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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 Hollins Park, Macclesfield were last updated
in March 2021

Hollins Park is a Macclesfield nursing home that specialises in looking after people with dementia-related conditions, using modern techniques that look
to assist individuals in their day-to-day living skills.

Up to 48 residents enjoy comfortable interiors and an attractive garden area, with visiting physiotherapists and chiropodists and nearby amenities and
entertainments that include shops and leisure facilities.

Visitors are welcome to experience the home's communal atmosphere for themselves whilst relaxing with their loved ones, with staff keen to keep a
homely feel to the service.

- Group/Owner: Care UK Residential and Nursing Services - Person in charge: Tracy Norbury (Home Manager) -Local Authority / Social Services:
Cheshire East Council

- Admission Information: Ages 55+ - Room Information: Single Rooms 35; Shared Rooms 7; Rooms with ensuite WC 0

Facilities & Services: Gardens for residents; Lift; Residents Kitchenette; Television point in own room; Wheelchair access
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Residents' Experiences of Care Homes during
the Coronavirus (COVID-19) Pandemic

Hollins Park, Macclesfield

0 Respondents

November 2020 - March 2021
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Friends and Relatives' Experiences of Care Homes
during the Coronavirus (COVID-19) Pandemic

Hollins Park, Macclesfield

5 Respondents

November 2020 - March 2021
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Does your friend or relative receive nursing care at their Care Home?
Answered: 5 Skipped: 0

Yes
100.0% (5)
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Does your friend or relative receive dementia care at their Care Home?
Answered: 5 Skipped: 0

Yes
100.0% (5)
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Do you feel your friend or relative is safe and secure in their
environment?
Answered: 4 Skipped: 1

What makes you feel this way?

«  “My mum is always smiling and looks
happy”

*  “Mum seems more settled in herself and
we get updates for management and staff”

100%
80%

60%
« “They always ring and update me with

everything. Everybody is so helpful when
we ring.”

40%
20% «  “My mum is always smiling and looks
happy”

* “l looked around the home, my loved one is
well cared for.”

0%
Yes Mo Sometimes Don't know
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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: 5 Skipped: 0 Would you like to tell us more about this?
« “l brought in lots of pictures and personalised
100% cushions. | can bring in anything to make her
80.0%

feel more at home.”

800

«  “We have not been able to go into the home
during the pandemic Only moved to this care
home in October 2020 due to her care needs.”

60%

40%
20.0% * “Her small room is homely and we were told to

- do this before she came to the home.”

“I brought in lots of pictures and personalised
Ves No Somewhat Don't know cushions. | can bring in anything to make her
room feel like home.”

20%

0%

« “Encouraged by management to personalise.”

healthwatch healthwatch

Cheshire West Cheshire East



Have you been able to deliver personal items for your friend/relative?
Answered: 3 Skipped: 0 Can you tell us more about this?

* “Had no problems bringing in, staff quarantine for
72hrs then give them to mum”

«  “We drop clothes toiletries, etc. to the management
for Mum”

« “They answer the door every time we visit and come
to assist”

* “Had no problems bringing things into staff
quarantine them for 72 hours then give them to my

mum”
Yes » “Rang prior to visiting then dropped off at
100-0% () reception.”
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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: 5 Skipped: 0

Can you tell us more about this?

» “Get regular updates by post”

» “Get regular updates by post”

+ “Letters from company CEO, Manager

and calls regarding updates.”

Yes
100.0% (5)
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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: 5 Skipped: 0

How has this been for them?

“Small social bubbles have been created
80.0% to ensure safety”

100%%

B0%

e “Don't know”

« | believe they offer the lounge to
o0 everyone and manage as much as they can
staff are making sure that social
- distancing are in place for safety”

40%

209

0%
Yes Mo Sometimes Don't know

*  “Small social bubbles have been created
to ensure safety.”

« “Brilliant, social interaction is
maintained through bubbles.”
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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: 4 Skipped: 1

100%
1[][][]% 1[] 1[]&[]% 1[]&[]% 1[]5[]% 1[]5[]% 1[]&[]%
804%
0%
40%
200
0%
Singalon  Board Arts & Exercizse Hairdres Bingo Themed  Get
Es Games Crafts classes sing evenings Together
s with
other..,

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

Answered: 4 Skipped: 1

« “Arts and crafts making Halloween pictures and snowmen” ( 2 responses)
« “Don’t know have not been able to enter the home”

« “Just being involved and not forgotten about. Included in all aspects of
daily life in the home”

* “One-one with staff.”
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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: 4 Skipped: 1

1004
80%
60%
404

20%

G
Yes 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 garden visits were very good in the summer with a large parasol which
was positioned so the sun was away from mum.” (2 responses)

“They have a big garden and it was utilised well during the warm summer months”
“Garden space, large were safety can be maintained, gardening club is carrying on”

“Don't know.”
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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: 5 Skipped: 0
Can you tell us more about this?

*  “Our local minister has not been as they are
elderly themselves; | know staff offer a
100% service and ring own church if my relative
asked”

B0%
60.0%

» “Staff have read the bible to my loved one
and continued to stay in touch with their

40% spiritual needs.”
20.0% 20.0%

h - -

0%

0%

Yes 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: 5 Skipped: 0 Can you tell us more about this?

 “Mum is local to us as we live in Macclesfield”
(2 responses)

« “I live near the home”

« “Able to drive to the home.”

Yes
100.0% (5)

healthwatch healthwatch

Cheshire West Cheshire East



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

your friend or relative?
Answered: 4 Skipped: 1

100%
B0%
G0%%
40%

20%

0%

N
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Mo

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: 5 Skipped: 0

100%
80%
60%

40%
20.0%

2%.

Phone
calls -
own

phone

healthwatch

Cheshire West

80.0%

Fhone
calls -
Care

Home...

40.0%

Video
calls -
own

device

40.0%

Video

calls
Care

Home...

60.0% 60.0%
Email Post
-Care

Home's

device

80.0%

Wisits

20.0%

Other
(please
specify
}

Other:

* “Received cards/pictures in the

post.”
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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: 5 Skipped: 0

1009

80.0%

g80%

60%%

40%

20.0%

. -

1 (Wery 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: 25 Skipped: 4

Can you tell us more about this?

«  “Very different, but still been able to keep in touch with mum. Staff go above and beyond to help
especially with Relsapp which has been excellent but heard recently that this is going. I’m hoping it will
be replaced soon with something similar.”

«  “Wasn't very good when we had window visits and stood in all weather, cold, rain, etc./ but now get a
30 minutes visit in a pod once a week. Much better all round.”

« “The home felt like our family. We have seen that every time we visit and the way they keep us up to
date and well informed.”

«  “Very different but still able to keep in touch. Staff go above and beyond to help especially with the
Relsapp which has been excellent.”

« “Better than I could expect. Staff have gone above and beyond so we can maintain contact.”

healthwatch healthwatch

Cheshire West Cheshire East



How do you feel your friend/relative's mood has been during the
pandemic?
Answered: 5 Skipped: 0

1004%
80.0%
B0%
60%
404
20.0%
- -
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: 5 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?

Answered: 5 Skipped: 0

What makes you feel this way?

« “Staff are so lovely and friendly | feel she is being looked after very well and | am kept
informed of any changes” ( 2 responses)

« “Spoke to management and staff on a regular basis about Mum and always happy to help
with suggestions, etc.”

» “She appears happy and content where she is. Appears to know the staff very well and
likes the company of staff and other residents”

«  “Well presented, my relative is happy.”

healthwatch healthwatch

Cheshire West Cheshire East



Do you know the name of the doctor's surgery that your friend or relative
is registered with?
Answered: 5 Skipped: 0

Mo
20.0% (1)

Yes
80.0% (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: 1

o 10%% 1[]&]%

g80% 66.7%
6 0%
40% '
20%

0%

Face-to-face Phone appointments Video appointments
B B: B: B: B
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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: 1

How did they find this?
« “All went very well” (2 responses)

« “Staff rings ensuring she seen by the GP. Staff offers the surgery number if we want to
speak to the GP”

e “No issues.”
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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: 5 Skipped: 0

100%

g80%

60%

40%

20%

0%
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80.0%

o5

Mo

Sometimes

20.0%

Mot needed Don't know
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Are they being offered them currently?

Answered: 5 Skipped: 0

100%

80.0%

80%

60%

40%

20%

0o
Yes Mo

healthwatch
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Sometimes

Mot needed

20.0%

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: 5 Skipped: 0

Mo
20.0% (1)

Yes
80.0% (4)
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Did this result in them having to self-quarantine on return to their Care
Home?
Answered: 4 Skipped: 1

If yes, can you tell us more about
e their experience of this?
* No response received.

No
75.0% (3)
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Is there anything you would change about the Care Home?

 “There is nothing | could change about Hollins Park. Tracey Norbury is fantastic, always makes time to
talk to me. | know my mum is being looked after with dignity and respect” (2 responses)

*  “Until | can visit inside the care home | cannot comment on this. All | can say is this is Mum's 3rd care
home in a year, 1st one was not very good, 2nd one was fine but had to move Mum because she

needed more nursing care.”

*  “None really, we think the home is under so much pressure where in they adopted ways to care for our
loved one safely.”

* “The staff have worked incredibly hard and should be commended for their dedication. My mum is
happy and that's a great comfort to me.”
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Do you have any more comments about their experiences of the Care
Home over the past few months?

» “The visiting has been difficult ranging from garden visits, window visits and now they
have a pod in the car park which is excellent. Very warm and dry and mum is very happy
every time | come to see her. She always looks clean and always dressed well.”

» “The staff need to be recognised more”

 “My mum is treated as a member of the staffs’ family, they put me at ease with how
loving they are to her.”
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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

Or contactuson:

(3 0300 323 0006

@ Email: info@healthwatchcheshire.org.uk

[i u @HealthwatchCE

@HealthwatchCW

ﬁ Healthwatch Cheshire CIC, Sension House, Denton Drive, Northwich, Cheshire,
CW9 7LU

Company No 7791174 Registered in England
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