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

Park Mount, Macclesfield - Cheshire East

November 2020 - March 2021
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Introduction

Healthwatch Cheshire is the local independent consumer champion for health and care services. As part of our core activity
we seek the views and experiences of residents of Cheshire East, and Cheshire West and Chester to help inform how health,
care and wellbeing services are delivered.

One way we would normally do this would be to undertake our statutory function of Enter and View. The COVID-19
pandemic has meant that we have been unable to conduct this regular activity since March 2020, and being unable to visit
care homes and experience them first-hand during this period means that our ability to gain views and experiences has been
reduced.

To maintain our connection and to enable us to continue gathering opinions across Cheshire we developed two
questionnaires to gain the views of those living in care homes, and care homes with nursing, and their experiences of care
during the COVID-19 pandemic, and also of their friends and relatives.

We know and appreciate how difficult a period this has been for people living and working in Care Homes, with changes to
the way things are happening on an almost daily basis and restrictions on visiting having to be put in place. We would like to
say a big thank you to everybody who has taken the time to respond to these questionnaires, as well as to care home staff
for their support in ensuring access to the surveys and in assisting people to respond.

The following is the findings of our two questionnaires from residents of your care home, and then their friends and family.
We invite you to provide your feedback on the points raised in these findings, which will be included at the end of this
report. The report will be shared with the Integrated Care Partnership, Local Authority commissioners, Care Community
leads, NHS Clinical Commissioning Group, voluntary and community organisations, and published on our website.
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Description and Nature of the Service

The following details are taken from the website Carehome.co.uk which is an independent, informative site with a
comprehensive list of over 17,000 care homes.

- Group/Owner: Pallottine Missionary Sisters - Person in charge: Allyson Attward (Care Manager) -Local Authority / Social Services: Cheshire
East Council

- Admission Information: Ages 60 + - Room Information: Single Rooms 36; Shared Rooms 3; Rooms with ensuite WC 36

Facilities & Services: Close to Local shops; Gardens for residents; Lift; Minibus or other transport, Near Public Transport; Own Furniture if
required; Pets by arrangement; Phone Point in own room/Mobile; Residents Internet Access; Residents Kitchenette; Stairlift; Television point in
own room; Wheelchair access.
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Residents' Experiences of Care Homes during the
Coronavirus (COVID-19) Pandemic

Park Mount, Macclesfield

12 Respondents

November 2020 - March 2021
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Do you receive nursing care at your Care Home?
Answered: 11 Skipped: 1

Yes
18.2% ()

Mo
81.8% (9)
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Do you receive dementia care at your Care Home?
Answered: 11 Skipped: 1

Mo
45.5% (5)

Yes
54.5% (6)
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Do you feel safe and secure in your environment?
Answered: 11 Skipped: 1

What makes you feel this way?

“There are a lot of people around and normally |
am alone and my family agree.”

* “l have good people looking after me.”
»  “Staff are always around . Everyone is very close.”
« “Because staff are at hand, if needed.”

» “The staff are so caring and friendly.”

Yes o “« . . . o1 9y
100.0% (1) Attentive caring staff who are like family.
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Are you able to make your room look and feel like your own (e.g. personal
items, own furniture)?

Answered:11 - Skipped: 1 Can you tell us more about this?

“l have my TV and radio.”

Somewhat « “l was admitted last September, photos were put up in December.”

« “l understand there are certain rules and restrictions but more than not |
can do what | like with the déecor.”

« “l'am very happy with my pictures on the wall as they are mine.

» Pictures and own bits and bobs.”

* “l have my own pictures and TV.”

« “l share a room with my wife. It’s spacious with room for a bedroom area
and living area. We have our furniture and pictures. Wonderful view of
garden and hills.”

 “l'share a room with my husband and it is spacious with room for a
bedroom area and living area. We have our own en-suite. We have

Yes furnished it with our own furniture and pictures. Wonderful view of
90.9% (10) gardens and hills.”
«  “The caretaker/handyman is so very helpful and nothing is too much
trouble for him...always happy to help whether it’s to hang a picture or
healthwatch fix the tele. healthwatch
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Does your own room feel fresh and clean?

Answered: 11 Skipped: 1

Sometimes

Yes
90.9% (10)
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Why is this?

“Always clean, it’s very good.”

“My room is always kept clean.”

“It’s always kept clean.”

“Cleaned daily by the staff.”
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Do you like the food and drink that you receive?

Answered: 11 Skipped: 1
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Sometimes
9.1% (1)

Yes
90.9% (10)
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Do you feel there is enough variety?

Answered: 11 Skipped: 1
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Sometimes
9.1% (1)

Yes
90.9% (10)
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If you have any special dietary requirements (e.g. vegetarian), are these
supported?
Answered: 8 Skipped: 4

Mo
12.5% (1)

Yes
87.5% (M
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Since the Coronavirus pandemic began, do you think the food has:
Answered: 11 Skipped: 1

Stayed the same
100.0% (11)
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Are you able to have extra drinks and snacks when you want them?
Answered: 9 Skipped: 3

Mo
22.2% (2)

Yes
T7.8% (T
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Can you choose to have your meals in any of the following?

Answered: 10  Skipped: 2

100% 1@

0%

0% 50.0%

33.3%
40%

16.7%

- .

0%
Dining room Other communal room

B Bro B sometimes [ Dont know
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T7.8%

M.1% 11.1%

Own room

Is there anything else you would like
to tell us about the food and drink you
have in your Care Home?

“No, I'm happy”

“It would be nice to have a glass of wine

now and again. | Enjoy XX’s cakes.”

“I always like the drinks and sometimes

like the food”

* “Drinks and cakes are brought round in
the morning and afternoon. We enjoy the
food.”

*  “No.
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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: 11 Skipped: 1

100%
80%
60%
40%
20%

0%
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63.6%

Yes

18.2%

Mo

18.2%

Sometimes

If yes, how have you been given this
information?

“I’ve received 2 generic emails.”

“I get most of it off the TV.”

“Carers have told me.”

“Staff explain well and don't hide things.
If asked they will explain the best they
can”

“Tv. ”

“The staff kept my daughter well
informed.”

“Speaking for my aunt who has dementia, |
have been kept well informed about things
at all times.”
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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: 11 Skipped: 1 How has this been for you?
«  “Very lonely.”

100% « “It’s frustrating that | can’t go outside, but |
understand why.”

B0% « “l'sit with people in the dining room.”

54.5% «  “Okay.”

po «  “We have mixed and a good programme of

o 36.4% activities has been provided for when we
have felt like it. We’re only confined to

205 0.1% rooms when an outbreak of Covid caused a
lockdown.”

0% L *  “We have mixed and a good programme of

fes Mo Sometimes

activities has been provided for when we
have felt like it. Only confined to room when
outbreak of covid or self isolation before
hospital admission.”

“My Aunt is bed ridden.”
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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: 9 Skipped: 3

100%
T1.4%
80% 66.7%
60.0% 57.1%
s00p | 20.0%
4[!4!]"!]% A04040% 40.0%40.0
0.0%§20.20:0%JMNZ0.0% 00.0%0; 22.2%
J453% 4,3%
I I 1.1%;
Singalon  Board Arts & Exercizse Hairdres Bingo Themed  Get
Es Games Crafts classes sing evenings Together
s with
other..,

. Yes . Mo . sometimes
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Do you feel there have been enough activities and things for you to do?
Below are some examples, please tick all that apply.
Answered: 9 Skipped: 3

What have you enjoyed/not enjoyed doing?

“Singing.”

«  “I’ve disliked not being able to go out.”

» “Talking to other people.”

» “Enjoyed painting with XXXX.”

“Don’t know.”

“Enjoyed it all.”

* “As my daughter is filling this form in for me she can't comment.”
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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: 10  Skipped: 2

100%

If you haven't been able to use

B0% 000 any of your Care Home's

outdoor spaces, why not?

“Too cold.”

« “Safety, they can't watch us all at
the same time so you have to pre-
arrange it.”

0% *  “Never mentioned it.”

‘fes Mo My Care Home doesn't
have any outdoor

0%

40.0%

40%

20%
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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: 10 Skipped: 2

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

“Yes, | go for walks.”
° “Yes. »”
° “Yesﬂ

«  “Walked in large well maintained garden and sat on decking.”
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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: 11 Skipped: 1

100%
0%
63.6%

60%

40%%

20%

0%

Yes

healthwatch

Cheshire West

Sometimes

18.2%

Mot required

Can you tell us more about
this?

“l go to Mass.”

* “Can go to Mass, when you choose
to.”

*  “If we want a chapel is on site

and we can attend a service.”

“Nuns are in the home at all

times and the priest often blesses

my Aunt.”
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Before the pandemic, could friends and family easily travel to visit you?

Answered: 11 Skipped: 1

100%

80%

60%

404%

20%

O

healthwatch
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Y

9.1%

Mo, it was too far
or difficult to get

Y-

healthwatch

Cheshire East



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

family members and/or friends?

Answered: 11 Skipped: 1

100%

g80%

60%

40%

200%

0%

healthwatch
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T2.7%

o5

Mo

27.3%

Sometimes

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

that apply to you.

Skipped: 1

Answered: 11

100%

T2.7%
80%

B0% | 45.5%

40%
20%

0%
Phone  Phone
calle-  calls-
own Care
phone  Home..

healthwatch
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27.3%

Video
calls -
own

device

45.5% 45.5%

18.2%

Video Email Post Visits Other

-Care
Home's
device

Email
calls - - OWn
Care device
Home...

Can you tell us more about this?

“I have to make several calls to the
landline to arrange a time and then the
mobile is frequently missing.”

* “In summer visits, on the decking socially
distanced. In winter in partitioned off
area of the dining room. My Daughter
wore full PPE; mask, apron, gloves and
temperature tested. It’s as good as
possible whilst adhering to the rules.”

« “The staff have done their best to
facilitate visits while keeping everyone
safe as possible. Visits have been outside
on the decking or in the dining room
which was part partitioned off.”
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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: 8 Skipped: 4

100%

g80%

20.0%

60%%

37.5%

40%

12.5%

1 (Wery Poor) - 5 (Excellent)

20M%

0%

B H: 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: 11 Skipped: 1

Sometimes
18.2% (2)

Yes
81.8% (9)

healthwatch
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What makes you feel this way?

» “Staff are absolutely lovely towards me doing the
day to day care, I’m clean and well cared for.”

» “They're very nice. No one gets angry, no one tells
me what to do”

«  “Staff always treat me with dignity and respect.”
*  “Not sure.”

» “The staff are caring people who treat me with
respect, have a joke with me and keep my spirits
up. »”

»  “The staff are caring people who treat me with
respect.”

»  “The staff are always respectful of my Aunt’s
privacy and dignity.”
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Do you know the name of the doctor’s surgery that you are registered
with?
Answered: 10  Skipped: 2

e “Cumberland House”

e  “Park Green”

Mo
50.0% (5)

Yes

50.0% (5) e “Cumberland House”

“Cumberland House.”
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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:

100%

80%

60%

40%

20%

0%

9 Skipped: 3
37.5% 37.5%
25.0
Face-to-face
| B: B: B

healthwatch
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T.4%

28.6%]

Phone appointments

B

| A

Video appointments

How did you find this?

“Ok. ”
“Fabulous”

“My health needs are always met. Podiatry
is offered not sure about opticians. Offered
when not in lockdown.”

“My health needs are always met.”
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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: 10  Skipped: 2

100%

g80%

60%

40%

200%

0%

healthwatch
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20.0%

o5

20.0%

Mo

20.0%
10.0%
Sometimes Mot needed
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Are you being offered them currently?
Answered: 10  Skipped: 2

1009
800G
600G
40.0%
400G
20.0% 20.0% 20.0%

- - -

O
Mo Sometimes Mot needed
healthwatch healthwatch

Cheshire West Cheshire East



Have you had to have any medical support outside of the Care Home, such
as clinic appointments or hospital stays?
Answered: 9 Skipped: 3

Mo
33.3%(3)

Yes
56.7% (6)
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Did this result in you having to self-quarantine on return to your Care
Home?
Answered: 7 Skipped: 5

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

100%%

* “l had to quarantine for 2 weeks when
the 1st case of Covid massively
impacted mobility. | was unable to
walk, and I’m now in a wheelchair. |
also have a pressure sore from
hospital.”

80%

571%

50%

42.9%

0%

20%
“l was unwell and didn't mind

0% isolating.”

Yes Mo Don't know

* “In hospital at present due to
fracturing my hip 3 weeks ago. I’ve also
been for a day care bladder cancer
procedure.”
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Has anyone helped you to complete this survey?
Answered: 10  Skipped: 2

100%
2004
50% 50.0%
0% 30.0%
20.0%
- -
0%
| have | was helped by | was helped by Other (please
completed it Care Home staff friends or specify)
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Is there anything you would change about your Care Home?

« “Itis ok, but not like home.”

« “Easier communication and more email updates.”

»  “More external visits by people who do interesting talks.”
* “Nothing at all.”

« “Not really.”

« “Can’t think of anything.”

° “NO »
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Do you have any more comments about living at your Care Home over the
past few months?

“Missed my family and not being taken out.”

“It’s been very challenging and lonely with only one visit, my health has been severely impacted and I’ve seen a
huge decline in mental and physical health.”

“No, just putting up with boredom.”

“If I had to be anywhere, I’d rather be here.”
“Not being able to see family.”

“No. »”

“This year has been very difficult so | can’t fill this questionnaire in properly, but what | can say - the staff at
Park Mount have done a fantastic job keeping my husband and all the residents safe. I’ve been kept well
informed and even been sent lists of activities that have been provided. I’ve spoke to my husband on the phone
when he’s been a bit anxious. When visiting by appointment was allowed it was all done with great care.
Finally, the staff have always made us feel very welcome and shown us love and respect. God bless them all.”

“Park Mount has met all my needs and made me as happy and settled as possible. I’m treated as an individual
and can't thank the staff enough for their outstanding care.”

“Park Mount staff have met all my needs and made me as happy and settled as possible. I’m treated as an
individual with care and respect and can't thank the staff enough for their outstanding care, which is a comfort
to us and my family.”
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Friends and Relatives' Experiences of Care Homes
during the Coronavirus (COVID-19) Pandemic

Park Mount, Macclesfield

3 Respondents

November 2020 - March 2021
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Does your friend or relative receive nursing care at their Care Home?
Answered: 2 Skipped: 1

Mo
50.0% (1)

Yes
50.0% (1)
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Does your friend or relative receive dementia care at their Care Home?
Answered: 2 Skipped: 1

Mo
100.0% (2)
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Do you feel your friend or relative is safe and secure in their
environment?
Answered: 3 Skipped: 0

100% What makes you feel this way?

a0%

50% * “Lots of carers around them.”

oo * “Everywhere is clean and secure, only

staff know the codes for

0% .
entrances/exits.

0%
fes Mo Sometimes Don't know
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Is your friend or relative able to make their room feel like their own (e.g.
personal items, own furniture)?
Answered: 3 Skipped: 0

100%:

80% o Would you like to tell us more about this?

60% e “Photos.”

40% » “They hang pictures and have their books. It’s a

”
_— very homely room.

3.4% - 3-4%
[ ] |
0% ° “No.”

Yes Mo Somewhat Don't know
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Have you been able to deliver personal items for your friend/relative?
Answered: 3 Skipped: 0

Can you tell us more about this?

«  “Daughter regularly drops stuff off”

«  “Daughter and son have regularly delivered items.”

Yes
100.0% (3)
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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: 3 Skipped: 0

Can you tell us more about this?

« “Staff, we are kept regularly informed.”

Yes
100.0% (3)
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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: 3 Skipped: 0

How has this been for them?

100%
 “Yes, in the lounge and dining room.”

BO% 66.7%
« “Nice as they didn't have to change
anything.”

60%

33.3%

40%

20%

0%
fes Mo Sometimes Don't know
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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: 2 Skipped: 1

100%
1{]5{]% 1{]5{]% H]Eﬂ%
804%
60% 20 .5040% 20 5040%0 50:0% 20 .50:0%D.050.0%
40%
20%
0%
Singalon  Board Arts & Exercizse Hairdres Bingo Themed  Get
Es Games Crafts classes sing evenings Together
s with
other..,

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

» “The hairdresser coming.”

 “Walking in the garden, having nails done, having hair done. Don't enjoy the singalongs.”

*  “Painting with XXXX.”
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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: 3 Skipped: 0

If no, why not?
100

e  “Too cold in the winter.”
80% 66.7%

&0%

33.3%

40%

20%%

0
fes Mo The Care Home

doesn't have any
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If yes, then have these spaces felt pleasant enough for them to enjoy?
How have they used them?

 “There’s lots of flowers to look at.”

«  “Yes, definitely.”
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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: 3 Skipped: 0

100%%
Can you tell us more

80% 1 667% about this?
60%%
« “Been to mass.”
33.3%
40%
20%%
0%
fes Mo Sometimes Mot needed Don't know
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Before the pandemic, could you easily travel to visit your friend or

relative?
Answered: 3 Skipped: 0
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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: 0

100%%
B0%%
G0%
400
200

O

Yes
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Mo

Sometimes

MA
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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: 0

100%%

80%  66.7% 66.7% 66.7%  66.7%

33.3% 33.3%
Phone  Phone Yideo Video Email Email Post Visits  Other
calls -  calls- calls -  calls - owWn - Care (please
own Care own Care device Home's specify
phone  Home.. device Home.. device }
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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: 0
1009

80%
60%%

40%

B B: B:

healthwatch

Cheshire West

B -

33.3%

1 (Wery Poor) - 5 (Excellent)

B

66.7%
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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.

Can you tell us more about this?

“Very content there.”
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How do you feel your friend/relative's mood has been during the

pandemic?
Answered: 3 Skipped: 0

100%
80%
60
A40%

200%

healthwatch

Cheshire West

Consistently
felt low

Ups and downs

Consistently
felt happy

Mo 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: 3 Skipped: 0

100%

g80%

60%

40%

200%

0%

healthwatch
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66.7%

o5

Mo

33.3%

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?

What makes you feel this way?

«  “Very independent but staff always offer help. If she say she’s fine staff leave her to get on with what
she’s doing.”

«  “Staff offer help. Given own personal space when needed.”
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Do you know the name of the doctor's surgery that your friend or relative
is registered with?
Answered: 3 Skipped: 0

Mo
33.3% (1)

Yes
66.7% (2)
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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: 0

o 10850 % 1[]&]% 1[]&]%
g80%
60%%
40%
200
0%

Face-to-face Phone appointments Video appointments

B B: B: B: B Bre
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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.

How did they find this?

“Overall, it was fine.”
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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: 3 Skipped: 0

100%

g80%

60%

40%

200%

0%

healthwatch
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66.7%

o5

Mo

33.3%

Sometimes

Mot needed

Don't know

healthwatch

Cheshire East



Are they being offered them currently?

Answered: 3 Skipped: 0

100%

80% 66.7%

g0%

33.3%

404

20%

Yes Mo Sometimes Mot 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: 3 Skipped: 0

Yes
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Did this result in them having to self-quarantine on return to their Care
Home?
Answered: 2 Skipped: 1

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

* “Had to go into hospital due to being

Yes unwell. Didn't mind isolating after.”
50.0% (1)

Mo
50.0% (1)
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Is there anything you would change about the Care Home?

« “Some things.”
* “No, they’re quite happy there.”

° “NO. »
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Do you have any more comments about their experiences of the Care
Home over the past few months?

*  “Not really.”

« “Satisfied with staff and home generally.”
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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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