
 
 

 

   

 
 

RESULTS OF THE 
ANNUAL 

OLD HASTINGS HOUSE 
QUALITY STANDARDS QUESTIONNAIRES  

FOR RESIDENTS, RELATIVES 
& PROFESSIONALS 

 
 
 
 
 
 

 
 
 
 

NOVEMBER 2020 
 
 

 
QUALITY STANDARDS RESULTS 



2 

CARE & CARE STAFF 
Residents were asked if they were happy with 
the level of care provided by staff. (see note on 

p4.) 
 

 

LAUNDRY 
Residents were asked if they were happy with 

the laundry service provided. 
 

 

 

MEALS, MENUS & KITCHEN STAFF 
Residents were asked if they were happy with 

the variety and quality of menus, and with the 
service provided by kitchen staff.  (see note on 

p4.) 

 

CLEANING & DOMESTIC STAFF 
Residents were asked if they were happy with 
the cleanliness of the home and their rooms, 

and with the service provided by housekeeping 
staff. 

 

RESIDENTS  SURVEY  – November 2020 
 
50% of the total of those resident at the time of the survey responded (representing 59% of Main 

House residents and 27% of Magdalen Suite residents). 
(Figures below do not include “no response to question”.) 
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MANAGER & SENIOR STAFF 
Residents were asked if they were happy with 

the level of service provided by senior staff. 
 

 

ACTIVITIES 
Residents were asked if they enjoyed the range 

of activities on offer. (see note on p4.) 
 

 

ACTIVITY PREFERENCE 
Residents of the Main House were asked how 

they preferred to take part in activities (see note 
on p.4) 

 

 

 
 

GENERAL 
Residents were asked if they were happy with  
9 aspects of the home in general, including the 
atmosphere, the grounds and the upkeep. (see 

note on p.4) 
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Notes to charts:  The ‘Never’ and ‘Rarely’ responses relate to dissatisfaction by a number of residents 
to particular aspects of the home, rather than overall dissatisfaction with all aspects by a small 
number of residents.  

 
No residents expressed a preference for taking part in activities by themselves, against 12% who said 
this in November 2019. The reason for this is unclear. 

 
CQC Ratings 

 
Residents of the Main House only were asked to rate OHH in terms of the CQC Categories below, 
where 1=Low and 5= High.  The number of responses received (from a maximum total number of 23) 
in each category were as follows.  Note: A small number of questions did not receive a response, and 
so the totals do not equal 23 in each category. 
 
 

 1 2 3 4 5 
Safe 0 0 0 1 22 

Effective 0 0 0 3 20 

Caring 0 0 0 0 22 

Responsive 0 0 0 3 19 

Well-led 0 0 0 7 15 

 
 

Covid-19 
 
This year, in the light of Coronavirus measures taken by the Home, Residents in the Main 
House (23 respondents in total) were asked to rate the home on the following aspects during the 
period the various restrictions were in place: 
 

 Very 
Poor 

Poor Fair Good Very 
Good 

Visiting arrangements 0 0 5 11 7 

Activities 0 0 0 7 16 

Covid testing 0 0 0 7 16 

Staff Morale 0 0 0 2 21 

Overall 0 0 0 3 20 

 
Residents in the Magdalen (Dementia) Suite were simply asked if they saw or spoke to their family often 

enough. As there were only four responses in total this is not statistically viable, but one respondent said yes, 

one said usually, and two said no.  
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Comments & Suggestions from Residents – November 2020 
 
 
 

General 
 

I’m perfectly happy here. 

It’s a home from home. 

[Cleaning and housekeeping staff] do a fantastic job. 

I feel well looked-after; no complaints. 

I’m happy with the help I get. 

Wrist pendants [personal alarms] would be useful as neck pendants are too heavy and awkward. 

I have settled here very happily. 

No complaints: my care is great. 

I love it here: it’s a good home. 

The care staff are so lovely and friendly and make me laugh. 

More carers need to realise that I am blind and I need help selecting clothes. 

All’s well: I enjoy it here. 

The carers are never far away if I need help. 

When night staff check me, they look through the door: but, do they know I’m OK as they don’t look to see 

if I’m breathing. 

The care staff always have a smile. 
 
 
 
 

Laundry 
 

Comes back quickly. 

Marvellous. 

I’ve received a lot of different people’s clothes, and lost some of my own. 

I struggle to put it away myself.* 

They [laundry staff] are marvellous. It goes in the morning and is back before dinner. 

It’s very good. 

 Occasionally, I don’t get things back.  

Super! 

Very good: always back the same day. 
 
*unclear if this means the staff put away the laundry on behalf of the resident, or the resident tries and struggles to do it 
themselves. 
 

 
 
 
 
 
 
 
 

Continued next page/… 
 
 
 
 
 



6 
 
 
 
 

Kitchen/ Menu Suggestions 
 

Meat [pieces] need to be cut smaller for certain meals. 

Soft meal choices are good. 

‘Spotted Dick’ more frequently would be nice. 

Sharper knives for meat. [Note: this has already been addressed.] 

I enjoy all of the meals. 

The roast potatoes are quite hard. 

I really enjoy the fruit and veg. 

Good selection of food. 

I love bacon pudding: would like more! 

Perfectly happy with what’s on offer: they do a super job! 

I enjoy the variety and the diabetic options. 

More meat pudding! 

I dislike spicy foods, like most residents I think.  

At meal times, more help [needed] in the lifts as people don’t know which floor to get out. 

Stew and dumplings! – I enjoy most dishes. 
 

 

 

Activities Comments and Suggestions 
 

I really enjoy chatting with staff. 

I enjoy nearly all activities [and] going out when I can. 

Card games [suggestion for activity.] 

I enjoy going out on the mini-bus. 

I can’t take part in many activities, but there are good choices available. 

I really enjoy the musical activities. 

I enjoy doing Cribbage. 

I like our small Scrabble club. 

I enjoy a mixture of activities. 

I enjoy group activities. 

Would like to have a place to exercise in bad weather, like a gym. 
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QUALITY STANDARDS RESULTS 
RELATIVES’ SURVEY – November 2020 

 
  13 forms were completed which represents 25% of the total sent out.  

Number of responses in each category as follows. (“No response” not included.) 

 
  Yes  Usually  No 

Are you made to feel welcome by the manager and 
staff when you visit your friend / relative? 

 13  0 
 

0 

When telephoning, do staff answer the telephone in 
a prompt and professional manner? 

 13  0 
 

0 

When visiting Old Hastings House do you find that 
staff are friendly and approachable? 

 13  0 
 

0 

When visiting, is the home and your friend / 
relative's room presentable and clean? 

 10  0 
 

0 

Do you feel that you are given enough privacy when 
visiting your friend / relative? 

 9  2 
 

0 

Does your friend / relative appear happy and well 
cared for when you visit? 

 12  0 
 

0 

Would you recommend Old Hastings House to other 
friends / relatives? 

 13  0 
 

0 

Do you think that the home and grounds are well 
maintained?  

 11  1 
 

0 

Are you aware of the procedure if you feel that you 
need to make a complaint? 

 7  
  

5 

 
Relatives and Visitors were also asked:  
 
On a scale of 1-5, where 1 is Low and 5 is High, how do you rate Old Hastings House Overall 
according to the Care Quality Commission (CQC) categories of Safe, Effective, Caring, 
Responsive and Well-led?  
 
The number of responses received was as follows: 

 
 1 2 3 4 5 

Safe    1 12 

Effective    1 12 

Caring     13 

Responsive    1 12 

Well-led    1 12 
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This year, in the light of Coronavirus measures taken by the Home, relatives and visitors were 
asked some additional questions specifically about the period visiting/access restrictions were 
in operation: 
 

 YES Unsure No 
Have you been able to visit your loved one in person during 
the Covid 19 restrictions? 
 

 
8 

 
n/a 

 
5 

Were you satisfied with the measures taken to protect 
against the introduction and transmission of Covid-19 in the 
home? 
 

 
10 

 
2 

 
1 

Have you taken part in Skype calls, phone calls or other 
person-to-person communications with your loved one during 
this period? 
 

 
8 

 
n/a 

 
5 

Have you been satisfied with the home’s arrangements for 
communication with your loved one, and the frequency of 
contact? 
 

 
9 

 
3 

 
1 

Has the quality and continuity of care been maintained 
during this period? 
 

 
10 

 
3 

 
0 

 
(“No response” not included in results). 
 
It should be noted that the reasons for non-participation in telephone/skype calls may include the 
difficulty for residents in using this technology, even with assistance, and that some relatives/visitors 
may live a long distance away, making travel difficult or even illegal during the period under 
consideration. 

 
 

Relatives & Visitors Survey Comments 
 

I am grateful for the way my family member has been looked after. She looks well, has put on some 
weight and is very happy. The staff have all been exceptional when I have called to enquire about Mum. 

Nothing has been too much trouble. Amazing, well done. 
 

Many thanks for your care and support during a very difficult and challenging time. We appreciate very 
much all you have done to protect residents and staff and maintained as far as possible a ‘normal’ life at 

OHH. 
 

It has been pleasing to see the appointment of a new gardener and the positive impact his is already 
making on the grounds, which in turn provide so much pleasure for residents.  Many thanks as always for 

the dedication and care of all staff who enable OHH to be an outstanding care home. 
 

Always grateful for your care, thoughtfulness, and communications. 
 
 

Continued next page/… 
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Very happy with all aspects of care being provided for Mum. Everyone involved should feel especially 
proud of the care given during very stressful Covid times.   

 
Only one frustration, which is the temporary fault in broadband connectivity to Mum’s room, which has 
been patchy.  Hoping this will be resolved soon[*].  

 
Thanks everyone, you are all amazing human beings! 

 
I would like to see the promised screens [**] installed as soon as possible.  Previously I was talking to 
Mum through the open door of the conservatory,  but it is too cold for residents now to have the door 

open and Mum can’t hear through the window, and she gets all ratty so I haven’t seen her for a few weeks 
now.  Having said that, I think you are all doing a wonderful job to keep everyone safe, and I feel happy 

that Mum is well cared for, safe and happy. Thank you.  
 

We would love to have access to the Home…we fully understand and support the Home’s restrictive 
management [during Covid]. Please pass on our thanks to the Activities Team for the Skype sessions. 

 
Mum has thrived since moving into OHH. Over the last 12 months she has become much stronger and 
calmer and more like our old Mum, which is all down to the care and attention and socialising she is 

receiving in Old Hastings House, so thank you very much indeed. 
 

We witnessed a female resident who, on a few occasions, left the Home and walked down the High Street 
alone. [This was] during our visits to see our Dad during Covid 19 restrictions, where we were unable to 

enter the home ourselves. [***] 
 

The staff at OHH have done their best to keep Mum happy, although there was a time during the first 
lockdown when...she sounded very down, but a phone call changed that, and staff soon got her happy 

again. Keep up the very good work, and a big, big thank you. 
 
 

 
 

 
 

[*] Additional access points (hubs) have subsequently been added with two further access points 
planned for remoter areas of the building.   
 
[**] refers to transparent screens to separate residents from visitors as a precaution against Covid 19. 
The screens were installed at the end of October 2020. 
 
[***] the resident in question had full mental capacity, was aware of the need and regulations for 
wearing a face covering and maintaining social distance, and responded well to formal advice 
regarding going outside the Home and grounds. 



10 
 

 

QUALITY STANDARDS RESULTS 
PROFESSIONALS  SURVEY  – November 2020 

 
 2 forms were completed which represents just 14% of the total that were sent out. This is clearly 

statistically not meaningful, but the results are recorded below.  
 

It should be noted that due to Coronavirus restrictions throughout 2020, the number of home 
visits by professionals was severely curtailed. The survey included a section about the Home’s Covid 
19 protection measures for visitors, but as there was only one response to 2 of the 7 questions therein, the 
results are not detailed here. 

  Yes  No  
Are you made to feel welcome by the manager / 
staff when you visit service users at Old Hastings 
House? 

 2  0  

When telephoning, do staff answer the telephone 
in a prompt and professional manner? 

 2  0  

When visiting, is the home and the service user's 
room presentable and clean? 

 2  0  

Does the service user appear happy and well 
cared for when you visit? 

 2  0  

Do you find that the manager / staff communicate 
clearly and work in partnership with you? 

 2  0  

Does the manager / staff clearly understand the 
needs of the service users in their care? 

 2  0  

Are you aware of the procedure if you feel that 
you need to make a complaint? 

 1  1  

Are you satisfied with the over all care provided to 
the service users within Old Hastings House? 

 2  0  

 
Professionals were also asked:  
 
On a scale of 1-5, where 1 is Low and 5 is High, how do you rate Old Hastings House Overall 
according to the Care Quality Commission (CQC) categories of Safe, Effective, Caring, 
Responsive and Well-led?  
The two responses received were as follows:  

 
 1 2 3 4 5 

Safe    1 1 
Effective   1  1 
Caring    1 1 
Responsive   1  1 

Well-led   1  1 
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Manager’s response to November 2020 Residents /Relatives/Visitors Survey 
 

The last survey was our most pleasing to date, with satisfaction levels rising in all areas from a 
very strong base. This survey mirrors similarly high satisfaction levels, with a richness in the 
comments made by participants to show the outstanding impact the service has made for all 
users. The only disappointing aspect is the lower level of participation in the survey, especially 
amongst relatives, which perhaps reflects the Covid-19 related restrictions.  The surveys 
relatives have returned contain impact statements which confirm the outstanding difference 
being made to lives.  The confusion rate of residents continues to increase in line with national 
trends, making the independent input of relatives more vital. Participation will remain an 
action point moving forward, along with building upon recent progress with activity provision 
under the new leadership team. Taken together, and in the context of Covid-19, the satisfaction 
ratings are extraordinary and are testament to the commitment, skill, and reliability of the 
team.   
 
Using the CQC category ratings for the five key areas they inspect against, respondents 
overwhelmingly rating the service Outstanding (5/5) as they did in the last two annual surveys. 
Satisfaction levels in terms of people always being happy is high in all areas (care staff, food, 
cleanliness, management and senior staff) other than activities, albeit this has improved. 
Satisfaction with meals remains high, with further improvement ideas being acted upon. With 
up to 59 diverse residents this is an exceptional achievement. 
 
The previous action plan identified a need to improve satisfaction with activities, with levels of 
those ‘always happy’ falling to 59%, albeit others are ‘usually happy’. Whilst this is a complex 
area, given the diversity of needs, the appointment of a new activity team leader at the outset 
of the of the survey period is bearing fruit, as evidenced in subsequent monthly resident 
meetings and observations. Care staff also continue to play a vital role in this respect.   
 
“Success is always under construction” as we go the extra mile and address fine details. This 
survey shows how can be made in three areas.  This commitment informs the action plan 
below.     
 

 Action Plan  Method  Review 
date  

Survey participation 
Target of 80% resident 

75% relatives 
Target of 20 
professionals 

• Explore ways of better explaining the purpose of the 
satisfaction survey. 

• Nominate a new volunteer Resident Representative to 
issue and collect survey cards. 

• Update a contacts list for all professionals currently 
connected with the service.   

Next 
survey – 

November 
2021   

Activities 
Target of 80% always 
happy by next survey 

• Activity team: survey all residents for new ideas. 
• Ascertain activity satisfaction at residents’ meetings.  
• Measure and maximise resident engagement.  
• Further focus on 1:1 activity. 
• Access the impact of activities.    
• Keep admin time to a minimum to maximise output. 

Next 
survey  

Resident Support in 
common areas  

• Ensure the right deployment of staff at mealtimes to 
support residents entering and exiting the lift at their 
expected floor, especially for the blue lounge. 

• Encourage more use of the blue lift for those residents 
who usually go to the blue lounge.   

Review at 
the next 
survey  

 
Jason Denny March 12th 2021  


