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Anchor Homes Resident & Relatives

This survey was commissioned to measure customer satisfaction levels within Anchor Homes and compare

individual homes with each other and the residential and nursing care industry as a whole.

The aim was fo help identify key strengths and weaknesses of each home. This helps us pinpoint any

issues, make improvements where they are needed and identify areas where homes are doing well.

Any high-performing homes will be used across Anchor Homes as models of best practice.

Each home was assessed on 36 atiributes over the following 4 categories:

® Physical Environment:
including the overall look and feel to
gardens, exterior of the home, parking
area, enfrance, office, halls/corridors,
bedrooms, lounges/dining rooms, interior
décor, bathrooms, cleanliness and safety

e Care and Service:
including standard of care, what the
welcome was like, atmosphere,
health care, social events, special
occasions and catering

Laing & Buission was chosen for this
project, as they:

* Are the UK’s foremost provider of information
and market infelligence on independent health,
longterm care and community care

* Have more than 10 years of customer

satisfaction data within the sector

* Are completely professional, unbiased
and independent

* How we handle feedback and problems:
including staff attention, complaints
handling and invoicing queries

* Appraisal of Staff Roles:
including the overall professionalism,
aftitude and attention of the Home
Manager, Administrator, Nurses,
Care Assistants and Housekeeper

* Are respected by key stakeholders such as care
homes, hospital groups, investors, local
authorities and government departments

A total of 102 Anchor Homes were surveyed
between February 05 and February 06. We will
conduct a similar customer satisfaction survey over
the next few years, fo measure progress within
each Anchor home and compare progress with
that of the sector.
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Our performance was not as strong in the
following five attributes: The overall look and feel
of gardens; entrance; administration office; interior

décor and bathroom facilities.




Care and Service Appraisal of staff roles

Performance was outstanding in this category. Anchor Homes performed exceptionally well
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“Kerria Court is excellent; Mum
couldn't be in a better place.
Thank you.”
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food and how it is presented is
excellent. Well done”

Relative comment: Eric Morecambe House,
Morecambe




Key projects

Anchor Homes will be undergoing a series of

key projects, which will help further improve our
services and address some of the areas highlighted
in the survey.

Designed to improve the décor and the look and
feel of each Anchor home, taking into account our
residents’ varied tastes and needs (e.g. Dementia).

Improving the internal and external signage
of each Anchor home. The aim is to provide
a more professional, clear and consistent look
to each home, while improving its visibility

in the community and directing visitors and
residents effectively.

Dedicated Activity Co-ordinators have been
employed in most Anchor Homes. We have
identified that activities play a major role in
the overall wellbeing in our residents’ lives.

This technology is designed to help our
Home Managers to manage their home
more effectively. They will be able to monitor
their business activities, in areas such as
advertising and invoicing.

“The management and staff are
very good, willing and helpful at
all times. They seem
to enjoy what they are doing and
are always cheerful.”

Resident comment: Walldene, Newcastle




For further information regarding this survey, please contact

Karen Borsos or Jennifer Whiteside on 01274 304500

Improving the lives of older people nchor

AH.R&R.ESC ANCO1_08/06. V1




