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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 Park House, Sandbach are as follows.

Care Provided

Type of Service: Care Home only (Residential Care) – Privately Owned , Registered for a maximum of 29 Service Users.

Registered Care Categories*: Dementia, Old Age, Physical Disability.

* Registered with regulator 'Care Quality Commission (CQC)' to provide these categories of care. Last inspected February 2021 graded Good.

Other Care Provided: Convalescent Care, Day Care, Respite Care, Sheltered Housing.

Group/Owner: Edward Dale.

Person in charge: Charlotte Ellison (Manager).

Local Authority / Social Services: Cheshire East Council.

Admission Information: Ages 65+.

Room Information: Single Rooms 29, Rooms with ensuite WC 29.

Facilities: Gardens for residents, Lift, Near Public Transport, Own Furniture if required, Phone Point in own room/Mobile, 

Smoking not permitted, Stairlift, Television point in own room, Wheelchair access.

Description and Nature of the Service



Residents' Experiences of Care Homes during the Coronavirus 

(COVID-19) Pandemic

Park House, Sandbach

11 Respondents

November 2020 - March 2021



Do you receive nursing care at your Care Home?
Answered: 10 Skipped: 1



Do you receive dementia care at your Care Home?
Answered: 8 Skipped: 3



Do you feel safe and secure in your environment?
Answered: 11 Skipped: 0

What makes you feel this way?

• Looked after.

• Everything.

• The women seem very safe, lots of company. 

• Absence from threats.

• It's just like home.

• Lots of people going around at the same time.

• Knowing there is always someone there if I need 

help.

• I don't know.

• Because I am never on my own.

• The staff.



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

items, own furniture)?
Answered: 11 Skipped: 0

Can you tell us more about this?

• I can make it my own by my own belongings, 

pictures photos.

• Own furniture items.

• I've got my Christmas decorations and a TV.

• I have things which I have brought from home.

• Everything in my room is my own.

• I have my photos. I have my flowers and plants in 

my room.



Does your own room feel fresh and clean?
Answered: 11 Skipped: 0

Why is this?

• No comments



Do you like the food and drink that you receive?
Answered: 11 Skipped: 0



Do you feel there is enough variety?
Answered: 11 Skipped: 0



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

supported?
Answered: 6 Skipped: 5



Since the Coronavirus pandemic began, do you think the food has:
Answered: 11 Skipped: 0



Are you able to have extra drinks and snacks when you want them?
Answered: 10 Skipped: 1



Can you choose to have your meals in any of the following?
Answered: 11 Skipped: 0

Is there anything else you 

would like to tell us about 

the food and drink you have 

in your Care Home?

• Very good.

• Can have your meals 

anywhere.

• No complaints.

• No problems.

• Not really.

• I would like more veg. 



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: 10 Skipped: 1

If yes, how have you been given this 

information?

• Radio and personally.

• Verbally.

• Verbally.

• Verbally.

• Verbally.

• It has been adequate.

• By the lady in charge and the staff.

• Verbally.



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

months in the same way that you used to?
Answered: 10 Skipped: 1

How has this been for you?

• Not bothered, too many things to do.

• Like my own company but enjoy being 

with others sometimes.

• In general it is good.

• Okay.

• Fine.

• Happy with my own company.

• That has not impacted me.

• Haven't been able to get close.

• Okay, but I miss the company.



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

Below are some examples, please tick all that apply.
Answered: 10 Skipped: 1



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

Below are some examples, please tick all that apply.
Answered: 8    Skipped: 3

What have you enjoyed/not enjoyed doing?

• Not being able to go out to family.

• Enjoyed reading, watching tv, listening to the radio.

• Lots of letter writing and colouring.

• I enjoy being around the other residents.

• Satisfying.

• Goodness knows.

• Don't wish to take part in the other activities.

• Enjoyed dominoes and miss the sing-a-longs.



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

spaces over the past few months?
Answered: 10 Skipped: 1

If you haven't been able to use 

any of your Care Home's 

outdoor spaces, why not?

• Movement restrictions.

• I do not want to.

• Weather not good.



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

spaces over the past few months?
Answered: 7 Skipped: 4

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

you used them?

• Bad weather but would have been okay in the summer.

• Sitting in the sun watching the fish.

• Sit outside by the pond.

• Yes, I walk around the courtyard.

• Walk around the pond without having to leave the grounds.

• Enjoy walking around the pond in the courtyard with the aid of my walker/trolley. 20 plus 

laps each day.

• Sat with my family.



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: 10 Skipped: 1

Can you tell us more about 

this?

• Used to but during the 

pandemic has stopped.

• Nobody has been.



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

Answered: 10 Skipped: 1



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

family members and/or friends?
Answered: 11 Skipped: 0



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

that apply to you.
Answered: 11 Skipped: 0

Can you tell us more about this?

• Family live local.

• They are within easy distance of this 

place.

• Family living close by have been able 

to come regularly. We have to keep 

socially distance and wear masks. 

• Family living a distance away have 

been able to come. They must arrange 

an appointment.

• Easy access.

• All regularly visited.



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

being Very Poor and 5 being Excellent
Answered: 11 Skipped: 0



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

in your Care Home?
Answered: 11 Skipped: 0

What makes you feel this way?

• Very friendly.

• I think you all treat me very well.

• Because they do treat us with dignity and 

respect.

• I always feel at home.

• They take care.

• In general because the staff are 100% carers.

• Lovely carers.



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

with?
Answered: 11 Skipped: 0



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: 10 Skipped: 1

How did you find this?

• Good.

• Arranged through the staff.

• I haven't needed medical help.



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

Opticians, have you ever been offered these in your Care Home?
Answered: 11 Skipped: 0



Are you being offered them currently?
Answered: 11 Skipped: 0



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

as clinic appointments or hospital stays?
Answered:11 Skipped: 0



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

Home?
Answered: 8 Skipped: 3

If yes, can you tell us more 

about your experience of this? 

• Got everything I want here.

• Little effect on a normal daily 

routine.

• Okay.



Has anyone helped you to complete this survey?
Answered: 11 Skipped: 0



Is there anything you would change about your Care Home?
Answered: 7 Skipped: 4

• Happy with the care home.

• Couldn't be any better.

• No.

• I am very happy. no changes necessary.

• Not really.

• No.

• I think they do their best.



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

past few months?
Answered: 8 Skipped: 3

• Covid has been kept out.

• Very happy.

• No.

• Always delightful.

• No, it’s alright.

• No.

• Missing contact with family, missing playing card games with them.

• Covid has been kept out.



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

Park House, Sandbach

5 Respondents

November 2020 - March 2021



Does your friend or relative receive nursing care at their Care Home?
Answered: 5 Skipped: 0



Does your friend or relative receive dementia care at their Care Home?
Answered: 5 Skipped: 0



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

environment?
Answered: 5 Skipped: 0 What makes you feel this way?

• I have visited frequently pre Covid and now 

have window visits by appointments. Every 

time I visit I see how wonderful the staff are in 

ensuring her safety

• Regular updates about Covid procedures and 

strict guidelines for outdoor visits only

• The staff are very attentive to my mother's 

needs.  She has dementia & is deaf & the staff 

are very patient & kind.  She knows her own 

room & how to find the lounge.

• The staff are excellent and the way they have 

responded to the Covid Pandemic has been 

exemplary.  My father had a fall in the care 

home which could not have been prevented 

without either immobilising him permanently 

or 24x7 supervision, neither of which are 

possible, the way this was dealt with was 

professional in the extreme.



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?

• Could do but chooses not to.

• Flowers, pictures, photos; her own TV 

and riser chair.

• My mother has her own furniture & 

personal items.   She is able to put 

pictures up on the wall.  She has her 

own little fridge for drinks, sweets, 

etc.

• My father has his pictures on the 

walls, his own furniture where 

wanted.



Have you been able to deliver personal items for your friend/relative?
Answered: 5 Skipped: 0

Can you tell us more about this?

• Via staff at care home.

• I have arranged before hand for 

quarantine of gifts. The staff keep them 

away from contact by others for several 

days.

• Deliver books/magazines and toiletries 

in a bag. All isolated for over a week.

• The staff take in personal items at any 

time.

• Prior to the pandemic I could deliver to 

my father, the staff or direct to his 

room.  Since the pandemic I have 

delivered to the staff and they have 

then ensured my father receives the 

items.



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?

• I miss talking to staff which was a regular thing 

prior to Covid 19 but not possible now.

• Regular emails. I talk on the phone to staff and 

managers.

• Email memos, conversation with office.

• They send out regular emails to update 

relatives.  They are also always willing to talk 

through changes on the phone.

• The information is given orally and in written 

form to my father.  The newsletter that comes 

to me is very clear and sets out the situation 

and any changes very well.



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?

• Don't know.

• Not in the same way. Mum has a 

bubble but they are socially 

distanced at separate tables. All 

clubs and activities have been 

stopped.

• Very private lady so prefers it that 

way.

• They have been able to go into the 

lounge & have meals downstairs on a 

rota basis.

• Although unwelcome it is entirely 

understandable and has helped 

retain the security of all staff and 

residents.



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: 0



What have they enjoyed/not enjoyed doing?
Answered: 5 Skipped: 0

• Sadly, she doesn't get involved too much.

• All of the above, also she benefitted from regular podiatry treatment.

• Resident would not choose to be involved and that is respected. Enjoyed reading and eating in room as 

opposed to shared dinning room.

• My mother always enjoyed the exercise classes but they have not been able to continue during the 

pandemic.

• My father has not expressed an opinion but can rarely remember any such activities a short while after 

the experience.



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: 5 Skipped: 0

If no, why not?

• But reduced access as reliant on staff having tie 

rather than me taking her outside for exercise.

• covid and weather.

• Not suitable for him in his physical condition.  

He does enjoy looking at the gardens and 

grounds from his room and the various lounges.

If yes how have they used them

• There are lovely gardens for residents to enjoy 

where possible.

• She does laps around courtyard with walker 

weather permitting.

• When allowed, we were able to take Mum 

around the grounds in a wheelchair.  They have 

also sat in the courtyard.



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?

• I believe some people from church 

have had services weekly but all pre 

Covid.

• Not religious.

• The care home used to hold regular 

services for the residents.  I am not 

sure whether these have been able to 

continue during the pandemic.

• My father is not a religious person 

and does not need spiritual guidance, 

nor is he against any contact with the 

church.



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

relative?
Answered: 5 Skipped: 0

Can you tell us more about this?

• I live close to care home so walk.

• I live10 mins away.

• Visit once a week from Congleton.

• I live locally and was able to visit whenever 

I wanted to.

• I used to go and see my father 4 or 5 times 

a week, sometimes for as little as 15 

minutes, sometimes an hour.  We could also 

take my father to our house at times for a 

change.



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

your friend or relative?
Answered:5 Skipped: 0

If no, why not?

• No comments.



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

that apply to you.
Answered: 5 Skipped: 0

Other:

• Mum is unable to use 

the others through her 

dementia, window 

appointments by 

appointment. 

• Text, as hard of hearing.



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



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

Can you tell us more about this?

• Mum struggles to use the phone and finds talking through a closed window difficult with her dementia. 

The care home do everything they can.

• Score it 3 as emotionally tough but 5 for Home’s efforts. It has been hard to stay outside when mum is 

crying for me. The staff have been exceptionally kind and loving. A shelter, a heater and telecom 

system have been set.

• Staff amazing and resident competent with text/email.

• We were able to visit inside (socially distanced) to begin with, but then visits had to be through a 

window.  My mother is deaf, so phone calls, skype have been difficult, but the staff always help and 

pass on messages.  It was good just to be able to see my mother.

• As good as it can be given his limitations and the need to keep everyone safe.



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

pandemic?
Answered: 5 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: 5 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: 5 Skipped: 0

What makes you feel this way?

• I know.

• She tells me this is the case.

• The staff in the care home are excellent.  They are always friendly and very attentive.  They help my 

mother with whatever she needs in a kind and caring way. 

• I am delighted by the behaviour of all of the staff either from directly observing them with my father 

or seeing them with other residents and staff.  I cannot praise the staff enough.



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

is registered with?
Answered: 5 Skipped: 0

If yes, what is the name of their 

registered doctor's surgery?

• Ashfields Primary Care Centre.

• Ashfields surgery Sandbach.

• Ashfields Sandbach.

• Ashfields.

• Ashfields, Middlewich Rd, 

Sandbach.



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



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?

• Don't know.

• My mother has dementia so the care home have arranged appointments.  The doctors are not visiting 

the home as far as I am aware.  A doctor would not come out to my mother before Christmas and as a 

result she is now in hospital.

• The same as before, district nurse and doctor's visits as required.



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



Are they being offered them currently?

Answered: 5 Skipped: 0

If not, can you tell us how they 

are being helped with this?

• The podiatrist has visited the 

home. The nurse would not come 

out to syringe my mother's ears.



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



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

Home?
Answered: 2 Skipped: 3

If yes, can you tell us more 

about their experience of 

this?

• My mother was confined to her room, 

but was looked after very well.  The 

staff made sure they popped in 

regularly to check on her.

• A fall resulted in a cut to head and as a 

precaution my father was taken to 

Leighton hospital and discharged in the 

early hours.  He was quarantined 

following that for 2 weeks.  The staff 

attended to his needs within his room.

• No experience, but I know the rules of 

the home insists on self quarantine 

after hospital appointments



Is there anything you would change about the Care Home?

• Indoor visiting option would be helpful. What is really required is better strategies from the 

Government and better communication of this through local health services. It has been very poor and 

very slow to date.

• Not one thing. I did my homework before mum came to Park House. I knew it was excellent and it is.

• No.

• Their response to the pandemic has been exemplary, often ahead of the government advice.  I was very 

impressed with Park House before the pandemic, this has gone even higher since.

Answered: 4 Skipped: 1



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

Home over the past few months?

• Mum does not like being cared for in the first place. Covid-19 has made everything more difficult for 

her and her mental health has deteriorated significantly. The care home have done everything they 

can to help.

• I am extremely grateful for all the hard work, support and loving care Mum has received. The carers 

have become her family in terms of one to one help and warmth.

• Full of praise for how they've adapted and coped throughout the pandemic

• The staff have done their upmost to ensure the residents have been kept safe during the pandemic.  

They have looked after them extremely well in these difficult times.

• To see the care and attention given to my father in very difficult circumstances has left me in awe of 

the staff.

Answered: 5 Skipped: 0



Feedback from Provider

The care home was invited to comment on these survey results, however at the date 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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