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Home Letterhead

Dear

Introducing our “Quality of Service Programme” 
I am writing to introduce our “Quality of Service” Programme and to request your participation.

The programme has been devised so as:

a) To allow important stakeholders like yourself to have your say in how well we are performing, particularly in relation to the five key questions asked by the Care Quality Commission, (CQC) of all services – Are they safe?; Are they effective?; Are they caring?; Are they responsive?, and Are they well-led? 
b) To identify areas where improvements can be made;
c) To provide evidence to our Regulators, the CQC, on how the Home is performing – especially useful when completing, for example, Provider Information Returns (PIR’s);
d) To allow us to draw up an Action Plan for the Home which identifies the steps which need to be taken to improve any aspects of the service which are under-performing. 
The Questionnaire
We are seeking your views by completing and returning to us the enclosed questionnaire. The questionnaire is all about how much you agree with the statements being made. You are asked to indicate whether you agree with a statement, disagree with a statement, or that you neither agree nor disagree. There is also the opportunity to say that you strongly agree, or strongly disagree, or to say that you simply “don’t know”. In this way we hope to be able to identify things that we do well, and things which we not do well. Identifying issues of concern will lead to an action/development plan for improvement.

And so on

Quality Assurance is central to the Provider Information Return (PIR) Process and the CQC Inspectors’ guidance on Inspection – (Residential Services Key Lines Of Enquiry (KLOE), prompts and potential sources of evidence).
Excerpts from:
How to complete the Provider Information Return (PIR): Residential Services

“You might find it helpful to use the return as part of your quality assurance process and as a way of understanding and reviewing how well you are meeting the five ‘key questions’”.

“It will also contribute to your own quality assurance process by demonstrating your level of awareness of the issues and what you currently do to provide a safe service”.

“The detail included within this section could be used as part of your own quality assurance processes to show you are planning for the future and not relying on past success or areas you have already improved”.

“You should include details of when the quality of your service, or the staff you employ, has been officially recognised. This could be by other organisations or through your own internal recognition of good practice”.

“For example, you could include information about:
How you assure yourself about the quality of the service”.

Policy

The Home aims to be the provider of choice within its catchment area and believes that it will accomplish this aim by ensuring that it meets the expectations of its Residents, families of Residents, staff, and all other associated stakeholders.

The Home will monitor satisfaction levels in all key areas of its operations, and will review, evaluate, and implement improvements, where necessary, on a continuous basis. This process will be known, throughout the Home, as the “Quality of Service Programme” (QSP).
Procedure

The QSP has the following key elements:

1. Programme purpose; 

2. Implementation;

3. Review, analysis, feedback;

4. Action planning and improvement.

1. Programme purpose 
The QSP has the following main aims:

e) To allow important stakeholders (residents, family, staff) to have their say in how well the Home is doing in the provision of its services, and the achievement of its aims and objectives etc;

f) To identify areas of excellence within the Home, through to identifying areas where improvements can be made;

g) To facilitate the production of an improvement plan/development plan for the Home which identifies the steps which need to be taken to improve those aspects of the service which are under-performing, together with identifying those who are to be responsible, with timeframes etc and to update this Plan on a regular basis.

2. Implementation
And so on

Model Quality Statements
	CQC Key Questions
	Statement for Comment
	Resident Comment
	Family etc Comment

	Safe?
	I feel safe here
	(
	

	
	I am abused here
	(
	

	
	Staff know how to handle allegations of abuse
	(
	(

	
	I know that the Home will handle any allegation of abuse sensitively
	(
	(

	
	I know that if I report abuse I will be protected
	(
	

	
	If I must be in a Home, then I am happy it is this one
	(
	

	
	I am happy that no-one will try to take unfair advantage of me
	(
	

	
	Staff are always checking I am alright
	(
	

	
	If someone abuses me I know what to do
	(
	(

	
	I am confident that no-one looked after in the Home is being abused
	(
	(

	
	I know that I will not be abused or mistreated by anyone in the Home, for any reason
	(
	

	
	I know that any allegation of abuse will be taken seriously
	(
	(

	
	Staff look out for any signs of abuse 
	(
	(

	
	Staff care about my personal safety and welfare
	(
	

	
	Staff do not discriminate unfairly
	(
	(

	
	All Residents are treated equally
	(
	(

	
	All staff treat Residents with dignity and respect
	(
	(

	
	The Home is kept clean
	(
	(

	
	Staff take precautions against cross-infection
	(
	(

	
	Staff discuss risks with me and the choices I can make
	(
	(


And so on

Model Questionnaire
	1


	2
	3
	4
	5
	?

	Strongly

Agree
	Agree
	Neither Agree nor Disagree
	Disagree
	Strongly

Disagree


	Don’t know


	
	Please tick (() one box only



	Ref
	Statement for Comment


	1
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	?

	1
	I feel safe here
	
	
	
	
	
	

	2
	If I summon help, it arrives quickly
	
	
	
	
	
	

	3
	All staff treat Residents with dignity and respect
	
	
	
	
	
	

	4
	Staff always ensure I take my medicine at the right time
	
	
	
	
	
	

	5
	Staff clearly know what they are doing
	
	
	
	
	
	

	6
	Staff have sufficient experience to look after me
	
	
	
	
	
	

	7
	The Home is interested in my general health
	
	
	
	
	
	

	8
	The food is very good here
	
	
	
	
	
	

	9
	I am made to feel important
	
	
	
	
	
	

	10
	Care is given with kindness and compassion
	
	
	
	
	
	

	11
	I am well looked after here
	
	
	
	
	
	

	12
	I am involved in decisions about my care
	
	
	
	
	
	

	13
	Staff have the time for me when I need it
	
	
	
	
	
	

	14
	I get the care I want
	
	
	
	
	
	

	15
	I am encouraged to have visitors
	
	
	
	
	
	


And so on

Model Analysis Sheet
	Ref
	Statement
	Insert a ( (Use 5-bar gate method)



	
	
	Strongly Agree


	Agree
	Neither Agree nor Disagree
	Disagree
	Strongly Disagree
	?
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	?

	
	Points Value


	5
	4
	3
	2
	1
	0

	1
	I feel safe here


	
	
	
	
	
	

	2
	If I summon help, it arrives quickly


	
	
	
	
	
	

	3
	All staff treat Residents with dignity and respect


	
	
	
	
	
	

	4
	Staff always ensure I take my medicine at the right time


	
	
	
	
	
	


And so on

Action Plan
	Key Objective


	Tasks
	Responsible Individual(s)
	Resources Required
	Target Date for Completion
	First Review Date
	Progress Report

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


Quality of Service Programme (QSP)

Implementation Procedure – Worked Example

Resident Questionnaire

Introduction

Communication

It is important that Respondents understand what the survey is about, why it is taking place, and what will happen to the information. Consider telling them in person, or preparing a letter or note, whichever is your normal method of communicating important information. A sample letter of introduction is included in this model programme.

Review the model Questionnaires

We have three models:

1. Resident Questionnaires (6);

2. Family Questionnaires (6);

3. Staff Questionnaire (1).

Each model questionnaire contains statements which ask for a single response, either positively, negatively or neutrally. We have also included the possibility of a “Don’t know” response. Review the statements in each questionnaire. Examine the statements contained in the “Statements Bank”. Consider whether you wish to add any, change any, or delete any. 

For Residents and family etc, we have produced –

a) 1  Full questionnaire, with 20 Quality Statements; and

h) 5 further questionnaires, covering the 5 key questions asked by CQC – of all services – Are they safe?; Are they effective?; Are they caring?; Are they responsive?, and Are they well-led? 

Implementing the Questionnaire

How questionnaires are to be distributed is very much a matter for the Home. What is worth emphasising is:

a) The survey is intended to be anonymous, although respondents can add their names if they wish;

b) There are no right or wrong answers;

c) Respondents are invited to be open and honest in their opinions;

d) There are 6 possible questionnaires for Residents, and Family etc – choose one of the shorter ones or the full questionnaire. Each of the shorter questionnaires (5) covers one of the 5 key questions asked by CQC of all services – Are they safe?; Are they effective?; Are they caring?; Are they responsive?, and Are they well-led?

e) All feedback is important to the Home, both negative and positive;

f) There will be a summary of the results provided, either orally, or via a written communication;

g) Results will help the Home prepare an improvement/development plan.

Assessing the Results

Let’s assume also that you have given the questionnaire to 25 Residents, and all have completed the questionnaire properly.

There are two things to do:

1. Aggregate and interpret the results, and

2. Summarise the written comments.

Aggregating the Results

An Analysis sheet has been designed to assist you in this process. Here you find, hopefully, enough space to record all of the responses you have received; if not, widen the rows. 

A sample completed form has been produced. As in our example we had 25 Respondents being asked to comment on 20 separate Statements, then we should have a total of 500 responses (20 x 25).

The total number of responses were as follows:

	Strongly Agree
	Agree
	Neither Agree nor Disagree
	Disagree
	Strongly Disagree
	Don’t know

	104


	95
	130
	84
	57
	30


Total Responses = 500.

The difficulty we have now is that what faces us is simply a total number of responses for each of the possible choices, either for any one single Statement, of for the Survey as a whole. We need to make greater sense of this. Let’s take a sample statement from the Resident Questionnaire (Statement number 1):

I feel safe here

The responses were as follows:

	Strongly Agree
	Agree
	Neither Agree nor Disagree
	Disagree
	Strongly Disagree
	Don’t know

	10


	5
	4
	3
	2
	1


Clearly 15 respondents agree with the Statement, yet 10 respondents are either ambivalent, or disagree. What would help in such a situation would be to try to measure (rather than simply assess, or guess) the “overall view”. We can do this by providing each possible response with a points value, as follows:

	Strongly Agree
	Agree
	Neither Agree nor Disagree
	Disagree
	Strongly Disagree
	Don’t know

	5 points


	4
	3
	2
	1
	0


It is clear from the above that in the middle (neither agree nor disagree) we have our ambivalent position, which is that the respondent is neither positive nor negative about a particular issue, They might be called “neutral” on the subject. This “neutral” position has a value of 3.0.

Let’s remind ourselves about the purpose of the survey. We are trying to establish where the Home demonstrates “excellence” (scores close to 4-5) right through to where significant improvements are needed (scores close to 1-2). Using our scale, to “strongly agree” about something is to be very positive indeed, whereas a vote to “strongly disagree” is very negative, and it would appear that the Respondent does not believe the statement in the questionnaire to be true. In assessing the results overall, we can measure the average response. As an example let’s take the sample statement again.

I feel safe here

	
	Strongly Agree
	Agree
	Neither Agree nor Disagree


	Disagree
	Strongly Disagree
	Don’t know

	Total Responses


	10
	5
	4
	3
	2
	1

	Points Value


	5
	4
	3
	2
	1
	0

	Responses x value


	50
	20
	12
	6
	2
	0

	Total Score


	90

	Average score


	90/number of Respondents (24*) = 3.8


An overall score of 3.8 is positive. (See table below)

*

We do not count the respondent who indicated “Don’t Know”

As can be seen from the Worked Example Analysis Sheet this exercise has been completed for every Statement, and for the survey as a whole. All of the results have been summarised. 
Interpreting the Results

This is obviously an important part of the process, as the results need to be interpreted both in an overall sense, and individually. For example, let’s consider what the scores mean.

	Overall Score


	What this means



	1-2


	This is a very negative response. Respondents do not agree, typically, with the Statements being made. There are some real concerns evident. 



	2-3
	This is a negative response. Most respondents are either ambivalent, or they disagree with the Statements being made. 



	3-4


	This is a positive response. Most Respondents agree with the Statements being made

	4-5


	This is a very positive response, and shows the Home in a very good light overall


At its basic level:

· an average score of 3 is neutral, neither positive nor negative

· below 3 is negative, and the closer the score is to 1 the more negative you are, and

· above 3 is positive, with the closer you are to 5 the more positive you are.

Although average scores are good to have, as they show the “balanced view” so to speak, any areas of dissatisfaction should be investigated. One could argue that even one respondent who answers a statement  with a “strongly disagree” response is worthy of some investigation.

Written comments need to be summarised, and if they are to be shared, care should be taken so as to protect the anonymity of the Respondent..

