[image: image1.png]|HomePoint

Housing |




PRACTICAL ASSISTANCE IN IMPLEMENTING THE SCOTTISH NATIONAL STANDARDS 

USER BRIEFING NOTES

1 – USER FEEDBACK TECHNIQUES 

These notes are designed to help advisers in implementing the National Standards. They have been designed to answer issues frequently raised in feedback and support sessions, and can be used together with the guide Practical Assistance in Implementing the Scottish National Standards. The notes address the experience of both statutory and voluntary sectors.

Support and information on using the National Standards is available from HomePoint at Communities Scotland on telephone 0131 479 5262 or via email at: Homepoint@communitiesscotland.gov.uk
*
*
*

Briefing Note 1  

User Feedback Techniques

Standard 3.12: ‘All service providers must have procedures that actively encourage feedback from service users.’

Why do we have this Standard?

You cannot provide a service if you don’t know who is using it or how they respond to it. Feedback from users helps make both service provider and user aware that the user’s views matter. It is important to show users that their views lead to real outcomes, giving them confidence in you and in the advice process. To be accessible, responsive and accountable to users’ needs you must give users some ownership of the process. 

When do we apply it?

When should you conduct feedback exercises? What you are trying to achieve will determine when to engage users in the feedback process and which users you want to contact. You also need to decide whether it is necessary to consult every user, a representative sample or a cross-section of the whole community? 

How do we apply it?

Feedback research takes two forms: quantitative (how many) and qualitative (why/how). Questions should not reflect the bias of the people asking the questions; be sure you ask what you need to know, not what you want to know. 

Quantitative research can be statistically analysed and compared, but the questions are determined by the interviewer. They are also subject to time and cost restrictions. Qualitative research includes more open-ended questions that encourage user feedback. A mixture of both types may be best. Whichever you choose, remember to reflect the social and physical diversity of users, to provide questions in different formats and languages if necessary, to use clear language everyone can understand, and to respect the need for confidentiality in replying. 

Questionnaires are a simple feedback method and can be done as exit surveys or postal surveys with pre-paid envelopes to encourage response. Try to ensure you include the hardest-to-reach sections of the community such as people with a physical or mental disability, unemployed people, lone parents and young people. Attach a note to the questionnaire to explain why you are carrying out the research, what you hope to achieve, the groups you are consulting and the outcomes you expect. Also indicate any constraints you anticipate to the outputs of the research. Advisers may also approach users directly with a questionnaire, explaining that it is designed to obtain their views and not to assess the quality of advice given by an individual adviser. Remember to include space for additional comments. The user must always have the right to withhold consent. Questionnaires must avoid sexist, racist, and homophobic language or any language that could cause offence.

If you give advice over the telephone, you might ask the client to agree to respond to a short postal or telephone survey. However, remember to consider the cost implications!

If you provide information in leaflets or other publications think about including a simple feedback form for users to return to you with their comments. (Case study HomePoint publications). 

Focus groups and citizens’ panels give participants the chance to take part informally in discussions and feedback. This method gives participants a chance to exchange ideas. However, some members of groups may dominate talk, and certain sections of the community may not be represented. It may also be difficult to recruit participants or to get people to speak honestly without skilled facilitation. 

The way in which you collect feedback will depend on cost and time resources. But remember to maintain records showing feedback results, together with how and when it was carried out and resulting decisions. 

Reviewing the process

Once you have all your feedback information you will need to analyse it and make decisions based on results. Take care you are interpreting results correctly and that you are accountable and clear in reporting your findings. Send out a summary of results to everyone who participated and invite them for further feedback on the evaluation of those results. You might include these results in your annual report or post them in a public area.

User feedback is a continuous process and you will want to review its findings constantly to ensure your service is meeting user needs. Be sure you have procedures in place that direct user feedback into your service plan. Any decisions agreed as a direct result of the feedback should be made public and you should record progress on these decisions.

You may also find it instructive to obtain the views of people who do not use your service. Why do they not use your service? Are they aware of your remit? Does it fit the needs of the community? What is their impression of your organisation? Local and community groups may provide places to contact these people. Their feedback will assist in planning future service. 

Summary of key principles

User feedback increases your knowledge base, helps monitor service quality, and gives users confidence in your service. Feedback is a two-way process and if carried out responsibly builds trust and recognition between the service provider and the community. Keep the process appropriate, stimulating, informative and respectful so all groups within the community have the chance to take part.

Links to other Standards

Standard 2.1 – All service providers must be clear about the remit of their service and the boundaries of their service

Standard 2.3 – All services must undertake a regular exercise to determine the profile of their local community and any special needs that may exist.

Standard 3.12 – All service providers must have procedures that actively encourage feedback from service users.

All the standards of accessibility and customer care (equity, respect, physical accessibility, delivery methods, service hours, information format, confidentiality, rights of complaint) link to this standard.


Case Study HomePoint publications:





HomePoint publishes and disseminates a series of information booklets called HomePointers. The subject matters vary as do the targeted client group. Each is produced with a tear-off return postcard which allows readers to indicate the value of the publication to them. 





A brief message advises that HomePoint likes to know who reads the publications and if they are useful. Readers are asked to complete the card with their name and address, their organisation if relevant, and to tick comment boxes. The comments listed are “Very Useful”, “Informative”, “Interesting”, “Dull” and “Not Very Useful”. Readers are also asked to indicate whether they would like to receive notice of other publications. 





HomePoint collates the responses to review: any reaction to the subject matter which would be useful to relay to policy colleagues in the Scottish Executive. The quality of the information is used to inform decisions on any future reprint requirements. Anyone indicating they want notice of other  publications is added to the HomePoint contacts list to receive the quarterly newsletter.
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