
Re-procurement of Community Equipment Service – Engagement Report 
 
Patient and Public Engagement 
Patient and public participation has been taking place to assist with the development of the specification for 
the service. RCCG have commissioned Active Independence to help with this process. The RCCG Public 
and Patient Engagement Manager has taken an active and lead role in the engagement process. 
Service users have also been involved in the development of the tender questions relating to patient 
engagement and satisfaction. Service users will also be involved in the scoring process of the tender 
questions. 
The following gives a brief overview of the work carried out in relation to the patient and public engagement 
through 2018: 
 

Month 2018 Action  Comments 

January Desktop trawl – what do we already know. 
 

Little available via FFT and NHS 
choices. 

February Contact with user groups. No exisiting  user group. 
See stakeholder list 
Active Independence contacted 

SLA in place with Active Independence.  

February to 
March 

Survey/information (electronic and paper) to patient 
and public through social media; PPG contacts; 
Healthwatch circulation; Rotherfed AGM; Parents 
Forum; Carer Forum; Active Independence contacts; 
Hospice; Shared with PPGs. 

Completed – survey form in 
appendices. 
Full results in appendix. Key 
themes were –  

 Appreciation of the current 
service 

 Fast response 

 Helpful and friendly 

 Knowledgeable staff vital 

 Better re-use and recycling 
needed 

March - 
outreach 
 

Taken to disability Network Low relevant attendance; to 
circulate 

Taken to Parent -carers forum – drop in  
-Concern for staff jobs – addressed via social media 
-Issue re paying for wheelchair for child following 
fracture-  logged 
-Issues re replacement wheelchairs – child grown/ 
wearing out – asked to contact rews direct 

Circulated on social media.   
Several contacts happy to be part 
of focus groups 

Sent to Healthwatch Circulated electronically and on 
social media; will re-circulate 

Paper copies to REWS Staff to distribute 

Taken to ROPF (Older people‟s forum) Cllr C to take to sheltered units 
when she attends coffee mornings 

Rotherfed AGM Limited comments/relevance to 
audience 

Query from rews staff –WB 
Can letter go to service users   

Box and revised surveys taken to 
REWS 
Letter co-designed (see appendix) 

March Query from rews staff –WB 
Can letter go to service users 

Box and revised surveys taken to 
REWS 
Support to create letter – passed 
to comms and service managers 
22.3.18.   would need to go out 
immediately – REWS/TRFT have 
contact details; not CCG 
 

April Focus groups- need to be 16-28th april to inform 
service spec 

Focus Group with patients. 

June Focus group with patients to influence questions for 
bidders. 

August Training for service users to be involved in the tender 
question evaluation process. 

Unable to attend due to illness and 
timescale.  Fed in via email 

August Service users to undertake evaluation of tender 



questions. 

 
 
  



Stakeholder Engagement 
A stakeholder workshop was held on 22nd February 2018 to discuss key headings relating to the service 
specification for the equipment and wheelchair service.  Twenty two attendees from across health, social 
care and housing were present who gave over 100 comments relating to what was good about the current 
service and what could be better, as well as aspirations for the future. This information has been used to 
help develop the new service specification.  
  
RCCG have met with staff at REWS on a regular basis. Meetings with individual teams have taken place to 
gain a full understanding of their processes and also to update the staff on development with the tender 
process (i.e. managers, admin, stores, maintenance, drivers and decontamination staff).  RCCG have also 
attended the full staff meetings with REWS staff and TRFT management. 
 
 
  



Notes and actions – meeting with Active Independence re Integrated Equipment Service 
Barbara Booton; Helen Wyatt; Emma Royle;  Richard  Hill ;  Linda Slaughter (PA to BB) 

 Introductions and roles – BB explained her role, contacts and experience – AI undertake advocacy 
work, so have a number of contacts and data already, and have experience of similar projects.  ER 
and RH  explained their roles and the work stream – TRFT have decided for a number of reasons to 
cease running the equipment services (REWS).  This means the CCG has got to re-procure a 
service; but can take the opportunity to improve, modernise and ensure the new service will be one 
that really meets people‟s needs.  It will be a large piece of work, the value of the procurement is 
around £1.8m.   R? works for Attain, and works with different organisations on larger scale projects 
where needed. 

 RCCG will fund AI for this work – BB and HW to arrange invoice 

 The new service will have to be in place by October at the latest, but ideally before then.  R &E are 
currently tracking the timescale back from this, to give clear idea around what needs to happen 
when. 

 The CCG is currently working on a simple clear message about this; along the lines of 
o The equipment service will be changing.   This is a set process we have to follow to find a 

new provider. This gives us the chance to build on the best bits of what we have now, and 
the chance to make sure it reflects what people really need.  We want the views of people 
with experience of the existing service to help us shape the new one. 

o There  will be a very basic survey, available on paper and electronically that will be 
circulated  (see below for draft ) 

 Discussion – points to inform focus groups and survey – included in draft below.  some key points 
o BB – people value the service, especially wheelchair service 
o Person centeredness vital – BB story of wet room/bath 
o Quick turnaround vital in getting people out of hospital, BUT 
o Right kit used in the right way vital in keeping people out of hospital 
o BB – story – OT – independent – key in finding solutions that didn‟t need equipment – fryer 

basket for veg 
o BB- tracking hoists – fitted and not used, people not trained; don‟t feel safe. 
o AI have database of 300 people; wealth of stories and experiences 
o When equipment is only in a shop; people are amost manipulated into buying something  

 Actions 
o RCCG  are getting info out in the next few weeks 
o HW to draft the start of a very basic survey, that the CCG and AI can disseminate 
o AI to pull existing relevant information from their database (Feb) 
o AI will undertake a number of telephone interviews/surveys (Feb- March) 
o AI will recruit to one or more focus groups (March- early April) 
o AI will support the CCG in pulling together the information and identifying key themes 
o AI will provide 2-3 people to be part of the procurement panel  (I know Richard said 2 – but 

in case of illness/problems on the day, can we give ourselves some leeway?) 

 Possible contacts  - BB and HW to liaise over these  - NB some added post meeting from 
Helen’s master list 

o Stroke / MS groups/MS therapy centre/OP groups 
o Practice groups – target one off users 
o Direct payments wage slips via school‟s first 
o End of life – hospice – cancer groups 
o Carer groups – carers forum; care agencies ie crossroads and home instead.  Parent forum 
o Staff – from service, but also those who order equipment and arrange discharge 
o Healthwatch 
o REMA 
o Landlords/housing/Rotherfed 

 
  



REWS Focus group 16.4.18 
 
Present: Sue Clugston, Rhyla Hussain, Ann Quinn, Catherine Hancox, Neil Smith, Christine Smith, 
Barbara Booton (facilitator), Helen Wyatt and Emma Royle (RCCG) 
 

1. Welcome; Introductions and background to procurement as per slides 
 

2. General points  
- Will still be an NHS commissioned service, monitored by the NHS 
- Service specification will be over 50 pages in length 
- The money will remain the same – but could be spent in different ways 
- The service spec will continue to cover equipment, wheelchairs and childrens 
- It might be possible to increase the value of the resources; ie  by increasing recycling; incentivising 

this. 
 

3. Discussion 

Issues Solutions /ideas for service specification 

Information  
-people don‟t always have the same information.   
- need easy to access and consistent info 
- example –person had bought a major buggy as did 
not know she could get  one 

 
What is the provider going to do to ensure people 
know what they can and can‟t access? 

Quality 
- The service is good and valued.  This needs to 

continue.  Key words – listened, helpful, 
friendly, prompt, caring 

- Where people had been at the heart of the 
process, they felt listened to 

- Vital to listen to carers, and to see how the kit 
will work in situ (examples of kit being issued 
that was too big for the home). 

- The assessment room doesn‟t  mirror real life; 
need to check equipment in people‟s 
homes/where they will use it 

- Solution driven – stair lift might be requested; 
but  grab rails provided much quicker and 
worked better 

- Example of childs wheelchair being repaired at 
school – worked well – is this type of approach 
routinely offered? 

- Time to interact with patients and 
assess/check that they can use the equipment 
safely 
 

 
Attitude of staff is paramount – what will the 
provider do  to support this-  

- Training (knowledgeable)  
- Pay 
- Incentives 
- Terms and conditions 
- Deliveries are not overly time pressured, 

this would leave staff  dropping off kit 
without checking and interacting with 
clients 



Accessibility 

- The pathway to access equipment needs to be 
clear, transparent,  and easy  

- Can people self-refer – noted that the pathway 
referral by GP; assessment, wait for kit is 
lengthy 

- Could shortening and simplifying this decrease 
admissions? 

- Equipment must be safe and appropriate – 
but might not be when people are buying on 
line – but this is people‟s choice to do so. 

- Fast track access is important to speed up 
discharge/prevent admission 

- Need to consider access evenings, weekends, 
and bank holidays – no good equipment 
service being open if no assessment/other 
parts of the pathway not available – look at 
how this might work over xmas and new year 
– 2 week shut down?? 

- Would prefer closer to home – movable? 
 

 

 Clear information on access/criteria on website 
and ?other mechanisms 

 

 Clear criteria and pathway for under 18 access, 
and to what equipment 

 

 Fast track access- pathway and expectations 
 

 Weekend access/bank holiday? 
 

 People would like extended hours of some 
description – noted that the cost would have to 
be met in the present system; so extended to 
cover evenings and weekends would have to 
reduce costs elsewhere – but could there be 
some limited access on Saturday or one 
evening. 

 

 Later opening / closing one day per week for 
working carers 

Buying equipment and looking at other solutions 
- Noted that Sheffield do not provide anything 

under £50 
- The parent forum have seen people who didn‟t 

meet the criteria, but still needed some 
equipment 

 

  

 Facilitate a way through which people can 
quickly and easily share experiences, ideas 
and solutions: on-line forum; return postcard; 
follow-up? 

Repairs and insurance 
- Some confusion around how repairs can be 

done, and speed 
- Where they were done quickly, people positive 
- However in some instances; people told that 

no repair could be done – one small rivet.  
Difficulty to get a tradesperson out for small 
repairs. 

- Instance of user being told to get insurance for 
wheelchair – if its NHS equipment, can they?   

 

 Consistent and transparent 
information/process/system 

 

 If cannot do; who can? Solution driven 
approach, and link to third sector ie 
handyperson service 

 

 Clear info re insurance and personal 
responsibility 

Consistency 
- Vital 
- People always getting the right kit;  
- right assessments; timeframe etc 
- Speed of service 
- Repairs – speed and what can be done 
- Checking – agreed timeframe 
- People getting powered wheelchairs can‟t use 

them till they are trained/assessed – not the 
same for other equipment 
 

 

 

 Really clear information needed as to when 
equipment will be recalled/checked/reviewed. 

 

 Potential to use bar code system to trigger 
automated re-call/review messages. 

 

 Process for checking equipment is right/used 
right/understood etc 

Returning equipment 

- Clear policy and process for returning 
equipment 

- What can and can‟t be returned and why (ie 
some low cost items/ age of items/type of use 
etc) 

- Environmental concerns for amount of 
wastage 

 Better tracking and re-use 

 should there be a deposit scheme?   

 How and where – are there times/locations in 
the community; ie once per month 

 Could there be an alarm set – i.e. if someone 
has been given something post-surgery or 
following a break, an alarm after ?3 months/ 
could prompt the service to chase the return 

 patients with LTC – clear process and 



timescale for review and check equipment 
 

Other ideas 

- How can the service link with the voluntary and community sector – for example to  signpost to 
advocacy/charities/benefits advice 

- Its good to be able to see, feel test bits of equipment, even if you go on to buy; example given of 
buying several different sorts of feeding equipment – each one might be cheap, but several add up; 
till you find the right one.  Parent forum noted that they do this with sensory equipment, and feel its 
very useful 

- Catalogue – good to see what is available. Would need maintaining. On-line would be better.  Could 
this link to user feedback – rating system?  Comments? 

- Noted that currently user to user advice happens in silos (parent forum; MND); but not across 
equipment  

 
User involvement 

- Clear way of checking user satisfaction- but not onerous on service user 
- Ways of getting and USING feedback –( you said , we did) 
- User group – not just have a user group, but support them with room booking, tea and coffee, notes 

etc 
- How can a user group work – user led and defined – can it support peer feedback, and discussion – 

sharing tips; user to user advice 
- Ask people how they want to get info and give feedback 

 

 
  
 



REWS service user group – 14.6.18 
 

To be used to inform the questions for bidders 
 

 Mystery shopper 

 Random spot checks 

 Clear complaints and compliments procedure – website/can go to CCG 

 A show room 

 You said – we did feedback 

 Reciprocal agreement and people having what to refer for who pays? Etc 

 Rotherham or SY disability awareness day OTs/physios/GPs – or one just from new provider showcasing 

what they are going to do. 

Spec and a question 

 Maybe a handbook or other method to fully explain – eg. Loans service? Insurance? Reviewing of equipment 

etc. Any type of cost 

 Procedure for when equipment and wheelchair break – and for out of hours. What do you do? Options? 

 ‘Disability day’ – show of equipment 

 
Appendices 
 
 

Examples – To enlarge and support discussion, clarifying type of 
equipment. 
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Rotherham Integrated Equipment & Wheelchair Service  - information for Focus Group Slides 
 
What is included 

• The Community Equipment Service 
• Equipment loan, includes 'daily living aids',  
• Follows assessment 
• Includes urgent requests (within 48 hours) 

• Wheelchair Assessment and Provision 
• Timely, specialist assessment of needs, to prescribe/provide wheelchairs 
• Includes seating systems, repair and maintenance.  
• Likely to operate a voucher scheme. 

• Includes - Delivery, Collection, Ordering, Servicing, Decontamination and Recycling of equipment 
including Specials, Children‟s and Tissue Viability Equipment and supply to Satellite Stores 

 
What we know  - and value 

• Highly valued service that is part of  the local community 
• Good outcomes and user satisfaction 
• Caring & Motivated staff, who are knowledgeable– “Part of the NHS Team” 
• Jointly funded by Rotherham MBC and the CCG 

• Currently part of The Rotherham Foundation Trust (acute hospital 
• Partnership approach/ communication/ relationships 
• Good performance against KPI‟s 
• In house repairs and maintenance 

 
What we know – data 

• Standard Stock Items delivered 15k  
• Items collected 9k 
• Special Equipment 1k items 
• Children‟s Equipment 100 items 
• New Referrals to Wheelchair Service 1028 (Adult), 61 (Child) 
• Wheelchairs on issue 4670 (Adult), 471 (Child) 
• Average 6 delivery/collection rounds per day plus Maintenance/Servicing and Children‟s Equipment 

rounds 
• Local KPI Dashboard and National NHS England Wheelchair data submissions 

 
What people are telling us could improve 

• Up to date IT applications 
• A catalogue of equipment and a website 
• The barcoding system  
• Effective de-contamination processes 
• Reviewing of equipment  
• Better collecting of equipment 

 
Current Service Model   
Equipment Service 

• Following assessment, clinician completes referral for equipment and sends to REWS via email (or 
fax) 

• Admin team process referral, entering details on ELMS database 
• From stock, equipment is allocated to patient and booked on a delivery round 
• Stores team pick orders and drivers load onto vans 
• Equipment delivered and fitted, where required, by Drivers 
• Collection process also in place including Decontamination   

Wheelchair Service 
• Referral form completed by referrer and sent to REWS 
• Admin team register referral on SystmOne and patient added to Triage list 
• Clinicians complete telephone triage 
• Clinical decision – issue standard wheelchair from stock (subject to stock availability) OR patient 

added to Waiting List for face to face assessment (usually home visit) 
• Wheelchair prescription issued following assessment 
• Clinical Reviews, modifications, repairs 



 
Timetable 

Stage Due Date 

ITT published May 2018 

TENDER DEADLINE June 2018 

Evaluation July 2018 

Notification to bidders  August 2018 

Contract award August 2018 

Service 
commencement 

Thursday, 1 
November 
2018 

 
 
Service Specification 
We want to build on the current service standard to re-commission an efficient, timely and effective 
equipment and wheelchair service that continues to promote independence, and supports the health and 
social care model of „Home First‟. 
 
  



Letter to service users 
 
 
 

    
28th March 2018 

Dear Service User, 
Rotherham Equipment and Wheelchair Service 
(REWS) 
We are contacting you as a user of the REWS service, either currently or in the past. 
As a health and care partnership, The Rotherham NHS Foundation Trust, NHS Rotherham Clinical 
Commissioning Group (RCCG) and Rotherham Council continually review services such as REWS to 
ensure they deliver the best service possible. The Rotherham NHS Foundation Trust has taken the 
decision not to provide the current service in 2019. Therefore Rotherham Metropolitan Borough Council 
(RMBC) and NHS Rotherham CCG are going through a procurement process to ensure the current service 
continues and a new lead partner for the service is found.   
We understand that REWS is highly valued amongst service users. However we also recognise that some 
things could be improved and updated to ensure it continues to meet the needs of service users in the most 
modern and effective way.  To do this,  we need your views. 
Attached is a short questionnaire.  We would love to hear your views in one of the following ways:- 

 Complete the survey online  https://www.smartsurvey.co.uk/s/Equipmentusersurvey/ 

 Call us on 01709 302042 and we can take your comments over the „phone. 

 Complete the paper version, and post it back to Helen Wyatt; Rotherham CCG, Oak House, 
Moorhead Way, Bramley, Rotherham, S66 1YY; or drop the completed copy back at REWS 

Please note that we need responses to the survey and back to us by 16th April at the latest, so that we 
can ensure your needs are fully met in 2019 and beyond.   
Finally, if you would be interested in joining us for a few hours to be part of a workshop where you can 
discuss the service in more detail, please call on the above number and we will give you more information. 
Thank you for your time. 

 
Ian Atkinson 
Deputy Chief Officer, Rotherham CCG 
 
 
  

https://www.smartsurvey.co.uk/s/Equipmentusersurvey/


Equipment User Survey  (short format; produced in large font for completion) 
 
This is a short survey that has been put together for us to find out what users think of the Equipment 
Service. 
The information from this will be used to inform the procurement of a new service in Rotherham 
 
1. Have you/someone you care for had any of these?     Please tick all that apply.  

 

   Short term aids (e.g. crutches or walking sticks) 

   Equipment (e.g. profiling beds or stand aids) 

   A wheelchair. 

   Other (describe)__________________________________ 

  
2. Do you still have this equipment?        YES         NO 
 
3. If yes, do you still use this equipment?     YES         NO 
4. If you don’t use the equipment, why is this? 

 

  
5. Was the equipment provided helpful?       YES      NO  
Please tell us more about how the equipment helped you here 
 

 
 

 
6. Did it improve quality of life/independence?  
    Yes, a lot   Yes, a little   Not very much   Not at all 
  
 
7. What was your experience of using the service?  
 

     Excellent                    Good                      Not Good                     Poor 
  
8. Please let us know what you liked and/or disliked about the service and any suggestions for 
improvements.  
 

 
Thank you for taking the time to answer this survey. 
If you would like to tell us more, or join one of our focus groups, please email either 
Helen.Wyatt@rotherhamccg.nhs.uk or info@activeindependence.org 
Alternatively, you could leave your contact details below: 
 

 
 
To return, leave in the box provided or post to:  
Helen Wyatt,  Oak House,  Moorhead Way,  Bramley, Rotherham,  S66 1YY 
 
                                                                                                                                                          
 
  

  



Integrated Community Equipment Re-  Procurement:  
Engagement and User Voice Project 
February – April 2018 
 
The Current provider of community equipment, TRFT, have given notice that they will end delivery 
of the service October 2018. 
 
RCCG will be undertaking a re-procurement of the service and are wanting to use the process as 
an opportunity to engage with those who have used the service, gather feedback, insight and 
suggestions in order to inform the specification for the new service. RCCG are keen that a service 
of such value must be patient centred in order to be effective in achieving positive outcomes for 
those needing aids and equipment for daily living. 
 
Active Independence is a local disabled persons-led organisation which provides advocacy, 
support and training to promote choice and control in leading an independent life. As part of the 
Rotherham Social Prescribing Service we have supported over 350 service users on a range of 
issues, including accessing appropriate aids and equipment. We feel, therefore, we are ideally 
placed to reach people who may have accessed the equipment service over the past 3 – 4 years. 
 
Rationale for the Engagement Project 

 there is little feedback around the current service although anecdotal evidence suggests a 
generally positive view. 

 There is currently no service user group 

 the new Rotherham Disability Network is not sufficiently stable or developed enough to 
undertake pieces of work. 

 Active Independence is well connected and networked into the local voluntary sector and 
can reach patients/service users it has supported in the past and has a good track record of 
undertaking projects. 

 
Project Aims 

 to contribute to and inform the survey framework. This will inform a small postal 
questionnaire and a number of more in-depth telephone interviews. 

 Identify people who might have used the service by analysing our database of contacts. 
 Undertake a number of telephone interviews. 
 Support the running of one or two user-focus groups. 
 Help to collate and analyse information gathered and identify key themes. 
 Identify 2-3 people to be part of the procurement panel. 
 Suggest ways of ensuring ongoing user feedback of the new service. 

 
Budget 
£2000 
 
Timescale 
February 2018 – April 2018 
  



Stakeholders  
0-low; 10- high 

Commissioners 

NHSE  

RCCG 

Public Health 

Providers 

RFT 

RDASH 

RMBC 

Hospice 

Vol /Com sector 

Break down – specific clinics or services??  Ie fracture clinic? 
Discharge? 

Consumers 

General Public 

Equipment users 

Disability groups – SyCil  Active independence  dis net 

Other disability or condition groups?   

Carers – carers forum, parent carers 

Cancer groups 

Older people‟s groups – ROPF; Kimb 50+ etc 

 

Champions  

Lay member 

Collaborators/partners 

TRFT 

RMBC 

Audit and scrutiny 

NHSE 

CQC 

Monitor 

Healthwatch England 

Rotherham Healthwatch 

Overview and scrutiny 

investors in Excellence 

Health and wellbeing board 

Political 

MPs 

Elected members  

Parish councils/councillors 

Media 

Rotherham Advertiser/Rotherham Record/ SYT/ 

Doncaster Free Press/Dinnington Guardian/York Post 

Radio Sheffield /Rother FM/Radia Hallam/ Nightingale 

Voluntary and community 

VAR 

Rotherfed/housing providers? 

Crossroads ; home instead; Other care providers 

 

 
 

  



Equipment User Survey  - results 

1. Have you/someone you care for had any of these (tick all that apply)  

  
Response 

Percent 
Response 

Total 

1 
Short term aids (e.g. crutches or walking 
sticks) 

  
 

35.71% 25 

2 
Equipment (e.g. profiling beds or stand 
aids) 

  
 

62.86% 44 

3 A wheelchair.   
 

44.29% 31 

4 Other (please specify):   
 

12.86% 9 

Analysis Mean: 3.46 Std. Deviation: 1.9 Satisfaction Rate: 63.33 

Variance: 3.62 Std. Error: 0.23   
 

answered 70 

skipped 5 

Other (please specify): (9) 

1 12/03/18 9:14AM 
 

Bath seat 

2 12/03/18 9:17AM 
 

commode 

3 12/03/18 10:32AM 
 

toilet Support, Perch stool 

4 14/03/18 7:49AM 
 

Perch chair bed rail toilet rail 

5 15/03/18 5:49PM 
 

Commode 

6 19/03/18 5:18PM 
 

Handrails on stairs, back door and in shower 

7 19/03/18 5:57PM 
 

Rail fitted in bathroom 

8 21/03/18 1:52PM 
 

Pushchair for son 

9 27/03/18 11:24PM 
 

Toileting aids 
 

 

2. Do you still have this equipment?  

  
Response 

Percent 
Response 

Total 

1 Yes   
 

74.29% 52 

2 No   
 

25.71% 18 

Analysis Mean: 1.26 Std. Deviation: 0.44 Satisfaction Rate: 25.71 

Variance: 0.19 Std. Error: 0.05   
 

answered 70 

skipped 5 

 

3. If yes, do you still use this equipment?  

  
Response 

Percent 
Response 

Total 

1 Yes   
 

96.08% 49 

2 No   
 

3.92% 2 

Analysis Mean: 1.04 Std. Deviation: 0.19 Satisfaction Rate: 3.92 

Variance: 0.04 Std. Error: 0.03   
 

answered 51 

skipped 24 
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4. If you don’t use the equipment, why is this?  

  
Response 

Percent 
Response 

Total 

1 Open-Ended Question 100.00% 2 

1 12/03/18 9:11AM 
ID: 76653738  

Rang and requested collection but refused due to piece of paper missing 

2 24/03/18 8:05PM 
ID: 78044263  

It's no longer required, we have a bath seat but have since had a shower room installed. 

 

  
answered 2 

skipped 73 

 
 

5. Was the equipment provided helpful?  

  
Response 

Percent 
Response 

Total 

1 Yes   
 

97.06% 66 

2 No   
 

2.94% 2 

Analysis Mean: 1.03 Std. Deviation: 0.17 Satisfaction Rate: 2.94 

Variance: 0.03 Std. Error: 0.02   
 

answered 68 

skipped 7 

Why was this? (40) 

1 12/03/18 7:20AM 
 

I could not get in/out of bed without it or on/off my toilet 

2 12/03/18 9:11AM 
 

Helped improve mobility after surgery - knee replacement 

3 12/03/18 9:12AM 
 

Enabled me to walk again 

4 12/03/18 9:14AM 
 

gave some independence when on long walks 

5 12/03/18 9:17AM 
 

it was invaluable because of my reduced mobility 

6 12/03/18 9:18AM 
 

i need elbow crutches on a permanent basis. i use zimmer frames on a short term basis eg after an 
operation (ive had 8) 

7 12/03/18 9:20AM 
 

measured for wheelchair 

8 12/03/18 9:21AM 
 

crutches, sticks and toilet stand helpful. perching stool not helpful so returned to service 

9 12/03/18 10:32AM 
 

tolet stand did not fit my toilet 

10 14/03/18 12:55PM 
 

Inclusion avoiding isolation 

11 15/03/18 4:00PM 
 

Helped me return to work and become part of society again 

12 15/03/18 5:49PM 
 

To enable my child to get out. Begin toilet training 

13 16/03/18 6:49AM 
 

It helped me to be independent 

14 18/03/18 2:29PM 
 

we could take our son out in safety 

15 19/03/18 5:18PM 
 

As really helped my mobility around the home 

16 19/03/18 5:22PM 
 

Helped me stay in my home as I thought I would need to move 

17 19/03/18 5:24PM 
 

It enables me to have a shower safely as I was very weak whilst having chemotherapy 

18 19/03/18 5:26PM 
 

I could not get down the path until they fitted the rail so I now feel safe to do so and can get out more 

19 19/03/18 5:29PM 
 

The ramp get my mom out and about and stair lift has given her access to the bathroom and bedroom on 
her own which is really important to her 

20 19/03/18 5:31PM 
 

Is helpful for longer distances 

21 19/03/18 5:33PM 
 

Has really improved my independence 

22 19/03/18 5:37PM 
 

Has really helped my mum's manage more independently 
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5. Was the equipment provided helpful?  

  
Response 

Percent 
Response 

Total 

23 19/03/18 5:39PM 
 

Mum would not be mobile at all without the walking frame 

24 19/03/18 5:44PM 
 

It's taken a while to get used to the perching stool but now I find it really useful.. It means a lot that I can do 
simple tasks like make a sandwich for myself without relying on my husband 

25 19/03/18 5:46PM 
 

It means I can get upstairs safely. I thought I needed a stair lift but the OT insisted I have the stair rail and I 
am glad because it means I'm getting the exercise and it has helped my confidence 

26 19/03/18 5:48PM 
 

It has just helped me manage better 

27 19/03/18 5:50PM 
 

Raising the bed has helped stop me get chest infections 

28 19/03/18 5:53PM 
 

All equipment has really helped with my mobility and stability 

29 19/03/18 5:55PM 
 

Given me the support I need for the daily tasks 

30 19/03/18 5:57PM 
 

Has given me support when I'm showering it helps me feel safer 

31 19/03/18 5:59PM 
 

It helps both me and my husband get up and down stairs safely 

32 19/03/18 6:09PM 
 

Has given me much more independence 

33 19/03/18 6:12PM 
 

The bed rails have especially helped my daughter to turn on her own without help. The stair lift does need 
fixing 

34 19/03/18 6:13PM 
 

Has been very helpful for my mobility 

35 19/03/18 6:16PM 
 

The hearing equipment is fantastic, at last I could hear the TV. The grab rails have supported my mobility 
and help me get into my garden which I love. Unfortunately the mattress wasn't suitable so I sent it back 

36 21/03/18 1:52PM 
 

Amazing - nightmare without. Dr referred us and confirmed details - went and picked it up. 

37 21/03/18 1:53PM 
 

Helped my daughter get out and about 

38 22/03/18 6:58AM 
 

Confidence when mobilising and support 

39 22/03/18 3:38PM 
 

I'm a full time wheelchair user i need high profile cushions for my chair that i can spend a lit of time in my 
chair on a day to day base without the proper care it can leave me with no end of problems with persure 
sores skin brake down 

40 27/03/18 11:24PM 
 

Avoiding struggling upstairs 
 

 

6. Did it improve quality of life/independence?  

  
Response 

Percent 
Response 

Total 

1 Yes, a lot   
 

88.24% 60 

2 Yes, a little   
 

10.29% 7 

3 Not very much    0.00% 0 

4 Not at all   
 

1.47% 1 

Analysis Mean: 1.15 Std. Deviation: 0.46 Satisfaction Rate: 4.9 

Variance: 0.21 Std. Error: 0.06   
 

answered 68 

skipped 7 

 

7. What was your experience of using the service?  

  
Response 

Percent 
Response 

Total 

1 Excellent   
 

60.94% 39 

2 Good   
 

25.00% 16 

3 Not good   
 

9.38% 6 

4 Poor   
 

4.69% 3 
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7. What was your experience of using the service?  

  
Response 

Percent 
Response 

Total 

Analysis Mean: 1.58 Std. Deviation: 0.84 Satisfaction Rate: 19.27 

Variance: 0.71 Std. Error: 0.11   
 

answered 64 

skipped 11 

 

8. Please let us know what you liked and/or disliked about the service and any suggestions for 
improvements.  

  
Response 

Percent 
Response 

Total 

1 Open-Ended Question 100.00% 51 

1 12/03/18 7:20AM 
 

Was easy to access and came with in a few days following assessment 

2 12/03/18 9:11AM 
 

very disappointed at the reason for no collection in the current economic climate 

3 12/03/18 9:12AM 
 

equipment supplied very quickly to enable me to stay independant 

4 12/03/18 9:17AM 
 

i have both used and worked with this service and it needs to be retained/updated at all costs 

5 12/03/18 9:20AM 
 

very helpful 

6 12/03/18 10:32AM 
 

There needs to be a home visit to decide on what equipment will fit and be useful 

7 14/03/18 1:20AM 
 

Excellent service, equipment provided promptly, mending equipment done promptly 

8 14/03/18 6:27AM 
 

Very Good and responsive 

9 14/03/18 8:41AM 
 

It was very ' one size fits all'. Families wanted more choice for example if they want a more expensive 
wheelchair for it be part paid up to the price of the one offered 

10 14/03/18 10:56AM 
 

Better tracking of equipment and reusing 

11 14/03/18 12:55PM 
 

Caring and professional and listened to parent needs in order to include child in daily activities, without 
leads to isolation and not good for well being 

12 15/03/18 8:40AM 
 

The prompt repair, upgrade or extending current chair 

13 15/03/18 4:00PM 
 

Friendly staff efficient service quick repairs all round excellent service 

14 15/03/18 7:14PM 
 

Able to visit my son at school to do repairs 

15 16/03/18 6:49AM 
 

You can only contact by telephone and I have a hearing impairment. I dislike this. I liked how a wheelchair 
cushion was found to prevent pressure sores. I like how I was given a shower chair so I could have a sat 
down shower. I am nervous that you are changing providers as Ihave only just got to know the current 
providers. 

16 17/03/18 1:06PM 
 

quick easy to contact and helpful staff 

17 18/03/18 2:29PM 
I 

rude lady on phone , not helpful comments,they took it away because he was 7...didnt care that it was still 
needed 

18 19/03/18 5:18PM 
 

It was a friendly and efficient service. They were quick to respond and there was no messing 

19 19/03/18 5:22PM 
 

The man that came to fit everything was very helpful and pleasant. He was quick and friendly and cleared 
everything up 

20 19/03/18 5:24PM 
 

I was really pleased with the service. They were very quick and efficient 

21 19/03/18 5:26PM 
 

They were really friendly, I liked that they took their shoes off and had a cup of tea 

22 19/03/18 5:29PM 
 

Once with the plight of the equipment we were surprised how quickly it was fitted and how efficiently. The 
ramp took a day longer because of the snow but the fitters were fantastic, it was quick and fuss free 

23 19/03/18 5:31PM 
 

They explained how best to use a wheelchair safely 

24 19/03/18 5:33PM 
 

I can't really remember what the service was like that I am really pleased with the equipment 

25 19/03/18 5:37PM 
 

They had the best intentions but when the fitter was putting the grab rail in the new shower room he drilled 
through a pipe. However they did fix it and tidy all the mess up 

26 19/03/18 5:39PM 
 

Can't remember much about it so it must have been okay 

27 19/03/18 5:44PM 
 

I think the equipment arrived fairly quickly but they did not show me how to adjust or use the perching store 
so I didn't realise I was trying to use it the wrong way around to start with. They ought to make sure people 
can safely use any equipment that is dropped off 
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8. Please let us know what you liked and/or disliked about the service and any suggestions for 
improvements.  

  
Response 

Percent 
Response 

Total 

28 19/03/18 5:46PM 
 

They were so quick fitting it. It is the best thing I ever had done 

29 19/03/18 5:48PM 
 

The fittest who did the work were very clean. The work was done to a very high standard and he cleaned 
up after himself. Can't speak highly enough about them 

30 19/03/18 5:50PM 
 

They did what they said they would do 

31 19/03/18 5:53PM 
 

The ramp particularly has given me so much freedom – in fact it has given me my life back 

32 19/03/18 5:55PM 
 

I remember the fitters were very helpful and friendly 

33 19/03/18 5:57PM 
I 

I thought that the people who came were contractors and they arrived without making an appointment so 
they had to come back to finish the job. 

34 19/03/18 5:59PM 
 

He was very quick and efficient 

35 19/03/18 6:01PM 
 

They were very thorough and they took time to discuss the best placing of the rails to suit my needs 

36 19/03/18 6:09PM 
 

I can't remember 

37 19/03/18 6:12PM 
 

It was a brilliant service, the fittest were helpful and chatty. They showed us how to use the equipment. 
Very quick delivery 

38 19/03/18 6:13PM 
 

They were nice people and efficient and really helpful 

39 19/03/18 6:16PM 
 

Very quick and efficient service. I suggest fast tracking for customers who are terminally ill 

40 21/03/18 1:16PM 
 

Liked the helpfulness and knowledge of staff 

41 21/03/18 1:16PM 
 

As a nurse eqsy access to equipment maybe online ordering system and sheck whats in stock instead of 
patients waiting weeks for stock 

42 21/03/18 1:53PM 
 

follow up appointments needed 

43 21/03/18 5:53PM 
 

Arranging to get the equipment was hard from GP until carats nurses got involved 

44 21/03/18 6:19PM 
 

Very prompt and effective service 

45 21/03/18 9:00PM 
 

It needs to be more flexible and the local authority need to supply more equipment , such as ramps for 
wheelchairs . No service users should be discharged from hospital without equipment need being in situ 

46 21/03/18 11:21PM 
 

Ease of access, delivery/collection options, friendly understanding staff 

47 22/03/18 6:58AM 
 

Always good service 

48 22/03/18 3:38PM 
 

I like the service they provide its easy one phone call and i get the person i need to speak to about the 
problems i am facing i dislike the time scale to witch its delt with you can wait weeks for a small or simple 
repair but mostly its a brilliant service 

49 22/03/18 7:03PM 
 

Management don‟t really seem to know what their doing apart from that a great service. 

50 24/03/18 8:05PM 
 

After the equipment was no longer needed I had no idea what to do with it, hence the reason I still have it 4 
years after having the wet room done! I don't drive and work full time (the equipment was for my husband 
who I care for) so out of hours pick up of equipment no longer required would be good. 

51 27/03/18 11:24PM 
 

Equipment provided was very good but phoning the service was appalling, staff very unhelpful even 
condecending 
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