GREENHILL RESIDENTS’ AND RELATIVES’ SURVEY SUMMARY REPORT 2019

This document is a summary of the results and feedback from Residents’
and Friends & Relatives surveys. 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 100%. This is common in statistical research.

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

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

RESIDENT LOCATION

19

RESPONSES
RECEIVED

RESIDENT LOCATION

% OF RESPONDENTS

Ground Floor

63.2% (12 respondents)

First Floor

5.3% (1 respondent)

Second Floor

31.6% (6 respondents)

LENGTH OF STAY
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CONDITIONS

% OF SERVICE USERS

0-3 months

0% (0 respondents)

3-6 months

5.3% (1 respondent)

6-12 months

26.3% (5 respondents)

1-2 years

42.1% (8 respondents)

2-3 years

21.1% (4 respondents)
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1. How do you rate the quality of care and
support you receive?
CQC KLOE: C1
26.3% Very Good
57.9% Good
10.5% Average
0%

Poor

0%

Very Poor

5.3%

Not Answered

CARE RESEARCH ANALYSIS:
Overall, the results of this question are positive with 84.2% selecting ‘Good’ or
‘Very Good’. Both respondents who selected ‘Average’ have a friend or relative
that have lived at Greenhill for under a year.

2. Do you know who to speak to when
something goes wrong?
CQC KLOE C2, R4
84.2% Yes
15.8% No

CARE RESEARCH ANALYSIS
The results for this question are positive. The ‘No’ responses to this question
came from residents who have lived at Greenhill for 1-3 years and 3-6 months.
The fact that the ‘No’ responses are not concentrated on the lower length of stay
categories suggests that clearer information may need to be shared on this issue
with residents.
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3. How would you rate the support you have
received from the Home Manager?
CQC KLOE W1
26.3% Very Good
26.3% Good
0%

Average

0%

Poor

0%

Very Poor

47.4% Not Applicable
CARE RESEARCH ANALYSIS:
The results for this question are positive in that all of the respondents who felt able
to answer this question selected either ‘Good’ or ‘Very Good’ with a combined
positive response rate of 52.6% (10 respondents).
However this question has quite a high rate of ‘Not Applicable’ responses. The
comment data suggests this is due to a number of residents not knowing who the
Home Manager is.

4. How well do you feel that the staff treat you
with dignity and respect?
CQC KLOE C1, C3
21.1% Very Well
68.4%

Well

5.3%

Average

0%

Poor

0%

Very Poor

5.3%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are positive with 89.5% of respondents selecting
‘Well’ or ‘Very Well’ for this question. There was one response of ‘Average’ for this
question which was given by a resident who has lived at Greenhill for 2-3 years.
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5. What three words would you use to describe
the Home Manager?
CQC KLOE W1
CARE RESEARCH ANALYSIS:
There were a total of 14 different terms used to describe the Home Manager. All 14
words were positive. Total number of entries for this question was 19.
The most common were ‘Good Listener’ (four respondents) and ‘Caring’ (three
respondents).
The following terms in this list were each stated by a single respondent
•

‘Supportive’

•

‘Very Helpful’

•

‘Very Good’

•

‘Thorough’

•

‘Very Nice’

•

‘Welcoming’

•

‘Friendly’

•

‘Does what she thinks is right’

•

‘Efficient’

•

‘Committed’

•

‘Does her best to sort problems out’

One respondent did not answer this question.
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Any additional comments regarding the staff or
level of care you receive?
There were a total of 26 comments left across the previous five questions. One
comment was positive, one comment was negative, 14 were neutral and nine
comments were a mixture of positive and negative feedback.
Analysis identified three key themes:

Variance in staff quality
Nine of the comments received highlighted that experiences of care varied
dependent upon which member of staff was providing care. These comments were
made in relation to both question four and question one with respondents explicitly
linking issues with care levels and the staff that work with them. One respondent
suggested further training may be of value whilst another suggested newer staff are
potentially influenced by attitudes of staff members who have worked at the setting
for a longer amount of time. One respondent summarised what many of the other
respondents also said by stating ‘[quality of care] varies depending on member of
staff. Some absolutely brilliant, some don’t treat you as well - some people talk to
you, some don’t’.

Who to speak to when things go wrong
Seven respondents made comments stating who, specifically, they would speak
to if things went wrong. What is of interest is that there are at least five different
individuals that residents list. This suggests there may be a need to clarify who is
the first point of contact for residents if things go wrong.
One of the respondents also stated that ‘it took me a long time/6 months to find
out about the manager.’ This comment further highlights the potential need to
ensure all residents know who the main point of contact is if something goes
wrong, as early into a resident’s stay as possible.

Relationship with the Manager
There were 10 comments made in relation to the manager. Six of the residents
stated that they were unsure who the manager was. Another resident stated the
managers name but said they did not know her. Another resident stated that the
manager has changed ‘three times since I have been here’. Finally, there were two
respondents who gave positive feedback about the manager, describing her as
‘lovely’ and ‘very good’. Though one of these comments also stated that it was
their son who was in touch with her.
The comments for this question alongside the results of question three suggest
more may need to be done to facilitate relationships between the residents and
the manager.

Care Research I Greenhill Summary Report

9

6. Do you feel safe living here?
CQC KLOE S1, S2
100%

Yes

0%

No

CARE RESEARCH ANALYSIS:
The results for this question are very positive, with all residents stating that they feel
safe at Greenhill.

7. How would you rate the quality of the pastoral
support provided in the home?
CQC KLOE C1.1
27.8% Very Good
16.7% Good
0%

Average

0%

Poor

0%

Very Poor

55.6% Not Applicable
CARE RESEARCH RECOMMENDATIONS:
The results of this question are positive, in that all the residents who receive
pastoral support who completed the questionnaire selected either ‘Good’ or ‘Very
Good’.
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8. How would you rate the quality of the
activities provided in the home?
CQC KLOE R2.7
16.7% Very Good
38.9% Good
11.1% Average
0%

Poor

0%

Very Poor

33.3% Not Applicable
CARE RESEARCH ANALYSIS:
The results of this question suggest that two thirds of the residents who completed
this questionnaire get involved with the activities provided by the home. 10 out of
the 12 respondents involved selected ‘Good’ or ‘Very Good’ for this question, with
two respondents selecting ‘Average’.

9. How would you rate your living space?
CQC KLOE Caring: C2.7
26.3% Very Good
68.4% Good
5.3%

Average

0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
The majority of respondents to this question appear satisfied with their living space
with 94.7% selecting either ‘Good’ or ‘Very Good’. The resident who selected
‘Average’ for this question lives on the ground floor, however it is also important
to note that eight other residents on this floor selected ‘Good’ and three selected
‘Very Good’ for this question.
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Any additional comments regarding your daily
living experience at Mission Care?
In total there were 26 comments left across the previous four questions. There was
one positive comment, five negative comments, 14 neutral comments and one
comment with a mixture of positive and negative feedback.
Analysis revealed two key themes:

Involvement in activities
A total of 18 comments were left in relation to levels of involvement in pastoral
activities and other activities provided by the home.
11 of these responses simply stated that residents did not get involved with
pastoral activities.
The remaining seven stated that residents did not get involved in other activities
provided by the setting. Four of the comments simply stated that the resident did
not get involved with the activities, however two of the residents commented that
they feel they can no longer access the activities due to mobility issues. A third
resident commented that, out of choice, they do not attend many of the activities
but that ‘the ones I do go to are good’.

Quality of activities
Seven comments were left in relation to the quality of the activities provided. Two
comments were in relation to the pastoral activities and support at Greenhill with
one resident describing them as ‘excellent’ and another resident describing them
as ‘just enough’.
The remaining five comments were in relation to the quality of other activities
provided in the home. Each of the five comments raised an issue with the activities
programme. One resident stated that they would like to see more physical and
fitness activities whilst another resident stated there ‘aren’t enough’ activities.
Another resident stated that there were too many breaks during activities and
that they did not always start on time whilst another resident said that it can be ‘a
bit boring’ when they are watching TV. Finally, one resident stated they go to the
garden sometimes but prefer talking about sport.

Other comments
In response to question 11 about living space, one resident stated that they would
like a telephone in their room.
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10. How would you rate the quality of the meals
that you are served?
CQC KLOE E1.5
15.8% Very Good
47.4% Good
31.6% Average
0%

Poor

0%

Very Poor

5.3%

Not Applicable

CARE RESEARCH ANALYSIS:
The results for this question are reasonably positive with 63.2% of residents
selecting ‘Very Good’ or ‘Good’ and 31.6% of residents selecting ‘Average’ for
this question. ‘Average’ responses were received from residents who have lived
at Greenhill between 6 months and 3 years. The highest ‘Average’ response rate
was from residents who have lived at Greenhill for 2-3 years (three out of four
respondents). One individual selected ‘Not Applicable’ as they are on a specific
food diet.

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

Very Good

68.4% Good
21.1% Average
0%

Poor

0%

Very Poor

10.5% Not Applicable
CARE RESEARCH ANALYSIS:
The results for this question show greater consensus than the previous question. All
three of the residents who selected ‘Very Good’ for the previous question, lowered
their responses to ‘Good’ for this question. All nine residents who selected ‘Good’
for the previous question also selected ‘Good’ for this question. One resident who
selected ‘Average’ for the previous question selected ‘Good’ for this question.
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12. How would you rate the laundry service?
CQC KLOE R1.3
5.3%

Very Good

47.4% Good
15.8% Average
15.8% Poor
15.8% Very Poor
CARE RESEARCH ANALYSIS:
The results for this question are broadly positive with 52.7% of residents selecting
‘Good’ or ‘Very Good’. However, this is also the only question in this residents’
questionnaire that received both ‘Poor’ and ‘Very Poor’ responses with three
responses in each category. The results of this question, in light of the rest of the
questionnaire, suggest that this may be an area of concern for residents.
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Any additional comments regarding the food and
laundry service at Mission Care?
A total of 19 comments were made in relation to the previous three questions. One
comment was positive, nine comments were negative, two comments were neutral
and seven comments were a mixture of positive and negative feedback.
Analysis revealed two key themes:

Variance in food quality
There were five comments in relation to food quality varying. All of the comments
stated that the food provided is generally of a good quality but that, occasionally,
this is not the case. One resident stated ‘You get some brilliant days and some
bad days’ whilst another stated that there is the ‘odd day when food isn’t good
but generally good’. It may be valuable to speak with residents to identify if there
are any specific meals in particular that are not as good as other meals as this may
further hone the menu and ensure less variance.

Issues with laundry
Nine comments were left in relation to the laundry with eight negative comments
and one comment that included both positive and negative feedback. Seven
residents stated that their clothes had gone ‘missing’ via the laundry system.
A number of these residents stated specific items. One of these residents and
another resident also stated that clothes had not been returned in a good state. A
final resident stated that at times the wrong clothes were returned to them but that
this was ‘not very often’.

Other comments
There were five further comments made in relation to food at Greenhill. Two
residents highlighted information that had influenced their non-participation in the
question.
Two residents discussed portion sizes with one resident stating that they ‘get
enough to eat if [they] want to’ whilst another resident stated that ‘servings are too
big but choice is good’.
Another resident stated that there was ‘not enough’ fresh fruit at Greenhill
particularly during the summer months.
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Any additional comments or questions?
There were a total of seven comments for this question. four were negative, one
was neutral and two comments were a mixture of positive and negative feedback.
Analysis revealed three key themes:

Staff
Three comments were left in relation to staff. Two of the comments relating to staff
were a mixture of positive and negative feedback. One resident stated that staff
do not have time to answer questions and do not give them ‘a straight answer’.
However, this resident also stated that the service was ‘very good’. Another
resident stated that some staff would talk negatively to each other in front of them
and that this was particularly frustrating as they did not wish to be ‘underneath
anger’. The resident then stated that a particular nurse on the night shift was
‘brilliant - thorough and gentle’. Finally, one resident stated that it would be best if
morning staff woke them later as 7:15am ‘is too early’.

Facilities/Environment
There were three comments left in relation to the facilities/environment at
Greenhill. One resident stated that there was no phone and that, as a result they
‘had to buy a mobile’. Another resident stated that it was difficult to access the
computer as it is downstairs. This resident also said that their room is overheated
and that they were unsure why there was a ventilator in their bathroom. This
resident further stated that they would like more access to the garden. A third
resident stated that there was an issue with the hoist in their room which was ‘bad
for carers’ backs’ and that there was a ‘big problem with the pipework’.

Other comments
A number of residents made multiple points in their comments. The following
outlines other points highlighted by the residents.
One resident stated that they would like to continue with their trade (engineering).
Another resident stated that there could be more support with walking and that
they wanted more exercise. This resident also said that they wanted to understand
more about the ‘financial side of things’ as this did not ‘seem clear’.

16
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FRIENDS & RELATIVES
SURVEY
RESPONDENT DEMOGRAPHIC DATA
A total of 45 responses were received. 43 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.

RESIDENT LOCATION

45

RESPONSES
RECEIVED

RESIDENT LOCATION

% OF RESPONDENTS

Ground Floor

22.2% (10 respondents)

First Floor

33.3% (15 respondents)

Second Floor

44.4% (20 respondents)

LENGTH OF STAY
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DURATION

% OF SERVICE USERS

0-3 months

0% (0 respondents)

3-6 months

4.44% (2 respondents)

6-12 months

22.2% (10 respondents)

1-2 years

37.8% (17 respondents)

2-3 years

13.3% (6 respondents)

More than 3 years

17.8% (8 respondents)

Not answered

4.4% (2 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)
13.3% Word of mouth
17.8% GP/Manager/Hospital
35.6% Bromley Care Services
4.4%

Mission Care website

2.2%

Care Home UK website

0%

Your Carehome website

0%

Other care related website

11.1% Personal Recommendation
0%

Advertisement

6.7%

Online Search Engine

4.4%

Other

2.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results show that 53.4% of respondents found out about Mission Care through
either Bromley Care Services or a GP/Manager/Hospital.
Another important contributor to individuals discovering Greenhill is its reputation
with a total of 24.4% of respondents discovering the home through word of mouth
or a personal recommendation.
There is also quite a high proportion (15.5%) of respondents discovering Greenhill
through online resources. This total includes a respondent who selected ‘Other’ and
gave the response ‘looking online’.
Overall, these results suggest a variety of sources contribute to individuals
discovering Greenhill. However, like other homes, Bromley Care Services and
other public services are still the primary group through which friends and relatives
discover Greenhill.

20

Care Research I Greenhill Summary Report

2. How would you rate the quality of information
and support that was provided by Mission Care
when you were looking for a home?
44.4% Very Good
26.7% Good
8.9%

Average

0%

Poor

0%

Very Poor

13.3% Not Applicable
6.7%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are positive with 71.1% selecting ‘Good’ or ‘Very
Good’.
It is interesting to note that three out of the four ‘Average’ responses were from
individuals who would have dealt with Greenhill directly (finding the setting through
online resources/word of mouth). However, the majority of respondents in each of
these categories selected ‘Good’ or ‘Very Good’.
All of the respondents who selected ‘Mission Care Website’, ‘Online Search Engine’
including the ‘other respondent’ who stated ‘looking online’ selected ‘Good’ or
‘Very Good’ for this question.
The majority of the ‘Not Applicable’ responses and those who did not answer this
question came from those who came into contact with Greenhill through Bromley
Care Services or another public service. This suggests these responses are due to
friends or relatives having less direct involvement in decision making.
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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
2.2%

CQC Rating

11.1% Home environment/Facilities
13.3% Location/Proximity
8.9%

Enquiry Response

2.2%

Impression of Staff

4.4% Word of Mouth/Recommendation
17.8% Availability
2.2%

Christian Ethos

13.3% Not Answered
24.4% Multiple Answers Selected

CARE RESEARCH ANALYSIS:
The results for this question are quite varied with ‘Availability’ and ‘Location/
Proximity’ being the highest responses with a combined score of 31.1%.
A total of 11 respondents selected multiple answers for this question. When
responses of those who selected multiple answers are included and the results
analysed as a ‘select all that apply’ question (as in question 13), the results become
slightly different. ‘Availability’ does well with a total of 10 respondents bringing its
total to 22.2%. However, ‘Location/Proximity’ receives an extra seven responses
bringing its total to 13 responses or 28.9%. ‘Home Environment’ and ‘Impression
of Staff’ received a further five responses; ‘Word of Mouth/Recommendation’
and ‘Enquiry Response’ received a further four responses and ‘CQC Rating’ and
‘Christian Ethos’ each received three extra responses.
Overall, the results suggest that a wide number of factors contribute to individuals
choosing Greenhill as a home for their relative or friend. However, the biggest
contributors are ones that are not specific to the home’s atmosphere or ethos Availability and Location/Proximity.
Four out of the six respondents who did not answer this question selected ‘Bromley
Care Services’ or ‘GP/Manager/Hospital’ for question 1 and therefore likely did not
answer this question due to having less influence or choice with regards to where
their friend or relative was placed.
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Any additional comments in relation to choosing
a home?
There were a total of eight responses in relation to the previous three questions.
One comment was positive, and seven comments were neutral.

Lack of involvement/need for a swift placement
Six of the comments for this question either stated that the respondent was
not directly involved in the placement of their relative or friend into Greenhill or
explained the situation that led their relative or friend moving to Greenhill.

Other points raised
One respondent stated that they had a ‘great introduction/tour from Jessica’.
Another respondent stated their decision to pick Greenhill as a home for their
friend or relative was because they lived in Kent and this location meant it was
reasonably near and easy for them to visit.
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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
62.2% Very Good
24.4% Good
4.4%

Average

6.7%

Poor

0%

Very Poor

2.2%

Not Answered

CARE RESEARCH ANALYSIS
A total of 86.6% of respondents selected ‘Good’ or ‘Very Good’ for this question.
The ‘Average’ and ‘Poor’ responses amount to a total of five people. These
responses were found across the 6-12 months, 1-2 years and More than 3 years
length of stay categories.

5.  How useful do your find the Friends and
Relatives meetings?
CQC KLOE W7.1, W7.2
31.1% Very useful
40%

Useful

6.7%

Average

4.4%

Poor

0%

Very Poor

17.8% Not Answered
CARE RESEARCH ANALYSIS:
The results for this question are positive with 71.1% of respondents selecting
‘Useful’ or ‘Very Useful’. 11.1% of respondents selected a non-positive answer.
Non-positive responses were found across 6-12 months, 1-2 years and More than
3 years length of stay answers. There were no non-positive responses across 0-6
months or 2-3 years length of stay answers.
A total of eight respondents did not answer this question. Comments suggest that
this is due to respondents not being involved with these meetings.
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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
42.2% Very Good
35.6% Good
15.6% Average
0%

Poor

4.4%

Very Poor

2.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are broadly positive with 77.8% selecting ‘Good’ or
‘Very Good’ for this question.
However, 20% of respondents selected a non-positive answer. All of the nonpositive responses were received from respondents whose friend or relative have
lived at Greenhill for over 6 months. Both respondents who selected ‘Very Poor’ for
this question have a friend or relative who has lived at Greenhill for 1-2 years.

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

2.2%

2-3 times a week

2.2%

Once a week

6.7%

Fortnightly

86.7% Never
2.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question suggest that the Mission Care website is not being
utilised by friends and relatives of Greenhill residents with 86.7% of respondents
stating that they never visit the website. However a total of 11.1% (five
respondents) do regularly check the website. All five of these respondents have a
friend or relative who has lived at Greenhill for 6-12 months or 1-2 years.
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Any additional comments in relation to
communication?
A total of 29 comments were left across the previous four questions. Seven
comments were positive, four comments were negative and 18 comments were
neutral.
Analysis revealed two key themes:

Friends and relatives meetings
There were 13 comments in relation to the friends and relatives meetings. 10
of these comments were in relation to not being able to attend. However, it is
important to note that three of these respondents also stated that they found the
minutes of the meetings informative and helpful. There was also a respondent that
said they were unable to attend the meetings but believed they were ‘vital’.
There were two respondents who gave negative feedback in relation to the
meetings. One respondent stated that the focus is ‘too much on individual cases,
rather than on stuff that affects the majority of residents’. Another respondent
stated that the meetings are ‘too brief and certain individuals dominate’. The
respondent also stated that the chair of the meetings did not steer the meetings
effectively.
There was one respondent who described the meetings as ‘always so helpful’.

Website
There was a total of 12 comments made in relation to the Mission Care Website.
Three of the respondents stated that they were not aware of the website. Three
respondents stated that they did not have access to computers/ the internet.
Three respondents stated they visited the home regularly and received relevant
information from staff and noticeboards. One respondent stated they were aware
of the website but had not looked at it. Another respondent stated that (prompted
by this question) they had visited the website and had seen that there was a lot
of information regarding other homes but that ‘Greenhill doesn’t feature on the
website’. Finally, there was one respondent who stated that they visit the website
‘2-3 times a year’.

Other points raised
There were four other points raised by respondents.
One respondent stated that they had received ‘a couple of calls about tiny bruises’
and that ‘staff always update us’.
Another respondent stated that they did not find out about their friend or relative’s
key worker for 5 months ‘despite asking frequently’. This respondent also stated
that they were told that they key worker’s role is ‘to make sure toiletries are
replenished’.
One respondent stated that most notifications are posted in lifts but that a
dedicated notice board on each floor would, in addition to this, be ‘more effective’.
Finally, one respondent stated that Greenhill had ‘excellent staff management’.
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8. How would you rate the quality of the meals
served to your relative or friend?
CQC KLOE E1.5
24.4% Very Good
33.3% Good
28.9% Average
2.2%

Poor

0%

Very Poor

11.1% Opt out of this question
0%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are reasonably positive with 57.7% of respondents
selecting ‘Good’ or ‘Very Good’.
However, 31.1% of respondents selected a non-positive answer. ‘Average’
responses were found across every length of stay category apart from 0-3 months,
whilst the ‘Poor’ response was from a respondent with a friend or relative who has
lived at Greenhill for 1-2 years.
11.1% (five respondents) opted out of this question. Comments suggest that this is
due to these respondents not seeing enough of the food to feel able to make a fair
judgement.

9. How would you rate the variety of meals
served to your relative or friend?
CQC KLOE E1.5
22.2% Very Good
35.6% Good
24.4% Average
4.4%

Poor

0%

Very Poor

13.3% Opt out of this question
0%

Not Answered

CARE RESEARCH ANALYSIS:
The results of this question are broadly similar with 57.8% selecting ‘Good’ or
‘Very Good’ for this question (the increase of 0.1% is due to rounding). In total,
one respondent selected ‘Average’ who had selected ‘Very Good’ for the previous
question about food quality. One respondent who selected ‘Good’ for the previous
question selected ‘Average’ whilst another selected ‘Opt out of this question’ for
this question concerning variety.
Both respondents who selected ‘Poor’ for this question about food variety had
selected ‘Average’ for food quality in the previous question.
13.3% (six respondents) opted out of this question. Comments suggest that this is
due to these respondents not seeing enough of the food to make a fair judgement.
28
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10. How would you rate the presentation of the
meals served to your relative or friend?
CQC KLOE E1.5
24.4% Very Good
31.1% Good
28.9% Average
4.4%

Poor

0%

Very Poor

11.1% Opt out of this question
0%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are reasonably similar to the results of question eight
about food quality.
One respondent who selected ‘Very Good’ for question eight downgraded their
choice to ‘Good’ for this question.
One respondent who selected ‘Good’ for question eight upgraded their answer to
‘Very Good’ for this question, whilst a further three downgraded their responses to
‘Average’ and another respondent selected ‘Opt out of the question’.
Two of the respondents who selected ‘Average’ for question eight upgraded their
responses to ‘Good’ for this question.
Both of the ‘Poor’ responses are downgrades, with one selecting ‘Good’ and the
other selecting ‘Average’ for question eight.
11.1% (five respondents) opted out of this question. Comments suggest that this is
due to these respondents not seeing enough of the food to feel able to make a fair
judgement.
These results suggest a high amount of movement and subjectivity between the
quality and presentation of the food at Greenhill, despite the overall results being
broadly similar.
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Any additional comments in relation to food
served at Mission Care?
There was a total of 13 comments in relation to the previous three questions. One
comment was positive, seven comments were negative, three comments were
neutral and two comments were a mixture of positive and negative feedback.
Analysis revealed two key themes:

Variety of meals
Four comments were made by respondents requesting a greater variety of meals
particularly those with changing diets. The issue of an over reliance on ‘yoghurts
and ice cream’ for dessert was raised by two of these respondents.

Fresh fruit
Three respondents (including one already mentioned in the previous section) also
requested the setting to provide more fresh seasonal fruit for residents to eat.

Other points raised
Two respondents stated that they had noticed changes in the food recently. One
respondent said that the food had ‘got better recently’ whilst another respondent
said that the meals ‘were very good but, of late, they seem to have deteriorated’.
One respondent stated that food was often served cold.
One respondent stated they were unable to answer the questions as their relative
or friend does not eat ‘normal food’.
One respondent said that the meals were ‘very good’ whilst another stated they
had not been there at meal times but ‘our friend seems to find them OK (which is
high praise for her!)’
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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
57.8% Very Good
26.7% Good
8.9%

Average

4.4%

Poor

0%

Very Poor

2.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are positive with 84.5% of respondents selecting
‘Good’ or ‘Very Good’. A total of 13.3% (six respondents) selected a non-positive
response.
There were two ‘Poor’ responses to this question. One of the ‘Poor’ responses
was received from a respondent with a friend or relative who has lived at Greenhill
for 6-12 months, the other respondent had a friend or relative who has lived at
Greenhill for 1-2 years.

12. How would you rate the support you have
received from the care staff at the home?
CQC KLOE C1.5, C2.7
68.9% Very Good
22.2% Good
6.7%

Average

0%

Poor

0%

Very Poor

2.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results of this question are positive with 91.1% of respondents selecting ‘Good’
or ‘Very Good’. It is also positive to note that there are no ‘Poor’ or ‘Very Poor’
responses to this question.
There were three ‘Average’ responses, all of whom have friends or relatives who
live on the first floor at Greenhill.
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13. I find the Home Manager to be...  (please
select all that apply)
CQC KLOE W1
73.3% Approachable
68.9% Supportive
44.4% Available
57.8% Caring
75.6% Professional
51.1% Communicative
0%

Unapproachable

15.6% Busy
2.2%

Unprofessional

57.8% Respectful
46.7% Good listener
48.9% Knowledgeable
48.9% A person of integrity
57.8% Compassionate
8.9%

Not Answered

CARE RESEARCH ANALYSIS:
The results of this question are positive with every positive attribute receiving a
response rate of over 40%. A total of seven respondents selected ‘Busy’. One
respondent selected ‘Unprofessional’ alongside ‘Busy’.

14. How would you rate the support you have
received from the Home Manager at the home?
CQC KLOE W1
55.6% Very Good
26.7% Good
4.4%

Average

2.2%

Poor

2.2%

Very Poor

8.9%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are broadly positive with 82.3% selecting ‘Good’ or
‘Very Good’. There were four non-positive responses to this question (8.8%). Both
of the respondents who selected ‘Poor’ or ‘Very Poor’ for this question had selected
‘Busy’ for question 13. The respondent who selected ‘Very Poor’ had also selected
‘Unprofessional’ for question 13. No further comments have been made to explain
this choice.
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Any additional comments in relation to the
support you have received from staff and
management?
There were a total of 24 comments made across the previous four questions. In
total, there were 15 positive comments, two negative comments, seven neutral
comments and four comments that were a mixture of positive and negative
feedback.
Analysis revealed three key themes:

Contact
There were four comments made in relation to contact between Greenhill and
friends and relatives. One respondent stated that they usually receive phone
calls ‘after decisions are made’. One respondent stated that if they needed to be
contacted, staff at Greenhill had contacted them by phone at any time ‘without
delay’. Another respondent stated that ‘the home staff are brilliant’. However this
respondent also stated that the communication from the doctor is ‘appalling’. The
issue of communication with the doctor was also raised by another respondent
who stated that medical care was lacking due to the doctor only being available
‘two days per week’ and that residents must ‘meet his schedule’ rather than the
schedule being built around resident’s needs. This respondent also stated that the
doctor refuses to write prescriptions.

Manager
There was a total of 14 comments made about the manager. Six responses were in
relation to respondents not knowing who the manager is. Two of these respondents
stated they had not really had a need to speak with or meet the manager, whereas
others simply did not know who the manager was or had not met them yet.
There were seven comments left by respondents praising the manager of Greenhill.
Respondents described the manager as ‘approachable’, ‘pleasant’, ‘always willing
to talk’ and a ‘fantastic go-between’.
There was one critical comment left in relation to the home manager. One
respondent stated that ‘communication could be worked on/improved’.

Staff
There were 10 responses in relation to staff at Greenhill. There were six comments
left praising the staff at Greenhill. Two of these respondents commented on the
fantastic relationship they had with staff at Greenhill. Staff were also described as
‘excellent’ with ‘good team spirit’ and willing to work ‘above and beyond’.
One respondent stated that there was a ‘language barrier’ between staff and
residents.
Another respondent stated that they wished staff could spend more time with their
relative but understood that they were very busy. This comment was supported
by another respondent who stated that Greenhill is ‘generally understaffed’. This
respondent also stated that ‘agency staff don’t really care’.
Finally one respondent stated that staff ‘do the best they can’ and ‘take their cue
from the managers and nursing staff’.
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15. How would you rate the level of care your
relative or friend receives?
CQC KLOE C1
66.7% Very Good
17.8% Good
13.3% Average
0%

Poor

0%

Very Poor

2.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are positive with 84.5% selecting ‘Good’ or ‘Very
Good’ and no respondents selecting ‘Poor’ or ‘Very Poor’.
There were six ‘Average’ responses for this question. These responses were from
respondents with relatives or friends who lived across each of the three floors and
in the length of stay categories 6-12 months, 1-2 years and More than three years.

16. How well do you feel that the staff treat your
loved one with dignity and respect?
CQC KLOE C1, C3
62.2% Very Well
24.4% Well
6.7%

Average

2.2%

Poor

2.2%

Very Poor

2.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are positive with 86.6% selecting ‘Well’ or ‘Very Well’.
There were three respondents who selected ‘Average’ and two respondents who
selected either ‘Poor’ or ‘Very Poor’. Both respondents who selected ‘Poor’ or ‘Very
Poor’ for this comment have friends or relatives who live on the second floor at
Greenhill.
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17. How would you rate the quality of activities
available to your relative or friend?
CQC KLOE R2.7
26.7% Very Good
40%

Good

11.1% Average
4.4%

Poor

0%

Very Poor

6.7%

Unsure

11.1% Not Answered
CARE RESEARCH ANALYSIS:
The results for this question are quite positive with 66.7% (30 respondents)
selecting ‘Good’ or ‘Very Good’.
15.5% of respondents selected a non-positive answer for this question. These
responses were found across the length of stay categories and on both the first and
second floor.
17.8% (8 respondents) either did not answer or selected unsure. Comments
suggest this is because friends or relatives of the respondents who live at Greenhill
do not take part in the activities.

18. How would you rate the quality of pastoral
support offered to your relative or friend?
CQC KLOE C1.1
20%

Very Good

20%

Good

4.4%

Average

0%

Poor

2.2%

Very Poor

42.2% Unsure
11.1% Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are reasonably positive. 40% of respondents
selected ‘Good’ or ‘Very Good’ for this question which is a high proportion of
the respondents who actively take part in the pastoral activities. However, three
residents selected non positive responses. No comments were included to clarify
the reasons for these responses.
53.3% of respondents selected ‘Unsure’ or did not answer the question.
Comments suggest that this is likely due to their friend or relative not taking part in
the pastoral activities.
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Any additional comments in relation to your
relative or friend’s experience Mission Care?
There were 34 comments left across the previous four questions. This is the largest
comment response rate across the survey. In total there were seven positive
comments, nine negative comments, 15 neutral comments and three comments
that were a mixture of positive and negative feedback.
Three key themes were identified:

Staff
There was a total of nine comments made in relation to staff. Four of these
comments were positive with staff being described as ‘professional’, ‘brilliant’,
‘friendly and caring’, ‘lovely’ and ‘willing to do their best’. One of these
respondents, however, also stated that ‘there have been a few [staff members] who
treated my mum as an illness first, person second’. Another respondent stated that
staff levels were low and that this had resulted in their relative being ‘left in a dirty
pad and clothes for longer than I would expect’. Another respondent stated that it
was difficult to communicate with some staff members ‘due to their poor English’.
Two respondents also commented on staff being too busy ‘writing up notes’ or
doing ‘administration’ to engage in interactions with residents.

Activities and pastoral support
In total, there were 19 comments in relation to activities provided at Greenhill and
pastoral support. 13 comments were in relation to residents not being involved in
activities either through personal choice or their lack of mobility. Two respondents
commented positively on the activities but stated that an extra person supporting
this would be beneficial. There were two respondents who requested more
activities. One requested more singing, whilst another suggested more activities
that ‘exercise one’s mind’ suggesting activities such as ‘craft’ ‘painting’ and ‘flower
arranging’.
With regards to pastoral support, one respondent stated that the relative or friend’s
own vicar visits. Another resident stated that they had not requested any visits but
that they had attended services and had found them ‘very enjoyable and suitable’.

Other points raised
One respondent stated issues relating to choosing a GP for a resident. The
respondent stated ‘Respect the right to choose [a] GP and not having the
management telling my intended GP that I am registered with the home doctor
against my own wishes’.
Another respondent stated that there are ‘inevitably some ‘blips’ in the detailed
attention to the care provided’.
Another respondent stated that their friend or relative had suffered from bed
sores despite ‘no history’ of them and also stated that a once weekly shower was
‘inadequate’.
Finally, one respondent stated that their relative’s level of care has been ‘wonderful
from day one’.
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19. In general, how would you rate Mission Care
as a care provider?
60%

Very Good

24.4% Good
6.7%

Average

4.4%

Poor

2.2%

Very Poor

2.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are positive with 84.4% of respondents selecting
‘Good’ or ‘Very Good’.
A total of 13.3% ( 6 respondents) selected a non-positive answer. These
respondents have a friend or relative who has lived at Greenhill for 6-12 months,
1-2 years or More than 3 years. Analysis of respondent answers did not reveal any
conclusive themes, however none of the respondents who selected a non-positive
response for this question selected a positive response for any of the dining
questions. It is important to note however that two of these respondents had opted
out of the dining questions.

20. Would you recommend Mission Care as a
care provider?
88.9% Yes
6.7%

No

4.4%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are positive with the vast majority of respondents
stating that they would recommend Mission Care as a provider.
There were three respondents who stated they would not recommend Mission
Care as a provider. Analysis revealed similar non-positive responses for each of
these respondents across questions six, eight, 13 and 18 as well as the dining
section of the research questionnaire.
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Any additional comments in relation to your
views of Mission Care?
Eight comments were left in relation to the previous two questions. Five comments
were positive and three were negative.
Analysis revealed two key themes:

Praise for Greenhill
Five respondents praised the home. A range of specific aspects were mentioned
including the building itself, the caring and supportive staff, cleanliness and
levels of safety. One of these respondents stated they would ‘100%’ recommend
Greenhill whilst another described it as ‘excellent’.

Purchasing equipment
Two respondents stated that they were frustrated that ‘basic’ and ‘essential’
equipment such as a reclining chair or chairs for bathing had to be purchased by
the friends and relatives of residents who need them.

Other points raised
One respondent stated that Greenhill had ‘not lived up to what was offered’.
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Any additional comments or questions?
A total of 10 comments were made in relation to this question. Two comments
were positive, six comments were negative, one comment was neutral and one
comment was a mixture of positive and negative feedback.
Analysis revealed three key themes:

Environment/Facilities
Four comments were made in relation to requests regarding the environment or
facilities at Greenhill. One respondent suggested that the outside space could ‘do
with cheering up’. Another respondent stated that the wifi needed to be fixed in
the setting and another respondent stated that there was a call box that ‘bleeps’
outside their relative’s room which is causing some issues. The fourth respondent
stated that maintenance requests could be acted upon and resolved more quickly.

Staff
Four comments were made in relation to staff in this question. Three respondents
praised the staff at Greenhill for their support and help. One of these respondents
however did also state that the setting was ‘under staffed for sure’ and that this has
had an impact upon the amount of time staff can spend with residents. A further
respondent stated that their relative would appreciate more time to speak with staff
as ‘she loves a chat’.

Request for contact
Three of the respondents (including one of the respondents who discussed an
environment/facilities issue) has requested contact from the home. These details
and their responses have been emailed directly to Mission Care.
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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

