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SATISFACTION 
QUESTIONNAIRE
2011
“Crossroads has relieved us of the stress that caring for someone can bring.”

Jilly Sydenham

Crossroads Care …. for carers & the people they support

West House, Stanwell Road, Penarth, Vale of Glamorgan CF64 2YG

Tel: 029 2070 0057   Fax: 029 2070 0117

Email: business@crossroads-vale.org.uk
www.crossroads-vale.org.uk

Reg. Charity No. 1061381   Reg. Company No. 3234566

Introduction

As part of our ongoing appraisal of Crossroads Care in the Vale’s services, questionnaires were sent to carers in August 2011, of which 46% were completed and returned. We have included all comments and not just those that are complimentary. 

The range of services that Crossroads provides, from the point of diagnosis to the end of the caring role, enables many Carers to remain in employment. The comments provided by those in employment are indicated as follows: (( = Full time employment  ( = Part time employment. 
The quotes in italics  reflect the specific comments carers have offered that suggest their relative would have been unable to remain in the community had it not been for the support of Crossroads.
Relationship of Carer to the person for whom they care:
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Length of time Carer has cared for their dependent relative:
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Length of time Crossroads has supported the care of the dependent relative:
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Carer’s employment status:
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How Carers spend their time while Crossroads is supporting their relative:
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Q: Has Crossroads enabled you to continue caring for longer than you would otherwise have managed?
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Q: Was your relative able to be discharged from hospital sooner because Crossroads’ support was available?
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Do you think support from Crossroads has prevented admission to hospital or residential care?
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Has support provided by Crossroads enabled your relative to remain living in the community?
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Has support from Crossroads eased your caring responsibilities?

Yes:
97%

No:
3%
Has support from Crossroads relieved your stress or sense of isolation?

Yes:
98%

No:
2%

What difference has the Crossroads service made to you?

(( The Care Workers are second to none. Crossroads has meant that I have been able to continue to work and has kept me sane.

It has enabled me to use the spare time in a constructive way to help my father.

( Crossroads has made a huge difference as I know that Mum is receiving high quality care that meets her needs.

Crossroads has been an invaluable lifeline. Through the provision of respite by Crossroads we have been able to cope as a family.

Crossroads has enabled me and family to cope with the situation.

( Crossroads support breaks the routine and gives me time for my husband who has been ill.

Just 30 minutes every morning is a welcome respite from the demands of the day.
I cannot see how my wife could exist outside of residential care without Crossroads and myself.
(( It is great to have someone to talk to if we have a concern.
(( Crossroads has relieved my stress by knowing help/advice was only a ‘phone call away.
(( Crossroads enabled me and my brother to continue working full time.
Crossroads gave me my life back. I have been able to continue to live my own life with my family whilst my mother was being cared for.
( I think my health may have been affected without Crossroads’ support. A small amount of help goes a long way to relieve the stress of continual responsibility. To be able to have cover for holidays is such a benefit and relief.
( Knowing Crossroads is there for support gives enormous peace of mind. Working with people who understand the difficulties and can step in to help means you are not alone, and this support is immeasurable.
( Crossroads has made a huge difference. It means I can book a holiday and know someone is able to check on my mum on a daily basis, otherwise I may not be able to go. The service adapts to Mum’s changing needs, and as communication and organisation are so good, any changes needed are actioned straight away.
We were struggling, and the extra help, conversation and trips out help. I am able to have some ‘me’ time. It has enabled me to pop out and get some shopping, meet friends and catch up with paperwork etc.
The Crossroads service has taken away the worry of my mother’s hygiene and the confrontation this would have caused had I had to deal with it.
(( Both my mother and my aunt would be in residential care without Crossroads. All the staff are fantastic and just talking to Tina and colleagues at the office is a great help. 
Without the help from Crossroads my aunt would have to move into a care home which is likely to make her clinically depressed. Crossroads provides a reliable and professional service to my aunt. It has made her life more enjoyable, thereby making my life easier.
Crossroads has eased the pressure of my having to be available 7 days a week.
Crossroads gives me peace of mind because if anything is wrong they let me know very quickly.
( Crossroads has made a huge difference. I know Mum is in good hands at Bryneithin and that Norma will let me know of any problems, as she recently did. This enabled us to deal quickly with a water infection thanks to her advice.
Without Crossroads I wouldn’t have been able to have my mother in law at home. My mother in law has been able to stay at home longer because of the great care from Crossroads.
Their support and amazing care from the staff kept my mother in law happy and in her home much longer. I would like to sincerely thank them.
(( My mother in law was in residential care for a short while following my father in law’s death and Crossroads support enabled her to return to live at home.
My wife looks forward to the carers’ visits and enjoys their company and conversation.
Crossroads helped provide a framework within which to manage my wife, her caring and my life.
Crossroads has given my mother pleasure and her full time carers a break.
Crossroads has relieved us of the stress that caring for someone can bring.
( Crossroads has made a great deal of difference as Mum has a very good relationship with Marion (Care Worker) and certainly takes advice from Marion which she would not take from me.
(( Without Crossroads I would have to give up work.
(( Crossroads has relieved my stress levels definitely, as previously Dad was totally dependent on me for everything.
(( I can continue to work and have holidays. Previously I could not go away for more than a weekend as Dad gets anxious.
Crossroads has eased my caring responsibilities knowing that twice a week Mother has quality time with somebody who is only there to talk, listen and have a cuppa.
Knowing that I can get help and advice over the ‘phone makes life a lot easier.
(( I feel so much more relaxed knowing Dad is enjoying his trips out with the Care Workers.
( I have peace of mind when working as Mum is made a cup of tea and food.
I found it increasingly difficult to cope with everyday needs – only until Crossroads made a huge difference. Crossroads allows Mum to remain at home with partial care from myself.
Crossroads has relieved a lot of caring responsibilities. They care for both of us.
Crossroads has made a huge difference. Less stress, confidence that Mum is being well cared for and some quality time just for myself.
(( Crossroads helps my Mother to get out as I’m still working full time. It allows me to be relaxed knowing that someone is there when I’m not.
I am able to help with my grandchildren and carry on with a normal family routine.
When a Care Worker from Crossroads is with my mother I know she is happy and cared for. This relieves my stress.
Crossroads has given me more independence and relieved many problems which could very well have been blown out of all proportion.
( Crossroads enables me to continue running my small business.
( Without the help of Crossroads my stress levels would have reached breaking point. The people who assist my wife and I have become friends and I can share my feelings, albeit in a small way, and the support that they give is invaluable.
We often feel under a lot of psychological stress, and having a third party input into the caring process has been very helpful.
(( Having some support is excellent as we have no other relatives in the UK.
(( Crossroads has enabled me to work, knowing that my mum is in good hands.
Without Crossroads Care my mother would have had to go into a home years ago. As I do not live in the UK, Crossroads has allowed me to worry less about my mother living at home alone.
Please comment on your experience of Crossroads care in the home (%):
	
	Excellent
	Good
	Average
	Poor
	No Response

	Ease of contact with office
	77
	6
	-
	-
	17

	Adaptable to your changing needs
	65
	13
	-
	-
	22

	Punctuality/reliability of care staff
	63
	18
	-
	-
	19

	Completion of tasks as per Care Plan
	59
	16
	1
	-
	24

	Support & understanding of staff
	70
	11
	-
	-
	19

	Kind & caring nature of staff
	71
	11
	-
	-
	18

	Knowledge & competence of staff
	65
	14
	2
	-
	19

	Respect shown to your relative
	71
	10
	-
	-
	19

	Preserving your relative’s dignity
	73
	8
	-
	-
	19


Comments or concerns about Crossroads care in the home:
(( No concerns as they perform a fantastic job. It means that I now spend quality time with Mum instead of ‘doing’ time.

It gives me more time to attend to essential tasks.

( Thank you very much. Mum has been offered a range of support from your service but wishes to remain as independent as possible. It is a great relief to know that this will be available as her needs increase.

( Crossroads ensures that Mum can go out to do routine things which allows me time to do other things such as day trips with her.

( Crossroads enables me to continue in work and provide support for my daughter and her three children.

( I like the fact that there is a slow turnover of staff which ensures continuity of care, and my mother regards her Care Workers as her friends.

Crossroads provides a small piece of ‘me’ time in a day in which my wife has to be the main priority. My wife says that all her Crossroads’ Care Workers are superb.

(( Staff are very caring and quick to pass on information if my dad looked out of sorts, would not answer the door or didn’t want to go out.

( Mum really enjoys the visits of all the Care Workers. I appreciate the attempt to keep a regular rota of visitors. They are all lovely.

You give a vital service 

( Crossroads allows me to go on holiday without too much anxiety, as I know any problems are immediately reported. It gives me a ‘day off’ on the days I work, if I need one. I am profoundly grateful for the provision and quality of this service and can only say a HUGE THANK YOU to all concerned.

Crossroads has enabled me to have time early in the morning rather than having to rush over to see my mother. It also enabled me to have a few days away knowing that my mother was being cared for. I could not have had a break without Crossroads.

An excellent service!

I know I can rely upon Crossroads to sort out any problem that occurs rather than ignoring it and passing it to me. I live in Northumberland.

Crossroads services mean I have a day when I do not have to make myself available. Our experiences of Crossroads have been all good.

I cannot allow the person who we care for out of sight. It is ongoing, consequently such breaks are an enormous help – could not do it otherwise.

Crossroads can only do what my mother will allow them to do. I know she is extremely difficult. My husband and I have a job dealing with her now. What they accomplish is well done and appreciated. We know Mum’s being kept an eye on and we don’t worry as much. 

While the Care Workers are there, I have peace of mind that my mother in law is safe and I can have time with my grandchildren without worrying about her. I cannot thank Crossroads enough because without your help I think my health would have suffered and their support in everything has been amazing. I feel if I have any problems they have been so approachable and that there is a friend at the end of the phone.
(( Crossroads’ services are consistently excellent, consistently supportive and caring.
Crossroads takes the stress away from my young working family: little things like making the bed to washing and food situation. The service is of a good standard and we are happy with it.
( Although I do not undertake full time caring duties, the service has enabled me to have peace of mind regarding Mum’s wellbeing and care.

Excellent service in every sense.
(( Prior to Dad’s illness we bought a house in France to renovate for our retirement. The plans were put on hold whilst I was totally responsible. Now I can get away for a couple of weeks at a time.
I know if there are any concerns with Mother, be it health or personal, I will be contacted and advised as to options or actions that have been made.
(( Dad understands his diagnosis of Alzheimer’s Disease and worries about the future. Janet, his Care Worker, is great at talking things through with him and offering reassurance. The service is excellent in every way – and very flexible. Dad enjoys his trips out with Janet, Janet and Sally.
( Brilliant service. I can go out for a few hours, if not working, knowing Mum is looked after well.
Absolutely faultless. Exceptional in every aspect. Highly recommended.
Allows more time for my husband and home. Allows times with Mum to be less stressful, enjoyable, and not a chore. A big thank you for making my life so much easier.
With two elderly mums being cared for in my family, I do find the more mature Care Worker to show a greater understanding of their needs. When Mum is with a Care Worker I know that if there was a problem I would be informed immediately. As a close and caring family we wish to be able to keep our Mums in their own homes in comfort and to preserve their dignity to the end of their lives. We find that a continuity of Care Workers to be of great importance.
Before my husband, I looked after an aunt with the help of Crossroads and found them invaluable in the home.
Crossroads’ services enabled me to relax and feel confident that my husband’s needs were being met.
Pat is a very compassionate member of your staff.
I have peace of mind that someone else is visiting.
I am able to spend time with family and friends now that my husband attends Bryneithin Day Centre four days a week. Please keep giving all the great services you are now providing if at all possible. The help given has been a godsend to me and I am sure to many, many other people as well.
We have always been totally satisfied with the service provided.
( Crossroads enables me to work and look after my child and home. I have peace of mind as someone checks on Mum every day.
(( Excellent service. The service in the home provides my father with regular social contact.
Your ladies do a wonderful job. They are all wonderful to my mum.
Other services for clients provided by Crossroads
	
	Excellent
	Good
	Average
	Poor

	Bryneithin Day Centre (Dinas Powys)
	15
	5
	-
	-

	Senior Health Shop (Barry)
	3
	-
	-
	-

	Men’s Group (Barry & Penarth)
	3
	-
	-
	-

	Lunch Club (Barry)
	8
	-
	-
	-

	Western Vale Group
	3
	-
	1
	-


Other services provided for clients by Crossroads
Instead of being totally committed to six days a week care, we now have a break on Wednesdays and Fridays. Mum is content and relaxed, both at Bryneithin and at the social groups organised so well by Jo.

Norma has been very caring and supportive since Mum began attending Bryneithin.

( I know Mum is well looked after at Bryneithin and Lunch Club. She has company and good food.

My husband really enjoys the Men’s Group and looks forward to going.

(( My dad benefited from interacting in a different setting despite his speech and language problems.

(( Friendly, caring staff built up a trusting relationship with Dad.

As I live some distance away from my mother, and have to rely on public transport, I can only visit once or twice a week, so knowing that she has company and a freshly cooked meal on the two days she attends Day Centre is a great comfort. All staff I have come into contact with are most helpful and sympathetic and I know Mum really enjoys her days at the Day Centre.

( I can relax knowing Mum is in good hands. Although Mum doesn’t remember any details of the days (at Bryneithin) she always knows that she “had a lovely day and a good lunch”. She looks forward to going.

While my mother in law is attending Day Centre and Lunch Club I can have a bit of ‘me’ time. She gets to mix with other people, loves her meals and is a lot happier.

Mum has made new friends and she really looks forward to her outings.

(( My mother in law needs encouragement to socialise which is provided by attendance at Day Centre.

Bryneithin provides company and stimulation.

Bryneithin provides an outlet from the confines of the home and an opportunity to meet others.

Time to oneself while enhancing Mum’s quality of life. She has stimulation, company and friendship.

I don’t worry when my mother-in-law is with you. Socialising is very good for her. She enjoys it.

(( The Western Vale Group takes Dad beyond the immediate vicinity of his home and provides stimulation.

Until Mother became housebound she enjoyed her days at Bryneithin.

The Bryneithin sessions enable me to attend health appointments, do shopping, and just relax in the knowledge that Mum is being cared for, and do 100s of house jobs that don’t get done. The sessions get Mum out and about, with interaction from others rather than sat alone with just the TV.

The Western Vale Group gives Mum the opportunity to meet other people.

Bryneithin gives me a feeling of temporary relief for several days a week with the knowledge my husband is well looked after. He is up and ready and even eager to go to the day centre which is a big relief.

Mum needs to socialise so Lunch Group is good for her.

Crossroads Counselling Service and Social/Support Groups for Carers (facilitated by Jo Hendry)
Jo has always been a source of excellent support.

The social groups are excellent, well organised events. Jo’s passion for her role is evident.

It was nice to talk to Jo at different times. She was very kind. I found it helpful going to meetings about caring.

Jo is a very understanding person who has helped me to focus on main priorities.

( Counselling support was excellent, and introduced me to other sources of help. Dealing with dementia is very stressful. Having an independent person to talk to was invaluable.

I met with Jo weekly for a number of weeks. I was feeling very stressed. Jo suggested ways of coping which I found extremely helpful. Jo is a great listener!! The sessions were a lifeline for me. I would highly recommend the one to one counselling service.

As I’m a past carer, Crossroads still supports me in the form of the CAMEO Group and offers of support. It has helped me to realise that I’m not alone in my situation, and am able to meet up with other past carers.

Support has been excellent and non-ending, including the social group. I have made good friends and contacts.

( Sessions with Jo were very helpful and led to us using the day care. It’s so reassuring to know she is there and accessible without a long wait.

The monthly group meetings at Stanwell Road Baptist Church are interesting and helpful.

The groups are very good.

I have found the social group very friendly, interesting and informative.

I can’t always attend meetings but Jo keeps me in touch and always includes me.

The carers’ groups are a brilliant service which I look forward to each month (including the outings and the summer and winter lunches). All I can say is keep going, please. It is great to meet people with the same problems and there are always people worse off than yourself and struggling with adversity.

I attended Penarth Social Group with my husband. We both enjoyed the sessions and I hope they will continue with the same formula. I also attended CAMEO Past Carers Group for two and a half years. I appreciated Jo’s offers of a lift to the lunch venue. I always looked forward to the monthly meetings and the friendliness of all around the table.

I am still attending the CAMEO Group and look forward to the monthly gatherings. It is helpful to be with people who have experienced the same as me. Jo Hendry is very supportive and I know that she is always there if I do need to talk to her.
Other agencies’ services (not Crossroads)
14 carers, who returned the questionnaires, had previous experience of other organisations providing a service to their dependent relative. Below are the opinions they shared about other agencies; the figures are in percentages.
	
	Excellent 
	Good
	Average
	Poor

	Ease of contact with office
	29
	21
	36
	14

	Adaptable to your changing needs
	23
	31
	38
	8

	Punctuality/reliability of care staff
	14
	50
	22
	14

	Completion of tasks as per Care Plan
	21
	44
	14
	21

	Support & understanding of staff
	31
	38
	23
	8

	Kind & caring nature of staff
	36
	36
	14
	14

	Knowledge & competence of staff
	31
	39
	15
	15

	Respect shown to your relative
	38
	38
	15
	9

	Preserving your relative’s dignity
	38
	38
	15
	9


( Mum previously had support from another agency, but I have found that your specialist service is far more understanding and supportive, e.g. always ‘phoning me if Mum cancels her care.

The Vale Council recently closed Gardenhurst Day Centre. Without the help of Crossroads, who helped us access Bryneithin, we would have had no respite from our caring role.

We didn’t contact any other agencies as an excellent service is provided by Crossroads.

My mother has attended Red Cross Day Centre for two days a week and was very happy there.

Some of the daily carers are wonderful and often go the extra mile when needed. Others seem to just treat it as a ‘drag’.

In our experience Crossroads Care services are second to none for the cared for relative and carer. Exceptional staff. Just hope they are around if I need them!

My husband has had to have 5 Star Care Workers due to my hospitalisation, and I am finishing with ‘VICS’ Care Workers now I am home and adapting to life again. Both have been invaluable to our independence.

Other Crossroads’ services for clients

(( I regard the Crossroads Care Workers as friends as well, as they have taken the weight off my shoulders.

( Thank you for your wonderful support.

Crossroads has an excellent local reputation which it richly deserves. Under the leadership of Fiona, who always considers the needs of carers, I would not hesitate to recommend the organisation.

( Well done – keep it up!

(( It was very useful for Crossroads to have been involved at the initial diagnosis of dementia as Dad was comfortable and relaxed with staff when dementia progressed as he was familiar with routines, staff etc. when his memory started decreasing.

I feel so comfortable with Crossroads Care, knowing that the Care Workers understand the problems connected with Alzheimer’s, and are able to interact with my mother accordingly.

I would like to thank Norma (main contact) and her team – you all do an excellent job.

My husband and I always enjoy the social activities that Crossroads provide, i.e. Christmas and Easter get-togethers. It’s great that they are held in the afternoon or lunchtime.

I look forward to receiving the newsletter. It is a great source of up to date information. I have very often used contact details from the newsletter.

I do hope you are allowed to continue your work.

( Yet again I must express my gratitude for Norma’s support – she’s been marvellous. Thank you.

Crossroads support gives me peace of mind to know that Mum is having a good social life as I can only visit every five days or so and it means that I can have a good quality of life myself and continue to travel when I want to.

(( You provide a fantastic service and make a huge difference to so many carers.

Responsive, supportive and invaluable.

So far your services have been great and taken the strain off me and my husband. My mother-in-law seems much happier now.

I am completely satisfied.

Carry on with your great service. Please try and recruit more mature members of staff.

My only comment is that it is a marvellous service. Long live Crossroads!
Feedback from professionals within the statutory services
Questionnaires were sent to staff at Social Services and the Memory Team at Llandough Hospital, from whom we receive most of our referrals for care, also to the British Red Cross and Cardiff and Vale University Health Board. Their responses (%) are represented by the following table:
	
	Excellent
	Good
	Average
	Poor

	Communication with the office
	100
	-
	-
	-

	Keeping you informed of issues
	89
	11
	-
	-

	Flexibility regarding provision of care
	67
	33
	-
	-

	Punctuality/reliability of Care Workers
	75
	25
	-
	-

	Completion of tasks as per care plan
	75
	25
	-
	-

	Knowledge & competence of Care Workers
	75
	25
	-
	-

	Support & understanding for client & carer
	78
	22
	-
	-


Comments from the professionals within the statutory services:
You provide real day care at real times to enable working carers to continue in employment. 








      Janey Morgan
Team Manager, Vale of Glamorgan Social Services

Feedback from carers seen in clinic or at home is always positive.  Jayne Davies-Ellis

Clinical Nurse Specialist, Cardiff & Vale Memory Team
Bryneithin is an excellent 7-day service that can manage the profoundly impaired. There is currently no other service that manages this client group in this advanced stage. Fantastic opportunity for carers’ relief.                Ceri Tegwyn
Social Worker, Vale of Glamorgan Social Services

Social groups are a great service for early dementia sufferers.             Ceri Tegwyn
Social Worker, Vale of Glamorgan Social Services

Confident and competent care staff with expert knowledge of the needs of sufferers of dementia and their carers. 




       Janey Morgan
Team Manager, Vale of Glamorgan Social Services

If resources allowed, flexibility to care provision would be graded excellent. 
Matt Williams
Social Worker, Vale of Glamorgan Social Services

Flexibility of service provision; thinking ‘outside the box’ approach.Jayne Davies-Ellis
Clinical Nurse Specialist, Memory Team

Crossroads in the Vale continue to set a standard that other care organisations should aspire to. 








      Antony Bayer
Professor of Geriatric Medicine,

Memory Team & Cardiff & Vale UHB

Fantastic as ever! 







       Jennie Powell
Speech & Language Therapist, Memory Team

Feedback from the carers in clinic is essentially good. 
                  Nick Speller

Clinical Nurse Specialist, Memory Team

Is there anything we could be doing better?
Increase provision in the Western Vale.                                             Matt Williams
Social Worker, Vale of Glamorgan Social Services

Have more Care Workers and more availability to provide more care packages.  

Ceri Tegwyn
Social Worker, Vale of Glamorgan Social Services

Just more of you. Perhaps to ensure Care Workers enable clients as much as possible to perform tasks independently. 





Gail Pickford
Occupational Therapist, Barry Hospital
How do we compare with other agencies?
You provide a service that caters for the individual and their carer.     Matt Williams

Social Worker, Vale of Glamorgan Social Services

My own recent personal experience of two other care agencies has made me realise just how good you are (of course I always knew!).             Jayne Davies-Ellis

Clinical Nurse Specialist, Memory Team

Crossroads Care is of the highest standard, Care Workers are thorough, consistent and resourceful and use their initiative. They provide the best dementia care in the Vale.







Ceri Tegwyn
Social Worker, Vale of Glamorgan Social Services

The individual knowledge of your Care Workers regarding dementia is not replicated by other agencies and is therefore invaluable.


Gail Pickford
Occupational Therapist, Barry Hospital
And finally…..

On behalf of the Board of Trustees, the care team, the counsellor, the office staff and not least, all the highly valued care workers, I would like to extend my thanks to all those who took the time to complete the questionnaire. Your comments are greatly appreciated and enable the service to underpin the positive aspects of our work and reflect on a few areas where we can make improvements.

Fiona Guthrie

Scheme Manager  
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