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Oxfordshire Supporting People Service User Questionnaire Analysis for Community Alarms

A service user questionnaire was sent out by SP funded Community Alarm Providers to 20% of their service users. There were 85 service user questionnaires returned by the 20 October 2005. 

Below are tables containing an analysis of the questions asked within the questionnaire?

Question 1 asks what type of alarm equipment the service users have. It appears that the majority of SP alarms provided are either pendant alarms or other dispersed alarm units.

Question 1 (Excludes 1 blank)







Q1 What type of system?
Total
%

A pull cord system
5
6.0

An alarm telephone with pendant
43
51.2

Other (Dispersed Alarm Unit)
36
42.9

Grand Total
84
100.0

In question two which asks service users to explain why the requested a community alarm there was a very significant number of people who gave very relevant reasons why they had requested an alarm, there were only a small proportion who said they did not request it because it was already installed.

Question 2 (Excludes 20 blanks)



Data from key words used in comments







Q2 Why you requested an alarm?
Total
%

Already Installed
5
7.7

Falls
15
23.1

Stroke
8
12.3

On my own
16
24.6

Safety and security
7
10.8

Other
14
21.5

Grand Total
65
100.0
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Question 3 asks people to let us know how much they value their alarm system, it is very good to know that the service SP provide is so highly valued by most people receiving the service with only 2.4% saying they do not need the service.

Question 3 (Excludes 2 blanks)







Q3 How you value the alarm service?
Total
%

Do not need
2
2.4

Essential
52
62.7

Reassuring
26
31.3

Useful
3
3.6

Grand Total
83
100.0

In question 4 when we ask if people are satisfied with the equipment the answer is very positive and on the whole people are satisfied; which shows that the alarms we supply are matching up to the expectation of the present service users.

Question 4 (Excludes 13 blanks)







Q4 Satisfied with the Equipment?
Total
%

No
3
4.2

Yes
69
95.8

Grand Total
72
100.0

In question 5 where we ask if service users received a full explanation about equipment installed it is fair to say people were satisfied.

Question 5 (Excludes 10 blanks)







Q5 Full Explanation?
Total
%

No
6
8.0

Yes
69
92.0

Grand Total
75
100.0

In Question 6 there seems to be some cause for concern at how many people felt the landlord did not make the charges concerning the service clear to them. As part of the review we have highlighted the need to make more information about alarms generally available and this should include charges. 

Question 6 (Excludes 20 blanks)







Q6 Landlord made charge clear?
Total
%

No
10
15.4

Yes
55
84.6

Grand Total
65
100.0

Question 7 asking about the regularity of testing of alarms shows there is an unacceptable level of people saying alarms are never tested. This needs to be brought up during the current service reviews programme and taken into account when writing new contracts.  

Question 7 (Excludes 6 blanks)







Q7 How often tested?
Total
%

Each Month
11
13.9

Every 3 months
9
11.4

Every Year
39
49.4

Never Tested
20
25.3

Grand Total
79
100.0

In question 8 we asked if service users knew how to complain, nearly 50% of people said no and this is cause for concern. This matter should also be brought up during forthcoming service reviews, in regular contract meetings and be taken into account when writing new SP contracts. 

Question 8 (Excludes 11 blanks)







Q8 Aware of how to make a complaint?
Total
%

No
34
45.9

Yes
40
54.1

Grand Total
74
100.0

Question 9 (Excludes 7 blanks)







Q9 Aware of how to make a complaint?
Total
%

No
73
93.6

Yes
5
6.4

Grand Total
78
100.0

In Question 10 When we asked service users if they were happy with the response from the call centre only a small number had a negative experience. A very large proportion of people were very happy with the service.

Question 10 (Excludes 24 blanks)







Q10 How do you rate the call center staff response?
Total
%

Not very helpful
3
4.9

Satisfactory
8
13.1

Very helpful
50
82.0

Grand Total
61
100.0

In Question 11 the overall quality of services does on the whole seem to be good and people are generally rating the service as excellent and good. 

Question 11 (Excludes 13 blanks)







Q11 How you value the overall alarm service?
Total
%

Excellent
41
56.9

Good
28
38.9

Fair
2
2.8

Poor
1
1.4

Grand Total
72
100.0

There has been a good response to this survey, people seem on the whole to find the service very useful in supporting their independence and are generally happy with the kind of alarms they have. There do seem to be some reservations about the information given to them by the Provider about complaints and charges, these points will be taken into consideration.
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