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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. The details held on this site for Woodlands Care Centre, Macclesfield were
last updated in November 2020.

Details of home: Taken from carehome.co.uk.

Owner: Woodlands Care (Cheshire) Ltd

. Person in charge: Nina Page (Manager)

. Local Authority / Social Services: Cheshire East Council (click for contact details)

. Type of Service: Care Home with nursing - Privately Owned , Registered for a maximum of 30 Service Users

. Registered Care Categories*: Dementia * Old Age * Physical Disability « Sensory Impairment « Younger Adults

. Specialist Care Categories: Alzheimer's

. Admission Information: Residents aged 50+ years. Ages 50+.

. Single Rooms: 30

. Rooms with ensuite WC: 14.
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Residents' Experiences of Care Homes during the
Coronavirus (COVID-19) Pandemic

Woodlands Care Centre, Macclesfield

1 Respondent

November 2020 - March 2021
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Do you receive dementia care at your Care Home?
Answered: 1 Skipped: 0

Mo
100.0% (1)
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Do you feel safe and secure in your environment?
Answered: 1 Skipped: 0

What makes you feel this
way?
* No comments

Yes
100.0% (1)
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Are you able to make your room look and feel like your own (e.g. personal
items, own furniture)?

Answered: 1 Skipped: 0
Can you tell us more about this?

“l have my own TV and radio,
pictures, photos and calendar.”

Yes
100.0% (1)

healthwatch healthwatch

Cheshire West Cheshire East



Does your own room feel fresh and clean?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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Do you like the food and drink that you receive?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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Do you feel there is enough variety?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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If you have any special dietary requirements (e.g. vegetarian), are these
supported?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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Are you able to have extra drinks and snacks when you want them?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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Can you choose to have your meals in any of the following?
Answered: 1 Skipped: 0

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

—
=
=
=
S

o .. 0.0

80%
Bo% «  “l only came to the care
home at the end of May
2020, sometime after the
start of the pandemic. As
I have a fluid allowance it
is ill advisable for me to
Dining room Other communal room Cwn room have extra drinks.”

4%
20%%

0o

. Yes . Mo . Sometimes . Don't know
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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: 1 Skipped: 0

If yes, how have
you been given this

100% information?

80% “Verbally.”

60%

400G

20%

0%

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: 1 Skipped: 0

100% -
10010%
804%
0%
404
20%
0%
Singalon  Board Arts & Exercizse Hairdres Bingo Themed  Get
Es Games Crafts classes sing evenings Together
s with
other..,

. Yes . Mo . sometimes

healthwatch healthwatch

Cheshire West Cheshire East



Do you feel there have been enough activities and things for you to do?
Below are some examples, please tick all that apply.

Answered: 1 Skipped: 0
What have you enjoyed/not enjoyed doing?

 “l don't take part in these activities.”
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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: 1 Skipped: 0

If you haven't been able
to use any of your Care
Home's outdoor spaces,
why not?

« “Shielding.”

100%

80%

G0%

40%:

20%

0%
=] Mo My Care Home doesn't

have any outdoor
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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: 1 Skipped: 0

Can you tell us more

about this?
*  “Not required.”

100%%
80%
G60%
40%

20%

O
Yes (s} Sometimes Mot required
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Before the pandemic, could friends and family easily travel to visit you?

Answered: 1 Skipped: 0

100%
80%
60
A40%

200%

e Mo, it was too far MSA
or difficult to get

healthwatch healthwatch

Cheshire West Cheshire East



Over the past few months, have you been able to keep in contact with
family members and/or friends?
Answered: 1 Skipped: 0

1009
TEELERS

800G

600G

400G

200

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: 1 Skipped: 0

100%
10670 100%0% 100%0 i, 10070
B0
60%
40%
20%

0%

Can you tell us more about
this?

* No comments.

1008085 100.0%

Phone  Phone Viden Video Email Email Post Visits Other
call-  calls- calls-  calls - - OWn - Care
own Care oW Care device Home's
phone  Home... device Home.. device
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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: 1 Skipped: 0
1009

g80%

60%%

40%

20%

0%

—s
-2

healthwatch
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| E

B -

100202

1 (Wery Poor) - 5 (Excellent)

| 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: 1 Skipped: 0

What makes you feel this
way?

« No comments.

Yes
100.0% (1)
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Do you know the name of the doctor’s surgery that you are registered
with?
Answered: 1 Skipped: 0

Yes
100.0% (1)
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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: 1 Skipped: 0

100% : E&!%

0%
& 0%s
40%
20%

0%
Face-to-face

m B: B: B

healthwatch

Cheshire West

Fhone appointments

B

10&]%

B

1[]&]%

Video appointments

How did you find this?

“I use my mobile phone for
appointments where the
reception can be patchy.”
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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: 1 Skipped: 0

100%
BO%
60%
40%

200%

Yes Mo Sometimes Mot needed
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Are you being offered them currently?

Answered: 1 Skipped: 0

100%

g80%

60%

400

200%
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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: 1 Skipped: 0

Yes
100.0% (1)
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Did this result in you having to self-quarantine on return to your Care

Home?
Answered: 1 Skipped: 0

100%
g0%%
G 0%
400

2000
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Yes

Mo

Don't know
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Has anyone helped you to complete this survey?
Answered: 1 Skipped: 0

100%
0%
60%
40%

20

e
| have | was helped by | was helped by Other (please

completed it Care Home staff friends or specify)

e - -1
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Is there anything you would change about your Care Home?
Answered: 0 Skipped: 1

e No comments
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Do you have any more comments about living at your Care Home over the
past few months?
Answered: 0 Skipped: 1

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

Woodlands Care Centre, Macclesfield

8 Respondents

November 2020 - March 2021
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Does your friend or relative receive nursing care at their Care Home?
Answered: 8 Skipped: 0

Mo
12.5% (1)

Yes
87.5% (M
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Does your friend or relative receive dementia care at their Care Home?
Answered: 8 Skipped: 0

Mo
12.5% (1)

Yes
87.5% (M
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Do you feel your friend or relative is safe and secure in their
environment?

Answered: 8  Skipped: 0 What makes you feel this way?

*  “My grandmother looks clean and presentable. She
says she is well looked after. Staff always happy to
speak to you and offer information, in person or
by phone.”

*  “l hope she is safe.”

100% «  “Caring, attentive and considerate staff.”

»  “Caring staff. Very safe.”

B0%
« “1. See pictures of her taking part in activities 2.

Hear her voice on the telephone 3. Kept informed
of well-being.”

60%

40t »  “l asked her. My personal observations.”

“Access into the home is controlled. There are
plenty of staff around.”

2000

0% , , »  “Staff are very caring and the management has
fes Mo Sometimes Don't know . .
gone the extra mile to secure the environment
during the Covid pandemic.”
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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: 8 Skipped: 0

100%%

75.0%

80%
60%

40%

12.5%

Yes Mo

20%%

e

healthwatch
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12.5%

Somewhat

Don't know

Would you like to tell us more about this?

» “Pictures of family, a large blanket for
her bed, ornaments, plates/flowers.”

» “She is unable to look after herself.”

* “Due to her advancing dementia this is
somewhat irrelevant.”

» “She has a lovely room, like what she had
at home. It has a homely feel.”

» “She has her own chairs, table, and lots
of her own pictures on the walls. Staff
are keen to support personalisation.”

« “It has been impossible to take in items
during the Covid pandemic.”
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Have you been able to deliver personal items for your friend/relative?

Answered: 8 Skipped: 0

Can you tell us more about this?

Yes
100.0% (8)

healthwatch

Cheshire West

“Things can be dropped off and left at the front porch,
then quarantined for 3 days.”

“I have taken clothes to the front door of the care
home.”

“We dropped Xmas presents off following Covid
procedures.”

“They have to be delivered 4 days before she can have
them.”

“All the furniture, pictures etc were delivered by me. |
can deliver anything sensible.”

“We have been able to leave items in porch but not
physically hand them over.”
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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: 7 Skipped: 1

Can you tell us more about this?

Sometimes
14.3% (1)

“Yes, although given that my grandmother
has dementia | am unsure to what degree she
understands.”

« “Again irrelevant. Please see my reply to
question 7.”

« “Kept informed all along. Home answers any
questions | ask.”

* “l ring the home if | need information.”

Yes
85.7% (6)

healthwatch healthwatch

Cheshire West Cheshire East



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: 7 Skipped: 1

Can you tell us more about this? (Cont.)

» “Basically yes, but sometimes it feels a little bit ad hoc. E.g. | only found out that they can support
video visits by overhearing someone. Because the restrictions mean that there isn't the usual natural
contact with staff then using email to notify all relatives of changes or services could be considered.”

*  “The only communications since last March have been 2 emails and a few posts into a private Facebook
group about the activities residents have been involved in. Despite attempts to set up calls, distanced
meetings and Facetime sessions staff have not had time to implement.”
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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: 8 Skipped: 0

How has this been for them?

»  “More beneficial than being alone
in her room.”

100% « “She is unable to communicate.

 Covid.”
80%
» “Father is 98 confined to bed.”
80% « “Positive, my relative needs social
37.5% interaction with other residents.”

400
0% = « “They have been separated off into

12:5% a separate bubble for infection
- control purposes.”

e Mo Sometimes Don't know

2%

0o
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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: 5 Skipped: 3

100% -
80.0% 10080% 1[] 80.0%
75.0%
804%
60.0%
60% 20.0%50.0%
0% 25.0%
20.0% 20.0 ED 0% 20.0%
20% I
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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What have they enjoyed/not enjoyed doing?

Answered: 5 Skipped: 3

* “The NH have had themed days and went all out for my grandmother’s 90th birthday last year (as with
other residents).”

“Don’t know.”
«  “My aunt enjoys most things and will take part in everything but she has dementia and can't remember.”
«  “All the above.”

*  “Mum has enjoyed all the activities that | know about, including piano in the garden, the special
breakfasts, and activities and games that formed part of the ‘cruise’ week.”

»  “They miss contact with relatives.”
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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: 8 Skipped: 0

If no, why not?

* “l'am unsure during the autumn/winter
months but they have been outside for
afternoon teas, the VE day celebrations

1008% etC. ”
80% *  “Weather not right.”
62.5%
S0 « “Confined to bed.”
37.5% *  “Not since October when the weather

o changed and post November lockdown.”

20% *  “For a walk but prefers to stay indoors

where its warm.”
fes e The Care Home *  “Prefers the indoors.”

doesn't have any

0%
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If yes, then have these spaces felt pleasant enough for them to enjoy?
How have they used them?

“I think the space/area is adequate enough. I'm sure they feel it can be improved but under the
circumstances residents safety more important.”

“The home has a lovely little garden which my aunt has enjoyed weather permitting.”

“Yes it's pleasant. Don't know if they use them.”

“Residents were able to sit outside in the garden in a socially distanced way for activity events such as
music. Mum enjoyed them and also likes to roam outside.”
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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: 7 Skipped: 1 .
Can you tell us more about this?

* “Father confined to bed,
practically deaf and blind.”

100%
» “Received letters from church she

B0% used to attend.”

*  “Mum used to have personal visits
42.9% from a couple of local churches,

but they were social rather than
400 28.6%
14.3% 14.3%

spiritual.”
0%

60%

‘e 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: 8 Skipped: 0

Can you tell us more about this?

N/A
12.5% (1)

« “llive a 5 minute walk away. Visited as
frequently as | could with either or both of
my 2 children. | have previously visited at
various times of the day,
midmorning/afternoon/late afternoon.”

« 2We live out of town but we came to
Macclesfield often to visit my aunt until
Covid restrictions were put in place.”

e “20 minutes walk.”

Yes
87.5% (7T)
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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?
1008

« “This is the most awful aspect

80% of the past few months. We
could not risk taking the virus
60% 50.0% into the home and when the

virus was present in the home

40% (during first lockdown) we

2o0% could not risk catching it. We
20% 12.5% 12.5% have effectively been cut off
- - form contact since last
0% March.”
&5 Mo Sometimes MfA
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If yes or sometimes, how have you been keeping in touch? Please tick any
that apply to you.

Answered: 7 Skipped: 1

Other:
100% s “Socially distanced
10010 el . , , .
within a 'Pod’ or in
80% the garden.”
87.1% 57.1%
60%
0%, 28.6%
14.3% 14.3%
- N N
0%
Phone  Phone Video Video Email Email Post Visits Other
calls -  calls - calls -  calls - own - Care (please
own Care oW Care device Home's specify
phone  Home.. device Home.. device }
healthwatch healthwatch
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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: 8 Skipped: 0

1009
B0%
6 0%
GO% 25.0%
.
0%
B B: B:

healthwatch

Cheshire West

25.0%

- 12.5% 12.5%

B -

1 (Wery Poor) - 5 (Excellent)

|

25.0%
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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: 8 Skipped: 0

Can you tell us more about this?

“The care home and staff have gone above and beyond for relatives to be in contact. They have built a
sectioned off area that can be sanitized/cleaned after each visit. Able to phone anytime of the day.”

“Difficult for all due to Covid restrictions. Care home have been brilliant.”
“Care home fantastic. General situation in the world made visiting aunt difficult - has dementia.”
“As with everybody | want to get back to normal and hug my mother.”

“Very upsetting and distressing. The home did install a visitor pod but the procedure for using it and
booking a timed visiting slot was not clear or well-explained.”

“My score reflects the fact that the current arrangements are obviously not as good as the face-to-face
visits that we had before Covid-19. This is no reflection on the home. If the question asked me how well
I think the home has done over facilitating contact with residents then the score would be 5. Phone
calls were the only practical means of contact for the period March-November. The home facilitated
them very well and they worked fairly well. (Continued on the next page).
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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: 8 Skipped: 0

Can you tell us more about this?

» At some point the home started to facilitate visits with the visitor seated at a distance in the garden,
with mask, and the resident seated in an external doorway with a barrier to prevent them going to the
visitor (mum has dementia and the barrier was very necessary). Staff supported the whole thing. | tried
this a couple of times and then gave it up. The distance meant that mum couldn't hear me through my
mask, and with dementia she was distressed through not being able to understand why she couldn’t go
to me. Phone calls were better and didn't distress her. During December the home introduced use of a
sealed pod for visits. This was much better. Mum could hear me quite well, and she could see me
properly because | was allowed to use a visor instead of a mask. She didn't like the physical separation
initially but started to calm down about that after the first couple of visits, and soon got used to it. A
member of staff sat with her which was essential. Recently mum has become bed-bound. So now the
home has me stand outside her open window with a visor. Her bed has been positioned so that she can
see me. This works pretty well - especially in dry weather! It feels like the home has engaged a new
member of staff to run the pod, video and window visits and it is all run very effectively.”
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How do you feel your friend/relative's mood has been during the

pandemic?
Answered: 7 Skipped: 1

100%
80%
60
A40%

200%

healthwatch
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28.6%
14.3%
Consistently Ups and downs
felt low

42.9%

14.3%

Consistently Mo change
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: 8 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: 8 Skipped: 0

What makes you feel this way?

“I feel my grandmother is quite laid back and doesn't prove to be too much of a challenge (as many
patients can with dementia), she has basic care needs. A few of the staff commented how nice she is.”

“Observations.”

“Know the staff. Impeccable behaviour.”

“Lovely staff - they keep in touch. Honest. Aunt's interaction - positive - seems happy.”
“I observe them.”

“Before Covid | was able to observe how they dealt with her. They responded to mum’s established way
of life by, for example, seating her at a place-laid table for her main meal and sometimes providing a
glass of wine with it. We were encouraged to make her room homely. Even having a family meal in
there (pre-Covid) - the home were keen to support with plates, glasses and cutlery etc.”

“Before the March lockdown staff were very enthusiastic and supportive - can't say how things are now
since haven't been able to visit.”
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Do you know the name of the doctor's surgery that your friend or relative
is registered with?
Answered: 8 Skipped: 0

Mo
25.0% (2)

Yes
75.0% (6)

healthwatch healthwatch

Cheshire West Cheshire East



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

oo 1 UE]% 1[]&]%
50% 66.7%
60%
40% '
20%
0%

Face-to-face Phone appointments Video appointments

B B: B: B: B Bus
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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: 2

How did they find this?

“A GP visits the home.”

“Don’t know.”

“Don’t know. How can I find out if not allowed in!”

“The care home has a doctor that visits if there is anything wrong with my aunt.”

“I wasn't there for the doctor visits and with dementia mum can't tell me how she found it. | gave a
score of 5 because the home kept calling the doctor back until a satisfactory outcome/diagnosis was
reached.”

“Don’'t know what has been happening to be honest - no transparency.”
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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: 8 Skipped: 0

100%

g80%

60%

40%

200%

0%

healthwatch
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75.0%

o5

12.5%

Mo

12.5%

Sometimes

Mot needed

Don't know
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Are they being offered them currently?

Answered: 8 Skipped: 0
If not, can you tell us how they

are being helped with this?

* “l can't remember if I've been
told that podiatry services have

100%
been resumed.”

80% » “Some services have stopped due
62.5% to Covid - the care home will
60% check and seek assistance when
needed.”
0% 25.0%
— . 12.5%
Yes Mo Sometimes Mot needed Don't know
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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: 8 Skipped: 0

Yes
12.5% (1)

Don't know
12.5% (1)

Mo
T75.0% (6)
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Did this result in them having to self-quarantine on return to their Care
Home?

Answered: 3 Skipped: 5
If yes, can you tell us more about

their experience of this?

*  No comments.

Yes
33.3% (1)

Don't know
33.3% (1)

No
33.3% (1)
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Is there anything you would change about the Care Home?

*  “l would like to see her more often.”
*  “No, they are brilliant!”

« “No.”

« “No.”

« “Communication with relatives needs to improve - we have been largely been kept in the dark about
what has been going on since last March.”
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Do you have any more comments about their experiences of the Care
Home over the past few months?

« “l think the home and the staff have coped extremely well during the ongoing pandemic and uncertain
times.”

«  “When looking for a home for my aunt | found the Woodlands were warm and welcoming. It has a
lovely atmosphere and my aunt has settled in well and is laughing all the time - they let us visit
(when allowed) and keep us informed of things going on while we can't visit. She has a lovely room,
always looks clean and happy.”

«  “Well done in keeping its residents safe.”

» “Under the pressure of Covid the home managed to maintain a happy environment for the residents.
They really worked on this.”

* “It has been very difficult time for care staff and management and | am sure they have done their
best to protect the residents.”
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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 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
.}



