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Foreword 
‘When we first produced the report, the initial 
response from Salford Adult Social Care was 
positive and I’m really pleased to see that continue. 
It’s clear there is still work to do, so this update feels 
like a stage in a process rather than the end, but 
we’re working collaboratively and moving forward 
together. Discussions have already started to 
explore in more detail how Healthwatch Salford and 
our role as an independent organisation can be 
expanded on. Activity to promote Healthwatch 
Salford more within adult social care and its service 
users has commenced and is continuing.’ 
 

Sam Cook, Chief Officer, Healthwatch Salford 

 

The report will be reviewed again in the Summer of 2024.  
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 About Us 
 
 
 
 
 
 
Healthwatch Salford is your health and social care champion. Whether you’ve had a 
good or bad experience, we can use your feedback to improve services for everyone 
and we have the power to make NHS leaders and other decision makers listen to what 
you have to say. We’re completely independent and impartial and anything you say is 
confidential. We also offer information and advice to help you to get the support you 
need. Our service is free, simple to use and can make a real difference to people in 
Salford and beyond. 
 

 
 

  
 

 

Arrangements for the delivery of Care Act 2014, Adult 
Social Care in Salford 
 
In Salford the arrangements for the delivery of Adult Social Care services under duties 
under the Care Act 2014 are managed through a formal ‘Section 75 Partnership 
Agreement’ between Salford City Council and the Northern Care Alliance NHS 
Foundation Trust (Salford Care organisation). This arrangement has been in place 
since 2016 and means the Northern Care Alliance discharges most of Salford City 
Council’s statutory Adult Social Care functions.    
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Summary 
 
 
 
 
 
 
 
 
 
 
 
This project looked at the home care service provided in Salford, ie the provision of 
care workers providing care for people who receive support in their own home. There 
are a number of home care agencies commissioned to deliver this service across 
Salford. There were 1260 people using the service in October 2021, and the survey was 
sent to all people who receive support with 180 completing feedback.  The feedback 
has shown that people who receive support are generally happy with their experience 
of the home care service. This is a credit to the service, particularly taking into account 
the impact of the Coronavirus pandemic, and the subsequent constraints within which 
the service was operating.  

• Just over half of the people who took part in the survey were happy with their 
home care service, describing it as great or good. Of the 16 individual agencies 
who were named by respondents, significant feedback was given for five 
agencies, with two of these being above average,  one average, and two below 
average. 

• 'Being treated with dignity’ was identified by people who receive support as the 
most important aspect of the home care service. This was followed by people 
who receive support having a care worker they know and feeling that the care 
plan reflects their needs. 

• When thinking about the planning of their care and support, many people 
reported that they knew what their care workers are supposed to do and they 
felt that the care plan reflected their needs. 

• The topic of 15-minute visits from care workers is more contentious with half of 
people saying they are not long enough, particularly with people needing 
support with medication or meals.  
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• Again, over half of the respondents reported that the care worker does not turn 
up at the expected time. There were many negative comments that illustrated 
the impact of this, both on people who receive support and their family  
members/friends. 

• Higher rates of satisfaction on the home care service are reported from people 
who regularly see the same care worker, and unsurprisingly they also said they 
were happy with the relationship with their care worker.  

• Just less than a third of respondents do not feel happy raising any concerns they 
might have with the office or care workers, and just less than half do not find 
office staff responsive and helpful. 

• It is a credit to the service that two thirds of respondents said that the provision 
had not changed during the pandemic, although some of these answers can be 
attributed to the fact that they were new to the service as their previous informal 
support networks had broken down and because of this they therefore had no 
point of comparison. 

• In terms of a night-time service, most people who took part in the survey felt this 
was not needed at the present time, but that they may need it in the future. 

Notwithstanding the positive feedback, there were many comments which do give 
cause for concern highlighting some areas where improvements need to be made, 
and these are covered in the themes and recommendations below. 
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Themes and Recommendations and response from 
Salford Adult Social Care 
 

Themes 
 

1) 15-minute visits are adequate for some and not adequate for others.  Of the 
people who responded to the survey, almost half are not satisfied with the length 
of these visits.  

2) Nearly half of respondents said that the care workers do not turn up at the 
expected time. Unpredictable timings of visits had a negative impact on 
medication, and also on toileting/personal care, amongst other areas, and there 
was a negative impact of care workers not turning up at all. 

3) Nearly a third of people who responded were not comfortable raising concerns. 
In many cases, respondents ticked a box indicating that they were happy or 
unsure on an issue but then went on to make a negative comment, which 
suggests a reluctance to give their true opinion. The idea that any complaint 
would affect the care provided was articulated as a concern in some survey 
responses.  

4) Nearly half of people surveyed found office staff unresponsive and unhelpful. 
5) Feedback showed that some agencies have higher levels of satisfaction than 

others, and that the care being delivered by some agencies was below average.  
6) Survey responses indicated feelings of powerlessness and a lack of control from 

people who receive support and family members which, for example, might be 
caused by a perceived lack of consequences for care workers not turning up at 
the expected time, or not staying for the allocated time.   

7) Over a third of respondents completing the survey were family members/friends. 
Feedback shows that filling in the gaps in care can have a negative impact on 
family members/friends.   

8) There was a perceived lower standard of care at the weekend. 
9) The relationship between the service user and the care worker and the 

consistency of care workers was very important, with those who regularly see the 
same care worker being more likely to be happy with the service. 

10) 40 people responded that they were not involved in the planning of their care 
and support, which is a requirement of the Care Act 2014.  
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Recommendations and response from Salford Adult Social Care, with 
updated progress as of June 2023 
 
1.  Further work needs to be done to analyse the efficacy of 15-minute visits and 

allocating them correctly, taking into account the service user’s needs.  

Initial response from Salford Adult Social Care: 

• Work has commenced to analyse the impact of 15-minute visits.  This will help to 
inform how visits are commissioned by social workers going forward with the 
intention that social care practitioners and providers work together to ensure visits 
have sufficient time allocated to complete tasks. The implementation of strength-
based assessments will also support this work through utilising alternative 
solutions such as technology-enabled care.  
 

• Commissioners will include the outcomes of the analysis of the impact of 15-
minute visits when rewriting future contract specifications for Home Care.  

 

Updated response from Salford Adult Social Care as of June 2023: 

There has been nearly a fifty percent reduction in the percentage proportion of the 
number of fifteen minutes commissioned since Oct 2021. The visits have been replaced 
over the period through an increase in twenty and thirty minute visits.  

 

This has been achieved through internal discussions within the Social Work Teams. 
Further work is planned in this area to achieve a position where fifteen-minute visits are 
commissioned that are appropriate to the level of need but also person-centred. This 
work has been included in a wider piece of work around remodelling homecare service 
provision which will be progressed over the next 12 months.  
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2. It is recommended that further planning work is done around staff rotas and 
contingencies for staff absences and emergencies occurring at visits.  This 
would result in fewer occasions where care workers are arriving late to visits and 
enable the high standards to be maintained at the weekend and a consistency 
in care workers provided. 

Initial response from Salford Adult Social Care: 

• Work remains ongoing to support providers with the staffing pressures they are 
facing which can be attributed to visit punctuality.  Staff recruitment and retention 
has been particularly problematic during, and since the pandemic nationally. 
Salford are working with key partners to support recruitment to the care industry by 
increasing opportunities and the real living wage has been introduced - this aims 
to assist providers in improving the staffing picture. 

 

Updated response from Salford Adult Social Care as of June 2023: 

This is a complex area due to the demand on homecare and recruitment and retention 
challenges which is a national issue for adult social care.  

Demand continues to increase as demonstrated below.  

 

We fully recognise that further work is required to look at the homecare workforce and 
again, this is included in the remodelling work we are undertaking over the next twelve 
months to help reshape homecare.  

Over the past twelve months we have supported recruitment and retention of the 
homecare workforce by running a number of recruitment initiatives which include: 
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• Northern Care Alliance recruitment event held at Salford Royal - both health and 
social care jobs were advertised, and our contracted homecare providers were 
invited to attend.  

• Salford City Council has a “Life in Salford” magazine which is circulated to the 
residents of Salford on a quarterly basis. A full-page homecare recruitment article 
was published, and the Council’s Skills & Work Team supported the process.  

• The NCA, SCC, Salford ASC and the Growth Company (SCC employment partner) 
worked together to set up a prepare to care course and work experience 
placements with guaranteed interviews for candidates.  

The Council’s Skills & Works Team have recently been successful in applying for 
innovation funding from the ICB to recruit additional resource to the team to support 
social care workforce development to support ASC sectors such as homecare.  

Additionally, Salford have continued with mandating the living wage in our homecare 
contracts to attract care workers into the homecare sector – again this has been 
adopted for 23/24. 

Providers are now required to submit monthly returns to measure the punctuality of care 
visits through electronic call monitoring data. The data request is in its early stages, but it 
is hoped in the coming months detailed analysis in this area will be completed in order to 
introduce Key Performance Indicators, which Providers will be expected to work towards.  

Work has also commenced looking at the way Providers rota visits to pick up on any 
themes and trends that may be contributing to late / rushed visits. Quality improvements 
will be made where appropriate.  

 
 

3. It is essential that people who receive support and their families are encouraged, 
and feel safe, in voicing any concerns they might have. It would be advised to 
introduce an easier feedback system so that both people who receive support 
and friends/family feel empowered to have their voice heard. For example, by 
encouraging people to contact a neutral organisation such as Healthwatch 
Salford, they would feel safe in raising concerns, or compliments, and would be 
reassured in the fact that it would not affect their care. A system should be put in 
place where feedback is monitored, analysed for themes, and acted upon on a 
regular basis. 
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Initial response from Salford Adult Social Care: 

• The findings of the report in this area are disappointing and it is acknowledged 
that this needs to be improved upon.  
 

• As part of ongoing work with Home Care partners, this will be followed up and 
training needs identified and addressed for office staff, with a focus on essential 
customer service skills and handling complaints.   
 

• Internally the process for receiving concerns/complaints is under review and once 
agreed will be publicised to all, with support offered to ensure all parties are clear 
as to how to appropriately and proportionately raise concerns.  

 
• Following on from this, processes are being developed to obtain regular feedback 

from service users/representatives, so that themes and trends identified with 
certain sectors and/or providers can be picked up and improvements made. 
People supported and their families should be able and confident to raise their 
concerns about the quality of care, in the knowledge that this is positive feedback 
which will be used to learn and grow.   

 

Updated response from Salford Adult Social Care as of June 2023: 

A presentation was delivered at the Salford Homecare Forum which summarised the 
Healthwatch report findings and recommendations. There was then a specific discussion 
about the need for individuals supported by the service to feel comfortable raising 
concerns. Providers felt that they were approachable and deal with matters as they arise. 
Further work is therefore required to look into this in more detail and we intend to do this 
through the quality assessment process, which includes speaking to individuals 
supported. This will identify any targeted work required with Providers.  

It is acknowledged that the use of Healthwatch, as an independent body for individuals 
supported to raise concerns, would be beneficial and discussions to work through the 
practicalities of this will be taken forward. Additionally, we are currently exploring how 
Healthwatch could be further promoted in Salford as an option for individuals receiving 
homecare, but also other ASC services, to be supported to raise concerns. Again 
discussions will take place with Healthwatch to progress this.  

 

4. Introduce new induction processes and training so that all staff, including office 
workers, understand the lived experience of people who receive support and 
their families/friends, and are trained in person-centred care.  
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Initial response from Salford Adult Social Care: 

• Induction and training for provider staff is reviewed as part of the quality 
assessment undertaken for each service.  Additional training needs will be picked 
up as part of this work and, where necessary, an action plan will be implemented 
to monitor improvement; shadowing/gaining insight into lived experience will be 
recommended as good practice to all providers.  
 

• We will also be looking at how we can connect the Salford Care Organisation 
workforce (for example social workers) with providers to understand lived 
experience of domiciliary visits through induction and strengthening the 
neighbourhood model. 

 
 

Updated response from Salford Adult Social Care as of June 2023: 

Reviewing the induction program and training undertaken by staff, are included in the 
quality assessments now undertaken on homecare Providers, so we have visibility of 
these areas. Where deficiencies have been identified, action plans are implemented to 
ensure improvements are made.   

Person-centred care is a mandatory training requirement, which should be renewed at 
least every three years. 

Discussions have been ongoing with the ASC Workforce Development Team, about the 
induction program for Adult Social Care including opportunities to meet and shadow 
local care providers. This will also form part of the offer for newly qualified social workers 
participating in the Assessed and Supported Year in Employment programme (ASYE). 
Providers have been briefed about this initiative and several Providers have volunteered 
to help develop an induction that can be delivered in a consistent way but also reflective 
of the way Providers deliver their service.  

 
 

5. Salford City Council should ensure that all feedback from people receiving 
support is used as an integral part of the commissioning process, and individual 
Care Providers should share good practice between each other. 

Initial response from Salford Adult Social Care:  

• Feedback is sought from people supported through the review process and 
is recorded.   

• Further work is currently being undertaken by Adult Social Care to ensure the 
care management process and documenting of conversations is strength-
based and co-produced. As part of this work Adult Social Care will 
endeavour to ensure that the recommendations of this report are integral to 
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the care management process and that there are robust mechanisms in the 
system to collate individual feedback which can inform strategic change. 

• Contract review processes are in development currently and will include 
gathering of views from people supported, their families, care staff and other 
stakeholders.  This information will inform quality improvement work and 
future commission plans. It is important to note that if issues/concerns are 
picked up as part of this process, an action plan would be implemented with 
the Provider. 

 

Updated response from Salford Adult Social Care as of June 2023: 

Work has developed in relation to point three where the views of key stakeholders, service 
users and families are built into the quality assurance assessments. As stated previously, 
progress assessing Providers is underway and will be accelerated over the coming 
months due to additional resource in the Team.  

A Homecare Provider Forum is now meeting every other month. This is used as an 
opportunity for ASC to share information but also for Providers to raise questions. This is 
helping to develop improvements to processes and working practices, but it is also 
highlighting areas of good practice which are being shared between Providers.  

Additionally a Quality Improvement Network has been set up which has further oversight 
of the homecare market with the intention of providing a strategy for quality 
improvements.  

 
 

6. Care providers should identify unpaid carers and offer direct support to them 
such as carers groups. Where this is not feasible for the care provider, they 
should offer signposting to other relevant support.   

Initial response from Salford Adult Social Care: 

• As part of the Adult Social Care approach to strength-based assessment and 
support planning, Adult Social Care workers will also identify unpaid carers and will 
offer them a carers assessment to assess their needs and what support they 
require to continue in their caring role.  
 

• Adult Social Care will also work closely with the Gaddum Carers Centre, who are 
the commissioned organisation to support informal carers and would ask if 
informal carers would like to be referred to this service.  As part of Salford’s All Age 
Commissioning Strategy for Carers, work is being undertaken around information, 
advice and guidance for carers and as this develops, we will ensure providers are 
aware of this. This will enable relevant signposting and ensure that support for 
unpaid carers is available. 
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Updated response from Salford Adult Social Care as of June 2023: 

A presentation was delivered at the Salford Homecare Provider Forum to explain the 
development and implementation of a Salford Carers Strategy. There is also an intention 
is to invite the Gaddum Carers Centre to the next Provider Forum to take Providers 
through the help, guidance and support that can be accessed for carers where caring 
tasks are undertaken by families and homecare is also part of the overall support 
package.     

 
7. All relevant agencies to ensure that the requirements of the Care Act 2014 are 

met, pertaining to people being involved in the planning of their care and 
support.  

Initial response from Salford Adult Social Care:  

• For the past two years, Adult Social Care and the wider Care Organisation have 
been working with National Development Team for Inclusion (NDTI) to build on our 
person-centred working based, community-led support and strength-based 
conversations. This has supported Adult Social Care to develop pockets of 
innovation around meeting need differently and co-producing assessment and 
support plans. We are now moving to the next phase to embed this way of working 
so it becomes everyday practice.  
 

• To achieve this, a Principal Manager is leading on community-led support and 
strength-based conversations and developing further innovation sites and our 
systems and process so that they are strength-based and co-produced.  

 
• Although this report primarily looks at home care, we are working on a menu of 

options for people who require support. This should include day provision, use of 
technology, short break care, individual service funds and updating our direct 
payment policy to enable people to be in control of their support.   

 
• Furthermore, we will be working in partnership with our Providers to ensure person-

centred support is embedded into working practices, an example of this will be 
joint reviews so that all involved in the care of the person and the person cared for 
are fully involved.  

 

Updated response from Salford Adult Social Care as of June 2023: 

Operationally this is now a workstream and as it is the fundamental principle of the Care 
Act and needs to become business as usual.  This work is part of the business plan and 
priorities are being taken forward. 
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Introduction to the project 
 
The Care Act 2014 is instrumental in setting the legal framework for Adult Social Care 
services. Adult Social Care provides information and advice, assessments and support 
for citizens with social care needs, so that people can remain at home for as long as 
possible. 
 
It is widely accepted that nationally, the ‘home care’ market is under significant 
pressure, with “demand exceeding capacity” (Oung, 1/12/21) mainly due to an ageing 
population, and further strains were undoubtedly caused by the pandemic. Home 
Care plays a significant part in Adult Social Care provision; after the public told 
Healthwatch Salford they wanted the organisation to focus on Adult Social Care in 
2021/22, we contacted the Northern Care Alliance in order to work with them on looking 
at home care services in Salford.  
 
Salford has a population of 263,000 (2022) with 37,000 people aged over 65, 900 
people with a moderate or severe learning disability (18-65 years) and 3000 with a 
serious physical disability (18-65 years). 
The most common client groups for home care services in Salford are: Older People, 
Dementia Care and Physical Disability. However, less commonly, the service also 
covers: Palliative and End of Life; Learning Disability non-complex and non-challenging 
care; Mental Health non-complex and non-challenging care; People with challenging 
behaviour; and supporting carers and family members involved in the service user’s 
care.  
 
The vision for the home care service in Salford as set out by Salford City Council and its 
partners, is as follows: 

The home care service will ensure that people in Salford have timely 
access to a high quality home care which is person-centred to the needs 
of the individual, is responsive to changing needs and enables the person 
to maximize their independence and quality of life at home and in the 
community.1 
 

 
1 Salford Home care specification, 2016. 
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 In October 2021 there were 1260 people who were receiving the support of home care 
services in Salford, and this report will look at feedback from a proportion of these 
people who receive support on the current service being provided.  The results will be 
used to form part of a review of home care provision, with the aim of improving the 
service offered to people who receive support and their families. 

 
Methodology 
 
A working group was set up comprising of The Northern Care Alliance, Healthwatch 
Salford volunteers, a Healthwatch Salford board member, Salford City Council and the 
Salford Clinical Commissioning Group.  The working group helped to devise the 
questions and agree the format of the survey. The survey was designed to include 
symbols and tick boxes in order to make it as easy as possible for people who receive 
support to complete. 
 
In November 2021 the engagement phase of the project started and the surveys were 
printed and posted out to all people who receive support by Salford City Council.  
People who receive support were given four weeks to complete and return the survey 
to the Healthwatch Salford offices in a freepost envelope. All data was anonymous.   
Out of the 1260 people who receive support who were sent surveys in the post, 180 
surveys were received by Healthwatch Salford. Whilst we acknowledge that this is a 
relatively low sample size compared to the overall number of people who receive 
support, it is nevertheless a true reflection of what they told us at the time. 
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Demographics of survey participants 
 

 
100 Women 

69 Men 

 Where they lived 
Eccles, Winton, Irlam & Cadishead 50 

Walkden, Little Hulton, Worsley & 
Boothstown 49 

Swinton & Pendlebury 26 
Broughton, Kersal & Irwell Riverside 23 

Ordsall, Claremont & Pendleton 23  
 

153 people said that 
they had a long term 
physical or mental 
impairment or condition 

 32 people 
identified 

themselves as 
being a carer 

Their ages 
18-25 1 
26-49 6 
50-64 23 
65-79 43 
80+ 95 

 

   
Top 5 long term health conditions 
1 – Dementia (40) 
2 – Respiratory (36) 
2 – Deafness or hearing impairment (36) 
3 – Cardiovascular (34) 
4 – Diabetes (29) 
5 – Musculoskeletal (25)  

Their religion/ belief system 
Buddhist - 1 
Catholic - 2 

Christian - 136 
Jewish - 4 
Muslim - 1 

Unitarian - 1 
    

 
1 person identified as 
being asexual, 2 as 
bisexual and 146 as 

straight 

 Their race or ethnicity 
Asian or Asian British 

Chinese   1 
Pakistani 1 

Black/African/Black British/Caribbean 
African 2 

Mixed/Multiple Ethnicity 
Black African & White 1 

Black Caribbean & White 1 
White 

British, English, Northern Irish, Scottish & Welsh 160 
Irish 4 

White European 2 
 

4 people told us that 
their gender was 

different to what they 
were assigned with 

at birth 
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What the people told us 
Section One - General : 
 
180 responses were received from the 1260 households which the survey was sent to, 
which equates to a response rate of 14%. 
 
1 Are you a person receiving support from home care services, or are you 
a friend/family member? 
 
 
 
 
 
 
We felt it was important to ascertain whether it was a person receiving support or 
friend/family member completing the survey as this information might highlight 
different opinions about the service being provided. The fact that over a third of 
respondents were friends or family members highlights the vulnerability of this client 
group and the important role that friends or family members play in their care. Family 
members/friends were encouraged to fill out the survey from the perspective of the 
person who receives support to ensure that their feedback came through in the 
responses. 
 
 
 
 
 
 
 
 
 
 
 
 
 

63% people who receive support 
37% friends or 

family 
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2 Which Care Agency do you use? 
 

 
 
A free form box was given so that people could write the name of their Care Agency. 19 
people left this box blank. Feedback was received regarding all Care agencies 
currently commissioned to provide a service in Salford.  The highest rate of feedback 
regarded the following agencies: Care Agency 1 (45); Care Agency 2 (31); followed by 
Care Agency 3 (16); Care Agency 4 (15) and Care Agency 5 (15).  
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3 Overall, how happy are you with the home care you receive? 
 

 
 
56% of respondents describe the service as great or good (n=176). However, if we delve 
further into this question, 69% of people who receive support (22 people) describe their 
care as great, compared to 31% friends and family (11 people), indicating that friends 
and family may have a lower opinion of the service.  
 
The comments within this question were mixed, with some positive, and some 
negative. 13% of people who answered great or good then went on to make a negative 
comment. Since this was an opening general question, the reasons which people gave 
covered a broad range of issues: 
 

“Staff knew mum so well - 
loved her and always 
prepared to go that bit extra. 
Office always responded if 
any problem (rarely) or when 

no calls if mum in respite.” (answered great) 

“Great carers, bad communication with office, sometimes missed calls.” 
(answered good) 

great
32

good
66

ok
54

poor
24
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“Hit and miss. sometimes they turn up stay and do their jobs, other times 
they want to leave as quickly as possible or only one person arrives. Times 
are also erratic.” (answered ok) 

“No care, more home help. Will not do any extra, even 1 minute over and 
walk out. No communication from office. Lack of training.” (answered 
poor) 
 

4 How important are the following areas to you? 
 
Looking at various different areas of the home care service, we asked about the 
importance of:  Having care workers who you know; Having care workers who are on 
time – not late or early; The duration of the visit; Feeling involved in your care and 
support; Being treated with dignity; Customer care received from the office staff. The 
general feedback was that all areas were very or quite important, but the most positive 
response came for being treated with dignity, (151 answered very important) followed 
by having care workers you know (125 answered very important) and feeling involved 
in your care and support (121). 
 

 
 

125

43

7 3

very important quite important neutral not important

Having care workers you know 
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Section Two - The planning of your care and support 
 

In this section, a higher proportion of respondents answered positively about knowing 
what the care workers are supposed to do and feeling that the care plan reflects their 
needs.  
 

Q5: Were you involved in planning your care and support?  
 

   

Yes – 122 Unsure – 11 No - 40 
 

Despite the majority of people answering yes, some comments were negative: 
 

“Yes back a few years ago - this has not been reviewed.” 

“I was involved but the reality of the care package is different than 
agreed.” 
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Q6:  Do you feel the care plan reflects the care you need?  
 

   

Yes – 133 Unsure – 13 No - 26 
 
Similar to the previous question, some of the comments received were mixed: 
 

“There is a care plan but most 
of the staff haven’t read it” 
(answered unsure) 

“The care plan does reflect the care I need but not followed by carers.” 
(answered yes) 
 

Q7: Is the amount of time given enough for your care needs?  
 

   

Yes – 126 Unsure – 13 No - 34 
 

126 answered yes (n = 173) which is 73%, however just looking at people who receive 
support they were less confident as only 59% said yes. 
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Comments included: 

“When the care work is 
complete, the carers leave. 
They don’t stay for the paid 
for time.” (answered unsure) 

“Yes but left very little time for me as a carer. When I had respite I was 
exhausted & didn't sleep.” (answered yes) 
 

Q8:  Do you know what your care workers are supposed to do?  
 

   

Yes – 142 Unsure – 12 No - 20 
 
142 answered yes (n = 174) which is 82%. 
 
Although people reported they knew what was in the plan, nine of them were not 
confident that their care workers knew, and made negative comments regarding the 
quality of the service received: 

“Yes -some do but some just look at their phones. Very mixed.” (answered 
yes) 

“Wash and toileting : often a wash just involves face and back so mum 
gets sores.” (answered yes) 

“I do, not sure all the carers do, they don't always look at care plan.” 
(answered yes) 
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“Big strain and commitment by friends.  Know what carers should do but 
they don't!” (answered yes) 

 
Section Three- The service received 
 
Q9. If any of your visits are 15 minutes, do you feel this is enough time to 
support you? 
 

   

Yes – 59 Unsure – 25 No - 56 

 
The answer to this question was split with almost equal people answering yes (59) to 
no (56). 
 
It appears that respondents’ satisfaction of 15-minute visits vary depending on the 
focus or purpose of the visit. Those who felt it was rushed (mainly people who receive 
support) raised this in the context of meals and medication.  Those who felt that the 
time was adequate, either had additional support from their families, or they simply 
needed prompting to do tasks rather than have the tasks completed for them. Their 
needs were more likely to be met in a 15-minute visit than someone with greater 
needs. 
 
Some people who receive support mentioned that 15 minutes for a visit was insufficient 
with tasks being rushed: 
 

“15 mins is inadequate - 30 
mins should [be] the norm.” 
(service user) 
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“By the time washed hands and wrote notes leaves little time to prepare 
meal.” (service user) 

“Just the nebuliser takes 15 minutes to give without any other care.” 
(friend/family) 
 
Other respondents found the time adequate: 

“I only need medications prompted.” (service user) 

“I just need checking up on and the visit means I must get up and make 
some effort.” (service user) 
 

25 people were unsure about whether 15 minutes was sufficient time to be supported: 

“If all is ok, the time is sufficient generally, but if there is anything 
unexpected it can be a push.” (friend/family) 
 
Q10. Do the care workers regularly turn up at the expected time?  
 

   

Yes – 85 Unsure – 0 No - 78 
 
The answers were fairly even with 85 people saying yes and 78 people saying no.  
 
However, of those who answered ‘yes’, 15 of them (15%) went on to provide further 
information, by answering additional questions, or leaving comments. From these 
comments, 93 people indicated that care workers did not in fact arrive at the expected 
time. 
 
When looking at how late/early care workers were, 51 people (74% of people who 
answered) told us their care workers were over 30 minutes late/early. 
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51 people told us that their 
care workers were over 30 

minutes late/early. 
 
 

 
23 people commented that their care workers were late, with 2 saying that they were 
early.  In addition, 6 people mentioned that their care workers were both early and late 
and 4 talked about missed appointments.  All of these factors can be disruptive to the 
person being supported by the service. 
 
We asked how often this happened, and they told us: 
 

 
 
Of the 93 people who said their carers did not turn up at the expected time, 54% of 
further comments given were negative, 16% were neutral, and 30% did not make a 
further comment. This means that of those respondents who gave comments, 77% of 
these comments were of a negative nature.  
 
The qualitative comments give some insight into the impact of care workers not 
turning up at the expected time, or missing visits completely: the medical impact, the 
practical impact and the impact on the emotional wellbeing of the service user and 
their family. Comments referenced the issues of confusion and distress for the service 
user, medication given at incorrect times, and missed or delayed meals. 
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“I become distressed due to 
worrying that nobody is going 
to turn up.” (service user)  

“At least once a week.  Dad gets confused 
(7pm) not sure if he's having his tea or going to bed.” (friend/family) 

“Varies depending on staff and day.  Not able to take medication at 
correct times.  If early will not have food prepared.” (service user) 

“If it's too early in the morning mum is still sleeping therefore goes without 
breakfast.  If they're late then obviously mum is hungry.” (family) 

“This happens every day.  I am stuck in bed and frustrated.” (service user) 

“End up still in pyjamas at dinner time. Go without dinner, tea etc not 
come.” (service user) 

“Needing the toilet.” (service user) 

“Over 30 mins when workers are held up, not sure how often.  I am 
diabetic, need to take my tablet with food as I cannot get to the kitchen.” 
(service user) 

“Mum has chronic COPD and is sometimes gasping for breath after four 
hours and has to call out Care on Call.” (family) 

“At least once a day.  Left waiting for them to call.  Could be in a soiled pad 
for quite a while.” (service user) 

“It impacts on my medical care from the nurses because I'm only meant 
to be up 4 hours a day in my chair because of bed sores.  It also affects 
my meal times.”  (service user) 
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The knock-on effect of this is that friends/family members may then have to take on 
tasks they are not trained for or able to do, which can in turn impact on their own lives 
e.g, being late for work, mental and emotional wellbeing, tiredness.  
 

“This means I am late for 
work.  I am the carer.”  
(friend/family)  

Several respondents mentioned the issue being greater at weekends. 

“Once every two weekends are not good.  Do the care myself.  Very tired, 
get upset.” (friend/family). 
 
Q11 How happy are you with the relationship with the care workers? 
 

 
 
On the whole, the feedback was positive with 78% of people answering great or good 
(130 responses). There were particularly positive comments around carer-client 
communication during visits from people who receive support and friends or family.   
 
 
 

66 64

30
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“I trust my care worker in all 
things.” (service user) 

 
 

“They are courteous, caring, have empathy, and know their job.” (service 
user) 

“They are friendly and supportive without being condescending.” (service 
user) 
 
However, again some people answered positively but went on to make a negative 
comment: 

“Some are wonderful, others just don’t care and it’s just a job.” (answered 
good) 

Most of them haven't a clue how to care for someone at end of life.  They 
don't know how to work the bed for example.” (friend/family) 

Q12  Do you regularly see the same care workers? 

   

Yes – 125 Unsure – 12 No - 34 
 

125 people (73% of those who answered) said yes. Of those who answered yes, 16 
people went on to make comments elaborating their answer: (5 people mentioned 
holidays/off sick., 5 mentioned weekends, 1 mentioned both, 5 mentioned other) 
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““It's only when he's off or on 
holiday that I have problems.” 

 

“Most of the time I have the same care worker which is great. On their days 
off it can be a bit random.” 

“Sometimes have carers never seen before.” 
 

Q13. Are you confident in your care worker’s ability to support you?  
 

   

Yes – 132 Unsure – 19 No - 19 
 
The feedback was positive in that 132 people said yes. The mixed comments showed 
less satisfaction with new or irregular carers, and more satisfaction with regular carers.  
It is apparent that consistency in care is important to people who receive support and 
families, and a lack of consistency is linked to fear and anxiety.  Out of those people 
who answered that they were unsure whether they saw the same care worker each 
time, just over half of them said that they felt confident in the care worker’s ability to 
support them anyway (52%). 
 

“I am constantly on edge at 
work wondering if they have 
turned up.”(friend/family)  

“Mostly - Mum gets anxious when new carers come.” (family) 

“With the main carer.  Other carers can be rushed.” (friend/family) 
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“Some don't seem to know what they are doing.” (service user) 

“Most of Mum's carers are regular and provide great support.” (family). 

“Of the regular carers who haven't left yet, but I fear they too will soon 
leave.” (friend/family). 
 
Looking specifically at people who regularly see the same care workers, 68%  describe 
the home care service as great or good; this figure drops to 56% amongst those who 
do not necessarily see the same care worker. 
 
From our research we found that for those people who see the same care worker, the 
proportion who rate the relationship as great or good increases to 89% (compared to 
78% of respondents generally in Q11). 
 
We can therefore conclude that seeing the same care worker leads to greater 
satisfaction with the service, and greater happiness with the relationship with the care 
worker. 
 

Q14. Do you feel comfortable in raising any worries or concerns you have 
with the office / care workers? 
 

   

Yes – 119 Unsure – 14 No - 38 
 
119 people answered yes to this question, which equates to 70% of respondents. 
However, negative comments in response to this question suggest that people are 
worried about complaining or giving feedback. 
 

“The office is a hostile 
environment and not one that 
welcomes complaint.” 
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“I feel uncomfortable speaking to the care workers over any concerns. My 
daughter speaks to the office for me.” 

“I have raised numerous worries and concerns with office – they’re never 
followed up!” 

“They always listen if I have concerns.” 

“Tried on occasions, Manager was very off with me, made comments on 
her way out.  Sent carers that shouldn't be in home.” 

“Sometimes I change some arrangements. Office is very helpful.” 

“I try but most of the time I cannot get through on the phone.” 
 

“I am grateful for any help I 
get so I do not want to call 
about every detail.”  

 

Q15. Do you find office staff responsive and helpful? 
 

   

Yes – 96 Unsure – 31 No - 36 
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Out of the 59% of respondents who answered yes, there were a mix of comments, for 
example: 

“I try but most of the time I 
cannot get through on the 
phone.” (service user) 

“Always been amenable, polite, and understanding.” (friend/family) 

“Generally would have said yes but (see Q3) several episodes this year 
where carers not arrived, office said they would call back, didn't so I had to 
check with further phone calls.” 
 
Of those who said no, comments were made such as: 
 

“Sometimes can be rude!”  
(friend/family)  

 

“Raise concerns but don't feel that enough action is taken.” (service user) 

“Total waste of time.” 

“Told us carers are trained, carers say not.   Clearly they are not trained.” 

“Almost afraid to call the office - toxic atmosphere.” 
 
Of those who answered unsure, an example of a comment is: 

“Whenever we ring they don't answer the phone so we go through support 
worker if problems.” (friend/family) 
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Q16. Do your care workers stay for the expected time, ie they don’t leave 
early?  
 

   

Yes – 111 Unsure – 21 No - 36 
 
The response was positive with 111 people (66%) answering yes, 36 people (21%) saying 
no, and 21 people (13%) saying unsure. 
 
Of those who answered yes the comments were mostly positive 
such as: 

“They leave when they know I 
am safe.”  

 
 

“Yes they do, and before they go they always ask if there is anything else I 
want them to do.” 

“One of dad’s neighbours has commented that they arrive at regular 
times and stay for the duration so I have independent verification.” 
 
Other more negative comments from people who answered yes: 

“But rush the care.” 

“Mostly yes, but sometimes leaves before time's up if completed tasks.” 
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Of those who answered no, there were comments such as: 
 

“Plan states 45 mins - lucky if 
they stay 20 mins.”   

 

“3 mins 1 day last week.” 

“They never stay as long as they should maybe 1 or 2 do.” 

“Usual time of visit is taken, but leave early especially at weekends.” 

“They always leave early. They never log their exit times in the folder!” 

“No, the workload is such that they are in a rush.” 
 

“Run in and run out, try to 
avoid work.  Have often 
placed it on family when one 
of us is sat in the room.”  
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Section Four – Your experience of home care during the 
pandemic 
 

Q17. Did your experience of home care change during the pandemic?  
 

   

Yes – 40 Unsure – 16 No - 109 
 

The vast majority of respondents ie 109 people (66%) answered no. Most comments 
were positive or neutral in that there was no change, and this is a credit to the service 
who were coping with, what was initially, a rapidly changing situation. 
 

 “As good as ever.” 

 
 
 

 

“For the better because it was the same regular carers.” 

“Not really apart from mask wearing etc - the care stayed the same.” 
 
2 people said no but they mentioned in their comments that they had only started receiving care during 
the pandemic, so in reality they would have nothing to compare it to. Another comment was more 
negative: 

“It has always been appalling.” 
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In total 12 people mentioned that they had only started receiving care during the 
pandemic or afterwards, so they had no real point of comparison, but some 
mentioned it had improved over time.  The pandemic caused people to miss out on 
existing support that friends and family members provided, as they were unable to 
visit the home due to lockdown restrictions and lack of access to PPE, so new care 
plans would have needed to be put in place.  
 
Of those respondents whose care changed, some said this was for the better, whereas 
others found their care got worse.  Several of those whose care changed for the better 
attributed this to changing their care provider.  Comments were made about staffing 
levels and the impact of staff isolation following a positive coronavirus test, reduction 
in frequency of visits, and staff attitude to PPE and vaccination.  
 
40 people (24% of respondents) felt that their experience of care had changed during 
the pandemic, with 16 (10%) others unsure. Some of their comments included: 
 

“For the worse with everybody mask, sometimes I can hear properly what 
some of them are saying. Rushing to attend another client.” 

“Joined the service at start of pandemic, less chaotic now. Regular carer 
who turns up. During pandemic left for mornings without support, no 
contact from office until I called to follow up about why carer didn't arrive. 
Male support sent to provide care without warning of possibility.” 

“(The experience since the pandemic is) worse. Changed to new 
company due to old company struggling with my care needs. New 
company not my choice.” 

“(The experience since the pandemic is) worse. One regular carer was off 
sick for 4 months. When she returned she then went off sick after 4 days. 
We were told by the office that she had been in contact with someone 
who had Covid and was isolating. She then told us she had suffered from 
Covid but we were not informed.” 
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Someone who answered unsure but the comment is actually quite positive: 
 

Personal stories: Did a good job 

“Mum’s care began during the pandemic so I have no real 
point of comparison. The service did improve as the 
pandemic waned, and I appreciated that staff having to 
isolate didn’t help matters nor did the lack of care 

workers staying in the industry. That said, they did a good 
job during very testing times.” 

 
 
 

“Missed appointments. Different times. Couldn't get through to office.” 

“For the worse. I originally had X as the service provider. The experience 
was not one I would like to repeat. The standard of care was awful, carers 
were either late or didn’t turn up at all. Nothing ever changed or improved 
when I rang. Eventually requested an alternative care provider.” 
 
Some people answered yes but then made comments which made it obvious that it 
was better (10 people), worse (21 people), or neutral (14 people): 

“Better. The same carers tend to come now, whereas before the 
pandemic, different carers came daily.” 
 
Some of the people who said it was better was because they had changed agency: 

“Eventually for the better.  The original provider X were unreliable, stayed 
for the shortest time possible only doing the minimum they could.  Y are 
far superior and I feel dad would have been much better if he had their 
care from the beginning.  I no longer worry that I will be called because 
nobody had arrived for a call.” 
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Examples of comments from people who answered yes but they felt that the care had 
got worse: 

“(The experience since the pandemic is) worse.  This is when it got bad as 
it is today, saying they been when they didn't.  Waiting most of the day for 
them to come, can't go out, can't do anything.” 

“Many missed care visits were attributed to carers testing positive or their 
families testing positive. This is understandable but at times we 
considered it as being exploited as an excuse when people failed to show 
up.” 
 

Some people answered unsure, but their comments indicated that the care is worse: 
 

Personal stories: I feel like a burden 

“(The experience since the pandemic is) worse. It is all very 
rushed and without compassion. I feel the care workers just 
want to be in and out and do not genuinely care about 
trying to improve my quality of life. I feel like a 

burden.” 
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Section Five - Future developments 
 
Q18. If a home care service was available during the night between the 
hours of 11pm to 7am, would this improve your quality of life? 
 

   

Yes – 24 Unsure – 30 No - 114 
 

Of the people who responded, 114 (68%) said no, 24 people (14%) said yes, and 30 
people (18%) were unsure. 
 
Of the people who answered no or were unsure, 15 people said that whilst it was not 
needed at present, it may be needed in the future. Some people have conditions which 
are progressing, and as they get older their needs may change,  which can be difficult 
to predict. 

“At this moment in time I have no need of it - but things will most likely 
change as my condition progresses.” 
 
9 other people made comments showing that they do require care during the night 
but that this care was being supplied by family members: 

“My sister looks after me except when the carer is here. she attends to my 
personal care needs day and night.” 

“I am up most nights with X needing something so if someone was to 
come in at night I would have a night’s sleep for work the next day and X 
would not have to worry. X would need - toilet, drinks, made comfortable 
in bed.” 
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For some family members currently providing care during the night, they reported that 
this is not sustainable, and they will soon be unable to provide this. 
 

Personal stories: Constantly ready to dive into action 

“My mum regularly wakes up + I would have to resettle her 
or change her. Several times she was up again + again. The 
only way I could get back to sleep was by lying with her 
until she fell asleep * creeping out. It's very tiring 

when you are trying to compare working with caring. Even if 
it was only once or twice a week it would make a difference. I 
could get to bed + actually relax & sleep - instead of feeling 
like you’re on standby waiting for the alarm to go off. 
Constantly ready to dive into action.” 

 

3 people mentioned that they are currently relying on professional support – either 
district nurses or Care on Call. 

“Because I can contact the district nurses if I need help and I am normally 
asleep.” 
 
Other people answered yes and seemed to not currently be getting any support: 

“Because I can contact the district nurses if I need help and I am normally 
asleep.” 

Other people answered yes and seemed to not currently be getting any 
support: 

“I have accidents through the night.  Need help with toileting and personal 
care if needed.” 

“That’s a very good thing to have in place. she fell out of bed a while ago, 
and a friend climbed through the window to help her.” 
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“My mum needs night care. had stroke, speech and hand badly affected. 
My sister and myself in our 70s. I have health issues, lupus APS, 2 types of 
arthritis, 2 DVTs, heart probs. We have home care daytime 4 visits daily. We 
cannot continue night care given mums deteriorated health. Mum is 99 
years old - she will be 100 years on Boxing day. Still in hospital due to 
strokes and brain blood clot as cannot get night care.”  
 

The survey concluded by inviting respondents to share their contact details if they 
wanted to be involved in how care services are delivered in Salford in the future. A total 
of 19 people gave contact details to Healthwatch Salford, and these details were 
shared with the Northern Care Alliance so that they can be involved in future 
developments. 
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Conclusion and next steps 
The feedback has shown that people who receive support are generally happy with 
their experience of the home care service. This is a credit to the service, particularly 
taking into account the pandemic, and the subsequent constraints within which it was 
operating. However, there were many comments which do give cause for concern 
highlighting some areas where improvements need to be made. These can be 
grouped into the following themes: 
 
Themes 
 

1. 15-minute visits are adequate for some and not adequate for others.  Of the 
people who responded to the survey, almost half are not satisfied with the length 
of these visits.  

2. Nearly half of respondents said that the care workers do not turn up at the 
expected time. Unpredictable timings of visits had a negative impact on 
medication, and also on toileting/personal care, amongst other areas, and there 
was a negative impact of care workers not turning up at all.  

3. Nearly a third of people who responded were not comfortable raising concerns. 
In many cases, respondents ticked a box indicating that they were happy or 
unsure on an issue but then went on to make a negative comment, which 
suggests a reluctance to give their true opinion. The idea that any complaint 
would affect the care provided was articulated as a concern in some survey 
responses.  

4. Nearly half of people surveyed found office staff unresponsive and unhelpful. 
5. Feedback showed that some agencies have higher levels of satisfaction than 

others, and that the care being delivered by some agencies was below average.  
6. Survey responses indicated feelings of powerlessness and a lack of control from 

people who receive support and family members which, for example, might be 
caused by a perceived lack of consequences for care workers not turning up at 
the expected time, or not staying for the allocated time.   

7. Over a third of respondents completing the survey were family members/friends. 
Feedback shows that filling in the gaps in care can have a negative impact on 
family members/friends.   

8. There was a perceived lower standard of care at the weekend. 
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9. The relationship between the person needing support and the care worker and 
the consistency of care workers was very important, with those who regularly see 
the same care worker being more likely to be happy with the service. 

10. 40 people responded that they were not involved in the planning of their care 
and support, which is a requirement of the Care Act 2014.  

 
Recommendations 
 

1. Further work needs to be done to analyse the efficacy of 15-minute visits and 
allocating them appropriately, taking into account the needs of the person who 
receives support.  

2. It is recommended that further planning work is done around staff rotas and 
contingencies for staff absences and emergencies occurring at visits.  This 
would result in fewer occasions where care workers are arriving late to visits and 
enable the high standards to be maintained at the weekend and a consistency 
in care workers provided. 

3. It is essential that people who receive support and their families are encouraged, 
and feel safe, in voicing any concerns they might have. It would be advised to 
introduce an easier feedback system so that both people who receive support 
and friends/family feel empowered to have their voice heard. For example, by 
encouraging people to contact a neutral organisation such as Healthwatch 
Salford, they would feel safe in raising concerns, or compliments, and would be 
reassured in the fact that it would not affect their care. A system should be put in 
place where feedback is monitored, analysed for themes, and acted upon on a 
regular basis. 

4. Introduce new induction processes and training so that all staff, including office 
workers, understand the lived experience of people who receive support and 
their families/friends, and are trained in person-centred care.  

5. The commissioner should ensure that all feedback from people receiving 
support is used as an integral part of the commissioning process, and individual 
Care Providers should share good practice between each other. 

6. Care Providers should identify unpaid carers and offer direct support to them 
such as carers groups. Where this is not feasible for the Care Provider, they 
should offer signposting to other relevant support.   

7. All relevant agencies to ensure that the requirements of the Care Act 2014 are 
met, pertaining to people being involved in the planning of their care and 
support.  



 

Healthwatch Salford Report on Home Care 2022 – updated June 2023 
46 

 

Overall response from Salford Adult 
Social Care  
Salford Care Organisation and Salford City 
Council welcome the report and accept its 
recommendations. We are committed to 
working together and with our home care 
providers to make the recommended 
changes and improve the services and 
outcomes for people, families and carers 
who receive home care in Salford. 
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