
Notes from Customer Survey COI – meeting 2 (9 June 2021) 

 

Starting point for discussion – where we got to last time: 

• Many partners already measure customer satisfaction but others are ‘on the journey’. 

• People want something that gives them a consistent way of measuring satisfaction 

across all their services / activities – for most partners, this is done on a service by 

service basis and they don’t have an organisation wide overview / ability to benchmark 

across their services and activities. 

• The audience people want to hear from is the people who participate in their services / 

activities and their ‘interested others’ e.g. relative, carer etc. 

• People want meaningful data and analysis that can help to inform decision making and 

to be able to use the data provided to talk to customers and corporate partners. 

 

Remit for survey: 

People’s satisfaction with the quality of what we do rather than the outcomes they achieve. 

 

General comments: 

• Need to start with the older person and what’s important to them about quality. Use 

CQS to ask questions that matter to our organisations e.g. do they feel safe etc. 

• Need to make sure that completing the survey is a good experience. Need to be 

mindful of ‘survey fatigue’ – shorter is better and we need to be clear why we’re doing it 

and how we’ll use the results. 

• Need to consider anonymity. Generally better for surveys to be anonymous but what if 

we want to follow up with an individual? Perhaps include an ‘are you happy for us to 

contact you concerning your response’ option and chance to give contact details. 

 

What information would be useful to you? What do you want to measure? 

- Satisfaction at organisational level (as opposed to different services). To have 

something overarching that looks at the quality of the organisation – what we’re doing 

well / not doing so well. 

- Whether people are happy with our Services – would love to have some stats / figures 

to share externally (e.g. in Annual Report, for fundraising bids etc). 

- What people want from the organisation – things we’re not doing and that people want / 

need. What else can we do to help? 

- How are we delivering our services, i.e. are we meeting peoples’ expectations and are 

we missing anything? 

- How did we do? (one partner uses smiley faces for answer scale) 

- Rather than satisfaction, would prefer to know what we’re doing brilliantly and what 

people want us to improve (working together with people as equal partners) e.g.  

o What did we do really well? What did you like best about…? 

o What wasn’t so good? What could we change? 

(some partners said they liked the idea of this type of question but thought care would 

be needed in not being too emotive. Perhaps a question for the end of the form?) 

- Really liked the ‘would you recommend the organisation’ question. 

- Perhaps include standard wellbeing questions on all surveys (e.g. ONS wording). 



- Use open / free text question to encourage users to share their views more e.g. “What 

could we do to make the X service even better?”. Some however felt that care would 

be needed if including free text responses to avoid putting people off / ranting. 

 

What would be meaningful for service users? 

- Do you feel like you are an equal partner? 

- Do you feel involved? 

- Did you feel listened to? 

- Did the staff respond to your needs? 

It was suggested that we often see older people as passive recipients of services and 

need to move away from that.  

 

How might we measure this? 

Type of questions: 

- Recognition that the frequency of questions we ask will impact on the types of 

questions to be asked. 

- Feel there should be a very small number of questions. Need to ensure we reduce / 

limit survey fatigue. 

- If asking people to rate / choose options for response, suggested that there should be 

an even number of options so people don’t ‘sit on the fence’ e.g. very satisfied, quite 

satisfied, satisfied, not satisfied. 

- Including a list of services for people to indicate what they participate in could be 

confusing – they might not know. Want to understand their overall impression of the 

organisation. 

- Could questions be adaptable e.g. have a question about communications that could 

be asked about in general and also included in specific service surveys. 

 

Methodology: 

- Many said that different teams use feedback forms or surveys. One Partner said their 

‘How did we do?’ survey is used by many teams. This is a quick post intervention 

questionnaire. Another uses 5 short questions in theirs. 

- Taking a longitudinal approach e.g. questions at the start of the service, then 3 months 

later and the 1 year on. An older person’s situation may not actually improve as time 

goes on but the organisation gets longitudinal results rather than snapshot. Good way 

of showing the impact of services on wellbeing of older person and their satisfaction 

levels as they carry on using a service. 

- Observations around question types and timing to encourage more responses. 

Example given from lockdown: older people were phoned up and because they had 

more time to talk gave more detailed, comprehensive answers that covered more than 

a narrow spec of a short survey and the partner gathered valuable information. 

 

Considerations: 

- As a person could be participating in several activities / services, need to ensure they 

are not over-surveyed. May also need to do detailed survey work for commissioned 

services so don’t want to ‘drown’ people. Would need discretion on who partners send 



the survey too as some might already be getting detailed surveys due to the demands 

of commissioners etc. 

- Discussion around using different surveys for different services. Some need to gather 

feedback for particular reason eg ISO 9001, commissioners etc. Others use them as 

ongoing monitoring for the organisation. 

- Discussion around use of term ‘customer’ as not everyone in receipt of paid for service. 

Service user / client or older people and trusted others were other describers.  

 

Methodology and Format of survey/feedback forms 

- Importance of using all formats (Paper, online and phone). Observation that paper-

based is often best due to digital exclusion. (Judi suggested a simple postcard to put in 

a box on way out of the office is effective, although difficult now with limited face-to-

face services. Postage costs are a factor too). 

- Volunteers (e.g. social work students) have been used to call service users to gather 

feedback on a specific programmes but few partners have the resources to do that. 

 

Who is doing what at the moment? What works from a practical point of view? 

- Use paper with Freepost address for returns. 

- Use paper but also option to complete online (via website). 

- Use paper and volunteers then input results into CharityLog: 

o Recognised there may be some DP issues here when putting results onto 

database?  

o Raises issues of anonymity and whether this is research or data collection for 

other purposes. 

- One LAUK uses a single survey and asks people to select the services they use 

(although some participants aren’t sure what services they use – which is telling in 

itself). 

- Some use volunteers to make telephone calls (but do not consistently have them 

available). 

- General agreement that mixed-methods are needed (one size unlikely to fit all). 


