
BACKGROUND

The mandate for conducting surveys of
users’ experiences and satisfaction with
services was first given in Modern Local
Government (DETR, 1998) with the
aim that these surveys would form part
of the performance framework. A set of
questionnaires were developed for the
purpose of collecting data on user expe-
rience and satisfaction with social ser-
vices (Qureshi and Rowlands, 2004) and
the national surveys have drawn on this
work to identify a set of compulsory
questions for each round. Thus far, the
user experience surveys (UESs) have
been conducted nationally on a
three-yearly cycle; the first was for older
people in 2003 and was followed by one
for younger adults with physical and
sensory impairments in 2004.

Results and feedback from the first wave
of UESs were mixed. The older people’s
UES was judged to be successful: the
results were of use to councils in think-
ing about how they might improve their
services; and work by PSSRU at the
University of Kent also found evidence
to support the use of the satisfaction
question as a performance indicator
(Netten et al., 2004). However, feedback
concerning the younger adults’ UES
indicated that there were several short-
comings and anecdotal evidence from
CSSRs suggested that there was little
subsequent reflection or change in ser-
vice delivery. Recognising these short-
comings, the Information Centre (IC)
for Health and Social Care decided to
pilot a revised version of the 2004 ques-
tionnaire. Five authorities were involved
and the PSSRU at Kent were asked to
provide qualitative work to feed into the
pilot.

METHODS

The focus was on service users’ under-
standing of questions included in the
pilot survey (see Malley et al., 2006 and

Box 1). The researchers conducted
thirty cognitive interviews with service
users, within three of the five pilot sites.
People were selected according to a
number of different characteristics (e.g.
age and impairment) in order to maxi-
mise the variety of points of view. The
interviews were conducted face-to-face
and largely in service users’ homes.

FINDINGS

Many participants told us how they
enjoyed the opportunity to express their
views and were keen to know more
about how the data were to be used. The
findings can be characterised as falling
into one of five categories: problems
with the interpretation of key terms due
to ambiguity of meaning, problems with
the structure and format of questions,
irrelevance of the questions, vague terms
and insight into meanings of responses.

Ambiguous terms

Several key terms turned out to be
ambiguous with consequences for the
interpretation of answers to these ques-
tions. For example, one question asked
service users to tick those services they

had used in the past year. The following
quotation demonstrates how there is
ambiguity:
Interviewer: Help in your own home?

Service user: No, they don’t come in to

help me, no.

Interviewer: Day care?

Service user: Yes. Is it day care, when

they come in and wash you?

Interviewer: Meals?

Service user: Don’t get meals-on-wheels,

no.

The problem is conceptual overlap
between the terms. Some people con-
ceive ‘help in your own home’ as help
with only domestic tasks and not help
with personal care tasks. This overlaps
with the concept of ‘day care’ that can
be interpreted as something akin to
home care, as well as being understood
as a day centre, or a planned event tak-
ing place during the day. ‘Meals’ also
overlaps with ‘help in the home’ as some
service users chose to tick this box if
they had meals prepared for them by a
care worker or personal assistant. This
ambiguity makes it quite difficult to
interpret the responses and the quantita-
tive analysis performed by the IC sup-
ported this finding (IC, 2006).
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Box 1. Some items from the pilot questionnaire

1. Overall, how satisfied are you with the help you receive from Social Services?

2. The help I get from Social Services or using direct payments has made me more

independent than I was. [Responses refer to the extent of agreement with

statement.]

3. It is difficult to find out from Social Services about services that might help me.

[Responses refer to the extent of agreement with statement.]

4. I have as much contact with other people as I want. [Responses refer to the

extent of agreement with statement.]

5. Have you got as much information about local support groups as you want?

6. Are you in work at present? [Options include full-time paid work, part-time paid

work, voluntary work, training programme, and education.]

7. How useful have Social Services been in helping you to get a paid job?

8. How well does the help you get from Social Services fit in with practical help

you get from family or friends?

9. Do you receive any practical help from any friends, neighbours or family

members?

10. Have you received any of the following services arranged by Social Services in

the past year? [Responses include help in your own home, day care, meals,

planned short-term breaks, transport, equipment and adaptations, and other

services.]
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Another term that proved equivocal was
‘practical help’. The question was
designed to provide a sense of the
respondent’s informal care network, but
some service users interpreted the ques-
tion very broadly. Practical help for
some people meant occasional help such
as help with odd jobs, for example,
‘changing light bulbs’; it was not help
with personal care tasks and not neces-
sarily everyday help. Although it is possi-
ble that people providing occasional help
might also provide everyday help, this is
not a logical necessity. It seems that the
question may be over-reporting the
extent of informal care networks.

Structure and format of questions

For some questions, it was the structure
or format of the questions that proved
difficult. Some questions were designed
as negatively phrased statements and
these were sometimes interpreted incor-
rectly, by people with all levels of cogni-
tive functioning. Service users would go
to great lengths to discuss how they
thought the statement was not a prob-
lem and then tick one of the agree boxes,
indicating that there is a problem. It
seems that negatively phrased statements
may over-report problems in certain
areas of services.

This interaction between the structure of
the question and the characteristics of
the service users was apparent else-
where. One question asked whether the
help received from services had made
the service users more independent than
they had previously been. Many service
users had been receiving services for
such a long time that it was hard to
think back to what things were like pre-
viously and similarly for service users
who had a congenital impairment, as
they had always received services. For
these people, the question was impossi-
ble to answer and responses were
consequently meaningless.

Relevance of questions

Several questions did not apply to the
majority of the service users we inter-
viewed or were not issues of interest.
Questions asking about work fell into the
first category and the question about
local support groups, the second.

Although the group was not a represen-
tative sample, the finding does raise
questions about the usefulness of these
questions as compulsory items. The
quantitative analysis supported this con-
clusion (IC, 2006).

Vague terms

Vague terms allow respondents to draw
on any number of ideas to answer the
question, making the answers meaning-
less. A question falling into this category
asked about how well services fitted with
practical help. The term ‘fit’ in this
question was particularly vague. Service
users mused over its meaning, trying to
think about how to interpret it in a way
that made sense with their life. Different
users mentioned various aspects, such as
timing, care workers not doing certain
tasks so having to rely on the family to
provide that care or help instead, and the
behaviour of care workers towards fam-
ily members. Whilst all of these interpre-
tations made sense, the multitude of
interpretations meant that we simply did
not know what aspect the respondent
was thinking about. The area could be
more helpfully addressed by asking
questions about each of the components
of the concept.

The concept of ‘contact with other peo-
ple’ was also vague. The term could
encompass social interaction with
long-term friends, but it also seems to
extend to other areas of life, including
people you see at work or doing leisure
activities. More worryingly, the term
could also be interpreted to include peo-
ple seen whilst, for example, shopping
where there is no meaningful interac-
tion. This question was supposed to pro-
vide some sense of the extent to which
service users participate socially and to
this end it would seem to over-report
participation. We devised and tested
another question asking about this area
and individual service users showed
marked differences in their answers to
each question. The new question seemed
to mitigate the issue of over-reporting.

Insight into meaning of responses

The final way in which the interviews
were useful was in helping us to under-
stand what people mean when they

choose response categories. Although
this was true for every question, the
responses to the satisfaction question
proved particularly insightful. Many ser-
vice users expressed ambivalence in their
feelings towards the services and this
was often expressed using the ‘quite sat-
isfied’ or ‘neither satisfied nor dissatis-
fied’ options. This finding lends some
support to the use of extremely and very
satisfied as the cut-off for performance
indicators using the satisfaction item.

CONCLUSIONS

This study demonstrates the benefits to
be gained from testing questionnaires
using the cognitive interviewing method.
Several important issues were identified
that helped to explain some of the quan-
titative findings. Problems with some
questions were also identified, ranging
from problems with key terms and for-
mats to questions that did not appear to
be relevant. In addition, the interviews
were a useful way of understanding what
service users are thinking about when
they answer questions. Overall the study
provided a number of detailed recom-
mendations for ways to improve the
questionnaire (see Malley et al., 2006).

REFERENCES

Department for the Environment, Trade and

the Regions (1998) Modern Local Government:

in Touch with the People, Cm 4014, TSO,

London.

Information Centre (2006) Report on the 2006

Pilot Survey, www.ic.nhs.uk/TWG/ssusergroup/

20062006/paper_1_20062006.pdf/file.

Malley, J., Sandhu, S. and Netten, A. (2006)

Younger Adults’ Understanding of Questions

for a Service User Experience Survey, Dis-

cussion Paper 2360, Personal Social Services

Research Unit, University of Kent, Canter-

bury, www.pssru.ac.uk.

Netten, A., Francis, J., Jones, K. and Bebbington,

A. (2004) Performance and Quality: User Ex-

periences of Home Care Services, Discussion

Paper 2104/3, Personal Social Services Re-

search Unit, University of Kent, Canterbury,

www.pssru.ac.uk.

Qureshi, H. and Rowlands, O. (2004) User sat-

isfaction surveys and cognitive questions test-

ing in the public sector: the case of personal

social services in England, International Journal

of Social Research Methodology: Theory and

Practice, 7, 4, 273–287.

The PERSONAL SOCIAL SERVICES RESEARCH UNIT undertakes social and health care research, supported mainly by the Department of

Health, and focusing particularly on policy research and analysis of equity and efficiency in community care, long-term care and related

areas — including services for elderly people, people with mental health problems and children in care. Views expressed in PSSRU publications do

not necessarily reflect those of funding organisations. The PSSRU was established at the University of Kent at Canterbury in 1974, and from 1996 it

has operated from three branches:

Cornwallis Building, University of Kent at Canterbury, Canterbury, Kent, CT2 7NF

London School of Economics and Political Science, Houghton Street, London, WC2A 2AE

University of Manchester, Dover Street Building, Oxford Road, Manchester, M13 9PL

The PSSRU Bulletin and publication lists are available free from the unit librarian in Canterbury (01227 827773; e-mail pssru_library@ukc.ac.uk) and

on the PSSRU website.

E-mail: PSSRU@ukc.ac.uk Website: http://www.ukc.ac.uk/PSSRU/



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /CMYK
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts false
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /ConvertToCMYK
      /DestinationProfileName ()
      /DestinationProfileSelector /DocumentCMYK
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure false
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles false
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /DocumentCMYK
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /UseDocumentProfile
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


