
 

 

Askham ~ Relative Feedback Survey, 2025. 

 

Thank you to all Relatives who took the time to respond to our survey. Your input 

helps us improve ourselves and ensure working at Askham is a positive experience 

for all.  

 

We received 10 responses which is below the level we had initially hoped for yet still 

a 66.67% increase from the year prior. The data processing period was extended 

and relatives were asked at a home level to support the completion of the survey 

response. All responses received have been considered in the below summary.  

 

Which home do you visit? 

 

The response shows that an equal percentage comparable to resident levels in each 

home took place except Askham Grove. It is however worth noting that a higher 

level of those receiving care in Askham Grove have capacity to provide feedback 

directly.  

 

 

Safe Care 

 

Safe Care - I feel confident that my loved one is safe in this home/facility. 



 

 

 
 

 

Safe Care - I believe that the staff prioritize the safety of all residents 

 

 
Safe Care - I know how to report any concerns I have about my loved one’s safety. 



 

 

 
 

Additional Comments 

 

Please share any additional thoughts or suggestions for how we can improve the 

care and services at this facility. 

 

“I would like to continue receiving regular phone call update about how my husband is, as 

I find it difficult  to visit due to transport issue” 

 

“Very happy” 

 

“Just one thing I have had to draw attention to on a couple of visits and that is Auntie 

Sylvia had long and dirty finger nails and I was apprehensive that she would scratch her 

self. I have not been able to visit so therefore our daughter Linzi has been in my place 

and having told her of my concerns she checked and reported back to me that finger 

nails had indeed been cut.” 

 

“staff are very caring and the safety of those in their care is paramount” 

 

Response Summery 

 



 

 

Its really positive to see that our primary goals of making sure that those in our care 

are safe and well cared for are upheld.  

 

As a clear action it appears there is some uncertainty about how to report concerns 

in Askham Court – in the proceeding meetings we will re address how to report 

concerns and feature this in bulletins and relative meetings throughout the year.  

 

The comments paint’s a positive picture of a team that are compassionate and 

caring, where communications involvement improvement areas have occurred the 

team have shown to be responsive to this feedback and this hasn’t generated 

ongoing concerns.  

 

 

Effective Care 

 

Effective Care - I believe that my loved one’s care meets their needs effectively. 

 
 

Effective Care - I feel that the staff are well-trained and knowledgeable in providing 

care. 



 

 

 
 

 

Effective Care - My loved one has access to the necessary medical support and 

treatments. 

 
 

9. Additional Comments Please share any additional thoughts or suggestions for 

how we can improve the care and services at this facility. 
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Effective Care - I feel that the staff are well-trained and 
knowledgeable in providing care.

Court Grove Hall House



 

 

“I think the staff are very supportive and caring towards david.” 

 

“I can't think of anything you already doing everything you can do” 

 

 

Response Summery 

 

Over all it is clear that across the group relatives feel the teams are effective with 

60% and above in all three questions asked resulting in “Strongly Agree” outcomes.  

 

There is a consistent trend for Askham Court that one person has recorded a 

neutral reaction for all three response questions. From review of Concerns 

complaints and other escalation we can see we have one resident/relative that was 

in our care at the time of responses being gathered which was not happy with the 

care provided.  

 

Meetings and avenues of escalated communications were in place and as a team we 

endeavoured to work openly and seek learning for all stakeholders. We are unable 

to seek further input as the relative has not indicated they would like a follow up 

discussion to elaborate on feedback.  

 

From review we have concluded the equipment provided is of safe and substantial 

quality. We have also conducted a review of the training provided and broadened 

opportunities for new learning avenues across all teams and roles.  

 

 

 

 

 

 

 

 

 

 



 

 

Caring Culture 

 

Caring Culture - I feel that the staff genuinely care about my loved one’s well-

being. 

 
 

Caring Culture - My loved one is treated with dignity and respect by the staff. 

 
 

 



 

 

Caring Culture - The staff show kindness and compassion in their interactions with 

my loved one 

 
 

 

Additional Comments Please share any additional thoughts or suggestions for how 

we can improve the care and services at this facility. 

 

 

“I am quit confidence that he is look after very well.” 

 

Response Summery 

 

The over whelming response to the questions posed around a “Caring Culture” were 

positive. 23 responses gave over all “strongly agree” response; 4 gave Agree with 

only 2 Neutral and 1 Disagree.  

 

In keeping with the above the Askham Court has received 2 Neutral and 1 Disagree 

responses in total across the three questioned posed. We are unable to seek further 



 

 

input as the relative has not indicated they would like a follow up discussion to 

elaborate on feedback. 

 

Following this review have instructed an independent CQC Mock inspector to 

complete a two day review of Askham Court. The feedback was very positive with 

remarks around the care the team provide being mentioned with in positively. 

 

Responsive Care 

 

Responsive Care - I feel that my loved one’s care is tailored to their individual needs 

and preferences. 

 
 

Responsive Care- The staff listen to and involve us in decisions about my loved 

one’s care. 

 



 

 

 
 

Responsive Care - The staff respond promptly to my loved one’s needs and 

requests 

 
 

 

Additional Comments 

Please share any additional thoughts or suggestions for how we can improve the 

care and services at this facility. 



 

 

 

 

“I think staff is very good. Whenever I sent some personal items, they always inform me 

that they have arrived or if he has run out of anything” 

 

Response Summery 

 

The comments over all are exceptionally positive in all home locations. The 

responses yielded all but 3 response across the three questions posed being 

answered as Agree or Strongly agree.  

 

In reflection of the above the three neutral/disagree responses where from Askham 

Court. Following this survey we have done an extensive review of Call Bell response 

times and interactions recorded for each resident reflecting their presenting care 

and needs and level of required intervention. This has evidenced that while there 

have been concerns historically around the response times in call bells for frequent 

call bell users during the night this has been addressed and things have 

significantly.  

 

In addition to this the site has reviewed our admissions process for all residents and 

enhanced our supporting processes. Relatives and or residents are asked to 

complete, resident/relative admissions forms. We have also reviewed and sought 

resident input to a Resident insight to where we can improve from the feedback 

provided. As a result we have enhanced out Resident of the Day process, and Key 

working sessions.  

 

This is being kept under review along side reviews of the ne admissions checklist to 

ensure we are responsive and inclusive.  

 

Well-led Organization 

 



 

 

Well-Led Organization - I feel that the home/facility is well-managed and runs 

smoothly. 

 
 

Well-Led Organization - I believe that the leadership team is approachable and 

supportive. 

 
 



 

 

 

Well-Led Organization - I am confident that the home/facility has a clear plan for 

providing high-quality care. 

 
 

 

Additional Comments Please share any additional thoughts or suggestions for how 

we can improve the care and services at this facility. 

 

 

“I am quiet impressed how he is look after” 

 

Response Summery 

 

Over all the feedback is exceptionally positive for all locations participating in 

feedback. The comment that was also left reflects a positive review of the quality 

and presence of the leadership.  

 

The trend identified that 3 responses have been provided by one relative as Neutral 

for the three feedback areas.  



 

 

 

As a result of the feedback Both managers will continue to hold Relative meetings 

quarterly and the Associate Director will join each meeting to ensure available 

management presence is there.  

 

All Managers have an active presence in the homes, however a record of presence is 

being considered and reviewed.  

 

Living Environment 

 

Living Environment- I feel that my loved one is comfortable and well-settled in their 

living environment. 

 
 

 

Living Environment - The home/facility is clean, well-maintained, and suitable for 

my loved one’s needs 



 

 

 
 

 

Living Environment - I am satisfied with the security of my loved one’s personal 

belongings. 

 
 

 

 



 

 

Additional Comments 

Please share any additional thoughts or suggestions for how we can improve the 

care and services at this facility 

 

 

 

“Ever since he has been in Askham, I haven't found anything to complain about. He looks 

well in every way.” 

 

“My relative has difficulty accepting his loss of mobility, his expectation of the staff is 

sometimes unreasonable.” 

 

 

Response Summery 

 

Or the responses gathered for “Living Environment” the responses are largely very 

positive.   

 

Its regrettable to see that relatives on one occasion in Askham Court doesn’t feel 

there loved on is comfortable and settled in their living environment.  

 

Its also regrettable that 1 relative is not satisfied with the safety of their loved ones 

possession in Askham Hall.  

 

As part of the review of the survey outcomes we have reinforced in the Key working 

and Resident of the day that each department visit the ROD in each home to make 

sure they are offered support and variation to meet the likes dislikes and 

preferences as needed. Including reasonable adjustment to their environment. 

 

As part of our improved Addmisisons checklist the inventory process is being 

focused which enables us to keep a clear record of resident belongings and 

ensuring they are labelled. Where any possessions are lost of damaged after that, 

we accept liability to replace the item in accordance with the Service User Guide.   

 



 

 

 

Equality and Inclusivity 

 

Equality and Inclusivity - I believe that the home/facility promotes equality and 

treats all residents fairly 

 
 

 

Equality and Inclusivity - My loved one’s cultural, religious, and personal 

preferences are respected. 



 

 

 
 

 

 

 

Equality and Inclusivity - The home/facility creates an inclusive environment for all 

residents and their families. 

 
 

 



 

 

 

Additional Comments Please share any additional thoughts or suggestions for how 

we can improve the care and services at this facility. 

 

“I am quiet happy,  no additional thoughts” 

 

 

Response Summery 

 

The review captures that of those taking part in the survey response the vast 

majority are happy to very happy with the service provided. Over three focus areas 

in Equality and inclusivity we found four neutral answer. While a Neutral answer is 

not negative we perceive this that there is improvements to be made.  

 

To better understand what else the service can do to support with the learning in 

this area we will open this forum to relatives in upcoming relative meetings through 

out the year.  

 

We will continue to offer faith group services throughout the year for all residents 

and their loved ones to attend here at Askham.  

 

Communication and Support 

 

Communication and Support - I feel that I am kept well-informed about my loved 

one’s care and well-being. 



 

 

 
 

 

Communication and Support - The staff are open and transparent in their 

communication with me. 

 
 

Communication and Support - I feel supported by the staff, and I know who to 

contact if I have any concerns. 



 

 

 
 

 

Additional Comments 

Please share any additional thoughts or suggestions for how we can improve your 

experience and your loved one’s care in this home. The remaining where all marked 

Agree or Strongly agree with later being the highest option selected.  

 

As an overview of the feedback for this question group and others above we have 

reviewed how we admit new residents and build rapport with relatives at the same 

time. We have reviewed and enhanced the admissions process, Resident of the day 

and Key working sessions to be more inclusive and ensure the views, thoughts and 

feelings of residents and relatives are gathered and responded to where appropriate 

and able.  

 

 

“Excellent with communication” 

 

 

Response Summery 



 

 

 

The responses gathered show 2 Neutral ratings and 1 disagree to questions posed 

around Communication and Support.  

 

 

Conclusion 

 

In concluding from review of the feedback an comments provided it is likely that the 

vast majority of Neutral and disagree comments are from a singular relative in 

Askham Court with very few Neutral ratings having been given to other home 

locations.  

 

We have reviewed complaints and concerns raised and have found we have been 

responsive to all concerns raised. In most instances having shared openly the 

outcomes of such with regulatory bodies.  

 

The Action above are hoped to support the feedback provided to move the feedback 

in future surveys to solely be Agree or Strongly Agree.  

 

We do however value the open and honest feedback provided by the relatives and 

the form being used to offer us learning and growth opportunities to enhance the 

quality of over all care provided to those in our care and their loved ones.  

 

Action Plan Summary: 

 

Action Item Action Owner Due Date Status 

    

    

    

    

    

    

    

    



 

 

    

 


