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Executive Summary 
The User Experience Survey is run on an annual basis and is used to target areas of particular 
interest within Adult Social Services. Opinions are sought over a range of service areas to gain an 
understanding of users’ views rather than measuring quantities of care delivered. 
 
This survey is targeted at service users aged 18 and over receiving community equipment or a minor 
adaptation funded wholly or in part by Social Services, and aims to learn more about whether or not 
the community equipment and minor adaptations is helping them to live safely and independently in 
their own home. 
 
In 2009-10 

• 43 per cent of users who responded said that they were extremely satisfied with their most recent 
piece of equipment or minor adaptation which is an increase of 1 percentage point. since 2007-
08.  34 per cent of respondents said they were very satisfied, 16 per cent were quite satisfied, 3 
per cent were neither satisfied nor dissatisfied and the remaining 3 per cent were dissatisfied. 

 

• 68 per cent of respondents reported that the equipment/minor adaptation had made their quality 
of life much better, 27 per cent reported it had made it a little better, 4 per cent said it had not had 
any effect and 1 per cent it had made it worse.  These figures are unchanged from 2007-08. 

 

• In the cases where the user chose what equipment or minor adaptation they wanted, 79 per cent 
said that the equipment or minor adaptation has made their life much better. On the other hand, 
when the users reported that the equipment or minor adaptation didn't affect what they got or 
when they reported they hadn't had any real choice, a much smaller percentage (35% and 41% 
respectively) indicated that the equipment or minor adaptation had made their quality of life much 
better. 

 

• 73 per cent of respondents who felt their equipment or minor adaptation had been set up and 
demonstrated clearly and helpfully also felt the equipment or minor adaptation had made their life 
much better.  This can be compared to the groups of users who were not shown how to use their 
equipment or minor adaptation and thought they should have been (where 41 per cent said it 
made their life much better), or were shown but not as well as they should have been (46%), or 
were shown but were unsure how to use it later (48%). 

 

• 98 per cent of respondents were either very or fairly happy with the way they were treated by 
those who discussed their needs with them in 2009-101 and 2 per cent of the respondents were 
unhappy.  These figures are unchanged from 2007-08. 

 

• 4 per cent of respondents felt the length of time they waited for their equipment or minor 
adaptation caused them serious problems and a further 15 per cent experienced minor problems.  
Over four-fifths (81%) had no problems.  These figures have remained the same as in 2007-08. 

 

• Nearly two-thirds (64%) of respondents were using their equipment or minor adaptation to help 
look after their personal care needs in 2009-10, which is unchanged from 2007-08.  Over two-
fifths (42%) were using it to get around within the home (up 1 percentage point), and over a 

                                            
 
1 Excluding those that responded stating “Not Applicable, I didn’t talk to anybody”. 
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quarter (26%) were using it to move around outside of the home (also up 1 percentage point).  A 
third (33%) used their equipment or minor adaptation to help them have more control over their 
daily life (down 1 percentage point). 

 

• In 2009-10, 27 per cent of respondents had no worries about their personal safety with regards to 
fear of falling or other physical harm which is a decrease of 1 percentage point since 2007-08, 
and a further 46 per cent had support to ensure they had no worries (up 2 percentage points).  
However, 3 per cent were extremely worried (unchanged) with the remaining 24 per cent having 
some worries (down 1 percentage point)2.  

 

• 78 per cent of users in the White ethnic group responded they were either extremely or very 
satisfied with their equipment or minor adaptation, compared to only 59 per cent of users in the 
Asian ethnic group. 

 

• A quarter (25%) of respondents said they needed less help from others following receipt of their 
equipment or minor adaptation which is an increase of 1 percentage point from 2007-08, and 
nearly half (49%) said the amount of help they needed had not changed (also up 1 percentage 
point).  8 per cent reported they now needed more help than they had before (unchanged), and 
the remaining 18 per cent said they did not need help from others (down 1 percentage point). 

 

• 65,000 out of a sample of 127,000 equipment or minor adaptation recipients responded to the 
survey which is a response rate of 51 per cent (55% in 2007-08).  

 
 

 
 

 

 

                                            
 
2 Percentages sum to more than 100% as users could select all areas of their life which were helped by their 
equipment of minor adaptation. 
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1 Introduction 
Who this report is for 
 
This report can be used by central Government, councils, commercial organisations, charities and 
the general public to monitor the impact of Government policies on people who receive equipment 
and minor adaptations.  It also provides a wealth of data for researchers, academics and students to 
investigate and analyse.  Further analysis can be requested from the NHS Information Centre for 
health and social care (NHS IC) and the data can also be accessed via the NHS IC website. 
 
Background 
 
This survey was previously run in 2007-08 following the launch of the transforming community 
equipment and wheelchair services programme (TCEWS) by the then Prime Minister in June 20063.  
The Department of Health had worked collaboratively with stakeholders to develop a new model for 
delivery of community equipment and wheelchair services in England, which had the interests of 
users and carers at its heart.  Working with partners, the Department of Health tested key parts of the 
model and early indications were that people have been satisfied with their outcomes.  This report on 
the 2009-10 survey can therefore add evidence to the impact this initiative is having on people who 
have recently received equipment or a minor adaptation.  
 
Over the period April 2009 to March 2010 over half a million service users received equipment as 
part of a care package following an assessment and over £233 million was spent on equipment.  
Prior to the recent surveys in this area, very little has been known as to whether or not the equipment 
had helped the service user to live independently. Within the Department of Health (DH) and the 
Care Quality Commission (CQC) equipment is an important policy area.  Access to the right 
equipment in a timely manner is identified in Putting People First (2007) as a key in supporting 
independent living as well as the increased focus on early intervention and prevention. 
 
This survey was developed due to the need to learn more about whether or not community 
equipment and minor adaptations received by service users is helping them to live safely and 
independently in their own home. 
 
Whilst developing the survey it was decided not to include community equipment funded by health. 
This would have been an initial step to look at joint collections in an area where joint processes are 
already established at the front line. Although there was a willingness to do a joint collection around 
community equipment it was not deemed viable for practical reasons.   However, 35 councils 
included health users in their survey as they found it impossible to exclude them from the sample 
(due to reasons such as joint funding), and 3 councils reported that their health partner carried out 
the same survey on a voluntary basis.   
 
The survey was carried out by 149 of 152 Councils with Adult Social Services Responsibilities 
(CASSRs) for completion in early 2010. Three councils, Isles of Scilly, City of London and Bath and 
North East Somerset, were excluded from the survey as the number of service users who met the 
survey eligibility criteria was less than 150 and therefore they would not have been able to produce 
statistically robust results. 
 
                                            
 
3  Information on the Transforming community equipment and wheelchair services programme (TCEWS) can be found on 

the Department of Heath’s website at: 
http://www.dh.gov.uk/en/SocialCare/Socialcarereform/Communityequipmentservices/index.htm 

http://www.dh.gov.uk/en/SocialCare/Socialcarereform/Communityequipmentservices/index.htm
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Councils may wish to share the survey results locally with their health colleagues. 

Previously, surveys of different groups of service users have been carried out. More details can be 
found in the Further Information section of this report.  
 
Data Quality 
 
Surveys, such as this one, are based on a sample of the whole population of service users and 
produce statistics that are estimates of the real figure for the whole population. These estimates are 
always surrounded by a margin of error and therefore care needs to be taken in making comparisons 
between service user groups and councils. (See editorial notes).  
 
This is the second time this survey has been conducted and the 2009-10 Community Equipment and 
Minor Adaptations User Survey questionnaire is largely similar to the version used in the 2007-08 
survey.   Differences discussed in the main findings either over time or between different categories 
of respondents are statistically significant.  
 
Nationally, 65,000 out of 127,000 service users that the questionnaire was sent to responded, which 
represents a response rate of 51 per cent (55% in 2007-08). 
 
Although there are slight differences in response rates between the different groups of users when 
split by demographic information, these differences were not enough to bias the results.  See chapter 
5 for more information (Coverage). 
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2 Satisfaction and Quality of Life 
Introduction 
 
The questions in this section look at how different aspects of the community equipment or minor 
adaptation might be related to service users’ satisfaction, and if the equipment or minor adaptation 
has improved their quality of life. 
 

Satisfaction and Quality of Life 
 
Figure 2.1 shows how satisfied users were with their equipment or minor adaptation.  Over three 
quarters (77%) of the users who responded to this question were either extremely or very satisfied 
with their most recent equipment or minor adaptation to their home.  However 3 per cent were 
dissatisfied.  There was a significant increase of 1 percentage point in the number of respondents 
extremely satisfied with their equipment or minor adaptation since 2007-08. 
 
This is supported by Figure 2.2 which shows the distribution of answers to the question on quality of 
life.  This question was used to calculate NIS (National Indicator Set) Indicator NI127 Self reported 
Experience of Service Users for 2009-10 (see appendix A for more information on the definition of 
the indicator).   
 
Figure 2.1: Q1 - Overall, how satisfied are you with the most recent equipment/minor 

adaptation to your home that you received from Social Services? in 2007-081 
and 2009-102 
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1. Based on 68,400 respondents. 
2. Based on 63,500 respondents. 
3. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied 
Figures may not add up to 100 per cent due to rounding. 

 
Figure 2.2 shows that 68 per cent of service users reported that their equipment or minor adaptation 
had made their quality of life much better (which is the indicator value) and 27 per cent said it had 
made their quality of life a little better.  Less than 1 per cent said it had made their life worse.  Again 
there was little difference from 2007-08 and there was a large variation in the council values in 2009-
10 they ranged from 54 per cent to 89 per cent (see Appendix E Table U4). 
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Figure 2.2: Q10 – How has the equipment/minor adaptation affected the quality of your life? 
in 2007-08¹ and 2009-10² 
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- less than 0.5 per cent 
1. Based on 67,000 respondents. 
2. Based on 62,400 respondents. 
3. Figures may not add up to 100 per cent due to rounding 
 
For each type of response to the question on quality of life, Table 2.1 shows the percentage of 
respondents that gave each type of answer for their level of satisfaction of equipment out of 100 per 
cent (i.e. each row adds up to 100 per cent).   
 
It shows that there appears to be a strong link between how the respondent feels the equipment or 
minor adaptation has affected their quality of life and their degree of satisfaction with the equipment 
or minor adaptation.  Where respondents have reported the equipment/minor adaptation has had a 
positive effect on their quality of life, the majority have also responded positively with regard to their 
degree of satisfaction.  For example, more than half (55%) of those who felt the equipment or minor 
adaptation had made their life much better were also extremely satisfied, and just over a third (34%) 
were very satisfied.  Only 1 per cent were dissatisfied.   
 
Similarly, where respondents have indicated that the equipment/minor adaptation has had a negative 
effect on their quality of life, a greater majority of them have also said that they are dissatisfied with 
their equipment/minor adaptation to some degree.  For example, 72 per cent of those who said the 
equipment or minor adaptation had made their life worse were dissatisfied. 
 
Table 2.1: Effect on quality of life (Q10) by satisfaction levels (Q1) 
England, 2009-10                  Percentages1 and Rounded Numbers 

  Degree of Satisfaction   
Effect on Quality of 
Life 

Extremely 
Satisfied 

Very 
Satisfied

Quite 
Satisfied Neither Dissatisfied² Total 

Respondents
Made it much better 55 34 9 1 1 42,100
Made it a little better 20 39 32 6 3 16,400
Had no effect 8 17 24 24 27 2,500
Made it a little worse 5 9 18 19 50 200
Made it a lot worse 7 5 8 8 72 200

1. Figures may not add up to 100 per cent due to rounding. 
2. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
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Relationship with Other Questions 
 
Table 2.2 shows that there appears to be only a small relationship between how the respondents’ 
equipment and minor adaptation needs were discussed with them and how satisfied they were with 
the most recent piece of equipment they received.  The distribution of satisfaction with the equipment 
is similar for each of the ways in which the service users’ needs were discussed.  46 per cent of 
users who discussed their needs in a disability living centre were extremely satisfied compared to 40 
per cent of users that completed a self assessment on line.  
 
Table 2.2: How equipment and minor adaptation needs were discussed (Q2) by 

satisfaction levels (Q1) 
England, 2009-10                Percentages1 and Rounded Numbers 
  Degree of Satisfaction   

How needs were discussed Extremely 
Satisfied

Very 
Satisfied

Quite 
Satisfied Neither Dissatisfied² Total 

Respondents
Somebody came to my 
home 44 34 16 3 3 50,800

I spoke to someone on the 
telephone 43 34 16 3 4 8,600

I had an assessment in a 
hospital 41 37 17 3 2 8,000

I went to a Disability Living 
Centre 46 31 15 4 4 1,600

I did a self-assessment on 
the internet 40 40 13 4 3 200

Other 34 36 18 6 6 1,800
1. Figures may not add up to 100 per cent due to rounding. 
2. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
3. Users could choose more than one response. 
 
It can be seen from Figure 2.3 that there is a strong link between the effect on quality of life, and the 
degree of choice users had in influencing what they received.  In the cases where the user chose 
what they wanted, 79 per cent of the responses indicate the equipment or minor adaptation has 
made their life much better.  On the other hand, when the users reported that their choice for the 
equipment or minor adaptation didn't affect what they got or when they reported they hadn't had any 
real choice, a smaller percentage (35% and 41% respectively) of service users indicated that the 
equipment or minor adaptation had made their quality of life much better. The numbers in brackets 
after each category for Figure 2.3 show the approximate number of respondents that the 
percentages are based on.   
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Figure 2.3: Feelings of choice (Q4) by effect on quality of life (Q10), 2009-10 
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1. Figures may not add up to 100 per cent due to rounding 

 
Table 2.3 shows that of the respondents to the survey, a lower percentage of the people who said 
they received a single piece of equipment were extremely satisfied (40%) compared to the people 
who responded that they received a number of pieces of equipment (45%), or a minor adaptation to 
their home (47%). 
 
Table 2.3: What was given as a result of assessment (Q5) by degree of satisfaction (Q1) 
England, 2009-10         Percentages1 and Rounded Figures 

  Degree of Satisfaction   
What were you given as a result of 
assessing your needs?² 

Extremely 
Satisfied

Very 
Satisfied

Quite 
Satisfied Neither Dissatisified3 Total 

Respondents

A single piece of equipment 40 32 18 5 5 16,300
A number of pieces of equipment 45 35 15 3 2 40,800
A minor adaptation to your home 47 33 14 3 2 14,800
Advice 51 31 13 3 2 500

 
1. Figures may not add up to 100 per cent due to rounding. 
2. For Question 5 users could choose more than one response. 
3. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
4. 600 respondents (1 per cent of the respondents to this question) indicated that they only received advice, not equipment or a minor   
adaptation.  See editorial notes for further details. 

 
It is possible to compare users by combining their responses to the question regarding what was 
given to them as a result of assessment. 53 per cent of respondents who received advice with their 
equipment and/or a minor adaptation (which may not necessarily be advice on how the equipment or 
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minor adaptation works) were extremely satisfied with the equipment they received (see Figure 2.4).  
This can be compared to only 42 per cent of respondents who received equipment and/or a minor 
adaptation but did not receive advice.  The percentage of users who were dissatisfied was slightly 
higher for those who did not receive advice (3%) than those who did (2%) It is possible that receiving 
advice may be perceived as improving the service and therefore improving satisfaction. 
 
Figure 2.4: Whether advice was given as a result of assessment as well as equipment 

and/or a minor adaptation (Q5) by degree of satisfaction (Q1), 2009-10 

42
35

16

3 3

31

12

2 2

53

0

10

20

30

40

50

60

Extremely
Satisfied

Very Satisfied Quite Satisfied Neither Dissatisified¹

Pe
rc

en
ta

ge
 

Received equipment and/or minor adaptation but no advice (54,000)
Received equipment and/or minor adaptation and advice (7,000)

1. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
2. Figures may not add up to 100 per cent due to rounding 
 
Table 2.4 shows respondents were less satisfied with the piece of equipment or minor adaptation if 
they had had problems caused by the length of time they waited for it.  21 per cent of respondents 
who indicated they had had serious problems due to the length of time they had had to wait were 
dissatisfied, compared to only 2 per cent of the respondents who hadn’t had any problems. 
 
Table 2.4: Problems caused by length of waiting time (Q6) by degree of satisfaction (Q1)  
England, 2009-10         Percentages1 and Rounded Figures 

  Degree of Satisfaction  
Problems caused by 
length of waiting time 

Extremely 
Satisfied 

Very 
Satisfied

Quite 
Satisfied Neither Dissatisified2 Total 

Respondents

No 46 35 14 3 2 49,700

Yes, but only minor 
problems 33 35 22 5 5 9,200

Yes, serious problems 23 23 23 9 21 2,200
 
1. Figures may not add up to 100 per cent due to rounding. 
2. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
 
Nearly three quarters (73%) of respondents who felt their equipment or minor adaptation had been 
set up and demonstrated clearly and helpfully also felt the equipment or minor adaptation had made 
their life much better (see Figure 2.5).  This can be compared to the groups of users who were not 
shown how to use their equipment or minor adaptation and thought they should have been (where 41 
per cent said it made their life much better), or were shown but not as well as they should have been 
(46%), or were shown but were then unsure how to use it later (48%). 
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Figure 2.5: Whether shown how to use the equipment/minor adaptation (Q7) by quality of 
life (Q10), 2009-10 
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1. Figures may not add up to 100 per cent due to rounding 

 
It can be seen from Table 2.5 that there appears to be a link between whether the service user was 
contacted after receiving their equipment or minor adaptation, and how satisfied they were with that 
equipment or minor adaptation.  Only 33 per cent of users who were not contacted after receiving 
their equipment were extremely satisfied, compared to 46 per cent and 47 per cent of users who had 
someone telephone or visit them respectively. More than half (56%) of users who were both 
telephoned and visited were extremely satisfied. 
 
Table 2.5: Whether the service user was contacted after receiving equipment (Q8) 

by degree of satisfaction (Q1) 
England, 2009-10         Percentages1 and Rounded Figures 

  Degree of Satisfaction   
Whether was 
contacted after 
receiving 
equipment 

Extremely 
Satisfied 

Very 
Satisfied

Quite 
Satisfied Neither Dissatisified² Total 

Respondents

No, I was not 
contacted 33 33 21 6 7 13,900

Yes, someone 
telephoned me 46 36 14 2 2 21,900

Yes, someone 
visited me 47 34 15 2 2 13,100

Yes, someone 
telephoned and 
someone visited me 

56 29 11 2 2 5,700

Don't know/Can't 
remember 36 38 19 4 3 6,400

1. Figures may not add up to 100 per cent due to rounding. 
2. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
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Figure 2.6 shows that the respondents who felt in control of their daily life (with or without help) also 
generally felt their quality of life has been improved by their equipment or minor adaptation compared 
to the respondents who did not feel they had as much control as they would like.  78 per cent of the 
service users who felt in control of their daily life also felt their quality of life had been made much 
better, compared to those who felt they have some control over their daily life (45%), and those who 
felt they had no control over their daily life (51%). 
 
Figure 2.6: Control over daily life (Q12) by quality of life (Q10), 2009-10 
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1. Figures may not add up to 100 per cent due to rounding 

 
There appears to be a link between feelings of cleanliness and the impact of the equipment or minor 
adaptation on quality of life, as shown in Table 2.6.  75 per cent of service users who always felt 
clean reported that their equipment or minor adaptation had made their quality of life much better.  
This can be compared to 66 per cent of respondents who felt clean with help, 44 per cent of 
respondents who occasionally felt less clean than they would like, and 37 per cent of respondents 
who felt much less clean than they would like. 
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Table 2.6: Feelings of cleanliness (Q13) by quality of life (Q10) 
England, 2009-10         Percentages1 and Rounded Figures 
  Quality of Life   

Feelings of cleanliness 
Made it 

much 
better 

Made it a 
little 

better

Had no 
effect

Made it a 
little 

worse

Made it a 
lot worse 

Total 
Respondents

I always feel clean 75 21 3 - - 31,100

With help I always feel 
clean 66 30 3 - - 22,600

I occasionally feel less 
clean than I would like 44 46 9 1 1 4,800

I feel much less clean 
than I would like, with 
poor personal hygiene 

37 41 16 2 4 1,000

- less than 0.5 per cent 
1. Figures may not add up to 100 per cent due to rounding. 
 
There was a relationship between whether service users were worried about their personal safety 
and whether they felt the equipment or minor adaptation had made their quality of life better (see 
Table 2.7).  4 per cent of users who were extremely worried about their personal safety felt the 
equipment or minor adaptation they had received had actually made their quality of life a little or a lot 
worse.  Only 42 per cent of these users felt it had made their quality of life much better, compared to 
77 per cent of the users who had no worries about their personal safety. 
 
Table 2.7: Feelings of safety (Q14) by quality of life (Q10) 
England, 2009-10         Percentages1 and Rounded Figures 
  Quality of Life   

Feelings of safety 
Made it 

much 
better 

Made it a 
little 

better

Had no 
effect

Made it a 
little 

worse

Made it a 
lot worse 

Total 
Respondents

I have no worries about 
my personal safety 77 18 4 - - 15,900

I have support to ensure 
that I have no worries 
about my personal safety 

72 25 3 - - 27,700

I have some worries 
about my personal safety 56 37 5 1 - 14,200

I am extremely worried 
about my personal safety 42 44 10 2 3 2,000

 
- less than 0.5 per cent 
1. Figures may not add up to 100 per cent due to rounding. 

 
It can be seen from Figure 2.7 that when the home of the service user meets their needs very well, 
the majority (81%) felt that the equipment or minor adaptation they had been given had made their 
life much better.  This can be compared to the respondents whose home meets most of their needs 
(65%), or some of their needs (48%), and those who felt that their home was totally inappropriate for 
their needs (41%). 
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Figure 2.7: How well is your home designed to meet needs (Q15) by quality of life (Q10), 
2009-101 
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Service users were also asked whether they used a wheelchair or telecare, or had received a major 
adaptation to their home.  It is possible to look at the responses to the question on satisfaction by 
whether the service user was using these types of assistance but it is important to realise that they 
will be answering the question on satisfaction in respect of the piece of equipment or minor 
adaptation they received within the period September 2009 to December 2009, and for example, they 
may have received a wheelchair much earlier than this. 
 
Table 2.8 shows that the distribution of satisfaction with the equipment or minor adaptation is fairly 
similar between the groups of respondents with the different types of equipment used.  This indicates 
there is a small link between the type of equipment used and the degree of satisfaction with the 
equipment. 
 
Table 2.8: Which equipment used (Q17 - Q19) by degree of satisfaction (Q1) 
England, 2009-10         Percentages1 and Rounded Figures 
  Degree of Satisfaction   

Which equipment used2 Extremely 
Satisfied

Very 
Satisfied

Quite 
Satisfied Neither Dissatisified3 Total 

Respondents

I use a wheelchair 41 35 17 3 4 20,500

I have a major adaptation 
to my home 47 33 14 3 3 19,600

I use Telecare 42 35 17 3 3 19,200

None of the above 43 34 16 4 3 21,400
1. Figures may not add up to 100 per cent due to rounding. 
2. This groups three separate questions and therefore users could choose more than one response. 
3. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
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Method of receiving care package 
 
Councils were asked to identify if service users were in receipt of direct payments for any of their 
services or receiving their care package via a personal budget.  Note that users who had equipment 
on their care plan but received a direct payment instead were excluded from the survey as it could 
not be determined whether the equipment or minor adaptation was actually purchased.  This means 
that those remaining in the survey who received a direct payment are most likely to have used this 
direct payment to purchase a different/other service such as home care rather than a piece of 
equipment. 
 
Service users in receipt of Personal Budgets were included where it is known that some or all of their 
Personal Budget was spent on Equipment or minor adaptation services provided by or contracted by 
the Local Authority.  If it was unknown how the Personal Budget was spent, then the service user 
was excluded. 
 
Another way of receiving equipment is via equipment prescriptions.  Equipment prescriptions are 
vouchers that can be used by the service user to purchase the equipment themselves.  This gives 
them greater flexibility and control and means that they can chose what equipment to buy and also 
lets them purchase a better model or complimentary items to those in their own home should they 
wish to put additional funds towards the purchase. 
 
Table 2.9 shows whether a service user is in receipt of direct payments, personal budgets or 
equipment prescriptions and their degree of satisfaction appear to be linked.  Of the users receiving 
direct payments and/or personal budgets, 38 per cent were extremely satisfied with their equipment 
or minor adaptation compared to 42 per cent of users in receipt of an equipment prescription and 44 
per cent who were not in receipt of direct payments, personal budgets or equipment prescriptions.  
However, this may reflect the difference between people receiving their services in this way rather 
than a link between the receipt of direct payments, personal budgets or prescriptions and 
satisfaction.  For example, respondents who were recipients of direct payments and/or personal 
budgets were younger on average with 31 per cent being aged 18-64 compared to 20 per cent for 
those not receiving direct payments, personal budgets or equipment prescriptions, and younger 
people had lower levels of satisfaction.  It may also reflect some council level differences as some 
councils have implemented these methods of receiving services more than others. 
 
Table 2.9: Receipt of equipment via a personal budget and/or direct payments or via a 

prescription by degree of satisfaction (Q1) 
England, 2009-10         Percentages1 and Rounded Figures 

  Degree of Satisfaction   

  Extremely 
Satisfied 

Very 
Satisfied

Quite 
Satisfied Neither Dissatisified3 Total 

Respondents

Personal Budgets 
and/or Direct 
Payments 

38 36 18 4 5 4,200

Prescriptions 42 32 18 4 4 2,000

Not receiving 
Personal Budgets, 
Direct Payments or 
Prescriptions 

44 34 16 3 3 57,800

1. Figures may not add up to 100 per cent due to rounding. 
2. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
3. 400 respondents were in receipt of both a prescription and either a direct payment or personal budget.  They are included in both of the 

first two rows of the table. 
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In order to try to control for some of the other factors which may be affecting satisfaction other than 
the receipt of direct payments or personal budgets, figure 2.8 shows the percentage of service users 
who were extremely satisfied broken down by whether they were in receipt of a direct payment or 
personal budget and age.  For nearly all the age groups, the percentage of service users who were in 
receipt of direct payments or a personal budget and were extremely satisfied was lower than those 
who were not in receipt and were also not in receipt of an equipment prescription.  However, there 
will be other factors which might explain these findings but the sample size is not sufficient to break 
this group down further.  It should also be noted that a more direct evaluation survey asking about 
the impact of personal budgets or direct payments would be more suitable for measuring their 
impact. 
 
Figure 2.8: Receipt of Direct Payments/Personal budgets by age group of those answering 

they were extremely satisfied (Q1), 2009-10 
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1. A small number of respondents did not have a age recorded (less than 5). 

 
Although, equipment prescriptions have been rolled out nationally the survey found that councils 
were at varying stages of rollout.  Table 2.10 presents additional information collected from councils 
during the survey process and shows that 131 councils (90%) said that no service users received 
equipment prescriptions and less than a quarter of service users had received equipment 
prescriptions in a further 8 councils (6%).  However, in 3 councils (2%), all service users who had 
received equipment had done so via an equipment prescription.  There was some conflicting 
information when comparing the answers councils gave to this question with how they coded the 
individual level data but even allowing for these conflicts, the general impression remained that in the 
vast majority of councils, very few service users were receiving equipment via an equipment 
prescription. 
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Table 2.10: Roughly what proportion of all clients receiving Equipment did so via a 
prescription?, 2009-10 

England, 2009-10      Percentages1 and Number of Councils 

  
Number of 

Councils
Percentage of all 

councils 
None 131 90 
More than none but less than 25% 8 6 
More than 25% but less than 50% 2 1 
More than 50% but less than 75% 1 1 
More than 75% but less than all 0 0 
All 3 2 

145 councils responded to this question     Source: Contextual Questionnaire to councils 

 
Based on the findings in Table 2.10, it is likely that the results shown in Table 2.9 for equipment 
prescriptions are heavily influenced by the types of councils which have a high incidence of 
equipment users receiving their equipment via a prescription.  Therefore, Figure 2.9 is limited to only 
the 8 councils4 where 25 per cent or more of their sample of service users received equipment via a 
prescription.  
 
It shows that 42 per cent of respondents that received their equipment via an equipment prescription 
answered that they were extremely satisfied compared to 46 per cent of service users that received 
their equipment via a more traditional route although this was not a statistically significant difference.  
Again however there may be other factors at play here which have not been captured in this analysis 
and it is difficult to break down the sample size further. 
 
Figure 2.9: Receipt of an equipment prescription compared to those receiving 

equipment via a traditional route by degree of satisfaction (Q1), 2009-10 
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4 The 8 councils are Oldham, Cheshire East, Cheshire West and Chester, Northamptonshire, Rutland, Ealing, 
Waltham Forest and Dorset. 
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Table 2.11 shows a comparison of the degree of satisfaction of those councils where over 25 per 
cent of their sample were in receipt of equipment prescriptions and a control group of 8 comparator 
councils where no service users were receiving equipment prescriptions.  These comparator councils 
were the closest matching IPF comparators5 to those 8 councils where 25 per cent or more 
equipment users were receiving prescriptions.  The table shows that 45 per cent of users who were 
receiving equipment via prescriptions in the 8 councils which had 25% or more users receiving 
equipment in this way were extremely satisfied, compared to only 41 per cent of service users in the 
8 comparator councils who had no equipment users receiving prescriptions.  However the 
percentage who were either extremely or very satisfied was similar at 76 per cent for those receiving 
prescriptions and 77 per cent for those in the control group who were not receiving prescriptions. 
 

Table 2.11: Comparison of councils using equipment prescription compared to a control 
group of councils by degree of satisfaction (Q1), 2009-10 

England, 2009-10         Percentages1 and Rounded Figures 
  Degree of Satisfaction 

  
Extremely 

Satisfied
Very 

Satisfied
Quite 

Satisfied Neither Dissatisfied¹ 
Total 

Respondents
Prescription recipients in 
councils where 25% or 
more of users were 
receiving prescriptions 

42 32 18 4 4           1,900 

Not receiving 
prescriptions in control 
group of councils 

41 37 16 3 3           3,400 

1. Figures may not add up to 100 per cent due to rounding 
2.    Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
 

 
Demographic Information 
 
Table 2.12 shows that a smaller percentage of service users were extremely satisfied with their 
equipment or minor adaptation in the learning disability client groups (32%) than for the physical 
disability, frailty and sensory impairment group (43%).  The learning disability group also appears to 
have a slightly higher percentage of users who were dissatisfied (4%) compared to physical disability, 
frailty and sensory impairment (3%). 
 

                                            
 
5 Comparator Councils used are inline with those in the 2009-10 release of the National Adult Social Care 
Intelligence Service (NASCIS), these are Rochdale, Wiltshire, Stockport, Warwickshire, Herefordshire, Brent, 
Redbridge and Devon. 
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Table 2.12: Primary Client Group1 by degree of satisfaction (Q1) 
England, 2009-10         Percentages2 and Rounded Figures 
  Degree of Satisfaction   
Primary Client 
Group 

Extremely 
Satisfied 

Very 
Satisfied

Quite 
Satisfied Neither Dissatisified3 Total 

Respondents
Physical disability, 
frailty and sensory 
impairment 

43 34 16 3 3 57,100

Learning disability 32 38 20 6 4 700

Mental health 41 33 18 4 4 1,700

Vulnerable people 43 35 16 3 3 1,700
1. Substance Misuse service users were excluded from this table as the numbers are too small to produce robust results.  Some users may 

have other conditions but these are not their primary client group.  For example, some users in the physical disability group may also 
have a mental health problem. 

2. Figures may not add up to 100 per cent due to rounding. 
3. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
 
 
It can be seen from Table 2.13 that the spread of responses to whether the equipment or minor 
adaptation has improved the service users’ quality of life is similar for males and females with both 
having 95 per cent of service users saying it has made their life either much or a little better. 
 
Table 2.13: Gender by quality of life (Q10) 
England, 2009-10         Percentages¹ and Rounded Figures 
  Quality of Life   

Gender Made it 
much better 

Made it a 
little better 

Had no 
effect

Made it a 
little worse

Made it a lot 
worse 

Total 
Respondents

Male 67 28 4 - - 22,000
Female 69 26 4 - - 40,300

- less than 0.5 per cent 
1. Figures may not add up to 100 per cent due to rounding. 
 
Figure 2.10 shows that with the exception of 18-24 year olds, a smaller percentage of younger 
service users felt that their quality of life had been made much better than older users. 
 
Figure 2.10: Age group by quality of life (Q10), 2009-10 
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Figures may not add up to 100 per cent due to rounding 

 
Figure 2.11 shows that respondents in the White ethnic group appear to have higher levels of 
satisfaction compared to the other ethnic groups.  78 per cent of service users in the White ethnic 
group were either extremely or very satisfied with their equipment or minor adaptation, compared to 
only 59 per cent of the Asian or Asian British ethnic group. 
 
Figure 2.11: Ethnic group by degree of satisfaction (Q1), 2009-10 
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1. Chinese and Other groups have been combined as the Chinese category was too small to produce robust results. 
2. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
3. Figures may not add up to 100 per cent due to rounding 
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3 Assessment and Installation Process 
Introduction 
 
Having service user needs assessed correctly followed by having the community equipment or minor 
adaptation correctly installed can determine whether the service provided actually has the desired 
impact and whether the equipment/minor adaptation is used on an ongoing basis. 
 

Discussion of Needs 
 
Users were asked how their needs were discussed with them, and they could choose more than one 
response to this question.  For example, they might respond that someone had come to their home 
and that they also spoke to someone on the telephone.  Therefore the total number of responses is 
more than the number of users who responded to the question.  For each category the percentage of 
respondents in Figure 3.1 was calculated as a percentage of all the users who answered the 
question, rather than of the total number of responses. 
 
Figure 3.1 shows that over four-fifths of those people in receipt of equipment or minor adaptations in 
the 4 months previous to the questionnaires being sent out had their needs discussed with them at 
their home in 2009-10 which is similar to 2007-08.  14 per cent had their needs discussed over the 
phone in 2009-10 compared to 13 per cent in 2007-08, while 13 per cent had an assessment at 
hospital in 2009-10 compared to 15 per cent in 2007-08.   
 
Figure 3.1: Q2 – How were your equipment and minor adaptation needs discussed with 

you? in 2007-081 and 2009-102 
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- less than 0.5 per cent 
1. Based on 67,800 respondents. 
2. Based on 63,100 respondents. 
3. Percentages may not add up to 100 per cent as more than one answer can be ticked. 
 
The interaction between service users and those who work for the service is very important to users.  
Question 3 was used to calculate the National Indicator NI128 in 2009-10. In the survey, 87 per cent 
of respondents were very happy with the way they were treated by those who discussed their needs 
with them in 2009-10, a decrease of one percentage point from 2007-08 (Table 3.1).  However, 2 per 
cent were unhappy in 2009-10; this has remained the same as 2007-08.  
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Table 3.1: Q3 – How happy were you with the way those who discussed your needs treated 
you1? in 2007-082 and 2009-103 

England,                               Percentages4 
Response 2007-08 2009-10 
I was very happy with the way they treated me 88 87 
I was fairly happy with the way they treated me 11 11 
I was fairly unhappy with the way they treated me 1 1 
I was very unhappy with the way they treated me 1 1 

1. Excludes 1,700 people in 2007/08 and 1,700 people in 2009/10 who responded that they did not speak to anyone. 
2. Based on 66,500 respondents. 
3. Based on 61,600 respondents. 
4. Figures may not add up to 100 per cent due to rounding. 
 
Table 3.2 shows that there is only a small link between how needs were discussed and the 
respondents happiness with the way those who discussed their needs treated them. 
 
Table 3.2: How needs were discussed (Q2) by happiness with the way those who 

discussed needs treated them (Q3) 
England, 2009-10         Percentages1 and Rounded Figures 

  Happy with the way you were treated   

How were your needs discussed Very 
happy

Fairly 
happy

Fairly 
unhappy

Very 
unhappy 

Total 
Respondents

Somebody came to my home 88 10 1 1  
50,400 

I spoke to someone on the telephone 84 14 2 1  
8,400 

I had an assessment in a hospital 84 14 1 1  
7,800 

I went to a Disability Living Centre 87 11 1 1  
1,600 

I did a self-assessment on the 
internet 83 14 1 1  

200 

Other 78 17 3 2  
1,400 

1. Figures may not add up to 100 per cent due to rounding. 
2. Excludes the answer ‘Not applicable, I didn’t talk to anybody’ 
 

Choice 
 
Choice can be a major determinant in the impact of the equipment or minor adaptation on quality of 
life as seen previously in Figure 2.3.  Figure 3.2 shows that in 2009-10, 37 per cent of service users 
who responded chose what they wanted compared to 36 per cent in 2007-08, while in 2009-10, 36 
per cent felt what they wanted played a role in what they received compared to 38 per cent in 2007-
08.  The percentage of service users who felt that what they wanted didn’t really affect what they 
received remained the same for both 2007-08 and 2009-10 (5%), while 10 per cent didn’t feel they 
had a choice which has remained the same for both years. 
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Figure 3.2: Q4 – Did you feel that you had a choice about what equipment or minor 
adaptation to your home you had? in 2007-081 and 2009-102 
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1. Based on 66,900 respondents. 
2. Based on 62,100 respondents. 
3. Figures may not add up to 100 per cent due to rounding 
 
Choice also appears to be a factor in whether the respondent has continued to use the equipment or 
minor adaptation they were given (as seen in Figure 3.3).  Of the respondents who still use all of the 
equipment they were given, 76 per cent said they either chose what they wanted or what they wanted 
played a role in what they got.  This can be compared to only 52 per cent of people who stopped 
using their equipment or minor adaptation because they felt it to be unsafe. 
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Figure 3.3: Whether stopped using equipment or minor adaptation1 (Q9) by feelings of 
choice (Q4), 2009-10 
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1. Users could choose more than one response. 
2. Figures may not add up to 100 per cent due to rounding 
 

Items received 
 
Table 3.3 shows that in 2009-10, 26 per cent of respondents reported they received a single piece of 
equipment as a result of their needs being assessed which is a percentage point increase from 2007-
08.  66 per cent received a number of pieces of equipment in 2009-10, compared to 68 per cent in 
2007-08.  24 per cent received a minor adaptation in 2009-10 which is an increase of 2 percentage 
points and 12 per cent received advice which is unchanged. 
 
Table 3.3: Q5 – What were you given as a result of Social Services assessing your needs? 

in 2007-081 and 2009-102 
England,                         Percentages3 
Response 2007-08 2009-10
A single piece of equipment 26 26
A number of pieces of equipment 68 66
A minor adaptation to your home 22 24
Advice 12 12

 
1. Based on 67,300 respondents. 
2. Based on 62,600 respondents. 
3. Percentages may not add up to 100 per cent as more than one answer can be ticked. 
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Waiting Times 
 
In the survey, 4 per cent of respondents felt the length of time they waited for their equipment or 
minor adaptation caused them serious problems and a further 15 per cent experienced minor 
problems (Table 3.4).  Over four-fifths (81%) had no problems.  These figures are unchanged from 
2007-08. 
  
Table 3.4: Q6 – Did the length of time waiting for your equipment/minor adaptation to your 

home cause you any problems? in 2007-081 and 2009-102 
England,            Percentages3 
Problems caused by length of waiting time 2007-08 2009-10
No 81 81
Yes, but only minor problems 15 15
Yes, serious problems 4 4

 
1. Based on 66,700 respondents. 
2. Based on 62,100 respondents. 
3. Figures may not add up to 100 per cent due to rounding. 
 
Installation 
 
Over half (53%) of respondents felt the equipment/minor adaptation was set up and demonstrated 
clearly and helpfully, a decrease of one percentage point from 2007-08 (Figure 3.4).  However 2 per 
cent felt they should have been shown but were not, a further 2 per cent were shown but not as well 
as they felt they should have and a further 3 per cent were shown but were unsure later on how to 
use it (all unchanged since 2007-08).  The remaining 41 per cent did not need to be shown how to 
use it which compares to 39 per cent in 2007-08. 
 
Figure 3.4: Q7 – Were you shown how to use the equipment/minor adaptation to your 

home? in 2007-081 and 2009-102 
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1. Based on 66,600 respondents. 
2. Based on 61,800 respondents. 
3. Figures may not add up to 100 per cent due to rounding 
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Being shown how to use the equipment/minor adaptation can be vital in determining how much it is 
used in practice (as seen in Figure 3.5).  92 per cent of respondents who still use all the equipment 
they were given felt the equipment had been set up and demonstrated clearly and helpfully.  This 
compares to only 49 per cent of users who stopped using their equipment because they did not know 
how to use it properly.  In contrast 16 per cent of users who stopped using their equipment because 
they did not know how to use it properly were not shown how to use it and think they should have 
been. 
 

Figure 3.5: Whether the user stopped using equipment or minor adaptation² (Q9) by 
whether shown how to use equipment/minor adaptation (Q7), 2009-10 
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1. Figures may not add up to 100 per cent due to rounding. 
2. Excludes the answer ‘No, but I did not need to be shown’ 
 

Being contacted after delivery has been identified as something that characterises a ‘quality service’.   
Table 3.5 shows that the majority of respondents in the survey were contacted afterwards to check 
that everything was OK with their equipment or minor adaptation either by telephone or via a visit.  
However, nearly a quarter (23%) were not contacted (unchanged from 2007-08) and the remaining 
10 per cent either did not know or could not remember (increase if 1% point). 
 

Table 3.5: Q8 – Did anyone from Social Services contact you afterwards to check 
everything was OK? in 2007-081 and 2009-102 

England,                      Percentages3 
Response 2007-08 2009-10 
No, I was not contacted 23 23 
Yes, someone telephoned me 34 36 
Yes, someone visited me 23 21 
Yes, someone telephoned and someone visited me 10 9 
Don't know/Can't remember 10 10 

1. Based on 66,600 respondents. 
2. Based on 62,000 respondents. 
3. Figures may not add up to 100 per cent due to rounding. 
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4 Impact of Equipment/Minor Adaptation 
Introduction 
 
A series of questions were asked looking at the impact that all the minor adaptations and equipment 
respondents used had on their life.  Some of the questions were specifically about the impact of the 
minor adaptation or equipment while others asked about the impact on life more generally, as testing 
revealed that some users found it difficult to answer questions about aspects of their life which their 
equipment or minor adaptation was not designed to help with. 
 

How is it used? 
 
Figure 4.1 shows that 64 per cent of respondents were using their equipment or minor adaptation to 
help look after their personal care needs in 2009-10.  Over two-fifths (42%) were using it to get 
around within the home in 2009-10, an increase of 1 percentage point from 2007-08 and over a 
quarter (26%) were using it to move around outside of the home in 2009-10 (also up 1% percentage 
point).  A third (33%) used their equipment or minor adaptation to help them have more control over 
their daily life (down 1% percentage point). 
 
Figure 4.1: Q11 – We would like to know what areas of your life are helped by equipment or 

a minor adaptation to your home? in 2007-081 and 2009-102 
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Outcomes 
 
The next section attempts to directly look at outcomes via a survey based approach.  Table 4.1 
shows that in 2009-10, 35 per cent of respondents reported that they felt in control of their daily life, a 
decrease of one percentage point from 2007-08.  A further 49 per cent reported they felt in control 
with some help in 2009-10 (up 1% percentage point).  However, 4 per cent felt they had no control 
over their daily life and the remaining 12 per cent had some control but did not feel it was enough in 
2009-10, compared to 11 per cent in 2007-08. 
 
 Table 4.1: Q12 – Thinking about the control you have over your daily life, which of the 

following statements best describes your present situation? in 2007-081 and 
2009-102 

England,                                    Percentages3 
Response 2007-08 2009-10 
I feel in control of my daily life 36 35 

With help I feel in control of my daily life 48 49 
I have some control over my daily life but not 
enough 11 12 

I have no control over my daily life 4 4 
1. Based on 66,200 respondents. 
2. Based on 61,300 respondents. 
3. Figures may not add up to 100 per cent due to rounding. 
 
In 2009-10, over half of respondents (52%) reported that they always felt clean.  A further 38 per cent 
said that with help, they always felt clean (Figure 4.2). However, 2 per cent felt much less clean than 
they would like with poor personal hygiene and the remaining 8 per cent said that occasionally they 
felt less clean than they would like.  These figures are very similar to 2007-08. 
 
Figure 4.2: Q13 – Thinking about the way you look and feel, which of the following 

statements best describes your present situation? in 2007-081 and 2009-102 
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1. Based on 65,400 respondents. 
2. Based on 61,100 respondents. 
3. Figures may not add up to 100 per cent due to rounding 
 
Respondents were asked how safe they felt where feelings of safety could be due to freedom from 
fear of falling or other physical harm.  Table 4.2 shows that in 2009-10, 27 per cent had no worries 
about their personal safety (a decrease of one percentage point since 2007-08), and 46 per cent had 
support to ensure they had no worries, (up 2 percentage points). However, 3 per cent were extremely 
worried with the remaining 24 per cent having some worries. 
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Table 4.2: Q14 – Which of the following statements best describes how safe you feel? in 

2007-081 and 2009-102 
England                                          Percentages3 
Response 2007-08 2009-10 
I have no worries about my personal safety 28 27 
I have support to ensure that I have no worries 
about my personal safety 44 46 

I have some worries about my personal safety 24 24 

I am extremely worried about my personal safety 3 3 
1. Based on 65,700 respondents. 
2. Based on 61,400 respondents. 
3. Figures may not add up to 100 per cent due to rounding. 
 
Figure 4.3 shows how well respondents felt their home was designed to meet their needs.  3 per 
cent felt their home was totally inappropriate for their needs while a further 15 per cent felt it met 
some of their needs.  However, over four-fifths (81%) felt it met either all or most of their needs. 
 
Figure 4.3: Q15 – How well do you think your home is designed to meet your needs? in 

2007-081 and 2009-102 
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1. Based on 66,200 respondents. 
2. Based on 61,900 respondents. 
3. Figures may not add up to 100 per cent due to rounding 
 
A key aim of having equipment or a minor adaptation is to improve independence by allowing the 
user to rely less on having others to do things for them.  In 2009-10, a quarter of users (25%) said 
they now needed less help from others which is an increase of one percentage point from 2007-08.  
Nearly half (49%) said the amount of help they needed had not changed which is an increase of one 
percentage point (Table 4.3).  However, 8 per cent reported they now needed more help than they 
had before which was unchanged.  
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Table 4.3: Q16 – Has having equipment/minor adaptation to your home changed the 
amount of help you need from others? in 2007-08¹ and 2009-10² 

England                                        Percentages2 

Response 2007-08 2009-10 

Not applicable as I do not need any help from others 19 18 

The amount of help I need is the same as it was 
before I had the equipment or minor adaptation 48 49 

I now need less help from others 25 25 

I now need more help from others 8 8 

1. Based on 64,000 respondents. 
2. Based on 59,700 respondents. 
3. Figures may not add up to 100 per cent due to rounding. 
 

Combining Quality of Life Questions 
It is interesting to combine responses to some of the questions to see how service users measure 
their quality of life. The questions in Table 4.4 all followed a similar format which has been used in 
previous surveys of social care users’ outcomes.  Ideally we would have wanted to include the 
questions which covered the domains on nutrition, activities and occupation, social life, getting 
around local area and pain but these questions were not included in the main survey. 
 
The possible answers to the questions are equated with having either no needs in a specific life area 
or domain, having no needs with help, having low level needs or high level needs. 
 
Table 4.4: Questions and their link to domains 
No: Question (See appendix C for the full question including 

answers) 
Domain 

12 Thinking about the control you have over your daily life, which of 
the following statements best describes your present situation? Control 

13 Thinking about the way you look and feel, which of the following 
statements best describes your present situation? Personal care 

14 
Thinking about your life in general, which of the following 
statements best describes how safe you feel inside and outside 
your home? 

Personal Safety 

15 How well do you think your home is designed to meet your 
needs? Suitability of home 

 
Restricting the analysis to respondents who answered all of these questions, it is possible to 
construct a measure of social care related quality of life.  Scores were given for each of the different 
levels of need as follows: 

• High needs = 0 
• Low level needs = 1 
• No needs with help = 2 
• No needs = 3 

 
Therefore a score of 0 for a respondent would indicate high level needs in all domains and a 
maximum score of 12 would indicate no needs.  This combined social care related quality of life 
measure can then be examined to see how it differs for different types of service user. 
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Figure 4.4 shows a peak in the distribution at a score of 9 points (18%).  It then begins to tail off 
before reaching a group of users (13% of respondents) who said they had no needs across all of the 
domains and therefore had a maximum score of 12 points.  In contrast, less than 0.5% of user 
reported high level needs in all domains. 
 
Figure 4.4:  Percentage distribution of social care related quality of life scores, 2009-10 
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1. Figures may not add up to 100% due to rounding 
2. Based on 57,900 responses 
- Less than 0.5 per cent 
 
Table 4.5 shows that users from the White ethnic group reported better outcomes, with the lowest 
outcomes being reported by respondents from the Asian ethnic group. 
 
Table 4.5  Social care related quality of life average scores by ethnicity 
England 2009-10 

Ethnicity Average Score Total respondents

White 8.8       52,200  

Mixed 8.1           200  
Asian 7.2        1,900  
Black 7.9        1,200  
Chinese/Other 7.4           400  

 

 
Table 4.6 shows that, older service users tended to report better outcomes than younger service 
users although the youngest service users (those aged 18 to 24) scored slightly higher than those 
aged 25 to 54.  The highest score was 9.0 for those aged 75-84 and the lowest score was 7.6 for 
those aged 35 to 44. 
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Table 4.6  Social care related quality of life average scores by age 
England 2009-10  

Age group Average Score  Total 
respondents 

18-24 8.2           300 

25-34 7.8           600 
35-44 7.6        1,700 
45-54 7.7        3,400 
55-64 8.2        6,500 
65-74 8.8       11,400 
75-84 9.0       19,600 
85 and over 8.9       14,200 

 
 
Table 4.7 shows that respondents who had Mental Health problems had the lowest average 
combined score of 7.9. The Vulnerable people group had the highest average point score of 8.9.  
 
Table 4.7  Social care related quality of life average scores by primary client. 
England 2009-10 

Primary Client Group  Average Score  Total 
respondents 

Physical Disability, frailty and 
sensory impairment 8.7       52,100 

Learning disability 8.6           600 

Mental health 7.9        1,500 

Vulnerable people 8.9        1,500 
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5 Coverage 
Introduction 
 
The eligible population was defined as those users living in their own home receiving a piece of 
equipment or minor adaptation to their home during the four month period September to December 
2009 funded wholly or in part by social services. 
 

Selection of Sample 
 
In total, the questionnaire was distributed to approximately 126,700 service users out of an eligible 
population of 209,700.  A user is classed as a respondent if they responded to one or more 
questions, allowing service users to express their views on areas they feel strongly about without 
having to complete the entire questionnaire. 
 
Figure 5.1 shows the distribution of the eligible population of service users and those sent 
questionnaires broken down by age and gender.  The two distributions are very similar showing that 
the sample was selected correctly and no noticeable bias was introduced at this stage. 
 
Figure 5.1: Breakdown of eligible population and those sampled by age and gender1, 2009-
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- less than 0.5 per cent 
1. 1 council did not have this information available and was therefore excluded from this table. 
2. Based on 124,500 service users.  
3. Based on 198,700 service users.   
4. Figures may not add up to 100 per cent due to rounding 
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Respondents and Non Respondents 
 
Table 5.1 below shows that over half (51%) of people surveyed responded with answers to one or 
more questions, although 49 per cent of users did not respond.  The majority of the questionnaires 
returned were administered by post. 
 
Table 5.1: Method of collection for total respondents and non respondents1 
England, 2009-10                                 Percentages2 

Method of Collection Total respondents and non respondents

By Post 50

Face to Face -

Telephone 1

Non Response 49
- less than 0.5 per cent 
1. Based on 126,700 service users sampled. 
2. Figures may not add up to 100 per cent due to rounding. 
 
Figure 5.2 shows that nearly two thirds of respondents (65%) answered all the questions in the 
questionnaire.  17 per cent of respondents answered all but one question, 6 per cent of respondents 
answered all but two questions, and only 12 per cent answered fewer questions than this.  Appendix 
E Table U3 shows the national response rate for each question. 
 
Figure 5.2: Number of questions from the questionnaire answered by respondents, 2009-10 
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1. Based on 64,900 respondents. 
2. Does not include 3 demographic questions as only a few councils placed these on the questionnaire with the remainder providing this    

data from their own records. 
3. Figures may not add up to 100 per cent due to rounding 
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Table 5.2 shows there is very little difference in the distribution of respondents and non respondents 
by gender.  64 per cent of all users surveyed were female. 
 
Table 5.2: Respondents and non respondents for gender groups 
England, 2009-10                              Percentages1 and Rounded Numbers 

Gender Respondents
Non-

respondents 
Total of Respondents 
and Non-respondents

Male 52 48                       44,000  
Female 52 48                       81,100  

 
1. Figures may not add up to 100 per cent due to rounding. 

 
It can be seen from Table 5.3 that the response rate was less for the younger age groups of 18 to 24 
and 25 to 34 (31%) than for the age groups of 35 and over, with the highest level of response being 
in the 75 to 84 age group, where 56 per cent of the group responded to the questionnaire.  However, 
the questionnaires were sent to relatively few service users in the younger age groups, (only 1 per 
cent to users aged 18 to 34), so this lower response rate will not have noticeably biased the results.  
In comparison, 56 per cent of questionnaires were sent to users aged 75 or over. 
 
Table 5.3: Respondents and non respondents for age groups 
England, 2009-10                       Percentages1 and Rounded Numbers 

Age Group Respondents
Non 

Respondents 

Total respondents 
and non 

respondents
18-24 31 69 1,200
25-34 32 68 2,100
35-44 38 62 4,700
45-54 44 56 8,300
55-64 51 49 13,700
65-74 55 45 23,000
75-84 56 44 39,800
85 or over 51 49 31,700

1. Figures may not add up to 100 per cent due to rounding. 

 
The lowest response rate out of the Primary Client Groups was for the Substance Misuse client 
group, whose response rate was only 34 per cent, compared to the highest response rate which was 
54 per cent for the Vulnerable People group.  The questionnaire was only sent to around 200 service 
users in the Substance Misuse category, (less than 1 per cent of the total number of potential 
respondents), so their lower response rate will not have noticeably biased the results. (Table 5.4). 
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Table 5.4: Respondents and non respondents for primary client groups 
England, 2009-10                                     Percentages1 and Rounded Numbers 

Primary Client Group Respondents
Non 

Respondents 

Total respondents 
and non-

respondents
Physical Disability, frailty and sensory 
impairment 52 48 112,400

Learning disability 38 62 1,800

Mental health 39 61 4,300

Substance misuse 34 66 200

Vulnerable people 54 46 3,200
 1. Figures may not add up to 100 per cent due to rounding. 

 
Table 5.5 shows that the majority of users surveyed considered themselves White.  The White 
category had the highest response rate (54%) whilst the lowest response rate was for Asian or Asian 
British (40%).  Again, the smaller number of users in this group indicates that their lower response 
rate will not have noticeably biased the results. 
 
Table 5.5: Respondents and non respondents for ethnic groups 
England, 2009-10                                 Percentages1 and Rounded Numbers 

Ethnic Group Respondents
Non 

Respondents 

Total respondents 
and non 

respondents
White  54 46 108,700
Mixed  48 52 500
Asian  40 60 5,400
Black  42 58 3,200
Chinese  38 62 100
Other  44 56 1,000

1. Figures may not add up to 100 per cent due to rounding. 
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Appendix A: Editorial Notes 
Introduction 
 
This section outlines the methodology for the survey and discusses response rates, interpretation 
and robustness of the data. 
 
Overview of Methodology 
 
Councils were asked to conduct a survey of their Personal Social Service users. Guidance was 
issued to councils on the methodology to be used to ensure comparability. 
 
The population sample was defined as those who received equipment or a minor adaptation to their 
home during the four month period September to December 2009, funded wholly or in part by social 
services, living in their own home, and aged 18 or over when the form was distributed.  Service users 
who had equipment on their care plan but received a direct payment instead were excluded from the 
survey as it could not be determined whether the equipment or minor adaptation was actually 
purchased.  Care was taken to remove users from the sample that had moved away or died. 
 
For an example list of community equipment and minor adaptations that the user should have 
received in order to be included in the sampling frame, and to see a more detailed explanation of who 
should and should not have been included, please see the guidance for the survey at: 
http://www.ic.nhs.uk/services/social-care/social-care-collections/user-surveys/user-survey-guidance-
2009-10   
 
For most councils the forms were distributed in February 2010. The method of collection varies 
across service users with approximately 94 per cent receiving their questionnaire in the post, 1 per 
cent carrying out telephone interviews and less than 1 per cent carrying out face to face interviews.  
 
Users who returned the form by post had a slightly higher percentage of respondents who were 
extremely or very satisfied with their equipment or minor adaptation than those users who answered 
by telephone or face to face (as shown in Table A.1).  However, these patterns may reflect the 
features of the councils who chose to use these methods rather than the actual methods themselves.  
For example, 81% of the face to face interviews were carried out in two councils, and 75% of the 
telephone interviews were carried out in 4 councils. 
 
Table A.1: Method of collection by degree of satisfaction (Q1) 
England, 2009-10                                   Percentages1 and Rounded Numbers 
  Degree of Satisfaction   

Method of collection 
Extremely 

Satisfied
Very 

Satisfied
Quite 

Satisfied Neither Dissatisified2 
Total 

Respondents
By post 43 34 16 3 3            62,300 
Face to face 34 38 17 5 6                100 
By telephone 26 46 19 3 6             1,000 
1. Figures may not add up to 100 per cent due to rounding. 
2. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied. 
 
 
 
 
 
 
 

http://www.ic.nhs.uk/services/social-care/social-care-collections/user-surveys/user-survey-guidance-2009-10
http://www.ic.nhs.uk/services/social-care/social-care-collections/user-surveys/user-survey-guidance-2009-10
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Of the total forms received, the satisfaction of users who filled in the form by themselves was higher 
than users who had help from either a care worker someone else, as shown in Table A.2.  
Approximately 43 per cent of respondents had help in completing the questionnaire. 
 
Table A.2: Help received to fill in questionnaire (Q23) by degree of satisfaction (Q1) 
England, 2009-10           Percentages1

 and Rounded Figures 
 Degree of Satisfaction 

Help received to fill in 
questionnaire 

Extremely 
Satisfied

Very 
Satisfied

Quite 
Satisfied Neither Dissatisfied2 

Total 
Respondents

I filled it in myself  48 33 14 3 3          34,100 

I had help from a care worker 
or personal assistant (PA) 38 36 17 4 4           3,700 

I had help from someone else  38 36 19 4 4          22,300 
1. Figures may not add up to 100 per cent due to rounding. 
2. Includes quite dissatisfied, very dissatisfied and extremely dissatisfied 
 
Survey 
 
Councils were provided with a sample questionnaire which is re-produced in Appendix B although 
councils were able to include additional questions and local branding. 35 councils reported that they 
included additional questions mostly were around the receipt of Direct Payments and whether the 
service user knew about them and would want to use them in the future.  Other common questions 
were about the use of PC’s, whether the service users had access to one and if they would consider 
online assessments. 
 
The aim of the guidance issued was to ensure comparability across councils by specifying the 
wording and ordering of the compulsory questions.  
 
 
Missing Data 
 
The Isles of Scilly, City of London and Bath and North East Somerset were exempt from the survey 
as the number of service users within their area who met the survey eligibility criteria was too small to 
guarantee statistically robust results. 
 
 
Response Rates 
 
Response rates play an important part in the overall value of surveys. Confidence in the estimates 
derived from the survey will be affected by non-response bias and statistical sampling error if 
response rates are low (see separate sections on Non-Response Bias and Confidence Intervals). 
The council tables (Appendix E) show the response rates achieved for the survey questions. 
Overall, the response rate achieved (51%) is what would be expected from a survey of this type. 
However, there was variation in the rates achieved for different questions and between councils.  
 
 
Non-recipients of Equipment 
 
600 users reported that they received advice only and not a piece of equipment or minor adaptation 
(in response to the question “What were you given as a result of Social Services assessing your 
needs?).  It is possible that these results occurred due to misinterpretation of the question, or 
administrative error when selecting the sample.  It was investigated whether the results from this 
group would bias the overall results by excluding them and rerunning the analysis.  However, there 
was very little change to the results so they remained in the analysis.  
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Non-Response Bias 
 
Typically, we might expect people who don’t reply to surveys to be more satisfied. This means that 
the lower the achieved response rate, the more likely it is for the results to be subject to non-
response bias (probably giving a lower figure for satisfaction than the true figure). 32 councils failed 
to achieve a response rate which would enable an estimate of 50 per cent from their results to have a 
confidence interval of less than 4 per cent and therefore care should taken when interpreting their 
results.  However, all bar one council had a confidence interval of less than 6 per cent for an estimate 
of 50 per cent. 
 
Confidence Intervals 
 
Surveys produce statistics that are estimates of the real figure for the whole population which would 
only be known if the entire population was surveyed. Therefore estimates from sample surveys are 
always surrounded by a confidence interval which assesses the level of uncertainty caused by only 
surveying a sample of service users. The 95 per cent confidence interval gives the range in which 
you would expect the true value to fall 95 times if 100 samples were selected. 
 
Care needs to be taken in making comparisons with England averages. If the confidence interval for 
a council level estimate does not overlap with the confidence interval for the equivalent England 
estimate then it is likely that the values are genuinely different. Similarly if the confidence intervals for 
estimates for two different councils do not overlap then it is likely that they are genuinely different.  
 
It is Best Value good practice for service specific surveys that the 95 per cent confidence interval for 
indicators should be no more than plus or minus 4 per cent.  That is, we want to be 95 per cent 
confident that the true figure is within plus or minus 4 per cent of the figure obtained from the sample. 
So this means that if the survey gives an answer of 50 per cent, for example, we can be confident 
that the true figure is between 46 per cent and 54 per cent. 
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Calculating Confidence Intervals 
 
A standard formula for the calculation of a 95 per cent confidence interval (CI) for the estimate of a 
proportion p from a sample survey is: 
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pp 196.1  

where:   
p is the sample proportion 
n is the sample size (number of useable responses) 
N is the size of the eligible population 
 
This formula includes the finite population correction factor and assumes n is reasonably large.  It 
can be applied to calculate confidence intervals for estimates derived from the question relating to 
whether the length of time waiting for equipment caused any problems (question 6) where: 
p is the proportion of people who answered no 
n is the sum of those that responded yes or  no  
N is the size of the eligible population 
 
 
Example 
Council A has 274 eligible service users and surveyed them all, 154 were returned by users. The responses received to the 
question ‘Did the length of time waiting for your equipment/minor adaptation to your home cause you any problems?’ were: 
 
Response    Number 
No 123 
Yes, but only minor problems 23 
Yes, serious problems 3 
Not stated 5 
 
The proportion of people who answered No for Council A is 83% (p = 0.83, 123 divided by 149).  
 
The 95% confidence interval is plus or minus 4.1%. This is calculated by inserting the values of p, n and N below into the 
formula for calculating confidence intervals. 
 
p = 0.83  
n = 149 (=123+23 +3)  
N = 274 
 
More details and a further worked example along with a Confidence Interval Calculator can be found 
at appendix E. 
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National Indicators NI 127 and NI 128 
 
NI 127 Improvement to quality of life from equipment/minor adaptations 
 
Definition  The percentage of 
 
The numerator Of all respondents to Question 10 in the 2009-10 survey those answering It 
has    made it much better or It has made it a little better 
 
The denominator From the 2009-10 survey of those receiving equipment or minor adaptations all 
   respondents to Question 10: How has the equipment/minor adaptation  
   affected your quality of life? 
 
 
NI 128 Measure of respect and dignity in their treatment 
 
Definition  The percentage of  
 
The numerator Of all respondents to Question 3 in the 2009-10 survey those answering I was 

very happy with the way they treated me 
 
The denominator From the 2009-10 survey of those receiving equipment or minor adaptations 

the number of individuals giving one of the 2nd to 5th answers to Question 3: 
How happy were you with the way those who discussed your needs treated 
you? Ie. Excluding the “not applicable” answer 
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Appendix B: Related Publications 
User Experience Surveys 
 
This publication can be downloaded from the NHS Information Centre website at: 
www.ic.nhs.uk/pubs/pssadultsequip0910 
 
The results from the 2007-08 survey can be found at 
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-
social-services-survey-of-adults-receiving-community-equipment-and-minor-adaptations-2007-08 
 
Previous User Experience surveys carried out by the Department of Health are available on their 
website at: 
www.dh.gov.uk/PublicationsAndStatistics/Statistics/StatisticalWorkAreas/StatisticalSocialCare/Statisti
calSocialCareArticle/fs/en?CONTENT_ID=4088276&chk=g2x841 
 
 
Related publications  
 
Publications relating to social care activity, finance, staffing and user experience surveys can be found 
at www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information. 
 
Below is a list of links to specific social care reports: 
 
“Personal Social Services Survey of Home Care Users in England Aged 65 or Over: 2008-
09” is available at 
www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-
social-services-survey-of-care-users-in-england-aged-65-or-over:-2008-09  
 
“Social Care and Mental Health Indicators from the National Indicator Set – Provisional further 
analysis, England 2009-10” 
www.ic.nhs.uk/pubs/socmhi09-10 
 
“Community Care Statistics 2009-10: Social Services Activity Report - Provisional” is 
available at  
www.ic.nhs.uk/pubs/carestats0910asr 
 
“Community Care Statistics 2008-09: Social Services Activity Report - Final” is available at 
www.ic.nhs.uk/pubs/carestats0809asr   
 
“Community Care Statistics 2008-09: Grant Funded Services for Adults, England” is 
available at 
www.ic.nhs.uk/pubs/carestats0910gfs 
 

http://www.ic.nhs.uk/pubs/pssadultsequip0910
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-social-services-survey-of-adults-receiving-community-equipment-and-minor-adaptations-2007-08
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-social-services-survey-of-adults-receiving-community-equipment-and-minor-adaptations-2007-08
http://www.dh.gov.uk/PublicationsAndStatistics/Statistics/StatisticalWorkAreas/StatisticalSocialCare/StatisticalSocialCareArticle/fs/en?CONTENT_ID=4088276&chk=g2x841
http://www.dh.gov.uk/PublicationsAndStatistics/Statistics/StatisticalWorkAreas/StatisticalSocialCare/StatisticalSocialCareArticle/fs/en?CONTENT_ID=4088276&chk=g2x841
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-social-services-survey-of-care-users-in-england-aged-65-or-over:-2005-06
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-social-services-survey-of-care-users-in-england-aged-65-or-over:-2005-06
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-social-services-survey-of-care-users-in-england-aged-65-or-over:-2008-09
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-social-services-survey-of-care-users-in-england-aged-65-or-over:-2008-09
http://www.ic.nhs.uk/pubs/socmhi09-10
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-social-services-survey-of-care-users-in-england-aged-65-or-over:-2005-06
http://www.ic.nhs.uk/pubs/carestats0910asr
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-social-services-survey-of-care-users-in-england-aged-65-or-over:-2005-06
http://www.ic.nhs.uk/pubs/carestats0809asr
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/community-care-statistics-2006-07:-grant-funded-services-for-adults-england
http://www.ic.nhs.uk/pubs/carestats0910gfs
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“Personal Social Services Staff of Social Services Departments at 30 September 2009, 
England. [NS]” is available at  
www.ic.nhs.uk/pubs/pssstaffsept09 
 
 “Personal Social Services expenditure and unit costs: England 2009-10 – Provisional 
Council Data” is available at 
www.ic.nhs.uk/pubs/pss0910exp 
 
“Personal Social Services expenditure and unit costs: England 2008-09– Final” is available 
at 
www.ic.nhs.uk/pubs/pss0809exp 
 
“Registered Blind and Partially Sighted People, year ending March 2008” is available at 
www.ic.nhs.uk/pubs/blindpartiallysighted08 
 
“People Registered Deaf or Hard of hearing - Year ending 31 March 2010, in England” is available at 
www.ic.nhs.uk/pubs/regdeaf10 
 
 
PSSRU – Personal Social Services Research Unit 
 
An extended version of this survey was available to councils on a voluntary basis. The extension 
sought to add value to the user experience survey for the participating councils by enhancing 
comparability between councils across additional questions.  In addition they aimed to assess the 
suitability of questions as performance indicators and use the results to facilitate further development 
of a measure of quality of community equipment and minor adaptation services.  Results of this 
survey will be found on the PSSRU website: 
http://www.pssru.ac.uk/ 
 
 
Department of Health 
 
The White paper on improving health and social care services is available online via the Department 
of Health’s website 
http://www.dh.gov.uk/PolicyAndGuidance/OrganisationPolicy/Modernisation/OurHealthOurCareOurS
ay/fs/en 
 
Information on the Transforming community equipment and wheelchair services programme 
(TCEWS) can be found on the Department of Heath’s website at: 
http://www.dh.gov.uk/en/SocialCare/Socialcarereform/Communityequipmentservices/index.htm  
 
 
 
 
 
 

http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-social-services-staff-of-social-services-departments-at-30-september-2007-england-%5bns%5d
http://www.ic.nhs.uk/statistics-and-data-collections/social-care/adult-social-care-information/personal-social-services-staff-of-social-services-departments-at-30-september-2007-england-%5bns%5d
http://www.ic.nhs.uk/pubs/pssstaffsept09
http://www.ic.nhs.uk/pubs/pss0910exp
http://www.ic.nhs.uk/pubs/pss0809exp
http://www.ic.nhs.uk/pubs/blindpartiallysighted08
http://www.ic.nhs.uk/pubs/regdeaf10
http://www.pssru.ac.uk/
http://www.dh.gov.uk/PolicyAndGuidance/OrganisationPolicy/Modernisation/OurHealthOurCareOurSay/fs/en
http://www.dh.gov.uk/PolicyAndGuidance/OrganisationPolicy/Modernisation/OurHealthOurCareOurSay/fs/en
http://www.dh.gov.uk/en/SocialCare/Socialcarereform/Communityequipmentservices/index.htm
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Appendix C: Blank Copy of Base Questionnaire 

Equipment Quality and Outcomes 
Questionnaire 

 
Introduction  

We are contacting you because you have received some equipment or a 
minor adaptation to your home through Social Services during the last 
four months.  We want to improve our services so we need to find out 
your views about the process by which your needs were assessed and 
what effect equipment or any minor adaptations to your home has had on 
your life.  

 

What we would like you to do 

We would like you to help us by taking a few minutes to answer some 
questions about the equipment or adaptations to your home provided by 
[Social Services]. The answers you give or if you decide not to answer 
the questions won’t affect the services you receive.  

 

What do we mean by equipment or adaptations to your home 

By equipment we mean items that help people to carry out activities that 
they were having difficulties with or were unable to do, such as a seat for 
the bath when it is difficult to get up and down 

 

By minor adaptations we mean changes to people’s homes such as fitting 
a handrail to give extra support and reassurance. 

 

What to do if you need help  

If you would like, you can ask a friend or a relative to help you complete 
the questionnaire, but staff from [Social Services] who have been 
involved in the provision of your equipment or minor adaptation should not 
be used to help you. 

 

If you are unable to complete this questionnaire either on your own, or by 
verbally giving answers for someone else to record, such as a friend or 
relative, then please either discard it or if you are able, return it 
uncompleted in the envelope enclosed.   
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[Councils can mention here any telephone help line they have 
through which assistance in completing the survey can be 
arranged] 

 

What to do if you have queries  

If you, or your friend or relative, have questions you would like to ask 
about the survey please ring ……………… on Monday to Friday between 
10.00 am and 12.00 pm or between 2.00 pm and 4.00 pm [Councils can 
vary these hours or expand this sentence e.g. to say leave a 
message and someone will get back to you] 

[Councils can add a paragraph on the availability of Alternative 
formats of questionnaire here] 

 

Why you were selected 

Your name is just one of many that have been selected at random from 
[Social Services’] records of people who have received equipment or had 
a minor adaptation to their home in the last 4 months.  

 

What will be done with the results of the survey 

The results of this survey will help your local [Social Services] to see 
how well services are doing and whether improvements need to be made 
to equipment services. The results from all the councils in England will 
assist the Department of Health and the Care Quality Commission as they 
work on improving services nationally.   

 

Confidentiality  

Your answers will be treated as confidential: they will not be passed on to 
your social worker or anyone else responsible for providing you with 
services. You will not be personally identified.  

 

The code found [enter place] on this form is used for administration 
purposes only; to make sure that when you return this questionnaire we 
do not send you another one.  However, if you say on the form that you 
are being hurt or harmed by anybody then we will use this code to identify 
you so that someone (but not your care worker) can contact you to talk 
about it.  This is the only circumstance under which this code will be used 
to identify you. 
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Reminder Letters 

If you do not return this questionnaire then you may be sent reminder 
letters.  If you do not wish to receive reminders then please send back an 
uncompleted questionnaire in the envelope provided. 

 

Sending back the completed questionnaire 

Once you have completed the questionnaire please return it in the 
envelope provided by [DATE].  You don’t need to put a stamp on the 
envelope. 

 

Thank you for helping us by completing this questionnaire 
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Section One:  Your most recent piece of equipment or minor 
adaptation to your home. 

 
Although you may have had equipment or a minor adaptation 
to your home previously, the questions in this section ask 
about your experience of being assessed for and receiving 
your last piece of equipment or minor adaptation to your 
home from Social Services 

 
1. Overall, how satisfied are you with the most recent piece 

of equipment / minor adaptation to your home that you 
received from [Social Services]? 

 
Please tick ( ) one box 

 

I am extremely satisfied    

    

I am very satisfied    

    

I am quite satisfied    

    

I am neither satisfied nor dissatisfied    

    

I am quite dissatisfied    

    

I am very dissatisfied    

    

I am extremely dissatisfied    
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2. How were your equipment and minor adaptation needs 
discussed with you? 

 
Please tick ( ) all that apply 

 

Somebody came to my home    

    

I spoke to someone on the telephone    

    

I had an assessment in hospital    

    

I went to a Disability Living Centre    

    

I did a self-assessment on the internet    

    

Other (please specify in the box below)    

 
 
 
3. How happy were you with the way those who discussed 

your needs treated you? 
 

Please tick ( ) one box 
 

Not applicable, I didn't talk to anybody    

    

I was very happy with the way they treated me    

    

I was fairly happy with the way they treated me    

    

I was fairly unhappy with the way they treated me    

    

I was very unhappy with the way they treated me    
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4. Did you feel that you had a choice about what equipment 
or minor adaptation to your home you had? 

 
Please tick ( ) one box 

 

Yes, I chose what I wanted    

    

Yes, what I wanted played a role in what I got    

    

No, what I wanted didn't really affect what I got    

    

No, there wasn't any real choice    

    

I didn't need a choice    

 
 
5. What were you given as a result of [Social Services] 

assessing your needs? 
 
 

Please tick ( ) all that apply 

 

A single piece of equipment    

    

A number of pieces of equipment    

    

A minor adaptation to your home    

    

Advice    
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6. Did the length of time waiting for your equipment / minor 
adaptation to your home cause you any problems? 

 
Please tick ( ) one box 

 

No    

    

Yes, but only minor problems (please feel free to     

comment in the box below)    
    

Yes, serious problems (please feel free to comment in     

the box below)    
 
 
 
 
 
 
7. Were you shown how to use the equipment / minor 

adaptation to your home? 
 

Please tick ( ) one box 

 

No, but I didn't need to be shown    

    

No and I think I should have been shown    

    

Yes, but not as well as I should have been shown    

    

Yes I was shown, but later on I was unsure of how to     

use it    
    

Yes, it was set up and demonstrated clearly and     

helpfully    
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8. Did anyone from [Social Services] contact you afterwards 
to check everything was okay? 

 
Please tick ( ) one box 

 

No, I was not contacted    

    

Yes, someone telephoned me    

    

Yes, someone visited me    

    

Yes, someone telephoned and someone visited me    

    

Don't know/Can't remember    
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9. Have you stopped using any of the equipment or minor 

adaptations you recently received? 
 

Please tick ( ) all that apply 

 

Not applicable, I use all of the equipment I was given    

    

Yes, I no longer needed it    

    

Yes, it did not help me    

    

Yes, I found it too difficult to use    

    

Yes, I did not like the look of it    

    

Yes, it broke or was damaged    

    

Yes, I did not know how to use it properly    

    

Yes, it has been replaced by a better piece of equipment    

    

Yes, it felt unsafe    

    

Other (please specify below)    
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Section Two: The Impact of your Equipment or Minor 
Adaptation. 
 
Questions in this section look at the impact all the minor 
adaptations to your home and equipment you use has on your 
life.  Some of the questions ask directly about the impact of 
the minor adaptation or equipment, while others ask about 
your life more generally.   

 
Please read the following statement and then put a tick ( ) next to 
the answer which comes closest to the one you want to give. 
 
10. How has the equipment / minor adaptation affected the 

quality of your life? 
 

Please tick ( ) one box 

 

It has made it much better    

    

It has made it a little better    

    

It has not had any effect    

    

It has made it a little worse    

    

It has made it a lot worse    
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11. What areas of your life are helped by equipment or a 
minor adaptation to your home?  (A single piece of 
equipment or a minor adaptation may help you with more 
than one area of your life) 

 

Please tick ( ) all that apply 
 

Getting around within your home    
(such as a small portable ramp, grab rails)    

    

Moving around outside of your home    
(such as portable ramps, outside grab rails)    

    

Looking after your personal care needs    
(such as grab rails, shower or bath seats)    

    

Helping you prepare meals and drinks    
(such as tap turners, trays, perching stools, mobility aids)    

    

Helping you communicate and keep in touch with other     

people    
(such as mobility aids, sound magnifier, an adapted telephone)    

    

Helping keep you safe    
(such as alarms, fall detectors)    

    

Helping others care for you    
(such as transfer boards, shower chair on wheels)    

    

Helping relieve pain or make you more comfortable    
(such as riser recliner chairs, electronic profiling bed)    

    

Helping you have more control over your daily life    
(this could be any piece of equipment)    

    

Helping you undertake leisure and work activities    
(such as talking books, screen readers, mobility aids)    



 
 
 

 

Copyright © 2010, The Health and Social Care Information Centre. All Rights Reserved.  57 
 
 

12. Thinking about the control you have over your daily life, 
which of the following statements best describes your 
present situation? 

 
By 'control over your daily life' we mean you have the choice to do 
what you want when you want to, such as having meals, going to 
bed and getting up, going out etc. 
 

Please tick ( ) one box 

 

I feel in control of my daily life    

    

With help I feel in control of my daily life    

    

I have some control over my daily life but not enough    

    

I have no control over my daily life    

 
 
13. Thinking about the way you look and feel, which of the 

following statements best describes your present 
situation? 

 
Please tick ( ) one box 

 

I always feel clean    

    

With help I always feel clean    

    

I occasionally feel less clean than I would like    

    

I feel much less clean than I would like, with poor     

personal hygiene    
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14. Thinking about your life in general, which of the following 
statements best describes how safe you feel inside and 
outside your home? 

 
Feelings of safety could be due to freedom from fear of falling or 
other physical harm. 
 

Please tick ( ) one box 
 

I have no worries about my personal safety    

    

I have support to ensure that I have no worries about     

my personal safety    
    

I have some worries about my personal safety    

    

I am extremely worried about my personal safety    

 
 
15. How well do you think your home is designed to meet your 

needs? 
 

Please tick ( ) one box 
 

My home meets my needs very well    

    

My home meets most of my needs    

    

My home meets some of my needs    

    

My home is totally inappropriate for my needs    
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16. Has having equipment / minor adaptation to your home 
changed the amount of help you need from others? 

 
Please tick ( ) one box 

 

Not applicable as I do not need any help from others    

    

The amount of help I need is the same as it was before    

I had the equipment or minor adaptation    
    

I now need less help from others    

    

I now need more help from others    
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Section Three:  About Yourself 
The answers to the next group of questions ask you about 
yourself. They will be used to make sure that we have a 
balanced sample of service users. 

 
17. Do you use a wheelchair? 
 

Please tick ( ) one box 

 

Yes    

    

No    

 
 
18. Do you have a major adaptation to your home? 
 
A major adaptation could include items such as a chair lift or work on 
your kitchen/bathroom. 
 

Yes    

    

No    

 
 
19. Do you use Telecare? 
 
Telecare is the use of sensors and alarms in your home to tell 
someone you need help. 
 

Yes    

    

No    
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[Councils may choose to omit this gender question if it can be supplied 
accurately from their current records] 
 
20. Are you male or female? 
 

Please tick ( ) one box 
 

Male    

    

Female    

 
 
[Councils may choose to omit this age question if it can be supplied 
accurately their current records] 
 
21. Which age group do you belong to? 
 

Please tick ( ) one box 

 

18-24    

    

25-34    

    

35-44    

    

45-54    

    

55-64    

    

65-74    

    

75-84    

    

85 or over    
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[Councils may choose to omit this ethnicity question and supply data 
from their own records if they are confident of the quality and coverage 
of the information about the client’s assessment of their ethnic origin in 
their current records; if they do include the question, they may break 
the categories down further if they wish to do so] 
 
22. To which of these groups do you consider you belong? 
 

Please tick ( ) one box 
 

White (British, Irish, any other White background)    

    

Mixed (White and black Caribbean, White and Black     

African, White and Asian, any other Mixed background)    
    

Asian or Asian British (Indian, Pakistani, Bangladeshi,     

any other Asian background)    
    

Black or Black British (Caribbean, African, or any other     

Black background)    
    

Chinese    

    

Any other ethnic group    

 
23. Did you fill in this questionnaire by yourself or did you 

have help from someone else? 
 

Please tick ( ) one box 

 

I filled it in myself    

    

I had help from a care worker or personal assistant (PA)    

    

I had help from someone else    
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[Councils may seek further information on the category of person who 
helped here if they wish – but these should only be categories of person 
(eg. relative) and not names.  Any expanded categories need to be 
aggregated back to the three categories in the question above before 
entering the results onto the data return.] 

 
[Councils can choose to omit question 24 if they wish] 
 
24. Please provide your contact details (phone, email or 

address) in the space provided, if you would be happy for 
us to contact you to ask whether you would like to 
participate in further research on the same subject. 

 
 
 
 
 
 
 
 
 
 
 
[Councils can choose to omit question 25 if they wish] 
 
25. Please use the space provided to write any other 

comments you'd like to make about your equipment or 
adaptation to your home or the services that provide 
them. 
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Thank you for helping us by filling in this questionnaire. 
 
Please tick ( ) this box if you would like to receive a copy of 
the report of this survey 

 
Please post it back to us in the envelope provided. 

You don’t need to put a stamp on the envelope. 
 

For your views to count please return this form by DATE 
 
 

 

 

 

 

 

 

 

 

 

 

 

 



 
 
 

 

Copyright © 2010, The Health and Social Care Information Centre. All Rights Reserved.  65 
 
 

Appendix D: Further Information 
Other reports cover information on the wider scope of activity and social services provided for Adults 
by CASSRs. All reports will become available on the Information Centre website during 2009-10. 
 
Comments on this report would be welcomed.  Any questions concerning any data in this publication, 
or requests for further information, should be addressed to: 
 
Responsible Statistician 
Paul Niblett 
 
The Contact Centre 
The NHS Information Centre 
1 Trevelyan Square 
Boar Lane 
Leeds 
West Yorkshire   
LS1 6AE 
 
Telephone: 0845 300 6016 
Email: enquiries@ic.nhs.uk 
 
 
Press enquiries should be made to: 
Media Relations Manager: 
Telephone: 0845 300 6016  
Email: enquiries@ic.nhs.uk 

mailto:enquiries@ic.nhs.uk
mailto:enquiries@ic.nhs.uk
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Appendix E: Annex Tables 
Table  Content 
 
U1  Profile of answers for all questions by council, 2009-10 
 
U2  Profile of answers for all questions by demographics, 2009-10 
 
U3  Response rates by council, 2009-10 
 
U4  Question 3, question 10 and confidence intervals by council, 2009-10 
 
U5   Confidence Intervals for all questions by council, 2009-10 
 
U6  Confidence Interval Calculator 
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