ELMWOOD RESIDENTS’ AND RELATIVES’ SUMMARY REPORT 2019

This document is a summary of the results and feedback from Elmwood’s
Residents’ and Friends & Relatives surveys. The research was conducted
from 23rd November 2018 - 7th January 2019. This summary report lists each
question, the relevant Care Quality Commission Key Lines of Enquiry prompt(s)
and the results and analysis for each question.
All percentages are rounded to one decimal place*.

Please note: All recommendations in this report are the views of the Care
Research group. They are not mandatory. Any decision to change policies or
practices remains the sole responsibility of the company. We recommend any
company considers all available evidences carefully before making decisions. The
Care Research group will not be held responsible for the results of any changes
or decisions made by the company.

*Please note, as results are rounded to one decimal place, totals may not add
up to exactly 100%. This is common in statistical research.

For further information please contact: research@careresearch.co.uk

RESIDENT’S RESEARCH
QUESTIONNAIRE
RESPONDENT DEMOGRAPHIC DATA
Eight responses were received for the residents’ survey. The responses were
obtained through discussion between residents and a member of the Mission Care
staff (non-home based) who scribed the responses given by residents.

RESIDENT LOCATION

8

RESPONSES
RECEIVED

RESIDENT LOCATION

% OF RESPONDENTS

Ground Floor

62.5% ( 5 respondents)

First Floor

37.5% ( 3 respondents)

Second Floor

0% ( 0 respondents)

LENGTH OF STAY
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CONDITIONS

% OF SERVICE USERS

0-3 months

12.5% ( 1 respondent)

3-6 months

0% ( 0 respondents)

6-12 months

0% ( 0 respondents)

1-2 years

25% ( 2 respondents)

2-3 years

12.5% ( 1 respondent)

More than 3 years

50% ( 4 respondents)
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1. How do you rate the quality of care and
support you receive?
CQC KLOE: C1

25%

Very Good

25%

Good

50%

Average

0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
The results here are mixed with four respondents selecting a positive option and
four selecting a neutral option. The analysis revealed no correlation between
results and the floor respondents were living on. The results were also evenly split
between those who had lived at the setting for over and less than three years
respectively.

2. Do you know who to speak to when
something goes wrong?
CQC KLOE C2, R4

75%

Yes

25%

No

CARE RESEARCH ANALYSIS
The results here are reasonably positive. The analysis revealed that those who
selected ‘No’ to this question were newer to the setting. One respondent who
selected ‘No’ has been at the setting for less than three months and the other
respondent was an individual who has been at the setting for less than two years.
This may suggest that information on who to speak to must be reinforced and
made clearer to new residents and those who have not been at Elmwood for very
long.
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3. How would you rate the support you have
received from the Home Manager?
CQC KLOE W1
37.5% Very Good
25%

Good

25%

Average

0%

Poor

0%

Very Poor

12.5% Not Applicable
CARE RESEARCH ANALYSIS:
The results for this question represent a mix of experiences. Analysis revealed no
specific link to length of stay or location. However, it is interesting to note that the
two ‘Average’ responses both came from individuals who had been at the setting
for over three years.

4. How well do you feel that the staff treat you
with dignity and respect?
CQC KLOE C1, C3
50%

Very Well

25%

Well

25%

Average

0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
The majority of respondents (six) selected a favourable answer to this question.
The three respondents on the First floor all selected ‘Well’ or ‘Very Well’. Both
respondents who selected ‘Average’ have been at the setting for over three years
and are based on the ground floor. One issue raised in the comments relating to
this question was issues relating to agency staff.
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5. I find the home manager to be...  (Please
select all that apply)
CQC KLOE W1
62.5% Approachable
62.5% Supportive
25%

Available

37.5% Caring
12.5% Professional
12.5% Communicative
0%

Unapproachable

12.5% Busy
0%

Unprofessional

50%

Respectful

12.5% Good listener
12.5% Knowledgeable
0%

A person of integrity

37.5% Compassionate
25%

Not Applicable

CARE RESEARCH ANALYSIS:
This question allowed for multiple answers to allow for respondents to highlight
a range of attributes that they felt described the home manager. The average
number of answers given per respondent (controlling for the two who selected ‘Not
Applicable’) was 4.3.
The results of this question are exceptionally positive. The three most popular
terms selected by residents to describe the home manager were ‘Approachable’
‘Supportive’ and ‘Respectful’. The only ‘negative’ attribute that was selected by any
of the residents was ‘Busy’, which was selected by one resident. It is also important
to note that this resident also chose a number of positive attributes alongside the
‘Busy’ option.
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Any additional comments regarding the staff or
level of care you receive?
In total, there were 15 separate comments left across the previous five questions.
Analysis revealed that three of the comments were exclusively positive, three of the
comments were exclusively negative, seven of the comments were neutral and two
of the comments were a mixture of positive and negative points.

Thematic analysis highlighted two key areas as most prevalent across the comment
data.

Agency staff
In total three comments were exclusively related to issues with agency staff.
Residents appeared to feel that agency staff were not as good as the core staff and
that this had an impact on their experience at the home.

Who to speak to
Six of the neutral comments related to statements of who they would speak
to if something were to go wrong. However, analysis revealed that there was
inconsistency surrounding who people would speak to.
Two stated they would speak to their own family member
One stated Ese
One stated Renold/Ese
One stated ‘A Nurse’
One simply stated that they ‘think’ they know who they would speak to
It is unclear to the researchers exactly what the ‘correct’ answer to this may be,
however the range of answers implies residents may need further guidance on
who to speak with especially for those who are waiting for family members to visit
before raising issues.

Other points raised
The remaining six comments raised the following points:
Three comments positively praised the quality of care and the way staff treated
them with dignity and respect.
One comment stated the resident had not had the opportunity to get to know the
Home Manager as yet (the resident has been at the setting for less than 3 months).
One comment stated the support from the Home Manager was no more than
would be expected.
One comment stated that they wished care staff would be more prompt
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6. Do you feel safe living here?
CQC KLOE S1, S2
100% Yes
0%

No

CARE RESEARCH ANALYSIS:
This question is the only question across both surveys that had 100% agreement.
It is a very positive result and suggests that, despite some variance on other issues,
residents feel safe at Elmwood.

7. How would you rate the quality of the pastoral
support provided in the home?
CQC KLOE C1.1
25%

Very Good

12.5% Good
0%

Average

0%

Poor

0%

Very Poor

62.5% Not Applicable
CARE RESEARCH ANALYSIS:
Though the majority of respondents did not find this question applicable to
them, it is important to note that all that did (three respondents) selected positive
responses. This is one of only two questions (see also question 12) where all of the
qualitative responses were positive. All three of these respondents have been at
the setting for over three years.
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8. How would you rate the quality of the
activities provided in the home?
CQC KLOE R2.7
12.5% Very Good
50%

Good

37.5% Average
0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
The response results, though positive overall, suggest some improvement could
be made. This was also a theme present in the three comments left in relation to
this question. The results did not have any particularly strong correlation with other
variables.

9. How would you rate your living space?
CQC KLOE Caring: C2.7
25%

Very Good

50%

Good

25%

Average

0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
The results of this questionnaire are broadly positive with 75% selecting ‘Very
Good ‘ or ‘Good’. Analysis revealed relationships between the floor respondents
lived on and their answer to this question about living space. All three respondents
who live on the first floor selected Good for this question. The ground floor
respondents gave a greater range of answers (2x Very Good, 1x Good, 2x
Average).
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Any additional comments regarding your daily
living experience at Mission Care?
In total, there were 12 separate comments left across the previous four questions.
Analysis revealed that four of the comments were exclusively positive, three of the
comments were exclusively negative, five of the comments were neutral and none
of the comments were a mixture of positive and negative points.

Thematic analysis highlighted three key areas as most prevalent across the
comment data.

Quality of activities
There were three comments in relation to the quality of activities. Two were
categorised as positive and one was categorised as neutral. However, the language
used in all three comments could be best described as ‘muted’. There was a
recognition of their purpose and the improvements that have been made but
there were no strong exclusively positive comments. As a whole, the comments
suggested that improvements could be made.

Pastoral involvement
There were four neutral comments related to involvement with pastoral activities,
with three comments stating no interest to be involved with the pastoral support
made available and one comment highlighting that they were unsure what they
were allowed to be involved with.

Safety concerns
Two comments were made in relation to safety concerns. One respondent stated
a fear that they might fall whilst the other respondent stated that they are at times
cut off from their bell.

Other points raised
The remaining three comments raised the following points:
One respondent stated that the pastoral support team come to them because they
can’t walk.
One respondent stated that their room ‘couldn’t be better’.
One respondent stated that their room was ‘a bit small’.
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10. How would you rate the quality of the meals
that you are served?
CQC KLOE E1.5
37.5% Very Good
25%

Good

37.5% Average
0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
The results for this question are positive overall with 62.5% (five respondents)
selecting ‘Very Good’ or ‘Good’. Analysis showed no specific strong correlations
to other respondent variables, however the relationship between responses for
the perception of food quality and food presentation is discussed in the following
question.

11. How would you rate the presentation of the
meals that you are served?
CQC KLOE E 1.5
12.5% Very Good
0%

Good

87.5% Average
0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
These results represent the lowest score across the residents’ questionnaire.
However, it is also important to recognise the disparity between the answers to this
question and the previous question. Analysis also suggests that the presentation of
the food is ‘holding back’ or not matching the quality of the food itself. There were
four respondents (50%) who selected either ‘Very Good’ or ‘Good’ in the previous
question who now selected ‘Average’.
The one individual who selected ‘Very Good’ for this question had also selected
‘Very Good’ for the quality of the food.
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12. How would you rate the laundry service?
CQC KLOE R1.3
25%

Very Good

75%

Good

0%

Average

0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
This question represents the only question where every resident selected a positive
response. All residents who have lived at the setting for under two years selected
‘Good’. The two respondents who selected ‘Very Good’ have both been at the
setting for over two years.
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Any additional comments regarding the food and
laundry service at Mission Care?
In total, there were five separate comments left across the previous three questions.
Analysis revealed that one of the comments was exclusively positive, none of the
comments were exclusively negative, none of the comments were neutral and four
of the comments were a mixture of positive and negative points.

Thematic analysis highlighted two key areas as most prevalent across the comment
data.

Range of experiences relating to food
Two of the comments relating to food highlighted that the quality of the food was
inconsistent with one stating ‘sometimes it’s wonderful, sometimes it’s awful’. A
third respondent, however, was very positive about the food.

Laundry service
The two comments relating to laundry both highlighted that the laundry service
does well the majority of the time. One of the two respondents stated that
occasionally clothing can get lost.

Other points raised
Amongst five responses there was also one other issue raised:
One of the respondents highlighted that the catering team makes a good effort to
obtain special ingredients.
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Any additional comments or questions?
In total, there were three separate comments left for this question.
Analysis revealed that one of the comments was exclusively positive, none of the
comments were exclusively negative, one of the comments was neutral and one
of the comments was a mixture of positive and negative points. There was also
a fourth comment that simply stated ‘No’ to reflect that they had no additional
comment to make.

There was no unifying theme across the three comments.

Points raised
One respondent stated they were ‘very happy here’.
One respondent requested the setting get new hostess trolleys that make less
noise.
One respondent stated that everyone at Elmwood tries very hard but there is
further room for improvement at the setting.
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RELATIVES & FRIENDS
QUESTIONNAIRE
RESPONDENT DEMOGRAPHIC DATA
A total of 34 responses were received. 32 respondents completed the paper
copy of the questionnaire and posted their response. Two respondents completed
the questionnaire online. Questionnaires were anonymous with respondents only
revealing personal identifiable data if they chose to in the comments section.

FRIEND/ RELATIVE LOCATION

34

RESPONSES
RECEIVED

RESIDENT LOCATION

% OF RESPONDENTS

Ground Floor

29.4% (10 respondents)

First Floor

41.1% (14 respondents)

Second Floor

29.4% (10 respondents)

FRIEND/RELATIVE LENGTH OF STAY
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CONDITIONS

% OF SERVICE USERS

0-3 months

14.7% (5 respondents)

3-6 months

5.9% (2 respondents)

6-12 months

5.9% (2 respondents)

1-2 years

38.2% (13 respondents)

2-3 years

8.8% (3 respondents)

More than 3 years

26.5% (9 respondents)
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1. How did you find out about the Mission Care
home that your relative or friend is living in?
(Please select one answer)
29.4% Word of mouth
14.7% GP/Manager/Hospital
26.5% Bromley Care Services
0%

Mission Care website

0%

Care Home UK website

2.9%

Your Carehome website

2.9%

Other care related website

5.9%

Personal Recommendation

0%

Advertisement

5.9%

Online Search Engine

11.7% Other/ Multiple Answers
0%

Not Answered

CARE RESEARCH ANALYSIS:
The results suggest that the reputation of the setting and the relationship with
Bromley Care Services are the primary sources through which individuals find out
about Elmwood with a combined percentage of 55.9%.
There were two individuals who selected ‘Other’ both of whom stated they had
seen that the home was in their local area.
There were also two respondents who had selected two answers each. All four of
these responses were web based with one respondent selecting ‘Mission Care
website’ and ‘Online Search Engine’ and the other respondent selecting ‘Mission
Care website’ and ‘Care Home UK Website’.
Of particular interest, was that 100% of those whose relative or friend have been at
the setting for 0-3 months had been referred by a GP/Care Manager/ Hospital or
from Bromley Care Services.
However, analysis also showed that, when a single count of each of the multiple
answers relating to websites were included, that 33.3% (three out of nine
respondents) whose relative or friend had been at the setting for less than a year
selected an online source in comparison to 12% (3 out of 25 respondents) whose
relative or friend had been at the setting for longer than a year. This suggests that
the online profile of the home is having a growing impact upon the attraction of
new residents to the setting.
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2. How would you rate the quality of information
and support that was provided by Mission Care
when you were looking for a home?
38.2% Very Good
35.3% Good
11.8% Average
2.9%

Poor

0%

Very Poor

5.9%

Not Applicable

5.9%

Not Answered

CARE RESEARCH ANALYSIS:
The results to this question are positive with the majority (73.5%) satisfied. The
percentage of respondents selecting ‘Very Good’ is at its highest for newest
residents at 80% (five out of six respondents) suggesting that current practices are
effective.
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3. Why did you choose a Mission Care home for
your relative or friend? (Please select the most
appropriate answer)
CQC KLOE Caring: C1.3
5.9%

CQC Rating

17.7% Home Environment/Facilities
17.7% Location/Proximity
5.9%

Enquiry Response

0%

Impression of Staff

8.8%

Word of Mouth/Recommendation

8.8%

Availability

11.8% Christian Ethos
5.9%

Not Answered

17.7% Multiple Answers Selected

CARE RESEARCH ANALYSIS:
Overall, the location of the setting and its environment and facilities are the primary
reasons individuals select Elmwood.
17.7% (six respondents) selected multiple answers. ‘Location/Proximity’ received
four responses. ‘Home Environment/Facilities’, ‘Enquiry Response’ and ‘CQC’
Rating’ each received three responses. ‘Availability’ and ‘Word of Mouth/
Recommendation’ each received two responses and ‘Christian Ethos’ received one
response.
These multiple responses still denote that the home environment and facilities and
the location and proximity of the setting are the primary motivations for individuals
choosing Elmwood as a home for their loved one.
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Any additional comments in relation to choosing
a home?
In total, there were nine separate comments left across the previous two questions
(there was no comment question following question one).
Analysis revealed that three of the comments were exclusively positive, two of the
comments were exclusively negative, three of the comments were neutral and one
of the comments was a mixture of positive and negative points.

Thematic analysis highlighted two key areas as most prevalent across the comment
data.

Atmosphere at Elmwood
There were four comments made relating to the positive atmosphere at Elmwood
and the impression of staff. However, it is important to note that one of these
comments went on to say that the positive atmosphere had deteriorated over
recent years.

Placement organised by other groups
Three respondents stated in their comments that their friend or relatives placement
at Elmwood was organised by other groups. Two of the comments that relate
specifically to hospital placements highlighted that this was organised very quickly
without them having much choice.

Other points raised
There were four other issues raised across the comment data.
One respondent stated their awareness of the home’s approach and ethos came
from previously visiting other residents.
One respondent stated that the location of the setting made it easier for elderly
visitors to come to the setting.
One respondent stated cost as a key factor to choosing Elmwood as a home.
One respondent stated that they had been told that those with dementia would be
on the top floor, away from the first floor where their loved one resides but that this
is not the case. With the result being that everyone on the corridor is confined to
their bed and that hearing residents call for the nurse constantly is distressing.
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4. How would you rate the level of
communication from the home about the care
your friend or relative has received?
CQC KLOE C2.5, C2.6, C2.7
35.3% Very Good
35.3% Good
29.4% Average
0%

Poor

0%

Very Poor

0%

Not Answered

CARE RESEARCH ANALYSIS
The results for this question are broadly positive with 70.6% (24 respondents)
selecting ‘Good’ or ‘Very Good’ and with no one selecting ‘Poor’ or ‘Very Poor’.
All of those who selected ‘Average’ have friends or relatives who have been
at Elmwood for one year or more. No one who has a friend or relative who
joined Elmwood in the last 12 months selected ‘Average’. This may suggest that
communication between homes and friends and relatives of residents can ‘dip’
over time. Alternatively, it may suggest that improvements have been made in the
last year to the levels of communication between Elmwood and the friends and
relatives of those living there and that these improvements have had a positive
impact upon perceptions of communication.

5.  How useful do your find the Friends and
Relatives meetings?
CQC KLOE W7.1, W7.2
11.8% Very Useful
38.2% Useful
5.9%

Average

0%

Poor

0%

Very Poor

44.1% Not Answered
CARE RESEARCH ANALYSIS:
The responses to this question suggest that the majority of those who attend the
Friends and Relatives meetings find them beneficial (50%). However, this question
had the highest level of non-responses across the questionnaire. The comments
section suggested the primary reason for not answering this question was because
individuals had not or could not attend the meetings. This will be further discussed
in the comments question related to communication (pg. 27).
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6. How would you rate the communication you
receive about Mission Care in general regarding
events and developments across the group?
CQC KLOE W1
20.6% Very Good
38.2% Good
20.6% Average
14.7% Poor
0%

Very Poor

5.9%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question suggest 58.8% (20 respondents) are pleased with
the communication they receive from Mission Care regarding events and
developments across the group.
However, this question received the second highest combined score of ‘Average’,
‘Poor’ and ‘Very Poor’ with 35.3% (12 respondents). All of the ‘Average’ and ‘Poor’
responses came from those who had been at the setting for six months or more.
This again suggests either that communication ‘dips’ over time or that recent
changes to communication are having a positive effect on friend’s and relative’s
perceptions of the communication received from Mission Care.

7. Latest news from our homes and forthcoming
events are also available  on our website. How
often do you check the Mission Care website?
CQC KLOE C1, C3
0%

Daily

0%

2-3 times a week

5.9%

Once a week

5.9%

Fortnightly

76.5% Never
11.8% Not Answered
CARE RESEARCH ANALYSIS:
The results suggest that the current Mission Care website is not utilised by the
friends and relatives of residents at Elmwood. In total only 11.8% (four respondents)
actually visit the website compared to 76.5% (26 respondents) who never visit
the website. This is interesting as results for question one suggest the internet is
becoming more important in identifying Elmwood as a suitable setting. It may be
that heightened awareness of the website and what it can be used for is needed.
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Any additional comments in relation to
communication?
In total, there were 31 separate comments left across the previous four questions.
Analysis revealed that three of the comments were exclusively positive, 10 of the
comments were exclusively negative, 12 of the comments were neutral and six of
the comments were a mixture of positive and negative points.

Thematic analysis highlighted three key areas as most prevalent across the
comment data.

Need to be more informed
There were six comments across the four questions that stated a desire to
be informed more regularly about what goes on at Elmwood. Three of these
respondents stated that being emailed information directly would be a helpful way
of receiving information and staying informed.

Mission Care website
In total, four respondents stated they were not aware of the Mission Care website
and its contents and a further two respondents stated they had no internet access
at home. Three respondents also stated that information available on the notice
boards and the lifts helped them to stay informed

Friends and Relatives meetings
10 comments were made in relation to not attending or no longer being able to
attend the meetings. Reasons included physical distance, their friend or relative
only recently joining Elmwood and not being able to make the specific day the
meetings are due to work commitments. Another respondent commented that
their relative is able to access the meetings and give their views and opinions.
There was also one respondent who said they are not informed of when the
meetings take place.

Other points raised
There were four other issues raised across the comment data.
One respondent stated that it can be difficult to contact staff via the phone and
that messages left are often not responded to.
One respondent stated that they no longer have a need to use the website but that
it was a good website when they did need to use it.
One respondent said that communication has been improving more recently.
One respondent stated they didn’t have a Friends and Relatives meeting.
Potentially suggesting some confusion between friends and relatives meetings and
initial meetings at Elmwood.
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8. How would you rate the quality of the meals
served to your relative or friend?
CQC KLOE E1.5
14.7% Very Good
41.2% Good
23.5% Average
0%

Poor

2.9%

Very Poor

14.7% Opt out of this question
2.9%

Not Answered

CARE RESEARCH ANALYSIS:
The results of this question suggest that there is a mix of views on this, similar to
that expressed in the residents survey. In total, 55.9% (19 respondents) appear
satisfied with the quality of meals provided and a further 23.5% (eight respondents)
believe the meals to be average.
However, it is also important to note that this is one of only two questions in the
entire questionnaire that received a ‘Very Poor’ response.
17.6% of respondents (six respondents) opted out or did not answer this question.
Comment data suggests this is partly because some friends and relatives have not
had the opportunity to actually see the food residents eat.

9. How would you rate the variety of meals
served to your relative or friend?
CQC KLOE E1.5

11.8% Very Good
35.3% Good
26.5% Average
2.9%

Poor

0%

Very Poor

20.6% Opt out of this question
2.9%

Not Answered

CARE RESEARCH ANALYSIS:
The results to this question suggest that there is less of a positive response to
the variety of meals in comparison to the quality of meals with only 47.1% (16
respondents) selecting ‘Very Good’ or ‘Good’.
There is also a greater number deciding to opt out or not answer this question
(eight respondents). This is likely for similar reasons to those opting out of the
previous question as if friends and relatives have not had the opportunity to see the
food residents eat then they are even less likely to see a variety of food eaten by
residents.
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10. How would you rate the presentation of the
meals served to your relative or friend?
CQC KLOE E1.5
11.8% Very Good
38.2% Good
26.5% Average
5.9%

Poor

0%

Very Poor

14.7% Opt out of this question
2.9%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question suggest that 50% (17 respondents) are pleased with
the presentation of food at Elmwood.
This question scored the highest ‘Average’, ‘Poor’ and ‘Very Poor’ combined score
out of the three dining questions, which reflects a similar trend in the residents
questionnaire in that the quality of the food is rated higher than the presentation of
the food. It is also interesting to note that friends and relatives rate the presentation
of food far higher than residents themselves.
.
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Any additional comments in relation to food
served at Mission Care?
In total, there were 21 separate comments left across the previous three questions.
Analysis revealed that five of the comments were exclusively positive, seven of the
comments were exclusively negative, nine of the comments were neutral and none
of the comments were a mixture of positive and negative points.

Thematic analysis highlighted three key areas as most prevalent across the
comment data.

Negative views on of the food
Six of the negative comments made were in relation to the quality (not
presentation) of the food on offer at Elmwood. A further negative comment was in
relation to a belief that the respondent’s friend/relative is not adequately consulted
regarding what they would like to eat.

Lack of knowledge
Seven respondents commented that they had limited knowledge of the food that
was prepared for residents. Two of these respondents stated that they were not
welcome at meal times and that this, as a result, meant they did not have much
knowledge of the quality of food provided.

Positive comments
There were four positive comments relating to the food at Elmwood. Two
respondents commented that the food that they had seen looked good. Another
respondent commented positively on the variety of food shown on the menu. One
other respondent commented positively on Elmwood’s ability and willingness to
accommodate their relative’s specific dietary needs.

Other points raised
There were three other issues raised across the comment data.
One respondent commented on the challenge of making puréed food look
attractive.
One respondent stated variety was difficult due to their loved one’s dietary
requirements.
One respondent suggested that, for those who could not choose themselves, that
family members be provided with the menu so that they could make decisions on
their behalf.
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11. The involvement of relatives and friends
in matters relating to the care their loved one
receives is an important contribution to the
decisions made. How would you rate the level at
which the home involves you in matters relating
to your relative or friend’s care?
CQC KLOE W7.2, C2.3
29.4% Very Good
26.5% Good
32.4% Average
8.8%

Poor

0%

Very Poor

2.9%

Not Answered

CARE RESEARCH ANALYSIS:
The results here suggest that there is a mixture of experiences relating to
involvement in care matters. 55.9% (19 respondents) rate the level of involvement
as ‘Very Good’ or ‘Good’. However, 41.2% (14 respondents) selected ‘Average’
or ‘Poor’. This score represents the highest ‘Average’, ‘Poor’ and ‘Very Poor’
combined score across the questionnaire and suggests improvements can be
made.
‘Average’ responses were found across each of the different lengths of stay, with
100% of respondents residing at Elmwood for 2-3 years selecting ‘Average’ or
‘Poor’ (three respondents). The range present across these variables suggests that
levels of involvement may be quite varied and that more could be done in this
area.

12. How would you rate the support you have
received from the care staff at the home?
CQC KLOE C1.5, C2.7
32.4% Very Good
44.1% Good
20.6% Average
0%

Poor

0%

Very Poor

2.9%

Not Answered

CARE RESEARCH ANALYSIS:
The results here are positive with 76.5% selecting ‘Very Good’ or ‘Good’. This is the
joint highest combined score for ‘Very Good’ and ‘Good’ across the questionnaire
(see also question 15). All of the responses from those with relatives or friends who
have stayed at the setting for 0-3 months and 2-3 years selected ‘Very Good’ or
‘Good’.
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13. I find the home manager to be...  (please
select all that apply)
CQC KLOE W1
64.7% Approachable
41.2% Supportive
35.3% Available
44.1% Caring
50%

Professional

29.4% Communicative
5.9%

Unapproachable

23.5% Busy
0%

Unprofessional

50%

Respectful

26.5% Good listener
29.4% Knowledgeable
14.7% A person of integrity
29.4% Compassionate
8.8%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are very positive with every positive quality
receiving at least five selections. However, it is also important to note that
‘Busy’ and ‘Unapproachable’ were selected. No one selected both of these
characteristics which may suggest the two are interchangeable, or alternatively that
unapproachability was not linked to being busy.

14. How would you rate the support you have
received from the home manager at the home?
CQC KLOE W1
26.5% Very Good
47.1% Good
8.8%

Average

5.9%

Poor

0%

Very Poor

11.8% Not Answered
CARE RESEARCH ANALYSIS:
The results for this question are reasonably positive with 73.6% selecting ‘Very
Good’ or ‘Good’. 100% of those with friends or relatives residing at Elmwood for
3-12 months selected ‘Good’ or ‘Very Good’.
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Any additional comments in relation to the
support you have received from staff and
management?
In total, there were 21 separate comments left across the previous four questions.
Analysis revealed that 10 of the comments were exclusively positive, seven of the
comments were exclusively negative, two of the comments were neutral and two of
the comments were a mixture of positive and negative points.

Thematic analysis highlighted two key areas as most prevalent across the comment
data.

New management
There were six comments comparing the previous and current management. Four
respondents stated very clearly that they are happy with the new manager and are
pleased with the change. Two other respondents stated positive aspects of the
previous manager. There were also two further negative comments in relation to
the previous manager and one negative comment in relation to not having heard
yet from the new manager.

Defensive staff
Three respondents stated that staff could be quite defensive if given critical
feedback. One of these comments was in relation to the previous manager, whilst
the other comment was related more broadly to the staff at the setting.

Other points raised
There were seven other issues raised across the comment data.
Three respondents stated particular individuals who they believe are particularly
supportive.
Two respondents commented that they have never met the manager of the setting.
Two respondents commented generally that improvements have been made.
One respondent raised the need for their loved one to have a more comfortable
bed as the current bed keeps deflating.
One respondent stated that they believed management sometimes struggle to get
staff (especially agency staff) to carry out certain activities.
One respondent raised concerns about being called at unsociable hours about non
urgent issues.
One respondent was concerned that staff had asked them if their relative should
go to hospital as opposed to making the decision themselves as the friend/ relative
had no medical training with which to make that sort of decision.
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15. How would you rate the level of care your
relative or friend receives?
CQC KLOE C1
32.4% Very Good
44.1% Good
23.5% Average
0%

Poor

0%

Very Poor

0%

Not Answered

CARE RESEARCH ANALYSIS:
The results here are positive with 76.5% selecting ‘Very Good’ or ‘Good’. This is the
joint highest combined score for ‘Very Good’ and ‘Good’ across the questionnaire
(see also question 12) and suggests that the majority are pleased with the levels
of care provided by Elmwood. It is also important to note that no one selected
‘Poor’ or ‘Very Poor’ and that all respondents answered this question. 100% of
those whose friend or relative have resided at Elmwood for 0-6 months (seven
respondents) and 1-2 years (three respondents) selected ‘Very Good’ or ‘Good’.
The prevalence of positive responses in the 0-6 months category suggest that
progress has been made.

16. How well do you feel that the staff treat your
loved one with dignity and respect?
CQC KLOE C1, C3
38.2% Very Well
35.3% Well
11.8% Average
5.9%

Poor

2.9%

Very Poor

5.9%

Not Answered

CARE RESEARCH ANALYSIS:
These results are positive with 73.5% (25 respondents) selecting ‘Very Well’ or
‘Well’. However, 8.8% (three respondents) selected ‘Poor’ or ‘Very Poor’ with
this question being one of only two times that ‘Very Poor’ was selected by a
respondent. All of those who selected ‘Poor’ or ‘Very Poor’ had friends or relatives
who had lived at Elmwood for one year or more.
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17. How would you rate the quality of activities
available to your relative or friend?
CQC KLOE R2.7
20.6% Very Good
29.4% Good
23.5% Average
5.9%

Poor

0%

Very Poor

14.7% Unsure
5.9%

Not Answered

CARE RESEARCH ANALYSIS:
In total, 50% of respondents (17) believed the quality of activities to be ‘Good’
or ‘Very Good’. It is also interesting to note that this question had the closest
range of results between ‘Very Good’, ‘Good’ and ‘Average’ across the research
questionnaire as well as 20.6% (seven respondents) not selecting a qualitative
answer. Comment data supports the statistics in suggesting a range of experiences
in relation to activities with factors such as mobility, ability to engage and interest in
the ‘types’ of activities on offer all having an impact upon responses.

18. How would you rate the quality of pastoral
support offered to your relative or friend?
CQC KLOE C1.1
20.6% Very Good
41.2% Good
8.8%

Average

2.9%

Poor

0%

Very Poor

20.6% Unsure
5.9%

Not Answered

CARE RESEARCH ANALYSIS:
The results of this question are quite positive with 61.8% (21 respondents) selecting
‘Very Good’ or ‘Good’. The ‘Unsure’ and ‘Not Answered’ responses likely reflects
the views of those who do not use the pastoral support offered by Mission Care.
100% of those with friends or relatives who have resided at Elmwood for 0-3
months (five respondents) selected ‘Good’ or ‘Very Good’.
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Any additional comments in relation to your
relative or friend’s experience Mission Care?
In total, there were 26 separate comments left across the previous four questions.
Analysis revealed that three of the comments were exclusively positive, 12 of the
comments were exclusively negative, six of the comments were neutral and five of
the comments were a mixture of positive and negative points.

Thematic analysis highlighted three key areas most prevalent across the comment
data.

Staff inconsistency
Five respondents commented that treatment by staff was inconsistent.
Respondents stated that some staff were very kind, caring and effective at
supporting residents but that not all staff were. One of these respondents
specifically stated that agency staff were not as good as Elmwood’s own staff. A
sixth respondent stated that staff needed more training and understanding of
degenerative conditions.

Activities
There were two comments stating that their friends/relatives do not get involved
with the activities and a further two comments stating a greater range of activities
would be preferable. There was one positive comment which stated that a resident
enjoyed all of the activities available, with two respondents stating they were
unaware of the activities available and one respondent saying this issue was not
applicable to their friend or relative.

Pastoral support
There were two positive comments relating to the pastoral support and two
comments stating that this was not applicable to their friend or relative (one of
these being due to the resident not being well enough to participate).

Other points raised
There were three other issues raised across the comment data.
Four respondents stated specific issues they had with the levels of care for their
relative or friend. These concerns included a resident not being encouraged to
eat enough, a resident’s levels of cleanliness, a resident being shouted at from the
corridor and a resident being asked not to ring their assistance bell at particular
times.
One respondent stated they had requested a pastor to call them but that they did
not call.
One respondent stated their relative did not enjoy the pastoral services as people
were allowed to wander in and out of the services.
One respondent stated that their selection of ‘Average’ was in fact an ‘Average’ to
sometimes ‘Poor’ for question 15.
One respondent stated it was hard to say how well staff treated residents as they
were not at the setting ‘24/7’.
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19. In general, how would you rate Mission Care
as a care provider?
32.4% Very Good
41.2% Good
20.6% Average
5.9%

Poor

0%

Very Poor

0%

Not Answered

CARE RESEARCH ANALYSIS:
The results here are positive with 73.6% (25 respondents) selecting ‘Very Good’ or
‘Good’. As has been a reasonably consistent trend in this research, 100% of those
with relatives or friends who have stayed at Elmwood for 0-3 months and 2-3 years
selected ‘Good’ or Very Good’ for this question.

20. Would you recommend Mission Care as a
care provider?
79.4% Yes
11.8% No
8.8%

Not Answered

CARE RESEARCH ANALYSIS:
This question has a positive response rate with 79.4% (27 respondents) stating that
they would recommend Mission Care as a care provider.
Of the 11.8% who selected ‘No’ (4 respondents) we found matching answers
across four key questions. All who selected ‘No’ to this question selected ‘Poor’ for
question six ‘How would you rate the communication you receive about Mission
Care in general regarding events and developments across the group?’ and
selected ‘Average for question 15 ‘How would you rate the level of care that your
relative or friend receives?’. 100% of those who selected ‘No’ to this question also
selected either ‘Average’ or ‘Poor’ for question 16 ‘How well do you feel that the
staff treat your loved one with dignity and respect?’ and question 19 ‘In general,
how would you rate Mission Care as a care provider?’.
This analysis, coupled with comment data suggest that the primary concern for
those who selected ‘No’ were levels of care in comparison to cost.
However, it is important to note that the highest overall score across all question
types in this questionnaire was the ‘Yes’ response to this question.
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Any additional comments in relation to your
views of Mission Care?
In total, there were 11 separate comments left across the previous two questions.
Analysis revealed that none of the comments were exclusively positive, 10 of the
comments were exclusively negative, one of the comments was neutral and none
of the comments were a mixture of positive and negative points.

Thematic analysis highlighted two key areas most prevalent across the comment
data.

Improvement needed
Four respondents stated that there was a need to improve Elmwood. Areas around
food, levels of care, communication, relationships with visitors and staff attitudes
were all given as areas in which improvement was needed.

Cost
There were three respondents who mentioned the issue of cost. Two respondents
explicitly stated that they did not believe the price that they paid was fair in view of
the quality of service received. One of the respondents also felt the private costs
were far too high in comparison to the council costs and that this represented an
‘unfair two tier system’.

Other points raised
There were four other issues raised across the comment data.
One respondent suggested that a notice on residents’ doors with key details would
help all staff, including agency, to provide immediate, personalised care.
One respondent stated that they recognised that this area of care was a particularly
challenging one for staff.
One respondent stated they had requested to be present at a mobility assessment
and that this was due soon.
One respondent stated they were ‘Unsure’ whether they could recommend Mission
Care as a provider.
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Any additional comments or questions?
In total, there were five separate comments left for this question.
Analysis revealed that none of the comments were exclusively positive, three of the
comments were exclusively negative, one of the comments were neutral and two of
the comments were a mixture of positive and negative points.

The five respondents all left different comments. The contents of each comment is
discussed below.

Points raised
Two respondents outlined personal issues relating to their friend/relatives level of
care and requested the opportunity to speak to someone senior. Their messages
and contact details were passed on to management by Care Research.
One respondent articulated concern regarding agency staff - in particular their
levels of understanding about caring for an individual with dementia and the
observation that they do not work as hard as regular staff.
One respondent stated that they didn’t want their negative feedback to be taken
badly, but that there needed to be a recognition that improvements were required
and that Elmwood could be a far better place if changes were made.
One respondent stated that the help provided by Elmwood has been very much
appreciated at a time that is very difficult time for the resident and their relatives.
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GET IN TOUCH!
MISSION CARE
T: 0303 123 3201
E: hello@missioncare.org.uk
W: www.missioncare.org.uk

CARE RESEARCH
T: 0208 226 5586
E: research@careresearch.co.uk
W: www.careresearch.co.uk

