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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 Laurels, Congleton were last updated in 

November 2020.

Group: Pearlcare

Person in charge: Michele Jackson (Home Manager)

Local Authority / Social Services: Cheshire East Council

Type of Service: Care Home only (Residential Care) – Privately Owned , Registered for a maximum of 36 Service Users 

Registered Care Categories: Old Age

Other Care Categories: Day Care; Own GP if required; Physiotherapy; Respite Care

Admission Information: Ages 65-130. 

Single Rooms: 34 Shared Rooms: 1

Rooms with ensuite WC: 20.

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; Smoking not permitted; Television point in own 

room; Wheelchair access

Description and Nature of the Service



Residents' Experiences of Care Homes during the 

Coronavirus (COVID-19) Pandemic

The Laurels, Congleton 

4 Respondents

November 2020 - March 2021



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



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



Do you feel safe and secure in your environment?
Answered: 3 Skipped: 1

What makes you feel this way?

• “Lots of people around.”  

• “Well looked after.”

• “Lots of staff and people around.”

• “Its run properly. Happy Environment. Feel 

supported.”



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

items, own furniture)?
Answered: 4 Skipped: 0

Can you tell us more about this?

• “Pictures of the family.”

• “Nice bed.”

• “Nice room.”



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

Why is this?

• “If too hot I would say.”



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



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



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

supported?

Answered: 2 Skipped: 2



Since the Coronavirus pandemic began, do you think the food has:
Answered: 4 Skipped: 0



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



Can you choose to have your meals in any of the following?
Answered: 4 Skipped: 0

Is there anything else you would like 

to tell us about the food and drink you 

have in your Care Home?

• “It’s alright I like it.”

• “I enjoy a nice bit of rum and black 

before bed.”

• “Food lovely and plenty of it.”

• “It’s lovely, very pleased with the food 

and drinks.”



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: 4 Skipped: 0

If yes, how have you been given this 

information?

• “Not sure all the time.”

• “We are told by staff.”

• “Talking about it.”

• “Through asking the staff.”



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

months in the same way that you used to?
Answered: 4 Skipped: 0

How has this been for you?

• “Nice.”

• “Enjoy spending time with friends I’ve met.”

• “I like people’s company.”

• “Nice to sit with friendly faces.”



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

Below are some examples, please tick all that apply.
Answered: 4 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.

What have you enjoyed/not enjoyed doing?

• “Enjoyed activities.”

• “Love singing and dancing and having a laugh.”

• “Enjoyed visiting relatives at the window.”

• “Enjoy joining in.”



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

spaces over the past few months?
Answered: 4 Skipped: 0

If you haven't been able to use 

any of your Care Home's 

outdoor spaces, why not?

• “Weather not nice now.”

• “In quarantine when the weather 

was hot but weather isn’t nice 

now.”



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

spaces over the past few months?

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

you used them?

• “Could be a beautiful area.”

• “Nice garden.”



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: 4 Skipped: 0

Can you tell us more about 

this?

• “Would like a church service.”



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

Answered: 3 Skipped: 1

Can you tell us more about 

this?

• “Family visit at times.”

• “Came to visit often came from 

all over.”

• “Family still come but stand 

outside.”



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

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

Can you tell us more about 

this?

• “Yes at window visits and video 

call and on own mobile.”



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

that apply to you.
Answered: 4 Skipped: 0



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

being Very Poor and 5 being Excellent
Answered: 4 Skipped: 0



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

in your Care Home?
Answered: 4 Skipped: 0

What makes you feel this way?

• “Ladies nice and treat me with dignity and 

respect.”

• “If rude to me I would tell them not to be.”

• “Lovely staff and people.”

• “Definitely very happy with the staff and 

environment, marvellous staff.”



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

with?
Answered: 4 Skipped: 0

What makes you feel this way?

• “Can’t remember the name but I know where it 

is.”



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: 4 Skipped: 0

How did you find this?

• “Very Good.”

• “OK.”

• “I like face to face, as the video call isn't 

great as I can't hear well, but it's okay.”



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

Opticians, have you ever been offered these in your Care Home?
Answered: 4 Skipped: 0



Are you being offered them currently?
Answered: 3 Skipped: 1



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

as clinic appointments or hospital stays?
Answered: 4 Skipped: 0



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

Home?
Answered: 4 Skipped: 0



Has anyone helped you to complete this survey?

Answered: 4 Skipped: 0



Is there anything you would change about your Care Home?

• “Would like a Sun newspaper.”

• “Nice to have entertainment back in.”

• “No I like it here.”

• “Not really I’m personally very happy.”



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

past few months?

• “No.”

• “Nice and clean.”



Friends and Relatives' Experiences of Care Homes 

during the Coronavirus (COVID-19) Pandemic

The Laurels, Congleton

1 Respondent

November 2020 - March 2021



Does your friend or relative receive nursing care at their Care Home?
Answered: 1 Skipped: 0



Does your friend or relative receive dementia care at their Care Home?
Answered: 1 Skipped: 0



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

environment?
Answered: 1 Skipped: 0 What makes you feel this way?

• “Window visits to view what is happening inside the 

home. Talking to relative.”



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

personal items, own furniture)?
Answered: 1    Skipped: 0 Would you like to tell us more about this?

• “I haven't seen the room, therefore can't see 

what she needs. Reclining chair can't be 

accepted due to corridor.”



Have you been able to deliver personal items for your friend/relative?
Answered: 1 Skipped: 0

Can you tell us more about this?

• “Need to label then they're quarantined. Even a bag of 

sweets which could easily be wiped. Relative has dementia 

and doesn't know where or who the things have come from. 

Quarantined items have stayed in longer than required 

(i.e. been forgotten until asked about).”



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: 1 Skipped: 0

Can you tell us more about this?

• “Communication from the home re both personal 

and general changes has been lacking.”



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: 1 Skipped: 0

How has this been for them?

• “Except for 5 weeks of isolation.”



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

Below are some examples, please tick all that apply.
Answered: 1 Skipped: 0



What have they enjoyed/not enjoyed doing?

• “Relative enjoys being active but also is content to sit quietly. This is respected. Good Facebook photos 

of activities. The activities coordinator has been brilliant.”



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: 1 Skipped: 0

If no, why not?

• “As far as I'm aware the 

only time she's been 

outside was during the one 

outdoor visit. This might 

have been relative's 

choice.”



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

How have they used them?

Skipped



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: 1 Skipped: 0

Can you tell us more about this?

• “I don't think visits from anyone 

have been allowed.”



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

relative?
Answered: 1 Skipped: 0

Can you tell us more about this?

• “Relative went into care home in June 

so we've only known pandemic rules.”



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

your friend or relative?
Answered: 1 Skipped: 0



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

that apply to you.
Answered: 1 Skipped: 0

Other:

• “Visits refers to window 

visits which now have to be 

booked and one outdoor 

visit.”



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: 1 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.

Can you tell us more about this?

• “Initially window visits were anytime, now limited. She can't use the phone without help so this has 

been problematic. Facetime has been only a few times and usually unplanned.”



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

pandemic?
Answered: 1 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: 0



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?

• “Relative has told me. A few incidents have left mum feeling disrespected but this isn't often and 

relative has learnt to tell the member of staff concerned.” *

*Healthwatch has raised this comment with the Care Home.



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

is registered with?
Answered: 1 Skipped: 0

• “Meadowside”



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: 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.

How did they find this?

• “I know she has a nurse daily to give injections. Relative doesn't seem to know about the care she's 

receiving. I'm not always told about change in tablets. Surgery phoned me to stop Vitamin D but I didn't 

know she'd been taking them.”



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: 1 Skipped: 0



Are they being offered them currently?

Answered: 1 Skipped: 0

• “Podiatry - I know because they've asked for money. Optician - no. 

Diabetic screening is due, but they've told me doctor has advised against 

leaving the home.”



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

the Care Home, such as clinic appointments or hospital stays?
Answered: 1 Skipped: 0



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

Home?
Answered: 0 Skipped: 1



Is there anything you would change about the Care Home?

• “Better communication. Window visits have been hampered by a rearranging of chairs so residents now 

sit in the window. This means appointments now are needed and residents are disturbed for relative to 

get to the window. This feels very unwelcoming to visitors.”



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

Home over the past few months?

• “In general relative is happy and well cared for.”



Feedback from Provider

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