regards to staff personal mobile phones, it wouldn't be appropriate for staff to use their personal
phones to undertake resident call. There are portable phones in the home which residents can speak
with their family members and a laptop to use for Skype, Zoom or Microsoft Teams.

It has been lovely to welcome visitors back into the home again which has been of great benefit to our
residents. We still have our visiting pod and the option for an outdoor visit when the weather is nice.”
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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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