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Chorlton Good Neighbours 
 

Survey of Chorlton Good Neighbour’s Users, 2011 
 

1. Background 
 
Chorlton Good Neighbours (CGN) is a neighbourhood care group covering the Chorlton, Chorlton 
Park and Whalley Range areas of South Manchester. It was established in 1967 by local people and 
has evolved to become a well-established charity offering a range of services to local older people. It 
currently has over 250 users and 70 volunteers.  
 
This report analyses a survey of 76 of its users carried out by CGN care group in the Autumn of 2011. 
In order to put this in context we describe: 
a) A  survey of  CGN users and volunteers carried out in 2004 
b) A CGN survey of users attending exercise classes, April 2007 
c) A consultation event with a group of male CGN users and volunteers, held in July 2011.  
d) ‘Interventions’ data collected by CGN for Manchester City Council and analysed by them for the 

period February to November 2011,  
e) Responses to a wellbeing outcomes / user satisfaction survey carried out in May 2011 and 

repeated in November 2011  by the City Council South Manchester Commissioning team  
 
 
a) Chorlton Good Neighbours survey of users & volunteers, 2004 
A questionnaire survey of 66 CGN users and 30 CGN volunteers was carried out in 2004.  The user 
survey had a similar profile to the 2011 survey with two thirds of respondents being over the age of 
75 and over 80% of them female. The findings showed great satisfaction with the service being 
offered with the vast majority rating each type of service (eg Sunday teas, outings, shopping) as ‘very 
good’.  Suggestions for improvements have subsequently been followed up. For example one person 
wanted information on “where good home helpers, hairdressers or decorators are”. CGN now has a 
book with contact details for local services and tradespeople that has been added to on a regular 
basis. 
 
The volunteer survey found that on average volunteers were giving 10 hours of their time per month  
to help at Good Neighbours and that there was a high level of satisfaction with the volunteering they 
were doing.  The vast majority of volunteers were over the age of 50 and of these 43% were over the 
age of 65. From this it is clear that the distinction between ‘volunteers’ and ‘users’ of Good 
Neighbours services is not a fixed one, nor just a matter of age.  Many users provide some support to 
other users and many volunteers benefit from Good Neighbours outings, classes and training 
opportunities. A simplified characterisation of our membership would be that whilst volunteers are 
typically in their third age (55-75); users are primarily drawn from people in their fourth age (75+) 
where social isolation and increasing levels of disability and dependence are more prevalent 
 

 
b) CGN Exercise Class Survey, April 2007 
Chorlton Good Neighbours, in partnership with the Falls & Mobility Project, Manchester Public 
Health Development Service, started to run exercise classes especially designed for older people 
from August 2004. A second weekly class started in February 2005. This was a seated exercise class 
and catered for people with less mobility. In May 2005 a new, more vigorous session was introduced  
as this had been identified as a need from the Monday class participants. 
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A survey of exercise class participants was carried out in April 2007. 49 questionnaires were 
completed out of a total of 64 participants, giving a response rate of 77%. Interesting findings from 
this survey included: 
 
• 64% of respondents were over 75 years of age 
• 55% of respondents identify themselves as having a disability. Arthritis and joint pain accounted for 

half  of the conditions reported. Others included deafness, blind or partial sightedness, post or pre-
operative cancer, DVT, fracture, muscle damage and heart conditions 

• The Friday seated class included more people with disabilities (80%) and a higher proportion 
over the age of 75 (75%) 
 

Health benefits of exercise classes: 
 
• 62% said their health was improved by spending time with other people and had helped them to 

overcome isolation 
• 60% said they had gained 'greater flexibility'. 
• Other popular health benefits (40 - 46%) were 'it gives a purpose to the week', 'improved 

strength' and ‘feeling happier’. 

                                 "I feel much more energetic and alert" 

                       "I feel fitter, more strength in my limbs,  
                        structured exercise motivates me to carry on  
                        exercising at home" 
 
 
This survey gives some indication of the health benefits of the exercise classes. This relates 
closely to the aims of 2011 Wellbeing Survey of CGN users carried out by the South Manchester 
Commissioning Team, where such interventions are mapped against positive outcomes such as 
fewer visits to GP or Hospital A&E departments. For example, one user said that since she had 
been to the exercise classes she could now raise her arms above her shoulders. This meant she 
could reach a shelf in her kitchen which previously she had (dangerously) used a stool to reach, 
with all the attendant dangers of falling and subsequent medical interventions this could lead to. 

 
c) Focus Group of CGN male volunteers and Users, July 27th  2011  

 
A group of 9 male CGN volunteers and users met to discuss their experience of CGN and how we 
might go about attracting more men to CGN considering their under representation in the group 
A series of questions were put forward for discussion (see appendix 1).  

 
What were your first impressions of CGN? 
 
   
‘‘I was initially put off by so many women. 
   I was reluctant to get involved until I  
  had broken the ice. I would like to see more  
  things going on for me.’’ 
 

 
“Women are more likely 

to suggest things.’’ 
 

 
“Men don’t make as  

much noise as women” 
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What put off men from coming? 
 
As well as feeling that they are in a minority they acknowledge that sometimes men are not as good 
at socialising as women, especially in the context of coffee mornings or Sunday meals: 

 
‘‘Men tend to sit around the edges.’’ 

‘‘Men like to be able to include it in their routine, they don’t like their routines being upset.’’ 
‘‘Men prefer to have a pint and watch the match.’’ 
‘‘Men probably need more support to be sociable.’’ 

‘‘People are stuck in their routines, it’s hard to get them out of their habits.’’ 
 
One comment summed up the way in which some men can view socialising for its own sake as going 
against the grain, as being wasted time or an unnecessary expense: 
 

‘‘Some people think, what’s the point of coming to a  
Coffee morning when I can have a coffee at home!’’ 

 
Also they felt that there weren’t activities that appealed directly to them: 
 

‘‘I like it but there doesn’t seem to be as much for men – 
that’s why I brought the dominoes.” 

‘‘I had friends that came but stopped coming because they were bored.’’ 
 
What sort of activities would you like to see at CGN? 
 
‘‘Snooker or bowls.’’ ;  ‘‘Fishing’’ ; ‘‘Gardening, we could use the Church yard. We could use it to 
grow vegetables.’’;  ‘‘A CGN allotment – there are a few local allotments but there is a waiting list.’’ 
‘‘Indoor activities like Scrabble.’’; ‘’Darts.’’; ‘‘Computers with internet access – you would need a 
booking system.’’ 
 
“Talks or demonstrations – already had a Thornton’s afternoon‘’; ‘‘Talks on men’s health.’’; ‘‘Talks on 
the RAF or local history.’’ ‘‘Home brewing! We could make our own moonshine.’’ ; ‘‘Or winemaking – 
elderberry wine.’’; ‘‘Cycling group – we could use the Fallowfield Loop or Chorlton Ees.’’; ‘‘Walks – 
that would be more popular than cycling.’’ 
 
Following this focus group session CGN has applied for Lloyds TSB  funding to employ a worker (part 
time) to encourage older men to join CGN and to develop activities that will appeal to men. We have 
already appointed a temporary, part time worker to look at these issues and they are currently 
organising snooker sessions for some of CGN’s male users at a nearby cricket club. They are also 
planning to start up a garden and vegetable plot on  piece of land adjacent to CGN. 

 
d) Chorlton Good Neighbours Outputs data, Feb-Nov 2011 
 
One of the requirements of the Wellbeing Services grant that Good Neighbours receives from 
Manchester City Council’s is that we monitor the use of the services we provide. We collect data on 
19 categories  of service provided. These ‘service units’ or ‘interventions’ (City Council terminology) 
include escorting & transport, social support, advocacy, information & advice, shopping, wheelchair 
support, home visits, gardening, DIY & odd jobs, bereavement support, dog walking, singing group, 
exercise sessions and Sunday Teas.   
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The data provided by CGN for Feb-Nov 2011 inclusive has been analysed by the South Manchester 
Commissioning team1 and shows: 
• In the 10 month period from February to November 2011 the average number of service users 

was 308 (including one off referrals).  
• “Outputs at Chorlton Good Neighbours have been strong and shown a steady month-by-month 

increase in most areas. Over 300 people use Chorlton Good Neighbours each month, making it 
the largest Neighbourhood Care Group in South Manchester” 

• The number of home visits has increased significantly – from 160 in February to 217 in October. 
• The amount of DIY and odd job work has also increased – from 38 in February to 117 in 

November (however, this increase was largely due to better monitoring procedures being put in 
place) 

• Telephone support - increased from 65 instances in July to 157 in August. This service peaked in 
September at 165, but has since shown a small decrease.      

           
On average over two thirds of users (69%) received more than one service per month and the 
average number of ‘interventions’ per user per month rose from 4.45 per user in February to 6.15 in 
November.  In terms of the grant we receive the cost per unit of service averaged out at £2.88 per 
unit which illustrates the value for money that the Council is receiving for providing its financial 
support. 
 
e) Wellbeing outcomes / user satisfaction survey, May & Nov 2011 
 
The data collected for the City Council is of measurable outputs. This gives an indication of the ‘value 
for money’  provided by Good Neighbours – a key indicator in the Council’s 2010-13 Value for Money  
Action Plan 2. However , the City Council wishes to go beyond outputs and “To understand the 
relationship between investment and return in relation to improved outcomes for Manchester 
people” 3. This was the starting point for the CGN 2011 survey – to identify the longer term benefits 
to our users of the services we provide. 
 
Outcomes are defined by the National Council for Voluntary Organisations (NCVO) as the impact or 
"the difference your organisation makes" 4. The more immediate benefits can be seen as outcomes 
and the wider, longer term, cumulative effects as the impact. 
One of the terms of receiving the grant  was that Good Neighbours agreed “to participate in 
evaluation activity to demonstrate the benefits and outcomes of the project”5.  
 
Manchester City Council’s target outcomes for wellbeing services:   
 
1. Maintaining independence – through provision of practical support 
2. Reducing social exclusion and associated problems such as depression and isolation through 

providing opportunities for social interaction 
3. Improving physical and mental health through activities and stimulus 
4. Increasing access to information and advice on how to get hold of appropriate support 
5. Feeling safe and secure 

                                                           
1 Chorlton Good Neighbours Outputs Report, Nov 2011, South Manchester and Wythenshawe Commissioning 
Teams, Manchester City Council -  Adults, Health and Wellbeing Directorate 
2 Value for Money 2010-2013  The Vision for Manchester   http://goo.gl/nXYTG 
3 Value for Money 2010-13 (op cit), p22, Key Aim 1  
4 NCVO, “What is Impact”  www.ncvo-vol.org.uk/strategy-impact/what-is-impact 
5 Wellbeing Grant Payments for Dec 2010 to March 2011 – CGN- contract reference CC/607/GEN (5) 
Monitoring, Nov 2010 
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6. Reducing the adverse impact of long-term conditions through health promotion and empower 
people to manage their own health 

7. Opportunities to participate and make a positive contribution to the community / society thus 
promoting social cohesion, autonomy, dignity and self-esteem. 

 
More recently the City Council has asked Care Groups like CGN to focus on the Five Ways to 
Wellbeing6   
 
• Connect… With the people around you. With family, friends, colleagues and neighbours. At 

home, work, school or in your local community….Building these connections will support and 
enrich you every day.  

• Be active…  Go for a walk or run. Step outside. Cycle. Play a game. Garden. Dance. Exercising 
makes you feel good. ..discover a physical activity you enjoy and that suits your level of mobility 
and fitness.  

• Take notice… Be curious. Catch sight of the beautiful. Remark on the unusual. Notice the 
changing seasons. … Be aware of the world around you and what you are feeling. Reflecting on 
your experiences will help you appreciate what matters to you.  

• Keep learning… Try something new. Rediscover an old interest. Sign up for that course…. Set a 
challenge you will enjoy achieving. Learning new things will make you more confident as well as 
being fun.  

• Give… Do something nice for a friend, or a stranger. Thank someone. Smile. Volunteer your 
time. Join a community group....Seeing yourself, and your happiness, linked to the wider 
community can be incredibly rewarding and creates connections with the people around you. 

 
Whilst this wellbeing methodology has been implemented recently, we feel that the CGN 2011 
survey addresses many of these issues. However, the 2011 survey provided a snapshot of people’s 
views and the City Council is keen to find out how people views, health and overall wellbeing 
changes over time. In order to provide such information the Commissioning team has carried out 
interview based questionnaires with service users in May, and again in November 2011.  
 
This is their summary of progress so far: 
• Interviewees were questioned about their experience of Chorlton Good Neighbours, as well as 

their recent interactions with health and social care services, their use of transport and their 
personal feeling of wellbeing. Some service users were interviewed twice, with the aim of 
monitoring change in their wellbeing as a result of using the service.   

• The Wellbeing Outcomes Wheel formed part of the questionnaire, which asked participants to 
judge their agreement with seven statements through scores of 1 to 5. Participants questioned 
over two occasions gave a score 0.35 points higher on average during their second sitting, 5-6 
months after the first. This increase suggests improved wellbeing among users of Chorlton Good 
Neighbours. Service Users interviewed twice also indicated fewer recent visits to GPs or to 
hospital during their second interview than at their first.  

• Comments about Chorlton Good Neighbours were universally positive. Interviewees frequently 
commented on the good company and helpful service they receive when attending activities. 
Many said that being part of the service reduces isolation.  One interviewee reported that 
friends at the group tell her Chorlton Good Neighbours is “like an alternative family” to her.7 

                                                           
6 New Economics Foundation “The Five Ways to Wellbeing” Report, 2010 (commissioned jointly by the 
National Mental Health Development Unit and the NHS Confederation) 

7 Chorlton Good Neighbours Outputs Report, Nov 2011, Manchester City Council (op cit) 



6 

 

2. CGN User Survey, Autumn 2011        
     
The Chorlton Good Neighbours (CGN) survey was designed so that the questions asked specifically 
related to the seven outcome areas outlined earlier. These seven areas are reflected in the response 
tables one to seven. 
 
We conducted face-to-face interviews with 76 users. This represents about 30% of our regular users 
and is a snapshot of their views in the autumn of 2011. The interviewees were drawn from coffee 
mornings, after exercise sessions, and from those receiving home visits. The survey sample was 
representative in that it included those users who are less mobile or housebound as well as the 
more socially engaged and mobile users interviewed on site. The interviews took place between 
August and October 2011.The interviewers were given advice and briefing notes on how to 
administer the questionnaires. 
 
Table 1.1 Age of Respondent 

 

The age of respondents gives an accurate representation of  CGN’s users age profile with 84% being 
over 70 years old, and 57% being over the age of 80. The ratio of older women to older men (ie over 
the age of 70 ) in the CGN catchment area is 60:408.  CGN’s ratio of women to men users is 
approximately 82:18. The interview sample reflected exactly this ratio of women to men (88:12). We 
are addressing the under representation of men in CGN with a project which aims to develop more 
activities orientated towards older men’s interests. 

We asked users to estimate the extent to which CGN helps them maintain their independence. The 
responses are overwhelmingly clear that is helps them significantly, with 26% responding  ‘quite a 
lot’ and 46%  ‘a great deal’.  
 

                                                           
8 Chorlton Ward Profile, Manchester City Council, 2011/01 www.manchester.gov.uk 
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Table 1.2 to what extent has your involvement with Chorlton Good Neighbours helped maintain 
your independence?  

NB: In this and subsequent tables, the figures on the bar chart are normally numbers of respondents 
answering, not percentages 

 

     “Recognising the need to have to ask for help is very difficult for many previously active  
       people like myself. It is good to have help offered in a sensitive or matter of fact way.  
       For example, “is it OK if I sweep your leaves up outside?’ 
 
 
Table 1.3 What practical support have you received from Good Neighbours? 
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The above table shows the types and amount of support received by users . The most heavily used 
forms of support were transport ie: volunteers giving lifts in cars to users (28%). This includes both 
access to onsite activities and to off-site activities such as appointments for doctor’s surgeries, 
hospital appointments or to clinics. Next comes participation in social events such as coffee 
mornings and trips out (23%), home visits (16%), odd jobs having been carried out for them (13%) 
and wheelchairs support where a worker helps wheelchair users to go shopping or elsewhere out 
and about in Chorlton (6.3%) 
 
Some typical comments on practical support received 
 
Home visits:  

“Sarah has made a great difference to my life, she means 
the world to me.  I look forward to her coming every Sunday. 
I hate the weekends when she doesn't come it makes them 

seem longer.  She's been a really good friend to me” 
 

 
“CGN are kind, caring and supportive and really appreciate 

my weekly visit from support worker.” 
 

 
"To be able to talk to co-ordinator and visiting support worker 
in confidence about personal issues has been a great relief on 

many occasions. I am so appreciative of all the help and support 
I've received from CGN over the years I've been involved with the group" 

 
 
 

Wheelchair support:  
 
“I have help every other week on 
 a Tuesday. I get taken out for an 
hour in a chair. I need this because it 
takes me out of my flat. I gain 
friendship and understanding” 
 

Advice & Support:   
 
    There's always somebody there to give me     
    advice if I need it. It's nice to know I have  
    that extra help and support if I need it. It's a    
    sense of security - a feeling that there's      
    someone there and that I'm not alone -   
    which is important” 
 

Sunday Teas and Trips:  
 
“It's got me out a bit more. I  
like coming to the trips most.  
I look forward to the Sunday  
Tea” 

Shopping:  

“It means a lot to me because I realise that help 
is here if I need it. On a practical side the exercise 
has been a positive help. Jenny has been a big 
help. I have found a big shop like that difficult; it’s 
a great help for Jenny to do it for me.” 
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Table 2.1  How much has being involved with Good Neighbours helped you to overcome those 
times when you are feeling low or a bit depressed?  

 

“I know there's someone there to talk to if I feel down; there's a whole support system there” 

“It takes you out of yourself - you forget your own problems by being involved with other people. 
 I have made good friends here.” 

Tables 2.1 and  2.2 aimed to explore whether CGN activities helped in reducing social exclusion.  We 
interpreted this as helping to overcome feeling low, and also feeling that CGN was an important part 
of their life. Table 2.1 shows that 60% of respondents said that CGN had helped them ‘a great deal’ 
to overcome times when they were feeling low. Another 24% answered ‘quite a lot’.  This confirms 
for us the view that the incremental effect of small, but significant contribution to the social and 
community life of our users has significant beneficial effects for them. This is important – it is 
estimated that up to 25% of people over the age of 65 have symptoms of depression that are severe 
enough to need treatment9 

Table 2.2 How important is Good Neighbours to you and your life? 

 
                                                           
9 http://www.mind.org.uk/help/people_groups_and_communities/mens_mental_health#older 
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The responses to question 2.2 mirror those relating to the previous question on mental 
wellbeing.They show that  respondents feel strongly that CGN plays a critically important role in 
their lives with 81% saying that CGN was ‘quite important’ or mattered ‘a great deal’ in their lives. 
With both these questions there are many comments which emphasise the importance that users 
attach to the role played by CGN in their lives: 
 
"It's a sense of security - a feeling that there's  
someone there and that I'm not alone –  
it is important  to have somewhere to go” 
 

“It's a great help to have CGN there to take me 
out. It's great to know that you are "THERE" at 
the end of the phone whenever I need you.”  

 
2.3 What effect would it have on you if Chorlton Good Neighbours closed? 
This open-ended question was an attempt to gauge the importance of CGN to our users. The 
responses were littered with terms or phrases like “very  down and upset”, “devastated”, “very sad”, 
“very disappointed”, “Would hate it”, “very depressed”, “I would feel at a great loss”, “I’d be very 
lonely”, “don’t think I would still be here” . Other typical comments included: 
 
       “It would be a great loss to our local community of elderly folk. It has been good to  
        recommend it to other people even if I have not used all facilities myself, CGN fulfils  
        a real need” 
      "I would feel very down and upset and I know I would go back to square one by feeling  
       very lonely and depressed and just end up looking at four walls again" 
 
 
Table 3.1 Have you participated in any of the following activities at Chorlton Good Neighbours? 
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Two thirds of our respondents (67%) had attended Coffee mornings (held every Thursday) and trips 
out (5 or 6 of these per year).  Sunday teas are also popular with nearly half (47%) attending them. 
The Sunday teas are so popular (with 40 or so attending each time) that they are restricted to those 
older people who live by themselves and are more socially isolated. They also provide an 
opportunity for volunteers who work full time to contribute.  The three exercise classes  which  are 
held each week are each tailored to different needs and abilities. They are very  popular, as are the 
cooking demonstration sessions and the ‘Be Well Age Well’ courses that are a relatively recent 
innovation. 

Table 3.2  Has participation in any of the above activities helped your physical health and/or 
mental wellbeing?  

 

Again a clear indication of how much the activities contribute to physical fitness and mental health, 
with 81 % saying that these activities contributed ‘quite a lot’ or ‘ a great deal to their health and 
wellbeing. The exercise classes are all very popular since they cater to all levels of ability, and 
importantly, CGN, unlike Leisure Centres and fitness classes, provides transport to and from classes 
(as it does with the coffee mornings and other activities) for those unable to make it on their own. 

 

“I do feel more confident about not falling  
because of the exercise class”  

“It's kept my mind active by being involved in the 
activities and meeting new people and old friends”  

    "It makes me feels young and happy and wanted" 

   “I was very down when my husband died. It has  
    given me a new lease of life. I feel at peace with  
   the world and very happy” 
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Table 4.1 Have you had access to any of the following from Chorlton Good Neighbours?  

 

Tables 4.1 & 4.2  indicate that nearly all users receive the regular CGN newsletter and that nearly 
two thirds (61%) have received information at coffee morning sessions with a speaker. These are a 
particularly important source of advice, for example, speakers come in from the NHS Falls Unit to 
give useful, practical advice.  

                         “The Falls Team was very helpful in getting me an appointment  
                           for exercise and help with my arthritis” 

Nearly two thirds of respondents say that they have found this information to be ‘quite useful’ or ‘a 
great deal useful’  

Table 4.2 How useful have you found the information provided by Chorlton Good Neighbours?  

 

             “They are the first people I turn to when I need help with anything as their  
              help, support and advice is outstanding” 



13 

 

59% say that they have received advice and support from CGN over the phone. This includes people 
ringing in for advice, but there is also a policy of ringing up people if for example, they don’t turn up 
for sessions they normally come to, or if a volunteers notices when delivering a newsletter that 
there is a lot of mail uncollected. This ‘going the extra step’ to check that people are OK is central to 
CGN’s philosophy. Both volunteers and staff are clear that there is a distinction between personal 
friendships and the relationships we have when we act on behalf of CGN.  We go the extra step, not 
just because it is the correct professional thing to do, but because volunteers and users know each 
other and care for each other. 

                   “If I were worried I would know where to turn to for advice. Chorlton Good     
                    Neighbours shows a caring attitude” 

Table 4.3  Where, other than Chorlton Good Neighbours do you go for advice? 

 

Respondents were able to give more than one answer to question 4.3. A few answered that CGN 
was their sole source of advice. Most mentioned their family, friends and Health professionals (H.P.) 
– especially their doctor. Even though the City Council (CC)  was on the list of choices, only  4% 
mentioned it or Social Services as a source of advice. Other sources that people mentioned  (in order 
of number of mentions) included Housing Warden or Manager; Religious Groups; Enterprise Agency; 
Care and Repair. 

Table 5.1 How much does the support you receive from CGN make you feel safer? 

 



14 

 

We asked question 5.1 in relation to the ‘feeling safe and secure’ outcome that the City Council is 
trying to achieve. We were surprised by the fact that 64% of our respondents indicated that the 
support they received from CGN made them feel ‘quite a lot’ or a ‘great deal’ safer. It could be that 
the knowledge that the support is only a phone call away and that it comes from people who are 
local, who know them and whom they trust, provides an important psychological support, especially 
for those who are on their own, without relatives nearby or who are housebound. Many older 
people are wary of answering the phone, but when you ring them, as soon as you say you are from 
Good neighbours, they noticeably relax. 

          “If needed you can ring for support - if you want a job doing they can advise 
           – whether it is a safety chain on the door or a safety rail in the cellar” 

         “I feel there is someone there who will give advice and help - don't feel as  
           isolated. It's like a big family” 

 
Table 5.2 What part does CGN play in making your community a better place to live? 

 

Almost three out of four (74%) of CGN users agree with the statement that CGN makes  a ‘great deal’ 
of difference to making their community a better place to live in. This is not just important for their 
personal feelings of wellbeing but also for the wider community in that they, older people, provide 
much of the social glue for communities such as Chorlton and Whalley Range. Many older people are 
themselves informal carers with 11% of the over 65’s in Manchester being carers compared with 
only 6% of those under 4510.  

“We realise that by having the group in our 
community we don't feel alone or isolated” 

 
"It's the only comprehensive organisation" 

                                                           
10 Manchester City Quality of Life survey, 2004/05 (quoted in Social Capital Report, 2007, Brian Kelly, 
Corporate Performance, Research and Intelligence Team, Chief Executives Department, Manchester City 
Council 
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“All those I meet at CGN are very appreciative of the activities and support especially if they have 
no close family/neighbours help to rely on. It is important to know that the QUALITY of help given is 
good and dependable” 

Older people provide community leadership. Older people are, more than any other group: 
• the lynchpins of community groups;  
• active neighbours  who look out for vulnerable neighbours; 
• have skills and experience to share; 
• important supporters of local services & businesses 
Two thirds (64%) of over 65s volunteer regularly on an informal basis and 65% regularly help out 
elderly neighbours –the most likely of all adult age groups to do so.” 11 
 
Table 5.2 Percentage of Manchester residents who agree that their local area is   
“a place where people from different backgrounds get on well together”12 

 
 

    “CGN reaches a lot of isolated people and gives them a sense of self-worth,  
     the support of friendship and access to support services in wider community” 

    “It's a good area. If it wasn't here it wouldn't be so good” 

                                                           
11 “Gold Age Pensioners”, WRVS, Mar 2011 p.22 
12 Adapted from Manchester City Council  2006/07 Best Value Survey (quoted in Social Capital Report, Brian 
Kelly, op cit) 
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Whilst it would be unrealistic to attribute feelings of cohesion and neighbourliness in Chorlton and 
Whalley Range solely to the impact of CGN or even the role of older people generally (economic 
factors must play a significant role), it is interesting that Chorlton, Chorlton Park and Whalley Range 
came top of all the wards in Manchester in “getting on well together”. They are also at the top or 
close to the top in surveys of volunteering and attachment to the local area. CGN is the largest of the 
Care Groups in Manchester. There are large areas of the City which have no such organisation at all. 

Table 6.1 Do you have any long-term health conditions?   

 

MS in hands;  osteoporosis and high blood pressure;  osteoporosis (2); Parkinson's disease; 
dementia; dizziness; balance Rheumatoid arthritis (7); Recent major operations; spondulosis;  
trapped nerves in spine; blindness (4);  eye problems;  thyroid problems (2);  Hearing loss;  
Osteoporosis (2); Heart bypass; heart disease (5), TIA/ strokes;  ovarian cancer; Back problem; 
Epilepsy (2); Insulin dependent diabetes (3); Mobility problems (5); anaemia; schizophrenia; mental 
health (3); manic depression; dilation of the food pipe;  

From observation it was clear that hearing problems were under-reported, probably because it was 
felt that this was a ‘normal’ part of ageing.  The most commonly reported health conditions were 
arthritis, heart disease and mobility problems 

Table 6.2 If yes, to what extent does your participation in Chorlton Good Neighbours activities 
help you cope with your long term health condition? 
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Tables 6.1 and 6.2,  aim to evaluate the extent to which the services offered by CGN helped 
empower people to manage their own health (Wellbeing outcome seven). 78% of respondents  
indicated that they hade a long term health condition. This is likely to be an under reporting, in that 
some people feel that “they musn’t grumble” and others treated long term conditions, such as being 
hard of hearing as a natural part of ageing and therefore didn’t count. 

 
 “I always feel good when I've been here.  
  Good to know I can get out and meet  
  people” 
 
 “Mixing with other people with their own    
  troubles makes mine seem less” 
 
 “I forget about my problems for a couple  
  of hours when I am at Good Neighbours” 
 
 

 
    "Being involved with CGN various activities  
     helps me to occupy my mind so I'm not  
     aware of my condition as much and they  
     help & support me in so many ways" 
 
    "All activities I've taken part in have helped  
    me enormously. Being arthritic I didn't think  
    I'd be able to do as much as I have done  
    with Good Neighbours" 
 

Of those with a long term health condition, 55% said that CGN activities helped them to cope with 
their ill health “a great deal” and another 32% said CGN helped “a fair amount” or “quite a bit”  

Table 7.1 To what extent has your participation in Chorlton Good Neighbours activities enabled 
you to meet new people and make a positive contribution to your local community? 

 

 

        “Because of the availability of the transport by the volunteers in getting me 
         to and from the activities, it’s enabled me to meet new and old friends” 

       “I like meeting new people, it’s nice to sit anywhere and start up a  
        conversation and have a chat” 
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“I've met many new people from the trips  
and the Sunday tea, it’s nice to meet them 
around Chorlton at the bus stop” 

“I was in a new area and didn't know  
 anyone, it's nice to have a sense of  
 belonging” 

“So many activities and so many people  
 come, so we mix with others. It's very  
 neighbourly led” 

“As a volunteer it introduces you to a whole  
new community” 

  "As a regular visitor to the coffee mornings 
   now, which I thoroughly look forward to, I    
   make a personal effort to welcome new  
   people who may feel a little nervous on their  
  first visit and talk to them about the group” 

  "Even though I'm not able to take part with  
   activities as much as I used to, Good Neighbours    
   still make regular contact with me via weekly 
   visits from the support worker, newsletters and  
   phone calls which makes me feel still part of a  
   community" 

 

7.2 To what extent has your participation in Chorlton Good Neighbours helped improve your 
confidence and self-esteem?  

 

 
Questions 7.1 & 7.2  relate to Wellbeing outcome seven – “promoting social cohesion “.  Users 
clearly believe that their participation in CGN activities or making use of CGN services helps them to 
both improve their personal self-esteem and also help them make a contribution to their local 
community – both by helping other CGN users and by encouraging friends and neighbours to join 
CGN and gain from these services too. In the recent survey of CGN outputs by the commissioning 
team, the most productive route to referrals after self-referral (44.5%) were referral by existing CGN 
users (16.5%) – way ahead of referrals by social services (11.5%) or by GPs and health professionals 
(7.5%) 
 
 
“I'm quite shy but when I come here I talk, coming here brings me out of myself, and I can 
talk to people” 



19 

 

“It is very difficult for me to be on the receiving end of help and to be classed as elderly and needy 
after a professional and voluntary lifetime of giving help to others” 
 
“My illness makes me negative; CGN reminds me the value of everybody and the ability of 
everybody to enjoy themselves” 
 
“I was confident before but CGN has helped me remain happy and confident” 
 
"Being able to get out with the help of the volunteers and their transport to attend the activities at 
CGN is a real boost to my confidence and self-esteem” 
 
“I don't feel alone. People have problems but we manage, we listen to each other" 
 
“Going out again gives me confidence; tried other places but nowhere is as good as here; find all the 
staff friendly and professional” 
 
 
 
8.1 Are there any other support needs or extra activities they would like Good Neighbours to 
offer? 
 
Very high levels of satisfaction 
 
Many respondents couldn’t think of anything additional that CGN might offer, but were very keen to 
praise what was already provided: 
 
 

“I am really pleased and grateful for all that they do and offer 
and I can't think of anything else that they don't already do.” 

              
            “I can't praise it enough - should have come years before. 

Hearts are busting with praise for all the people have done” 
 

 
Users realise that CGN’s resources and capabilities are stretched 
Some people were concerned that the resources of the organization were stretched and starting 
new activities or offering additional services would put an unsustainable burden on existing workers, 
volunteers and the limited physical resources available:  
 

“I think CGN does a first class job and think it offers 99.9% of things that people 
can do. If it offer any more then need more resources, which we haven't got” 
“Money is tight; <group> needs more money” 

 
There is also a reluctance to ask for things that they would personally like as they realised the 
financial pressures on CGN and didn’t want to add to this:  
 

“So pleased with all the group does and can't think of anything else but 
would love to have more visits as gets quite lonely and feel so much better 
when in company” 
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CGN should publicise what it does more 
One of the concerns expressed was that CGN, despite its extensive work and network of users and 
volunteers, is not as well known in the areas it serves as it should be: 
 
           “You need more publicity. I've spoken to people about you and they've not heard of you.  
            I feel it would be beneficial for more people to know about you.” 
 
CGN want to publicise more but are concerned that most of its activities are operating at full 
capacity and it would be difficult to cope with any additional demand. 
 
More trips out please! 
The 5 or 6 day trips a year organized by CGN are always very popular and tickets quickly sell out.  
Even the weather is usually good! Here are some of the suggestions for more trips: 
 

“A trip every week!” 
 

“Trips to concerts (classical or general appeal), theatres,  
stately homes, gardens with disability access or even garden  

centres or shopping outlets(Ostwaldtwistle Mills was very good)” 
 

“Safari parks or sanctuaries, good zoos. Perhaps cathedral 
 Cities and art galleries if not too far for day trips. More  

 seaside (but not very keen on Blackpool). The Lake district” 
 

 
There is understandably a demand for more trips, however, they are complex and costly to organize 
and with current resources CGN can’t afford cost and (especially) the worker time spent in planning 
and organising them. It requires hand-delivered newsletters to advertise them,  a coach with 
wheelchair access, transport (from volunteers) to and  from the collect and drop off point for the 
coach; volunteers to push wheelchairs and assist mobility impaired users; phone calls to remind 
users before and on the day; replacing people who drop out due to illness etc. This typifies much of 
CGN’s work. Dealing with users who often have complex needs, means that what seem to be 
straightforward events, like day trips, or activities like Sunday Teas or exercise classes, involves 
considerable planning, coordination and resources.  
 
There are requests for more coffee morning and Sunday teas; however, since CGN is running at the 
limit of its worker and volunteer resources, an increase in coffee mornings and Sunday teas is not 
currently feasible. 
 
Other suggested activities  
 
Learning more about computing and the internet seemed to be a popular theme: 
 

  “Would be interested in a computer class; this day and age everything’s  
    all on the computer” 
 
  “I would like a computer class”  “Interested in computers and basic internet” 
 
 “It would be good if we did a computer course, tried it elsewhere and it wasn't  
  organised at all, the communication was very poor” 
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Sport and Exercise 
 
There were ideas for adapting or expanding the exercise classes and for other sports activities: 
 

“Exercise classes - maybe a bit more interesting, varied - nicer music” 
 
“Exercise for people in chairs (Parkinson's) unable to stand alone” 
 
“Would love the massage class back; was disappointed when it stopped” 
 
 “I'd like to go swimming”     “Play golf – I would help set up a golf group” 

 
 
Pastimes 
 
 

“A snooker table would be nice”.       “Cards and dominoes” 
 
“I play trombone & I miss that. If there were a band I'd enjoy that.” 
 “ 
“Get more indoor games e.g. bowling”     “Maybe knitting, but not sure”   
       
 “Flower arranging”                     “I'd like to do crocheting again but can't yet”  

 
8.2 Have you any other comments you would like to make about how Good Neighbours supports 
you/what impact it has had on your life/ what it means to you? 
 
This question was asking for users views about the impact of CGN on their lives. As can be seen from 
the selection of comments below, many of these testimonials were heartfelt and showed how 
important CGN is as part of their lives: 

 
 

"The group offers excellent support 
on such a regular basis which makes 
me feel part of the community and 
less alone & isolated. I dread to think 
what my life would be like without 
it.” 
 

     "To be able to talk to co-ordinator and   
   visiting support worker in confidence  
   about personal issues has been a great  
   relief on many occasions. I am so  
   appreciative of all the help and support  
  I've received from CGN over the years” 
 

 
 
“I've not been with the group for long  
 but it's lovely feeling being a part of 
something again and not so alone” 
 
 
 
 

     
 
     “I'd feel at a loss if GN were not here. I     
     enjoy getting to know and helping new  
     people feel comfortable” 
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“There's always somebody there to  
give me advice if I need it. It's nice  
to know I have that extra help and  
support if I need it. It's a sense of  
security - a feeling that there's  
someone there and that I'm not  
alone - which is important” 
 
 
“Been satisfied, all the trips I've been on 
and the Christmas. Happy to be part of it. 
I give up the dinners at my place to come 
here!” 
 

“CGN are kind, caring and supportive and  
  really appreciate my weekly visit from  
  support worker. I would miss it so much  
  as I just wouldn't be able to go out  
  without the help/transport from the  
  group” 
 
    
  “I have help every other week on a  
   Tuesday. I get taken out for an hour in a  
   wheelchair. I need this because it takes  
   me out of my flat. I gain friendship and  
   understanding” 
 

 
"It's opened my world. After being 
in and out of hospital since 2005  
and losing touch with friends.  
It's been a great help 
 
“Helps understanding other people & their 
troubles - good to feel you can offer to 
help, especially when you’re 86” 
 
 
“It's a great help to have CGN … It's great 
to know that you’re "there" at the end of 
the phone whenever I need you” 
 

 
  “I totally rely on CGN for help. Without  
   them I can't ever get out of my flat. They  
   take me to the bank, shopping and on day  
   trips out.” 
 
  “It's just they are there; it's lovely to  
   know they are there if and when I  
   need them, young people helping the    
   elderly is amazing.” 
 
 
   “I live on my own and it is a great lifeline for          
    me.   Please continue for ever!!” 
 

 

3. Conclusions 

The type of service offered to their users by Care Groups is often characterised as ‘low level’. Whilst 
this links it to ideas of primary care, there is also a pejorative implication that it is somehow 
relatively unimportant and doesn’t matter that much. The results of the various surveys of CGN, its 
users and volunteers, shows that as well as being centrally important to many people who use its 
services, it also contributes considerably to their long term mental and physical wellbeing.  The 
findings illustrate that CGN delivers significantly on all seven of the City Council’s desired outcomes 
in that CGN: 

• Assists users in maintaining their independence; 
• Helps to reduce their social exclusion, depression and isolation;  
• Improves users physical and mental health ;  
• Provides access to useful, practical & regular information, advice and support;  
• Helps users to feel safe and secure in their community 
• Reduces the adverse impact of long-term conditions through health related activities and 

empower people to manage their own health  
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• Provides opportunities for users  to participate and make a positive contribution to the 
community and retain their independence 
 

These conclusions are based on the views and beliefs of the users and volunteers who took part in 
the survey. The City Council also required factual evidence to show value for money of their grant 
support to CGN. Their monitoring analysis by the South Manchester Commissioning Team shows 
how the service outputs or ‘interventions’, as they term them,  are both substantial and extremely 
cost effective with a cost of just £2.88 per unit of service delivered by CGN. 

More recently the City Council Commissioning team have introduced the ‘Wellbeing Outcomes 
Wheel’ (WOW) approach based on questions which aim to elicit users’ positions on a 5 point 
performance scale (Level 1 ‘not satisfied at all’ to Level 5 ‘very satisfied’). The questions relate to 
the 7 desired outcomes:  

• How Independent do you feel? 
• How confident do you feel to meet and socialise with other people? 
• How healthy and positive do you feel day to day? 
• Do you know where to go for information and advice? 
• How safe do you feel in day to day life? 
• How well can you cope with your health problems? 
• Do you feel involved and that you have value in everyday life? 

 
These outcomes map quite closely with the original target outcomes which was the focus of the CGN 
user survey which provides a comprehensive picture of users’ views. However, an added element in 
the WOW approach was an attempt to see if participation in CGN’s activities and services led to 
measurable changes in how people answered on WOW performance questions. Hence, the City 
Council’s User Satisfaction survey which was carried out twice in 2011 (May and November). Some 
of the users chosen were fairly new to CGN, the theory being that they would provide benchmark 
scores of their state of wellbeing before they received any CGN services. The idea was that they 
would be surveyed 6 months later to see if they have moved up the scale (ie from less to more 
satisfied) to try and find out if there was any measurable effect on their wellbeing of CGN 
participation. 
 
Any results of this 6 month survey have to be treated with caution. The period of time between the 
repeat interviews (6 months) is very short for the impact of CGN’s services on new users to be 
measured. Also CGN, of course, is not the only factor which can influence people’s lives. Other 
factors (eg:  ill health, family issues, new GP) could have significant effects on a person’s wellbeing 
and act as intervening variables. 
 
Changes in wellbeing are not easily measured but we feel that the range of surveys and monitoring 
that have been done at CGN can triangulate beneficial effects in a way that no one single measure 
would do. Overall, the evidence base points to the conclusion that CGN’s activities do change users’ 
attitudes, lifestyles and their mental and physical wellbeing.  It is reasonable to go on to conclude 
that such care services can lead to significant savings for both the NHS and the Local Authority’s 
Social Services. For example, there is initial evidence from the Council User Wellbeing survey that 
visits to the GP or hospital have been reduced over time for CGN users. This could indicate a saving 
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to the NHS since it costs the NHS between £59 and £117 every time a patient visits the accident and 
emergency department, compared to an average cost of £23 for a GP consultation13.  Similarly a 
person having gone to a CGN exercise classes might be less likely to fall and therefore less likely to 
result in a broken leg – the treatment ofwhich is estimated to cost £3,500 to the NHS in 200614. 
 
The evidence from the Council’s 6 Month survey indicates that CGN is delivering positive results, 
with users moving up the Wellbeing scale an average 0.35 points and having registered fewer visits 
to their GP and the hospital in November 2011 compared with May 2011.  
 
Regardless of the statistics, we know that the service offered by CGN to both its users and its 
volunteers is highly valued. We realise that we cannot stand still and have to continually change to 
meet new social and economic conditions as well as changing needs of older people. One of the 
main benefits of these survey has been to find out what has worked well and what less so, what new 
areas of activity should be explored and innovations implemented. The older men’s project is an 
example of this forward thinking. However, it is also interesting to note the continuity of services 
offered since the 2004 survey. Core activities such as home visits, wheelchair support, coffee 
morning, Sunday teas and day trips will remain at the heart of what we deliver as they provide a 
haven of friendship and support – neighbourliness – which enrich the lives of all those involved with 
Chorlton Good Neighbours. 
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Appendix 1  Men’s Focus Group  

Male users & volunteers meeting, Wed 27th July  11am 

Questions to ask: 

1. What were there views about CGN before they came? 
 

2. a) Were they reluctant to come to CGN in the first place?  
b) What stopped them coming ? 
c) What/who encouraged them to come, to take the first step? 
d) What was good/not-so-good about their first experience of CGN? 
e) What encouraged them to stay and keep coming? 
 

3. What specific needs do they have in keeping themselves active, mentally and 
physically? (eg: overcoming health problems, depression) 

 
4. Are there any activities that they would like to see at CGN for men (eg: 

classes/sessions on internet use or video production; bowls, snooker, darts; men-only 
exercise group) 
 

5. Any ideas for how we could attract more men to join CGN? 
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Appendix 2 

Chorlton Good Neighbours Monitoring Survey, Autumn 2011                      

Name                                  Date:                        

Age <50 51-55 56-60 61-65 66-70 71-75 76-80 81-85 86-90 90+ 

 
When did you first come to Good Neighbours?         

How did you find out about Good Neighbours? 

Do you consider yourself 
to be : 

1. Independence 

1.1 to what extent has your involvement with Chorlton Good Neighbours helped maintain your 
independence? 

1......................................2...................................3....................................4....................................5 

Not at all              a bit  a fair amount      quite a lot  a great deal 

In what way?  

1.2 What practical support have you received from Good Neighbours? (please tick relevant boxes) 

  

 

 

Shopping 

Transport - one-offs (eg hospital) 

Transport - regular 

Odd jobs (eg paying bills, phone 
calls, library book returns) 

 

 

 

Wheel chair support – one-offs (eg support with 
trips) 

Wheel chair support – regular with Amanda 

Visits (from support workers or volunteers) 

Access to social activities 

Other (please specify) 

 

2. Reducing Social Exclusion 

2.1 How much has being involved with Good Neighbours helped you to overcome those times when 
you are feeling low or a bit depressed?  
1......................................2...................................3....................................4....................................5 
Not at all              a bit  a fair amount      quite a lot  a great deal 
In what way?  

2.2 How important is Good Neighbours to you and your life?  

A  service user  A volunteer     Both 
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1......................................2...................................3....................................4....................................5 
Not at all              a bit  a fair amount      quite a lot  a great deal 
2.3 What effect would it have on you if Chorlton Good Neighbours closed? (eg how you would feel?) 

3. Physical & Mental Wellbeing 

3.1 Have you participated in any of the following activities at Chorlton Good Neighbours? (please tick 
relevant boxes) 

  

 

 

Exercise Class 
Cooking Session 
Coffee Morning 
Sunday Tea 
Trips out 

 Art group 
‘Be well, Age well’ course 
Volunteering 
Choir 
Projects (eg: Chorlton FM; memories/voices project; 
visiting schools; talking with outsiders/visitors) 

 

3.2 Has participation in any of the above activities helped your physical health and/or mental 
wellbeing? 

1......................................2...................................3....................................4....................................5 
Not at all              a bit  a fair amount      quite a lot  a great deal 
In what way?  

4. Access to Information 

4.1 Have you had access to any of the following from Chorlton Good Neighbours?  

  Chorlton Good Neighbours Newsletter/leaflets 

Information when attending coffee morning sessions with a speaker (eg ring & Ride, Falls  
               Team) 

               Advice & support from GN over the telephone/via a volunteer 

4.2   How useful have you found the information provided by Chorlton Good Neighbours? 

1......................................2...................................3....................................4....................................5 
Not at all              a bit  a fair amount      quite a lot  a great deal 
 

4.3  Where, other than Chorlton Good Neighbours do you go for advice? (please tick relevant boxes) 

  

 

 

Family 

Friends 

City Council 

 Health Professionals (eg doctor, nurse) 

Library 

Other (eg: scheme manager ; ‘care & repair’) 
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5. Safe & Secure 

5.1 How much does the support you receive from Chorlton Good Neighbours make you feel safer? 

1......................................2...................................3....................................4....................................5 
Not at all              a bit  a fair amount      quite a lot  a great deal 
 
5.2 What part does Chorlton Good Neighbours play in making your community a better place to live? 

1......................................2...................................3....................................4....................................5 
Not at all              a bit  a fair amount      quite a lot  a great deal 
In what way?  

6. Health information 

6.1 Do you have any long-term health conditions  Yes / No 
If yes, please specify... 

6.2 If yes, to what extent does your participation in Chorlton Good Neighbours activities help you 
cope with your long term health condition? 

1......................................2...................................3....................................4....................................5 
Not at all              a bit  a fair amount      quite a lot  a great deal 
In what way? 

7. Participation 

7.1 To what extent has your participation in Chorlton Good Neighbours activities enabled you to 
meet new people and make a positive contribution to your local community? 

1......................................2...................................3....................................4....................................5 
Not at all              a bit  a fair amount      quite a lot  a great deal 
In what way? 

7.2 To what extent has your participation in Chorlton Good Neighbours helped improve your 
confidence and self-esteem? 

1......................................2...................................3....................................4....................................5 
Not at all              a bit  a fair amount      quite a lot  a great deal 
In what way? 

8. Other:  

8.1 Are there any other support needs or extra activities they would like Good Neighbours to offer? 

8.2 Have you any other comments you would like to make about how Good Neighbours supports 
you/what impact it has had on your life/ what it means to you? 
 
Thank you for taking part – your comments will help us give useful feedback to CGN’s funders  
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