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Service User Survey – March 2017
1. Overview
This survey covers the period January 2016 to January 2017 and is designed to highlight
what service users think about the care they receive, by asking about their experiences,
whilst at Montague Court/ Dartmouth House.
By examining the feedback, we have the opportunity to gain direct insight into what is
working well and what’s not working so well. This information can be used to inform future
changes/improvements.
By repeating the survey on an annual basis, we can measure the changes and the impact of
any new processes, initiatives and general improvements.
The previous survey was undertaken in December 2015 and covered responses from 9 out
of 13 service users at Montague Court who completed the survey. This year we received 3
responses from Montague Court out of 14 service users, and 6 out of 6 responses from
Dartmouth House.

2. What we do well
• 6/9 service users felt that on arrival on the ward, they were informed of the daily
routines on the ward, 2 could not remember and 1 did not answer (1.2)
• All service users are happy, they were offered more than 1 food option at meal times
(1.3)
• All service users agreed that wards are clean and tidy (across both units) (1.6)
• 8/9 service users are getting support and assistance, within a reasonable time frame
(1.7)
• All service users agreed that they were offered a copy of their care plans (2.1)
• Service users consider the staff teams as friendly and approachable, good listeners
and are satisfied that they are being treated with care and respect (3.1, 3.5, 4.1, 4.2)
• Service users are satisfied that they are being offered activities every day (1.5)
• 8/9 service users felt they were given enough time to discuss their care and
treatment, in a way they understood and in privacy (2,2, 3.3, 2.4)
• 8/9 service users were satisfied that their mental health section and right of appeal
were explained (3.4)

3. What we could do better
• Service users did not feel they were adequately informed about the purpose of their
stay, when arriving at the hospital (1.1)
• Responses to the quality of food provision were varied, service users at Montague
Court were more critical (1.4)
• 1 service user felt that the quality of his care was poor (1.10)
• 1 service user rated the staff as very poor (3.6)
• 3 service users felt their religious and spiritual needs were not being met (4.5)
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4. Summary of this year compared to last year
• Overall the survey continues to be positive
• Same number of respondents, but over 2 units
• Last year responses were received from 9 out of 13 service users, this year 9 out of
20
• Similar responses to last year
• Fairly similar responses across both units
• Maintained some key areas previously rated as good, cleanliness, food choice etc.
• Questions modified following recommendations last year, statements to questions
• Additional views sought on wording of questions, e.g. IMHA Voiceability
• New question on mental health section and rights of appeal (3.4)
• Overall staff rating has improved, from 5/9 at least good to 7/9 (3.6)
• 8/9 service users felt that are treated with care and respect, compared to 6/9 last
year (4.1,4.2)

5. Recommendations
1. Improve the welcome onto the ward – currently looking at an internal transfer
protocol
2. Food quality – continue to monitor the quality of the food, priority for the new Head
Chef
3. Ward cleanliness – domestic staffing levels to continue, recruit to vacancy at
Dartmouth House. Look to adding domestic staff to the list of bank staff
4. Continue to monitor and improve range and access to on and off-ward activities
overseen by the Clinical Lead OT.
5. Continue with staff training, regular staff supervision and group reflective practice, to
continue to raise standards in patient care.
6. Next service user survey to be undertaken in January 2018
7. Involve service users/ representative if modifying questions for next year
8. Endeavour to increase the response rate.
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