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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 completed either 

questionnaire between February 2016 and August 2016.  Twenty-seven care workers completed the 

annual survey and 16 completed the interim survey.  Where appropriate we have provided 

comparisons with the results of care workers surveys for the preceding twelve months. 
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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 of the 27 who answered indicated that they 

usually enjoy their work ‘a great deal’.  Similarly, the 16 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 24 care workers answered ‘very good’ with one answering ‘quite good’ and two 

answering ‘average/OK’. Those taking part in the interim feedback were asked “how would you 

describe Bright Care as an employer over the last six months?” and 14 answered ‘very good’ with one 

answering ‘quite good’ and one answering ‘average/OK’. 

 

Overall, taking into account ‘usual’ patterns and the last six months specifically, 43 care 

workers out of 43 said they enjoy their work ‘a great deal’ and 38 out of 43 describe Bright 

Care as a ‘very good’ employer.  These very positive findings are consistent with results from care 

workers surveys in the preceding twelve months, albeit there is a very slight increase in the number 

describing Bright Care as ‘average/OK’ as an employer; none of the care workers give negative 

ratings. 

 

 
  

43 
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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.  The mean score for care 

workers’ surveys in the preceding twelve months is shown alongside the latest results to allow 

comparison.  The results show shows that each factor achieved an average score of 9.0 or higher and 

that all but one average score have improved (one remains the same). The two factors with the lowest 

scores in the preceding twelve months, “communicating changes to your roster as quickly as possible 

e.g. if a client goes into hospital” and “offering additional training opportunities for anyone who would 

like them”, have shown particular improvement (averages increased by 0.7 and 0.6 respectively). 

 

 1 2 3 4 5 6 7 8 9 10 Mean 15/16 

Ensuring that care mangers/supervisors 
treat you courteously and professionally 

- - - 1 - - - - 5 21 9.6 9.5 

Ensuring that admin staff treat you 
courteously and professionally 

- - - 1 - - - - 6 20 9.6 9.4 

Equipping you with necessary materials 
e.g. gloves, aprons, expenses sheets etc 

- - - 1 - - 1  6 19 9.4 9.2 

Doing our best to offer the hours that you 
would like 

- - - 1 1 - 1 1 5 17 9.2 9.2 

Making you feel like a valued member of 
the team 

- - 1 - - - - - 6 20 9.5 9.1 

Ensuring your roster provides accurate 
and clear information 

- 1 - 1 - - - 1 6 17 9.2 9.1 

Giving you comprehensive support when 
you seek it in response to client care 
issues 

- - 1 - - - - 1 5 20 9.5 9.1 

Ensuring you know where to access 
information about your employment and 
your role 

- - 1 - - - - 2 4 20 9.4 9.0 

Delivering the training you need to carry 
out your work 

- - - 1 - - - 5 6 15 9.2 8.9 

Providing advice and support to carry out 
your role when you ask for it 

- - 1 - - - - 1 6 18 9.4 8.9 

Giving adequate information about a new 
client to you when you request it 

- 1 - - - - - 4 3 19 9.3 8.8 

Allowing adequate travel time between 
your client appointments 

- - - 1 - - 2 1 7 15 9.2 8.8 

Communicating changes to your roster 
as quickly as possible e.g. if a client goes 
into hospital 

- - 1 - - - 2 1 6 16 9.2 8.5 

Offering additional training opportunities 
for anyone who would like them  

- - - 1 - - 3 4 4 14 9.0 8.4 
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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, several took the opportunity to 

offer praise or highlight their satisfaction.  A summary of the comments made in relation to each factor 

is provided below: 

 

 Additional Comments 

Ensuring that care mangers/supervisors treat 
you courteously and professionally 

7 Carers added comments, all of which were positive 
and affirmed the high ratings given. 

Ensuring that admin staff treat you 
courteously and professionally 

Again, 6 Carers added comments, all of which were 
positive and affirmed the high ratings given. 

Equipping you with necessary materials e.g. 
gloves, aprons, expenses sheets etc 

8 Carers added comments, 5 of which were positive. 
One had never been issued with equipment but found 
items in the client’s home, one was in need of specific 
items and one commented on difficulties getting to the 
office to collect supplies. 

Doing our best to offer the hours that you 
would like 

7 Carers added comments, 5 of which were positive.  
One doesn’t always get preferred hours and one has 
requested more hours. 

Making you feel like a valued member of the 
team 

7 Carers added comments, 6 of which were completely 
positive. One commented that emails go unanswered. 

Ensuring your roster provides accurate and 
clear information 

8 Carers added comments, 5 of which were positive. 
Two felt that on occasions information was incomplete. 
One suggested that clients’ GP information should be 
included in documentation. One said care plans are 
blank. 

Giving you comprehensive support when you 
seek it in response to client care issues 

7 Carers added comments, all of which were positive.  

Ensuring you know where to access 
information about your employment and your 
role 

6 Carers added comments, 5 of which were completely 
positive. One assumed this referred to the handbook. 

Delivering the training you need to carry out 
your work 

7 Carers added comments, as follows  

 Training is exemplary / good / best possible (4) 

 Training that is needed is provided (2) 

 More / regular dementia training (2) 

 More mental health training (1) 

Providing advice and support to carry out your 
role when you ask for it 

8 Carers added comments, 7 of which were completely 
positive. One felt that emails often go unanswered. 

Giving adequate information about a new 
client to you when you request it 

9 Carers added comments, 7 of which were positive.  
Other comments were as follows: 

 Information updates would be  welcomed when 
clients are in hospital (1) 

 Information not provided after email requests (1) 

Allowing adequate travel time between your 
client appointments 

7 Carers added comments, 4 of which were positive.  
Other comments were as follows: 

 Sometimes need an extra 10 minutes due to 
individual circumstances (1) 

 One instance of no travel time (1) 

 Usually ok, odd exceptions (1) 
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Communicating changes to your roster as 
quickly as possible e.g. if a client goes into 
hospital 

8 Carers added comments, 5 of which were positive.  
Other comments were as follows: 

 In most cases (1) 

 Not always and reasons not always given (1) 

 A few muddles but always sorted out when 
asked (1) 

Offering additional training opportunities for 
anyone who would like them  

8 Carers added comments, as follows: 

 Identifying specific topics for which training would 
be useful, particularly Dementia (5) 

 Expressing interest in SVQs (2)  

 Positive comment that it is accessible (1) 

 

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 below against the average score given for ‘usual’ performance as at February 2016 (6 months 

ago).   

 
 AVERAGE (6 

months ago) 
BETTER 

NOW 
NO 

CHANGE 
POORER 

NOW 
DON’T 
KNOW 

Ensuring that care mangers/supervisors treat 
you courteously and professionally 

9.5 6 10 - - 

Ensuring that admin staff treat you courteously 
and professionally 

9.4 5 11 - - 

Equipping you with necessary materials e.g. 
gloves, aprons, expenses sheets etc 

9.2 6 10 - - 

Doing our best to offer the hours that you would 
like 

9.2 6 8 1 - 

Making you feel like a valued member of the 
team     

9.1 8 7 - 1 

Giving you comprehensive support when you 
seek it in response to client care issues 

9.1 6 9 - - 

Ensuring your roster provides accurate and 
clear information 

9.1 7 8 - - 

Ensuring you know where to access information 
about your employment and your role 

9.0 6 9 - - 

Providing advice and support to carry out your 
role when you ask for it 

8.9 6 10 - - 

Delivering the training you need to carry out 
your work 

8.9 5 11 - - 

Giving adequate information about a new client 
to you when you request it 

8.8 4 10 - 2 

Allowing adequate travel time between your 
client appointments 

8.8 5 9 - 2 

Communicating changes to your roster as 
quickly as possible e.g. if a client goes into 
hospital 

8.5 6 9 - 1 

Offering additional training opportunities for 
anyone who would like them  

8.4 7 7 - 2 

 

High average scores, combined with perceptions of consistent or improved performance amongst a 

very large majority of carers, are evident across all factors.   
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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 indicated that ‘a zero hours contract 

is not ideal for me but I have no major problems with it’ (10) or felt ‘a zero hours contract works well 

for me’ (9).  Four respondents suggest it was a last resort (I would only take a zero hours contract if I 

had no other option) and 4 of the 27 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 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.  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. 

 

 

 

9 

10 

4 

4 

Zero Hours Contract 

Works well No major problems Only if no other option Causes real difficulties



 

 

7 

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

 
 

 

Additional comments 

 

All care workers were invited to detail any additional comments or suggestions they would like to 

share with Bright Care and 9 care workers added comments. Three commented on positive aspects 

of their work and Bright Care as a company. 

 

“I enjoy working with this company and all office staff are so helpful.” 

 

“I love working for Bright Care.” 

 

“I have found the staff I work with to be wholly committed to providing a great 

service to clients and there is excellent back up for care workers from the Care 

Manager and Care Supervisor.  It really does feel like that everyone is working 

as a team.” 

 

Another commented positively on her satisfaction with the fact that she had been consulted about a 

specific situation involving a client and how the company should respond to it. 

 

One care worker commented on remuneration relative to other employers, suggesting a review of pay 

rates:  

 

“I have recently discovered that Brightcare's wages are a lot lower than other 

agencies, for example Prestige offers 10 pounds an hour. I think a fair wage for 

live-in care should be 110 pounds a day/per 24 hours as we are expected to do 

housework as well. So technically we should be paid for being carers and 

11 
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cleaners. Any chance of this being under review? This would be gratefully 

accepted.” 

 

The same care worker added: 

 

“On the whole I think Brightcare is an awesome company to work for, they have 

very high standards and very good morals and ethics. I recommend them to 

everybody whenever I can. The office/admin side though is not always up to 

scratch but I understand that everything is evolving all the time and the staff are 

so warm and friendly that one overlooks the mishaps!  I am very happy at 

Brightcare and hope to be with them for a very long time!” 

 

One respondent noted that they had asked for a change in working patterns whilst another noted that 

their travel time relative to length of paid visits, typically of an hour, was perhaps greater than 

expected; this care worker commented that where they lived perhaps increased travel time.  

 

One care worker commented on terms and conditions, as follows: 

 

“Still on the question of zero hours contract. Despite not being the ideal I have 

to admit that how the work of all carers in general is organized is what most 

suits the company. As long as the company respects the employees’ needs, as 

I'm sure it will.” 

 

Finally, one care worker suggested it would be nice to have a means of hearing how colleagues they 

had trained with at Bright Care were getting along. 

 

  

 


