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About the quality of our service to you – additional questions

Following are a selection of additional quality of service questions that can either be asked in addition to or instead of those on the questionnaires.  The following questions were identified through piloting the questionnaires with local Age UK/Age Concern I&A services. You may find these questions useful or decide to use some of your own devising. The questions in this document are grouped under six headings:

· Referrals

· Telephone services

· Face-to-face appointments

· Home visits

· Interaction with advisers

· Follow-up appointments

The current quality of service questions on the questionnaires are very general and you may find it more useful to ask questions that relate more directly to the way in which the client accessed your service. You could also decide to focus the quality of service questions on a specific aspect of the service that you may have concerns about (for example the location of a community surgery or the times that your telephone advice service is available).

If you are considering either changing the quality of service questions on your questionnaire or adding more you should be mindful of the length of the interview and it is recommended to ask no more than seven or eight quality of service questions.

When copying and pasting any of the following questions into the questionnaires be aware that it will affect the numbering of questions on the questionnaire so you may need to amend these. 

Referral question

[If the client was referred from Social Services or some other service ask the following question:]
How happy are you about the time it took Age UK/Age Concern to contact you after receiving your assessment/referral from Social Services/name of agency?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

Telephone service questions

[Ask the following questions of all clients who were dealt with by telephone:]
How happy are you about the days and times that our telephone advice service is available?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

If you had to leave a message, how happy were you with how long you had to wait for us to ring you back?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

 If you didn’t leave a message, how happy were you about how long it took us to answer your call?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

Face-to-face appointment questions – e.g. office or community surgery questions 

[Ask the following question of all clients not being dealt with by telephone:]
How happy are you about where we met you?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

[Ask the following questions if the client attended the office or a community surgery:]
How happy are you about the location of our office/the venue?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

How happy are you about the look of our office/the venue?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

How happy are you about how you were treated while in our office/the venue?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

How happy are you about the days and times we’re open/available at the venue?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

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


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

Home visit questions

[Ask the following questions if the client was visited in their own home:]
How happy are you about the time we were available to visit you?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

How happy are you about the time you had to wait for an appointment?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

Interaction with adviser questions

[Ask the following questions of all clients:]
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:

Did the adviser understand your situation and requirements and explain your options clearly, so that you could understand them? 

 
Not at all 


A bit

Quite well


Very well 
Tell me why:

If you were given any information for you to take away, was it easy to understand? 

 
Not at all

A bit difficult

Easy enough


Very easy 
Tell me why:

If you were given any assistance with completing a form or contacting someone, how happy were you with how well the adviser did this? 

 
Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

Follow-up appointment question

Did you have any follow-up appointments? If so, how happy were you with them?


Very unhappy

Unhappy

Fairly happy


Very happy 
Tell me why:

