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User Satisfaction Survey
April 2007
	For office use only:
	


Introduction 
Patient’s satisfaction surveys are a requirement of the NHS Plan (DOH 2000) and a mandatory requirement of the Charter Mark assessment framework. Last year the Trust decided to undertake 3 user satisfaction surveys during 2006, collecting quantative data from service users with the intention to repeat this year on year. This was to enable the Trust to obtain a baseline of their current performance and enable year on year trend monitoring.

This survey is one of three that will be issued in 2007; this is a repeat of the surveys undertaken in 2006. The Clinical Governance Support Unit will collate the data and produce a report based on the feedback received. The report will provide information from which to measure subsequent year on year satisfaction levels. The report and an action plan will be reported initially to EMT and subsequently to the Clinical Governance Committee.

Service managers will disseminate the survey results and the action plan, together with the responses within their area of responsibility.
The time frame for completion of this first survey form is 1 month and Ward Managers are asked to co-ordinate the completion of the forms and return them to the Clinical Governance Support Unit by the 30th April 2007.  It is envisaged that every effort will be made to encourage and support clients to complete this survey. Ward Managers are required to provide a nil response feedback where clients have refused to participate.
Thank you

Joanne Bull
This survey form is in 4 Sections:

1:
Food

2:
Accommodation and the Hospital Environment

3:
Occupation and Leisure

4: 
Complaint Management

Section 1: Food
	1. I am involved in choosing the weekly menu for my flat.                   (Standards for better health) 

	Always
	Most of the time
	Some of the time
	Never


	2. The food I am served is always well presented.

	Always
	Most of the time
	Some of the time
	Never


	3. The food prepared on my flat is served at the right temperature.

	Always
	Most of the time
	Some of the time
	Never


	4.  If I don’t like what is on the menu there is another choice available.       (Standards for better health)   

	Always
	Most of the time
	Some of the time
	Never


	5. When I am on the flat I can have a hot or cold drink whenever I like.

	Always
	Most of the time
	Some of the time
	Never


Section 2: Accommodation and the Hospital Environment
	1. The flat that I live in is clean and tidy.

	Always
	Most of the time
	Some of the time
	Never


	2. There is enough space in my bedroom to keep my belongings safe.

	Always
	Most of the time
	Some of the time
	Never


	3. When something is broken or damaged in the flat it is repaired quickly.

	Always
	Most of the time
	Some of the time
	Never


	4. The flat I live in is decorated and furnished nicely.

	Always
	Most of the time
	Some of the time
	Never


	5. Do you smoke?

	Yes
	
	No
	


	6. I am happy with the arrangements for clients smoking on my flat.

	Always
	Most of the time
	Some of the time
	Never


	7. I am happy with the arrangements for a smoke free flat.

	Always
	Most of the time
	Some of the time
	Never


Section 3: Occupation and Leisure

	1. I have a good choice of day service activities to choose from.

	Always
	Most of the time
	Some of the time
	Never


	2. If I don’t like them my day service sessions I can change them to something I prefer.

	Always
	Most of the time
	Some of the time
	Never


	3. Day services offer’s me a chance to learn new skills.

	Always
	Most of the time
	Some of the time
	Never


	4. Day services managers ask me how to make day services better.

	Always
	Most of the time
	Some of the time
	Never


	5. I am happy with the choice activities of an evening.

	Always
	Most of the time
	Some of the time
	Never


	6. I am happy with the choice of activities at weekends.

	Always
	Most of the time
	Some of the time
	Never


Section 4: Complaint Management               (charter mark)
	1. If I have a complaint I know who to tell or write to.                              (Standards for better health)

	Always
	Most of the time
	Some of the time
	Never


	2. It is easy to make a complaint.

	Always
	Most of the time
	Some of the time
	Never


	3. Staff listen to clients if they have a complaint. 

	Always
	Most of the time
	Some of the time
	Never


	4. Staff treat clients the same if they make a complaint.                          (Standards for better health)

	Always
	Most of the time
	Some of the time
	Never


	5. The Trust tries to make the service better when clients make complaints.  

	Always
	Most of the time
	Some of the time
	Never


	6. Staff tell clients what is happening while a complaint is being investigated.

	Always
	Most of the time
	Some of the time
	Never


	7. Clients are told by managers what has happened when the complaint investigation has finished.



	Always
	Most of the time
	Some of the time
	Never
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