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

The Manor Care Home, Middlewich - 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.

Care Provided
Type of Service: Care Home only (Residential Care) - Privately Owned , Registered for a maximum of 44 Service Users.
Registered Care Categories*: Dementia, Old Age, Physical Disability.

Specialist Care Categories: Alzheimer’s, Cancer Care, Challenging Behaviour, Hearing Impairment & Deafness, Parkinson's
Disease, Stroke, Visual Impairment.

Other Care Provided: Day Care, Own GP if required, Respite Care, Separate Specialist Dementia Care Unit
Good to Know

Group/Owner: Manor Care Home Ltd

Person in charge: Janice Johnson (Manager)

Local Authority / Social Services: Cheshire East Council

Room Information: Single Rooms 44; Rooms with ensuite WC 28

Facilities & Services: Close to Local shops; Gardens for residents; Lift; Near Public Transport; Own Furniture if required; Pets
by arrangement; Phone Point in own room/Mobile; Residents Internet Access; Television point in own room; Wheelchair
access.

healthwatch healthwatch

Cheshire West Cheshire East



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

The Manor Care Home, Middlewich

10 Respondents

November 2020 - March 2021
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Do you receive nursing care at your Care Home?
Answered: 10 Skipped: 0

Yes
10.0% (1)

90.0% (9)
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Do you receive dementia care at your Care Home?
Answered: 10 Skipped: 0

Mo
20.0% (2)

Yes
80.0% (8)
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Do you feel safe and secure in your environment?

Answered: 10 Skipped: 0

Yes
100.0% (10}

healthwatch
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What makes you feel this way?

Staff and other residents.

| trust the people around me and | feel at home here.

The people make me feel secure.

Everywhere is locked up at night.

Staff look after me well.

Quite well looked after and feel the staff do their best for me.
Routine of the day.

They are security conscious. Key code entrances, all windows secured
to fractional opening to prevent escape or suicides. | believe | am
possibly the only resident seemed to have capacity to take a daily
exercise walk in the garden, departure and return noted. Charged
mobile with me.

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

items, own furniture)?
Answered: 9  Skipped: 1

Somewhat
1M.1% (1)

Mo
232.2% (2)
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Yes
66.7% (6)

Can you tell us more about this?

I've got a lot of my art work on the walls and have lots of
my books.

I have a lot of my personal items here.
Happy and comfortable with my room.
It’s basic.

It doesn't feel very homely, | would like more personal
things.

I have family photos up.
Have photos and personal things in there.
I have everything | need.

Nice room with lockable French window. Enough space
for basic drawers/wardrobe but not for a desk and
armchair.

Just doesn't feel like home.
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Does your own room feel fresh and clean?
Answered: 10 Skipped: 0

Why is this?

 Nice and clean.

» (leaned every day. Oftener during Covid
emergency.

Yes
100.0% (10)
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Do you like the food and drink that you receive?
Answered: 10 Skipped: 0

Sometimes
20.0% (2)

Yes
80.0% (8)
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Do you feel there is enough variety?
Answered: 10 Skipped: 0

Sometimes
20.0% (2)

Yes
80.0% (8)
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If you have any special dietary requirements (e.g. vegetarian), are these
supported?
Answered: 5 Skipped: 5

Yes
100.0% (5)
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Since the Coronavirus pandemic began, do you think the food has:
Answered: 10 Skipped: 0

Got better
20.0% (2)

Stayed the same
80.0% (8)
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Are you able to have extra drinks and snacks when you want them?
Answered: 9  Skipped: 1

Sometimes
20.2% (2)

Mo
M.1% (1)

Yes
56.7% (6)
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Can you choose to have your meals in any of the following?

Answered: 10 Skipped: 0

100% — —
100%05% 10002
80%
60%
409
200
0%
Dining room Other communal room

. Yes . Mo . Sometimes . Don't know
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0.0

Own room

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

* | would like some take away type of meals
as a treat.

* | pick to eat in my room.
* Everything is fine.
* I’m happy with the food the way it is.

*  Happy with the food, would like more
snacks.

* No, all is OK.

*  Chef and kitchen staff marvellous.
Plentiful. Varied food beautifully
presented.

Would like a bit more.

* Plenty of food.
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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: 9 Skipped: 1

If yes, how have you been given this
information?

100%

BO% 66.7%

» Talking to the staff and watching the

60%

news.
0% 99.9% « Always kept up to date.
20% - 1% » Staff explained it all well.
. ] » Occasional brief conversational updates
Yes Mo Sometimes by Managel‘.
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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?

A 01 kipped: i
nswered: 10 Skipped: 0 How has this been for you?

*  Fine, all seems normal.
100% * | choose not to mix with the other residents.

* Been good and don't feel I'm missing out on

soe anything. Everything seems normal.

0%  [t’s been normal.

»  Extremely onerous. Fortunately | am an avid
reader with plenty of material on my iPad.
Otherwise | would have given in to concerns about
my mental health. Worst thing is absence of

e people of similar outlook and opportunities for

interesting conversations.

40%

0% 10.0%

0%e

Yes Mo Sometimes
*  Yes but | like my own space too.
* It’s been fine.
* | enjoy spending time with the people around me.
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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: 1

100%
80.0%
75.0% T75.0%
804%
55.6% 57.1% 27.1%
50.0%
8. 28.6%
99690, 25.0% .
2% 5%4 3% I £12°5%
0%
Singalon  Board Arts & Exercizse Hairdres Bingo Themed
Es Games Crafts classes sing EVENiNgs Tugether
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: 10 Skipped: 0

What have you enjoyed/not enjoyed doing?

* | enjoy all activities.

» | don't take part in the group activities.

* Love the singer coming. He's very good.

» | choose not to get involved in any of the activities.

* | enjoyed making the beads. | like having my nails done.

* | would like more bingo.

« Idon't really get involved in the activities.

* Not enjoyed noisy staff, shouting down corridors during the night.

* | don't really take part in the activities, | only really do Sudoku. | would like more bingo
* I've missed home.
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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: 0
If you haven't been able to use

any of your Care Home's
80.0% outdoor spaces, why not?

100%

0%

Too cold.

0%

Too cold and wet now.

40% I don't want to go in the garden.

20.0%

es Mo My Care Home doesn't
have any cutdoor

20%

0%
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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: 0

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

healthwatch

The garden, and its very pleasant. We had lots of strawberries.

We have a lovely garden and through summer we had a fruit and veg patch, that had some
lovely strawberries in them.

Been in the garden when the sun is out.

There's a garden but | tend not to go out often.

We used the garden a lot in the summer.

We have a nice garden. | spend a lot of time in the garden, it helps me think.
Small, in relation to size of building. | walk the path around the house every day.

Cheshire West
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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: 10 Skipped: 0

100%

80%

G 0%

4005

20%

10.0%

Yes
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50.0%

Mo

20.0%

Sometimes

20.0%

Mot required

Can you tell us more about this?

I would like the church to come more often.
I was a church going person.

I do my own prayers at night alone.
We would like more visits from the church.

| do my own prayers at night when | go to
bed.

I would like more spiritual input.
I would like more spiritual visits.
More visits from the church would be nice.
I would like more spiritual input.

I am agnostic (lapsed Christian) but would
have enjoyed talking to a minister or similar.
But, not possible during our prolonged lock
down.
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Before the pandemic, could friends and family easily travel to visit you?

Answered: 9  Skipped: 1

1004%
T7.8%

B0%
0%
404

206 11.1% M.1%
0%

e Mo, it was too far MSA

or difficult to get
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Over the past few months, have you been able to keep in contact with
family members and/or friends?
Answered: 9  Skipped: 1

1009
T1.8%

800G
600G
400G

0% 11.1% 11.1%
O

Yes Mo 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.

Answered: 8 Skipped: 2

100%

80%

50%

40%

20%

healthwatch
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12.5%

Phone
calls -
own

phone

37.5%

12.5%
Video Email
calls - - OWN
Care device

Home...

75.0% 75.0%

Can you tell us more about this?

I feel I've kept in touch with the
children well.

Very in touch with my family and
the home staff have helped us to
keep in touch.

Staff have made it clear and easy
for me to keep in touch with my
family.

I would like to speak to my
daughter a little bit more.

Not the same as a face to face
chat.
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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: 2

100%
g80%

60%%
37.5% 37.5%

40%

12.5% 12.5%

1 (Wery Poor) - 5 (Excellent)

20%

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: 10 Skipped: 0

Sometimes
10.0% (1)

Mo
10.0% (1)

Yes
80.0% (8)

healthwatch
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What makes you feel this way?
* | like all the staff and they are very respectful of me.

*  Management doesn't take the time to ask how | am, although I've
been very ill.

» The staff are very good when changing me and stuff. They all
respect me.

» They speak to me normally and look after me.

» They speak nice to me, and look after me well.

» The staff listen to me and take the time to answer.

» The staff treat me well and speak nicely to me.

* I'm happy with the staff and they don't make me feel put down.

|l am 88 retired, out of touch with modern over informality and in a
few cases, rudeness, which seems to be commonplace nowadays.

* The staff are very nice.
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Do you know the name of the doctor’s surgery that you are registered
with?
Answered: 10 Skipped: 0

If yes, what is the name of your
registered doctor's surgery?

« Watling Street Surgery, Northwich.

Yes

40.0% (4) » QOakland Medical Centre.
«  Wells Green.
* Mere Park.
Mo
60.0% (6)
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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: 9  Skipped: 1

100%

80%

60%

40%

20%

0%

75.0%
62.5%
05, 0%
12.5% 12.5% 12.5%
Face-to-face Phone appointments

B B: B: B: B B

healthwatch
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14.3

Video appointments

How did you find this?

Not met with the doctor who comes to the
home.

Very nice doctor, don't think | could get better.

It's not every week but I'm happy with it when |
need it and get it.

Only had a phone call with the doctor here and |
don't feel she’s very good as | wanted her to
come and look at me.

I've seen the doctor at the home face to face and
she was very good.

The doctor | saw on the one time was very nice.
I'm happy with it.

At my age | have several chronic conditions. |
changed GP following government suggestion
that all residents share a common GP practice,
so | haven’t seen my GP except once on our
nurse’s mobile phone as an introductory chat.
Not the same as sitting down with a Doctor and
discussing a condition. healthwoatch
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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: 0

100%
g80%
60%
40%

20%

O
Yes Mo Sometimes Mot needed
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Are you being offered them currently?
Answered: 10 Skipped: 0

1009
800G
62.5%
600G
400G
12.5% 12.5% 12.5%
2005
O
Yes Mo Sometimes Mot needed
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Have you had to have any medical support outside of the Care Home, such
as clinic appointments or hospital stays?
Answered: 10 Skipped: 0

Yes
40.0% (4)

Mo
50.0% (6)
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Did this result in you having to self-quarantine on return to your Care

Home?
Answered: 4 Skipped: 6

1004
0%
60%
40%

20%

0%
Yes Mo

healthwatch
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Don't know

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

I had Covid-19 and was in hospital, |
self isolated on my return to the care
home.

| had covid- 19 and isolated when |
returned to the home.

My wife, has dementia and severely
disabled is also a resident here. |
accompanied her to the NHS
Specialist dentist in Nantwich, using a
private disable equipped taxi, which |
paid for myself. On return we were
barrier nursed for a week. That was
bearable and the carers were good
enough.
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Has anyone helped you to complete this survey?

Answered: 10 Skipped: 0

100%

80%

60%

404%

200%

healthwatch
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20.0%

| have
completed it

80.0%

| was helped by
Care Home staff

| was helped by
friends or

[

Other (please

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

» It’s not really residential, it seems more care home. | would like to see more residents
with the same care needs as me.

Wouldn't like to comment.

» There's nothing | would change, and | feel happy and comfortable enough to speak to the
staff if anything was bothering me.

* Nothing other than needing more spiritual input.

* No.

* No, happy with the care | get.

* No, everything is suitable.

* No.

* Improve the carers’ training in dealing with dementia patients.
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Do you have any more comments about living at your Care Home over the
past few months?
Answered: 7 Skipped: 3

» | look forward to being able to do some more day trips and outings with staff.
* No.

* No.

* Overall, in the circumstances, it has been acceptable.

* No.

* No.

* No.
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Friends and Relatives' Experiences of Care Homes during the
Coronavirus (COVID-19) Pandemic

The Manor Care Home, Middlewich

6 Respondents

November 2020 - March 2021
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Does your friend or relative receive nursing care at their Care Home?
Answered: 6 Skipped: 0

Mo
50.0% (3)

Yes
50.0% (3)
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Does your friend or relative receive dementia care at their Care Home?
Answered: 6 Skipped: 0

Yes
100.0% (G)
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Do you feel your friend or relative is safe and secure in their
environment?

Answered: 6 Skipped: 0
What makes you feel this way?

100%

» The staff are always very knowledgeable
& readily available to help with anything
that my Grandmother needs, they also
have staff who have worked at the care
home for while so | know who | speak to.

B0%
60%

400%

* No concerns so far and much safer than
being on the outside during the Covid
o pandemic

es Mo Sometimes Don't know

20%
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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: 6 Skipped: 0

Would you like to tell us more
100% about this?

83.3%

80% * | have not been inside the home.

60%

4%
16.7%

s Mo Somewhat Don't know

20%%

0%
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Have you been able to deliver personal items for your friend/relative?
Answered: 6 Skipped: 0

Can you tell us more about
this?

* Leaving on doorstep.

Yes
100.0% (6)
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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: 6 Skipped: 0

Sometimes
16.7% (1)

Can you tell us more about this?

» The Facebook posted photos are a great
way to feel connected.

Yes
83.3% (5)
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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: 6 Skipped: 0

100%

80% How has this been for them?

» Entered the home during the
pandemic so nothing to compare
with.

G0%

407%

20%

0%
YEs 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: 6 Skipped: 0

100%
1[]&[]% 80.0% 1[]5[]%
T75.0%
80% 66.7%
0%
3.3%
S0% 25.0%
16.7% 16.7%
20% I I
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?

Answered: 6 Skipped: 0

» Singing and reading.
» Unsure... They don’t remember.
» Singalongs.

* Don’t know as she can’t remember the activities she does because of her dementia.
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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: 6 Skipped: 0

100%

If no, why not?
50%

* Only in Summer when warm.
* Due to COVID restrictions.

G0%

40%
16.7%
20%

0%
feg 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?

Answered: 6 Skipped: 0

» Been outside in garden weather permitting.
* For outdoor visit.
* Yes, a nice big garden.

 Don’t know.
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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: 6 Skipped: 0

Can you tell us more about

100% this?

B0% ° No comments were made.

E0% 50.0%

33.3%
408G
16.7%
0%
Yes 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: 6 Skipped: 0

N/A Can you tell us more about this?
16.7% (1)

* Only went into care home during the
pandemic.

* My Relative only went to the care home in
March.

*  We could visit whenever we wanted to
although for us it is a long way. My sister
visited weekly before lockdowns.

Yes
83.3%(5)
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Over the past few months, have you been able to keep in contact with
your friend or relative?
Answered: 6 Skipped: 0

If no, why not?

1008

83.3% » Suffers with dementia, not able to
50% understand what is going on
properly.
60%:
40
16.7%
0%
Yes Mo 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.

Answered: 6 Skipped: 0

100%
B50%
60.0%
60%%
400
20.0% 20.0%
- . .
0%
Phone  Phone Video Yideo
calls -  calls- calls-  calls
own Care own Care
phone  Home.. device Home..
healthwatch
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Email
-own
device

20.0%

Email
-Care
Home's
device

20.0%

Post Yisits Other
(please
specify
)

Other:

No comments were made.
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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: 6 Skipped: 0
1009

g80%
60%%
40%
20M%

0%

healthwatch
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| E

33.3%

B -

16.7%

1 (Wery Poor) - 5 (Excellent)

|

20.0%
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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: 6 Skipped: 0

Can you tell us more about this?

« We need to be able to see them in person, it was ok when able to do outside visits, but these had to
stop because of the weather.

» Phone is not always answered and only 1 phone for all residents.
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How do you feel your friend/relative's mood has been during the
pandemic?
Answered: 6 Skipped: 0

1004%
80% 66.7%
60%
404
16.7% 16.7%
- N e
0%
Consistently Ups and downs Consistently Mo change
felt low felt happy
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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: 6 Skipped: 0

100%
g80%
60%
40%

20%

O
Yes Mo 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?

Answered: 6 Skipped: 0

What makes you feel this way?
No comments were made.
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Do you know the name of the doctor's surgery that your friend or relative
is registered with?
Answered: 5 Skipped: 1

If yes, what is the name
of their registered
doctor's surgery?

Yes

40.0% (2) » Waters Edge Medical
Centre.
* Middlewich Medical
Centre.
Mo
60.0% (3)
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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: 6 Skipped: 0

1000
80% 66.7% 66.7%
60.0%
0%
33.3
400
20.0 0.0%
. I I
%%
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.

Answered: 6 Skipped: 0

How did they find this?

* No details known.
» GP visits regularly, occasional visits to Leighton Hospital.
* Don’t know.
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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: 6 Skipped: 0
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Are they being offered them currently?

Answered: 6 Skipped: 0
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If not, can you tell us how they
are being helped with this?

»  No comments were made.
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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: 6 Skipped: 0

Don't know Yes
16.7% (1) 16.7% (1)

Mo
66.7% (4)
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Did this result in them having to self-quarantine on return to their Care
Home?
Answered: 6 Skipped: 0

Don't kKnow Yes If yes, can you tell us more about
16.7% (1) 16.7% (1) their experience of this?

* No comments were made.

Mo
66.7% (4)
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Is there anything you would change about the Care Home?
Answered: 6 Skipped: 0

* No, apart from reinstating visiting again.

* Nothing.

* No.

* Not been able to go into care home so can't comment.
* We need to start visits again urgently.

* | would appreciate more regular detailed medical information as my family includes doctors, but we
get this when we ask for it.
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Do you have any more comments about their experiences of the Care
Home over the past few months?
Answered: 2 Skipped: 4

» It has been very good
» They are doing their best in difficult circumstances.
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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 contactuson:

(3 0300 323 0006

@ Email: info@healthwatchcheshire.org.uk

[i u @HealthwatchCE

@HealthwatchCW

ﬁ Healthwatch Cheshire CIC, Sension House, Denton Drive, Northwich, Cheshire,
CW9 7LU

Company No 7791174 Registered in England
.}



