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Annual Relatives Survey 
 

Survey Dates:  1st August 2019 – 26th August 2019 
 

Sample: Larkhall Residents’ with Relatives or NOK 
(22 Relatives or NOK invited to participate - 24 Residents in the home at time of 

survey -2 have no NOK) 
Response:  22 Relatives were invited to complete the survey: 8 Relatives completed 

& returned the survey and 14 Relatives did not respond. 
 

Next Survey:  October 2020 
 

Findings from Primary Data Collection 
(Primary Data is information gathered directly from respondents) 

 
All Relatives or NOK of our Larkhall Residents were invited to take part in the 

annual Relatives Survey the following ways: 
1. Personal letter with copy of survey and paid return envelope were posted 

with Sundry Invoices in August 2019.  
2. Onsite ‘Pick Up’ from reception/sign in book table with accompanying 

poster on the ‘Relatives’ notice board. 
3. PDF version could be downloaded from www.clintonhouse.co.uk. 

 
This comprehensive survey was designed to capture as much information as 
possible, as it is only carried out once per year. The questionnaires were divided 
into 4 sections: 

1. Quality of Care and Support 
2. Quality of Environment 
3. Quality of Staffing  
4. Overview. 

 

• All 8 completed surveys were signed with 7 relatives leaving contact info to receive a 

copy of the analysis.  

• All surveys were returned by post or handed into the Manager’s or Admin office. 

• The Analysis along with any actions, will be discussed at next Family night meeting 

19/11/19. 
 

Constraints of 2019 Survey: 
1. Survey is comprehensive and time consuming to complete which may put 

relatives off taking part.  
2. Survey was in the height of summer holiday season (August).  

 
Recommendations for Practice: 

➢ To have a family night after each survey session to discuss analysis and 
proposed actions.  

➢ Survey to be carried out in October 2020, post summer and pre-
Christmas, to try and improve response rate.    

➢ Analysis to be carried out/published within 4 weeks of survey date.  
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Findings from Primary Data Collection 
(Primary Data is information gathered directly from respondents) 

 
Survey Findings 
 
Quality of Care and Support: 
 
1. How often do you visit Clinton House?   
Daily – 1     Weekly-5       Quarterly - 1       Other-  1 (2/3 times weekly) 
  
2. In your opinion do you feel like your relative is treated with dignity and respect?   
Yes – 8 
  
3. Do you feel that you are kept informed about any changes to your relative’s care 
and support?  
Yes – 7    No – 0  or   Blank 1 
 
Additional Comments: 

• Not always, communication needs to be improved. 

• Communication is generally excellent. 
 
Managers Response: 
Good communication is important here at Clinton House. The team try to keep 
relatives up to date with any changes, particularly in relation to multidisciplinary 
team visits. However, I will speak to relative, who gave this feedback to discuss 
ways that my team can improve their communication.   
  
4. Are you invited to attend reviews at Clinton House?  
Yes – 8 
 
4b. Do you find attending the reviews useful?  
Yes – 5     Blank - 2    No - 1 
 
Additional Comments: 

• Not able to attend due to living in London 
 
Managers Response: 
From 2018, relatives have been given the option to participate in telephone reviews, 
for inhouse and joint social work reviews. This option had been well utilised for 
relatives who live away from ‘home’ or family/working life. I would ask that if you 
have participated in a telephone review, when you are next visiting, please see the 
nurse on duty to read over and sign the review evidence sheet and any care plan 
paperwork as discussed, agreed at review.  
 
 5. What are your preferred methods of contact?  

o Administration Queries:   Phone call- 7   Email - 5   Letter - 1           
o Care & Support Queries:   Phone call - 8    Email - 4     

 
6. Have you attended any of our family night meetings?  
Yes – 2    No - 6 
 
If no, please state why not?     

• Travelling difficulties 
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• Distance 

• Timing is always over a mealtime which doesn’t suit me or my family 

• Dates haven’t suited, but I hope to attend at some point. 

• I don’t drive anymore, and it doesn’t suit my husband as he has other 
commitments. 

 
6.b Did you find the meeting useful to know what is going on in Clinton House? 
Yes - 2   Blank 0  or N/A – 6 
 
7. How are you kept up to date with activities and events in the home? 
Newsletter - 8    Staff - 4    Website -1    Notice boards – 7      
 
Managers Response: 
Our Family night is a good way to meet other relatives, hear about what’s been 
happening or coming up here at Clinton House. It is also a good forum to make 
suggestions, discuss any issues you may have as there are various member of the 
team available at each meeting: manager, Sister, Chef, Activities etc…  
 
Action:  

➢ Admin will carry out a telephone poll in October, to see what days and times 
better suit relatives. This will be the basis for our meeting planner going into 
2020.  

➢ Note of invitation to be included with Invoices month before meeting.  
 
8. Are you satisfied with the range of social and recreational activities available to 
residents? 
Satisfied - 8   
 
Additional Comments: 

• Unsure of my relative wishes to participate 
We would like to see more regular short trips and visits 

• Mum still misses the art class. 

• Outings could be better planned and communicated. 

• I know my brother would like to go out more but I now it’s not always 
possible. 

 
Managers Response: 
Going into 2020, there will be more regular outings, in addition to our annual 
favourites such as the barge trips and Jubilee club.  
 
Action Plan:  

➢ I will look to support Activities to plan and coordinate more regular outings as 
part of the monthly 2020 planners.  

➢ Activities to look for local attractions, events that would be of interest to our 
residents: gala days, shows, car boot sales etc…  

➢ Activities to look at providing more art-based activities within Clinton House or 
sourcing another local art class.     

 
9. Do you feel that Clinton House celebrates theme days and special occasions 
appropriately?  
Yes – 7 Blank - 1 
 
Additional comments: 

• Don’t know since I am often not there on such days. 
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9b. Are you aware that you are invited to these celebrations? 
Yes - 7    No - 1 
 
Managers Response: 
All relatives, extended family, staff and friends are most welcome to all our parties, 
theme days and special occasions. Admin displays posters, on the relatives notice 
board (vestibule) front door, staff and residents notice boards, at least 1 month in 
advance. Notices are also on our website too and invites sent with invoices the 
month before.  At our parties: Halloween and Christmas there are free refreshments 
and buffet for all. Plus, party games with prizes. All welcome! 
 
10. Are you satisfied with the standard and choice of food available to your 
relative? (Please circle) 
Very satisfied - 2    Satisfied - 4     Blank -1   Unsatisfied - 1 
 
Additional Comments: 

• Looking at certain plates of food, I would be disinclined to eat it. 

• Home baking is lovely – can’t comment on the meals as I’ve never been at 
mealtimes. 

 
Managers Response: 
A 4-week menu runs across the year and at the quarterly Resident food forum 
meetings (Relatives welcome to attend too) Chef Alan goes through his menu to see 
if there can be any improvements, as per suggestions from our residents.    
 
Action: 

➢ I will speak with relative who gave this feedback, to find out if this was a 
particular meal that was not appealing, and feedback to Chef.  

➢ Stakeholder Dining experience audits to be recommenced. Manager completing 
audit 15/10/19 and a volunteer relative will be asked at the family night 
19/11/19.   

 

 
1.2 Quality of Environment 
1. Do you feel that your relative is safe and secure within the Home?  
Yes - 8 
 
2. Do you feel that Clinton House offers a comfortable and odour free environment?    
Yes – 8 
 
Additional comments: 

• Most of the time but would benefit from more efficient spray air fresheners up 
and down the corridor, especially in warm weather. 
 

Managers Response 
There are air fresheners dotted along the downstairs corridor, however, staff will be 
reminded to open windows to allow air to blow through the home.  
 
In addition, a shampooing schedule is also in place, as most odours come from the 
carpeted flooring - This is something that will be reviewed over the next 3 years, as 
both the lounge and downstairs corridor are due for refurbishment.  
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3. Do you feel your relative’s room is kept in good decorative order?  
Yes – 7     No- 1   
 
If no, how could we improve your relative’s room?  

• New bedding, curtains etc. 

• Could be doing with a new chest of drawers as keep on breaking. 
 
Manager Response: 
 
Action:   

➢ I will carry out bedroom audits as per both comments made and feedback to 
relatives.  
 

4.Is there any area within our environment that could be improved? 

• Entrance hall – quite dark 

• Maybe the hallway could be made more cheerful 
When the budget will allow, it would be nice to have the lounge and corridor 
freshened up. 
I thank you all, you do an excellent job. 

 
Manager Response 
The lounge and downstairs corridor have been ear -mapped for refurbishment 
over the next 3 years.  
 
The new budget for 2020 will go to stakeholder vote, for which of these areas is 
to be completed first. An Interior designer, who created the schemes for the 
dining room will create two schemes for each area for stakeholder to vote for.  
 

 
1.3 Quality of Staffing 
1. When recruiting staff, what question would you like Clinton House to ask on 
your behalf? 
 

• Experience of similar role. 

• Why is it you are seeking a job within a care home environment? 

• What words would they use to encourage an motivate someone that was 
refusing to move? 

• Have they had training in moving & handling? 

• Would they encourage gentle exercises with those that could move? 
Do they have the qualities needed ie. lots of patience, a caring nature and to 
treat all residents with the same respect that they would want for their own 
loved ones. 

• Do you have experience in care of the elderly? 
 

Manager Response: 
Action: 

➢ Theses question will be added to the ‘relatives Question’ section of the 
interview process for 2020.  

 
2. Are you confident that our care staff have the knowledge and skills to look after 

your relative? Yes – 8     
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Additional comments: 

• Do you have a training programme? 

• Some care staff are better than others. 
 
Manager Response: 
All new staff have undergo a full induction that incorporates our Core Training 
programme, that is overseen by their mentor over the first 6 months of employment 
– probation period. It is a mix of online, onsite training and 
observations/competencies.  It is only after successful completion of their 
probation period that a member of staff is offered a permanent role within the 
team. This is done through a 1:1 supervision.  
 
Thereafter, all staff are allocated online training, there is mandatory courses that 
all staff must do as part of their employment (COSHH, Health & Safety, Infection 
Control, Fire Safety, Moving and Handling, Stress & Distress) but there is also 
individual courses tailored to their  individual training and development needs, as 

discussed at their annual supervision and appraisal.   
 
In addition, if there is an incident/accidents or following our care inspection 
identified areas for learning/improvement, the team will be allocated training 
accordingly.  
 
Lastly, the company carries out 2 onsite training per year: Moving & Handling and 
Fire Safety, which are practical hands on training.  
 
I have review staff compliance with training every month and take action 
accordingly.  
 
3. Is there any additional training that you feel our staff would benefit from 

attending? 
Yes – 1 No - 4      Blank - 3 
 

Please state:  

• Understanding how “Power of Attorney” works. 

• Strength and balance for chair-based exercise activity. 
 
Manager Response: 
Action: 

➢ To contact liaison team about POA & Guardianship training courses 
available.  

➢ To contact liaison physio team about ‘Strength & Balance training 
opportunities.  

 
4.  Do you feel that our care staff are well presented, professional and helpful?    

Strongly agree - 3       Agree - 5      Disagree - 0 
 

5.  Do you feel that our auxiliary staff are professional and helpful? 
Strongly agree - 4    Agree – 4   Disagree - 0 
 

6. Do you feel that you can you discuss any concerns that you may have with the 
care home manager and that these concerns are listed to and appropriate action 
taken?    
Yes - 8  
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Additional comments: 
I raise matters as and when they arise, always well dealt with. 

 
7.  If you have made a complaint in the last 12 months do you feel that it was 

managed accordingly, and you were happy with the outcome? 
N/A - 5    Yes – 3 

 
 Additional comments: 

• I have no complaints, only an opinion on the new garden area: which is 
smaller than I had hoped but it is very nice place to sit and will be even 
better when the planting is completed. 

 
Manager Response: 
There are two reason that the garden extension was not as big as first hoped: 
cost and accessibility. 
 

The area initially ear mapped for the extension required lots of ground works, 
before any money could even be spent to create a garden, which was not 
feasible with the budget available.  
Secondly access to that area of the garden was going to be very difficult, due to 
the gradient of the slope. After a discussion with the gardener and the MD, they 
agreed on the smaller, easily accessible garden area.  
 
Overall, I am pleased with the garden extension. It has created a lovely, shaded 
retreat for residents and relatives. With the addition of the new furniture and 
planting over the coming year, will surely enhance this space further.  

 
1.4 Overview 
1. In your opinion do you feel that your relative is well cared for over the last 12 
months? Yes –7     Blank - 1   
 

• I have complete trust in the staff who look after * daily, I am always told if there 
are any medical problems I should know about, and if I need any help they are 
always nearby. 

• Yes, I do and as my own health has been not too great for a while my husband is 
down every week and he agrees my relative is cared for. 

 
2. Would you recommend Clinton house to other people? 
 Yes – 8      
 

  

PUBLISHED 14th OCTOBER 2019 
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