[image: image1.wmf]
User Satisfaction Survey

Calderstones NHS Trust
2007 – 2008

Rationale and Scope of Survey

National Patient Surveys have been established as a result of the NHS Plan (2000) which declared the Government’s commitment to ensuring that patients and the public have a real say in how NHS services are planned and developed. Improving the experience of every patient is at the centre of the plan’s reforms. Getting feedback from patients and listening to their views and priorities is vital for the delivery of the plan and for improving services.  

All NHS Trusts in England are required to carry out local surveys asking patients their views on their recent health care experiences (Standards for Better Health C14a) . The main purpose of these surveys is to provide organisations with detailed patient feedback on standards of service and care. This information should be used to help set priorities for delivering a better service for patients.

As well as providing information for each organisation involved in the programme, the survey results are currently used by the Healthcare Commission to produce and report performance measures at both an individual and national level.

However, there are a number of other reasons why the development and implementation of such a User Satisfaction Survey is important. Firstly, assessing user satisfaction is part of ‘good house keeping’ within the Trust and as part of Clinical Governance. Moreover, the survey will both inform and compliment the Clinical Governance and Clinical Audit agendas.

There is a functional requirement of commissioners to elicit feedback from service users. The survey would help fulfill this function and also provide a means of pursuing continuous quality improvement. The survey will provide a mechanism for measuring year on year performance from a baseline then improvements and dips in performance. In this respect service deficits and strengths can be identified together with weaknesses in existing service provision.

Client Information sheet – Instructions to interviewers

Personal introduction – who you are 

Explain why you are seeing the client

· We are interested in your views about how you feel you are treated by the staff of Calderstones NHS Trust
· By staff we mean all Trust employees who are involve din our care
· By saying what you think, it will help us make sure we improve things as much as we can

· Nothing you say will go on your file and no one living or working on your flat will see what I write down.

· Nothing you say will effect your treatment in any way.

· If you tell me about something that is important, that needs sorting out quickly, I can talk to (service manager’s name) for you. I won’t do this without discussing it with you first.

· You don’t have to agree to talk to me but it will be very helpful if you do. You can say that you don’t want to do it at any time.

· I am not going to start asking you questions until you say you would like to talk about your life at Calderstones. 

· Also, I won’t be asking you any questions about your background or personal life.

· Does that make sense?

· If you would like to stop or take a break at any time please ask

· Would you like to ask me any questions? 

· If you think of anything later you can always ask staff to ask me to come back to speak to you.

· Are you happy to continue with the survey?
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	Name of Client


	ID No



	Name of Interviewer




· The survey has been explained to me. 

· I have a copy of the information sheet.

· I know that I can say I don’t want to do the survey.

· I know that I don’t have to give a reason if I want to stop at any time

· I know that doing this survey will not affect my treatment at Calderstones.

I consent to take part in this study.

	Signed


	Date


I can confirm that I have explained the nature of this study to the above client and have given time to answer any questions concerning it.

	Name 








                         (Print)



	Post




	Signed









	Date


Please complete the loose insert and give to the client
Note to interviewer 

Before beginning establish that the client understands the prefix, “in my experience” if there are any difficulties try an alternative e.g.
“In what happens with you…”

“What it is like for you...”

If you need to change use the same prefix throughout the questions

If the client makes a qualifying comment that you feel is pertinent please record in the comment box underneath each question but do not request a comment

Section 1 – Respect
1. In my experience Trust staff are polite to me

	(
	(
	(

	Always
	Sometimes
	Never



	Comment:




2. In my experience Trust staff are polite towards my family

	(
	(
	(

	Always
	Sometimes
	Never



	Comment:




3. In my experience Trust staff make me feel important

	(
	(
	(

	Always
	Sometimes
	Never



	Comment:




4. In my experience Trust staff are thoughtful about my feelings

	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




Section 2 – Empowerment
1. In my experience Trust staff support me when I have a problem
	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




2. In my experience Trust staff recognise my rights to make decisions about my life

	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




3. In my experience Trust staff include me in decisions that effect my life
	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




4. In my experience Trust staff behave in the same way they expect me to behave

	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




Section 3 – Empathy

1. In my experience Trust staff are willing to listen to me when I want to talk

	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




2. In my experience Trust staff are helpful when I have a problem

	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




3. In my experience Trust staff help me work towards achieving my goals in life

	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




4. In my experience Trust staff understand when I am frustrated

	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




Section 4 – Inclusion

1. In my experience Trust staff are nice to talk to

	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




2. In my experience Trust staff include me in conversations

	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




3. In my experience Trust staff include me in their jokes
	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




4. In my experience Trust staff make me feel looked after

	(
	(
	(

	Always
	Sometimes
	Never


	Comment:




Section 5
- General Comments

1. What are the worse things about living at Calderstones
	

	

	

	


2. What are the best things about living at Calderstones
	

	

	

	


3. How do you think we can make it better – any ideas?
	

	

	

	


DEMOGRAPHIC SHEET

	Client I.D.




	
	From Respondent
	From Records



	Service West – Chestnut Drive


	
	

	Locked – Open Flat


	
	

	Mixed or Single Gender Flat


	
	

	Legal Status (MHA Section)


	
	

	Date of Birth


	
	

	Length of stay at Calderstones


	
	

	Case Manager’s Name


	
	

	Key Worker’s Name


	
	

	Psychiatrist’s Name
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