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Introduction
Context
Since early in 2020, as the global COVID-19 pandemic took hold, the lockdown restrictions
and measures that inhibited people’s freedom of movement that came into place have
taken (and continue to take) their toll on the whole population1.
Enabling and maintaining contact between residents and relatives is widely accepted as
vital to people’s wellbeing and has been further highlighted as an important aspect of care
from the first national lockdown onwards, but it is time-consuming to organise in a fair and
effective way. Having available staff to manage socially distanced family visiting or to
support residents to connect via the telephone and the internet can be a challenge when
care home staff have many priorities to fulfil.
There is potential for volunteers to contribute to supporting care homes in the longer term,
beyond COVID-19 for mutual benefit, such as bringing new or different skills to
complement those provided by the paid workforce and providing career-related experience
and personal fulfilment for volunteers.
There are more than 600 care homes for older people in Wales, so a national approach
was needed to establish an accepted framework for volunteering that is safe, supported by
all stakeholders, of consistent high quality and which maximises the positive impact on
residents, relatives, staff, and volunteers.
In mid-May 2021, the Volunteering in Care Homes Pilot Project was initiated. This initial
nine-month pilot project, run by Age Cymru, supported by WCVA and funded by the Welsh
Government, was planned to bring volunteers into care homes in different geographical
locations. It builds on the work of My Home Life Cymru, which works to support quality of
life for all people who live, die, work in and visit care homes; and NCVO, which conducted
a three-year volunteering in care homes project 2013-2016, funded by the Department of
Health.2
The involvement of the volunteers with the care homes in the pilot project has delivered
thoughtful insight, understanding and positive results to both groups and therefore by
association, to the residents, their relatives, and friends. One commented that she hadn’t
had much experience in care homes, and it’s given her an insight into them.
Brief
The project brief was to pilot an approach to the development of volunteering in care
homes to facilitate and support visiting and social contact between residents and relatives.
Volunteer recruitment, training and support will be coordinated by Age Cymru to pilot this
method of adding value and capacity to care home managers and staff and establishing a

1

https://www.olderpeoplewales.com/Libraries/Uploads/Care_Home_Voices_Report_e.sflb.ashx

https://www.ncvo.org.uk/about-us/media-centre/press-releases/1323-volunteers-in-care-homes-create-profoundpositive-impact-for-residents-newresearch?highlight=WyJjYXJlIiwiY2FyaW5nIiwiY2FyZWQiLCJjYXJlJywiLCJjYXJlZnVsIiwiY2FyZXMiLCJjYXJlJyIsImNhcmUncy
IsIidjYXJlIiwiaG9tZXMiLCJob21lIiwiaG9tZXMnIiwiJ2hvbWUiLCJjYXJlIGhvbWVzIl0=
2
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basis for embedding and extending volunteer involvement across Wales in the longer
term.

Scope of the project
Seven care homes for older people in Wales agreed to participate, they were located in
Swansea, Aberdare, Neath, Cardiff, Newport and Anglesey (see P.19). Through this
project, our aim was to help reconnect relationships between families, relatives and care
home staff and support their ongoing growth, going forward. We also aimed to relieve
some of the pressure care staff were experiencing in organising and supervising visits.
Volunteers drawn from the local community were received inducted and trained (see
Appendix 5) to meet and greet regular visitors to the seven chosen care homes3. The
intention was to create and promote a positive experience for families, residents and staff
alike. Our broad aim was to provide well-planned, appropriate, and practical support for
the hard-pressed care home teams to welcome visitors back using trained volunteers, to
help restore relationships between loved ones who had not seen one another for many
months.
We provided guidance for volunteers and care home managers and relatives. (see
Appendix 6). We presented to and worked with other organisations managing volunteers
to support their longer-term involvement. (See Appendix 7, Gofod3)
Volunteer experiences were monitored regularly, and we also sought feedback from the
care home managers involved. Their positive feedback in this report speaks for itself.

Aims of the project
Through the project, our aim has been to help reconnect and restore relationships
between families, relatives, friends, and care home staff and support their ongoing growth,
going forward. The commitment of the stakeholders has been reciprocal – the care homes
have supported and in turn, been supported by the volunteers and families.
“The main thing you are doing for us is to ensure that the homes want us there. It’s not
easy from them in this time of COVID. They’re accepting and welcoming because you’ve
made sure they want us!”
Volunteer, Anglesey

What did we do?
•
•
•

Developed a recruitment drive for care home volunteers with a specific role to
support care homes with visiting in line with the Covid-19 recommendations at the
time
developed and delivered volunteer induction and ongoing training to meet the
volunteers’ needs
co-ordinated the pairing of volunteers with the care homes

Hengoed Court and Hengoed Park in Swansea resigned the project because they had been able to reinstate their
established visiting protocols
3
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•
•

ensured that volunteers receive regular communications and support to continue
their ongoing activity
ensured accurate data recording and effective monitoring, evaluation and reporting
of all volunteer activities in line with agreed practice, as required

Pre-placement training induction and ongoing support
A specialist training session co-designed by Age Cymru and REAL Communication Works
and delivered by the core team to all volunteers has shown itself to be a strength of the
project so far, being highly rated by all volunteers. (See Appendix 5)
Our original intention was to include care home staff in the training sessions, but they were
unable to because of time issues. All volunteers expressed high satisfaction with the
ongoing support they received from Age Cymru. The volunteers were positive about their
engagement with the Age Cymru team and the project.
The Age Cymru Volunteer Support Officer was responsible for ensuring that all volunteers
have a positive service experience through administrative and practical support. This
meant co-ordinating the recruitment, support and management of volunteers and
overseeing the day-to-day implementation of the volunteer service, in a consistent and
efficient way to ensure a high-quality volunteer experience.
The initial pilot project Volunteer Support Officer role commenced on 17 May and was
scheduled to run until the end of December 2021.
“So far I have gone through the application/phone call for information from Zoe and the
zoom DBS check and introduction to the Care home volunteer role and then the
safeguarding zoom meeting with Sarah and Suzy. All of these contacts were smooth and
timely. Very impressed with the contents of all the above. Everything was explained fully
and clearly. I found everything so far faultless.”
Volunteer
Recruitment
Recruitment of volunteers is continuing. Inevitably, several applicants who enquired initially
did not reply to any further correspondence.
A volunteer database was created to keep track of the recruitment processes.
Each volunteer had telephone interviews to ensure suitability. From there, depending on
commitments, induction, training and DBS checks, the engagement process could take
several weeks to complete. Communication throughout this time, whether by phone or
email, was vitally important to maintain momentum.
Care homes and volunteers were kept updated throughout the process. During this period,
we had two changes of care home managers and care homes having to adopt incident
protocols, which made communication quite difficult at times.
The whole process, from inception, followed by a robust recruitment and induction
process, to a small team of trained volunteers being in place, took from the end of May
until the end of August.
There is now a team of twelve active volunteers and recruitment is ongoing.
4

Reasons for joining the project given by volunteers
•
•

•
•
•
•
•
•

•
•
•
•

International health care professional student who had previous experience of
volunteering in India. The role has appeal, as keen to reunite loved ones.
On a gap year, wants to gain experience before going to medical school. Wants to
learn new skills and increase confidence. Experience in volunteering for St John’s
ambulance and police youth.
Looking to study social care. Currently in a fulltime admin role. Previous experience
of working for Marie Curie nursing. Skilled in customer service and wants to make
a difference by supporting people.
Early retirement with Civil Service background. Very organised. Experience with
caring for older family members, so familiar with care home environment.
Previous volunteer for Marie Curie. Life circumstances have changed so wanted to
use spare time to do something for others. Full time job in admin in the voluntary
sector.
Retired nurse in adult services, cares for mother. Volunteer experience with The
Samaritans.
Would like to pursue a social care career. Care responsibilities and single parent.
Widow wanting to occupy her time by helping others reconnect with loved ones.
Wants to change her perception of care homes as result of previous unpleasant
experience.
Wants to go into social work. Councillor in University assisting other students.
Wants to help the community.
Previous experience of working in a care home, has care responsibilities for son.
Retired banking legal background. Anxious for the residents. Locally connected to
the care home. First language Welsh.
Recent bereavement of grandparent. Earlier volunteer experience in charity shops.

Evidence of positive impact
Everyone involved in the project has benefitted and wants more.
The Volunteering in Care Homes Pilot Project could not have happened without the
positive attitudes and committed involvement of the care homes and volunteers. The
volunteers are providing an opportunity to make a positive difference to the people who
live, work in and visit the care homes.
The pilot project care homes have all embraced the project with enthusiasm. Among the
barriers they face currently, is lack of time for in-house volunteer management. In the two
homes where managers left, there has been a subsequent lack of engagement and
commitment. The distinction between volunteer and paid roles has been clear and
generally there have been positive relationships with staff. The project team has offered
support for volunteers and care homes alike, including group feedback sessions and oneto-one support. All homes reported the great benefits to having a third-party organisation
involved to complete the paperwork and to recruit and retain the volunteers.
At one care home, visitors currently complete the LFTs and register results online before
their visits. They told us that visits are quite open and families when they arrive, show their
results and make their way to the resident waiting in the lounge.
5

However, by October, their need for volunteers had changed markedly since restrictions
had eased. They reported that when visits are ongoing, they run activities and suggested
that it would be helpful to have the volunteer/s to assist with activities when they are quiet,
without having sole responsibility for residents.
A Survey Monkey questionnaire in October showed that all volunteers were either very
satisfied or satisfied with the volunteering role.
“I like talking with the residents, making them feel happy. I had one conversation with a
resident about Cosmeston where he had lived and where I live now. We talked about how
it used to be a quarry and now it’s a whole park and how it has changed, and we were able
to share what it was like before and what it’s like now. He said the conversation made him
happy and thanked me for talking to him.”
Volunteer
Volunteer impact
The primary impact of volunteers has been the regular time, understanding and
commitment that they have contributed. There have been different levels of volunteer
numbers, and therefore impact, across the participating care homes.
Geographic location, and therefore population demographics make a noticeable difference
in terms of access to and availability of volunteers especially in rural areas. For example,
in Cardiff and Newport, more volunteers have applied to join the project, where in
Aberdare, there has been a dearth of applicants. In Anglesey, only one person came
forward, who already had a relationship with the home through a family member who was
a resident.
While developing relationships with families as they arrive at and leave the care home
offers a positive impact, it also raises some possible concerns about volunteers having felt
unable to engage more fully (leading to possible lower motivation).
Effective involvement of the volunteers was seen by care home managers to have positive
emotional impacts on families. In feedback sessions, the reciprocal nature of involvement
was stressed by a number of volunteers with them gaining a range of benefits including
developing confidence, satisfaction from helping, a sense of community and developing
communication skills.
“There is a rush for the door at 11am and then it is mostly quiet. Other than the visitors,
nobody really talks to me, so I spent my time reading the care home leaflets which was
useful because one of the visitors came out and asked me a few questions which I was
able to answer”
Volunteer
“Volunteering is a two-way process. One of our volunteers was very shy when he first
visited. Being with the residents, he has come out of his shell now.”
Care home manager
6

“This was a really enjoyable shift. I am starting to build relationships with the visitors and a
lady remembered my name this week and asked if I had a nice weekend which made me
feel accepted. I am enjoying interesting conversations with the visitors and I am excited
because next week I am told to expect to be busy! Usually it is busy in the first half an
hour, then quiet with the odd visitor around 12 but today went really fast.”
Volunteer
Response to and impact of volunteer roles, from care homes
Between July and November (20 weeks), ten volunteers contributed 120 hours. It should
be remembered that care home lockdowns and volunteers’ own commitments had an
impact on this.
At the beginning of October, the Cardiff care home deputy manager sent feedback to the
team. His view was that the role of the volunteers checking LFTs and testing is a big
responsibility for volunteers who do not know the residents and families who visit on a
regular basis. He was concerned that it could cause more confusion than allowing their
Concierge to continue with this role themselves. He commented that if the volunteer role is
inflexible, if the volunteers are prevented from helping with activities or simply sitting and
chatting to residents during their time in the home, then they might have to withdraw from
the project, as they now have no need for volunteers in the original role laid out for the
project.
When visits are ongoing with no lockdown protocols, they run activities. He mentioned that
it would be helpful for the volunteer to assist with the activity when they are quiet, such as
turning over music sheets or picking up a beach ball whilst residents are playing beach ball
tennis, or generally having a chat.
The care home agreed that the volunteers could sit with residents in the communal rooms
to chat and perhaps fetch teas / coffees, as long as they checked with Sunrise staff first
about diets requirements. The care home wanted to see if this role was suitable. One
volunteer went in at the weekend and they organised for her to chat with residents, and
she made teas / coffees after consulting with staff about individual requirements.
“The communication has been excellent. Zoe has been just wonderful at coordinating
everything. It was just unfortunate that we have come up against the barriers there have
been this year. Everything has been communicated and nobody has been left in doubt
about anything. I don’t think we could have given it a full run because of all the restrictions
that keep coming back and forth.”
“I think what we have valued most is their professionalism. As managers we are always
working with residents or relatives who are sometimes positive and sometimes negative.
The volunteers are very professional – they are what I was expecting them to be. We all
have different personalities, but they are professional and respectful.”
“You have ticked all the boxes – gone back to the Government to ask about enhancing the
role. You have listened to the volunteers, and it evolves as the guidance evolves, as well.
There isn't anything more.”
Care home Manager
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Looking forward
“Every resident is different, so everyone’s wants and needs tend to differ greatly. There
are some who are perfectly happy with their own company. I think moving forward we are
expanding the ‘Reminisce Neighbourhood’ to two floors of the home for residents who
have progressed along their dementia journey. This will require a higher staff ratio. If we
had more volunteers who were able to assist with the activities, the more time they spend,
could produce some great outcomes with these residents and for the families. It would be
useful to expand their education on communication if that is something the volunteers are
interested in learning. More people being aware of what dementia is and how we manifest
support, stepping towards dementia-friendly neighbourhoods in the wider sphere would be
a positive move.”
Care home Manager
“We can train them if need be. It will be on the phone or tablet. We also have RITA coming
soon and the volunteers will be able to help with that. RITA (Reminiscence Interactive
Therapy Activities) is a big electronic device that has quizzes etc. The Local Authorities
are trailing it.”
Care home Manager
“At the moment we can provide some forms (which record information that has been
shared) to pass over to the managers or nurses… It would be good if they were able to
report the important information, they have gathered to the nurse on the unit straight away.
It would be very helpful. An output form for each of the residents to record what they feel is
important.”
Care home Manager
“We would love more volunteers to support activities in the home.”
Care home manager
“There is nothing that would have dissuaded us from participating in the project. It hit the
mark. We have always wanted a wide range of volunteers coming in, but for various
reasons, be it time or logistics, we have not been able to get that full complement we
would have liked. If you are able to be the feeder that is just wonderful. It makes such a
difference, with support for the team and it’s great for the residents.”
“What we have learnt is that the activity coordinators have taken the lead and that it is
beneficial for them to be involved from day one.”
Care home manager
“The project has been useful but came at a time when there had been changes in the
regulations. It would be really, really useful if it had started in previous times! But even
though there have been changes to restrictions, for the relatives who are coming in, having
someone to help them with PPE, tying of the apron and things like that has been really
helpful.”
Care home manager
“I’ve been there for two months and now the residents recognise me! It’s nice to feel useful
– you’re doing something that helps, and you’re appreciated, it’s a good feeling.”
8

Volunteer
“It’s been a real eye opener to see and realise how busy and how much passion there is
and committed all the care staff are. Anything we can do, however small, can help take the
pressure off them, even if it just means they can go and make a cup of tea. I’ve been just
listening.”
Volunteer
“There’s a resident who used to be a headmistress. Last week she was going round the
lounge telling people that their cushions were untidy – like a real school mistress! It was as
though there was something clicking in her brain she had gone back to the work she used
to do!”
Volunteer
“D was one of the first volunteers and was very keen to expand what she did. She
engages with the residents and quite often, especially during lockdown, the residents see
the same faces all the time, so a new face, new conversation is just wonderful. For
someone to spare 5 or 10 minutes to have a chat or assist with activities it is just
invaluable.”
“We will have the volunteers shadow the staff so they can observe on of the digital visit
sessions so they can learn specifics of the residents before they use FaceTime on their
own. FaceTime sessions are specific people at specific times and are booked regularly so
the volunteers can read the sheets ahead of time as we know who is calling and when.”
“With their enhanced DBS, the volunteers could go to the resident’s room to assist them to
communicate with families over FaceTime or messenger, by holding the device for the
resident or being there to help them whilst the family is communicating with somebody in,
say, Spain.”
Care home manager
“As I walk through the lounge, there’s one gentleman who sits and knits all day and he’ll
call out, to me. It’s usually, “I’ve run out of wool can you join on for me?”, or “can you caste
on for me” or “can you pick the stitch up?” The staff laugh, thinking ‘what’s he going to ask
her next?!’ Volunteer

Feedback on the volunteers’ role
“With an admission they could also help by talking to the person and taking notes on the
history which can go on their file which can help us to prepare the care plan.”
Care home manager
“It was a good feeling to be able to assist the Home in this important activity – important for
residents and visitors. The feeling of doing something useful in my community.”
Volunteer
“Moving forward, maybe some training for the volunteers in understanding dementia or
putting themselves in the residents' shoes would be helpful. For example, if someone has
suffered a stroke, feeling empathy for the frustration that person is feeling – not being able
to do for themselves as they used to. Maybe something along those lines would be useful.”
9

Care home Manager
“Further dementia training would be helpful. One gentleman who has had a stroke, can’t
communicate. You can’t tell what’s going on. The family will say, “we had a bit of a
reaction from him today” but I’m not sure what to say to him.”
Volunteer
“The activities coordinators are always running from A to B to ensure that the residents
who want to take part arrive at the activity in time to be part of it, be it fitness, bean bag or
netball. The activities are a lot of fun but take a lot of organising so if the volunteers could
assist, that would be a tremendous help.”
Care home Manager
“We have a Daily Narrative file which is in each resident’s room that is reviewed daily by
the nurses, which they can write on – things for the social care plan. Information such as
moving and handling, diets and fluids etc. I will double check that it is ok for the volunteers
to access this.”
Care home Manager

Key reflections – what we learned
A brief summary of the key conclusions and project-level recommendations highlight a
number of factors for care homes, families and loved ones and individual volunteers alike.
We have learnt that:
1

At care home level, evidence shows that the project has had a positive impact on
care homes, relatives and volunteers.

2

The project has had varied success across different care homes, associated with
the engagement (and loss) of managers and the effects of COVID-19 on care
homes and their staff.

3

The low level of possible volunteers in rural areas has inhibited impact there.

4

Ongoing volunteer management has been good in homes that have been able to
engage well with the project but is not consistent across all the care homes in the
pilot.

5

The project model of external responsibility for volunteer recruitment, selection and
training works well.

6

All stakeholders would benefit from further training, for example volunteer
management, dementia awareness and communication, empathic engagement
bereavement and more advanced safeguarding.

Volunteer recruitment and management – what we have learnt
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1. Recruiting volunteers has moved at a slow pace, despite the breadth and
extensive promotion of the opportunity. Constraining issues may have
included nervousness and lack of familiarity care homes, intermittent
lockdowns, lack of access to the residents themselves and concern about
taking Covid in or bringing Covid out.
2. Ethnic and age diversity among volunteers have shown no particular trends
3. Availability and commitment of volunteers has been mixed, but for those who
have been enthusiastic they are seeking greater involvement
4. It would have been challenging to gather family feedback because of care
home time availability and GDPR issues, but their views should be
canvassed and included in any further development of the project
5. Good health includes mental, physical, social, emotional and spiritual
wellbeing. The care homes recognise the inevitable focus on physical health
to the exclusion of other wellbeing to date and this makes the project
development even more relevant going forwards.
Points to consider
1. The task of recruiting and the time needed to manage volunteers should not be
under-estimated.
2. Not all care homes understand the nature, needs, or true value of volunteers, nor
what is involved in engaging with and managing them.
3. Consider how diversity within volunteering recruitment could be widened to include
both younger and older volunteers from rural areas and black and ethnic minority
groups.
4. We evaluated the project regularly during its delivery. We established a simple onsite feedback system for volunteers and held a number of Zoom feedback and
monitoring sessions with them and a further three with the care home managers,
using pre-prepared questions. In October, we ran an online survey through Survey
Monkey to capture volunteers’ experiences of the project.

The project exposed four issues for people living and working in care homes and their
visitors:
•
•
•
•

the challenge of isolation
the challenge of time
the challenge of separation
the importance of engagement

The challenge of isolation
11

“The biggest surprise for me has been how so many residents had no visitors at all
because there is no family locally. Anglesey is a retirement area and a lot of older people
have moved there from elsewhere after retiring, so their families aren’t there – they may
live in England, for example. And of course, some residents don’t have any close family.
There are people who can’t come out of their rooms because they are at the end of their
lives. There are a few receiving visits in their rooms now, although there weren’t in the
summer.”
Volunteer
Quite a few of the visitors are elderly themselves and children aren’t allowed at the
moment. Quite a few of the visitors are partners of the residents and are older as a result.
One chap has said one half-hour visit a week to see his wife isn’t enough. He lives by
himself and is very lonely.”
Volunteer
“The residents can’t come out of their rooms at the moment.”
Volunteer
“Visitors are often partners and so elderly and frail themselves. Each of the four units is
behind locked doors because the residents have dementia, so I don’t have access to that.”
Volunteer
“We have some planned activities but some of the units are on incident. We have some
units under restriction so we are not allowed to mix outside the unit so our staff will be
more focused on that.”
Care home Manager
“I’ve done three shifts so far. Residents can only have one visit at a time. We have a pod
and they’re trying their best to keep the residents safe, but it’s disappointing really – the
visiting system doesn’t quite work really. Out of the 15-20 residents, only 2 or 3 will be able
to have a visit on any day. When you think of all the cleaning that has to be done after a
visit so that the area is sanitised properly, if a family member comes in for an hour, we
need to ask them to leave promptly because of the time it takes to clean the room before
the next visitor comes.”
Volunteer
“The care home was very quiet this afternoon – one or two visitors. They’re in a Red
Lockdown at the moment. Since last week they were going to let families have two
designated visits a week.”
Volunteer
“They’ve asked families to take the LFTs at home and do it themselves. They were
wondering how long I’d be around, so I was asked. Family members who are elderly can’t
do the LFT for themselves. This will put some family members off coming in, so I have
been helping with that. They’ve been very grateful for my help and are quite relieved to
have me do it for them. They’re nervous about these things for themselves. Regulations
have changed recently.”
Volunteer
12

For care homes and their staff and residents, the day-to-day response to the crisis has
meant the imposition of continuous, multiple and sometimes almost unbearable, stressful
pressures, with no recourse4.
“I have been surprised at how infrequently some residents have visitors, it’s probably due to
the rural locality and the age of ‘husband/wife or ‘visitors/close family’ is reflective the age of
the residents.”
Volunteer

The challenge of time
Time – both the lack of it for staff and the way it can hang heavy on any person who is
isolated if they must be, has been highlighted and heightened by COVID-19 and widely
reported5.
“The regulations specify that if visitors are two metres away, they can take their masks off.
A gentleman came in to visit his wife and one of the staff found them together in her room,
holding hands. He had removed his mask. He said he had done it because she had only
been in the care home for a week and because of her dementia and deterioration she no
longer recognised him. He was hoping that if he took off the mask, she might recognise his
face. He told her that his son had known how bad his mother’s condition was before she
moved into the home but had kept it from his dad.” Volunteer
For the care home managers, understandable anxieties, including the footfall from external
visits from families, friends and people from outside agencies meant protecting residents
and staff, which became a continual concern and challenge.
“They have been an asset to the home. I have heard some of the relatives say, “oh,
nobody out the front today?” so having the volunteer out front with the receptionist being
able to get on with other tasks, has really been of help.”
Care home manager

The challenge of separation
Families have experienced physical and emotional separation from their loved ones, a
disconnection of their relationships, love and support for a sustained period of time – in
most cases, for most, or all of the last eighteen months. Families and relatives have
described the emotional loss of being unable to spend regular time with those they are
close to, the sudden void in their lives where the person used to be and all that went with

4

https://gov.wales/notifications-care-inspectorate-wales-related-covid-19-adult-care-homes-1-march-2020-28-july-2021html
‘CIW has been notified of 1,928 care home resident deaths with suspected or confirmed COVID-19 since 1 March
2020… 18.9% of all adult care home resident reported deaths during this period.’
5

https://www.bbc.co.uk/news/av/uk-wales-57756415
https://blogs.ncvo.org.uk/2015/12/03/volunteering-in-care-homes-tackling-loneliness-and-much-more/
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loving and engaging with them. Anecdotal stories of the loss of relationships with residents
living with dementia, whose conditions deteriorated, abound.6 7
“The residents find it difficult as they have to ring and book a visit and families say they
find it difficult to get hold of the activities co-ordinator. They’re encouraging families to
come for two visits a week. I had a list of visitors on the first time I was there but not last
time – but they’re so busy.”
Volunteer
“The regulations specify that if visitors are two metres away, they can take their masks off.
A gentleman came in to visit his wife and one of the staff found them together in her room,
holding hands. He had removed his mask because she had only been in the care home for
a week and because of her dementia and deterioration she no longer recognised him. He
was hoping that if he took off the mask, she might recognise his face. He told her that his
son had known how bad his mother’s condition was before she moved into the home but
had kept it from his dad.”
Volunteer
The importance of engagement
The pandemic has focused attention on regular human engagement as an essential
aspect of good care and wellbeing. For all care homes this was hard to achieve from the
first national lockdown onwards. There is extensive evidence8 that shows that maintaining
and enabling good relationships with residents is vital for their health and wellbeing, so
they and their families, as well as staff and managers, have all struggled to cope with the
emotional strain of the new paradigm, as well as the separation and anxiety that has
inevitably resulted.
“It has been an absolute privilege to have our volunteer at the home. She originally offered
to volunteer before or after seeing her aunt, she has now increased her hours and has
given up her visiting slot for another family. It really helped when she was inputting the test
results to the portal – that took a lot of pressure off us.”
Care home manager
“I was really surprised to be introduced to everyone. I was surprised by the level of detail
and thought that they applied to the residents (experience of living) in the home, how they
interacted with them, how each community was decorated and what people could do and
how they stimulated people. There was a sensory stimulation room and the time that was
spent with each resident to try to give them just a little bit of stimulation. There was even a
little café – like a chip shop with a menu up on the wall. It was a different experience to
what I was expecting, and it’s been really, really positive.”
Volunteer

6

https://www.alzheimers.org.uk/blog/coronavirus-care-home-restrictions-mum-forgetting-me

7

https://www.relres.org/keep-in-touch/

8

https://www.bbc.co.uk/news/uk-northern-ireland-59378678

https://www.bmj.com/content/370/bmj.m3467

14

I see them (relatives and visitors) when they’re leaving and ask if they have had a nice visit
and how their relative was. Sometimes I have to help them remove their PPE because
they can’t reach behind and take their aprons off.”
Volunteer
“If we do go back into lockdown there would be limits as to what the volunteers can do.
But out of lockdown there could be walks in the garden, assisting during dining hours, one
to one support, – it would be fantastic!”
Care home manager
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Participating care homes

Area
Aberdare

Anglesey

Cardiff

Neath

Care Home Address
Ysguborwen Care Home
Ysguborwen
Aberdare
RCT
CF44 0AX
Glan Rhos Nursing Home
Glan Rhos
Brynsiencyn
Llanfairpwllgwngyll
Isle of Anglesey
LL61 6TZ
Sunrise of Cardiff
127 Cyncoed Road
Cardiff
CF23 6AF
Plas Bryn Rhosyn Care Home
Heol Illtyd
Neath
Neath Port Talbot
SA10 7SE

Newport

Capel Grange Care Home
Capel Crescent
Newport
Gwent
NP20 2FG

Powys

St. Nicholas House Ltd Care
Home
Church Stoke
Montgomery
Powys
SY15 6AF

Swansea

Hengoed Park and Hengoed
Court
Cefn Hengoed Road
Swansea
SA1 7LQ

19

----------------------------------------------------------------------------------------------------------------------Age Cymru is a registered charity 1128436. Company limited by guarantee and registered
in Wales and England 6837284. Registered office address Ground Floor, Mariners House,
Trident Court, East Moors Road, Cardiff CF24 5TD. © Age Cymru 2021

20

