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QUESTIONNAIRE RESULTS JUNE 2025
CRAVEN HOME CARE

Throughout the period of February 2025, we sent out 25 Questionnaires to our clients/family members, asking them a variety of questions about what they think about their services and the staff who support them. Our overall return rate was a huge 76%!!.  With a total of 19 questionnaire responses, including 3 from relatives/family members on the same questionnaire. Please see below for our analysis and outcomes.  This is an excellent response rate a good survey response ranges between 10% and 30%, An excellent response rate is classed as 50% or higher 


Q1) Are you a service user/client?
Yes -16
No - 3
For this question we had 84.21% responses as service users and 15.79% were not service users. 
Q2) Are you a family member or friend?
Family member - 10
Friend 
Carer - 1
42.11% of the total respondents did not answer and 57.89% did answer this question. 
Q3) What support do you/family member receive?
1-4 hours per week - 4
4-10 hours per week - 5
10-15 hours per week - 4
+15 hours per week - 6
Not applicable 
This question reveals that we have a range of the amount our service is required by our clients. The response to this question was 21.05% have 1-4 hours per week, 26.03% have 4-10 hours per week, 21.05% have 10-15 hours per week and 31.58% have +15 hours per week. A large amount of our service users has at least 10 hrs + per week. 


Q4) How often do you receive support?
Once a week
Twice a week 
Three times per week - 1
Monday – Friday - 2
Daily  -16  
Not applicable
This question has a response rate of 100%. 84,21% of our clients receive some form of care daily, 10.53% have care Monday to Friday and 5.26% receive care three times per week. 






Q5) How often do you receive support per day?
Once per day - 8
Twice per day - 5
Three times a day - 4
Four times a day - 2
100% of the respondents answered this question, 42.10% of respondents put once per day, 26.3% of respondents put twice per day, 21.05% of respondents put three times a day and 10.52% of respondents put four times per day.


Q6) Do you regularly have the same carers delivering your care?
1. “Mostly. I appreciate the consistency.” 
2. “Yes dad has the same team of carers delivering his care. He has a preference to female carers.”
3. “Yes I do”
4. “No - its nice to see new + different people.”
5. “Yes different personalities.”
6. “It changes its nice to get to know staff but I also like having a change.”
7. “Yes prefer to have same carer 8-4 in summer.”
8. “Variety- prefer having a selection”
9. “Varies I like to have different”
10. “No I like different”
11. “Yes, you have some great staff and some terrible staff thankfully you no longer send the poor ones.”
12. “No I like to have different carers.”
13. “All carers are well trained.”
14. “Yes a small team but ***** has got to know them so no issue.
15. “Normally. Don’t like teatime came too late as there's not a big enough gap between teatime and night time carer.”
16. YES- my father finds their sensitive caring approach and good listening skills, good, His carer is very kind and good at drawing him out to chat-this helps to improve and retain his social and cognitive skills.  Conversation no longer comes naturally to him and he is no longer confident with strangers.  He does not respond well to more forceful and overbearing personalities as he is a gentle, quiet man.
88.29 % of respondents answered this question and 11.71% didn’t answer. 
Q7) When a new carer is introduced are you given a formal introduction before; they start caring for you?
Yes - 17
No     0
Sometimes - 1
Additional comments
“I’m not, but I think mum is, which is the way it should be.”
[bookmark: _Hlk201060073]89.47% of respondents answered yes, 5.26% answered sometimes and 5.26% did not answer.



Q8) Do you think the service we provide is safe?
Yes always - 18
Yes, most of the time - 1
Sometimes    0
Rarely           0
Never            0
94.74% of respondents answered yes, 5.26% answered sometimes and 0% did not answer.




Q9) Do you think the service is managed well?
Yes Always - 17
No - 2
89.47% of respondents answered yes and 10.53% answered no.


Q10) Do we provide information that is clear to understand?
Yes - 14
Sometimes - 3
Never
73.68% of respondents answered yes, 15.78% of respondents answered sometimes and 10.53% of respondents did not answer.


Q11a) On the scale of 0-10 how likely are you to recommend Craven Homecare to friends or family?  ( 0 being not likely- 10 extremely likely)
0
1
2
3
4
5
6
7
8 - 1
9 - 6
10 - 11
57.89% of respondents answered 10, 31.58% of respondents answered 9, 5.26% of respondents answered 8 and 5.26% of respondents did not answer. 

Q11b) From your answer above please explain why?
1. “The carers are lovely and make dad feel comfortable and safe. They report any concerns or issues.”
2. “I’d be lost without them.”
3. “A good company”
4. “Nobody's perfect but I am grateful for everything anyone does for me.” 
5. “Always had a good experience.”
6. “Get on well with all and happy with the service.”
7. “It is a very good service”
8. “They're very helpful”
9. “As previously stated mostly great staff but some poor ones who let you down.”
10. “They do alright for me and my late wife.”
11. “Cath Mawdsley and all her staff can be trusted and respected to provide excellent service within the care system.”
12. “From talking to ***** the carers are always friendly so no issues. A first-class service.”
13. “Don’t always check that groceries and milk are running low.”
14. My father’s principal carers are extremely kind and thoughtful and keep me informed if they have any concerns about his health or needs.  I have been able to extend the hours that my father receives.  The management team are reachable and responsive.
Q12) Do you feel our staff work in partnership with you?
Yes always - 11
Yes, most of the time - 6
Sometimes
Rarely
Never
57.89% of respondents answered Yes always, 31.58 % of respondents answered Yes most of the time and 10.53% of respondents did not answer.


Q13) Which 3 words would you use to describe the support received from Craven Homecare?
1. “Reliable carers, Friendly and Caring” 
2. “Worthwhile, Helpful and Good”
3. “Good”
4. “Grateful, Supportive, Lucky”
5. “Supportive, Friendly and Caring”
6. “Helpful, Kind, Caring”
7. “Very good”
8. “Very good, Helpful, Chatty”
9. “Mostly great carers”
10. “Excellent, Caring”
11. “Kindness and expertise” 
12. “Reliable, Friendly, Caring”
13. “Kind, Helpful, Considerate”
14. “ Kind, Supportive, Caring”
77.46% of respondents gave an answer and 22.54% of respondents did not answer.
Q14) How long have you been a recipient of a homecare package?
Under a year - 2
1 year or more but less than 2 - 2
2 years or more but less than 5 - 6
5 years or more but less than 10 - 5
10 years or more - 2
Not sure – 2
100% of respondents answered this question, here are the percentages for the answers they all gave. 10.53% of respondents answered under a year, 10.53% of respondents answered 1 year or more but less than 2, 31.58% of respondents answered 2 years or more but less than 5, 26.3% of respondents answered 5 years or more but less than 10, 53.1% of respondents answered 10 years or more and 10.53% of respondents answered not sure.




Q15) How many occasions in the last 4 weeks have you not been visited by a carer when you were expecting a visit?
None - 14
1 or 2 - 3
3 or 4    0
More than 4     0
Don’t know – 1
73.68% of respondents answered none, 15.78% of respondents answered 1or 2, 5.26% of respondents answered don’t know and 5.26% of respondents did not answer.

Would you like to expand your answer?
“The carers are always reliable and I feel confident they would contact me if they couldn’t visit for any reason.”





Q16a) Do you feel the time allocated for your care needs is adequate?
Yes 16
No    2     
84.12% of respondents answered yes, 10.52% of respondents answered no and 10.52% of respondents did not answer.
Q16b) Please expand if necessary?
1. “The manager has been flexible in providing extra care visits or increasing dads care when requested.”
2. The 2 longer lunchtime visits work very well, the 4 shorter sessions less so because of the time of day.  My only concern is that the half hour slot in the middle of the afternoon is at a time when my father would usually walk his dog. 
3. “I love the company and I would have homecare all day if I was greedy- but there is people who need you more.”
4. Only 3 respondents felt the need to comment further on the question, please see comments above.

Q17a) Do you feel comfortable with the carers using the new online system (Birdie)?
Yes – 8      (1 answered N/A Currently)
No – 4
42.11% of respondents answered yes, 21.05% of respondents answered no and 31.58% of respondents did not answer.  

Q17b) Please expand below if you feel it is necessary?
1. “I don’t know enough about Birdie to answer this question- eg Are data about me being entered to an online data base? If so, are procedures followed to ensure that this data is secure?”
2. “No idea what that is so can’t comment.”
3. “Hard to answer as I don't know much about it but I feel comfortable that the carers are using technology. - It would be good if the carers could use the Birdie technology to complete dads care records rather than a paper copy as well. This could then be accessed by family members and dads care plan could be updated in real time. I don’t think the hard copy of his care plan has been updated with his changing needs since his initial assessment.”
4. “I prefer it to be done outside my house as it uses my time.”
5. “You have to record it so I understand the need.”
6. “Seems to take up more time especially as still writing notes. Seems rude being on the phones.”
7. “I do think it is easier for people to get hold of information about me like hacking.”
8. “Not familiar with this system so cannot comment.”
9. “Not aware on the online system Birdie so can’t comment on it.”
10. “Takes longer so engrosses visit time.”
11. 10 of the respondents to this question expanded further, please read the comments above.

Q18) If you have any concerns around the care provided do you know how to raise these issues?
Yes - 15
No –   1 
Unsure    0
78.95% of respondents answered yes, 5.26% of respondents answered no and 15.78% did not answer
Q19) Do you have any suggestions for any improvements that can be made for the care team?
1. “Knowledge of carers training would be useful.”  
2. “It would be helpful if we could have a rota sent out each week of who is visiting dad and what time. His very basic care plan could do with more comprehensive information (for example he has support with a shower once a week and bedding is changed). Although the carers do this for dad and record it the information isn’t in his actual care plan. Perhaps the Birdie technology would assist with this moving forwards.”  
3. “No”
4. “Younger carers, older carers tend to have bad backs.”  
5. “No I’m grateful for what they do and appreciate them coming.”
6. “To be more enthusiastic (Not skipping steps in routine)”  
7. “No I am satisfied”
8. “No your all excellent”
9. “No”
10. “Stop Birdie, but on the whole a good service especially now have monthly rotate of carers.” 
11. “No”
12. “No issues for ****.”
13. “Would like night time visit to be later so that assistance can be given to get into bed.” 
14. Providing the client/relative with a weekly timetable via email of carers times would be very helpful, My father has memory issues and it would help me to remind him and stimulate conversation also.  
77,46% of respondents left a comment and 22.54% did not answer.

Q20) Do you feel comfortable with the staff assisting/dealing with your finances?
Not at all – 4 
Uncomfortable   0
Partly comfortable    0
Comfortable - 3
Extremely comfortable - 5
N/A – 6   + 4 (Who replied No as finances not dealt with via staff support)
21.05% of respondents answered not at all 15.79% of respondents answered comfortable, 26.32% of respondents answered extremely comfortable, 31.58% of respondents answered n/a and 5.26% did not answer.










Q21) Have you been given opportunities to provide input/feedback into your care plan?
1. “No but the level and frequency of care is appropriate for my current condition.” 
2. “Dad is always shown respect by the carers and encouraged to make choices.”
3. “Yes”
4. “Yes”
5. “Yes I’m happy with my care plan.”
6. “Yes”
7. “Yes”
8. “Yes”
9. “Yes”
10. “Yes”
11. “Yes”
12. “Regular meeting in place to discuss care plan.”  
13. “Yes when the initial care plan was debated. Also if **** has appointments at surgery this is discussed.”
14. “No”
15. Dad is always shown respect by the carers and encouraged to make choices
16. Formally only at the commencement of care, but in discussion with my father and his carer I have added an overview note to his paper file as guidance for the different carers who visit him
84.06% of respondents commented and 15.94% did not answer.
Q22) Is there anything else you would like to tell us?
1. “Yes this online form (questionnaire) is difficult to complete- the boxes don’t work!”
2. “No”
3. “No”
4. “No I’m happy with everything.”
5. “No”
6. “No”
7. “No”
8. “No”
9. “On the whole well done.”  
10. “No”
11. “There have been at least 2 occasions recent where the carer has probably come earlier than ***** has expected so the carer has been unable to gain access to the bungalow. A key safe has been obtained and will be installed this week.”  
66.6% of respondents commented and 33.4% did not answer.


Conclusion
The overall response to questionnaires from our clients and families, was 76%.  Most respondents answered all questions which helped us in forming an accurate picture of the quality of care given to our clients and has enabled us to spot any areas where we need to follow up/make improvements.  
Birdie does seem to be the most challenging and confusing issue at the moment and we have now been using this system for 12 months.  Staff have worked very hard to introduce the system and we appreciate it does seem that staff are using their phones during client support time.  However, some Local Authorities/Agencies we contract with are making it mandatory that we use an electronic monitoring system (for us Birdie).  On the plus side, we are now in a position to enable access to Birdie to the Clients and families (who wish access via an app).  This will enable you to see visits/notes recorded/care plans/ visit schedules who is booked to come and when.  Watch this space for further info.
 Thank you for taking the time to respond.
[bookmark: _Hlk138172950]Please see below a link to the CQC quality check form. If you have a spare 5 minutes, please would you be able to follow the link and give your feedback.
https://www.cqc.org.uk/give-feedback-on-care

Information needed to complete form:
Address: 23 Victoria Road, Earby
Postcode: BB18 6UN
When asked to pick filter, select: Care in home 
Then select Craven Home Care, Miss Catherine Mawdsley

                                                                                           

What Support Do you / Famliy Member Receive? 

Series 3	
1-4 Hours per week	4-10 Hours per week 	10-15 Hours per week 	15 Plus hours per week 	4	5	4	6	


How Often Do you Receive Support? 

Series 1	
Once a Week	Twice a Week	Thrre times per Week	Monday - Friday	Daily 	0	0	1	2	16	


How Often do you Receive Support per Day? 	
Once per Day 	Twice per Day	Three Times a Day 	Four Times a Day 	8	5	4	2	



When a New Carer is Introduced are you Given  a Formal Introduction Before; They Start caring for you? 	
Yes	No	Sometimes	17	0	1	



Do you Think the service we Provide is safe? 	
Yes Always	Yes,Most of the Time	Sometimes 	Rarely	Never	18	1	0	0	0	



Do We Provide Information That is Clear to Understand? 	
Yes	Sometimes	Never	14	3	0	



On The Scale of 0-10 How Likely are you to Recommend Craven Homecare to Friends or Family? 	1	2	3	4	5	6	7	8	9	10	0	0	0	0	0	0	0	1	6	11	



Do You Feel Our Staff Work in Partnership With You?	
Yes Always	Yes Most of The Time	Sometimes	Rarely	Never	11	6	0	0	0	



How Long Have You Been a Recipient of Homecare Package? 	
Under A Year 	1 Year or More but Less Than 2 	2 Years or More But Less Than 5 	5 Years or More But Less Than 10 	10 Years or More 	Not Sure 	2	2	6	5	2	2	



How Mnay Occasions in The Last 4 Weeks Have You Not Been Vistited By a Carer When You Were Expecting a Vist?	
None	1 or 2 	3 or 4 	More Than 4	Don’t Know 	14	3	0	0	0	



Do You Feel Comfortable Whith The Staff Assising/ Dealing With Your Finaces? 	
Not at All	Uncomfortable	Partly Comfortable 	Comfortable	Extremely Comfortable	N/A	4	0	0	3	5	6	


image2.jpg
BN EPRINIET





image3.jpeg
BN EPRINIET





image1.png




image2.png




