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Survey of Older People Receiving Home Care

Introduction

This paper provides information and results from the survey of older
people receiving home care that was carried out in February 2003.

It includes details of why the survey was carried out, the methodology
used and the results, including two new PAF and Best Value performance
indicators.

Appendix A contains the questionnaire used whilst appendices B and C
cover the full set of results and written responses.

Background

4.

Management Team received a briefing note in July last year explaining
that following consultation between DH, Office for National Statistics, and
the Social Policy Research Unit, councils would need to survey older
people receiving home care during 2002/03.

The survey involved a number of compulsory questions including the
following two PAF/Best Value questions:

PAF D52 (BVPI 182) Overall satisfaction with help received at home

Users who asked for changes who were

PAF D53 (BVPI 190) satisfied with those changes

The survey programme for the next three years has now been agreed as
follows:-

2003/04 Clients with physical or sensory impairments aged 18-64
2004/05 Looked after children

2006/06 A repeat of older people receiving home care

Methodology

7. The Department of Health issued detailed guidance on the methodology to

be used for the completion of the survey. This included details set out by
Best Value, and a basic questionnaire that councils could add to if wished.



8. The Personal Social Services Research Unit (PSSRU) at Kent University
have also been involved in the survey. Leicestershire are one of thirty five
authorities that are working with PSSRU to gain more detailed analysis
particularly at provider level. Initial results will be fed back by PSSRU via
a series of workshops to be held during the Autumn.

9. All questionnaires were coded to allow analysis at a provider level. If this
level of analysis is not included in the PSSRU work it will be completed by
Management Information & Systems.

10.0f the 3,074 service users aged over 65 receiving home care in January, a
stratified* random sample of 1,020 was taken.

11.The PSSRU questionnaire (appendix A) was used without adding any
additional questions. This was posted direct to service users including a
covering letter from the director and a pre-paid envelope for return.

12. Two weeks after the initial mail-shot, a reminder letter (including a copy of
the questionnaire, and a new return envelope) was sent to those who
hadn’t returned a questionnaire. This improved the return rate from 59%
to 79%.

Response

13.There were 801 (79%) questionnaires returned which is a significantly high
return rate for a self completed postal questionnaire.

14.0Overall the profile of those returning the questionnaire reflected those
receiving home care. This includes age and gender of service users and
the provider of the services. However, only 1% of respondents were from
Black and Minority Ethnic communities compared to 1.6% who receive
home care.

PAF / Best Value Results

15.The figure for PAF D52 on overall satisfaction was 59%. However, this
does not truly reflect the level of those expressing satisfaction with their
service. The Pl only counts those who answered ‘Extremely Satisfied’ or
‘Very Satisfied'. It does not contain those who answered ‘Quite Satisfied’.
The DH explain that this is due to the fact that older people are more likely
to answer that they are satisfied and that the responses included would
provide a more genuine level of satisfaction. By including those who
answered ‘Quite Satisfied’ the response goes up to 91%.

16.The issue has been raised with the DH and correspondence is taking
place between ADSS and DH. It is not yet known whether PAF bandings
will be set to take into account the difference.

17.There is a similar situation with PAF D53, users who asked for changes in
the help they receive who were satisfied with those changes. The PI only

! Stratified sample means that, although service users were randomly chosen, the method
used meant that the make up of the sample reflected the true population as best as possible.



includes those who answered ‘the changes | ask for are always made’ —
this give a figure of 58%. If those who said the changes are sometimes
made the percentage goes up to 95%.

General Results

18.The results for each question have been listed in appendix B, split by in-
house or independent provider. There was little difference in response
between those receiving in-house home care and those receiving it from
the independent sector. The following paragraphs highlight those areas
where there is a slight difference in response.

19.To the question, “Do your care workers spend less time with you than they
are supposed to?”, 46% of those receiving home care from an

independent provider said yes (either “sometimes”, “often”, or “always”)
compared to 35% in-house users.

20.This is backed up by the fact that 54% of in-house users said their care
workers were in a rush whereas 61% of those receiving independent home
care said there workers were in a rush.

21.Paragraphs 18 and 19 highlight differences in the length of time spent with
service users. Itis also worth noting the results on the 2 questions relating
to the arrival time of carers. To the question “Do your workers come at a
time to suit you?”, in-house users were more inclined to answer ‘usually’
than ‘always’ compared to those receiving independent home care, whilst
11% said they never know what time their carer was going to arrive (5%
amongst those who receive independent home care).

22.Question 14 asked respondents to rate how well they agree with a number
of statements about their carers. Each response has been scored in order
to work out the average score. These are:

Strongly agree 2
Agree

Disagree -1
Strongly disagree -2

23.As with other questions there was no significant difference between
respondents receiving in-house or independent home care. Overall,
respondents getting independent home care showed a slightly more
favourable view of their carers, with the biggest difference being on the
statement, ‘My care workers are excellent at what they do’.

24.Two questions allowed service users to comment on their services. One
of these asked ‘If you could change one thing about your home care
service what would it be?’. The greatest number of comments concerned
issues of time.



25.Comments which could easily be identified as positive or negative showed
a significant difference with 16% of comments being positive compared to
only 4% negative (this is similar for both in-house and independent).

Conclusions

26.There was a good response rate to the survey both in overall numbers and
the breakdown by home care provider, gender etc. The poor response
from Black and Ethnic Communities will need to be addressed in future
surveys.

27.0verall satisfaction is very high when those who answered ‘quite satisfied’
are included. However, the points highlighted in paragraph 14 on the
calculation of the PAF / Best Value Pl should be noted.

28. Of the statistical tests carried out on the data, there was no significant
difference between services provided in-house or by the independent
sector.

Recommendations

29.The Quality and Performance Group is asked to:
a. Note the contents of the report including the PAF / Best Value P.I.s;

b. Receive a further report later in the year based on PSSRU analysis.



Your Home Care Service

What we would like you to do

We would like you to help us by taking a few minutes to answer
some questions about the home care services you receive. If you
do not wish to answer these questions, there will be no
consequences for your care.

Why you were selected
Your name is just one of many that have been selected at
random from Social Services’ records.

What will be done with the results of the survey

The results of the survey will be used by both the Department of
Health and your local social services department to see how
happy people are with the home care services and also to see
whether changes need to be made to the services.

Confidentiality

Your answers will be treated as confidential: they will not be
passed on to your care workers, your social worker or anyone
else responsible for providing you with home care or other help.
If you say on the form that you are being hurt or abused by
anybody, someone (but not your care worker) will contact you to
talk about it.

What to do if you need help
If you would like, you can ask a friend or a relative to help you
complete the questionnaire.

What to do if you have queries or would like to obtain
information on the results

If you or your friend or relative have questions you would like to
ask about this questionnaire, please ring Matt Williams on 0116
2657427, Monday to Friday between 10.00 am and 12.00 p.m.
or between 2.00 p.m. and 4.00 pm.

Sending back the completed questionnaire

Once you have completed the questionnaire please return it in
the envelope provided. You don’t need to put a stamp on the
envelope.

Thank you for helping us by completing this questionnaire



SECTION 1

First, we’d like to know how you feel about the overall
quality of care you receive in your home.

1. Overall, how satisfied are you with the help from Social
Services that you receive in your own home?

Please tick [3] one box

I am extremely satisfied

I am very satisfied

I am quite satisfied

I am neither satisfied nor dissatisfied

I am fairly dissatisfied

I am very dissatisfied

I am extremely dissatisfied

2. Does anyone contact you from Social Services

to check that you are satisfied with the home care that
you receive?

Please tick [ 3] one box

Yes

No




The next questions are about the home care workers who do
housework for you or help you with personal care

3. Do your care workers come at times that suit you?

Please tick [3] one box

They always come at times that suit me

They usually come at times that suit me

They sometimes come at times that suit me

They never come at times that suit me

4(a) If you ask for changes in the help you are given, are
those changes made?

Please tick [3] one box

The changes I ask for are always made

The changes I ask for are sometimes made

The changes I ask for are never made

[ have never asked for changes

(b) If you have never asked for any changes; why is that?

Please tick [3] one box

I have never felt I could ask for any changes

[ have never needed to ask for any changes




5. Do your carers arrive on time?
Please tick [ 3] one box
My carers are never on time

My carers are sometimes on time

My carers are often on time
My carers are always on time

I never know what time my carer is going to arrive

6. Do your care workers spend less time with you
than they are supposed to?

Please tick [ 3] one box

They never spend less time with me than they are
supposed to

They sometimes spend less time with me than they
are supposed to

They often spend less time with me than they are
supposed to

They always spend less time with me than they are
supposed to




7. Are your care workers in a rush?
Please tick [ 3] one box
They are never in a rush

They are sometimes in a rush

They are often in a rush

They are always in a rush

8. Do you have as many visits from your care workers
as you need?

Please tick [ 3] one box
Yes, I have as many visits as [ need
No, I need a few more visits

No, I need a lot more visits




9. Do you always see the same care workers?

Please tick [ 3] one box

Yes, I always see the same care workers

No, but I nearly always see the same care workers

No, I hardly ever see the same care workers

No, I never see the same care workers

10. Do your care workers do the things that you want done?

Please tick [ 3] one box

They always do the things I want done

They nearly always do the things I want done

They sometimes do the things I want done

They never do the things I want done




11. Are you kept informed, by your home care service,
about changes in your care? (e.g. your visit will be late
or you’ll have a different carer)

Please tick [ 3] one box

Someone always lets me know about changes

I sometimes know about changes and sometimes don’t

I never really know what’s going on

12. Do you have anything in writing which says what your
care workers are supposed to do for you?

Please tick [ 3] one box
Yes

No




13. Overall, how do you feel about the way your care
workers treat you? (e.g. whether they are understanding
and treat you with respect)

Please tick [ 3] one box

[ am always happy with the way my carers treat me

[ am usually happy with the way my carers treat me

[ am sometimes happy with the way my carers treat me

[ am never happy with the way my carers treat me

14. Now, please read the following statements and then put
a tick (3) next to each statement under the answer which
comes closest to the one you want to give.

Strongly |Agree Disagree | Strongly
agree disagree

My care workers are
understanding

My care workers are
miserable

My care workers are
obliging

My care workers are
unfriendly

As far as I know,

my care workers keep
any personal details
they know about me to
themselves




Strongly
agree

Agree

Disagree

Strongly
disagree

My care workers gossip
to me about other
people they care for

My care workers are
excellent at what they
do

My care workers are
less thorough than I
would like

My care workers treat
me with respect

My care workers do
things in their way
rather than mine

My care workers are
gentle with me

My care workers are
careless

My care workers are
honest

15. If you could change one thing about your home care

Services, what would it be

Please write your answer in the box

R




This question is about the sort of life you have now.

16. Please read the following statements and then put a

tick (3) next to each statement under the answer which

comes closest to the one you want to give.

Strongly
agree

Agree

Disagree

Strongly
disagree

I am always clean

[ always feel
comfortable

I don’t feel safe in my
home

I have as much contact
with other people as I
want

I spend too long with
nothing interesting to
do

I get up and go to bed
at times which suit me

And, overall;

Strongly
agree

Agree

Disagree

Strongly
disagree

The help I get from
Social Services has
made me more
independent than I was




SECTION 2
The answers to the next few questions will be used to make
sure that we have a balanced sample of home care users.

17. Are you male or female?
Please tick [ 3] one box

Male

Female

18. How old are you?
Please tick [ 3] one box

Under 65

65-74

75-84

85 or over

19. To which of these groups do you consider you belong?

Please tick [ 3] one box

a) White (British, Irish, any other white background)

b) Mixed (White and black Caribbean, White and Black African,

White and Asian, any other mixed background)

c) Asian or Asian British (Indian, Pakistani, Bangladeshi,

any other Asian background)

d) Black or Black British (Caribbean, African or any other

Black background)

e) Chinese

d) Any other ethnic group




20. How many hours of home care do you usually receive
each week?

Please write in the box

21. Do you receive any practical help from any friends,
neighbours or family members?
Please tick [ 3] one box

Yes

No

And finally;

22. Did you fill in this questionnaire by yourself or did you
have help from someone else?

Please tick [ 3] one
box

[ filled it in myself

I had help from a care worker

I had help from someone else

23. Please write any other comments you would like tolmake
about the home care you receive in this box




Thank you for helping us by filling in this questionnaire.
Please post it back to us in the envelope provided.

You don’t need to put a stamp on the envelope.









For office use only
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