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User Satisfaction Survey
December 2006
	For office use only:
	


Introduction 
The Trust currently undertakes an annual patient’s satisfaction survey as a requirement of the NHS Plan (DOH 2000) and as mandatory requirement of the Charter Mark assessment framework. This survey has historically focused on a qualitative question framework. 
Whilst the current mechanism continues to provide valuable information in terms of informing the respective services continuous qualitative improvement action planning, this information fails to provide the opportunity for services to baseline the Trust’s current performance and enable year on year trend monitoring.
Therefore, the Trust has decided to undertake 3 user satisfaction surveys during 2006, collecting quantative data from service users. This is the third of the three surveys; the others took place in April and August 2006.     

The Clinical Governance Support Unit will collate the data and produce a report based on the feedback received. The report will provide baseline 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 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 31st December 2006.  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

Carol Shillitoe

This survey form is in 4 Sections:

1:
Relationships with Calderstones Staff

2:
Contact with Families and Friends

3:
Maintenance of Privacy and Dignity

4: 
Feeling Safe

Section 1: Relationships with Calderstones Staff

	1.  I find it easy to talk to my doctor about my treatment and care.


	Always
	Most of the time
	Some of the time
	Never


	2.  I find it easy to talk to my therapist about my treatment and care.



	Always
	Most of the time
	Some of the time
	Never


	3.  I find it easy to talk to my Case Manager about my treatment and care.


	Always
	Most of the time
	Some of the time
	Never


	4.  If I have a problem staff make time to listen to me. 


	Always
	Most of the time
	Some of the time
	Never


	5.  If I have a problem staff try to help me.


	Always
	Most of the time
	Some of the time
	Never


	6.  Managers are easy to get in touch with if there is problem that cannot be sorted out on the ward.



	Always
	Most of the time
	Some of the time
	Never


	7.  I can get in touch with the PALS service when I need to.



	Always
	Most of the time
	Some of the time
	Never


	8.  I can get in touch with an Advocate when I need to.


	Always
	Most of the time
	Some of the time
	Never


Section 2: Contact with Families and Friends
	1.  Staff on the ward make it as easy as possible for my family and friends to keep in contact with me at Calderstones.


	Always
	Most of the time
	Some of the time
	Never


	2.  I can talk privately with my family and friends when they visit or telephone me at Calderstones.


	Always
	Most of the time
	Some of the time
	Never


	3.  When my family and friends visit, Calderstones staff are polite and helpful.



	Always
	Most of the time
	Some of the time
	Never


Section 3: Maintenance of Privacy and Dignity
	1. When I want to be on my own I have a quiet place to go.


	Always
	Most of the time
	Some of the time
	Never


	2. When I am using the bathroom my privacy is respected.


	Always
	Most of the time
	Some of the time
	Never


	3. Staff talk to me about my personal issues in private. 

	Always
	Most of the time
	Some of the time
	Never


	4. When staff talk to me they are polite and respectful.


	Always
	Most of the time
	Some of the time
	Never


Section 4: Feeling Safe
	1. I feel safe living on my flat.


	Always
	Most of the time
	Some of the time
	Never


	2. If I don’t feel safe I can tell a member of staff.


	Always
	Most of the time
	Some of the time
	Never


	3. If clients say they don’t feel safe a member of staff will try to help.


	Always
	Most of the time
	Some of the time
	Never
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