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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 The Hawthorns, Wilmslow were last updated 

in November 2020.

Group:  Minster Care Group

Person in charge:  Karen Ruddock (Manager)

Local Authority / Social Services:   Cheshire East Council 

Type of Service: Care Home only (Residential Care) – Privately Owned

Registered for a maximum of 39 Service Users

Registered Care Categories : Learning Disability . Old Age . Physical Disability . Sensory Impairment . Younger Adults 

Admission Information: Ages 55+

Single Rooms:  39

Rooms with ensuite WC:  7

Facilities & Services:  Day Care * Respite Care * Convalescent Care * Physiotherapy * Own GP if required * Own Furniture if required * Pets by 

arrangement * Close to Local shops * Near Public Transport * Lift * Wheelchair access * Gardens for residents * Residents Kitchenette * Phone Points 

in on room/Mobile * Television points in own room * Residents Internet Access 

Description and Nature of the Service



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

The Hawthorns, Wilmslow
10 Respondents

November 2020 - March 2021



Do you receive nursing care at your Care Home?
Answered: 10 Skipped: 0



Do you receive dementia care at your Care Home?
Answered: 10 Skipped: 0



Do you feel safe and secure in your environment?
Answered: 9 Skipped: 1

What makes you feel this way?

• “I feel safe because of the staff.”

• “Because of the people that look after me.”

• “I have been supervised all the time.” 

• “The staff are very nice and I am happy.”

• “I have been here for four years and the staff have 

been good to me.”

• “Staff make me feel very secure.”



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

items, own furniture)?
Answered: 10 Skipped: 0

Can you tell us more about this?

• “When I first came I was told I was told I can bring 

my own things, very happy about it.”

• “I get to have my TV in my room.”

• “I can make my room feel like my own with my 

own items in it.”

• “No.”

• “I can make my own bed and do the things around 

the room.”

• “I haven't got my personal things around me 

because I am here temporarily.”

• “It's a nice place to live in.”

• “No, I got rid of my own stuff.”

• “My room is very small.”



Does your own room feel fresh and clean?
Answered: 10 Skipped: 0

Why is this?

• No comments were made.



Do you like the food and drink that you receive?
Answered: 10 Skipped: 0



Do you feel there is enough variety?
Answered: 10 Skipped: 0



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

supported?
Answered: 10 Skipped: 0



Since the Coronavirus pandemic began, do you think the food has:
Answered: 10 Skipped: 0



Are you able to have extra drinks and snacks when you want them?
Answered: 10 Skipped: 0



Can you choose to have your meals in any of the following?
Answered: 10 Skipped: 0

Is there anything else you would like 

to tell us about the food and drink you 

have in your Care Home?

• “It is all good.”

• “No”

• “No”

• “No”

• “More variety, less mash potatoes and 

more Chinese food.”

• “No”

• “Be consistent”

• “Nothing to complain about and very 

happy with the home.”

• “The tea is vey weak to drink, always 

need two tea bags to make a strong cup 

of tea”

• “No.”



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: 0

If yes, how have you been given this 

information?

• “Manager told us about it all and we have 

had better care and we haven't had any 

virus in the home.”

• “By the carer.”

• “No always.”

• “From the news on TV.”

• “Yes, it is their job to tell us what is going 

on outside the home.”

• “The manager sat down to tell me about 

what's going on in the home.”



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: 0

How has this been for you?

• “Good.”

• “Alright.”

• “I stay in my room.”

• “Very good.”

• “Satisfactory, but limited.”

• “None.”

• “Ok.”

• “Great.”

• “It’s been ok.”



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: 0



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: 0

What have you enjoyed/not enjoyed doing?

• “It is a good care home, it’s great and I couldn't be in a better place.”

• “Sitting with residents at Christmas and staying in my room.”

• “Having one to one with staff.”

• “Food is always on top.”

• “Talking to residents when we get together.”

• “I don't enjoy it here, I am waiting to go home.”

• “Everything and I am happy.”

• “I enjoyed my TV in my room.”

• “I enjoy singing games.”



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

spaces over the past few months?
Answered: 10 Skipped: 0

If you haven't been able to use 

any of your Care Home's 

outdoor spaces, why not?

• “Because of covid not been able 

to go outside and it is unfair.”

• “It is too cold.”



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

spaces over the past few months?
Answered: 10 Skipped: 0

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

you used them?

• “Yes, walking around the garden getting fresh air.”

• “I go out for fresh air and to have a cigarette.”

• “I go into the garden for fresh air.”

• “When weather permitted.”

• “I have a walk around the garden but not when it is cold.”

• “I go into the garden.”

• “I go in the garden for a cigarette and some fresh air.” 



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: 0

Can you tell us more about this?

• “Playing gospel music, praying in my own 

time.”

• “Not spiritual.”

• “No.”

• “Not spiritual.”

• “I pray in my own time and in my room.”

• “None.”

• “I don't go out because I pray in my own 

room.”

• “I don't believe.”

• “No.”



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

Answered: 10 Skipped: 0



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

family members and/or friends?
Answered: 10 Skipped: 0



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

that apply to you.
Answered: 10 Skipped: 0

Can you tell us more about this?

• “Everything is good overall.”

• “Staff always help me.”

• “My opinion is the food, lack of 

variety.  I am happy the care home has 

kept us safe during the pandemic. 

commendable!”

• “No.”

• “Staff help at times when needed.”

• “I am just happy to be amongst my 

friends in the home.”

• “It could be better, I don't like the 

lounge.”

• “No.”



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

being Very Poor and 5 being Excellent
Answered: 10 Skipped: 0



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

in your Care Home?
Answered: 10 Skipped: 0

What makes you feel this way?

• “I can do what I like.  The staff always show 

their support.”

• “The care I receive.”

• “They always respect me.”

• “They listen to me.  The way staff 

communicate and they respect my space.” 

• “Because I make people laugh.”

• “Everyone is very friendly and I have been 

treated right and with respect.”

• “Staff always there but not enough of them.”



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

with?
Answered: 9 Skipped: 1

• “Wilmslow Health Centre.”

• “No, moving home.”



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: 9 Skipped: 1

How did you find this?

• “Very good.”

• “I didn’t see the doctor at first.”

• “Good.”

• “Reasonable.”

• “Good.”

• “Not easy.”

• “OK.”



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

Opticians, have you ever been offered these in your Care Home?
Answered: 9 Skipped: 1



Are you being offered them currently?
Answered: 8    Skipped: 2



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

as clinic appointments or hospital stays?
Answered: 9 Skipped: 1



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

Home?
Answered: 9 Skipped: 1

If yes, can you tell us more 

about your experience of this? 

• “I was ill and ended up in 

hospital.”



Has anyone helped you to complete this survey?
Answered: 9 Skipped: 1



Is there anything you would change about your Care Home?
Answered: 9 Skipped: 1

• “After the pandemic and I would like to go out on day trip.”

• “No.”

• “No, not really.”

• “None.”

• “Change the food choices.  To include more other food allowing us a selection that is more 

appealing.”

• “The service.  More staff with more time.”

• “No.”

• “I'm not bothered about the care home.  Residents shouting in the lounge, I don't like it.”

• “I would like days out after everything is over.”



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

past few months?
Answered: 7 Skipped: 3

• “No.”

• “Not really.”

• “None at all.  I find the care staff always help me.”

• “None.”

• “None.”

• “No.”

• “No.”



Friends and Relatives' Experiences of Care Homes 

during the Coronavirus (COVID-19) Pandemic

The Hawthorns, Wilmslow

8 Respondents

November 2020 - March 2021



Does your friend or relative receive nursing care at their Care Home?
Answered: 8 Skipped: 0



Does your friend or relative receive dementia care at their Care Home?
Answered: 8 Skipped: 0



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

environment?
Answered: 6 Skipped: 2 What makes you feel this way?

• “He appears to be very happy. All his needs are 

met with having dementia the staff ensure his 

worries are resolved.”

• “Frequent falls.”

• “I had a friend who I used to visit at the 

Hawthorns and she seemed very happy there.”

• “I don’t know the 'CQC inspection' published 5 

December 2020 reported that safe requires 

improvement and because of Covid 19  I been 

unable to speak directly to mother.”

• “Frequent staff attention. Room not isolated.”

• “Mum is very happy. She's put weight on. The staff 

are loving and caring.”

• “Regular communication with my father and the 

staff.”

• “I contact them on a daily basis so I would be 

made aware if this was not the case.”



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

personal items, own furniture)?
Answered: 8 Skipped: 0 Would you like to tell us more about this?

• “He has his own bedding and TV and music. He only 

arrived in November 2019 so not changed any furniture 

as Covid started in 2020.”

• “I have moved a television from home and his reclining 

chair.”

• “Own television, chair, pictures, photographs of family 

etc.”

• “No issues over what she'd like there.”

• “Favourite chair, wall pictures, wall clock.”

• “The Hawthorns have been very good in letting my mum 

put whatever she likes in her room regarding furniture, 

ornaments, curtains etc. They have always been willing 

to do anything in her room that she required.”



Have you been able to deliver personal items for your friend/relative?
Answered: 7 Skipped: 1

Can you tell us more about this?

• “We take biscuits, sweets and take anything the staff 

ask us to take.”

• “He loves his fruit pastilles and a drink of his 

favourite liquid (beer) which I provide and tissues.

• Magazines, clothes, sweets, hearing aid.”

• “I haven't seen Mum for a long time. My husband is 

on chemo so we are self isolating. But I have been 

able to handover toiletries and new clothes to a 

carer at the door.”

• “Online retail orders.”

• “We have been able to drop any shopping mum 

requires at  the main entrance door.”



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: 8 Skipped: 0

Can you tell us more about this?

• “We receive emails regarding visiting rules.”

• “Emails. Phone calls.”

• “I see him as often as possible. I am able to book in 

advance, and let him know when.”

• “Been able to speak to staff when requested.”

• “I get emails and photos of my mum to keep up.”

• “Updates by email.”

• “I haven't really been informed about anything other than 

in the early months I received an email regarding visiting 

when it was allowed. I am still waiting to hear what the 

arrangements are for Christmas however I do appreciate 

they might not know much themselves yet.”



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: 8 Skipped: 0

How has this been for them?

• “As far as I am aware he mixes with other 

residents.”

• “My friend is happy in his own company.”

• “He is able to spend time with other residents, 

but he chooses not to.”

• “Resident very deaf which is the main isolating 

issue. Not easy to resolve.”

• “I am assuming so but as a care home they don't 

actually do anything to create an environment 

where all the residents would mix socially or 

otherwise.”



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

Below are some examples, please tick all that apply.
Answered: 7 Skipped: 1



What have they enjoyed/not enjoyed doing?
Answered: 7 Skipped: 1

• “Bingo, Gardening.”

• “My friend does not like joining any activities.”

• “They have many of these activities but prefers to watch his television.”

• “Enjoyed all the above, especially bingo.”

• “Hair and manicure much appreciated. Deafness I feel prevents her wanting to join in on some 

activities.”

• “They don't actually do any activities in the home pre-pandemic during the pandemic and I am sure 

post pandemic. This has been a common complaint for this care home.”



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: 8 Skipped: 0

If no, why not?

• Not wanted to as far as I'm aware.



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

How have they used them?

• “Gardening, planting, feeding the birds.”

• “Recently the weather has been such that he's only been out to dentist.”

• “In summer outside in gardens, in care with relation, walk in wheelchair with daughter 

in the village.”

• “For secure meetings with relatives until the change in rules prevented this.”

• “Yes.”

• “Not really it is only a small garden and mum has used it only to get some fresh air, you 

could actually walk round it in less than 2 minutes!”



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: 8    Skipped: 0

Can you tell us more about this?

• “Resident not religious. Does get depressed 

at not seeing relatives and friends.”



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

relative?
Answered: 8 Skipped: 0

Can you tell us more about this?

• “We live quite close and we're able to take him to 

cafe's and visit's to his friend.”

• “The home is only a few minutes away. The home is 

so close that I can nip home for something and be 

back in a few minutes.”

• “The care home is close to all her family.”

• “Care home is close to where I live.”

• “It is in walking distance and there is no restrictions 

on visiting times.”    

• “I live 200 miles away. My brother is local.”



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

your friend or relative?
Answered: 8 Skipped: 0

If no, why not?

• “I haven't been to see Mum as 

my husband is on chemo and we 

are self isolating.”



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

that apply to you.
Answered: 8 Skipped: 0

Other:

• “In garden in September.”

• “I see him as often as 

possible.”

• “Visiting through window of 

nursing home.”

• “Visits not allowed at 

present. Have stood outside 

window sometimes.”



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: 7 Skipped: 1



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: 2

Can you tell us more about this?

• “No problems keeping in touch. We can always call the home to ask my step-father to answer his 

phone.”

• “I see him as often as I can but due to the present virus situation I can only see him from outside 

through a window.  He has bad depression.”

• “Very difficult because mother very deaf, making hard to understand the conversation.”

• “Not care homes fault. Staff dedicated and kind. Again deafness the main issue.”

• “I would normally visit my father once a month. Lockdown has prevented this but daily calls and 

occasional facetime have really helped.”

• “Obviously not being able to go inside the home visits are difficult. They are currently through a 

window which at present is too cold for mum to stand at and for visitors to stand on soil or grass to 

chat. Again I appreciate it may be the best there is!”



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

pandemic?
Answered: 7    Skipped: 1



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

respect by the staff in their Care Home?
Answered: 8 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: 2

What makes you feel this way?

• “Since the changes in the home last year, the staff are very caring and follow procedures and 

understand his needs.”

• “The staff are extremely caring and helpful. Unfortunately due to his condition he has a tendency to be 

rude, which is NOT like him, he has always been such a gentleman.”

• “According to CQC report states that caring requires improvement.”

• “Genuine kindness and willingness to help.”

• “My father tells me how they treat him.”

• “My mum is the kind of person she would certainly let me know if this was not the case.” 



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

is registered with?
Answered: 8    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: 6 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: 6 Skipped: 2

How did they find this?

• “The doctor and district nurse have still visited as normal.”

• “Effective.”

• “No problem reported.”

• “N/A”

• “The care home has taken care of medication needs.”

• “Doctors have visited when it has been really necessary and the home has a nurse attending every week 

which has been invaluable.”



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: 8    Skipped: 0



Are they being offered them currently?

Answered: 8 Skipped: 0



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

the Care Home, such as clinic appointments or hospital stays?
Answered: 8 Skipped: 0



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

Home?
Answered: 4 Skipped: 4



Is there anything you would change about the Care Home?

• “There are always changes taking place in the home since the new manager took over, but appear 

to be for the better. As we haven't been inside the home for many months I am unsure at this 

present time.”

• “Yes, to get the improvements made by CQC inspection as soon as possible.”

• “Not really. Of course any increase in entertainments, pets to stroke, etc would be welcome.”

• “I would try to involve the residents in some activities as it has been very lonely and depressing 

being sat in your room with only a television for company for all these months. There just hasn't 

been any attempt to do anything but I have to say they didn’t do anything before but at least 

residents could have visits and actually go out!”



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

Home over the past few months?

• “Lots of positive changes since the new manager took over and hopefully its status can change to 

good as the staff have been through a difficult time but this does not appear to affect the care 

given.”

• “The re-introduction of visits - even across a plastic screen would make a big difference to 

residents’ periods of feeling low.”

• “We are very pleased with the care and support.”

• “I think I have covered everything.”



Feedback from Provider

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