
WILLET HOUSE RESIDENTS’ AND RELATIVES’ SURVEY SUMMARY REPORT 2020



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
Six responses were received for the residents’ survey this year. This is double 
the number of responses received from residents at Willet House last year when 
three responses were received. 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 33.3% (2 respondents)

Magnolia Wing 0% (0 respondents)

Poppy Wing 66.7% (4 respondents)

Primrose Wing 0% (0 respondents)

LENGTH OF STAY

DURATION % OF SERVICE USERS

0-3 months 0% (0 respondents)

3-6 months 0% (0 respondents)

6-12 months 33.3% (2 respondents)

1-2 years 33.3% (2 respondents)

2-3 years 16.7% (1 respondent)

More than 3 years 0% (0 respondents)

Not Answered 16.7% (1 respondent)

RESIDENT’S RESEARCH 
QUESTIONNAIRE
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6
RESPONSES 

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

CARE RESEARCH ANALYSIS: 

The results for this question are positive with 100% of residents selecting ‘Very 
Good’ for this question. This result is also an improvement on last year when only 
33.3% of respondents selected ‘Very Good’ for this question.  

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 100% of residents selecting ‘Yes’ 
for this question. This result matches the same score as last year. This suggests 
residents feel fully informed of who to speak with and how to raise a concern. 
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100%  Yes

0%  No

100% Very Good

0% Good

0% Average

0% Poor

0% Very Poor

0% Not Applicable
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3. How would you rate the support you have 
received from the Home Manager?
CQC KLOE W1

CARE RESEARCH ANALYSIS: 

The results for this question are very positive with 100% of respondents rating 
the support they have received from the Home Manager as ‘Very Good’. This is a 
significant development from last year’s questionnaire when 100% of respondents 
selected ‘Not Applicable’ and suggests positive developments and improvements 
in the residents’ experiences with their Home Manager. 

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

CARE RESEARCH ANALYSIS: 

The results for this question are very positive with 100% of respondents stating that 
they feel the staff do ‘Very Well’ at treating them with dignity and respect. This is a 
notable improvement on last years results which were evenly spread across ‘Very 
Well’, ‘Well’ and ‘Average’. 

100% Very Good

0% Good

0% Average

0% Poor

0% Very Poor

0% Not Answered

100% Very Well

0% Well

0% Average

0% Poor

0% Very Poor

0% Not Answered



5.  I find the Home Manager to be...  (please 
select all that apply)
CQC KLOE W1

CARE RESEARCH ANALYSIS: 

The results for this question are very positive with 100% of respondents describing 
the Home Manager as ‘Approachable’, ‘Supportive’ and ‘Caring’. ‘Available’ and 
‘Good Listener’ were both chosen by 83.3% of respondents and ‘Knowledgeable’ 
and ‘Communicative’ both received 66.7%. ‘Respectful’ was chosen by 50% of 
respondents and ‘A Person of Integrity’ by 16.7%.  These results are very positive. 
It is important to note that no one selected any of the negative options. These 
results also show a great similarity to the results for this question in the Friends and 
Relatives questionnaire (see page 32).

The results are an improvement on last year’s results as respondents did not answer 
the questions about the Home Manager during last year’s questionnaire.   
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100% Approachable

100% Supportive

83.3% Available

100% Caring

83.3% Professional

66.7% Communicative

0% Unapproachable

0% Busy

0% Unprofessional

50% Respectful

83.3% Good Listener

66.7% Knowledgeable

16.7% A Person of Integrity

66.7% Compassionate

0% Not Answered



Any additional comments regarding the staff or 
level of care you receive? 

A total of three comments were made across the previous five questions. All of the 
comments were positive.

One comment stated that when the home manager is notified of any issue or 
potential improvement that could be made, he seeks to act very quickly to make 
necessary changes where possible. The resident went on to comment ‘I’ve never 
known anyone so helpful’.  

Another comment left stated that named two specific carers who ‘are nice and take 
good care of me’ and went on to comment that this was also the case with ‘most of 
the staff’. 

Finally, a third comment stated four individuals they would speak to if they had 
a concern and described them as ‘all very approachable and a credit to Mission 
Care’.

These comments are very positive and are a notable improvement on the 
comments left last year. When coupled with the results of this section, the 
questionnaire demonstrates that residents are very pleased with the levels of care 
they receive and the quality of staff that provide care at Willet House. 
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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 100% of respondents selecting 
‘Yes’ for this question. This matches the results for last years questionnaire.

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

CARE RESEARCH RECOMMENDATIONS: 

The results of this question are positive with a combined total of 83.3% of 
respondents describing the level of pastoral support available at Willet House as 
‘Good’ or ‘Very Good’ and no respondents selecting an ‘Average’, ‘Poor’ or ‘Very 
Poor’ response. As the pastoral support offered by the service is optional, the ‘Not 
Answered’ response likely reflects a respondent who does not make use of the 
pastoral support available.

 These results are a notable improvement on last years responses as the majority of 
respondents to the questionnaire last year did not engage in the pastoral support 
offered and so were not able to comment. 
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50% Very Good

33.3% Good

0% Average

0% Poor

0% Very Poor

16.7% Not Answered
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8. How would you rate the quality of the 
activities provided in the home?
CQC KLOE R2.7

CARE RESEARCH ANALYSIS:

The results for this questionnaire are positive with 100% of respondents selecting 
‘Good’ or ‘Very Good’ for this question. The overall results for this question last 
year were the same but the number of ‘Good’ and ‘Very Good’ responses were 
reversed (66.7% for Good and 33.3% for Good). This means a higher number of 
respondents have selected ‘Very Good’ for this question this year. 

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

CARE RESEARCH ANALYSIS:

The results for this question are broadly positive with 83.3% of respondent 
selecting ‘Good’ or ‘Very Good’ for this question. The results, however, are more 
mixed than last year’s responses when all respondents selected ‘Good’. 

100% of respondents living on Freesia Wing selected ‘Good’ or ‘Very Good’. 
Whereas 75% of respondents on Poppy Wing selected ‘Good’ or ‘Very Good’ and 
25% selected ‘Average’. 
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66.7% Very Good

33.3% Good

0% Average

0% Poor

0% Very Poor

0% Not Answered

50% Very Good

33.3% Good

16.7% Average

0% Poor

0% Very Poor

0% Not Answered



Any additional comments regarding your living 
experience at Willet House?

There was a total of three comments left in relation to the previous four questions. 
1 comment was perceived as neutral, whilst the other two contained a mixture of 
positive and more critical feedback.

One comment stated that the pastoral assistant from the residents church attended 
Willet House to give a blessing and communion to a resident and their husband in 
their room every fortnight.

Another comment stated that, due to the resident’s health, they, do not take part in 
any activity in the home and decline most times other than the music activities and 
even then only if their husband joins them.

Finally, another comment was left in relation to the resident’s living space, 
describing it as  ‘limited space, however, it is kept very clean and pleasant, homely 
environment bright and airy.’

The results of the previous four questions and the comments suggest that the 
residents are pleased with the living experience provided to them at Willet House. 
There may be some value in further enhancing the living space and potentially 
finding further activities that are suitable and engaging for those who have health 
issues that prevent them from accessing some of the activities currently provided. 
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10. How would you rate the quality of the meals 
that you are served?
CQC KLOE E1.5

CARE RESEARCH ANALYSIS:

The responses to this question are positive with 100% of respondents selecting 
‘Good’ or ‘Very Good’ for this question. The overall results for this question last 
year were the same but the number of ‘Good’ and ‘Very Good’ responses were 
reversed (66.7% for Good and 33.3% for Good). This means a higher number of 
respondents have selected ‘Very Good’ for this question this year. 

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

CARE RESEARCH ANALYSIS:

The overall results for this question match the previous question in that 100% of 
respondents selecting ‘Good’ or ‘Very Good’ for this question. The overall results 
for this question was also the same as last year with the number of ‘Good’ and 
‘Very Good’ responses reversed (66.7% for Good and 33.3% for Good). This means 
a higher number of respondents have selected ‘Very Good’ for this question this 
year. 

All respondents selected matching answers for the quality and the presentation of 
meals. 
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66.7% Very Good

33.3% Good

0% Average

0% Poor

0% Very Poor

0% Not Answered

100% Very Good

100% Good

0% Average

0% Poor

0% Very Poor

0% Not Answered



12. How would you rate the laundry service?
CQC KLOE R1.3

CARE RESEARCH ANALYSIS:

The results for this question are positive with 100% of respondents selecting ‘Good’ 
or ‘Very Good’. There is also a notable improvement in this question in comparison 
to last years questionnaire as 100% of respondents last year selected ‘Good’ for 
this question.
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50% Very Good

50% Good

0% Average

0% Poor

0% Very Poor

0% Not Answered



Any additional comments regarding the food and 
laundry service at Willet House?

No comments were left for this question.

Care Research I Willet House Summary Report 13



Any additional comments or questions?

Two positive comments were left for this question.

One resident stated that ‘all the staff are very kind, caring and supportive’.

Another resident stated that ‘I’m glad I’m at Willet House.’

These positive comments conclude a very positive set of results. In total, 10 
questions received improved scores, with a further two questions maintaining a 
matching 100% score received the previous year.
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FRIENDS & RELATIVES 
QUESTIONNAIRE

15

RESPONDENT DEMOGRAPHIC DATA
A total of thirteen responses were received. All thirteen 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 15.4% (2 respondents)

Magnolia Wing 30.8% (4 respondents)

Poppy Wing 46.2% (6 respondents)

Primrose Wing 7.7% (1 respondent)

LENGTH OF STAY

DURATION % OF SERVICE USERS

0-3 months 0% (0 respondents)

3-6 months 0% (0 respondents)

6-12 months 23.1% (3 respondents)

1-2 years 23.1% (3 respondents)

2-3 years 7.7% (1 respondent)

More than 3 years 46.2% (6 respondents)

13
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)

7.7%   Word of mouth

15.4%   GP/Manager/Hospital

53.8%   Bromley Care Services

7.7%   Mission Care website

0%   Care Home UK website

0%   Your Carehome website

0%   Other care related website

0%   Personal Recommendation

0%   Advertisement 

7.7%   Online Search Engine

7.7%   Other

0%   Multiple Answers Selected

CARE RESEARCH ANALYSIS: 

The responses to this question show that the majority of respondents (53.8%) found 
out about Mission Care through Bromley Care Services. This response has almost 
doubled in comparison to last years questionnaire where Bromley Care Services 
received the highest result with 28.6%. GP/Manager/ Hospital was the second 
highest response to this question this year (as it was last year). ‘Word of Mouth’ and 
‘Online Search Engine’ both received similar scores and placings to last year. One 
notable positive change is that 7.7% of respondents selected the ‘Mission Care 
Website’, whereas last year no respondents selected this option. 

The ‘Other’ response stated that they found about Mission Care via Greenwich 
Social Services. 

Overall, the results suggest that there are a range of ways that families and relatives 
discover Mission Care, but that the majority discover Mission Care through referrals 
from other local groups and organisations as the combination of people selecting 
‘Bromley Care Services’, ‘GP/Manager/Hospital’ and the ‘Other’ response which 
was another local social service totals to 76.9%.
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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?

CARE RESEARCH ANALYSIS: 

The results for this question are positive with 77% of respondents selecting ‘Good’ 
or ‘Very Good’ for this question. This is just 1.6% less than results for last year and 
the proportion of ‘Very Good’ to ‘Good’ responses has shifted as last year 53.6% 
selected ‘Very Good’ and 25% selected ‘Good’. 

It is positive to note that there are no ‘Poor’ or ‘Very Poor’ responses and the  rate 
of ‘Average’ and ‘Not Applicable’ responses has decreased in comparison to last 
year. 

Overall, the results suggest the majority of respondents are happy with the quality 
of information and support that was provided by Mission Care when they were 
searching for a home. 

Care Research I Willet House Summary Report 17

38.5% Very Good

38.5% Good

7.7% Average

0% Poor

0% Very Poor

15.4% Not Applicable
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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

7.7%   CQC Rating

0%   Home environment/Facilities

7.7%   Location/Proximity

23.1%   Enquiry Response

15.4%   Impression of Staff

15.4%   Word of Mouth/Recommendation 

15.4%   Availability

0%   Christian Ethos

7.7%   Not Answered

7.7%   Multiple Answers Selected

CARE RESEARCH ANALYSIS: 

The results for this question are varied and demonstrate a range of factors that 
contributed to individuals choosing Willet House as the home for their friend or 
relative. ‘Enquiry Response’  scored the highest with 23.1%. This is a notable change 
from last year when ‘Availability’ was the most selected answer and suggests that 
the way people are responded to when they express an interest is having the most 
significant impact on people choosing Willet House as a home for their friend or 
relative. 

There was one respondent who selected multiple answers for this question. This 
respondent selected ‘Availability’ and ‘Word of Mouth/Recommendation’. If these 
responses are both counted, then both categories rise to 23.1%. Another who correctly 
selected one answer stated in the further comments section that the Christian Ethos of 
the home was also important to them. 

Overall, the responses suggest that the response of staff to enquiries, the reputation 
of the home, availability and the initial impression of the staff are the key factors that 
influenced friends and relatives to choose Willet House as a home for their relative. 
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Any additional comments in relation to choosing 
a home?
A total of nine comments were left across the previous three questions. There six 
positive comments and three neutral comments.

Analysis revealed two key themes:

Reasons for choosing Willet House
Five comments were made in relation to the reasons friends and relatives chose 
Willet House as a home for their friend or relative. Two respondents mentioned 
the quality of the staff at Willet house with one stating ‘from the first visit we 
were impressed by the staff we met.’ Another respondent stated that it had been 
difficult to find a home due to their relatives behaviour whilst another stated that 
the Christian ethos of Mission Care had been important to them. Finally, one 
respondent outlined how the manager had been supportive during the process of 
choosing a home stating that the manager ‘was very helpful and took time with my 
mother’ and as a result, ‘knew which room would be best for her’. 

Willet House chosen by external services
All three neutral comments related to Willet House being recommended or chosen 
by external services. Greenwich and Bromley Social Services were both stated 
by a respondent each whilst another simply commented ‘Social Services advice’. 
Another fourth respondent commented that they weren’t able to have a choice 
due to various issues but that ‘my sister and I couldn’t wish for a better home for 
our mum.’ 
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46.2% Very Good

46.2% Good

7.7% Average

0% Poor

0% Very Poor

0% Not Applicable

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

CARE RESEARCH ANALYSIS

The results for this question are very positive with positive with 92.4% of 
respondents selecting ‘Good’ or ‘Very Good’. Overall, this in an improvement on 
last year’s combined ‘Good’ and ‘Very Good’ score of 89.3%, though the rate of 
‘Very Good’ scores is less than last year (60.7%). 

The ‘Average’ score rate is also 3% lower than last year. 

Overall, the results suggest the vast majority of respondents believe that Willet 
House communicates effectively about the care their friend or relative receives. 

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

CARE RESEARCH ANALYSIS: 

The results for this question are positive with 77% of respondents selecting ‘Very 
Useful’ or ‘Useful’ for this question. This is a notable improvement on last year 
where the combined score for ‘Useful’ and ‘Very Useful’ was 64.3%. Also individual 
rates in both of these categories increased.

The results and related comments also demonstrated that all of the respondents 
have taken part in a meeting and found them to be valuable. 

38.5% Very Useful

38.5% Useful

23.1% Average

0% Poor

0% Very Poor

0% Not Answered



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

CARE RESEARCH ANALYSIS: 

The results for this question are broadly positive with 69.3% of respondents 
selecting ‘Good’ or ‘Very Good’ for this question. This is 12.8% less than last year’s 
combined ‘Good’ and ‘Very Good’ response rate for this question. The ‘Average’ 
response rate has also increased from 10.7% last year to 30.8% this year (a 20.1% 
increase).

A positive point to raise here is that there were no ‘Poor’ response rates where as 
there was a 3.6% ‘Poor’ response rate last year.

The results suggest that, though broadly positive, some improvements could be 
made in this area.

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

CARE RESEARCH ANALYSIS: 

The results of this question suggest the majority of respondents do not actively 
check the Mission Care website with 84.6% of respondents selecting ‘Never’ 
or not answering the question. This is 1.1% less than last year- a very modest 
improvement. The fortnightly response has increased from 7.1% last year to 15.4% 
this year. 

The results suggest that the Mission Care website is still not being used effectively 
by friends and relatives. This may further explain some of the issues raised by the 
results in question 6.
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23.1% Very Good

46.2% Good

30.8% Average

0% Poor

0% Very Poor

0% Not Answered

0% Daily

0% 2-3 times a week

0% Once a week

15.4% Fortnightly

53.8% Never

30.8% Not Answered



Any additional comments in relation to 
communication?
A total of 12 comments were left across the previous four questions. 

Analysis revealed three key themes:

Levels of communication
There were four comments left in relation to levels of communication. Two were 
positive and two were more critical. One respondent stated that staff at Mission 
Care ‘always let me know what’s happening’ whilst another commented that ‘all the 
carers know our mum’s care needs’. 

Another respondents however stated that ‘sometimes I have to ask [to be 
updated]- it wasn’t forthcoming without my asking’. 

Finally, one respondent stated that ‘staff don’t know what’s happening so don’t 
communicate about events etc.’. It is important to note that this comment is in 
relation to question 6 about updates from the group as opposed to communication 
about the levels of care received.

Friends and Relatives meetings
There were three comments left in relation to the Friends and Relatives meetings. 
One respondent stated that they wished that they wished that ‘other relatives 
understood more fully what the meetings are about’ suggesting that if people 
understood more then ‘more may attend meetings.’ Another respondent stated 
they had only attended one meeting but appreciated that Willet House has them. 
Finally, another respondent simply stated that their sister attended the meetings. 

Mission Care Website
Five comments were made in relation to the Mission Care website. Two 
respondents stated they visited the website ‘occasionally’ whilst another stated 
that they visited the website ‘rarely’. Another respondent stated they do not use 
the website as it is not kept updated and that ‘a couple of times I wanted to check 
things and they weren’t on the site.’

Another respondent stated that they preferred ‘paper and letter communication’. 
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8. How would you rate the quality of the meals 
served to your relative or friend?
CQC KLOE E1.5

CARE RESEARCH ANALYSIS: 

The results of this question are positive with 77% of respondents selecting ‘Good’ 
or ‘Very Good’ for this question. This is a small amount less (5.2%) than last year’s 
scores. The ‘Average’ score has also increased from 3.6% to 7.7%. However, it is 
also important to note that there were no ‘Poor’ or ‘Very Poor’ comments and that 
the majority of respondents rated the quality of the meals highly. 

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 are broadly positive with 69.3% stating the variety of 
meals provided at Willet House is ‘Good’ or ‘Very Good’. Though there was some 
movement across individual responses, the overall responses to this question 
almost exactly match the previous question, with one less ‘Good’ response and 
one more ‘Opt out of this question’ response. This is likely due to the friend or 
relative not having the opportunity to see the variety of meals on offer at the home. 
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46.2% Very Good

30.8% Good

7.7% Average

0% Poor

0% Very Poor

15.4% Opt out of this question

0% Not Answered

46.2% Very Good

23.1% Good

7.7% Average

0% Poor

0% Very Poor

23.1% Opt out of this question

0% Not Answered



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

CARE RESEARCH ANALYSIS: 

The results of this question suggest improvements can be made with only 46.2% 
rating the presentation of the meals as ‘Good’ or ‘Very Good’. This is also notably 
less than last year when 78.6% of respondents rated the presentation of the meals 
as ‘Good’ or ‘Very Good’. 

The results also showed that 53.8% of respondents selected a lower response for 
this question in comparison to question 8 about the quality of meals, whilst the 
remaining respondents selected a matching answer. This suggests that, for some 
friends and relatives, the presentation of the meals does not yet match their quality.
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15.4% Very Good

30.8% Good

38.5% Average

0% Poor

0% Very Poor

15.4% Opt out of this question

0% Not Answered



Any additional comments in relation to food 
served at Mission Care?
There was a total of seven comments left across the previous three questions. Four 
comments were neutral whilst the remaining three were critical. 

Analysis revealed three key themes:

Recommendations for the food provided
All three critical comments included a recommendation around the food/drink 
provided at Willet House. One respondent believed that wholemeal bread should 
be provided to those on Poppy wing and that their relative only had this bread 
because it is ordered for her by her relative. 

Another respondent stated that they felt decaffeinated tea and coffee should be 
made available as ‘these are recommended for dementia sufferers’. 

Another respondent stated that ‘those on softer diets could do with more gravy/
sauce which helps make swallowing easier.’

Recommendations for staff 
All three critical comment also included recommendations for staff around how 
they support people during meal times.

One respondent stated that they felt carers needed more training on how to 
position those who are supported with their feeding.

Another respondent stated that staff ‘often just put drinks down without asking 
what the person wants’ and also suggested that some younger carers often ‘push 
cold drinks’ perhaps because they do not drink hot drinks themselves.

Another respondent stated that they wished the plates or bowls were warmed 
before food was put on them as food can get cold before it is finished. This 
respondent also said there was an issue with portion sizes, with some individuals 
putting ‘huge portions’ on the plates.

Reasons for selecting ‘Opt out of this question.’
A total of four comments were left explaining the specific details of what individuals 
were able to eat and why, therefore, they felt unable to select any answer other 
than ‘unable to comment.’
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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

CARE RESEARCH ANALYSIS: 

The results of this question are positive with 92.4% of respondents selecting 
either ‘Good’ or ‘Very Good’ for this question. There is a minor 0.4% difference 
between this score and last years score, however the differing number of 
responses contributes to this. Unlike last year, there are no ‘Poor’ responses to this 
question. This suggests that friends and relatives are pleased with the levels of 
communication between the home and the respondent on issues relating to their 
friend or relatives’ care.

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

CARE RESEARCH ANALYSIS: 

The results for this question are very positive with 92.3% selecting either ‘Good’ 
or ‘Very Good’ for this question. The number of ‘Very Good’ responses for this 
question has increased by 5.5% on last years results. 

Care Research I Willet House Summary Report26

46.2% Very Good

46.2% Good

7.7% Average

0% Poor

0% Very Poor

0% Not Answered

76.9% Very Good

15.4% Good

7.7% Average

0% Poor

0% Very Poor

0% Not Answered



13.  I find the Home Manager to be...  (please 
select all that apply)
CQC KLOE W1

92.3%   Approachable

84.6%   Supportive

69.2%   Available

100%   Caring

69.2%   Professional

61.5%   Communicative

0%   Unapproachable

15.4%   Busy

0%   Unprofessional

69.2%   Respectful

69.2%   Good listener

46.2%   Knowledgeable

CARE RESEARCH ANALYSIS: 

The results for this question are extremely positive. All of the positive options have 
received a notable increase on last years results. Also, no respondents selected 
‘Unapproachable’ or ‘Unprofessional’ this year. 

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 very positive with 92.3% of respondents selecting 
‘Good’ or ‘Very Good’ for this question. This is 10.2% more than the ‘Good’ and 
‘Very Good’ response rate to this question last year. Both of these questions 
suggest that friends and relatives have a very positive view of the Home Manager 
at Willet House. 
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46.2%   A person of integrity

61.5%   Compassionate

0%  Not Answered

69.2% Very Good

23.1% Good

7.7% Average

0% Poor

0% Very Poor

0% Not Answered



Any additional comments in relation to the 
support you have received from staff and 
management?
A total of three comments were left across the previous four questions. One 
comment was positive and the remaining two comments included both positive 
and critical points. 

Analysis revealed two key themes:

Support from staff
One respondent stated that the staff are always very caring to their relative and 
very friendly towards them. 

Another respondent stated that ‘sometimes the staff are a little resistant to change 
but, given time, will follow through with new ideas.’

The Home Manager
One respondent stated ‘three 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.’
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15. How would you rate the level of care your 
relative or friend receives?
CQC KLOE C1

CARE RESEARCH ANALYSIS: 

The results for this question are very positive with 100% of respondents selecting 
either ‘Good’ or ‘Very Good’ for this question. This is 3.6% higher than the 
combined ‘Good’ and ‘Very Good’ response rate to last year’s questionnaire. The 
‘Very Good’ response rate is also 12.6% higher than last year.

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

CARE RESEARCH ANALYSIS: 

The results for this question are positive with 100% of respondents selecting either 
‘Very Well’ or ‘Well’ for this question. This matches the 100% score received for this 
question last year. However, the ‘Very Well’ score this year is 6% higher than last 
year’s.
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76.9% Very Good

23.1% Good

0% Average

0% Poor

0% Very Poor

0% Not Answered

84.6% Very Well

15.4% Well

0% Average

0% Poor

0% Very Poor

0% Not Answered



17. How would you rate the quality of activities 
available to your relative or friend?
CQC KLOE R2.7

CARE RESEARCH ANALYSIS: 

The results for this question are broadly positive with 53.9% of respondents 
selecting ‘Good’ or ‘Very Good’ for this question. This is 6.8% lower than last year’s 
combined ‘Good’ and ‘Very Good’ response rate for this question. However, there 
are no ‘Poor’ responses this year. The results suggest that, like last year, there is 
quite a mix of perceptions around the activities provided by the home. 

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 61.6% of respondents 
selecting either ‘Good’ or ‘Very Good’ for this question. The large proportion of 
respondents selecting ‘Unsure’ suggests that either the friends and relatives of 
respondents are not actively involved in the pastoral support provided by the home 
or that respondents would like to know more about this aspect of the home. 
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15.4% Very Good

38.5% Good

23.1% Average

0% Poor

0% Very Poor

15.4% Unsure

7.7% Not Answered

15.4% Very Good

46.2% Good

7.7% Average

0% Poor

0% Very Poor

30.8% Unsure

0% Not Answered



Any additional comments in relation to your 
relative or friend’s experience Mission Care?
A total of ten comments were left across the previous four questions. Five 
comments were positive, three were critical, and two were neutral.

Analysis revealed Two key themes:

Staff
There was a total of five comments made about the staff at Willet House. 

One respondent stated that ‘the level of care on Magnolia Wing... is excellent’

Another respondent stated that ‘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!’

Another respondent said that staff ‘excel’ in treating their loved one with dignity 
and respect whilst another respondent said that staff are ‘very good’ with their 
relative. 

One respondent raised a critical issue with staff stating that ‘Just occasionally (and 
it is usually agency staff) [they] don’t treat my mother as well as the full time staff. 
If the staff are reported to the nurses and manager they are very good about not 
having them back.’

Activities
There were four comments left in relation to the activities provided in the home.

Two residents stated that their relative was not able to take part in activities due to 
their condition. 

However, a third respondent stated that they would like their relative ‘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.’  They went on to say that their relative ‘is able to 
communicate well and we feel she needs more interaction with others.’

Another respondent noted improvements in this area stating that ‘things have 
picked up well after a period of change approximately 18 months ago when both 
activities coordinators changed.’

Pastoral Support
One respondent believed there could be further improvements made to the 
pastoral support provided at the home stating that ‘there is less pastoral care in 
terms of spirituality than there was before and the very few Christian events [are] 
not appropriate for those with such advanced dementia.’ The respondent then 
highlighted the need for more thought around providing pastoral support for 
those with dementia, stating that ‘there is a lot of evidence based suggestions for 
worship in these situations.’
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19.  In general, how would you rate Mission Care 
as a care provider?

CARE RESEARCH ANALYSIS: 

The results for this question are very positive with 92.3% of respondents selecting 
either ‘Good’ or ‘Very Good’ for this question. This is slightly less than the 100% 
last year as 7.7% selected ‘Average’ 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% of respondents selecting 
‘Yes’ for this question. This matches the same perfect score as last year for this 
question. 
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100%   Yes

0%   No

84.6% Very Good

7.7% Good

7.7% Average

0% Poor

0% Very Poor

0% Not Answered



Any additional comments in relation to your 
views of Mission Care?
There were four comments left across the previous two questions. There were two 
positive comments and two critical comments

Analysis revealed three key themes:

Decoration
One respondent stated that the home looks ‘fresh and clean since the redecoration 
was done’ and that it is now ‘light and bright and happy.’

Another respondent stated a specific room that required decorating and that the 
ceiling needed fixing. The specific room and feedback has been communicated 
directly to Mission Care.

Pleased with Willet House
Two respondents commented on how pleased they are that their relative receives 
care at Willet House.

One respondent stated they are ‘extremely pleased and grateful to the staff’ 
involved in their relative’s care.

Another respondent stated they are pleased they chose Willet House for their 
relative and commented that ‘the atmosphere, considering the level for dementia 
many residents have, is almost always calm.’

Improvements to communication could be made
One respondent stated that the one criticism they had was around communication. 
They felt that they would need to ring ‘endlessly’ and that leaving a message 
‘never seems to work’. The individual had the email address for a specific nurse but 
this individual appears to have left. They suggest that next of kin receive the email 
address of the manager or central administrator so that contact can be made if 
necessary.
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Any additional comments or questions?

No comments were left for this question
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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


