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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.

healthwatch healthwatch

Cheshire West Cheshire East



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 Inglewood, Disley were last updated in May
2021.

At Inglewood Residential Care Home residents enjoy a homely atmosphere within a family environment. We encourage them to live their
lives as they wish, enjoying the independence of which they are capable, whilst receiving the support that they may need. Family and
friends are welcome to visit at any time and refreshments are always freely available. Inglewood is a beautiful Victorian house, retaining
many original features; and is quietly located next to Lyme Park, owned by the National Trust. We are only five minutes drive from Disley
village.

Residents are looked after in a safe, caring environment, where all our staff are specifically trained to be able to manage the changing
needs of our residents. We maintain a warm, homely and non-institutional environment where our residents can relax in their own private
bedrooms or participate in the social activities on offer.

Type of Service: Care Home only (Residential Care) - Privately Owned , Registered for a maximum of 22 Service Users.

Registered Care Categories*: Dementia, Old Age.
*Registered with regulator ‘Care Quality Commission (CQC)' to provide these categories of care.

Other Care Provided: Day Care, Own GP if required, Respite Care.
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Residents' Experiences of Care Homes during the
Coronavirus (COVID-19) Pandemic

Inglewood, Disley

4 Respondents

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

No
100.0% (4)
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Do you receive dementia care at your Care Home?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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Do you feel safe and secure in your environment?
Answered: 4 Skipped: 0

What makes you feel this way?

“I always feel safe with the staff.”
 “The staff.”

«  “Absolutely because we have a very
competent manager who makes sure all the
covid rules are obeyed and all staff are
concerned for our welfare.”

« “All the staff they are wonderful.”

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?

“I have my photographs, | like my room.”

*  “My room has everything | need and reminds
me of home.”

«  “Yes, mine just feels like a little house. |
feel that when | come into my room I’m
coming into my own home its warm and

comfortable.”
Yes « “l have my own chair, calendar, photographs;
100.0% (4) anything | want in my room | can have.”
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Does your own room feel fresh and clean?
Answered: 4 Skipped: 0

Why is this?

« No comments provided.

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

Yes
100.0% (4)
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Do you feel there is enough variety?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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If you have any special dietary requirements (e.g. vegetarian), are these
supported?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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Since the Coronavirus pandemic began, do you think the food has:
Answered: 4 Skipped: 0

Stayed the same
100.0% (4)
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Are you able to have extra drinks and snacks when you want them?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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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
have in your Care Home?

e .., ¥ 00 ¥ 00
so « “The food is very good, too good,
60% my trousers don’t fit.”
40% o
« “l enjoy the food, yes.”
20%
0%  “We are involved in the menu
Dining room Other communal room Own room ChOiCE’S. I have pUt On tOO mUCh
B Bvo BB sometimes [ Don't know weight with all the delicious 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: 0
If yes, how have you been given this
information?

“The staff tell me.”

100%

80%

« ‘| get told of any changes and the
staff have been like my family.”

60%

40%

» “The staff keep us in the loop all the
time.”

20%

0%

Yes No Sometimes *  “My family receive monthly
newsletters and we do too. Alice also
informs me of any changes
immediately.”
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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

How has this been for you?

« ‘I like sitting with the ladies
especially at meal times.”

100%

80%

*  “Nothing has changed, we have
always socialised together.”

60%

40%

20%

0%
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: 4 Skipped: 0

100%
100 0% 0% 0% 1050% 1050% 10&0% 1050%
75.0%
80%
60%
40% 25.0%
20% I
0%
Singalon  Board Arts & Exercise Hairdres Bingo Themed Get
gs Games Crafts classes sing evenings Together
s with
other...

B ves Brno [ 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: 4 Skipped: 0

What have you enjoyed/not enjoyed doing?

« “l enjoy having my hair and nails done too.”
« “Everything, | enjoy the crosswords and all together.”
» I like the crosswords, quizzes, games and the garden when its nice.”

» “Being outside when the weather was nice, seeing family members and the festive
activities.”
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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

o0s outdoor spaces, why not?

10000

80% *  “Not applicable.”

60%

40%

Yes No My Care Home doesn't
have any outdoor
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Have you been able to go outside into any of your Care Home's outdoor
spaces over the past few months?
Answered: 4 Skipped: 0

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

» “The patio and garden.”

« “Definitely, the garden is great.”
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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

100%
80%
60%

40%

25.0%

N -

0%

Yes No
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Can you tell us more about
this?

* “| receive a newsletter from
my church.”

75.0%

Sometimes Not required
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Before the pandemic, could friends and family easily travel to visit you?

Answered: 4 Skipped: 0

100%
80%
60%
40%

20%

0%
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: 4 Skipped: 0

100%
80%
60%

40%

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%

80%

60%

40%

20%

0%
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25.0%

Phone
calls -
own

phone

75.0%

Phone
calls -
Care

Home...

25.0%

Video
calls -
own

device

50.0%

Video
calls -
Care
Home...

Email
-own
device

- Care

Can you tell us more about this?

“I love X visiting.”
e - “| see and speak to them most
days, the staff help me with the
phone.”

« “It’s been very good.”

« “l have been able to see all my
children face to face in the
Home's summer and winter.”

device

Email Post Visits Other
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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: 3 Skipped: 1

100%
80%
60%

40%

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: 4 Skipped: 0
What makes you feel this way?

“The staff are kind and they know me
well.”

« “Always, the staff are wonderful.”

«  “l respect and appreciate them very
much they respect me back. | am very
grateful of them risking their lives to
look after me.”

* “The staff know me and | trust them.”

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

« “Disley.”
« “Disley.”

» “School House Surgery,
Disley.”

No
50.0% (2)

Yes
50.0% (2)
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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: 3  Skipped: 1

100%
]00—.0% 100—.0%

80%
60%
40%

20%

Face-to-face Phone appointments

B B: B: B: B Bne

healthwatch
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How did you find this?

 “Good, Dr X has contacted us
- regularly.

* “If | need to see the doctor or nurse
Alice arranges this for me. We speak
with the doctor regularly.”

Video appointments
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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%

80%
60%
40% 25.0%
20%

0%

Yes No Sometimes Not needed
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Are you being offered them currently?

Answered: 3 Skipped: 1

100%

80%

60%

40%

20%
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33.3%

Yes

66.7%

No

Sometimes

Not 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

No
100.0% (4)
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Did this result in you having to self-quarantine on return to your Care

Home?
Answered: 2 Skipped: 2

100%
80%
60%
40%

20%

Yes
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No

Don't know

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

* No comments provided.
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Has anyone helped you to complete this survey?
Answered: 4 Skipped: 0

100%
80%
60%
40%

20%

| have | was helped by | was helped by Other (please
completed it Care Home staff friends or specify)

r r -1
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Is there anything you would change about your Care Home?
Answered: 3 Skipped: 1

* “No |l like it here.”
*  “Nothing.”

* “No, I’m happy.”
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Do you have any more comments about living at your Care Home over the
past few months?
Answered: 2 Skipped: 2

*  “No, they have done what they could, are staff are wonderful.”

« “l have missed seeing my family but | feel safe and the home could not have
done more.”
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Friends and Relatives' Experiences of Care Homes
during the Coronavirus (COVID-19) Pandemic

Inglewood, Disley

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
25.0% (1)

No
75.0% (3)
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Does your friend or relative receive dementia care at their Care Home?
Answered: 4 Skipped: 0

No
25.0% (1)

Yes
75.0% (3)

healthwatch healthwatch

Cheshire West Cheshire East



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

environment?
Answered: 4 Skipped: 0

100%

80%

60%

40%

20%

0%

Yes

healthwatch
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No

Sometimes

Don't know

What makes you feel this way?

“All the staff are caring and compassionate. They
all go the extra mile to protect and provide for all
the needs of the residents. Has a friendly, family
atmosphere. The family of residents are treated
with the same compassion as the residents.”

“General atmosphere, staff attitudes, provision of
information by the home including emailed
newsletters with photos and videos.”

“I get regular updates from care home; they've
had no Covid cases among residents; relative
always seems happy when | visit.”

“I am confident that my mother would most
certainly tell me if she felt unsafe and insecure.
I am confident that she feels absolutely safe and
secure.”
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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?

«  “Unfortunately my mother is suffering from
dementia so this is difficult to achieve at the
present time.”

100% » “Has small room. | was able to put some photos
75.0% on wall but space very limited. Relative not
so% bothered, sleeps a lot.”

*  “Mum has photographs and family pictures on
her wall. She has been able to bring many

60%

40%

25.0% possessions and items from her bungalow to
20% have in her room, and she has been able to
make it homely and as she wants it.”

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?

* “Photos, ornaments, plants, clothing.”

* “l have been asked to replace items of clothing
which | did.”

» “l have been able to deliver personal items for
mum and these have been taken by staff on
arrival for sanitisation before giving to her.”

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?

« “There have been regular email updates concerning
changes to home policies both as mandated by local
authorities or government and those instituted
independently by the home.”

«  “Yes, | get regular updates via email newsletter
plus updated care plan.”

«  “Yes, | am 100% happy with all the information |
have received. The communication from the Care
Home has been absolutely excellent and the effort
that has gone into keeping in touch has been

Yes
100.0% (4) extremely impressive.”
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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
How has this been for them?

e “Not sure.”

o o «  “They send me newsletters with photos
80% and information on resident’s activities
in which they are encouraged to
participate in things the carers

60%

o 25.0% organise, so | know mum is having
- - plenty of interaction with the other
- residents and receive plenty of

ves e somerimes parne attention from the staff also.”
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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: 0

100%
100.0% 1050% 10&0% 1050% 75.0% 10&0% 1050% 1050%
. (4]
80%
60%
40% 25.0%
20% I
0%
Singalon  Board Arts & Exercise Hairdres Bingo Themed Get
gs Games Crafts classes sing evenings Together
s with
other...

B ves Bne [ sometimes
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What have they enjoyed/not enjoyed doing?

Answered: 4 Skipped: 0

«  “As my mother has dementia she cannot remember.”

« “Relative now 100 plus and very sleepy most of the time so no longer wants to
participate.”

«  “Mum is enjoying the basketball and crosswords. As far as | know she is not disliking any
of the activities.”
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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: 0
If no, why not?

» “Too frail - although in summer
75.0% she got out on to the patio in a
wheelchair.”

100%

80%

60%

40% 25.0%

20%

0%
Yes No 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?

Answered: 4 Skipped: 0

»  “Photos provided have shown the residents socialising in the garden during the summer
months.”

« “Been able to sit outside in garden or on patio.”
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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: 2 Skipped: 2

100%
80%
60%
40%

20%

Yes

healthwatch
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No

Sometimes

Not needed

Don't know

Can you tell us more about this?

“Mum hasn't mentioned a visit from a
local church but she does sometimes
forget to tell me things. However, mum
has a bible which she reads every day
and when | visit we have chats about
verses from the bible, and talk about
anything that has occurred to her.”
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Before the pandemic, could you easily travel to visit your friend or

relative?

Answered: 3 Skipped: 1 .
Can you tell us more about this?

* “The home was open for visits at any
time which was possible, if not ‘easy’
due to living in the South of England.
Visits were therefore made on a
reasonably regular basis.”

Yes
100.0% (3)
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Over the past few months, have you been able to keep in contact with
your friend or relative?
Answered: 3 Skipped: 1

If no, why not?
100% « “Not applicable.”
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: 3 Skipped: 1

100%
100%0%
80%
60%
40%
20%
0%
Phone Phone Video Video Email Email
calls- calls- calls- calls -own - Care
own Care own Care device Home's
phone Home.. device Home.. device
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Post

66.7%

Visits

Other
(please
specify
)

Other:
* No comments
provided.
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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

100%

80% 66.7%

60%

33.3%

40%

20%

0%
1 (Very Poor) - 5 (Excellent)

1 2 3 4 5
hea . - . . N _ Ithwatch
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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?

« “Visits, which were naturally not possible for several months, have been limited both in
terms of availability (booking system), and duration (20-30 minutes). Living approximately
5 hours drive away means a long day for a very short visit.”

* “For a small care home, I've been impressed by their determination keep residents safe,
keep relatives updated and make arrangements for safe indoor visits.”

« “It has been difficult to not be able to see mum as often but it is understandable under
the circumstances and it is much better to be cautious. | agree with the strict rules and
mum does too.”
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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%
40%

20%

healthwatch
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Consistently
felt low

Ups and downs

Consistently
felt happy

No change
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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%

80%

60%

40%

0%
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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?

«  “Words cannot express how empathetic, sensitive and caring all the staff are.”

« “The staff always have a very friendly, helpful attitude, both towards me and my
relative.”

«  “Always impressed by their attitude when | visit - caring and friendly and they know all
her whims.”

*  “Mum has been in the Care Home for five years now which is a long time and over this
period | have seen first hand myself how absolutely exceptionally outstanding the staff are
towards the residents in every conceivable way.”
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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

No « “Disley.”
25.0% (1)
» “Schoolhouse Surgery,
Disley.”
« “Disley.”
Yes
75.0% (3)
healthwatch healthwatch
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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: 3 Skipped: 1

100%
10&)%

80%
60%
40%
20%

0%
Face-to-face

B B: B: B

healthwatch
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100-.0 %

Phone appointments

[ B

B A

66.7%

33.3%

Video appointments
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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: 3 Skipped: 1

How did they find this?

« “ADbit confused.”
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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%

40%

healthwatch
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Yes

No

Sometimes

Not needed

Don't know
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Are they being offered them currently?

Answered: 4 Skipped: 0
If not, can you tell us how they

are being helped with this?

 No comments provided.

100%
75.0%
80%

60%

40%

25.0%
0%
Yes No Sometimes 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

Yes
25.0% (1)

No
75.0% (3)
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Did this result in them having to self-quarantine on return to their Care
Home?

Answered: 2 Skipped: 2 If yes, can you tell us more
about their experience of this?

*  “My mother complained of a sore
throat and the care manager took
her to a test centre for a covid
test. On return she stayed in
isolation for 24 hours. The test

Yes came back negative. This was

50.0% (1) before tests became more widely
available. | was kept informed at
every stage. | know that they
explained everything to Mum but
due to her condition she does not
remember.”

No
50.0% (1)

*  “Not applicable.”

healthwatch healthwatch

Cheshire West Cheshire East



Is there anything you would change about the Care Home?

Answered: 4 Skipped: 0

° “NO. »
° “NO. »
» “Given her frailty and tendency to sleep most of the day, no.”

 “l can't fault it. Has a lovely family atmosphere with friendly and caring staff, it is
well run and well organised. There's nothing | would change.”
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Do you have any more comments about their experiences of the Care
Home over the past few months?
Answered: 3 Skipped: 1

« ‘| consider that my husband and | were very fortunate to find a place at Inglewood for
my mother. We spent a lot of time visiting care homes in the area so we are aware of
the homes available. | am convinced that Mum would not be here if she did not receive
the outstanding care at Inglewood.”

° “NO »”

«  “Every effort has been made to keep up residents spirits during the last few months and
| know for sure that these efforts will continue due to the dedication of the staff
there.”
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Feedback from Provider

The care home was invited to comment on these survey results, however, at the time of publication no
feedback had been received.
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This report comes with huge thanks to our small team of
committed staff, and the incredible volunteers who work to
deliver Healthwatch Cheshire, particularly in these changed, and
changing, times.

www.healthwatchcheshire.org.uk
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