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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*.

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

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.



RESPONDENT DEMOGRAPHIC DATA
Three 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

RESIDENT LOCATION % OF RESPONDENTS

Freesia Wing 0% (0 respondents)

Magnolia Wing 33.3% (1 respondent)

Poppy Wing 0% (0 respondents)

Primrose Wing 66.7% (2 respondents)

LENGTH OF STAY

DURATION % OF SERVICE USERS

0-3 months 0% (0 respondents)

3-6 months 33.3% (1 respondent)

6-12 months 0% (0 respondents)

1-2 years 33.3% (1 respondent)

2-3 years 0% (0 respondents)

More than 3 years
33.3% (1 respondent)

RESIDENT’S RESEARCH 
QUESTIONNAIRE
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3
RESPONSES 

RECEIVED
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1. How do you rate the quality of care and 
support you receive?
CQC KLOE: C1

33.3%  Very Good

66.7%  Good

0%  Average

0%  Poor

0%  Very Poor

0%  Not Answered

CARE RESEARCH ANALYSIS: 

The results for this question are positive with 100% of residents selecting ‘Good’ or 
‘Very Good’. 

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

CARE RESEARCH ANALYSIS

The results of this question are very positive with all three residents selecting ‘Yes’ 
for this question. However, it is also important to note that the residents stated 
slightly different people as to who they would speak to. Two residents stated 
someone that was ‘nearest’ to them. The other resident stated ‘one of the nurses’.
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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: 

The results of this question match the results for the other question relating to the 
Home Manager (question five). It is also important to note that residents at Willett 
House are living with dementia and therefore may not recognise who the Home 
Manager is.

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

33.3%   Very Well

33.3%    Well

33.3%    Average

0%    Poor

0%    Very Poor

0%    Not Answered

CARE RESEARCH ANALYSIS: 

The results for this question are mixed and represent the only question in the 
questionnaire where the three residents disagree on their answers. The ‘Very Well’ 
response was given by the resident on Magnolia wing, whereas the ‘Well’ and 
‘Average’ responses were given by the residents on Primrose Wing.
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5. What three words would you use to describe 
the Home Manager?
CQC KLOE W1

CARE RESEARCH ANALYSIS: 

The results of this question match the results for the other question relating to the 
Home Manager (question three). It is also important to note that residents at Willett 
House are living with dementia and therefore may not recognise who the Home 
Manager is.
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Any additional comments regarding the staff or 
level of care you receive? 
There was a total of three neutral comments left across the previous five questions. 

These were comments in relation to who residents would speak to if things 
went wrong. As previously mentioned, two residents stated they would speak to 
whoever was ‘nearest’ whilst the other resident stated they would speak to ‘one of 
the nurses’. 
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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 three residents selecting ‘Yes’ 
for this question.

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

0%   Very Good

33.3%   Good

0%   Average

0%   Poor

0%   Very Poor

66.7%   Not Applicable

CARE RESEARCH RECOMMENDATIONS: 

The results for this question suggest that the pastoral support provided at Willet 
House is of a good standard. It is important to note, however, that this is only the 
perception of the one resident who has completed the questionnaire that utilises 
this support.
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8. How would you rate the quality of the 
activities provided in the home?
CQC KLOE R2.7

33.3%   Very Good

66.7%   Good

0%   Average

0%   Poor

0%   Very Poor

0%   Not Applicable

CARE RESEARCH ANALYSIS:

The results for this questionnaire are positive with all three residents selecting 
‘Good’ or ‘Very Good’ for this question. The resident who selected ‘Very Good’ for 
this question lives on Primrose Wing

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

0%   Very Good

100%   Good

0%   Average

0%   Poor

0%   Very Poor

CARE RESEARCH ANALYSIS:

The results for this question are positive with all three residents, across two 
separate floors, selecting ‘Good’ for this question. 
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Any additional comments regarding your living 
experience at Willet House?

There was a total of one positive comment left in relation to the previous four 
questions.

In relation to question six about feeling safe, one resident stated ‘They can’t do 
enough for us’. Though it is possible for this statement to be read as a negative, 
analysis of the respondents answers across the previous questions heavily imply 
that this comment is being made as clear positive feedback about the efforts and 
quality of the staff at Willet House. 
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10. How would you rate the quality of the meals 
that you are served?
CQC KLOE E1.5

33.3%   Very Good

66.7%   Good

0%   Average

0%   Poor

0%   Very Poor

0%   Not Applicable

CARE RESEARCH ANALYSIS:

The responses to this question are positive with all three respondents selecting a 
positive answer. The ‘Very Good’ response was given by a resident on Primrose 
Wing.

11. How would you rate the presentation of the 
meals that you are served?
CQC KLOE E1.5

33.3%   Very Good

66.7%   Good

0%   Average

0%   Poor

0%   Very Poor

0%   Not Applicable

CARE RESEARCH ANALYSIS:

The responses to this question are exactly the same as the responses to the 
previous question which is encouraging.
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12. How would you rate the laundry service?
CQC KLOE R1.3

0%   Very Good

100%   Good

0%   Average

0%   Poor

0%   Very Poor

CARE RESEARCH ANALYSIS:

The results for this question are positive with all three respondents selecting 
‘Good’. 
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Any additional comments regarding the food and 
laundry service at Willet House?

No comments were left for this question.
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Any additional comments or questions?

No comments were left for this question.
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FRIENDS & RELATIVES 
QUESTIONNAIRE

19

RESPONDENT DEMOGRAPHIC DATA
A total of 28 responses were received. All 28 respondents completed the paper 
copy of the questionnaire and posted their response. Questionnaires were 
anonymous with respondents only revealing personal identifiable data if they chose 
to in the comments section.

RESIDENT LOCATION

RESIDENT LOCATION % OF RESPONDENTS

Freesia Wing 14.3% (4 respondents)

Magnolia Wing 28.6% (8 respondents)

Poppy Wing 25% (7 respondents)

Primrose Wing 28.6% (8 respondents)

Floor not known 3.6% (1 respondent)

LENGTH OF STAY

DURATION % OF SERVICE USERS

0-3 months 7.1% (2 respondents)

3-6 months 7.1% (2 respondents)

6-12 months 14.3% (4 respondents)

1-2 years 21.4% (6 respondents)

2-3 years 14.3% (4 respondents)

More than 3 years 35.7% (10 respondents)

28
RESPONSES 

RECEIVED
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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)

10.7%   Word of mouth

17.9%   GP/Manager/Hospital

28.6%   Bromley Care Services

0%   Mission Care website

0%   Care Home UK website

0%   Your Carehome website

0%   Other care related website

7.1%   Personal Recommendation

0%   Advertisement 

10.7%   Online Search Engine

7.1%   Other

17.9%   Multiple Answers Selected

CARE RESEARCH ANALYSIS: 

There is a good range of responses to this question. Though ‘GP/Manager/Hospital’ 
and ‘Bromley Care Services’ have the highest response rate with a combined 
total of 46.5% (13 respondents), there is also a further 28.5% (eight respondents) 
who selected another option. Further to this there were seven respondents who 
selected ‘Other’. When multiple answers are considered, there are a further three 
‘Bromley Care Services’ responses and two ‘GP/Manager/Hospital’ and ‘Online 
Search Engine’ responses. There is also a single extra response for ‘Word of Mouth’, 
‘Personal Recommendation’ and ‘Care Home UK website’. 

The two ‘Other’ responses state ‘My father was previously a resident’ and that being 
‘lectured by mission care staff at our church’ was how the respondents discovered 
Willet House.
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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?

53.6%   Very Good

25%   Good

3.6%   Average

0%   Poor

0%   Very Poor

17.9%   Not Applicable

0%   Not Answered

CARE RESEARCH ANALYSIS: 

The results for this question are positive with 78.6% (22 respondents) selecting 
‘Good’ or ‘Very Good’. 

There was one respondent who selected ‘Average’ for this question. This 
respondent had selected ‘Bromley Care Services’ for the previous question. The 
‘Not Applicable’ responses were received by respondents who had discovered 
Willet House through the GP/Manager/Hospital, Bromley Services and Word of 
Mouth options.

Care Research I Willet House Summary Report 21



Care Research I Willet House Summary Report

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

7.1%   CQC Rating

7.1%   Home environment/Facilities

3.6%   Location/Proximity

10.7%   Enquiry Response

7.1%   Impression of Staff

7.1%   Word of Mouth/Recommendation 

17.9%   Availability

3.6%   Christian Ethos

14.3%   Not Answered

21.4%   Multiple Answers Selected

CARE RESEARCH ANALYSIS: 

The results for this question are varied with ‘‘Availability’ being the most selected 
option amongst respondents who gave a single answer.

A total of six respondents gave multiple answers. These results included four ‘Location/
Proximity’ responses, three ‘Impression of Staff’, ‘Enquiry response’ and ‘Availability’ 
responses, two ‘CQC’, and ‘Home environment/Facilities’ responses and finally a single 
response for ‘Christian ethos’.  

Overall, including these additional multiple responses, ‘Availability’ is the most 
selected answer, followed by ‘Enquiry Response’ and ‘Impression of Staff’.
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Any additional comments in relation to choosing 
a home?
A total of seven respondents left comments across the previous three questions. 
There was one positive comment and six neutral comments.

Analysis revealed two key themes:

Reasons for choosing Willet House
Three respondents gave further details as to why they chose Willet House for their 
relative or friend. One respondent stated that ‘First impressions are very important 
and our first impressions were very good’. Another respondent explained that the 
last setting their friend or relative lived in was ‘shut-down by CQC for lack of care’ 
and that this was why their friend or relative is now living at Willet House. Finally, 
one respondent stated that it was ‘important that [my] relative would not be moved 
at a later date due to funding and/or challenging behaviour’.

Willet House chosen by external services
There were four comments made in relation to friends and relatives being placed 
into Willet House by other services. Two respondents stated that Lewisham 
Hospital had organised their friend or relative’s move to Willet House. The other 
two respondents stated that Willet House was chosen for their friend or relative by 
social services. 
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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

60.7%   Very Good

28.6%   Good

10.7%   Average

0%   Poor

0%   Very Poor

0%   Not  Answered

CARE RESEARCH ANALYSIS

The results for this question are positive with 89.3% (25 respondents) selecting 
‘Good’ or ‘Very Good’. All four respondents with friends or relatives who have 
joined Willet House in the last six months selected ‘Very Good’ for this question 
and all respondents with friends or relatives who have lived at Willet house for 
under two years selected either ‘Good’ or ‘Very Good’ for this question. 

5.  How useful do you find the Friends and 
Relatives meetings?
CQC KLOE W7.1, W7.2

28.6%   Very useful

35.7%   Useful

14.3%   Average

0%   Poor

0%   Very Poor

21.4%   Not Answered

CARE RESEARCH ANALYSIS: 

The responses to this question are reasonably positive with 18 out of 22 
respondents who are involved with the friends and relatives meetings selecting 
either ‘Useful’ or ‘Very Useful’. 

The comment data for this question suggests that those who did not answer this 
question did so because they had not attended a meeting. A range of respondents 
gave this response including those with friends and relatives who are very new to 
Willet House and those whose friends or relatives have lived there for some time. 

25



6. How would you rate the communication you 
receive about Mission Care in general regarding 
events and developments across the group?
CQC KLOE W1

46.4%   Very Good

35.7%   Good

10.7%   Average

3.6%   Poor

0%   Very Poor

3.6%   Not Answered

CARE RESEARCH ANALYSIS: 

The results for this question are broadly positive with 82.1% (23 respondents) 
selecting ‘Good’ or ‘Very Good’ for this question. However, this is one of only 
three questions that received a ‘Poor’ response. This response was given by a 
respondent with a friend or relative who has lived at Willet House for more than 
three years. The ‘Average’ responses were given by respondents with friends or 
relatives that have lived at Willet House for 0-3 months, 2-3 years and more than 
three 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

0%   2-3 times a week

7.1%   Once a week

7.1%   Fortnightly 

71.4%   Never

14.3%   Not Answered

CARE RESEARCH ANALYSIS: 

The results of this question suggest the majority of respondents do not actively 
check the Mission Care website with 85.7% (24 respondents) selecting ‘Never’ 
or not answering the question. Both ‘fortnightly’ responses and one of the ‘Once 
a week’ responses were from respondents whose friend or relative have lived at 
Willet House for more than three years. The other ‘Once a week’ response was 
from a respondent with a friend or relative who has lived at Willet House for 1-2 
years.
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Any additional comments in relation to 
communication?
There was a total of 22 comments left across the previous four questions. Four 
comments were positive, five comments were negative, 13 comments were neutral 
and one comment was a mixture of positive and negative feedback.

Analysis revealed three key themes:

Levels of communication
There was a total of seven comments made about the levels of communication at 
Willet House. One respondent stated that they receive ‘good verbal updates each 
week’ whilst another respondent stated that they regularly check the news boards 
for information. Another resident stated that the level of invites is ‘very good’. One 
respondent stated that the level of communication was dependent upon who is on 
duty when they visit Willet House. Another respondent stated that there needs to 
be ‘more head office staff attending the home’. Finally, one respondent stated that 
they did not quite understand what the question meant whilst another respondent 
said it was still ‘too early to say’. 

Friends and Relatives meetings
There was a total of nine comments made in relation to the Friends and Relatives 
meetings. One respondent stated that the quality of the meetings ‘depends upon 
who attends and who runs it’. There were four respondents who simply stated they 
had not attended a meeting. Another respondent said they could not attend due 
to distance. Two respondents stated that they could not attend the meeting but 
that the ‘news feedback’ and ‘minutes’ are useful. Finally, one respondent stated 
that they had not been informed of any meetings as yet and so had not attended. 
This respondent has a friend or relative who has lived at Willet House for 6-12 
months.

Mission Care Website
There was a total of six comments made in relation to the Mission Care website. 
Three respondents commented on their view that the website was not regularly 
updated. One respondent stated they visit the website occasionally but find out 
news about Willet House when they visit (which they do three times a week). One 
respondent said that they did not have a computer whilst another respondent said 
that, though they did not check the website themselves they believe that ‘they are 
very necessary in this day and age’.
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8. How would you rate the quality of the meals 
served to your relative or friend?
CQC KLOE E1.5

42.9%   Very Good

39.3%   Good

3.6%   Average

0%   Poor

0%   Very Poor

7.1%   Opt out of this question

7.1%   Not Answered
CARE RESEARCH ANALYSIS: 

The results of this question are positive with 82.2% (23 respondents) selecting 
either ‘Good’ or ‘Very Good’. There was one respondent who selected ‘Average’ 
for this question and a further four respondents who did not answer or opted out of 
this question. The two respondents who opted out of this question have a friend or 
relative who has lived at Willet House for less than three months. The respondent 
who selected ‘Average’ has a friend or relative who has lived at Willet House for 
6-12 months.

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

CARE RESEARCH ANALYSIS: 

The results for this question match those of the previous question. However further 
analysis showed that there was still individual variance across these questions for 
four respondents. One respondent who selected ‘Good’ for the previous question 
selected ‘Average’ here, whilst another respondent selected ‘Very Good’. 

The respondent who selected ‘Average’ for the previous question selected ‘Good’ 
here and one of the respondents who selected ‘Very Good’ for the previous 
question selected ‘Good’ here. 

Those who opted out of this question or did not answer remained the same.

42.9%   Very Good

39.3%   Good

3.6%   Average

0%   Poor

0%   Very Poor

7.1%   Opt out of this question

7.1%   Not Answered
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10. How would you rate the presentation of the 
meals served to your relative or friend?
CQC KLOE E1.5

35.7%   Very Good

42.9%   Good

7.1%   Average

0%   Poor

0%   Very Poor

7.1%   Opt out of this question

7.1%   Not Answered
CARE RESEARCH ANALYSIS: 

Overall, the results are positive with 78.6%(22 respondents) selecting ‘Good’ or 
‘Very Good’ for this question. Overall, there was one less positive response and 
one more ‘Average’ response than in question eight.

Analysis of the responses revealed that three respondents who selected ‘Very 
Good’ for question eight selected ‘Good’ for this question. One respondent who 
selected ‘Good’ for question eight selected ‘Average’ for this question. One 
respondent who selected ‘Good’ for question eight selected ‘Very Good’ for this 
question. 

Those who opted out of this question or did not answer remained the same.
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Any additional comments in relation to food 
served at Mission Care?
There was a total of 14 comments left across the previous three questions. One 
comment was positive, two were negative, seven were neutral and four were a 
mixture of positive and negative feedback.

Analysis revealed two key themes:

Variations in food quality
A total of five comments were made in relation to variations in food quality. One 
respondent stated ‘Lunches are very good but quality of some foods served 
for supper is terrible’ whilst another respondent said that the regular cook is 
‘excellent’ but that ‘it is noticeable when she is not in’. Another respondent made 
a similar comment saying that ‘Agency cooks can produce interesting variations 
on the menu’. One respondent made two separate comments about the variation 
experienced first stating that the food is ‘Sometimes excellent and other times 
not so good. [T]here are too many egg dishes at the moment. Staff do not always 
check what has been ordered and give what they think’. The respondent then said 
in another comment section that ‘some staff are excellent others need help. I just 
stopped a carer putting thick brown gravy on a seafood risotto (which she loves 
and looks amazing)’.

Unable to comment
A total of six respondents gave reasons as to why they could not answer food 
related questions. Reasons included residents being on different food plans or 
relatives and friends being unable to attend and visit their relative during meal 
times. 

Other comments
One respondent stated that ‘my father has only two teeth so he should not have 
been on solid food. They have changed it now!’

Another respondent stated that ‘The desserts in the evening are rather bland i.e. 
jelly and evaporated milk’.

Finally, one respondent said the food ‘looked good from the information provided 
in the welcome pack’.
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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

67.9%   Very Good

25%   Good

0%   Average

3.6%   Poor

0%   Very Poor

3.6%   Not Answered

CARE RESEARCH ANALYSIS: 

The results of this question are positive with 92.9% (26 respondents) selecting 
either ‘Good’ or ‘Very Good’ for this question. However, there is one ‘Poor’ 
response. This was received by a respondent with a friend or relative who has lived 
at Willet House for 6-12 months. The respondent states in the comments section 
that they ‘don’t have much regular involvement in decisions made’. 

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

71.4%   Very Good

25%   Good

0%   Average

0%   Poor

0%   Very Poor

3.6%   Not Answered

CARE RESEARCH ANALYSIS: 

The results for this question are very positive with 96.4% (27 respondents) selecting 
either ‘Good’ or ‘Very Good’ for this question. Every respondent with a relative who 
has lived at Willet House for 3-6 months and 6-12 months selected ‘Very Good’ for 
this question. 
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13.  I find the Home Manager to be...  (please 
select all that apply)
CQC KLOE W1

71.4%   Approachable

42.9%   Supportive

39.3%   Available

39.3%   Caring

57.1%   Professional

53.6%   Communicative

3.6%   Unapproachable

7.1%   Busy

3.6%   Unprofessional

35.7%   Respectful

21.4%   Good listener

21.4%   Knowledgeable

CARE RESEARCH ANALYSIS: 

The results for this question are positive. However, one respondent selected both 
‘Unprofessional’ and ‘Unapproachable’. Two respondents selected ‘Busy’.

14. How would you rate the support you have 
received from the Home Manager at the home?
CQC KLOE W1

CARE RESEARCH ANALYSIS: 

The response to this question is broadly positive with 82.1% (23 respondents) 
selecting ‘Good’ or ‘Very Good’ for this question. The individual who selected 
‘Unprofessional’ for the previous question also selected ‘Very Poor’ for this 
question.

46.4%   Very Good

35.7%   Good

7.1%   Average

0%   Poor

3.6%   Very Poor

7.1%   Not Answered
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14.3%   A person of integrity

32.1%   Compassionate

7.1%  Not Answered



Any additional comments in relation to the 
support you have received from staff and 
management?
There was a total of 24 comments across the previous four questions. Eight of the 
comments made were positive, seven were negative and nine were neutral. 

Support from staff
A total of five comments were made about staff at Willet House. Staff were 
described as ‘helpful and responsive’ and ‘happy to answer any questions or 
discuss any concerns’. They were also described as ‘very hard working and very 
pleasant to both residents and relatives’. One respondent stated that they couldn’t 
select ‘Very Good’ for question 11 due to ‘continuity across staff’ whilst another 
respondent stated that ‘Most [staff] are good’. 

Involvement in decisions
There were two comments made by respondents in relation to involvement in 
decisions. One respondent stated that they ‘used to receive regular updates but 
no-one is asking [them] to sign anything so I am assuming no changes have been 
made’. Another respondent who selected ‘Poor’ for question 11 stated that ‘In 
general we don’t have much involvement in decisions made’.

The Home Manager
There were fourteen comments made specifically in relation to the Home 
Manager. Three respondents stated that they could not comment as they had not 
spoken to the Home Manager. Eight comments were in relation to the change 
of management at Willet House.  With regards to the previous manager, she was 
described by one respondent as ‘efficient and rectified any problem very quickly’. 
Another respondent made some critical comments in relation to the previous 
manager. These have been passed on to Mission Care for review. 

One respondent simply stated ‘helpful and responsive’. It is unclear which manager 
this comment is in relation to. 

Other points raised
One respondent stated that they would ‘prefer messages and information from 
staff to be sent by E-mail rather than endless missed calls and messages left’. 

One respondent stated that they could not give any further comment on the Home 
Manager or staff as it was ‘a bit too early to tell’.
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15. How would you rate the level of care your 
relative or friend receives?
CQC KLOE C1

64.3%   Very Good

32.1%   Good

0%   Average

0%   Poor

0%   Very Poor

3.6%   Not Answered

CARE RESEARCH ANALYSIS: 

The results for this question are very positive with 96.4% (27 respondents) selecting 
either ‘Good’ or ‘Very Good’ for this question. Both of the respondents with a 
relative who has lived at Willet House for 3-6 months selected ‘Very Good’ for this 
question. All other duration categories received both ‘Very Good’ and ‘Good’. 
responses. 

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

78.6%   Very Well

21.4%   Well

0%   Average

0%   Poor

0%   Very Poor

0%   Not Answered

CARE RESEARCH ANALYSIS: 

The results for this question are positive with 100% (28 respondents) selecting 
either ‘Very Well’ or ‘Well’ for this question. 
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17. How would you rate the quality of activities 
available to your relative or friend?
CQC KLOE R2.7

21.4%   Very Good

39.3%   Good

14.3%   Average

7.1%   Poor

0%   Very Poor

14.3%   Unsure

3.6%   Not Answered

CARE RESEARCH ANALYSIS: 

The results for this question are broadly positive with 60.7% (17 respondents) 
selecting ‘Good’ or ‘Very Good’. There were four respondents who selected 
‘Average’ and two respondents who selected ‘Poor’. This is the highest ‘Poor’ 
response rate and the highest combined non-positive response rate across the 
questionnaire. All four ‘Average’ responses were from respondents whose friend or 
relative has lived at Willet House for more than three years. The ‘Poor’ responses 
were given by respondents with friends or relatives who have lived at Willet House 
for 2-3 years and 1-2 years respectively.  

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

CARE RESEARCH ANALYSIS: 

The results of this question are reasonably positive with 64.3% (18 respondents) 
selecting either ‘Good’ or ‘Very Good’ for this question. There were two 
respondents who selected ‘Average’ for this question both of whom have friends or 
relatives who have lived at Willet House for more than three years. 

25%   Very Good

39.3%   Good

7.1%   Average

0%   Poor

0%   Very Poor

21.4%   Unsure

7.1%   Not Answered
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Any additional comments in relation to your 
relative or friend’s experience Mission Care?
A total of 21 comments were left across the previous four questions. Six comments 
were positive, five were negative, seven were neutral and three were a mixture of 
positive and negative feedback. 

Analysis revealed three key themes:

Staff
There was a total of 11 comments made about staff at Willet House. Four 
comments were made that gave explicit praise to staff. Staff were described as 
‘loving and respectful’ and ‘excellent’ with one respondent stating a particular carer 
is ‘good with my father’. Another respondent simply stated ‘love the staff’. 

There were two negative comments made in relation to agency staff and another 
respondent stated that levels of care vary dependent upon who is working.

One respondent stated it was too early to tell regarding the staff levels of care 
whilst another explained how they had spent time with staff to ensure that they 
understood their friend or relative and saw them as ‘a person not just a body’.

One respondent stated that they have heard ‘comments to other residents where 
they have had to tell them their husband is in heaven on several occasions, which 
has upset them. If they can’t comprehend this why keep telling them?’. 

Another respondent said the levels of care received were ‘Hard to tell when she 
can’t speak intelligibly and can be very awkward!’. It is believed that this comment 
is in relation to the respondents relative or friend and not a staff member.

Activities
There was a total of seven comments in relation to activities. Three respondents 
commented on their friend or relative no longer being able to take part in activities 
due to health issues. One respondent discussed this in greater detail stating that 
‘As the residents decline they appear to be left out. More sleeping time and less 
interaction. The activities need to take place 1/2 an hour at a time in each area 
rather than trying to move everyone to one room’.

One respondent stated that they ‘would like to see more [activities]’. Another 
stated that activities were ‘Good in the first year until staff both left’. Another 
respondent stated that it was ‘too early to tell‘. 

Another respondent discussed changes in the activities in greater detail stating 
that ‘[There are] some new activities and the photography is excellent. During the 
handover periods from [the] previous to [the] present activity coordinator there 
were some holes appearing. Some of the previous events [like] the tea party in the 
activity lounge that the quiet residents were taken to where tables were set [with]
cups and saucers and plates of cake has gone. The bus doesn’t go out very often. 
[There is] Less religious activity.

Pastoral Support
There were three comments left in relation to pastoral activities at Willet House. 
One respondent stated that an activities coordinator had recognised the need for 
their relative to receive spiritual input and that she is now taken to holy communion 
as this is not present in the home.
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19.  In general, how would you rate Mission Care 
as a care provider?

71.4%   Very Good

28.6%   Good

0%   Average

0%   Poor

0%   Very Poor

0%   Not Answered

CARE RESEARCH ANALYSIS: 

The results for this question are positive with 100% (28 respondents) selecting 
either ‘Good’ or ‘Very Good’ for this question. 

20.  Would you recommend Mission Care as a 
care provider?

CARE RESEARCH ANALYSIS: 

The results for this question are very positive with 100% (28 respondents) selecting 
‘Yes’ for this question. 
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100%   Yes

0%   No



Any additional comments in relation to your 
views of Mission Care?
There were five comments left across the previous two questions. There were 
two positive comments and three comments that were a mixture of positive and 
negative feedback. 

Analysis revealed two key themes:

Integrity
Two comments were left by one respondent praising the integrity of Mission Care. 
The respondent stated that this was one of the biggest differences between Willet 
House and their previous (non Mission Care) home.

‘Shabby’ but excellent levels of care
Two respondents described the setting as ‘shabby’ and said that this was a shame 
as the actual levels of care are very good.

Other points raised
One respondent stated that more involvement and participation from directors 
would ‘give a sense of family care’. The respondent also stated that ‘No official 
notice has been given to staff or residents or relatives about [the] Willet House 
manager being permanently appointed elsewhere or what is happening about 
replacing her’.
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Any additional comments or questions?
A total of four comments were left for this question. Two comments were positive, 
one was negative and one was neutral.

Due to the low number of comments, no themes were identified.

One respondent stated that ‘in the past activities staff have been more personal 
with residents and there were more simple activities which residents could take part 
in...in the past I have seen so much more interaction and naturally one compares’.

One respondent stated that ‘The people at Willet House are very kind and 
respectful and considerate. I could not wish for better care for my mother’.

Another respondent stated ’A huge thank you to all your excellent staff, lets try and 
get everybody to the same standard’.

Finally, one respondent enquired about future trips and left contact details. These 
have been passed on to Mission Care headquarters.
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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


