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Report on ‘Quality Matters’ survey:

Evaluating Aspire’s Services
March 2008
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Aspire Housing and Personal Development Services Limited was established in August 2002 and is an organisation with a reputation for providing high quality advice, support and development opportunities to children, families and vulnerable adults including young and older people.

Overview of survey responses
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Aspire firmly believes that services have to continually evolve to match the changing needs and aspirations of individuals and families. Therefore Aspire staff provide a range of services in Scotland which are specifically planned around each individual - with the person always at the centre of decision making.  We believe that the individuals who use our services are the people best equipped to provide feedback on how well our services are delivered and to advise us on what kinds of services make best sense.

In March 2008 a ‘Quality Matters’ questionnaire was distributed to 260 individuals who were supported by Aspire and they were invited to respond to particular issues in respect of the organisation’s services and their delivery.

Approximately 31% (81) questionnaires were completed and returned for analysis. The results are as follows:-

Issue:

Individuals referred to Aspire are given a Welcome Pack about Aspire containing information regarding the services, key contact numbers and a Suggestions and Complaints leaflet.

91% of individuals said they had received the pack with 85% confirming they were given information, key contact numbers and a Suggestions and Complaints leaflet. 
Issue:

When asked for suggestions about how we could improve the Welcome Pack 92% of individuals suggested it couldn’t be improved. Six comments on improvements were made:-

· Two individuals requested that the staff introduce the pack, sit down with the individuals, explain the pack and read through it.

· Two requested that it be available in different languages or have a translation service.

· One individual suggested it should have photographs of staff and individuals in it.

One individual felt it should have contained information about the Ruchill furniture project.
Issue:

When an individual is referred to Aspire an individual ‘Support and Development Agreement’ is established between the individual and Aspire staff and a contract is agreed. Within this Agreement are details of the support and development activities to be provided.

90% of individuals felt Aspire staff provided the agreed support at the agreed times. 

Issue:

Aspire staff are punctual and give the individual advance notice if any changes to the agreed support are necessary. 

92% of individuals felt staff were punctual and gave advanced notice of changes to be agreed. 
Issue:

Staff provide the number of hours support that have been agreed.

86% of individuals confirmed that they received the agreed number of hours support. Six individuals did not comment.
Issue:

Regarding the staff who provided the services:-

· 96% of individuals said the staff were friendly. 
· 95% felt that staff were obliging and that they did not gossip about other people using the services. 
Issue:

Aspire is committed to centrally involving the individuals being supported within ongoing reviews of the services that are provided and when asked whether they wanted to be more involved:-

63% of individuals indicated that they would want to be more involved.

Issue:

Individuals were asked to comment on how they felt Aspire could improve the services provided. 

85% of individuals couldn’t suggest any way to improve the services and made the following statements, praising the staff and service they received:-

“

  No need for my service to be improved.                               Receiving very good service.

    I have been very satisfied by the support received.          Everything is just spot on.
    Service very helpful and I'm grateful.

            Worker absolutely fantastic.

    Staff reliable stalwarts and assets to your company.        Service has been great.

    Don't think you could have been any more helpful.          Happy with service.                                     

    Very pleased with service provided.        

            Service is fine as it is.

    Service has been brilliant for me.


            Happy with service.

    Aspire workers very good.


                         Service is very good.

    Staff helpful and understanding.
                                      Very pleased with service.

    I've been impressed with service. 

                         Can't think of anything.   

    You are all doing a great job.


            Good service.

    Everything fine but if I need, will notify staff.
            Service good.           

”
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94% of individuals were satisfied with the services they received.
11 individuals made suggestions about how things could be improved for them:-
· Two individuals commented that there was no mailbox at the property and this meant their mail was sometimes dirty and wet.

· Two individuals stated that in undertaking quality reviews we should go out to meet with them face to face more often and not just ask for forms to be filled in.

· A young person suggested we could add some decoration or colour to the building he was resident in.

· Another young person requested a means of negotiating the rules about having visitors less than 16 years of age, friends visiting beyond 9.30pm and being able to keep pets. (Rule imposed by external Landlord).

· One individual wanted more help to look at the places he might like to live.

· An individual suggested that there should be information within each individual’s agreement about contributing certain benefits to their rent.

· Although Aspire do strive to provide continuity of staff, one individual made a comment that we should make sure the same staff continue to visit her as they had built trust and understanding.

· There was one specific comment about the person needing assistance from the staff to understand the form. 
· One young person indicated that he did not feel confident that his complaints were taken seriously.
Issue:

When asked about making suggestions and complaints about Aspire: -

· 93% respondents said they know how to make a suggestion or complaint. 

· 91% felt it was easy to do so. 

Issue:

When asked how we could make it easier to make suggestions and complaints 91% of individuals said we couldn’t make the process any easier. Only 7% offered suggestions for improvement and these were:-

· Have approachable staff.

· Not to need the person’s name included.

· “Listen to what I say not what you think I said”.

· “Tell staff to listen to the complainant without voicing their own opinion”.

· Two individuals said we need to keep people informed.

· One suggested an external procedure for making suggestions or complaints (although in fact complaints to external bodies is an option made clear in Aspire’s Suggestions and Complaints Policy).
Issue:
Aspire believes that it is important: 
· for individuals to have a small number of staff supporting them to provide continuity and to build trusting and effective relationships 

· that staff must listen to and understand the individual they are supporting.

89% of respondents confirmed that Aspire staff fulfilled both these commitments.  Three individuals did not comment.

Issue:
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Individuals were asked to grade the standard of their accommodation, treatment by staff and treatment by other people using the services. (Some individuals do not have any contact with other people using services and therefore could not comment on this section).
Issue:

Aspire staff provide the help and information that each unique individual feels they require.

· 83% of individuals said they had very much received the help they needed from Aspire. 

· 53% felt that the information they had received from staff was just right.

· 38% felt the information they had received was OK.
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    Next Steps:

Aspire Senior Management Team has taken account of all responses received and have devised an action plan where improvements were indicated. This ‘Quality Matters’ survey report has been sent to all individuals with whom Aspire works together with staff employed by the organisation.

The next stage evaluation will be to jointly assess, with the individuals with whom we work, the impact of Aspire’s services in enabling them to develop more confidence and skills to live as fulfilling and self-directed lives as possible with a rightful place alongside fellow citizens in the community.
Survey carried out by Agnes Watt, Aspire Project Worker
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