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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 Upton Grange, Macclesfield were last 

updated in March 2020.

Upton Grange is a charming country house, with a pleasing and spacious interior that is ideal for a comfortable and satisfying 

retirement. Beautiful grounds, a summer house and a courtyard are all accessible, while staff are attentive, always available and 

informed on each client's requirements. Numerous activities and social events are organised for the benefit of residents, with 

the provider being dedicated to supporting independent living where possible. Locally sourced produce supports a good diet.

- Group/Owner: Cheshire Residential Homes Trust - Person in charge: Julie Sulley (Manager) -Local Authority / Social 

Services: Cheshire East Council.

- Admission Information: Ages 65+ - Room Information: Single Rooms 25; Rooms with ensuite WC 25.

Facilities & Services: Close to Local shops, gardens for residents, lift, near Public Transport, own furniture if require, 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

Upton Grange, Macclesfield – Cheshire East

11 Respondents

November 2020 - March 2021



Do you receive nursing care at your Care Home?
Answered: 10 Skipped: 1



Do you receive dementia care at your Care Home?
Answered: 10 Skipped: 1



Do you feel safe and secure in your environment?
Answered: 10 Skipped: 1

What makes you feel this way?

• “The friendliness of all the staff”

• “Duty staff are good and caring”

• “It is safe and secure, but I don't feel it is the way 

I want to spend the rest of my life permanently.”

• “Reassured by staff.”



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

personal items, own furniture)?
Answered: 11 Skipped: 0

Can you tell us more about this?

• “I have brought what I want from my home”

• “The room was already furnished when I 

came.”



Does your own room feel fresh and clean?
Answered: 11 Skipped: 0

Why is this?

• “I think the cleaners are very good”

• “It is quite small, there is no space for anything 

else.”



Do you like the food and drink that you receive?
Answered: 11 Skipped: 0



Do you feel there is enough variety?
Answered: 11 Skipped: 0



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

supported?
Answered: 9 Skipped: 2



Since the Coronavirus pandemic began, do you think the food has:
Answered: 11 Skipped: 0



Are you able to have extra drinks and snacks when you want them?
Answered: 9 Skipped: 2



Can you choose to have your meals in any of the following?
Answered: 10 Skipped: 1

Is there anything else you would like 

to tell us about the food and drink you 

have in your Care Home?

• “I have only been a resident a relatively 

short time but have been pleased with 

meals, especially recently since we have 

had a new chef with improved meals and 

snacks”

• “I have been in many institutions, 

boarding school, university, school dining 

room this is probably the best I have 

encountered”

• “I find it is alright.”



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: 2

If yes, how have you been given this 

information?

• “Does not apply”

• “By staff or management”

• “I have only been here a short time.”



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: 1

How has this been for you?

• “I have preferred to be on my own because of 

the severe pain in my head. I enjoy the peace 

and quiet”

• “Adequate”

• “OK”

• “There is a lot of sitting down at time, this 

makes it a long day.”



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: 2



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: 2

What have you enjoyed/not enjoyed doing?

• “I exist: that seems to matter”

• “The above are all available, I prefer to be in my own room most of the time”

• “I enjoy dominoes and flower arranging”

• “I enjoy doing dominoes and flower arranging”

• “I like to colour in books.”



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

spaces over the past few months?
Answered: 10 Skipped: 1

If you haven't been able to use 

any of your Care Home's 

outdoor spaces, why not?

• “Not enough staff to oversee  our 

outdoor activities”

• “Available for me but I choose 

not to”

• “People have not been able to go 

out, only for appointments at the 

moment. I do understand this.”



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

spaces over the past few months?
Answered: 10 Skipped: 1

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

you used them?

• “I haven't used facilities very much, I went to a Military boarding school before university 

and travelled abroad.”



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: 1

Can you tell us more about 

this?

• “I am an Atheist”

• “Like to go to church when I can”

• “I do miss this part of life a lot.”



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

Answered: 10 Skipped: 1



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

family members and/or friends?
Answered: 11 Skipped: 0



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

that apply to you.
Answered: 11 Skipped: 0

Can you tell us more about this?

• “Covid restrictions have affected 

this.”



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: 1



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

in your Care Home?
Answered: 11 Skipped: 0

What makes you feel this way?

• “I am asked what I would like to eat”

• “I have always been treated with help and 

respect.”



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

with?
Answered: 11 Skipped: 0

• “High Street, Macclesfield”

• “Can't remember”

• “Dr X”

• “Broken Cross”

• “Broken Cross”

• “Unable to retain this info.”



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: 2

How did you find this?

• “Better than previously experienced”

• “Good I can always make a telephone 

appointment.”



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: 2



Are you being offered them currently?
Answered: 9 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: 2



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

Home?
Answered: 8 Skipped: 3

If yes, can you tell us more 

about your experience of this? 

• No comments provided.



Has anyone helped you to complete this survey?
Answered: 11 Skipped: 0



Is there anything you would change about your Care Home?
Answered: 6 Skipped: 5

• “I would like to experience more activities. I used to drive a minibus and take groups 

walking in Wales, Lake District, Belgium, sailing at Bury lake or the broads”

• “Outside garden bushes too high”

• “Ok as it is”

• “None”

• “I just want to get going out more when Covid 19 is under control. I like going out to 

socialise. I love going shopping”

• “Happy as we are at the moment.”



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

past few months?
Answered: 6 Skipped: 5

• “Have received lovely care, thank you!”

• “Dull, uneventful, undemanding. Basically am just waiting to die.  Sooner or later, don't 

much care when or how. Am I suicidal?”*

• “No”

• “I'm happy here but will be happy when things go back to normal”

• “I do like to go out, I am able to walk or get a taxi”

• “None.”

*Healthwatch Cheshire East has raised this comment with the care home. The care home 

has provided us with a response that includes their communications with families/carers 

and Social Services where appropriate.



Friends and Relatives' Experiences of Care Homes 

during the Coronavirus (COVID-19) Pandemic

Upton Grange, Macclesfield

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?

• “Seems happy and settled. Feels secure”

• “Evidence of security processes e.g. keypad 

entry and exit, visitor sign in and out.  

Supported by this being a small home with 

minimum staff turn over, enabling personal 

knowledge not only of the residents but 

their family too.  Safety levels are well 

managed  e.g. ramps, rails, etc. COVID 

specific.  Visiting stopped promptly and 

ahead of national lockdown.  PPE worn by 

all staff.  Social distancing enforced when 

window/ garden visits were allowed.  Hand 

sanitizer and masks etc available for 

visitors if required.” 



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?

• “My relative was able to add a TV, ornaments 

and even wall mounted pictures, which the 

handyman helped hang for her.” 



Have you been able to deliver personal items for your friend/relative?
Answered: 2    Skipped: 0 Can you tell us more about this?

• “Any items delivered were quarantined before being 

passed on to her. And when it was her birthday the 

home suggested we drop gifts off early to allow her to 

have them in the actually day.”



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?

• “Changes in management recently have resulted in 

less communication”

• “Unfortunately my relative has Alzheimer’s and 

isn’t able to retain information to share with us.  

So we are very reliant on the staff. Normally we 

would speak to them on our visits but right now 

this isn’t possible.  We have had  a limited number 

of calls providing updates and there is a Facebook 

page that allows some insight into activities at the 

home.”



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?

• “To the best of my knowledge the residents and 

staff have formed a bubble and therefore been 

able to spend time with one another.  When we 

do visit you can see others in the lounge or 

garden ( in the summer) and the photos of 

activities supports this too.”



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

• “Enjoyed flower arranging, bingo, board games and quizzes”

• “She always enjoys the singalongs and arts and crafts but is happy to join in with most things.”



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 no, why not?

• “Feels insecure outside, as unsteady 

on feet.”



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

How have they used them?

• Would expect this to reduce now due to the winter weather. However during the summer they appeared 

to spend time outside , playing games, having tea/picnics and generally enjoying outdoor activities.



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?

• No comments provided.



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

relative?
Answered: 2    Skipped: 0

Can you tell us more about this?

• “I live in Macclesfield so we would normally visit with 

my family, her grandkids and great grandkids.  We 

would also be able to spend time alone with her and 

time in her room sorting our clothes, looking at photos 

etc.” 



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

your friend or relative?
Answered: 2    Skipped: 0

If no, why not?

• “Once the iPad was obtained this helped 

as I could call and chat.  I have made 

regular window visits but that’s not 

always ideal.  She feels the cold and 

also struggles to hear what we are 

saying due to 1) us wearing a mask and 

2) background interference from other 

residents talking.” 



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

that apply to you.
Answered: 2    Skipped: 0

Other:

• “Visits through window.”



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?

• “Missed close contact and ability to ensure she has clothing etc, but have been reassured that she was 

safe and secure.  Had she still been home she would have not have remembered that she should stay in, 

wear a mask, wash hands etc. And wouldn’t have understood that we couldn’t visit, which of course was 

the rule in the very early days.”



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: 2    Skipped: 0

What makes you feel this way?

• “I have always been very impressed with the care given by the staff and their efforts to get to know my 

mum”

• “Friendly and efficient team. Many have been there since she went to the home. You can see the way 

they interact with the residents and indeed with each other. This is respectful.”



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

is registered with?
Answered: 2   Skipped: 0

• “Broken Cross Medical Centre

• “Broken Cross Surgery



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



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

How did they find this?

• “I’m aware that she has required treatment but unsure how these appointments were conducted as she 

can’t recollect even having a problem.” 



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: 1 Skipped: 1

If not, can you tell us how they 

are being helped with this?

• “Podiatry only. Hasn't seen an 

optician for some time.”



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: 1



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

Home?
Answered: 1    Skipped: 1 If yes, can you tell us more about their 

experience of this?

• No comments provided.



Is there anything you would change about the Care Home?

• “More communication.  Although the home is very approachable and they let us know important things, 

we aren’t always aware of what’s happening generally. A regular report could easily address this, e.g. 

visited doctor for x, incidents, clothing situation e.g. slippers need replacing. Cash fund reporting 

would be useful too, showing expenditure and balance.  This supported by a home newsletter telling us 

what’s been going  on, maybe feature on a staff member, upcoming plans ( planned trips once visits can 

be made again). The Facebook page gives a small insight into what’s going on but only for people on FB. 

There are 5 of us and only 2 are on Facebook!” 



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

Home over the past few months?

• “They appear to have managed the situation very well. A bit more communication would have been 

welcome but their priority had to be the care and safety of our loved ones and this they did.  This is a 

lovely place that feels like a home, which is particularly reassuring in these uncertain times.”



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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