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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. 

Set within the beautiful Cheshire countryside, in the rural village of Bollington, this Georgian home has been carefully modernised and 

refurbished to provide a high standard of accommodation and facilities. 

Committed to providing individualised care, Mount Hall is a nursing home with a dedicated team of staff who work hard to understand the 

needs of each resident. Care plans are offered for short and long term needs and include palliative and Parkinson's care. Most bedrooms 

have en-suite bathrooms and views of the large landscaped gardens and all can be personalised to promote familiarity. 

The chef is proactive in getting to know each resident’s dietary needs and checks regularly to make sure residents remain happy by offering 

a selection of tasty and nutritious homemade meals. 

Residents benefit from the home’s dedicated activity coordinator who arranges both daily and monthly activities such as film afternoons 

and garden parties.

Type of Service: Care Home with nursing – Privately Owned , Registered for a maximum of 33 Service Users.

Registered Care Categories*: Old Age

*Registered with regulator 'Care Quality Commission (CQC)' to provide these categories of care

Other Care Provided: Convalescent Care, Own GP if required, Palliative Care, Physiotherapy, Respite Care

Description and Nature of the Service



Residents' Experiences of Care Homes during the Coronavirus 

(COVID-19) Pandemic

Mount Hall, Bollington

4 Respondents

November 2020 - March 2021



Do you receive nursing care at your Care Home?
Answered: 4 Skipped: 0



Do you receive dementia care at your Care Home?
Answered: 4 Skipped: 0



Do you feel safe and secure in your environment?
Answered: 4 Skipped: 0

What makes you feel this way?

• “The 'feel' of the place and the knowledge 

that there are always people about to help 

us.”

• “My room and environment.”



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 pictures from home on the walls but 

floor space is limited even in a large room 

because of fitted furniture. There is no 

restriction on books and small ornaments or 

vases of flowers.”

• “Brought own pictures and furniture.”



Does your own room feel fresh and clean?
Answered: 4 Skipped: 0



Do you like the food and drink that you receive?
Answered: 4 Skipped: 0



Do you feel there is enough variety?
Answered: 4 Skipped: 0



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

supported?
Answered: 1 Skipped: 3



Since the Coronavirus pandemic began, do you think the food has:
Answered: 3 Skipped: 1



Are you able to have extra drinks and snacks when you want them?
Answered: 3 Skipped: 1



Can you choose to have your meals in any of the following?
Answered: 3 Skipped: 1

Is there anything else you would like 

to tell us about the food and drink you 

have in your Care Home?

• “Some of the food is rather bland. 

There is, of course a difference 

between good home cooking and 

that which is prepared for a large 

number of people. The staff here do 

their best and are responsive to 

people with individual requirements 

and tastes.”



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: 3 Skipped: 1

If yes, how have you been given this 

information?

• “Via the carers.”

• “By word of mouth and a weekly 

newsletter/activity sheet.”



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 have my husband, who is a 

fellow resident to talk to, so I 

don't feel lonely. I can read and 

occasionally look at TV (when 

there is anything worth looking 

at!). The carers talk to us and we 

have amusing times with them.”

• “Essential!” 
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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: 2 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: 3 Skipped: 1

What have you enjoyed/not enjoyed doing?

• “There have been times when we couldn't meet other residents because of the necessity to remain in 

our own rooms so reading etc. has been a compensation for socialising.”

• “Taking part in activities such as carpet bowls, card making, music appreciation.”

• “Enjoyed talking to staff and residents. Quiz and entertainment.”



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

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



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

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

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

you used them?

• “There are areas with seating - very pleasant in fine weather. Provided 

someone can push my wheelchair, I can enjoy the spacious grounds of this very 

attractive care home - 16 acres of garden surrounded by fields, trees and 

shrubs.” 

• “Sitting outside to read the newspaper.”



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: 2 Skipped: 2

Can you tell us more about 

this?

• “Our monthly communion services 

led by a local C of E vicar have 

had to be suspended.”

• “May have been affected by Covid 

restrictions.”



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

Answered: 4 Skipped: 0



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

family members and/or friends?
Answered: 3 Skipped: 1



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

that apply to you.
Answered: 2 Skipped: 2

Can you tell us more about this?

• “Not seeing family face-to-face 

has been very difficult.”



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

being Very Poor and 5 being Excellent
Answered: 2 Skipped: 2



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

in your Care Home?
Answered: 2 Skipped: 2

What makes you feel this way?

• “The staff are excellent.”



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

with?
Answered: 2 Skipped: 2

• “Bollington.”



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: 1 Skipped: 3



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

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



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



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

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



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

Home?
Answered: 1 Skipped: 3



Has anyone helped you to complete this survey?
Answered: 3 Skipped: 1



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

Mount Hall, Bollington

6 Respondents

November 2020 - March 2021



Does your friend or relative receive nursing care at their Care Home?
Answered: 6 Skipped: 0



Does your friend or relative receive dementia care at their Care Home?
Answered: 6 Skipped: 0



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

environment?
Answered: 6 Skipped: 0

What makes you feel this way?

• “They have nothing but positive comments.”

• “My Mum is happy and content, well fed and 

entertained. The staff are very attentive and 

caring.”

• “Excellent love and care.”

• “Both parents are very settled and have 

confidence in the staff and management of the 

home. My mother additionally feels safer in 

regard to falls (she has Parkinson's Disease which 

makes falls more likely). My father is happier 

because he is with my mother and not in a 

separate dementia unit (he was in one a previous 

care home).”

• “She is as happy as can be under the 

circumstances.”

• “Past experience.”



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

personal items, own furniture)?
Answered: 6 Skipped: 0

Would you like to tell us more about this?

• “They have pictures, books from home and 

music.”

• “She has lots of photos and furniture of her own 

plus ornaments.”

• “They have been able to have put up their own 

pictures. There is some space for books.”



Have you been able to deliver personal items for your friend/relative?
Answered: 6 Skipped: 0

Can you tell us more about this?

• “I live 350miles away - my visits to their 

house have been brief and visits take 

considerable management.”

• “Until Covid set in visits were unrestricted 

and encouraged.”

• “During the pandemic personal items are 

quarantined before delivery.”

• “Previous to the pandemic - not now.  I 

have not been able to deliver further 

personal possessions personally. I have been 

able to post a limited number of things 

which have been quarantined.”

• “All of course have to be kept for 2 days 

quarantine.”



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: 6 Skipped: 0

Can you tell us more about this?

• “The manager goes in for long rather impersonal letters 

rather than salient points.”

• “Regular phone calls and updates regarding functions and my 

Mother's wellbeing.”

• “Safety for all residents is managed professionally with full 

risk assessments. Public Health advice has been followed 

throughout.”

• “Information was very regularly provided by the previous 

manager, but he had to leave to troubleshoot another care 

home and there was less information for a while in the 

summer under interim management. Recently this has 

improved somewhat under new management.”

• “Regular email updates.”



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: 6 Skipped: 0

How has this been for them?

• “I don't know.”

• “Given her age (98) she has more contact with 

other people than she would have done at 

home.”

• “In part. A great deal of isolation though to keep 

residents safe.”

• “I am aware that there may be other reasons 

why they may not socialise as much, not only the 

pandemic. However, the periods of nursing in 

isolation did increase this tendency (partly 

shyness, partly mobility issues).”

• “Very good to socialise.”



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

Below are some examples, please tick all that apply.
Answered: 5 Skipped: 1



What have they enjoyed/not enjoyed doing?
Answered: 5 Skipped: 1

• “Mum misses classical music.”

• “Music is a favourite with all residents, not so much games.”

• “A weekly activities timetable is themed and all other activities that are enjoyable. Professional 

entertainers are also enjoyed by everyone.”

• “I know that all these things do go on at Mount Hall but I am not sure how often my parents join in!  

Hairdressing for my mother was a particular loss as the regular hairdresser who was excellent can't come 

in. The staff are doing their best on this but it is not the same!”      

• “My mother enjoys all that she does.”



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: 6 Skipped: 0

If no, why not?

• “Limited staff availability.”

• “Covid!”



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

How have they used them?

• “Out in grounds in a wheelchair.”

• “When safe to do so the grounds of the home are well maintained and scenic.”

• “The opportunity is there if residents wish to take ‘garden walks'. Beautiful rural landscape and 

grounds. Walks and outdoor visits in the summer.”

• “They have been taken out for strolls around the ground in wheelchairs and have enjoyed occasional 

meals on the terrace on warm days.”

• “Weather permitting outside seating and able to walk aided in grounds.”

Answered: 6 Skipped: 0



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: 6 Skipped: 0

Can you tell us more about 

this?

• “Not a religious bone in her 

body.”

• “Recent visits and weekly 

worship.”

• “I believe that this aspect is 

covered but it is not something 

that either of them have 

mentioned.”



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

relative?
Answered: 6 Skipped: 0 Can you tell us more about this?

• “Any time.”

• “Due to all restrictions, visits have been stopped, 

though we can book slots to sit outside and have 

telephone conversations, we can also video call.”

• “All relatives are made to feel welcome.”

• “Though this entailed an Intercity rail trip and a taxi 

journey, it was easy for me, but I am not local and do 

not drive. I could never visit more than monthly even 

before the pandemic. My sister had much more of a 

problem with distance than me. I live in Birmingham 

and she lives in the Eastern Highlands of Scotland.”

• “Visited probably 3 times a week.”



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

your friend or relative?
Answered: 6 Skipped: 0



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

that apply to you.
Answered: 6 Skipped: 0

Other:

• “Few window and garden visits.”

• “Phone call via home staff.”



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: 6 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: 6 Skipped: 0

Can you tell us more about this?

• “Everything is available, given restrictions.”

• “The care home has managed a difficult and frustrating situation very well. Safety of residents is first 

at all times.”

• “Facetime has improved the quality of communication with my parents and acts as a virtual visit 

without the barriers of PPE or physical barriers.”

• “I’ve not seen relative for over 9 months due to restrictions.”



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

pandemic?
Answered: 6 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: 6 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: 6 Skipped: 0

What makes you feel this way?

• “Very kind, long standing staff, who seem to take care of patients.”

• “All the staff are very good, it’s a relatively small home - so very personal. They all know Mum and 

vice- versa.”

• “The care staff and nursing staff know Mum well. Professional love and care is always evident.”

• “There have been no complaints from either parent, but both have been very positive about the 

attitude of the staff, even when they know they have been under strain.”

• “Always been very happy with care.”

• “Relative is stroke disabled i.e. dysphasic.”



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

is registered with?
Answered: 6 Skipped: 0



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

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

medical care or support.

Answered: 5 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: 5    Skipped: 1

How did they find this?

• “I don’t really know.”

• “Excellent care.”

• “The GP visited my father regularly when he was ill with pneumonia in March (possible Covid-19, but 

untested). Care was very good and he did not have to go into hospital which was a relief as this makes 

his dementia and disorientation much worse.”

• “Very happy.”



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: 6 Skipped: 0



Are they being offered them currently?

Answered: 6 Skipped: 0

If not, can you tell us how they 

are being helped with this?

• “Spectacles broke and 

replacement pair ordered 

immediately.”

• “I think podiatry was required 

and the optician has visited my 

mother. However, she is still 

waiting for a cataract operation 

which was due in late Spring.”



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

the Care Home, such as clinic appointments or hospital stays?
Answered: 6 Skipped: 0



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

Home?
Answered: 6 Skipped: 0

If yes, can you tell us more about 

their experience of this?

• “Very occasional visits to the Opticians, 

always with a member of the care 

home.”



Is there anything you would change about the Care Home?

• “I realise there is a certain amount of you can do whatever you like. However, for someone who is shy 

and needs to get out of their room instead of staying in and having meals prolonged, insufficient 

exercise.”

• “No, the home is pleasant, the residents well cared for and looked after. Overall a good choice.”

• “That it is made sure that Mount Hall Care Home receives the very best support in these difficult times. 

Also, to speed up the vaccines for Covid and a routine that is safe for up to TWO relatives to visit at 

any time.”

• “Mount Hall is a very well appointed and welcoming care home – it’s very difficult to think of anything I 

would change. I’m not very happy that they have installed barriers for visits inside but I don't think that 

there is anything I could do to make them change this - it will have to wait till the pandemic is over and 

everyone is vaccinated and this will be a long haul!”

• “Ensure additional staffing.”

Answered: 5 Skipped: 1



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

Home over the past few months?

• “Like many homes, patients have been in their rooms for months and have cabin fever. Quarantine of 

postal items is pointless and time consuming and frustrating. I have not visited since February 2020. 

They need a hug.”

• “No.”

• “Full of praise and gratitude for the care home manager and all the staff knowing that Mum is 

receiving excellent love and care at all times.”

• “The pandemic has impacted quality of life, definitely. My mother's mobility has gotten a lot worse –

it’s difficult to know whether this would be the case anyway with Parkinson’s, but the necessity of 

isolation has not helped! Similarly, the reluctance to socialise with other residents has not been 

helped and the lack of visits from local friends has been a real loss - probably more than the loss of 

visits from myself and my sister as we have always only been able to visit rarely. Overall, I think they 

have been more bored than previously. My mother did have some excursions before the pandemic, 

which had improved her quality of life but she has lost these, of course. I have really missed being 

able to visit them in person and give them a HUG.”

• “None - due to Covid-19 restrictions imposed.”

Answered: 5 Skipped: 1



Feedback from Provider

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

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

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

www.healthwatchcheshire.org.uk

Or contact us on :

0300 323 0006

Email: info@healthwatchcheshire.org.uk

@HealthwatchCE

@HealthwatchCW

Healthwatch Cheshire CIC, Sension House, Denton Drive, Northwich, Cheshire, 

CW9 7LU

Company No 7791174 Registered in England
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