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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-09
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-09 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 4,000 care homes.

Wrenbury Nursing Home specialises in an extensive range of care provision, being experienced in many complex areas of nursing, as well as
residential and dementia nursing.

A tastefully furnished interior makes for a comfortable lifestyle, while the home benefits from scenic countryside surroundings, ideal both for long-
term needs and also respite.

Care is practised in a relationship-centred manner, with each carer looking to get to know each individual's needs.

- Group/Owner: Wrenbury Nursing Home - Person in charge: Caroline Richards (Manager) -Local Authority / Social Services: Cheshire East Council
- Admission Information: Ages 8 to 200+ - Room Information: Single Rooms 29; shared rooms 2; Rooms with ensuite WC 8

Facilities & Services: Gardens for residents; Lift; Minibus or other transport, Near Public Transport; Own Furniture if required; Pets by arrangement;
Phone Point in own room; Television point in own room; Wheelchair access.
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Residents' Experiences of Care Homes during the
Coronavirus (COVID-09) Pandemic

Wrenbury Nursing Home, Nantwich and Rural

4 Respondents

November 2020 - March 2020
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Do you receive nursing care at your Care Home?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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Do you receive dementia care at your Care Home?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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Do you feel safe and secure in your environment?
Answered: 4 Skipped: 0

What makes you feel this way?

“The staff.”
» “The environment and the staff.”

« “Being in a brick building with staff that care for
me.”

» “The wonderful staff.”

Yes
100.0% (5)
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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?

“I have all my own personal items.”

«  “Yes, | have my own pictures and personal
belongings.”

» “l have my personal pictures up on the wall and |
have my own furniture and TV.”

« “l have all my own bits and bobs, pictures, etc.”

Yes
100.0% (4)
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Does your own room feel fresh and clean?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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Do you like the food and drink that you receive?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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Do you feel there is enough variety?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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If you have any special dietary requirements (e.g. vegetarian), are these
supported?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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Since the Coronavirus pandemic began, do you think the food has:
Answered: 4 Skipped: 0

Stayed the same
100.0% (4)
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Are you able to have extra drinks and snacks when you want them?
Answered: 4 Skipped: 0

Yes
100.0% (4)
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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

h in r Care Home?
00% | - - ave in your Care Home
wo - “Itis lovely.”
60%
 “The food is of excellent quality.”
409%
- « “l'am pretty happy with the food and
drink | receive.”
0%
Dining room Other communal room Own room . . . .
 “Itis like being served in a 5 star
B Bre B sometimes [ Don't know restaurant.”
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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: 4  Skipped: 0
If yes, how have you been given this

information?

* “l have been told by the staff.”

100%

80%

«  “Verbally.”

60%

“Verbally.”

40%
e  “Verbal.”

20%

0%
Yes Mo Sometimes
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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?
Answered: 4 Skipped: 0

How has this been for you?

100% « “It has affected my mental health.”

75.0%
80% « “It lowered my mood and mental

health.”

60%

0% « “Gives me a feeling of security.”

25.0%

fes Mo Sometimes

20%

0%
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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: 4 Skipped: 0

100%
1[]&[]% 1[]&[]%
75.0%
804%
60% 50 50:0%
3333383:3%
S0% 25.0%
20% III
0%
Singalon  Board Arts & Exercizse Hairdres Bingo
Es Games Crafts classes sing
.Yes .NI:I .Sumetimes
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75.0%

50.50:0%
II 25.0%

Themed
evenings Together
s with

other...
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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: 4 Skipped: 0

What have you enjoyed/not enjoyed doing?

“I have enjoyed the sing-a-longs.”

“Meeting other people.”

“Relaxing and watching TV.”

“I have enjoyed every activity | have been involved in.”
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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: 4 Skipped: 0

100%

d0%

G50%

0%

20%

0%
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75.0%

Yes

25.0%

Mo

My Care Home doesn't
have any outdoor

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

* “Because of the pandemic.”
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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: 4 Skipped: 0

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

* “The garden is lovely.”

« “Yes, the garden if very pleasant.”
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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: 4 Skipped: 0

100%
B0%
60%
40%

2004

Yes Mo Sometimes Mot required
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Before the pandemic, could friends and family easily travel to visit you?

Answered: 4 Skipped: 0

100%
100%

g80%

60%%

40%

20%

0%
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Yes

Mo, it was too far
or difficult to get

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

family members and/or friends?

Answered: 4 Skipped: 0

100%

g80%

60%

40%

20%

0%
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o5

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: 4 Skipped: 0
Can you tell us more about this?

100% *  “I' miss my family very much.”
10080 100.0%
50%
gooe | 20.0%
40%
200%
0%
Phone  Phone Video Video Email Email Post Visits Other
calls -  calls- calls -  calls- -own - Care
own Care owWn Care device  Home's
phone  Home.. device Home... device
healthwatch healthwatch

Cheshire West Cheshire East



Overall, how has this been for you? Please indicate from 0 to 5, with 0
being Very Poor and 5 being Excellent
Answered: 4 Skipped: 0

100%

75.0%

g80%

60%%

40% 95.0%

. -

0%

1 (Wery Poor) - 5 (Excellent)

B B: 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: 4 Skipped: 0

What makes you feel this way?

* “They make me feel safe and secure.”
» “The care staff are very helpful.”

« “l feel that care staff support my needs
emotionally and physically.”

Yes
100.0% (4)
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Do you know the name of the doctor’s surgery that you are registered
with?
Answered: 4 Skipped: 0

«  “Wrenbury Medical Centre.”

N
g:_ﬂ% (1 «  “Wrenbury Medical Centre.”
*  “Wrenbury Medical Centre.”
Yes
75.0% (3)
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During the last few months how have you found medical care and support? Please
tick all that apply, where 0 is Very Poor and 5 is Excellent. Please choose N/A if you
haven't needed medical care or support.

Answered: 4 Skipped: @ How did you find this?
— I - *  “The services I’f,mve received were a
10820% 10888 % good standard.

75.0%
80%

G0%%

40%%

20%

Face-to-face Phone appointments Video appointments

0%

B B: PB: B: B: Bre
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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: 4 Skipped: 0

100%

75.0%

g80%

60%

400

25.0%

200%

Yes Mo Sometimes Mot needed

healthwatch healthwatch

Cheshire West Cheshire East



Are you being offered them currently?

Answered: 4 Skipped: 0

100%

g80%

60%

400

200%
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o5

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: 4 Skipped: 0

Mo
50.0% (2)

Yes
50.0% (2)
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Did this result in you having to self-quarantine on return to your Care

Home?

Answered: 4 Skipped: 0
If yes, can you tell us more

about your experience of this?

100%

80% « “l did not enjoy being self
quarantined it affected my mental
E0% 50.0% 50.0% health.”

« “l did not enjoy this feeling
mentally or physically.”

40%:

20%

0%
es Mo Don't know
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Has anyone helped you to complete this survey?

Answered: 4 Skipped: 0

100%

80%

60%

404%

200%

healthwatch

Cheshire West

| have
completed it

| 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?

*  “Too much agency care. Unreliable and often inexperienced.”

« “No.”

*  “Nothing to change.”

*  “I'm satisfied. They keep looking after me so | don't need anything else.”
* “l can't think of anything.”

« “It suits me here fine and | like being surrounded by nice people.”
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Do you have any more comments about living at your Care Home over the
past few months?

“llove it here.”
* “It has been difficult not seeing my family.”

« “l fully enjoy living here and all my needs are met.”
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Friends and Relatives' Experiences of Care Homes during
the Coronavirus (COVID-09) Pandemic

Wrenbury Nursing Home, Nantwich and Rural

7 Respondents

November 2020 - March 2020
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Does your friend or relative receive nursing care at their Care Home?
Answered: 7 Skipped: 0

Mo
14.3% (1)

Yes
85.7% ()
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Does your friend or relative receive dementia care at their Care Home?
Answered: 7 Skipped: 0

Mo
14.3% (1)

Yes
85.7% ()
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Do you feel your friend or relative is safe and secure in their

environment?
Answered: 7 Skipped: 0

No
14.3% (1)

Yes
85.7% (6)

healthwatch

Cheshire West

What makes you feel this way?

*  “The happy, friendly atmosphere.”
*  “The security in place.”

*  “It’s largely an assumption, without ever
being inside the nursing home myself. As my
father’s state of mind has improved hugely
over the past 8-9 months, | feel that this is
probably the case.”

»  “Staff are very attentive.”
*  “My husband has been in the home for 14

months, they know him well and can spot any
changes in his behaviour.”
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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: 1 Would you like to tell us more about this?

*  “It's a very narrow room, space for 1 chair at the side of
the bed (patient is bed bound).”
100%
*  “l have been unable to go into his room since he arrived
in May 2020. So, | haven't been able to set anything up
for him. I’ve provided his personal items but it’s hard
to see through the window what the staff have done
with them. | can see the blanket the family gave him
along with the family photos on it. | know he is

B80%

60%

40%

pots comforted by that.”
0% *  “Has family pictures around.”
Yes Mo Sometimes Don't know
*  “He thinks the stay is temporary so will pack up to leave
sometimes.”
*  “Due to the pandemic I’ve not been inside the home
since my wife went in there so I’ve not seen her room.”
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Have you been able to deliver personal items for your friend/relative?

Answered: 7 Skipped: 0 .
Can you tell us more about this?

» “Can drop off parcels at reception.”

*  “I’m able to, but my mother needs to have something
to fiddle with e.g. a soft toy as this keeps her a little
motivated, but this doesn't happen on a regular basis.”

«  “Flowers, sweets, biscuits, birthday and Christmas
cards and presents. However, we’ve have not been able
to give it to him directly to see his reaction. All items
have been given to staff at the main entrance to pass
onto him later, which is not very fulfilling.”

«  “We’ve taken gifts and sent letters.”

Yes *  “I’m always made welcome.”
100.0% (7)
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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?

A d: 6 Skipped: 1 i

nswere ippe Can you tell us more about this?
Sometimes

16.7% (1) « “l'don’t think Mum understands what’s

happening.”
» “The manager is keeping us up to date.”

»  “Staff inform us regularly. It’s dependent on
ability to understand and remember.”

» “Regular correspondence.”

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: 1

100%
B0%
B0% 50.0%
40%

20%

0%
Yes Mo

healthwatch
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33.3%

Sometimes

16.7%

Don't know

How has this been for them?

“They’re bed bound and due to the Covid
situation has been unable to be taken into the
lounge, etc.”

“It’s difficult when they are stuck in their own
rooms but essential due to the virus.”

“My father was Covid positive (the only one in
the whole nursing home). It had taken him so
long to settle in the nursing home due to his
anxiety and mix with others. The new self-
isolation rules made him extremely low as he
was the only one affected. Thankfully his key
worker dealt with this magnificently with a car
journey to the lake as soon as he was given the
all clear to look at beautiful scenery and wildlife
there, much appreciated.”

“Keeping things as normal as possible during
these times.”
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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: 4 Skipped: 3

A rumaiL

100
1{15{1% 106880%, 1‘.']5‘.‘]%
75.0%
B0
soop | 20.050.0% 5050:0% 50 5040% 50 .50:0%
40% 05.0%
I B
20%
0%
Singalon Board Arts & Exercise Hairdres Bingo Themed
E5 Games Crafts classes sing evenings Together &'
s with
other...

. Yes . Mo . Sometimes
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What have they enjoyed/not enjoyed doing?

» “My mother enjoys music and having time spent with her, which helps motivate her.”

«  “Unsure without visiting, (have seen something on the home’s Facebook page). Talking through window
crack is not conducive to chatting about this when he has lost/not put in his hearing aids.”

« “Just sitting and observing.”
» “He is not very sociable but he wont be restricted.”

«  “Not sure.”
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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: 7 Skipped: 0
If no, why not?

* “Bed bound and it’s too cold for a
wheelchair.”

100%

80% 7.4% «  “Too cold and work is being done on

({2

the garden so it’s "out of bounds*.
60%

28.6%

40%

20%%

O
es 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?

“In the summer, sitting in the garden.”

“My mother was able to go out in the summer as long as the weather was warm enough.”

“Outside visits, the home has a garden when warm enough to go out and sit.”

“He likes to be outside having been a farmer. He caught Covid-19 so he was restricted for a while.”

“I’ve had a visit in the garden.”
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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: 0

100%
0%
G0%

40%

14.3% 14.3%
20%%
0%
Yes Mo Sometimes
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42.9%

Mot needed

28.6%

Don't know

Can you tell us more
about this?

« “l'don't know as |
haven't been able to
come into the home in
the last year.”

«  “They're not
particularly religious.”

«  “Church members are
made welcome.”
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Before the pandemic, could you easily travel to visit your friend or

relative?

Answered: 7 Skipped: 0

N/A
28.6% (2)

healthwatch

Cheshire West

Yes
T1.4% (5)

Can you tell us more about this?

“It’s been extremely difficult not to see my mother for
a year, except on her birthday and when | Skype video
call | see a huge change in her, she needs some
motivation and involvement from staff as relatives are
not allowed in.”

“My father was admitted to hospital and then direct to
the nursing home in May 2020, so it’s all happened
during the pandemic.”

“Visit regularly with other members.”

“I can drive, so | visited by appointment last summer.”

“My wife wasn’t in a home before the pandemic.”
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Over the past few months, have you been able to keep in contact with

your friend or relative?

Answered: 7 Skipped: 0

1009

T.4%

0%

60%%

0%

20%%

0%
Yes Mo

healthwatch
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28.6%

Sometimes

MA

If no, why not?

* “It has been difficult.”

 “If he doesn't have his
hearing aids (either lost
or not in) then he cannot
use the phone or any
devices.”
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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: 0
100%
BO%
B0%
40%

200%

healthwatch
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Fhone
calls -
own

phone

o71%

Fhone
calls -
Care

Home...

14.3%

Video
calls -
oW

device

28.6%

WVideo
calls
Care
Home...

Email
- owWn
device

o7T1%

14.3%
Email Post Wisits
- Care
Home's
device

28.6%

Other
(please
specify
)
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Overall, how has this been for you? Please choose a rating from O to 5,
with 0 being Very Poor and 5 being Excellent.

Answered: 6 Skipped: 1
1009

80%
60%%

400
16.7%

1 (Wery Poor) - 5 (Excellent)

20M%

B H: B: B: B
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Overall, how has this been for you? Please choose a rating from O to 5,
with O being Very Poor and 5 being Excellent.

Can you tell us more about this?

“Somewhat disorganised arrangements.”

«  “Difficult, as my Mother doesn't understand and is missing staff members who no longer work at the
home.”

«  “Difficult circumstances but staff have always helped. Very hard just phoning instead of visits, but
never any trouble for the staff to take the phone to mum.”

* “Friends telephone my husband as my calls aren’t very successful (he says come and fetch him home).”

« “It’s better than nothing at all.”
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How do you feel your friend/relative's mood has been during the

pandemic?
Answered: 7 Skipped: 0

100%
80%
60
A40%

200%

healthwatch
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14.3%

Consistently
felt low

Ups and downs

Consistently
felt happy

Mo change
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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: 7 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?

What makes you feel this way?

“I just hope so.”

«  “With little contact face-to-face with staff, it’s difficult to assess. | feel that my father is being treated
with dignity and respect but | cannot wholeheartedly agree or deny.”

« “Always friendly and happy towards her.”
« “The way they talk to him when he has a phone call and when they talk to me.”

» 2l have regular telephone calls with staff.”
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Do you know the name of the doctor's surgery that your friend or relative
is registered with?
Answered: 7 Skipped: 0

Yes
100.0% ()
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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 0 is Very Poor and 5 is Excellent. Please choose N/A if they haven't needed

medical care or support.
Answered: 6 Skipped: 1

1004
1
B0%
60%
33.3% 33.283.3% 33.183.3% 33.3%

404
o I II II I

0%
Face-to-face Phone appointments Video appointments

B N: B: B+ B B
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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 0 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?
»  “Very difficult for her to understand Skype.”
* “Not able to answer this question as I’ve no knowledge of the amount of medical contact made.”

« “Helpful.”
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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: 7 Skipped: 0

100%

g80%

60%

40%

20%

0%
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o5

Mo

14.3%

Sometimes

Mot needed

Don't know
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Are they being offered them currently?

Answered: 7 Skipped: 0

100%

T1.4%

B0%

& 0%s

0%
14.3%
200%
0%
Yes Mo Sometimes
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Mot needed

14.3%

Don't know

If not, can you tell us how they
are being helped with this?

«  “Yes, to podiatry. However, my
fathers spectacles have recently
broken and it’s not helped that
he cannot wear broken ones and
the hearing aids | replaced
myself at Specsavers are
lost/damaged again, and this has
not been resolved.”

« “Staff help.”
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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: 7 Skipped: 0

Yes

14.3% (1)

Mo
B5.7% (6)
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Did this result in them having to self-quarantine on return to their Care

Home?
Answered: 5 Skipped: 2

healthwatch
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100.0% (5)
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Is there anything you would change about the Care Home?

“A visitors room would be ideal.”

“It’s been a very difficult time, not being able to see my mother, except on Skype. Very often when |
see her on video calls she doesn't have enough warm clothes on, which is essential in winter at 100
years old. | have asked numerous times that she has something to fiddle with.”

“I cannot comment as I’m yet to go inside the home.”

“NO »”
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Do you have any more comments about their experiences of the Care
Home over the past few months?

« “It’s been very difficult for everyone and the staff have worked very hard to keep everyone safe. |
would still like more attention to detail with my mothers clothes, but I’m grateful that she’s been
kept safe.”

» “The staff have always contacted me by phone if anything has cropped up and needed discussion or
confirmation from me. All of the staff seem very motivated, caring and cheerful through one of the
hardest, demanding and stressful periods of time.”

» “The home has always chosen the best way for the residents, regardless of the government’s
guidelines, they’ve always put the residents first. This has been difficult at times, but it’s in the best
interest of the residents to keep them safe, which is very important.”

«  “They do everything possible.”

° “No »”
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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
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