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The new force combining
Age Concern and Help the Aged







What results do we get for our clients?
Telephone questionnaire

Client name: …………………………………… Phone number: ………………………..

Case/enquiry reference number: …………………………..

Nature of the query/problem as recorded in case notes: 
…………………………………………………..

Hello, my name is………… I’m phoning from Age Concern…….. . Recently you used our Support Brokerage/Direct Payment/?Name of service? and I’m phoning now to follow this up – to find out what has happened and to ask you some questions about how you have found our service.  
We will use this information to help us improve our service so please feel free to tell us where we could have done something better, we won’t be offended.  
[Select the appropriate statement for your service:]   
The information you provide will be recorded anonymously.

The information you provide will be shared with the adviser(s) who helped you to feedback to them and help us to improve our service in the future, 
Is this OK? This will probably take about 20 minutes. Is that OK and is it convenient to talk now? 
Can I start by asking you about the need or issue you brought to us and what has happened about that?

[Select question as appropriate.]

1a. As I understand it the query you brought to us was about
…………….……….

 Is that right?

1b. As I understand it you were referred to us by the Local Authority’s Social Services Department about………………………………..  Is that right?


        Yes
                                           No, it was about 
…………………………………………………………………..


2.  Can you tell me a bit more about this query or problem?

[Multiple problems? Use separate sheet for each one.]

3. When you first visited, what did you expect or hope that we would do for you?

4. What has happened following your visit to us?

[Tell the client the options first and try to tick one box only.]

· Your issue or problem has been completely solved.
· Your issue or problem has been partly solved.
· Nothing has changed and nothing is being done.
· Your situation has got worse but you know what to do about it.
· Your situation has got worse and you don’t know what to do.
[If the issue/problem is completely solved, then ask questions 5–8.

 If the issue/problem is partly or not solved, then move to questions 9–12.]

5. How has it been solved – what has actually happened?

6. To what extent did Age Concern help you to solve it?


Age Concern was not important

Age Concern was fairly important       

Age Concern was very important                                                            
7. Can you tell me why you say this?

8. What else helped to solve the issue or problem (for example, help from other people)?


9. Can you tell me why your issue or problem has not been solved or has only been partly solved – what has happened?

10. To what extent was Age Concern responsible for it not being solved?


 It is not due to Age Concern  
It is partly due to Age Concern

It is mainly due to Age Concern  
Can you tell me why you say this?
11. To what extent did Age Concern help you to deal with any elements of your query or problem that have been solved?



Age Concern was not important

Age Concern was fairly important

Age Concern was very important                                                            
 Can you tell me why you say this?
12. What do you need now to solve the issue or problem?
[Does this client need to be referred back to our service? If so, please ask the client if they would like you to do that.]


                                                         Yes
                                   No 


13.  Bearing in mind the issue or problem you had, do you think the actual result you’ve got was:
[This question is asking about the outcome.] 

· Very poor
· Could be better
· Good enough.

· Excellent
14. Can you tell me why you think that?

15. Bearing in mind the contact you had with Age Concern do you think that the help you got was:
[This question is asking about competence/level of support, etc. offered by the service.]

· Very poor
· Could be better
· Good enough.

· Excellent
16. Can you tell me why you think that?

17. Would you use our service again?


                                                         Yes
                                   No 


18. Would you recommend our service?


                                                         Yes
                                   No 


19. Thinking about your contact with us about these issues, what difference has it made to the following.
 [You may find it useful to ask each of the questions without providing the range of answers and then confirm with the client which if of the five choices best reflects the answer they give you]

	What difference has it made to your …
	A lot of 

negative difference
	Some 

negative difference
	No difference
	Some 

positive difference
	A lot of positive difference
	Can you tell me some more about that?



	… ability to choose and control my care for yourself?
	
	
	
	
	
	

	… peace of mind and well-being? 


	
	
	
	
	
	

	… knowledge about the range of local services and options available to you? 
	
	
	
	
	
	

	… health and comfort?


	
	
	
	
	
	

	… getting on with family and friends?


	
	
	
	
	
	

	… independence?
	
	
	
	
	
	


[Please use the space below this question to continue /add further detail about the client’s comments.]
About the quality of our service to you

I’d like to ask you now about some aspects of our service. Is that OK?

[Indicate options before each question.]
[If the client was referred from Social Services ask the following question:]
20. How happy are you about the time it took Age Concern to contact you after receiving your assessment from Social Services?


Very unhappy                      Unhappy                     Fairly happy                           Very happy 
Tell me why:

21. How happy are you about where you come to see us?


Very unhappy                     Unhappy                        Fairly happy                         Very happy 
Tell me why:

22. How happy are you about the times we’re open?


Very unhappy                      Unhappy                     Fairly happy                          Very happy 
Tell me why:

23. How happy about how long you have had to wait to see an adviser?


Very unhappy                      Unhappy                     Fairly happy                          Very happy 
Tell me why:

24. How happy are you about the time you had to discuss your query or problem? 


Very unhappy                      Unhappy                     Fairly happy                          Very happy 
Tell me why:

25. Was our information and advice easy to understand? 

 
Not at all                         A bit difficult                   Easy enough 
                         Very easy 
Tell me why:

26. Is there anything else you’d like to tell us about your query or problem, or about our service to you, that we haven’t already covered?
That’s the end of my questions. Thanks very much for your time. Your answers will help us make our service better for our clients.





































































































































