
 

 
 
 
 
 
 
 
 
 

 
 

 
 

	  

08	  Fall	  

Prepared for: 
 
 
 
 
 
Prepared by:  
 

 
Tel: +44(0)131 524 8171 
Email: researcher@whyresearch.co.uk 
Web: www.whyresearch.co.uk 
 

Care Workers Feedback 
Research Report – August 2015 

Jo Fawcett 
Director  
jo@whyresearch.co.uk 

Why Research Limited 
Scott House 10 South St Andrew Street 
Edinburgh EH2 2AZ 
Company Reg: SC407127 
VAT Reg: 121 1377 59 
Registered Office: 4th Floor 115 George Street  
 



	  

	  

1 

Why Research Ltd, Scott House, 10 South St Andrew Street, Edinburgh EH2 2AZ   |    
www.whyresearch.co.uk   |   +44(0)131 524 8171 

Introduction and Method 
 
 
In early 2015, Bright Care commissioned Why Research Ltd to undertake a review of its mechanisms 
for gathering feedback from its care workers. After a review of existing feedback forms and 
consultation with key staff members, Why Research designed two separate surveys for online 
distribution to care workers: an annual survey measuring satisfaction with all key aspects of Bright 
Care as an employer and an interim survey measuring changes in Bright Care’s performance on 
those same measures when compared with six months earlier.   
 
Both surveys included a question inviting care workers to rate Bright Care overall as an employer as 
well as a question asking them to rate their enjoyment of their work.  There were also opportunities to 
provide additional comments on a named or anonymous basis. 
 
This report details the findings of both surveys from amongst care workers that had completed each 
questionnaire between March and July 2015.  Seventeen care workers had considered the annual 
survey, although one did not go on to offer answers to any questions and fourteen completed some or 
all of the interim survey. 
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Main Findings 
 
 
Overall Satisfaction  
 
All care workers completing the annual survey were asked “Taking everything into account, how much 
do you usually enjoy your work for Bright Care?” All sixteen of those who answered indicated that 
they usually enjoy their work ‘a great deal’.  Similarly, the fourteen care workers completing the interim 
survey were asked “Taking everything into account, how much have you enjoyed your work for Bright 
Care in the last six months?” and all of them answered ‘a great deal’. 
 
The annual survey then asked “taking everything into account, how would you describe Bright Care 
as an employer?” and fifteen care workers answered ‘very good’ with one answering ‘quite good’. 
Those taking part in the interim feedback were asked “how would you describe Bright Care as an 
employer over the last six months?” and twelve answered ‘very good’ with two answering ‘quite good’. 
 
Overall, taking into account ‘usual’ patterns and the last six months specifically, thirty care 
workers out of thirty who answered enjoy their work ‘a great deal’ and twenty-seven out of 
thirty describe Bright Care as a ‘very good’ employer.  
 

 
  

30	  

Enjoyment	  of	  Work	  

A	  great	  deal	   A	  little	  

Not	  very	  much	   Not	  at	  all	  

28	  

2	  

Bright	  Care	  as	  Employer	  

Very	  good	   Quite	  good	  

Not	  very	  good	   Not	  at	  all	  good	  
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The Detail 
 
In order to better understand the factors that influence how care workers feel about Bright Care as an 
employer, respondents taking part in the annual survey were asked to give a score out of 10 (where 1 
would be extremely poor and 10 would be excellent) for Bright Care’s performance on a range of 
support factors.  They were asked to base their answers on typical performance, excluding any “out of 
the ordinary” or exceptional circumstances. 
 
The table below shows the number of care workers allocating each score for specific factors and we 
have then calculated a mean score out of 10 to allow a summary overview of where performance is 
typically best or factors where there may be a need for improvement.  None of the care workers who 
completed the feedback allocated a score of lower than 4 for any factor and each factor produced an 
average score of 8.7 or higher.   
 
 <4 4 5 6 7 8 9 10 Average 
Ensuring that care mangers/supervisors treat 
you courteously and professionally - - - - -  2 14 9.9 

Ensuring that admin staff treat you courteously 
and professionally - - - - - 2 1 13 9.8 

Ensuring you know where to access information 
about your employment and your role - - - - - 2 1 12 9.7 

Equipping you with necessary materials e.g. 
gloves, aprons, expenses sheets etc - - - - - 1 3 12 9.7 

Making you feel like a valued member of the 
team - - - - 1 2 1 12 9.5 

Giving you comprehensive support when you 
seek it in response to client care issues - - - - - 3 2 11 9.5 

Providing advice and support to carry out your 
role when you ask for it - - - - 1 3 1 11 9.4 

Ensuring your roster provides accurate and clear 
information - - - - 1 1 4 10 9.4 

Giving adequate information about a new client 
to you when you request it - - - 1 - 3 2 8 9.1 

Doing our best to offer the hours that you would 
like - 1 - - 1 1 3 10 9.1 

Delivering the training you need to carry out your 
work - - - - 3 3 2 8 8.9 

Allowing adequate travel time between your 
client appointments - - 1 1 - 3 3 8 8.9 

Offering additional training opportunities for 
anyone who would like them  - - 1 2 - 2 3 7 8.7 

Communicating changes to roster as quickly as 
possible e.g. if a client goes into hospital - 1 - 1 1 2 2 8 8.7 

*not all care workers gave a score for every factor (figures based on between 14 and 16 responses) 
 
As the table shows, only four factors attracted an average score below 9 and two of these linked to 
training, namely, core training to enable care workers to do their work and additional optional training.  
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When care workers were invited to make additional comments with regard to suggested 
improvements or out of the ordinary situations relating to these factors, one commented that more 
training for inexperienced care workers at the start of their employment would be beneficial and two 
commented on their interest in additional, optional training but seemed unclear as to how they could 
access this.  Another suggested that specific and relatively specialist training in areas relating to 
mental health, 'developmental difficulties (e.g. autism)’, first aid and 'how to deal with people who are 
stressed out our grieving' would be an added ‘luxury’ if available.  The same care worker also 
suggested “…. it would be great if we have an opportunity (e.g. once year) to meet a 
psychologist/counsellor. It might be helpful for the staff, if there are some issues, and for discussing 
client-related issues.” 
 
An average score of 8.7 was achieved for ‘communicating changes to roster’ and one respondent 
commented that holiday requests are not always factored into rosters and another that they had 
experienced changes to their roster without any provision of information. The latter added that 
reassurances had now been given that this would not happen in the future. 
 
The fourth factor with a score of lower than 9, related to provision of adequate travel time between 
client appointments.  One care worker felt there had been some challenges when reliant on public 
transport and another felt that they had experienced some initial challenges but these had been 
resolved as they had acquired a more regular and consistent pattern of appointments. 
 
Care workers completing the interim survey were asked to say how, if at all, Bright Care’s 
performance on each of the factors had changed compared with 6 months ago.  Their responses are 
shown overleaf against the average score given for ‘usual’ performance.   
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 AVERAGE 

(Annual) 
BETTER 

NOW 
NO 

CHANGE 
POORER 

NOW 
DON’T 
KNOW 

Ensuring that care mangers/supervisors treat 
you courteously and professionally 9.9 7 7 - - 
Ensuring that admin staff treat you courteously 
and professionally 9.8 7 7 - - 
Ensuring you know where to access information 
about your employment and your role 9.7 8 6 - - 
Equipping you with necessary materials e.g. 
gloves, aprons, expenses sheets etc 9.7 6 8 - - 
Making you feel like a valued member of the 
team     9.5 8 6 - - 
Giving you comprehensive support when you 
seek it in response to client care issues 9.5 7 7 - - 
Providing advice and support to carry out your 
role when you ask for it 9.4 9 5 - - 
Ensuring your roster provides accurate and 
clear information 9.4 6 8 - - 
Giving adequate information about a new client 
to you when you request it 9.1 8 6 - - 
Doing our best to offer the hours that you would 
like 9.1 8 6 - - 
Delivering the training you need to carry out 
your work 8.9 10 4 - - 
Allowing adequate travel time between your 
client appointments 8.9 6 8 - - 
Offering additional training opportunities for 
anyone who would like them  8.7 9 3 - 2 
Communicating changes to your roster as 
quickly as possible e.g. if a client goes into 
hospital 

8.7 8 3 2 1 

 
There is one factor where usual performance achieves an average score below 9 and where 
performance is thought by two care workers to have declined over the last six months, namely: 
“communicating changes to roster as quickly as possible e.g. if a client goes into hospital”.  We would 
highlight this as an area of performance requiring careful monitoring and effort to improve going 
forward, albeit eight out of fourteen think there has been recent improvement. 
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Employment Conditions 
 
The last few questions in the annual feedback survey asked for care workers views on their 
employment conditions, starting with their views on a zero hours contract: “Which of the following 
phrases best describes your views on a “zero hours” contract i.e. with no fixed or guaranteed hours, 
for your own circumstances?”   
 
As the following chart shows, a majority of those who answered (9 out of 15) indicated that ‘a zero 
hours contract is not ideal for me but I have no major problems with it’ and a further 3 care workers 
felt ‘a zero hours contract works well for me’.  Two respondents suggest it was a last resort (I would 
only take a zero hours contract if I had no other option) and only one out of the fourteen who 
answered said ‘a zero hours contract causes me some difficulties’. 
 

 
 
 
The annual feedback form went on to ask care workers “Please tell us the relative value of each of the 
following contractual options for you personally within an overall contractual / remuneration package”, 
requesting them to rank three options from 1st to 3rd in terms of their value to the individual.  The 
options were fixed working hours, a minimum number of guaranteed hours and paid travel time to 
agreed terms. 
 
Several of the care workers allocated equal rankings to more than one option e.g. joint first or joint 
second value to them.  However, it is clear from the overall mix of responses that there is no single 
option that would be preferred by all care workers; each option was given a “1st” in terms of value by 6 

3	  

9	  

2	  
1	  

Zero	  Hours	  Contract	  

Works	  well	   No	  major	  problems	   Only	  if	  no	  other	  option	   Causes	  real	  difBiculties	  
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or 7 of those that answered.  As the chart overleaf shows, paid travel time is perhaps a less valuable 
option than the other two for most of the care workers that answered. 
 
 
 

 
 
 
Additional comments 
 
All care workers were invited to detail any additional comments or suggestions they would like to 
share with Bright Care and two respondents added comments relating to travel time or travel costs.  
One questioned the reimbursement rates for use of their own car as follows: “Bright Care charges 
clients £4 for car usage and 45p per mile. We only get £2 and 12p per mile which doesn't even cover 
the cost of petrol. Why do BC need to profit from my car usage?”  The other commented “Not being 
paid travel time prior to gaining transport, could at times work out less than the minimum wage.” 
 
One care worker commented on another aspect of remuneration as follows: 
 

“I know that we get paid disturbance pay on live-in, if the client needs us during 
the night. It can be 2, 3 or sometimes more but we only get this pay if it is over 4 
times. This hurts because if we are awake from e.g. 08.00 - 23.00 without a 
break away, it means if we were on an hourly wage, it would be below the 
minimum pay and if we are wakened 3 times during the night then it is still 
below it. More pay would appreciated.” 

 

6 

7 

7 

9 

4 

1 

3 

3 

0	   2	   4	   6	   8	   10	   12	   14	   16	  

Fixed working hours that don’t change 
without prior agreement 

A minimum number of guaranteed 
hours 

Paid travel time to agreed terms 

1st	  

2nd	  

3rd	  

Relative Value of Contract Options 
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A small number of care workers simply took the opportunity to express their enjoyment at working for 
Bright Care.  Comments included: 
 

“All the staff are lovely. Feels like a one big family. If you have a problem it's 
sorted out straight away and everyone's very helpful. Xx” 
 
“I feel privilege to work for Bright care. I am very happy with the support I 
receive when I need it. The way the company is working and his high standard 
professional and this make me feel safe and make happy to the way the clients 
are valued.  I know that always we have to improve but for now I am very, very 
happy.” 
 
“It is great to work for Bright Care and I really appreciate your kindness.” 
 
“Bright Care been good to me and have been very supportive. It's a pleasure to 
work for a company that value their staff.” 
 

 
 


