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User Satisfaction Survey 
 
In the past year Essential Homecare Services conducted a user satisfaction 
survey in which service user’s opinions about the service were evaluated. A 
questionnaire containing five direct questions was sent to service users. To 
sufficiently capture the service user’s attitude, the choice of ‘yes / no ‘was added 
along with a blank space giving service users the opportunity to substantiate 
and qualify their answers if they so wished. It was recognized that service users 
might wish to peruse topics not covered by the questionnaire, hence question 5 
‘would you like to discuss any issues related to the service you receive’ by 
making an appointment with Essential Homecare Services to visit you. 
 
Both the response rates and types of response to the questions were 
impressive. Altogether 38 service users were approached of whom 22 replied 
(54%) return. 
 
When asked about ‘do the days / hours you receive meet your needs’ 100% 
expressed that they do. 
 
When asked about ‘has the service benefited you’ 100% expressed it did., 
comments noted about this question were, the service has been a great help to 
us and we could not do without it. Care staff are very supportive. The assistance 
and care given in dressing and food provision is very much appreciated. We 
look forward to staff arriving. Very satisfied with service. I can relax knowing 
Essential Homecare Services staff will be calling. Staff help me keep my 
independence. The service is extemporary. Getting my back and feet washed 
are a benefit to me. 
 
When asked ‘are you happy with the quality of the service provided’ 96% 
expressed they were. 2% had expressed a concern about time allowances for 
calls. 2% had concerns about staff not washing their hands before handling food 
and having their hair tied up. Comments made by users on this question were, 
Excellent quality, a very well ran organization. Staff get on very well with user. 
Very pleased with care. I will get extra help if I need it. Highly delighted with all 
girls that call. 
 
When asked about’ do staff wear correct uniform and are of smart appearance’ 
95% expressed they did, comments made were, at all times, dress and 
presentation is excellent. Staff are always in uniform and are neat and tidy. 
Always tidy and happy which makes my day? 
5% expressed they had noticed one staff member not wearing a uniform on two 
occasions. 
When asked ‘would you like to discuss any issues related to the service you 
receive’ 100% responded that they did not want to arrange a visit.



Key Factors in User Satisfaction 
 
We are continually challenging our current working practices and looking at 
ways to improve our services. I this process user involvement continues to be 
critical. User involvement starts with the relationship between Essential 
Homecare Services Owners and its service users, something that we continue 
to build on. 
 
We have continued to treat our service users as individuals with their rights 
where, amongst other things, their privacy and choices have been respected, 
and we continue to uphold and record service user’s needs, wishes and 
preferences in their individual care plans. 
 
We have managed to review these as and when required. 
 
Service users seeing a familiar face has been another big contributory factor in 
keeping satisfaction levels high and to the overall success of the service. 
Maintaining the continuity of care, - the same client – worker links over time, has 
enabled the care staff to develop a good understanding of the service user’s 
needs and concerns, and for the service user to have a personalized service. 
 
We have continued to ensure that extremely good and well detailed Service 
User Care Plans were being drawn up in full consultation with the service user 
and their family members, relatives or advocates where applicable. 
 
Day and time of services have been arranged in consultation with service users 
and our service has been tailored to meet their individual needs. Service users, 
their families have been involved in decision making, monitoring and evaluating 
their care. 
 
Essential Homecare Services Directors will personally introduce Care workers to 
service users at the commencement of their care along with details of their Care 
Plan. 
 
Good communication with care staff has been another contributory factor. That 
is that we communicate well with staff. On very regular occasion Essential 
Homecare Services Directors will be part of a care team or will attend a service 
user who needs only to be supervised. 
 
We have four training sessions a year which double up as staff meetings. 
Newsletters are regularly sent (monthly) to our care workers about various 
issues and practices that were in the best interest of our service users. 
 
In the course of our service delivery we have actively endeavored to devise, 
implement, monitor, and review, and when necessary revise policies and 
procedures pertaining to issues that affect our service user group as well as our 
staff.



Quality Assurance 
 
Essential Homecare Services operates a quality assurance system that will 
regularly monitor , maintain, review and improve its capability of meeting 
specified requirements in all of its work at all times. Our efforts in delivering a 
high quality service during the past year once again led to impressive outcomes. 
This is clearly demonstrated by the results of feedback and comments from our 
service users, both verbally and in writing in the form of a compliment letter. 
 
Through the past year, we had good communication with our service users. 26 
internal reviews were completed. Essential Homecare Services Directors visited 
service users daily / weekly to receive feedback about the standard of the 
service they receive. 
 
Essential Homecare Services were invited to five S&T Trust reviews in the past 
year.  
 
Protection of Service Users 
 
Essential Homecare Services has systems and structures in place including 
policies, procedures and practices that ensure health and safety of service users 
as well as staff, are well protected. 
 
Essential Homecare Services Directors ensure all service users care packages 
and their homes have a health and safety check when a comprehensive risk 
assessment is carried out by Essential Homecare Services Directors before 
services commence and every time they are reviewed. 
 
Every year, amongst other training courses, ’Moving and handling of patients’ 
were undertaken so that care staff are updated with the latest knowledge and 
practices. 
 
Service users are also protected by our care staff actively promoting and when 
necessary applying our policies and procedures for safeguarding our service 
users. All staff are trained and inducted in this area. Our records show that all 
our care staff have had an enhanced Criminal Records disclosure through 
Access NI and satisfactory references before they start work. 
 
We also have a Children’s Safeguarding policy, as staff may provide services to users 

with children.



Staff Development & Training 
 
As in previous years Essential Homecare Services are committed to staff 
development and training. These include appraisals which 17 were completed, 
as well as regular one –to- one staff supervision of which 19 were complete for a 
staff of 21. One –to –one supervision is on-going throughout the working year. 
 
Essential Homecare Services ensure that a wide range of training courses are 
available to and taken up by staff. An 86% attendance was recorded last year. 
 
Training courses include: 
 
Moving and Handling of patients 
Protection of Vulnerable adults and children 
Infection control 
Emergency First Aide (CPR) 
 
Staff retention is very good which can be attributed to terms and conditions of 
service as well as support given to our frontline care staff where the stresses of 
their role are recognised and their hard work valued. 
Two staff members left the company last year. One staff member was dismissed 
for gross misconduct. Essential Homecare Services have recently recruited two 
new members of staff with the view to increase capacity. 
 
Service Users have benefited from a committed team of staff who at times has 
had to work through some adverse conditions and experiences which in effect 
help them build up their skills and expertise over time. 
 
Regulation Quality Improvement Authority ( RQIA) 
 
Essential Home care Services is a domiciliary care provider registered with the 
Regulation and Quality Improvement Authority under the terms of the Health 
and Social Care Act 2008. 
 
During our annual Assessment of 2010 /2011 the RQIA report clearly indicates 
that we are operating within the guidelines of the minimum standards. 
 
A full report is available form www.rqia.org.uk. Follow links to ‘inspection reports. 
 
Prior to our 2012 inspection details of the RQIA inspection will be sent to all 
service users stating the name of the inspector, date of inspection and contact 
details if any service user wishes to make any comment.

http://www.rqia.org.uk/


Looking Forward 
 
Over-all the past year has been a period of consolidation, while we prepared 
and manage to meet the challenges of Government cut backs, doing our up 
most that quality of care is not affected. 
 
This year all staff members will register with the Northern Ireland Social Care 
Council. This is mandatory to enable staff to work in domiciliary care. 
 
Equally strong will be our commitment towards support and development of, as 
well as further training for, our care workers who are at the front of our service 
delivery. 
 
We will continue to undertake an analysis of the records of key events, learn 
from them and try to look for ways to improve our current systems and 
structures wherever necessary or possible. 
 
I would like to express my thanks to the staff. Our most important asset. Their 
tremendous contribution coupled with that of our Service Users’ surely account 
for our achievements over the past year. 


