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I was asked by Home Orchard Managers to carry out the resident’s satisfaction surveys
for quality assurance purposes. This is a report of the results.

This is the second year | have facilitated the resident’s satisfaction surveys. Last year | met with the managers and
administration team to discuss having an electronic version of the survey so that residents could opt to carry out
the survey on their tablets or computers.

It was suggested it could be trialled this year and | was sent a link of the e-survey to familiarise myself with the
procedure before going ahead with the residents. | thought it was very clear and many of the residents would be
able to use it if they chose to.

On January 16™ 2019 | met with all the residents and have written their individual feedback in the table below. |
have used the format of the questionnaire to record the resident’s responses to the 20 questions. | have used
colours to differentiate between the houses. , Palace Farm, and

a voice for you



Your home

1. Does

your
house

look nice
outside?

2. Does
your
house
look nice
inside?




4. lsita
nice
place to
live?

5. Do you

do things
like
shopping
, cooking
and
cleaning?

6. Are
your
things
safe like
money,
tvand
clothes?




8. Is the
food
good?

9. Do you
choose
the food
you want
to eat?




Life at home

12. Do
you like
your own

bedroom
?

13. Do
people
knock
before
they
enter
your
room?
14. Do
you take
partin
activities
outside
the
home?




15. Do
you get
to
choose
your
outings
and
activities
?

16. Do
the staff
give you
good
help and

support?

17. Do
you like
the way
the staff
speak to
you?

18. Do
the staff
listen to
you?

The Staff




19. Do
the staff
share
with you
the notes
they
write
about
you?

20. Do
staff
encourag
eyou to
keep fit
and
healthy?




Additional comments

Two of the residents completed the e-survey, one on his computer and the other on his tablet. One in particular seemed to engage better with the
process compared with the paper version last year. He found his way around the form ok, but it took him a while to understand that the
‘comments’ section was specific to the question. Consequently his responses to questions 1 — 7 appear to be about what he enjoys in his life day to
day. A possible explanation for this may be because when we started the exercise | said the questions were about his home and the things he liked
or disliked about it. So he has written the things he likes.

We did not remove his responses as | didn’t want to discourage him from writing his thoughts down. Last year his responses were more limited. As
we went through the questionnaire | continued to encourage question specific responses and eventually his answers related to the questions, from
8 onwards. He seemed quite keen to get through the questionnaire (possibly because he was going out?) | did try to ask him about his answers but

he preferred to continue writing and moving on to the next question. Consequently he did not elaborate on his reason for a negative answer for
guestion 4 about the garden.

With hindsight | would have spent longer preparing the residents for the questionnaire process, both paper and electronic versions. | discussed
with Rob whether the timings of the residents meetings could be adjusted so one could be held just before the next survey date in order to explain
it more thoroughly. | think this could achieve better responses as the residents will have had time to consider the questions for longer beforehand,
and have a better understanding of what the exercise is about.

One resident did not want to take part this year and did not appear to understand the idea of the survey. Also it was suggested we use the garden
shed office and she did not appear comfortable in that environment without staff. | think all the residents were naturally more relaxed in their own
homes. Also, having familiar surroundings that are relevant to the questions can make them more meaningful, and give the opportunity to point to the specific
places and things, to aid residents understanding. A few residents were accompanied by staff who explained how they knew if the person liked or
disliked something from their behaviour.

Some of the residents appeared not to understand certain concepts, e.g. safety, support, privacy, and although those people may have answered yes or no, |
am not sure they understood the question. More reliable feedback in such cases may come from observing the residents’ responses to different environments,
situations, activities and interactions; the kind of information shown in the residents support plans.( In some homes, where service users have more complex
needs, independent quality monitoring can be achieved through unannounced visits.)

Finally, | wondered if additional questions could be considered which relate to learning new skills, developing independence, and maintaining
contact with family and friends.



