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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. 

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.



CHOOSING A HOME
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The friends and relative’s questionnaire showed that there was 
a range of ways that people found out about Willet House. 
‘Word of Mouth’ and various online sources were prevalent, 
however ‘Bromley Care Services’ was the most common way 
that friends and relative’s discovered Willet House, followed 
by ‘GP/Manager/Hospital’.  

77% of respondents believed the support that they received 
from Mission Care while they were searching for a home was 
‘Good’ or ‘Very Good’. The manager at Willet House was 
commended for the support they showed when a prospective 
resident enquired about moving to Willet House.

Friends and relatives chose Willet House for their loved one 
for a number of reasons. The care and support received when 
making an enquiry was the most common reason people 
chose WIllet House (23.1%). ‘Availability’ and ‘Word of Mouth/ 
Recommendation and ‘Impression of staff’ also gained a 
notable number of responses (15.4% each).
Key Quotes

“We didn’t really have a choice or say in the 
decision due to other issues,but my sister and I 
couldn’t wish for a better for our Mum.”

“From first visit we were impressed with the staff 
we met.”

“Great staff!”

“The manager was very helpful and took time with 
my mother so knew which room would be best for 
her.”

Key Recommendations
• Continue to develop the online presence of Willet House.
• Build the positive feedback from current residents, friends 

and relatives into the marketing material used for Willet 
House. 
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COMMUNICATION
The majority of friends and relatives are happy with the levels 
of communication they have from the staff at Willet House. 
92.4% believe the level of communication from the home 
about the care their loved one receives is ‘Good’ or ‘Very 
Good’. The levels of communication about Mission Care are 
still generally positive with 69.3% believing the 
communication to be ‘Good’ or ‘Very Good’. 

The Friends and Relative’s meetings are popular with the 
majority of those who attend. One respondent comment 
suggested that more needed to be done to improve 
understanding of what the meetings were for so that more 
would choose to attend. 

Unfortunately, the vast majority of respondents do not use the 
Mission Care website. This may be because of perception that 
it is not regularly updated. 

Key Quotes

“Sometimes I have had to ask for updating; it 
wasn’t forthcoming without my asking.”

“I wish other relatives understood more fully what 
the meetings are about, more may attend the 
meetings.”

“I confess I have only attended one [Friends and 
Relative’s meeting] but I appreciate that you have 
them.”

” I don’t bother [with the website] anymore as it 
was not kept updated. A couple of times I wanted 
to check things and they weren’t on the site.”

“Sometimes staff don’t know what’s happening so 
don’t communicate about events etc.”

Key Recommendations
• Ensure people are aware of the importance and value of 

the Friends and Relative’s meetings.
• Ensure the Mission Care website is regularly updated.
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DINING
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Friends and relatives were positive about the quality, variety 
and presentation of the meals served at Willet House. The 
quality of the meals provided at Willet house got the highest 
positive score with 77% of respondents believing the quality 
to be ‘Good’ or ‘Very Good’. This dipped slightly for the 
variety of meals which had a combined ‘Good’ and ‘Very 
Good’ score of 69.3%. The combined ‘Good’ and ‘Very Good’ 
score for the presentation of the food was notably lower at 
46.2%. 

Residents were positive about the quality and presentation of 
meals provided at Willet House. 100% of respondents believe 
both the quality and presentation of the food is ‘Good’ or 
‘Very Good’. 

Key Quotes

“I feel some carers need more training about how 
to position people who need feeding. “

“I’m surprised that decaffeinated tea and coffee 
are not available as research shows that these are 
recommended for dementia sufferers. Staff often 
just put drinks down without asking what the 
person wants. I understand some don’t answer and 
younger carers particularly [who] don’t drink hot 
drinks themselves push cold drinks.”

“For people needing feeding I do wish the plates/
bowls were warmed before the food is put on 
them as I often find the food is cold before they 
are half way through eating it. Some carers are 
very poor at dishing out the food, some of the men 
put huge portions on the plates. Those on softer 
diets could do with more gravy/sauce which makes 
swallowing easier.”

Key Recommendations
• Ensure the presentation of the food matches the quality of 

the food.

• Ensure that staff effectively support people during meal 
times and that portions are an appropriate size.
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CARE
Friends and relatives highly rated the levels of care at Wil-
let House. 100% of respondents rated the level of care their 
loved one receives as ‘Good’ or ‘Very Good’.  Similarly, 100% 
of friends and relatives stated they were treated ‘Well’ or ‘Very 
Well’ in relation to being cared for with dignity and respect.   
The majority of friends and relatives (92.4%) also felt that the 
level at which they are involved with their loved one’s care is 
‘Good’ or ‘Very Good’. 

Residents were also extremely positive about the levels of 
care they receive at Willet House. 100% of residents rated 
the quality of care and support they receive at Willet House 
as ‘Very Good’. Similarly, 100% of residents stated they were 
treated ‘Very Well’ in relation to being cared for with dignity 
and respect.  

Key Quotes

“The level of care on Magnolia wing of Willet 
House is excellent.”

“My carers, John and Janice, are nice and take 
good care of me as do most of the staff.”

“The condition of my mother’s skin over the years 
has remained good considering her age and 
mobility, no mean feat. I’m well impressed.”

“Sometimes the staff are a little resistant to 
suggestions for change but given time, will follow 
through with new ideas.”

“Staff [are] very good with my mother.”

“Occasionally...agency staff don’t treat my mother 
as well as the full time staff. ” 

Key Recommendations
• Continue to provide high levels of care. 
• Ensure agency staff provide levels of care consistent with 

full time staff.
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ACTIVITIES
Friends and relatives were broadly positive about the quality 
of activities provided at Willet House. 53.9% described them 
as ‘Good’ or ‘Very Good’ (23.1% selected either ‘Unsure’ or 
did not answer). The pastoral support available at the home 
was rated higher by the friends and relatives with 61.6% 
stating that the pastoral support at Willet House was ‘Good’ 
or ‘Very Good’. 

Residents were also positive about the activities available at 
the home with 100% of residents describing them as ‘Good’ 
or ‘Very Good’. Pastoral support was also rated highly with 
75% believing the pastoral support at Willet House to be 
‘Good’ or ‘Very Good’ (the remaining 25% did not answer this 
question). 

Key Quotes
“Due to my state of health, I do not take part in 
any activity in the home and decline most times 
other than the music and even then only if my 
husband is with me.”

 “We would like our mum to be taken into the 
‘day room’ (and activities) more often, as she is 
bedridden and spends a lot of time on her own 
in her room. Our mum is able to communicate 
well and we feel she needs more interaction with 
others.”

“Things have picked up well after a period of 
change approx 18 months ago when both activities 
coordinators changed.”

“I feel there is less pastoral care in terms of 
spirituality than there was before and the very few 
Christian events is not appropriate for those with 
such advanced dementia. There is a lot of evidence 
based suggestions for worship in these situations”

Key Recommendations
• Continue to develop ways for those with mobility issues 

or who are bed bound to gain some form of access to 
relevant activities.
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MANAGEMENT & ENVIRONMENT
Friends and relatives rated the home manager at Willet House 
positively. 92.3% rated the support they had received from the 
home manager as ‘Good’ or ‘Very Good’. 100% of respond-
ents also described the home manager as ‘Caring’. This was 
closely followed by ‘Approachable’ and ‘Supportive’. 

Residents were very pleased with the home manager at Willet 
House. 100% of residents stated that the support they had 
received from the home manager was ‘Very Good’. Also 100% 
of the residents selected the terms ‘Approachable’,
‘Supportive’ and ‘Caring’ to describe the home manager. 
100% of residents stated they felt safe at Willet House.
100% of residents also stated that the laundry services was 
‘Good’ or ‘Very Good’. 83.3% described their living space as 
‘Good’ or ‘Very Good’.  

Key Quotes

“I’ve never known anyone so helpful.”

“[There is] limited space,however it is kept very 
clean and pleasant, homely environment bright and 
airy.”

“The atmosphere, considering the level of 
dementia many residents have is almost 
always calm. It looks fresh and clean since the 
redecoration was done. It is light and bright and 
happy.”

“My ceiling needs repairing and decorating!”

“Three out of the four managers in place have 
been excellent. The exception decided to leave but 
I gather is in another home run by Mission Care.”

Key Recommendations
• Continue to make any minor improvements needed in 

individual rooms. 




