LOVE WALK INTERNAL REPORT 2020

This document is a brief summary of the results and feedback received from
the Residents’ and Friends & Relatives surveys. This report is an internal report
for staff and management at Mission Care. The report gives an overview of
feedback across the six areas of the survey alongside some key observations
and recommendations from Care Research.

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.

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

CHOOSING A HOME
The questionnaire results showed that ‘Bromley Care Services’
and ‘GP/Care Manager/Hospital’ were the only ways
respondents discovered Love Walk. There were no responses
in any of the online categories, or categories related to word
of mouth or personal recommendations. This suggests the
importance of further strengthening the relationships Love
Walk has with Bromley Care Services and other external
services. It may also be worth exploring how online resources
could be used to develop Love Walk’s profile as well as
encouraging current residents and their families to
recommend the service to others.
All of the friends and relatives who received support from
Mission Care when looking for a home rated the support as
‘Good’ or ‘Very Good’.
The home environment and facilities at Love Walk were the
primary reason friends and relatives chose Love Walk for their
loved one. The location/proximity of the home was also of
importance.

Key Quotes
“My relative has been at Love Walk for 25+ years!”

Key Recommendations
•

Consider other ways in which people can discover Love
Walk. This could involve developing partnerships with
other local services and expanding the presence of Love
Walk on various online resources.
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COMMUNICATION
100% of the Friends and relatives believe that the levels of
communication from the home about the care their loved on
receives is ‘Good’ or ‘Very Good’. However, comments
suggested that some respondents felt they needed to be
quite proactive in order to receive information about their
loved one.
All of those who have attended Friends and Relative’s
meetings at Love Walk rated them as ‘Good’. One
respondent commented that they were not aware that these
meetings were held at Love Walk.
Friends and relatives were broadly positive about the general
communication they receive from Mission Care. 80% of
respondents rated the communication as ‘Good’ with the
remaining 20% of respondents selecting ‘Average’.
The questionnaire results also showed than none of the
respondents actively use the Mission Care website.

Key Quotes
“I ask about health care- would be nice to be told
about check ups etc.”
“I must try and remember [to visit the Mission Care
website].”
“Are [the Friends and Relative’s meetings] held at
Love Walk?”
Key Recommendations
•
•
•
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Develop communication processes that ensure friends and
relatives receive relevant healthcare information about
their loved ones without having to continually ask for it.
Encourage friends and relatives to visit and use the Mission
Care website.
Ensure people are aware of the Friends and Relative’s
meetings.
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DINING
Friends and relatives were broadly positive about the food
provided at Love Walk and no negative feedback (‘Poor’ or
‘Very Poor’) was received across all three of the dining
questions. All three questions received a combined ‘Good’
and ‘Very Good’ score of 60%. Friends and relatives rated
the quality of the meals the highest with 40% selecting ‘Very
Good’ and 20% selecting ‘Good’. Both the variety and
presentation of the meals received 20% ‘Very Good’ and 40%
‘Good’ scores.
Residents were broadly positive about the meals provided
at Love Walk. 66.7% of residents described the quality of
the meals as ‘Good’ or ‘Very Good’ and 50% of residents
described the presentation of the meals as ‘Good’ or ‘Very
Good’. There was some negative feedback around the quality
of the food at Love Walk with 11.1% describing the quality
as ‘Poor’. Comments suggest that there are variations in the
quality of the food and that this is dependent upon the
cooking staff who are working each day. There were also some
recommendations for larger portions and healthier food
options.
The results from both residents and friends and relatives
suggest that the quality of the food is higher than the
presentation of the food (though the quality of the food did
receive some negative feedback from residents).

Key Quotes
“I would like bigger portions.”
“[The quality of the food] depends on who is
cooking.”
“[I would like] more greens and healthier food.”
Key Recommendations
•

Ensure the presentation of the food matches the quality of
the food.

•

Ensure the food quality is maintained whoever is working
in the kitchen.
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CARE
The friends and relatives highly rated the levels of care at
Love Walk with no negative responses in relation to four core
questions around care in the questionnaire. 100% of friends
and relatives rated the support they had received from the
care staff at Love Walk as ‘Good’ or ‘Very Good’ and 100%
of friends and relatives felt staff treated their relative ‘Well’ or
‘Very Well’ in relation to being treated with dignity and
respect. 80% of friends and relatives rated the care their friend
or relative received as ‘Good’ or ‘Very Good’. 80% of friends
and relatives also felt the levels at which they were actively
involved in matters relating to their loved one’s care was
‘Good’ or ‘Very Good’.
The feedback from residents was broadly positive with 77.8%
of residents believing that the quality of care and support they
receive was ‘Good’ or ‘Very Good’. However, there was an
individual who rated the quality of care as ‘Very Poor’. 77.7%
of residents selected a positive response in relation to being treated with dignity and respect. There were no negative
responses here. Resident comment suggested the levels of
care, dignity and respect was in part dependent upon the staff
providing the care. Issues around agency staff and creating a
family atmosphere were also raised.

Key Quotes
“I would like more help with everything because I
don’t have any family-so I would like a family type
atmosphere.”
“I sometimes find it difficult to explain my needs to
agency staff.”
“[The quality of care] depends who is on shift.”
“[Staff] rarely tell me things, partly as there are very
few issues. [They are] always very happy to talk to
me.”
Key Recommendations
•
•
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Ensure all staff (including agency staff) provide care of a
consistently high quality.
Continue to develop a family atmosphere at Love Walk.
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ACTIVITIES
The overall scores for pastoral care and the activities provided
at the home were identical with 80% of respondents
describing the pastoral care and the activities provided by the
home as ‘Good’ or ‘Very Good’. The remaining 20% selected
‘Unsure’ or did not answer the question. This likely reflects a
lack of knowledge about the pastoral support and activities
provided in the home.
Residents were broadly positive about the pastoral support
with no negative feedback received. Particular individuals involved with pastoral support were credited and praised while
72.2% of respondents described the pastoral support
available at Love Walk as ‘Good’ or ‘Very Good’. Residents
were also positive about the activities provided at the home
with 77.7% of residents describing the activities as ‘Good’ or
‘Very Good’, although one individual described the activities
as ‘Very Poor’. Comment data showed the majority of
residents really enjoyed the activities available, though some
stated that they found some activities more enjoyable than
others.

Key Quotes
“Faye is brilliant,she makes herself available to
speak to. Rev Paul is also good.”
“[The pastoral support is] first class!”
“Some of [the activities] are good,but some are not
for me.”

Key Recommendations
•

Continue to offer high quality activities and pastoral
support at Love Walk.

•

Ensure friends and relatives are aware of the pastoral
support and activities provided at the home.
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MANAGEMENT & ENVIRONMENT
Friends and relatives were very positive about the manager at
Love Walk. 100% of respondents described the support they
had received from the manager as ‘Good’ or ‘Very Good’.
Alongside this, ‘Approachable’, ‘Respectful’ and ‘Professional’
were selected by all of the friends and relatives as terms to
describe the home manager.
Residents were also broadly positive about the home manager
with 77.7% of respondents describing the support they had
received from the home manager as ‘Good’ or Very Good’.
However, there were two individuals who selected ‘Poor’ and
‘Very Poor’ respectively. Comment data was very positive and
highlighted that the manager was attentive, listened to concerns and was very responsive. ‘Professional’ was the term
most used to describe the manager by residents. This was
closely followed by ‘Caring’, ‘Approachable’ and a ‘Good
listener’.
77.8% of respondents described their living space as ‘Good’
or ‘Very Good’ with issues raised by multiple individuals about
the bathroom. The vast majority of residents (88.9%) feel safe
living at Love Walk.

Key Quotes
“Helen is always available to speak to.”
“[The] bathroom needs updating.”
“Sometimes, I don’t feel safe. When the back door
is open,you never know who might walk in.”
Key Recommendations
•

Continue to develop the very positive relationship
between the manager and the residents, friends and
relatives.

•

Consider updating the bathroom.
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