
Customer satisfaction: Notes from COI session 1 group discussions 

 

What do partners do already / would like to do? 

• Some are ‘on the journey’ of exploring how to measure customer satisfaction, hence their 

interest in this work. They have been exploring methods but finding it hard to get information 

back that is helpful to them. 

• Some have satisfaction questions dictated by funders. 

• A variety of surveys and methods are being used depending on the service concerned e.g.:  

o Phone methods - very time consuming and resource heavy.  

o 6 monthly face to face interviews with clients, needing skilled staff to help ascertain 

responses from people.  

o 5 simple questions plus ‘how did you hear about us’ for short term services (simple 

leaflet by post); longer term services have a more indepth questionnaire. Look at a 

particular service every 2 – 3 years.  

o Volunteers administer surveys for clients while they are active in the service. 

o Surveys are handed out at events. 

One had recently done a postal and online survey and the response rate for each method 

was pretty similar. 

• Some use surveys to tease out where they can improve and establish what service users 

want. Others are using surveys to measure impact rather than satisfaction. 

• For paper based survey methods, admin takes ages – both recording and analysing results. 

Using something like Survey Monkey has been better as then you can just add in the extra 

responses that aren’t digital. 

• Several mentioned how their current surveys are largely delivered by each department so 

they’re not tending to obtain anything collectively for the entire organisation. 

 

Hopes: 

• Really strong interest in this helping to provide consistency of approach / questions across a 

whole organisation and better internal communication of feedback results. It would help to 

benchmark within the organisation - across all services / for the whole organisation. While 

partners might know what people think of a specific service, they don’t know what they think 

of the organisation as a whole. They would like to know that. 

• Would welcome this more generic consistent approach which could result in having to do 

fewer detailed surveys but still gather all the essential data for contracts and regulators. 

• Interest also in having a single survey to enable benchmarking across the network. Would 

like a few really key questions that are important for national benchmarking and that could 

either be added to existing partner surveys or partners could adopt the national survey and 

add their own questions to that. 

• Interest in having a digital survey to sit alongside existing methods. Do however need to 

remember people without access to digital (e.g. Surrey survey = 50% didn’t have access). 

• Want to improve survey accessibility for customers (current reliance on paper and phone 

methods). 

• Like the idea of an approach that can be adopted and adapted across the network. 

• Want to find out what others do.  

• Want meaningful data and analysis that can help to inform decision making. 



• Want to use the data provided to talk to customers and corporate partners. Being able to 

have a very clear data driven conversation with corporates and partner organisations is so 

important for gaining support and showing the value of the partnership. Adds a different 

element to the conversation when you can be precise in what we say about satisfaction. 

 

Fears / issues: 

• Need to avoid duplication.  

• Need to be very clear on the purpose of the information; how it’s being used. Need to 

respect local governance and independence.  

• Needs to be proportionate. 

• More of a question… need to consider how feedback gained through phone surveys (for 

those that need it) could be incorporated into the data analysis. Would ideally need to mirror 

the questions being asked for example in a MS Forms survey or Survey Monkey and feed 

this into the digital form for reporting purposes. 

 

Suggestions:  

o Consider shaping the survey around the Core Standard 8 themes e.g. do you feel safe? This 

would then give evidence from customers of meeting the standard. 

o Findings are often inputted into Charity Log and used for reporting to the Board. Could the 

survey be linked to partner systems for dealing with named responses? 

o Next session – need to start with what motivates someone to complete a survey. How can 

we incentivise response? The messaging needs to be right so it’s important and valued by 

them and gives confidence we’ll listen and respond.  

o Speak to other federated bodies about what they do. 

o Consider how we include carers and family members to hear their point of view in terms of 

satisfaction etc. 

 

Useful learning: 

o One partner used to ask EDI questions with surveys. Now they ask this as they do consent 

forms. This has improved response rate to both sets of questions. 

 

To add to list of FAQs: 

o Will partners be able to see their own survey results? 

o What will Age UK be able to see? 

o Something that reassures partners that the shared governing body won’t see or use the 

detailed data. 

 


