HOMEFIELD 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
Seven responses were received for the residents’ survey. The responses were
obtained through discussion between residents and a member of Mission Care
staff (non-home based) who scribed the responses given by residents.

RESIDENT LOCATION

7

RESPONSES
RECEIVED

RESIDENT LOCATION

% OF RESPONDENTS

Ground Floor

42.9% (3 respondents)

First Floor

28.6% (2 respondents)

Second Floor

28.6% (2 respondents)

LENGTH OF STAY
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DURATION

% OF SERVICE USERS

0-3 months

14.3% (1 respondents)

3-6 months

14.3% (1 respondent)

6-12 months

42.9% (3 respondents)

1-2 years

28.6% (2 respondents)

2-3 years

0% (0 respondents)

More than 3 years

0% (0 respondents)
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1. How do you rate the quality of care and
support you receive?
CQC KLOE: C1

42.9% Very Good
28.6% Good
14.3% Average
14.3% Poor
0%

Very Poor

CARE RESEARCH ANALYSIS:
In total, 71.5% (five respondents) selected ‘Very Good’ or ‘Good’ for this question.
Analysis revealed that the ‘Average’ and ‘Poor’ responses were from individuals
who had resided at Homefield for the longest amount of time (1-2 years). This may
suggest that recent improvements have had an impact with newer residents who
have responded positively to this question.

2. Do you know who to speak to when
something goes wrong?
57.1% Yes
42.9% No
CQC KLOE C2, R4
CARE RESEARCH ANALYSIS
The results here are mixed with four residents stating that they do know who to
speak to and three residents stating they do not know who to speak to when things
go wrong. Analysis revealed no strong relationship between the answers and
length of stay or floor at Homefield.
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3. How would you rate the support you have
received from the Home Manager?
CQC KLOE W1
0%

Very Good

0%

Good

0%

Average

0%

Poor

0%

Very Poor

100%

Not Applicable

CARE RESEARCH ANALYSIS:
All of the respondents for this question selected ‘Not Applicable’. As Homefield is
a home that caters to those living with dementia, it is likely that residents may not
be able to identify who the Home Manager is and therefore are unable to rate the
support they receive.

4. How well do you feel that the staff treat you
with dignity and respect?
CQC KLOE C1, C3
28.6% Very Well
42.9%

Well

28.6%

Average

0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
71.5% of respondents selected ‘Very Well’ or ‘Well’. Both of the ‘Average’
responses were from residents who have lived at Homefield for 1-2 years. This may
suggest that care is improving as newer residents are more positive about the way
staff treat them. Alternatively it may possibly suggest that relationships between
staff and residents change over time.
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5. What three words would you use to describe
the Home Manager?
CQC KLOE W1
CARE RESEARCH ANALYSIS:
Across the seven answers given for this question, no respondents gave a
descriptive word for the current home manager. Four of the responses stated
that they were unsure who the manager was and, as a result, could not offer any
descriptive terms. A further two respondents simply left the question without any
answer.
This issue is further discussed in the following question.
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Any additional comments regarding the staff or
level of care you receive?
In total, there were 16 comments across the previous five questions. Of the
comments given, one was positive, 12 were neutral and three were a mixture of
positive and negative feedback.
Analysis revealed two key themes:

Home Manager
11 of the comments were in relation to residents not knowing the home manager.
These comments were made in relation to questions 3 and 5. Though the
comments were not explicitly negative, the volume of comments including some of
the specific details (for example not knowing the gender of the manager) implies
this is due to the fact that residents at Homefield are living with dementia and may
not necessarily be able to identify who the Home Manager is.

Experiences of care
The remaining five comments all related to residents’ experiences of care at
Homefield. Of the five comments made, one was positive, one was negative, one
was neutral and one was a mixture of positive and negative feedback.
The positive comment was made by a resident who said that they felt listened to.
The two mixed comments stated that the levels of care fluctuated and could be
good but also at times could be ‘rubbish’. A neutral comment simply stated that
they had never had any issues with staff. Finally, the negative comment stated a
concern that changes could be made to improve levels of care. A concern raised in
this comment was that residents are sometimes left on their own in their rooms and
that this was not stimulating.
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6. Do you feel safe living here?
CQC KLOE S1, S2
85.7% Yes
14.3% No

CARE RESEARCH ANALYSIS:
Overall, this is a positive result for this question with only one resident selecting
‘No’ to this question. The negative response was from a resident who has resided
at the setting for 1-2 years. However, it is also important to note that, in this
instance, the two residents who have resided at Homefield for 1-2 years selected
different answers.

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

Very Good

14.3% Good
0%

Average

0%

Poor

0%

Very Poor

85.7% Not Applicable
CARE RESEARCH RECOMMENDATIONS:
The result for this question is positive in that, for the individual to whom this
question was applicable, a positive response was selected.
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8. How would you rate the quality of the
activities provided in the home?
CQC KLOE R2.7

42.9% Very Good
28.6% Good
0%

Average

0%

Poor

0%

Very Poor

28.6% Not Applicable

CARE RESEARCH ANALYSIS:
The results for this question are positive with 71.5% of respondents selecting a
positive response. There were no negative responses to this comment suggesting
that all of the respondents who are involved with the activities believe they are of a
good standard.

9. How would you rate your living space?
CQC KLOE Caring: C2.7
42.9% Very Good
42.9% Good
14.3% Average
0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
The results for this question are positive with 85.8% (six respondents) selecting a
positive answer. When the results were analysed by floor, an interesting pattern
emerged. All of the Ground Floor and First Floor residents selected ‘Good’ or
‘Very Good’. The ‘Average’ response was given by a resident on the Second Floor,
however the other resident who completed the survey lives on the same floor and
selected ‘Very Good’. Overall, the results for this question are very positive.
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Any additional comments regarding your daily
living experience at Mission Care?
A total of 13 comments were made across the previous four questions. There were
three positive comments, one negative comment, eight neutral comments and one
comment that had a mixture of both positive and negative feedback.
Three key themes were identified:

Activity involvement
Seven of the comments left were in relation to non-involvement. Five were
specifically related to pastoral activities, whilst the other two were in relation to the
other activities provided by the home. These comments were used to contextualise
and justify selections of ‘Not Applicable’ for questions seven and eight.

Enjoyment of activities
A further three comments were made by those who are actively involved in the
activities provided by Homefield. One respondent stated that they liked to dance
whilst another said the activities ‘keep me going...they make me laugh’. A third
respondent stated that there were some activities they liked and some they did not
like.

Living space
One respondent stated that their living space ‘could be better’.
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10. How would you rate the quality of the meals
that you are served?
CQC KLOE E1.5
14.3% Very Good
71.4% Good
14.3% Average
0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
The majority of respondents (six) selected a positive answer to this question
with a total of 85.7% selecting ‘Good’ or ‘Very Good’. One respondent selected
‘Average’. This respondent has lived at Homefield for 1-2 years.

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

Very Good

57.1% Good
42.9% Average
0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
The results of this question are less positive and suggest that the presentation of
food does not always match the quality of the food. A total of three respondents
selected ‘Average’ with the remaining four respondents selecting ‘Good’. A
mixture of responses was found across three of the four length of stay categories,
with only the 0-3 month category (which is made up of one resident) exclusively
selecting ‘Good’.
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12. How would you rate the laundry service?
CQC KLOE R1.3
28.6% Very Good
57.1% Good
14.3% Average
0%

Poor

0%

Very Poor

CARE RESEARCH ANALYSIS:
The results for this question are positive with 85.7% selecting a positive response.
There was one ‘Average’ response. This was given by a resident who has lived at
Homefield for 6-12 months. It is also important to note that the other residents in
this category chose ‘Good’ and ‘Very Good’ respectively.
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Any additional comments regarding the food and
laundry service at Mission Care?
A total of two comments were made. One comment was neutral, the other
comment was negative.
Due to the low number of comments, no themes were identified.
One respondent stated that if they did not like something that was prepared for
them to eat, then they ‘leave it’.
The other respondent stated that the laundry service ‘could be better’.
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Any additional comments or questions?
A total of two comments were made.
One resident stated that they were ‘more than satisfied’. The other resident stated
that they could, at times, feel lonely but that they knew that they could join other
residents for company when they wanted to.
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FRIENDS & RELATIVES
QUESTIONNAIRE
RESPONDENT DEMOGRAPHIC DATA
A total of 24 responses were received. 23 respondents completed the paper
copy of the questionnaire and posted their response. One respondent completed
the questionnaire online. Questionnaires were anonymous with respondents only
revealing personal identifiable data if they chose to in the comments section.

RESIDENT LOCATION

24

RESPONSES
RECEIVED

RESIDENT LOCATION

% OF RESPONDENTS

Ground Floor

29.2% (7 respondents)

First Floor

50% (12 respondents)

Second Floor

20.8% (5 respondents)

LENGTH OF STAY
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CONDITIONS

% OF SERVICE USERS

0-3 months

4.2% (1 respondent)

3-6 months

12.5% (3 respondents)

6-12 months

20.8% (5 respondents)

1-2 years

20.8% (5 respondents)

2-3 years

25% (6 respondents)

More than 3 years

16.7% (4 respondents)

19

1. How did you find out about the Mission Care
home that your relative or friend is living in?
(Please select one answer)
4.2%

Word of mouth

16.7% GP/Manager/Hospital
54.2% Bromley Care Services
4.2%

Mission Care website

4.2%

Care Home UK website

0%

Your Carehome website

0%

Other care related website

8.3%

Personal Recommendation

0%

Advertisement

0%

Online Search Engine

4.2%

Other

4.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question suggest that the majority of relatives and friends
(75.1%) discovered Homefield through recommendations from either Bromley Care
Services or another care, medical or social service. This total includes the ‘Other’
response as the respondent stated that they found out about Homefield from a
social worker.
Analysis revealed some interesting trends. Both of the ‘Personal Recommendation’
responses and both the ‘Mission Care Website’ and ‘Care Home UK website’
responses were received by respondents whose relative or friend has lived at
Homefield for over 2 years.
Almost every respondent with relatives or friends living at Homefield for under a
year (8 out of 9) selected either ‘Bromley Care Services’ or ‘GP/Manager/Hospital’.
It is also important to highlight that no respondents selected ‘Advertisement’ or
‘Online Search Engine’.
These results suggest that, more recently, relatives and friends have discovered
Homefield through sector recommendations as opposed to internet based or
traditional advertising. This may be the result of a reduction in advertising using
these platforms or it may raise questions about he success of recent online or
advertisement approaches specifically for Homefield.
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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?
37.5% Very Good
33.3% Good
4.2%

Average

4.2%

Poor

0%

Very Poor

16.7% Not Applicable
4.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are broadly positive with 70.8% selecting a positive
response.
The ‘Average’ response was from a respondent who had found out about
Homefield through Bromley Care Services. The ‘Poor’ response was from a
respondent who had found out about Homefield through a GP/ Manager/
Hospital. The majority (3 out of 4) of the ‘Not Applicable’ responses were from
these two categories and likely reflect a more direct referral process where friends
and relatives of the resident had less involvement in the process. The other ‘Not
Applicable’ response had selected ‘Personal Recommendation’ for the previous
question.
Broadly speaking, the results for respondents who discovered Homefield through
Bromley Care Services were more positive than those who discovered Homefield
via a GP/Manager/Hospital.
Both of the respondents who discovered Homefield through websites and the
respondent who discovered Homefield through Word of Mouth selected ‘Good’
for this question. This suggests the process of sharing information when the home
is contacted directly is 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
0%

CQC Rating

4.2%

Home environment/Facilities

8.3%

Location/Proximity

0%

Enquiry Response

12.5% Impression of Staff
16.7% Word of Mouth/Recommendation
33.3% Availability
0%

Christian Ethos

8.3%

Not Answered

16.7% Multiple Answers Selected

CARE RESEARCH ANALYSIS:
The results of this question suggest that availability is the primary reason that
respondents chose Homefield as a home for their relative or friend with one third of
the respondents who selected a single answer choosing this option.
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. There were four respondents who selected multiple
answers and a fifth respondent who also stated another option in the comments
section. After inclusion of these results, ‘Availability’ is still the most selected option
with 33.3%, however ‘Word of Mouth/Recommendation’, ‘Location/Proximity’ and
‘Impression of Staff’ all gain a total of 20.9% (five responses each).
Interestingly, the options with the lowest scores are ‘CQC rating’ and ‘Christian
Ethos’ which both received 8.3% (two responses) when multiple answers are
included in the analysis.
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Any additional comments in relation to choosing
a home?
In total there were seven comments given across the previous three questions. Two
comments were positive, one was negative and four were neutral.
Analysis revealed two key themes:

Service Referrals, Consent & Information
A total of four comments were in relation to residents being referred to Homefield
by other services. One response stated the referral was made by both the hospital
and social services. The respondent also stated in another comment section that
their friend or relative was ‘raced in[to] the home without family consent’. Though
this comment does not explicitly state a service referral, the lack of family consent
and their previous answer suggests this comment is being made as a reflection on
the process by which their relative or friend became a resident at Homefield.
A third comment in relation to this issue was by a respondent who stated that the
decision for their friend or relative to move to Homefield was made by Bromley
Care Services, but that they believe this was a ‘very good choice’ by the service.
The final comment in relation to this area stated that information was not received
by the respondent until after their friend or relative had already moved to
Homefield. This respondent had selected ‘GP/Manager/Hospital’ for question one
which suggests this comment is in relation, therefore, to the sharing of information
during the referral/transition process of an individual moving to Homefield from
another service.

Reasons for Selecting Mission Care
There were three comments made in relation to why respondents chose Homefield
for their friend or relative.
One respondent added ‘Impression of staff’ in the comments section for question
three to add to their previous answer of ‘Home Environment/Facilities’. A second
respondent stated that having the opportunity to visit the home reassured them as
to the quality of the environment and staff. Finally, a third respondent stated that
they had selected Homefield as they could ‘deal’ with a violent relative.
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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
45.8% Very Good
16.7% Good
20.8% Average
12.5% Poor
0%

Very Poor

4.2%

Not Answered

CARE RESEARCH ANALYSIS
62.5% of respondents to this question selected a positive answer. Both positive
feedback (either ‘Good’ or ‘Very Good’) and non-positive feedback (either
‘Average’ or ‘Poor’) was found across the length of stay categories except for the
0-3 month category (1 respondent).
There was some difference across the floor levels of the home. None of the
friends and relatives of individuals living on the second floor selected ‘Poor’
(five respondents). The first floor had the biggest range with responses in every
category from ‘Very Good’ to ‘Poor’. Ground floor respondents had responses in
the ‘Very Good’, ‘Average’ and ‘Poor’ category as well as a respondent who did not
answer.
These results suggest that the level of communication is mixed.

5.  How useful do your find the Friends and
Relatives meetings?
CQC KLOE W7.1, W7.2
20.8% Very useful
16.7% Useful
20.8% Average
0%

Poor

0%

Very Poor

41.7% Not Answered
CARE RESEARCH ANALYSIS:
The results for this question suggest that over half (58.3%) of respondents actively
take part in the Friends and Relatives meetings. The responses suggest a mix of
experiences, though the majority of respondents who are involved in the meetings
(9 out of 14) find them ‘Useful’ or ‘Very Useful’.
All of the respondents with a friend or relative who has lived at Homefield for
under 6 months did not answer this question. This may suggest more could be
done to encourage the friends and relatives of newer residents of Homefield to
get involved with the Friends and Relatives meetings or that a meeting has not
occured in the last 6 months.
Care Research I Homefield Summary Report
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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
20.8% Very Good
29.2% Good
20.8% Average
16.7% Poor
0%

Very Poor

12.5% Not Answered
CARE RESEARCH ANALYSIS:
The results for this question are mixed with 50% selecting a positive response and
37.5% selecting a non-positive response.
Of particular interest was that there were no ‘Poor’ responses from friends or
relatives of a resident who has lived at Homefield for two or more years with the
majority of respondents in this category (7 out of 10) selecting ‘Good’ or ‘Very
Good’.
The responses from friends or relatives of a resident who has lived at Homefield for
under two years were not as positive with only three out of 14 respondents from
this category selecting ‘Good’ or ‘Very Good’.

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

0%

Once a week

4.2%

Fortnightly

83.3% Never
12.5% Not Answered
CARE RESEARCH ANALYSIS:
The results for this question suggest that the website is not regularly checked by
the majority of respondents. When combined with respondents who have not
answered the question, 95.8% (23 out of 24 respondents) appear to not regularly
check the website for updates.
More may need to be done with regards to informing relatives and friends of the
relevance of the website to ensure it becomes a more valued resource.
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Any additional comments in relation to
communication?
A total of 23 comments were left across the previous four questions. In total, two
comments were positive, two comments were negative, 17 comments were neutral
and two comments were a mixture of both positive and negative feedback.
Analysis revealed three key themes:

Friends and Relatives meetings
A total of eight comments were made in relation to the Friends and Relatives
meetings. One of the comments was exceptionally positive about the meetings
describing them as ‘an excellent way to find out and contribute to the everyday
support for our family members and the home’ and also commended the new
manager on her welcoming approach.
A second respondent stated that they were not aware of the meetings. This
respondent’s friend or relative has only lived at Homefield for 0-3 months. This may
suggest that these meetings need to be highlighted and shared more clearly with
the friend and relatives of new residents.
The remaining six respondents commented that they had not been able to attend
a meeting as yet. These comments were used to clarify why question five had been
left unanswered by these respondents.
It is also important to note that there may not have been a friends and relatives
meeting in the last six months, meaning that friends and relatives of newer
residents may not have had a chance to take part in one of these meetings.

Using the website
There were a total of eight comments left in relation to the website.
Four respondents stated that they were unaware of the website and the
information that was available on the website.
A further two respondents stated that they did not have internet access and so
could not access the website.
One of the respondents who had selected ‘Never’ for question 7, clarified that they
have visited the website ‘once or twice’ whilst another respondent stated that they
now recognised that they needed to visit the website more often.

Levels of communication
There were a total of seven comments provided in relation to levels of
communication. Two respondents stated that communication was not forthcoming
and that information needed to be requested. One of these respondents also
stated that they only receive telephone communication if it is an emergency. A third
respondent stated that Homefield is ‘very good’ at informing them if anything is
wrong with their relative or friend.
With regards to events and developments across the group, two respondents
stated they had not received any communication regarding this. One of these
respondents said that they referred to the notice board for information.
Two other respondents stated that they had received information, though one
respondent stated that they would like more notice of events so that they can offer
help.
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8. How would you rate the quality of the meals
served to your relative or friend?
CQC KLOE E1.5
25%

Very Good

37.5% Good
25%

Average

0%

Poor

0%

Very Poor

8.3%

Opt out of this question

4.2%

Not Answered

CARE RESEARCH ANALYSIS:
The responses for this question are broadly positive with 62.5% selecting ‘Good’ or
‘Very Good’ and no one selecting an overtly negative answer (‘Poor’ or ‘Very Poor’).
A total of three respondents did not answer this question.

9. How would you rate the variety of meals
served to your relative or friend?
CQC KLOE E1.5
25%

Very Good

33.3% Good
20.8% Average
0%

Poor

0%

Very Poor

12.5% Opt out of this question
8.3%

Not Answered

CARE RESEARCH ANALYSIS:
The responses to this question are only slightly less than for the previous question
with 58.3% selecting ‘Good’ or ‘Very Good’.
The increase in respondents not answering this question is related to friends and
relatives not having seen the variety of meals offered and, as a result, not being
willing to comment on this aspect of the meals.

28

Care Research I Homefield Summary Report

10. How would you rate the presentation of the
meals served to your relative or friend?
CQC KLOE E1.5
25%

Very Good

29.2% Good
20.8% Average
0%

Poor

0%

Very Poor

20.8% Opt out of this question
4.2%

Not Answered

CARE RESEARCH ANALYSIS:
This question scored the lowest number of positive responses across the dining
questions with 54.2% of respondents selecting ‘Very Good’ or ‘Good’.
The number of respondents not answering this question rose to 25%, with
comment data suggesting this was due to friends and relatives not seeing enough
of the meals to make a comment.
Of particular interest is that the six respondents who selected ‘Very Good’ for
question 8 (on the quality of the food) are not the same six respondents who
selected ‘Very Good’ for the presentation of the food. Three respondents who
selected ‘Good’ for question 8, selected ‘Very Good’ for this question, suggesting
the presentation of the food was greater than its quality, whilst three respondents
who selected ‘Very Good’ for question 8 did not select this option for question 10,
suggesting the quality was greater than the presentation.
The results, though broadly positive, suggests improvements could be made in this
area.
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Any additional comments in relation to food
served at Mission Care?
There were a total of nine comments left across the previous three questions. One
comment was positive, two comments were negative and six comments were
neutral.
Analysis revealed two key themes:

Unable to comment
Five comments in this section were in relation to relatives and friends of residents
not feeling able to comment on this question in detail due to not having regular
opportunities to see what food residents were eating. These comments explain the
high number of respondents who opted out or did not answer questions related to
food at Homefield.

Quality of food
The remaining four comments were in relation to the quality of food served at
Homefield.
The comments were mixed. Two comments were negative with one respondent
describing the food as ‘sometimes bland’ but stated this was likely due to catering
limitations. A second respondent stated they wanted to see more ‘wholesome’
foods and thought more fruit and vegetables should be provided as snacks instead
of cakes and biscuits.

One respondent explained that their reason for selecting ‘Average’ in relation to
food quality was because their friend or relative ‘has to have food fork mashed’.

Another respondent stated that they had not seen the food provided and couldn’t
comment on the quality directly, but that their relative has gained weight since
joining Homefield and that they seem ‘to like the food’.
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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
45.8% Very Good
20.8% Good
25%

Average

8.3%

Poor

0%

Very Poor

0%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are reasonably positive with 66.6% (16 respondents)
selecting a positive response in comparison to 33.3% (8 respondents) selecting a
non-positive response. Two thirds of the respondents, therefore, chose a positive
response in comparison to one third who selected a non-positive response.
Results for this question were mixed across the length of stay categories, however
both ‘Poor’ responses were from individuals with a friend or relative who has lived
at Homefield for 6-12 months.

12. How would you rate the support you have
received from the care staff at the home?
CQC KLOE C1.5, C2.7
50%

Very Good

37.5% Good
4.2%

Average

4.2%

Poor

0%

Very Poor

4.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are positive with 87.5% of respondents selecting
‘Good’ or ‘Very Good’ for this question.
Similar to the previous question, both the ‘Average’ and ‘Poor’ responses for this
question were from relatives or friends of a resident who has lived at Homefield for
6-12 months.
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13. I find the Home Manager to be...  (please
select all that apply)
CQC KLOE W1
70.8% Approachable
45.8% Supportive
41.7% Available
37.5% Caring
50%

Professional

37.5% Communicative
0%

Unapproachable

8.3%

Busy

4.2%

Unprofessional

41.7% Respectful
29.2% Good listener
25%

Knowledgeable

20.8% A person of integrity
41.7% Compassionate
12.5% Not Answered
CARE RESEARCH ANALYSIS:
The results for this question are overwhelmingly positive with every positive option
selected. There were two respondents who selected ‘Busy’ and one who selected
‘Unprofessional’. The respondent who selected ‘Unprofessional’ did not select any
other options.

14. How would you rate the support you have
received from the Home Manager at the home?
41.7% Very Good
41.7% Good
4.2%

Average

0%

Poor

4.2%

Very Poor

8.3%

Not Answered

CQC KLOE W1
CARE RESEARCH ANALYSIS:
The majority of responses (83.4%) are positive for this question. It is also positive
that only one respondent selected ‘Average’ for this question. However, it is also
important to note that this is one of only two questions across the questionnaire to
receive a ‘Very Poor’ response (see also question 17).
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Any additional comments in relation to the
support you have received from staff and
management?
Three comments were left across the previous three questions. Two comments
were negative and one comment was neutral.
Due to the low number, no themes were identified.

One comment stated that information from Homefield was ‘not forthcoming’ and
that they only received information if they contacted Homefield by email.
Another respondent stated that the care plans were confusing and that they would
find it helpful to go through the care plans with a member of staff from Homefield.
A third respondent stated that they could not choose an answer to question 13 as
they had not had any ‘dealings with the manager’.
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15. How would you rate the level of care your
relative or friend receives?
CQC KLOE C1
50%

Very Good

33.3% Good
12.5% Average
4.2%

Poor

0%

Very Poor

0%

Not Answered

CARE RESEARCH ANALYSIS:
The results of this question are positive with 83.3% selecting ‘Very Good’ or ‘Good’.
All respondents with a relative or friend who has lived at Homefield for 0-6 months
and 2-3 years selected ‘Very Good’ or ‘Good’ for this question.

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

Very Well

37.5% Well
12.5% Average
0%

Poor

0%

Very Poor

0%

Not Answered

CARE RESEARCH ANALYSIS:
The responses to this question are positive with 87.5% selecting ‘Well’ or ‘Very
Well’ and no respondents selecting a negative answer.
For respondents whose friend or relative have lived at Homefield for under a year,
responses to this question were evenly split across ‘Very Well’, ‘Well’ and ‘Average’
(three responses each).
For the remaining 15 respondents whose friend or relative has lived at Homefield
for over a year, all of the responses to this question were positive (either ‘Well’ or
‘Very Well’).
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17. How would you rate the quality of activities
available to your relative or friend?
CQC KLOE R2.7
41.7% Very Good
25%

Good

16.7% Average
0%

Poor

4.2%

Very Poor

8.3%

Unsure

4.2%

Not Answered

CARE RESEARCH ANALYSIS:
The results for this question are quite positive with 66.7% of respondents selecting
a positive response. A total of 29.2% of respondents selected a non-positive
response. This question is also one of only 2 questions where a ‘Very Poor’
response has been given (see also question 14). The ‘Very Poor’ responses in this
question and question 14 were given by the different respondents.

Non-positive responses were found across the length of stay categories with the
exception of those with a friend or relative who has lived at Homefield for 2-3
years.

18. How would you rate the quality of pastoral
support offered to your relative or friend?
CQC KLOE C1.1
12.5% Very Good
16.7% Good
16.7% Average
4.2%

Poor

0%

Very Poor

37.5% Unsure
12.5% Not Answered
CARE RESEARCH ANALYSIS:
The results for this question are mixed with 50% selecting ‘Unsure’ or not
answering the question. The comment data suggests this is due to a number of
residents not engaging with the pastoral services on offer at Homefield. Of those
who do engage with the pastoral support, 29.2% selected a positive response
in comparison to 20.9% who selected a non-positive response (not including
‘Unsure’). The majority of non positive responses were received from respondents
with a friend or relative who has lived at Homefield for over 2 years.
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Any additional comments in relation to your
relative or friend’s experience at Homefield?
A total of 17 comments were left across the previous four questions. Six comments
were positive, five comments were negative, three were neutral and three
comments were a mixture of positive and negative feedback.
Analysis highlighted three key themes:

Staff levels of care
There were a total of seven comments made in relation to the levels of care
provided by the staff. Three comments were exclusively positive, with two
respondents describing the levels of care provided by staff as ‘excellent’ whilst
another respondent said Homefield had ‘lovely attentive staff’.
One respondent stated that they believed staff needed to do more to encourage
their family member or friend to drink more regularly whilst another respondent
stated that they have occasionally had to mention to staff that they should talk to
their relative before making adjustments when their foot has slid off the foot rest.
Two respondents stated that levels of care varied. One of these respondents stated
that agency staff in particular were not as good as regular staff at providing care.

Quality of activities
Six comments were made in relation to the quality of activities provided. Four of
the comments were positive, praising aspects of the activities programme including
the level of activities available, the effort made to include all residents and the trips
organised for residents. One of these respondents also commented that there were
‘far more’ activities available at Homefield in comparison to other homes.
One respondent commented that their friend or relative is not able to join in with
activities and that this is why they had not answered this question.
Finally, another respondent stated that they felt their relative or friend was not
taken down to the main lounge enough, potentially due to them being located on
the first floor.

Pastoral support
Four comments were made in relation to pastoral support. Two comments were
in relation to residents choosing to not take part in the pastoral support provided.
Another respondent stated that they were unaware pastoral support was provided
but that ‘this would be of benefit’. Finally, a fourth respondent stated that there
had been a ‘visiting priest’ but that this had ‘stopped for a while’. The respondent
stated that the home was starting visits again and that this ‘would be really
beneficial for my relative’.
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19. In general, how would you rate Mission Care
as a care provider?
54.2% Very Good
25%

Good

16.7% Average
4.2%

Poor

0%

Very Poor

0%

Not Answered

CARE RESEARCH ANALYSIS:
The responses to this question are positive with 79.2% of respondents selecting
‘Good’ or ‘Very Good’. All of the respondents with friends or relatives who have
lived at Homefield for 0-6 months and 1-3 years selected ‘Good’ or ‘Very Good’.
All of the non-positive responses were received from respondents whose friend or
relative have lived at Homefield for 6-12 months or more than 3 years.

20. Would you recommend Mission Care as a
care provider?
87.5% Yes
4.2%

No

8.3%

Not Answered

CARE RESEARCH ANALYSIS:
The results of this question are positive with the vast majority of respondents saying
that they would recommend Mission Care as a provider. There was one respondent
who selected ‘No’ for this question. A review of their previous answers suggest that
issues surrounding communication were central to this response.
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Any additional comments in relation to your
views of Mission Care?
A total of seven comments were left for the previous two questions. Five of the
comments were positive and 2 were negative.
Analysis revealed three key themes:

Excellent staff
Three of the comments made were in relation to the high quality staff at Homefield.
Staff were described as the people who ‘make the difference’ and ‘wonderful’. The
manager was also described as ‘exceptional’ with the respondent stating that, as
a result of the managers dedication, staff are ‘ready to listen and are passionate
about their work’.

Areas for improvement
Two respondents highlighted areas in which Homefield could improve. One
respondent stated that Homefield needs ‘a little TLC’ and more help could be
given to assist residents with ‘toiletries’.
Another respondent stated their recommendation of Homefield would depend
upon the care needs of who they were speaking with as care was, in their opinion,
‘not always consistent throughout’.

Positive feedback
Two respondents simply gave declarations of support for Homefield. One
respondent, in response to the question about recommending Homefield as a
care provider, stated ‘Definitely’. The other respondent stated ‘Excellent, we are so
impressed’.
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Any additional comments or questions?
Three comments were made in this section. One comment was positive, one
comment was neutral and another comment was a mixture of positive and negative
feedback.
Due to the low number of comments, no themes were identified.
One respondent praised the night staff (‘Amazing’), kitchen staff (‘Brilliant’),
entertainment and activity staff (‘Wonderful’) and day staff (‘Overall good and
helpful’).
Another respondent stated that their relative had not been at Homefield long
enough for them to have ‘formed a useful opinion’.
Another respondent stated concern over the amount of interaction and
opportunities their relative has to access activities and engage in meaningful
interaction. The respondent also stated they had not had contact with the manager
(and acknowledged that was not solely the fault of the manager). Finally, the
respondent stated that the level of physical care at the home is ‘very good’ but that
there may not be enough staff for residents to gain the level of social interaction
they may require.
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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

