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Introduction 
 
 
As part of its commitment to first rate client service, Bright Care constantly monitors perceptions of 
this service by issuing feedback questionnaires at regular intervals to service users.  The surveys are 
issued as paper-based self-completion questionnaires which clients can complete with the assistance 
of others (e.g. loved one, carer or friend) and return to the Company.   
 
These surveys have been developed by Why Research, an independent market and social research 
consultancy based in Edinburgh.  The current questionnaire (appended to this report) was developed 
through extensive analysis of all previously received feedback forms.  It is designed to take no longer 
than 10 minutes to complete and to address the areas which clients themselves have identified as key 
areas of importance.  
 
When questionnaires are received, they are data entered online by Bright Care staff and all data is 
analysed by Why Research.   
 
The current questionnaire has been in operation since February and we are committed to the 
production of 6 monthly reports outlining the key findings emerging from the research.  This report 
presents the feedback received from 82 clients between February 2015 and February 2016.   
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Main Findings 
 
 
This section of the report outlines the main findings emerging from the 82 client feedback surveys 
received to date at 1st March 2016.   
 
Reasons for Choosing Bright Care 
 
Clients were asked For what reason(s) did you decide to choose Bright Care as your care at home 
provider?  A series of pre-coded options are listed on the questionnaire, based on analysis of 
previous responses to the question – there is also an option to select ‘other’ and specify reasons not 
listed.  Clients are welcome to select as many as apply.  The results are displayed in the chart below.  
 
Chart 1: For what reason(s) did you decide to choose Bright Care as your care at home 
provider?  
 

 
 
As shown in the chart above, the most significant factor in client choice of Bright Care, is 
recommendation.  Just over half of all participants (51%) cited this as a reason, with almost half (45%) 
citing the importance of the successful initial meeting.  Secondary issues, although still important for a 
quarter of clients included the ease of getting started and the professionalism of staff (each cited by 
28%).  This data demonstrates the importance of personal qualities in converting interested parties to 
clients and indeed affirms Bright Care’s current capacities in this area.   
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The importance of recommendation cannot be overemphasised, which only comes from quality 
service, combined with a professional, but personable approach upon the initial meeting.  
Interestingly, comparison with other options has not emerged at this stage as a significant factor, 
suggesting that the majority of clients are buying services not on the basis of price, but rather on the 
basis of the aforementioned recommendations and staff approach.   
 
Satisfaction with Bright Care 
 
Clients were then asked: Taking everything into account, overall how satisfied would you say you are 
with the quality of care you receive from Bright Care?  Overall, the data was resoundingly positive, 
with only one participant expressing a level of dissatisfaction.  More than two in three clients (68%) 
selected the option expressing the highest level of satisfaction (‘very satisfied’), with a further 26% 
selecting ‘quite satisfied’.  Around one in twenty described themselves as neither satisfied nor 
dissatisfied. 
 
Chart 2: Taking everything into account, overall how satisfied would you say you are with the 
quality of care you receive from Bright Care? 
 

 
 
Satisfaction levels are consistently high regardless of how long clients have been using Bright Care.   
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The next questions looked specifically at certain aspects of services received from Bright Care, 
focussing firstly on carers and then on admin / office staff.  One of the clear factors emerging was that 
the results for care staff were extremely positive and less so for office / back-end staff.  It is important 
to note that this should be expected to a certain degree on the basis that a client’s relationship with 
Bright Care is mostly contingent on their relationship with those individuals they meet face to face.  
Indeed this is reflected in the extent to which clients reference personal attributes in their selection of 
Bright Care in the first place.  It is also worth considering however, how administrative issues can be 
improved, as these are likely to be the largest causes of frustration in the long-term.  
 
The table below shows the perceptions of clients towards care workers.  
 
Chart 3: And thinking about our care workers, how do you feel about each of the following? 
 

 Very 
Satisfied 

Quite 
Satisfied 

Neither 
Nor 

Quite 
Dissatisfied 

Very 
Dissatisfied DK 

Quality of care workers 76% 22% 1%   1% 
Consistency/continuity in care 
workers 64% 28% 4% 1%  3% 

Appearance of care workers 74% 23%    3% 
Overall attitude and demeanour of 
care workers 82% 14% 3%   1% 

Timekeeping of care workers 81% 16% 1%   1% 
Competence of Bright Care care 
workers 77% 19% 1% 1%  1% 

Understanding of your needs 73% 22% 3%   3% 

Dealing with emergencies 49% 7% 4%   40% 
 
Overall, the data is resoundingly positive in terms of the services received from, and client confidence 
in, care workers at Bright Care.  Almost all measures received a ‘very satisfied’ score of more than 
70% and only two measures received any expressions of dissatisfaction – each from only one client.  
Whilst ‘dealing with emergencies’ only received a ‘very satisfied’ score of 49%, this was due to two in 
five clients (40%) stating ‘Don’t know’.  
 
One respondent felt they were quite dissatisfied with the competence of care workers and one with 
the consistency / continuity of care workers, though the vast majority were satisfied with this measure.  
This is likely to be a long-term challenge for Bright Care in that staff retention can be challenging in 
the industry and of course it can take time for care workers to build a relationship with clients.  One 
thing that might be worth considering for clients, would be the use of two separate care workers to 
manage any potential transitions – or perhaps finding a way to profile clients to ensure the right type 
of care worker is assigned to the right type of client.   
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The table below shows responses from clients regarding overall levels of satisfaction with Bright Care 
office staff and systems.  
 
Chart 4: Now thinking about office staff and systems, how would you rate your experience of 
Bright Care in terms of the following?  
 

 Excellent Good Neither 
Nor Poor Very  

Poor DK 

Speed of responding to queries 43% 39% 9% 5%  4% 

Telephone manner 58% 37% 3%   3% 
Administrative competence (e.g. 
paperwork, managing care 
workers etc.) 

40% 42% 9% 5%  4% 

Billing and account handling 37% 46% 9% 4%  5% 

Keeping you up to date  38% 40% 6% 5% 1% 9% 
Adequately informing you of 
changes  35% 39% 10% 9% 1% 5% 

Tailoring care to meet your needs 48% 39% 5%   8% 
Internal communication e.g. 
passing on of messages etc. 
effectively 

35% 39% 17% 3% 1% 5% 

Our overall flexibility 43% 45% 5% 1%  5% 

 
As shown in the table above, overall satisfaction levels are high from clients.  Communication is an 
area in which overall improvements could be made to the benefits of clients.  Around one in ten (10%) 
feel that Bright Care’s capacity for informing clients of changes is poor or very poor and 6% feel this is 
the case in terms of being kept up to date.  
 
Potential Improvements at Bright Care 
 
Clients were then presented with a list of nine potential areas in which improvements to the service 
from Bright Care could be received.  Each was asked: In which of the following areas would you like 
to see an improvement in services received from Bright Care? and were invited to select all the areas 
that applied.  Overall the data was relatively encouraging with no single area selected by more than 
around one in six clients.  As may be expected in light of the earlier findings, the most commonly 
selected areas were ‘Communication – for example responding to messages left’, selected by 17% of 
clients, and improvement in the consistency of care workers and staff retention (selected by the same 
proportion).  This data is displayed in the chart overleaf.  
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Chart 5: In which of the following areas would you like to see an improvement in services 
received from Bright Care? 
 

 
 
 
Importantly, almost one in two (47%) selected ‘none of the above’, suggesting a significant proportion 
of clients can see no need for any improvement to services across the board.  
 
When all the data is considered and put together, there is a clear desire from clients to have a 
relatively seamless service where care workers continue to provide the excellent service they are 
already doing and are retained by Bright Care.  Where problems are encountered, or where changes 
occur, there is a need to ensure that Bright Care is proactive in offering information and accessible for 
clients and their families.  
 
Likelihood to Recommend Bright Care 
 
One of the core measures in the long term for Bright Care is the extent to which clients would be 
willing to recommend the brand to others.  As such, each client is asked ‘How likely would you be to 
recommend Bright Care to someone seeking the services of an in-home care provider?’  In this 
measure, a score of 8 or above is demonstrable of willingness to recommend and mid-level scores of 
around 6-7 demonstrate general contentment with the services, though less likelihood to recommend 
on individual provider necessarily.  Encouragingly, as shown in Chart 6 below, the majority (80%) 
gave a score of 8 or above.   
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Chart 6: How likely would you be to recommend Bright Care to someone seeking the services 
of an in-home care provider? 
 

 
 
In fact, nearly two in five clients (39%) responding to the survey have already actively recommended 
Bright Care to others.  The reasons for high levels of satisfaction are easy to see from consultation of 
responses to the question ‘What are the main ways in which using Bright Care’s services have 
benefitted you / your loved ones?’.  These are shown in the table overleaf.  
 
For at least three in five, there has been a release to ‘achieve things I can no longer do on my own’ in 
addition to the simple provision of company and friendship and the peace of mind afforded through 
the provision of Bright Care’s services.  A majority (55%) are also encouraged by the ability to remain 
within their own homes.  
 
The benefits provided offer clients a balance of the pragmatic and the emotional – the former allowing 
for practical tasks and living conditions to be preferable and the latter allowing for emotional needs ot 
be nurtured either socially (friendship) or individually (confidence).   
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Chart 7: Now thinking about office staff and systems, how would you rate your experience of 
Bright Care in terms of the following?  
 

Aspect % 

Enjoyable company / friendship 75% 

Peace of mind / safety 63% 

Help to achieve things I can no longer do on my own 60% 

Keeps me in my own home 55% 

Ease the burden on others (e.g. children / other care givers) 54% 

Practical assistance to ensure I keep on top of tasks 43% 

Provides an element of freedom in my life 34% 

Given me more confidence 31% 

Some other way  11% 

None of the above 1% 

 
 
Indeed, these qualities are further affirmed from the final question asked of clients – ‘What are the 
aspects of Bright Care’s services that you feel would differentiate us from other providers?’  The most 
frequently cited response to this question was the ‘Quality of care workers’ (51%) demonstrating that 
this is a service in which individuals are of essential importance for clients. Similarly, around one in 
two (46%) feel that the continuity and consistency of care workers is a key differential.  This is a very 
important finding as the emotional wellbeing of clients is so important and a personal relationship with 
their care worker is so essential to successful delivery of service.  
 
Around two in five (39%) focussed on the importance of Bright Care understanding their needs and 
the same proportion on the professionalism of staff.  A quarter (25%) focussed on the family-run 
nature of the business – there may be benefit in drawing more attention to this in communications as 
the Company continues to grow.   
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Q1		 Firstly,	we	would	like	to	know	some	information	about	you.		If	you	are	happy	

to,	please	tell	us	your:		
	

Name:	 ……………………………………………………………………………………………………..	

Address:	 ……………………………………………………………………………………………………..	

Telephone	number:	 ……………………………………………………………………………………………………..	

Email	address:	 ……………………………………………………………………………………………………..	
	
	
Q2	 And	are	you:		
	

Answering	as	a	service	user	 ☐1	

Answering	on	behalf	of	a	service	user	as	family	or	friend	 ☐2	

Answering	on	behalf	of	a	service	user	as	a	healthcare	professional	or	
other	party	involved	in	the	provision	of	the	care	 ☐3	

Something	else	/	none	of	the	above	 ☐4	

	
	
Q3	 For	how	long	have	you	been	a	client	of	Bright	Care?	PLEASE	SELECT	ONE	

ANSWER	BELOW	
	
Less	than	6	months	 ☐1	
6	–	12	months	 ☐2	
1	–	2	years	 ☐3	
More	than	2	years	 ☐4	
Don’t	know	 ☐5	
	 	

Client	Feedback	Questionnaire	
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Q4	 For	what	reason(s)	did	you	decide	to	choose	Bright	Care	as	your	care	at	home	
provider?	PLEASE	SELECT	ALL	THAT	APPLY	BELOW	

	
Recommendation	 ☐1	
Cost	compared	with	other	options	 ☐2	
Good	reputation	 ☐3	
Successful	initial	meeting	 ☐4	
Professionalism	of	staff	 ☐5	
Ease	of	getting	started	 ☐6	
Wanted	a	local	provider	 ☐7	
Better	than	other	providers	that	were	considered	 ☐8	
Some	other	reason	(please	specify)	 ☐9	
……………………………………………………………………………………………………………..	 	
No	particular	reason	 ☐10	
Don’t	know	/	couldn’t	say	 ☐11	

	
	
	
Q5	 Taking	everything	into	account,	overall	how	satisfied	would	you	say	you	are	

with	the	quality	of	care	you	receive	from	Bright	Care?		
PLEASE	SELECT	ONE	OPTION	BELOW	

	
Very	satisfied	 ☐1	
Quite	satisfied	 ☐2	
Neither	satisfied	nor	dissatisfied	 ☐3	
Quite	dissatisfied	 ☐4	
Very	dissatisfied	 ☐5	
Don’t	know	 ☐6	
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Q6	 And	thinking	about	our	care	workers,	how	do	you	feel	about	each	of	the	
following?	PLEASE	SELECT	ONE	OPTION	FOR	EACH	FACTOR	BELOW	

	

	 Very	
Satisfied	

Quite	
Satisfied	

Neither	
Nor	

Quite	
dissatisfied	

Very	
dissatisfied	

Don’t	
Know/NA	

Quality	of	care	workers	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Consistency/continuity	in	care	
workers	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Appearance	of	care	workers	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Overall	attitude	and	demeanour	of	
care	workers	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Timekeeping	of	care	workers	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Competence	of	Bright	Care	care	
workers	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Understanding	of	your	needs	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Dealing	with	emergencies	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

	
	
Q7	 Now	thinking	about	office	staff	and	systems,	how	would	you	rate	your	

experience	of	Bright	Care	in	terms	of	the	following?		
	
	 Excellen

t	
Good	 Neithe

r	Nor	
Poor	 Very	

Poor	
Don’t	
Know	

Speed	of	responding	to	queries	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Telephone	manner	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Administrative	competence	(e.g.	
paperwork,	managing	care	workers	
etc.)	

☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Billing	and	account	handling	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Keeping	you	up	to	date		 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Adequately	informing	you	of	changes		 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Tailoring	care	to	meet	your	needs	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Internal	communication	e.g.	passing	on	
of	messages	etc.	effectively?			 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Our	overall	flexibility	 ☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	

Q8	 In	which	of	the	following	areas	would	you	like	to	see	an	improvement	in	
services	received	from	Bright	Care?	PLEASE	SELECT	ALL	THAT	APPLY	
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Administration	 ☐1	
Billing	and	accounts	 ☐2	
Frequency	of	contact	from	Bright	Care	(from	non-care	workers)	 ☐3	
Consistency	of	care	workers	/	staff	retention	 ☐4	
Timekeeping	 ☐5	
Communication	–	for	example	responding	to	messages	left	 ☐6	
Better	fill-in	care	staff	(for	example	to	cover	staff	illness)	 ☐7	
Speed	of	response	to	queries	 ☐8	
Ensuring	your	queries	are	followed	through	 ☐9	
None	of	the	above	 ☐10	
Don’t	know	 ☐11	

	
	
Q9	 Are	there	any	other	areas	would	you	like	to	see	Bright	Care	improve?		

PLEASE	WRITE	IN	YOUR	ANSWER	BELOW	
	

…………………………………………………………………………………………………………………………	
	

…………………………………………………………………………………………………………………………	
	

…………………………………………………………………………………………………………………………	
	

…………………………………………………………………………………………………………………………	
	
Q10	 How	likely	would	you	be	to	recommend	Bright	Care	to	someone	seeking	the	

services	of	an	in-home	care	provider?		Please	rate	on	a	scale	of	1	–	10	where	1	
is	extremely	unlikely	and	10	is	extremely	likely.	

	
1	 2	 3	 4	 5	 6	 7	 8	 9	 10	 Don’t	

Know	
☐1	 ☐2	 ☐3	 ☐4	 ☐5	 ☐6	 ☐7	 ☐8	 ☐9	 ☐10	 ☐11	

	
	
Q11	 Have	you	ever	recommended	us	to	someone?	PLEASE	SELECT	ONE	ANSWER	

BELOW	
	

Yes	 ☐1	
No	 ☐2	
Don’t	know	/	can’t	recall	 ☐3	

	
	
Q12	 What	are	the	main	ways	in	which	using	Bright	Care’s	services	have	benefitted	

you	/	your	loved	ones?	PLEASE	SELECT	ALL	THAT	APPLY	BELOW	
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Help	to	achieve	things	I	can	no	longer	do	on	my	own	 ☐1	
Enjoyable	company	/	friendship	 ☐2	
Ease	the	burden	on	others	(e.g.	children	/	other	care	givers)	 ☐3	
Keeps	me	in	my	own	home	 ☐4	
Peace	of	mind	/	safety	 ☐5	
Given	me	more	confidence	 ☐6	
Provides	an	element	of	freedom	in	my	life	 ☐7	
Practical	assistance	to	ensure	I	keep	on	top	of	tasks	 ☐8	
Some	other	way	(please	write	in)	
…………………………………………………………………………………………………	 ☐9	

None	of	the	above	 ☐10	
Don’t	know	/	too	early	to	say	 ☐11	

	
	
Q13	 What	are	the	aspects	of	Bright	Care’s	services	that	you	feel	would	differentiate	

us	from	other	providers?	PLEASE	SELECT	ANY	THAT	APPLY	
	

Quality	of	care	workers	 ☐1	
Speed	of	dealing	with	requests	/	emergencies	 ☐2	
Consistency	and	continuity	of	care	workers	 ☐3	
Understanding	of	your	needs	 ☐4	
Professionalism	of	staff	 ☐5	
Administrative	/	back	office	processes	 ☐6	
The	Bright	Care	name	and	reputation	 ☐7	
Local,	family-run	business	 ☐8	
Something	else	(please	write	in)	
…………………………………………………………………………………………………	 ☐9	

None	of	the	above	 ☐10	
Don’t	know	/	too	early	to	say	 ☐11	

	
	
Q14	 Would	you	be	willing	to	write	a	testimonial	for	us?		
	

Yes	 ☐1	
No	 ☐2	
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Q15	 IF	YES	and	we	were	to	use	your	testimonial,	for	example,	on	our	website,	how	
would	you	prefer	your	name	to	be	published?		
PLEASE	SELECT	ONE	ANSWER	BELOW	

	
Anonymous	 ☐1	
Mr	S	 ☐2	
Mr	J	Smith	 ☐3	
Mr	John	Smith	 ☐4	
Do	not	publish	testimonial	 ☐5	

	
	
Q16	 Please	use	the	space	provided	below	to	write	your	short	testimonial	which	will	

help	us	to	demonstrate	to	others	the	quality	of	care	we	provide.		
	

…………………………………………………………………………………………………………………………	
	

…………………………………………………………………………………………………………………………	
	

…………………………………………………………………………………………………………………………	
	

…………………………………………………………………………………………………………………………	
	

…………………………………………………………………………………………………………………………	
	

…………………………………………………………………………………………………………………………	
	
	
Q17	 If	you	are	filling	out	this	questionnaire	for	the	first	time,	how	did	you	initially	

hear	about	Bright	Care?	PLEASE	SELECT	ALL	THAT	APPLY	BELOW	
	

Recommended	by	a	friend	/	relative	/	existing	client	 ☐1	
Referred	to	us	by	a	medical/social	care	professional		 ☐2	
Recommended	by	other	professionals	 ☐3	
Saw	advertisement	 ☐4	
Promotional	flyer	 ☐5	
Google	search	/	website	 ☐6	
Some	other	way	(please	specify)	
………………………………………………………………………………………………………………..	 ☐7	

Don’t	know	/	can’t	remember	 ☐8	
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Many	thanks	for	completing	this	survey,	your	feedback	is	appreciated	and	essential	in	
ensuring	we	continue	to	meet	the	expectations	of	our	clients.	

	
Please	indicate	below	if	you	would	like	to	be	contacted	to	discuss	any	of	the	

feedback	you	have	provided	us	with.		
	

Yes	 ☐1	
No	 ☐2	

	
Please	return	your	completed	survey	to:		

Bright	Care,	Summerside,	Old	Dalkeith	Road,	
By	Sheriffhall,	Edinburgh,	EH22	1RT	

	
	
	
	
 
 


