Askham

a village community

Askham ~ Resident Feedback Survey, 2025

Thank you to all Residents 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 16 responses which is a 11.11 Decrease from 2024. All responses
received have been considered in the below summary.

Uptake of participation this year was relatively consistent for each home. From
discussions with the team, they feel this is from where they have supported
residents to complete the survey but also from the abilities of the current resident
population.

The survey provides valuable insights into resident satisfaction across several
categories such as safety, care, environment, and inclusivity. The responses show
overall satisfaction but highlight areas where improvement is needed, particularly

around staffing levels and the timeliness of care.

The following rating scale was used across all questions in the survey to keep a
clear scale to responses.

The survey was built around he | and WE statements from the CQC.

This year we have broken down the results feedback by home location/department
so we can better identify trends in feedback and isolate and cascade learning.

Rating Scale:

o Strongly Agree

e Agree
o Neutral
o Disagree

o Strongly Disagree
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Which home do you live in?

Which Home do you live in?

®m House ®m Hall = Court Grove

Safe Care

Safe Care - | feel safe in my home.
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Safe Care - | feel safe in my home

45
a
3.5
3
2.5
2
1.5
1
ok
0
Strongly Agree Agree Neutral Disagree Strongly Disagree
m Court m Grove m Hall House

Safe Care - | believe that the staff provide care in a way that keeps me safe.

Safe Care - | believe that the staff provide care in a way that keeps

me safe.
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Safe Care - | know who to speak to if | have any concerns about my safety.
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Safe Care - | khnow who to speak to if | have any
concerns about my safety.
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Additional Comments
Please share any additional thoughts or suggestions for how we can improve the
care and services at this facility.

‘I have had an amazing experience, the staff have been so supportive while | have been
here i will miss them all then | go home”
- Court -

‘I am quite happy”
- Hall -

Note - of those that have signalled they disagree with this statement they have not opted to have a
follow up or left any additional comments.

Response Summery

From reviewing the feedback provided it shows a positive picture over all with only
two disagree comments for the “Safe Care Element over all out of a total of 48
responses gathered.
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However a total of 5 responses reflect that people don’t feel positively or negatively
about how the team can/do keep them safe int heir won home.

As an action we will ensure Registered Managers add this topic to their resident
meetings and ensure that feedback is both sought and shared on a monthly basis
during the resident meetings.

By opening the forum up further and ensure the manager of the home is present for
all resident meetings we hope to be able to offer reassures of safeguards to keep
those in our care safe and also add an additional forum and familiarity with the
manager for reporting of concerns.

Effective Care

Effective Care - | believe that the care | receive meets my needs.

Effective Care - | believe that the care | receive
meets my needs.
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B Court M Grove ™ Hall House

Effective Care - | feel that the staff have the knowledge and skills to look after me
properly.
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Effective Care - | feel that the staff have the
knowledge and skills to look after me properly
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Effective Care - | have the support | need to live as independently as possible.

Effective Care - | have the support | need to live
as independently as possible.
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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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‘I don’t have any additional thoughts”

Note - of those that have signalled they disagree with this statement they have not opted to have a
follow up or left any additional comments.

Response Summery

Of the 48 responses gathered for the questions related to Effective Care 43 were
positive responses, 4 were neutral and 1 disagreed.

Of the responses it indicates that the trend around disagreement with effective care
lays with Askham House. From review of the comments made there was not follow
up request made and no additional comments made.

Discussions around enabling skills with the events and activities teams have taken
place and a new “Independent living skills activity/event will be put on weekly in
each home location to support people to be able to take part in standard daily living
activities. These are not only for developing and maintaining dependence but also
to help with wellbeing and sense of self/purpose.

Caring Culture

Caring Culture - | feel that the staff genuinely care about me as a person.

Caring Culture - | feel that the staff genuinely care
about me as a person
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Caring Culture - | am treated with dignity and respect by the staff.

Caring Culture -1 am treated with dignity and
respect by the staff.
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Caring Culture - The staff are kind and compassionate in their interactions with me.

Caring Culture - The staff are kind and
compassionate in their interactions with me.
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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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“The staff have been so supportive to me while | have been here”

/“, ood”

“I don't think so at the moment”

Response Summery

Of the 48 responces gathered surrounding the questions of caring culture it is clear
that residents feel they are supported by team members that activity show they care
for those in their care.

It is saddening that 2 neutral responces have been provided. Two of which being
reflective to the same home.

We have taken the opportunity to review our complainants and can not see any
complaints over the last 12 months that reflect that staff have not communicated
with a caring nature.

Askham court did have evidence of complaint on file which was an allegation which
wasn’t substantiated and was appropriately notified to the Local Authority and CQC.

From reviewing audit outcomes form external inspectors we have received
exceptionally positive feedback around the interactions observed between residents
and the team supporting them.

As we move forward with managers in attendance to resident meetings we hope
that resident will share areas the team can improve in this area.

Responsive Care

Responsive Care - | feel that my care is personalized to my individual needs and
preferences.
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Responsive Care - | feel that my care is
personalized to my individual needs and
preferences.
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Responsive Care - The staff listen to me and involve me in decisions about my care.

Responsive Care - The staff listen to me and
involve me in decisions about my care
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Responsive Care - | am happy with how quickly the staff respond to my requests or
needs.
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Responsive Care - | am happy with how quickly
the staff respond to my requests or needs
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Additional Comments
Please share any additional thoughts or suggestions for how we can improve the
care and services at this facility.

‘I am grateful with staff for letting me have my powerchair in my room.”

“Not really”

Response Summery

Of the 48 responses provided relating to questions posed around responsive care
we had 41 solely positive responses and 7 neutral responses.

It is exceptionally positive that everyone agrees or strongly agrees that the team
respond quickly to the needs and wants of the residents.

From review the topics reflected:-
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- Reflecting the needs of the residents involvement in their care planning
- Reflecting the care and treatment plan reflecting individual needs and
preferences.

From this we have reflected on our existing practices both those
enhanced/reviewed since and those before the surveys took place in Q3/4 of 2025.
From discussions and reviews in parallel with residents ambassadors feedback in
governance and policy reviews it was clear that residents needed to be further
involved int heir care planning process. As a result the following areas have been
and will continue to be hyper focused.

1. Key worker job descriptions have been shared with the team to remind the
team of expectations of the key worker - thus ensuring a more in detail and
comprehensive involvement of residents in their care planning process.

2. Resident of the days have been and will continue to be shadowed by the
registered manager of each home location. This ensure that residents and
where appropriate their Next of Kin have had access and their insight to the
care plan is gathered and implemented.

3. A renewed Admissions checklist which clearly denotes relative and resident
involvement int eh care plan generation has been reviewed. These are
checked by the lead nurse and then the manager before agreement of
completion.

4. New resident/family involvement checklist to ensure that where residents can
or have an appropriate person to support with personal likes dislikes and
attributes can be gathered to be reflected in the care and support plan.

Well-Led Organization

Well-Led Organization - | feel that the staff are well-organized and that the
home/facility runs smoothly.
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Well-Led Organization - | feel that the staff are
well-organized and that the home/facility runs
smoothly
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Well-Led Organization - | believe that the leadership team is visible and
approachable.

Well-Led Organization - | believe that the
leadership team is visible and approachable
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Well-Led Organization - | feel that the home/facility has a positive atmosphere.
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Well-Led Oragnization - | feel that the
home/facility has a postiive atmosphere.
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Additional Comments
Please share any additional thoughts or suggestions for how we can improve the
care and services at this facility.

No Comments where left

Response Summery

Of the 48 responses received 24 reflected they agreed with the statement posed. 5
reflected a neutral response and 1 reflected disagreement.

There were not comments left to aid understanding the neutral comments.
It is clear that all residents feel that the homes are well organised and run smoothly
which is very positive.

A key focus should be around making sure that the visibility of managers is more
present in the services. This is primarily feedback around Court and House.
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The managers have and will continue to spend more time with residents in
structured times such as resident meetings and having ongoing input to Resident of
the Day and Addmisisons greetings and checklists as we move forward.

Living Environment

Living Environment - | feel comfortable and at home in my living environment.

Living Environment - | feel comfortable and at
home in my living environment
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Living Environment - My living space is clean, well-maintained, and suitable for my
needs.

Living Environment - My living space is clean,
well-maintained, and suitable for my needs
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Living Environment - | feel that my personal belongings are safe and respected by
the staff.

Living Environment - | feel that my personal
belongings are safe and respected by the staff
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Additional Comments
Please share any additional thoughts or suggestions for how we can improve the
care and services at this facility.

“The rooms could do with repainting there are marks on the walls”

I{Good”

“No | don't think”

Response Summery

Of the 48 responses 2 were neutral with 2 disagreements over all for topics related
to the living environment’s.

The most concerning being that people indicated they do not feel their personal
belongings are safe and or respected by the team. From review of communication
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and complaints there is no evidence of items having been broken or having gone
missing in recent months.

Another key focus of the communication and feedback provided is around the
presentation of the homes and the rooms. Throughout 2025 we have focused on
getting our home presentation and aesthetics inline with our values pledge.
Reflecting quality in our environments. We have made significant progress in
communal areas and bedrooms across the group with a commitment to continuing
this momentum. We are proud to save all homes have had or in the process of
communal areas having been decorated, flooring steadily being replaced and
bedrooms becoming cleaner, more personable and colourful.

We are focused on a model of renovation all rooms upon vacancy and reviewing all
long term residents rooms on a priority scale in tandem. We are committed to each
rom having been decorated over the coming year.

Equality and Inclusivity

Equality and Inclusivity - | believe that everyone in this home/facility is treated
equally, regardless of who they are.

Equality and Inclusivity - | believe that everyone
in this home/facility is treated equally, regardless
of who they are

2
, N II [
0

Strongly Agree Agree MNeutral Disagree Strongly Disagree

W Court M Grove Hall House




Askham

a village community

Equality and Inclusivity - | feel that my cultural, religious, and personal preferences
are respected.

Equality and Inclusivity - | feel that my cultural,
religious, and personal preferences are respected
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Equality and Inclusivity - | believe that this home/facility promotes a welcoming and
inclusive environment.

Equality and Inclusivity - | believe that this
home/facility promotes a welcoming and
inclusive environment
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Additional Comments

Please share any additional thoughts or suggestions for how we can improve the
care and services at this facility.

“The staff are very friendly, we have a laugh and joke, they make me feel so welcome”
‘I am quite happy here”

“Not at the moment”

Response Summery

Of the three questions/statement posed in regard to Equality and Inclusivity
Askham Court had one person that mark all three statements as neutral with no
additional comments provided to follow up. Askham house had 5 Neutral marks
however case more broadly.

The registered Managers have commenced attending the Resident meetings on a
monthly basis and having one to one discussions with residents with cognitive
impairment more frequently. The aim of this | to make sure the manager is
familiarised to the residents but also to promote how personal preferences,
religious needs and cultural needs are upheld and respected.
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Wellbeing and Activities

Well-being and Activities - | have access to activities and social opportunities that |

enjoy.
Well-being and Activities - | have access to
activities and social opportunities that | enjoy
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Well-being and Activities - | feel supported in maintaining my physical and
emotional well-being.

Well-being and Activities - | feel supported in
maintaining my physical and emotional well-

being
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Well-being and Activities — | am encouraged to stay active and engaged with life in
the home/facility.
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Well-being and Activities - | am encouraged to
stay active and engaged with life in the
home/facility
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Additional Comments
Please share any additional thoughts or suggestions for how we can improve your
experience in this home/facility.

“l have made friends for life whilst | have been here”

“Help with the exams fair”

“No | don't think so. | think os covered everything”

Response Summery

Of the 48 responses provided it is exceptionally positive that residents feel there
are activities and social engagements that the residents are aware of and can
access.

This was a key focus in our 2024 survey results which shows action has been taken
and processes and opportunities have improved.

It is however regretablle that a resident form Askham House feels that they are not
encouraged to saty active and promoted to remain involved in activites and
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facilities. As a result of the feedback we have review the number of activities
presented and completed and can see that our average activities per resident per
week remains stable or in some areas to have increased. We can see that clubs have
had a positive impact and that feedback from resident meetings have helped shape
these clubs to be more meaningful.

As we move forward independent living skills will become part of activities based in
each home, where resident will be encouraged to take part in activities of daily
living more independently - both in sense of self care but also routine tasks to aid a
sense of self, purpose and wellbeing.

Conclusion

Overall this as a very positive response across the group of residents, considering
the different types of care and Rehabilitation they are in receipt of. Which it is also
positive we can see actions have closed form previous years we need to focus on
the trends in the reports above.
Specifically
- Honouring and complying with our robust admissions process
- Assurance that the Resident of the Day Checklists are completed meaningfully
and with resident insight/input.
- Key working sessions to be completed with the residents and not for the
residents.
- Managers presence in Resident meetings now held monthly.
- Continuing momentum with residents home being decorated and brought
inline with a values pledge to quality.

Consolidation Action Plan

Action Item Action Owner Due Date Status
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