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How do we gather the views of our customers?

We have a number of ways in which we currently collect information from our customers about their views and experiences of our services. These are broadly organised into three categories:
1) 
Systematic feedback mechanisms, which aim to gather views from a typical cross-section of all service users in a particular group (e.g. surveys of all users or randomly selected samples)
2) 
Involving individual service users who want to play a part in shaping services (e.g. through user forums or membership of planning groups)
3)
Partnerships with organisations which aim to represent the interests of groups of people who may need services



Service User Forums, Working Groups and Focus Groups

Service User Forums are regular feedback mechanisms, locality based, open to new users and involving service users and staff discussing a shared agenda about the review and development of services. Membership has appealed to people with complex needs who are often multiple users of services, or are living in very difficult circumstances. They are generally very positive about Northumberland Care Trust staff, and value the help they receive.

Most forums are attended by one or two Care Management staff and they can often resolve operational problems that arise. This is very reassuring to forum members, and is a very positive example of instant listening and response.

Forums have a high rate of retention of members. Forum members are often interested in acting as user representatives in other groups (e.g. focus groups). They have been particularly interested in Transformation and have offered very useful feedback and questions about aspects of the Transformation programme.

Service User and Carer involvement has produced changes in training and practice in acute hospital and psychiatric hospital care. 

Working or Steering Groups are professional and usually multiagency, organised round a particular task or problem. They actively involve service users and carers within the group.

Focus groups help examine a particular new policy or help respond to a particular issue. They should ensure that service users influence the development.  

In 2007-08 the focus in involvement work was on community care service provided through social care and mental health services, and there are now involvement mechanisms covering all the main service user groups.

In 2009 Northumberland Care Trust’s community health services are actively developing involvement mechanisms, which are being piloted through a project with The NHS National Centre for Involvement. District Nursing and Podiatry are part of the project and Sexual Health services are also actively developing feedback mechanisms, which can be evolved by other community health services. 

There is also considerable opportunities for community health service patients to join existing forums, which will extend their scope. Many forum members already use health and social care services.
What have customers said about our services?

Below is a snap shot
 of some of the things customers have said about different services taken from recent surveys and forum meetings.

Home Care (In-House and Independent)
	Positives

	Negatives

	· There’s a high level of satisfaction with home care services
“The service I receive is top rate they are flexible and very caring.”

· Home care workers are polite and friendly

“My carers [Care Workers] are very good at their job and always have a smile and time to chat if needed, that means more than words can say.”

· Home care workers respect the privacy and dignity of clients

“They are kind and always respect my dignity when I am having a bath and other duties.”

· The service is valued by clients and carers alike
	· Sometimes home care workers spend less time with clients than they should

“I sometimes feel that the carers [Care Workers] don’t stay for the time that they are allocated and therefore don’t do all their duties.”
· Problems sometimes arise with cover for regular home care workers
“Problems arise during holidays. Home care workers covering my regular help sometimes do not turn up at all.”

· Some concerns about having to have microwave meals due to time constraints
· Some people would like more home care time allotted to them

· There needs to be more emphasis on basic training
“While some of the care workers are excellent others seem to be lacking in basic training.”

· There should be more flexibility around timings of home care visits

· There are some tasks that the home care service doesn’t do
· Forum members have said that service users would like to know more about why changes in services happen



Client and Carer Views of START Service
	Positives

	Negatives

	· There is a very high level of satisfaction with the START service from both clients and carers

“The team I had were a blessing when I was helpless and in pain.  When I was getting better, they helped by suggesting various useful ways of helping myself.”

· START clients feel their views are taken into account

· START staff have helped people do things for themselves and regain their skills and confidence

“The carers were professional but friendly and were a major factor in helping dad’s recovery. Thank you to all involved.”

	· Some people said they don’t understand why they are receiving the START service before it commences and not all people said they received an information sheet about the service from care managers

“Perhaps more time should be taken to explain exactly what the service is for.”
· Some people think that six weeks is not long enough



Carers Views of Care Management

	Positives

	Negatives

	· Most carers feel their views and opinions are taken into account by care managers and most carers who receive a carers assessment find the process useful
“Made me realise how important it is to look after my own health. Very supportive.” 


	· Some carers said that they did not know about their right to a carers assessment

“I never knew there was a Carers Needs Assessment available.” 




Clients’ Views of Care Management
	Positives

	Negatives

	· Most clients say that their care manager listens to them and takes their views and opinions into account

“The service I have received has been excellent. My care manager listens to me and helps me make choices. I have never had need to make a complaint. The team are great.”
· Most clients say that the services they receive improve their quality of life

“If it wasn’t for my care manager and care team I wouldn’t be home with my children now. She and the team have helped me a lot through my illness. I appreciate them all a lot. Thank you.”
· Most clients say they are satisfied with the service they receive from care management
“The service I have received has been faultless. My care manager [name] deserves a medal she has helped me so much.”

· Where issues relating to a persons disability, age, gender, religion or belief, ethnicity or sexual orientation have arisen, they have in most cases been handled well

“I have a major disability and health problems and the help I have received has improved my quality of life and I am assured that the local social services are there if needed.”

	· Some care management clients say that they sometimes experience difficulties getting in touch with their care manager

“When I have phoned main office, she’s out and have to leave messages. Never gets back in touch.”

· Not all care management clients can recall being given a care management information folder

· Some learning disability clients said they are not happy with the information they receive from their care manager

“I would like my care manager to be better informed about the services available.”
· Sometimes equipment is provided (e.g. baths) but clients do not feel confident enough to use it when they are alone in the house

· A number of clients said that they are not aware of direct payments 

· 28% of learning disability clients don’t think their needs are reviewed often enough

“Hardly ever see my care manager who when she comes promises but not follow up.”

· People with a learning disability clients felt that they did not have enough choice about what services were available to them

· Forum members have said that continuity is important for people with complex needs, even if their condition is stable 

· Forum members have said that some Care Managers do not understand the condition of people with complex needs very well and would like them to have more training
· Forum members have commented unfavourably about  the increases in charges



Patients Views of Community Health Services
	Positives

	Negatives

	· There is a high level of satisfaction with the services received with most patients feeling that they were treated with respect and courtesy and had confidence in the care received

“Since having access to a specialist nurse I don’t feel so alone…. excellent service”

“All members of staff give an excellent service and all were highly professional”


	· There could be more privacy when dealing with reception staff
“Due to the situation of the reception desk, there is no privacy when speaking to the receptionist”

· Forum members have said that communication between agencies and between community and hospital services is sometimes poor
· Forum members have said that people are not always given information about community care services when they become ill/recognise they have a long term condition (e.g. at point of diagnosis in hospital or by their GP)
· Forum members have identified pain control and recognition of pain are quality issues that need more training



Client Views of Learning Disability Day Care Services
	Positives

	Negatives

	· Most clients enjoy attending the day services

· Clients highly rate the staff who work within the day services
“I like going to the day centre. All the staff are very good and I enjoy myself when I am there.”
	· Some clients don’t feel they have enough say in how services are run
· Some people feel there could be more to do

“Sometimes I am bored, there isn’t a lot to do.”



Appendix 1
Forum Activity 
	Activity
	Time scale
	Tasks/Description
	Numbers involved 
(actual number varies)

	OP Forum Ashington
	Bi monthly 
	· Service user forum with care manager and voluntary org. input

· Book, arrange and agree content.

· Facilitate meeting

· Follow through content between meetings with care managers, other organisations, operational management structure
	15 older people on data base-9 at last meeting



	OP Forum Bedlington
	Bi monthly
	ditto
	9 older people on data base -8 at last meeting

	OP Forum Hexham
	Bi monthly
	ditto
	9 older people on data base-6 at last meeting

	OP Forum Amble
	Bi monthly
	ditto
	15 older people on data base- 8 at last meeting



	OP Forum Belford
	Bi monthly
	ditto
	9 older people on database-7 at last meeting

	Dementia forum Ashington
	Bi monthly
	Ditto, but also more planning meetings involved because of new work/complexity of work
	10 older people (5 carers, 5 people with dementia)

	Dementia forum Berwick
	Bi monthly
	ditto
	First meeting June 2009

	OPMH Involvement Steering group
	Monthly
	· Professional working group ( multi agency) with service user and carer involvement

· Arrange and agree content

· Periodic direct work with users re a specific issue brought up with the group
	Multi agency professional group with 5 service users and 5 carers actively involved

	Acute care and Dementia working group
	Monthly
	· Professional working group (multi agency) with service user and carer involvement

· Arrange and agree content

· Act as member of research reference group for Newcastle University project
	Multiagency professional group with 4 carers actively involved

	LTC Forum
	Bi monthly
	· Service user forum with care manager and voluntary org. input

· Book, arrange and agree content.

· Facilitate meeting

· Follow through content between meetings with care managers, other organisations, operational management structure
	24 people with long term conditions on database-10 at last meeting 



	LINK Contract Group
	Quarterly and ad hoc
	Have acted for contract managers in meetings and within LINk development 
	LINK now has approx 100 members across county

	Direct Payments Steering group
	Bi Monthly
	Group linked with Transformation team to encourage involvement in the development of DP in Northumberland
	5 carers and service users involved

	LD Valuing People Now meetings
	Periodic 4 sessions (still to do Alnwick/Berwick and Blyth
	· Working with Ann Brown to bring the VPN Agenda to people in day services in Northumberland

· Workshop approach on 4 areas (work/leisure/housing/health and choice)
	Bedlington 14 people

Hexham 5 people

Alnwick/Berwick to come

	Supporting People Involvement work
	Will review post inspection
	To be discussed with Marshall Sisterson and George Irving 
	2 service users in Core Group 14 service users in ‘Service User Interest Group’ 25 service users with LD in SP LD Forum.

	WA Mental Health Forum
	To be started in Spring 2009
	Development work with User Voice and operational Staff
	

	NCI Project
	From November 2008 to June 2009
	Work with NCI on their Northumberland Project on 3 areas of work in community health services

Work with operational and practitioner staff in Northumberland, and with service user representatives in Steering Group
	3 service users in Steering group. NCI project involved interviewing 17 podiatry patients, questionnaire responses from 35 district nurse patients, focus group planned  

	Sexual Health
	Early development work with this team as they transfer to NCT management. Meetings monthly
	Development of questionnaire and feedback from it will determine next steps
	Responses from 303 patients

	Sensory Impairment Grp 
	Ad Hoc
	Exploratory meeting on 5.05.09
	About 10 people with sensory impairment 

	LD P’ship Board
	
	Professional policy group with service user and carer involvement
	

	LD Forum
	-
	Currently working specifically on the Third Degree Project
	About 7 people


In partnership with





Systematic 


Feedback





Involving Individuals*





Partnerships with organisations





Annual In-house 


Home Care Quality Visits 





Surveys 





Complaints and 


Compliments 





Your Comments 


Email Address 





Care Management Annual Survey


Community Health Services Survey


(new joint health and social care survey to be introduced)


Home Care Annual Survey


National Social Care Annual Survey (different topic each year)


START Evaluation Ongoing Survey


Ad hoc surveys conducted as part of service reviews / audits etc. (e.g. district nursing survey, survey of BME service users)





Focus Groups 





Service User Groups based within services





User Forums





12 Forums currently exist








Local Involvement Network (LINk) 





Carers 


Northumberland 





Representation on Boards & Planning Groups





N’land Community Development Network 





5 Working / Steering Groups currently have user/carer representation








Third Degree 


Inspection Team 





Ad hoc consultation events





Ad hoc consultation events 





* Since January 2009 nearly 200 people using services have been actively involved in these meetings, mainly through User Forums and the NCI project.








� This section is not exhaustive – it is intended only to give an indication of some of the different things clients and patients in some surveys and groups have said about services





