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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 Richmond House, Nantwich were last 

updated in November 2020.

Type of Service: Care Home only (Residential Care) – Privately Owned , Registered for a maximum of 42 Service Users

Registered Care Categories* Old Age

Registered with regulator Care Quality Commission (CQC) 

Group/Owner

Richmond Villages

Person in charge: Hilary Minshull (Care Home Manager)

Local Authority / Social Services: Cheshire East Council 

Admission Information: Private Funding Clients - Pre-Assessment required. Ages 55+.

Room Information: Single Rooms 40 Shared Rooms 1 Rooms with ensuite WC 41.

Description and Nature of the Service



Residents' Experiences of Care Homes during the 

Coronavirus (COVID-19) Pandemic

Richmond House, Nantwich

14 Respondents

November 2020 - March 2021



Do you receive nursing care at your Care Home?
Answered: 12 Skipped: 2



Do you receive dementia care at your Care Home?
Answered:12 Skipped: 2



Do you feel safe and secure in your environment?
Answered: 14 Skipped: 0

What makes you feel this way?

• “The staff do.”

• “The staff.”

• “Carers look after us well. Always 

go the extra mile.”

• “The fact that no one comes in and 

tells me what to do everyday and 

you're free to express yourself.”

• “Always someone around.”

• “The excellent care staff.”

• “Entry limited, pleasant staff.”

• “The staff.”



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

items, own furniture)?
Answered: 13 Skipped: 1 ` Can you tell us more about this?

• “Previously lived in a big farmhouse for over 

50 years.”

• “I have photos and my own things.”

• “Photos.”

• “Up to a point. I don't see how you can make 

it look entirely like your own.”

• “Won’t be able to be like my own home.”

• “Chest of draws, cupboard, surface items.”

• “Pictures own radio.”

• “It’s very untidy I cannot see.”

• “Pictures, own furniture.”

• “My own furniture.”

• “Photos, paintings.”



Does your own room feel fresh and clean?
Answered: 14 Skipped: 0 Why is this?

• “Most of the time. Feel staff are 

very busy.”  

• “Staff support me.”

• “It's clean enough, it depends on 

the cleaner.”



Do you like the food and drink that you receive?
Answered: 14 Skipped: 0



Do you feel there is enough variety?
Answered: 14 Skipped: 0



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

supported?
Answered: 11 Skipped: 3



Since the Coronavirus pandemic began, do you think the food has:
Answered: 14 Skipped: 0



Are you able to have extra drinks and snacks when you want them?
Answered: 14 Skipped: 0



Can you choose to have your meals in any of the following?
Answered: 13 Skipped: 1

Is there anything else you would like 

to tell us about the food and drink you 

have in your Care Home?
• “Adequate. Not to my taste.”  Q9) Not 

keen on the meals.  Q10) Feels tasteless, 

but feel own taste buds have changed.”

• “They'll get me almost anything I ask for.”

• “No complaints.”

• “It's just general food and drink -

perfectly ok.”

• “Food is alright, sometimes.”

• “Main meals are nice but big puddings are 

very nice.”

• “Everyone is very helpful. Too much 

Chicken, too much Pork the Beef is tough. 

Quality of raw material could be better.”



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: 13 Skipped: 1

If yes, how have you been given 

this information?

• “Letters, they've told me.”

• “Staff told me.”

• “Staff inform. Letters.”

• “Through the T.V and from the 

staff.”

• “Staff.”

• “Letter, personally from manager.”

• “Letters .T.V, for outside world.”

• “Letters, you tell me."



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: 4

How has this been for you?

• “Activities.”

• “Ok, would like it to go back to normal but 

that's not possible.”

• “Ok.”

• “Just the way of the world.”

• “Nobody I want to spend the time with, that's 

the trouble.”

• “It’s good for now it is.”

• “As required.”

• “I don’t.”

• “Not yet. still in isolation due to admission.”



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: 6



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: 4

What have you enjoyed/not enjoyed doing?

• “Enjoyed service.”

• “Socialising.”

• “I enjoy the arts and crafts very much. I don't like the exercise classes.”

• “Enjoy getting out of my room.”

• “Peace and quiet time.”

• “I don't go to activities.”

• “Singalongs, exercise classes, one to ones.”

• “I don't go to activities.”

• “Yes, more than I would except.”

• “I don't like activities.”



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

spaces over the past few months?
Answered: 12 Skipped: 2

If you haven't been able to use 

any of your Care Home's 

outdoor spaces, why not?

• “Initially being taken for a walk 

around the village but this has 

since stopped.”

• “Struggle with foot pain.”

• “Not available at this time.”



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

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

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

you used them?

• “Walk around.”

• “The gardens are lovely.”

• “The garden for a walk, in the wheelchair.”

• “Yes, it's pleasant enough. I go out to smoke my pipe.”

• “Yes.”

• “Yes, walks.”

• “Yes.”



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: 13 Skipped: 1

Can you tell us more about 

this?

• “Service from activity.”

• “I don't particularly want them 

met.”

• “Church service on.”

• “Local C of E vicars.”



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

Answered: 13 Skipped: 1



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

family members and/or friends?
Answered: 13 Skipped: 1



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

that apply to you.
Answered: 13 Skipped: 1

Can you tell us more about this?
• “Visits at window.”



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

being Very Poor and 5 being Excellent
Answered: 12 Skipped: 2



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

in your Care Home?
Answered: 12 Skipped: 2

What makes you feel this way?

• “Being in the care home, I have got to get used 

to being in the home. I'm used to being too 

independent.”

• “Always do what you need to do.”

• “Because people treat me with respect.”

• “Always polite .Door closed when needed .Good 

at caring.”

• “Every carer has done what they needed to do 

at the right time.”

• “They treat me very well.”



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

with?
Answered: 13 Skipped: 1



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: 13 Skipped: 1

How did you find this?

• “Did not like the video calls, I like face to 

face.”

• “OK, they are interesting and gave me the 

information I needed.”

• “Rang surgery.”



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

Opticians, have you ever been offered these in your Care Home?
Answered: 13 Skipped: 1



Are you being offered them currently?
Answered: 13 Skipped: 1



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

as clinic appointments or hospital stays?
Answered: 13 Skipped: 1



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

Home?
Answered: 10 Skipped: 4

If yes, can you tell us more 

about your experience of this? 

• “12 months ago, but I have an 

appointment soon.”

• “It was hard.”

• “Happy, just bored.”

• “Care home transport to hospital. 

Carer takes in wheelchair to clinic 

and return.”

• “It's ok, all the staff keep me 

happy.”



Has anyone helped you to complete this survey?
Answered: 13 Skipped: 1



Is there anything you would change about your Care Home?
Answered: 14 Skipped: 0

• “No.”

• “Nothing.”

• “There might be if I thought about it long enough, but they do a good job on the whole.”

• “Improve some of the food.”

• “All care staff are outstanding, nothing is too much trouble. Same for hostesses and 

ancillary staff.”

• “No.”

• “No.”

• “I would like it to be run the same way it was 5 years ago. You need a business Guru.”

• “No.”

• “No.”



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

past few months?
Answered: 10 Skipped: 4

• “No.”

• “No.”

• “The help is always there.2

• “Not really, it's been a fair place to be in.”

• “As above.” 

• “No.”

• “It's a nice place to stay.”

• “No.”

• “No.”

• “No.”



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

Richmond House, Nantwich 

2 Respondents

November 2020 - March 2021



Does your friend or relative receive nursing care at their Care Home?
Answered: 2    Skipped: 0



Does your friend or relative receive dementia care at their Care Home?
Answered: 2    Skipped: 0



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

environment?
Answered: 2   Skipped: 0 What makes you feel this way?

• No comments.



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

personal items, own furniture)?
Answered: 2    Skipped: 0 Would you like to tell us more about this?

• “She has a lovely bedroom.”



Have you been able to deliver personal items for your friend/relative?
Answered: 2    Skipped: 0

Can you tell us more about this?

• No comments.



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: 2   Skipped: 0

Can you tell us more about this?

• “She feels very safe.”



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: 2   Skipped: 0

How has this been for them?

• “A blessing.”



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: 0



What have they enjoyed/not enjoyed doing?
Answered: 2    Skipped: 0

• “Sing-a-longs and knitting.”

• Going out and walking around the grounds.”



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: 2    Skipped: 0

If yes, then have these spaces felt 

pleasant enough for them to enjoy? 

How have they used them?

• “They have lovely gardens and 

grounds.”



Over the past few months has your friend or relative's spiritual needs been met 

within their Care Home? For example, we understand some Care Homes have had 

visits from a local church.
Answered: 2    Skipped: 0

Can you tell us more about this?

• “Prays in her room.”



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

relative?
Answered: 2    Skipped: 0 Can you tell us more about this?

• No comments.



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

your friend or relative?
Answered: 2   Skipped: 0



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

that apply to you.
Answered: 2    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: 2    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: 2    Skipped: 0

Can you tell us more about this?

• No comments.



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

pandemic?
Answered: 2   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: 0



Do you feel like your friend or relative is being treated with dignity and 

respect by the staff in their Care Home?
Answered: 1 Skipped: 1

What makes you feel this way?

• “The staff are all lovely.”



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

is registered with?
Answered: 2 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: 2    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: 1 Skipped: 1

How did they find this?

• “Very happy with it.”



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: 2    Skipped: 0



Are they being offered them currently?

Answered: 2    Skipped: 0

If not, can you tell us how they 

are being helped with this?

• No comments. 



Q27: Have your friend or relative had to have any medical support outside 

of the Care Home, such as clinic appointments or hospital stays?

Answered: 2    Skipped: 0



Is there anything you would change about the Care Home?

• “She is very happy with all the care she receives”

• “More night staff are needed.”



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

Home over the past few months?

• No comments.



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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