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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 Leycester House, Knutsford are as follows:

Leycester House is highly regarded in the local community, providing expert care for older people including 24 hour care, day 

care and respite care services.

The home has a vibrant programme of entertainment and activities for residents to enjoy, which is designed to reflect the 

interests of people living in the home.

- Group/Owner: Minster Care Group - Person in charge: Jeanette Oldbury (Manager) - Local Authority/Social Services: Cheshire East Council 

- Admission Information: Ages 55+ - Room Information: Single Rooms 40; Rooms with ensuite WC 0

Facilities & Services: Close to Local shops; Close to local shops, gardens, near public transport, own furniture if required, pets by arrangement, 

residents internet access, residents kitchenette, television point in own room, wheelchair access.

Latest CQC Report (January 2019) – Rated as GOOD: see link here Download CQC inspection report.

Leycester House, Knutsford has its own website which can be accessed here.

Description and Nature of the Service

https://www.cqc.org.uk/location/1-4453091220
http://www.minstercaregroup.co.uk/our-care-homes/leycester-house/


Residents' Experiences of Care Homes during the 

Coronavirus (COVID-19) Pandemic

Leycester House, Knutsford

17 Respondents

November 2020 - March 2021



Do you receive nursing care at your Care Home?
Answered: 17 Skipped: 0



Do you receive dementia care at your Care Home?
Answered: 17 Skipped: 0



Do you feel safe and secure in your environment?
Answered: 16 Skipped: 1

What makes you feel this way?

• “Getting to know people and I know if needed I will 

get the care I need”

• “Staff, it's home”

• “Absolutely, I do the love care and attention I receive”

• “Properly fixed up for me”

• “Atmosphere and everything”

• “Because the staff are very caring and make me feel 

secure”

• “Carers.”



Do you feel safe and secure in your environment?
Answered: 16 Skipped: 1

What makes you feel this way?

• “Staff are nice”

• “Everything”

• “Everybody is so kind and I'm never turned away if I need anything”

• “The staff generally and the building itself”

• “Always someone around to help if I need them”

• “Everybody is so friendly and helpful and any problems I have someone to talk to”

• “Feel safer here than at home. I used to fall at home.”



Are you able to make your room look and feel like your own (e.g. personal 

items, own furniture)?
Answered: 16 Skipped: 1 Can you tell us more about this?

• “I have all I need”

• “I have a variety of things from home”

• “It feels like home, I get a lovely feeling”

• “I have my own things”

• “I like it exactly as it is”

• “The staff have done this for me”

• “It’s so so”

• “I have many of my things from home”

• “Yes I have my own things here”

• “I don't need much”

• “It’s like my own”

• “I have my own TV and pictures up and everything I 

need it feels like home”

• “I try to make it look more homely.”



Does your own room feel fresh and clean?
Answered: 16 Skipped: 1

Why is this?

• “It’s cleaned daily.”



Do you like the food and drink that you receive?
Answered: 16 Skipped: 1



Do you feel there is enough variety?
Answered: 16 Skipped: 1



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

supported?
Answered: 16 Skipped: 1



Since the Coronavirus pandemic began, do you think the food has:
Answered: 16 Skipped: 1



Are you able to have extra drinks and snacks when you want them?
Answered: 16 Skipped: 1



Can you choose to have your meals in any of the following?
Answered: 16 Skipped: 1 Is there anything else you would like to 

tell us about the food and drink you have 

in your Care Home?

• “I like a wider variety of veg and I like 

different food to what’s offered”

• “I like the food”

• “It's great”

• “I'm not keen, I like to eat more fish except 

shellfish”

• “More variety at teatime”

• “Usually there is enough without needing 

extra”

• “I really don't like the food”

• “Everything is lovely and if there is anything I 

want they accommodate me.”

• “It's fine”



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: 15 Skipped: 2 If yes, how have you been given this 

information?

• “It's always on TV and staff explained”

• “Everyone is open about everything”

• “By mouth”

• “Carers”

• “I feel they could be a bit more particular as I 

am hard of seeing”

• “Verbally staff have communicated 

appropriately”

• “Informed about staff wearing masks and 

pinnys.”



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

months in the same way that you used to?
Answered: 15 Skipped: 2

How has this been for you?

• “I like it this way”

• “Fantastic, I love it”

• “Like normal, everyone is happy and 

thoughtful”

• “Ok, I’m not much of a socialiser”

• “It has been nice to spend time with other 

residents.”



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

Below are some examples, please tick all that apply.
Answered: 15 Skipped: 2



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

Below are some examples, please tick all that apply.
Answered: 15 Skipped: 2

What have you enjoyed/not enjoyed doing?

• “Everything”

• “Singing and Dough Gym but I enjoy all the staff and their qualities”

• “I have enjoyed skittles and Dough Gym with singalong”

• “I like my own TV and quietness”

• “I enjoyed the cards and coffee mornings with my friends”

• “Singing. I have enjoyed the arts and crafts”

• “I have enjoyed feeling part of a family here and there is nothing I haven't enjoyed”

• “I like listening to the radio in the lounge”

• “Making Christmas cards for my family”

• “I enjoyed singing but I don't know all the words”

• “I don't like to join in activities.”



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

spaces over the past few months?
Answered: 15 Skipped: 2

If you haven't been able to use 

any of your Care Home's 

outdoor spaces, why not?

• “I haven’t wanted to”

• “Haven’t wanted to go out in the 

communal area”

• “It’s been too cold outside.”



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

spaces over the past few months?
Answered: 15 Skipped: 2

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

you used them?

• “Great, they help me a lot”

• “The courtyard I have enjoyed a few times”

• “Yes”

• “They are ok.”



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: 15 Skipped: 2

Can you tell us more about this?

• “Just feel sad I can’t go to church”

• “I’ve watched church on the TV”

• “I used to go to church but not 

regularly”

• “No church service”

• “I’m not very religious.”



Before the pandemic, could friends and family easily travel to visit you?

Answered: 15 Skipped: 2



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

family members and/or friends?
Answered: 14 Skipped: 3



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

that apply to you.
Answered: 12 Skipped: 5

Can you tell us more about this?

• “I would like to be able to see my sons 

more”

• “I have been lucky my family have 

been coming to the window”

• “My family lives too far away”

• “I find it makes me sad and depressed”

• “It’s been difficult not seeing my 

family very often”

• “It's been difficult due to lockdown”

• “The staff have been brilliant.”



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

being Very Poor and 5 being Excellent
Answered: 14 Skipped: 3



Do you feel like you are being treated with dignity and respect by the staff 

in your Care Home?
Answered: 14 Skipped: 3

What makes you feel this way?

• “I'm being looked after and I have banter with them”

• “They are great”

• “Definitely staff are amazing. I love them they make me 

feel like I'm at home and it's very energising”

• “Most people are very nice that work here”

• “Attitude of people working here”

• “Carers make me feel right”

• “Just does, if I require anything the girls always try to do 

it as I want”

• “I suppose it’s what I expect, the staff are all on my 

wavelength”

• “They just do, they look after me as I want them to”

• “Staff generally, no rough handling anyway”

• “There is always someone to help and look after me.”



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

with?
Answered: 14 Skipped: 3

• “Toft Road Surgery”

• “Annandale Medical Centre.”



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: 15 Skipped: 2

How did you find this?

• “It’s been OK”

• “Nurse doesn't diagnose correctly”

• “I saw the nurse I don't really think she 

knows what she is doing”

• “The staff deal with all this”

• “Doctors don't seem to want to visit, staff 

contact them but sometimes they don't 

come.”



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

Opticians, have you ever been offered these in your Care Home?
Answered: 15 Skipped: 2



Are you being offered them currently?
Answered: 15 Skipped: 2



Have you had to have any medical support outside of the Care Home, such 

as clinic appointments or hospital stays?
Answered: 15 Skipped: 2



Did this result in you having to self-quarantine on return to your Care 

Home?
Answered: 7 Skipped: 10

• “Felt lonely, it was boring but I 

had no choice”

• “It was ok as I spend a lot of time 

on my own.”



Has anyone helped you to complete this survey?
Answered: 15 Skipped: 2



Is there anything you would change about your Care Home?
Answered: 15 Skipped: 2

• “I like it here”

• “No, not a thing”

• “The nurse”

• “I haven’t really given it any thought”

• “I love it here”

• “Not really”

• “I don’t think so”

• “Nothing, it’s like one big family.”



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

past few months?
Answered: 14 Skipped: 3

• “No I don't think so, it’s efficient2

• 8 responded “No”

• “Not really”

• “It's a place of harmony, kindness and thoughtfulness. All the things you require when you 

are at your lowest”

• “No, I’m happy”

• “It’s been great.”



Friends and Relatives' Experiences of Care Homes 

during the Coronavirus (COVID-19) Pandemic

Leycester House, Knutsford

4 Respondents

November 2020 - March 2021



Does your friend or relative receive nursing care at their Care Home?
Answered: 4 Skipped: 0



Does your friend or relative receive dementia care at their Care Home?
Answered: 4 Skipped: 0



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

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

• “My relative used to fall and was becoming increasingly 

frightened in her own home. She also suffers from 

anxiety which has improved in her Care Home setting. 

She tells me this and my own observations of her 

behaviour lead me to form this opinion.”

• “I feel sure my Mum is happy. She appears clean, well 

clothed and well fed. She’s very old and requires a lot of 

care although not fully suffering ‘dementia’ her age has 

now resulted in mental health limitations. There is good 

security at all entrances and there seems to be adequate 

staff available to care for residents. There is excellent 

management and I believe there is full compliance to 

regulatory rules.”

• “She is well looked after, fed and kept clean. If there are 

any issues I know I will be contacted. She cannot get out 

and wander off which is really important to me as she 

has dementia.”



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?

• “They have their own chair, curtains, photos 

etc.”

• “She has not been able to bring any of her own 

furniture as the room is too small but she does 

have some of her personal items.”

• “She has photographs up in her room but the 

furniture belongs to the home.”



Have you been able to deliver personal items for your friend/relative?
Answered: 4 Skipped: 0

Can you tell us more about this?

• “Unfortunately because of Coronavirus restrictions all 

personal items have to be delivered through the staff; 

subsequent discussions with my relative suggest she may 

not have received all the items delivered. Her hearing 

aids appear to be a particular issue.”

• “I’ve sent in new clothes, plants for her room and 

occasional chocolates.”

• “Before COVID I was able to take things in as needed.”



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?

• “I've not always been sure of what the visiting 

restrictions have been. I don't like to ring because I 

know the home are busy so I rely on being sent emails. 

I have had a couple of emails telling me about visits 

being allowed but I did not immediately know when I 

was able to visit. At the start I rang and I was told it 

was possible to have a video call. I don't think I would 

have known this without ringing.”

• “Sometimes had to contact care home to find out 

necessary information.”

• “She is keeping informed through national media and 

the carers appear to be updating her about internal 

arrangements.”



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?

• “Sometimes confined to own room”

• “Difficult because she is severely visually 

impaired and moderately hearing impaired so 

as social distancing is maintained she cannot 

make out peoples outlines and conversation is 

not easy.”

• “My Mum has limited ability to communicate 

with others but has spent time with others. 

Lockdown has been especially difficult for care 

home residents but this home has done its best 

throughout.”



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



What have they enjoyed/not enjoyed doing?
Answered: 3 Skipped: 1

• “Enjoyed quiz sessions”

• “She enjoys listening to television and radio.” 

• “Mum has enjoyed painting Christmas decorations.”



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?

• “The care home does not have any 

outside space.”

• “She feels the cold too much and 

there has been poor weather.”



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

How have they used them?

• “They have used outdoor meetings with relatives while it is good there is shelter and seating it is 

not so good that the noise from the kitchen extractor fans impairs conversation.”

• “I believe there is an inner courtyard for her to walk around. I have not seen this so cannot 

comment on it.”



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

Can you tell us more about this?

• No comments were made.



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

relative?
Answered: 4 Skipped: 0

Can you tell us more about this?

• “55 minute car drive each way but as I am in good 

health I can cope with that. It was very disappointing 

that when placing my relative in a Care Home the 

social worker would not consider placing her in one 

within my local area where she was on the waiting lists 

for four homes and one actually had a vacancy at that 

time. I was ill with a flu like illness so I was unable to 

intervene. It felt like as long as they got her out of 

hospital it didn't matter where she went.” 

• “Very easy to visit, although difficult in the week as 

tea time is the same time I return home from work and 

it feels a little late to visit afterwards as she gets 

more confused in the evenings. I also have my own 

children to sort out so at times I can't get there until 

6pm which does feel too late. It is a shame dinner is at 

4.30 as this would be a great time to visit.”



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?

• “She is unable to use a mobile phone and the pandemic 

regulations have meant the cordless home phone could not be 

taken to her. There have also been lengthy periods where no 

visits at all (even outdoors) have been permitted so on 

occasions I have not been able to contact her for up to six 

weeks.”

• “I have had a couple of calls and a few socially distanced 

visits however her hearing is poor. She cannot hear me 

through the mask/screen and from a 2m distance. As a result I 

have not felt like it is right to visit as it is quite distressing 

for me and she doesn't get much out of it as she can't hear 

me. Phone calls are not great again as she can't hear me. The 

video calls were my favourite as we could see and hear each 

other but I did need a staff member there to help translate 

for her, as she sometimes missed what I was saying. However, 

I understand that this is not always possible due to staff 

needing to be elsewhere.”



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

that apply to you.
Answered:  4 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: 4 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: 4 Skipped: 

Can you tell us more about this?

• Sometimes dependent on particular staff being available to arrange video call.

• The most noticeable issue is the variation depending on which member of staff is on duty.

• It just doesn't suit an old lady with poor hearing and dementia. However this is not the care home's 

fault. They are doing what they can within the rules. I would have liked more video calls but I am out 

at work all day through the week so I think I am not around at an appropriate time to be able to do 

this.



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

pandemic?
Answered: 4 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: 4 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: 2    Skipped: 2

What makes you feel this way?

• “Know most of the carers”

• “Every time I see her she relates a list of small things she has asked people to do that did not get done. 

As she is blind things have to be in the right place so an example would be, she knows her shoes are not 

in the right place but because she is blind she asks the carer to put them in the right place so she can 

find them, but it doesn't happen!”



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

is registered with?
Answered: 2 Skipped: 2



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



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?

• “I am not sure as she would not have the memory to talk to me about this.”



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



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 were made.



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



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?

• No comments were made.



Is there anything you would change about the Care Home?

• “Better communication”

• “More consistency of carers”

• “Sometimes I think her room could be cleaner. She has a habit of hiding rubbish in her drawers and this 

is not always cleaned in a timely manner.”  



Is there anything you would change about the Care Home?

• One respondent wrote ‘No’.



Feedback from Provider

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

68

Residents

Do you like the food and drink that you receive?

Menus are completed on a daily basis and we endeavour to provide the residents with the meals of their choices. All dietary 

requirements can be met. Residents are offered three choices for the day, however alternatives can be offered with the 

cook.  

All dietary requirements known are catered for on a daily basis.

Coronavirus has not had any impact on the food provision.

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

Group activities have been restricted due to the pandemic and external entertainment coming into the home has been 

prohibited. Activities have been provided on a one to one basis.

Have your spiritual needs been met?

The local church has provided DVDs of the church service for our residents to watch if they chose too.

How have you found medical care and support?

The home request visits on a daily basis from the GP and D/N’S

Other Health and wellbeing service?

All residents are offered Podiatry, Optical and Hairdressing weekly or on request and visits take place on the day.



Feedback from Provider

Continued

69

Friends and Family

Friends and relatives receiving information?

All nominated family members were kept informed via E mail regarding visiting restrictions and the availability of Zoom 

calls.

Care Home outside space?

We have an enclosed courtyard and facilities at the front of the building for undercover outdoor visits and for residents 

to sit outside if they wish to as many did due to the nice weather in April.

It has been an extremely difficult time over the last twelve months due to the pandemic. We have strived to ensure that 

all our residents were kept safe and well. We have had no deaths due to covid and our home has remained covid free 

throughout the pandemic. All our staff have worked tirelessly to ensure that the home and everybody in it including 

staff were kept clean, comfortable, well fed and entertained. We have done our best to limit the impact during an 

extremely difficult period…

Kind Regards

Jeanette Oldbury

Home Manager.



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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