4
1 '
|

- f- —\\

=
’ b
-
A\
)

5

A 3 =
SeviceUser

Y S0

-

_~

Dieter Gortz
Thursday, 04 April 2019

/



cranstoun &

L% )
"

Contents
] 1o T 11 o (o o P 4
(O VF= 1113 U= a [od=I= U To I 4 [=] 1.0 To o (o] (oo Y P |
YUY V7= T = 1o P §
Data iNPUL @Nd VAIIOATIQIL. ... mmmm e mmnn s mmmn s s nnes 4
Data categorisation and Arug GrOUDIILGS. ... ..o mmmmses s mmmnss s mmmn s sssessesennnnsnnnes 5.
Data quality and ameENOMENTS ... ...cooiiiiii e mmm e mmmm e mmmn s e 5
(070 gTo [=T g 1s7=To o [N T=TS] (0T 0 (=) SR 6.
KBY RESUILS. ... . et e e ettt emmm e e e e e e e e ettt e e eeee e s mmme s eaaa e eeeeeeeessaaan s mmmm e e e eeessanan e eeeeseesssmmnn s eeees 7
YUY A =TT oL ST PSSR 8
(YT o Lo K] o 01 | | £ PP PPPPTTTT 8.
Proportion Of SEIVICE USEIS SUIVEYEM.........uuuuii i it ceee s e e e e e ettt s e e e e et e e e e e e e e es s smmmm s eeeeeeeesssanaaeeeesan 9
YRV A [T g LT =T ] Lot 10
L€T=T oo L= o 1153 1 o1V 1o 4 PSS U P PPUS PR 10
F Yo [0 1153 (g1 01U 11 [ o 10
Y] 0153 = L= 11
o 1711 PP 13
QUANTILALIVE FESUILS.....euiiiie e ettt cmmm e e e e et e s e e e e e s emmeee et e e e e eeeeeea e tta s mmmmeeeeeseetttan e eeeeeeessmmnnsan s eeeeeeessrtannnnnns 14
] 1o o 11 o {0 o S 14
QUANTILALIVE FESPONSE COUNES. ... mmmm s mmmm s mmmn s mmmm e 15
YL =T T =TS T =S 16
F I =T 0T g0 [T o € PSSP 16
2 Yo 1= o 1= OSSPt 17
=Y T [0 | (0] U o PO PR 18
BY SUDSTANCE USEA.......eiiiiiiiiiiiiit et ceee ettt ettt ettt st s mmm ettt et e et et e e et et e s s mmmm e et e et et e e e e e e e e e e e e e 19
Y= Lo 1)1V o = g o o = o 20
ST oTa] £ =0 L= o Ton Y P 22
=TS o] o [T o = 22
B OO ——————— e snees 24
= Y= 1o [0 | (0] U o PP PPP PR 26
Y10 0L 1Tt =T PP 27
Y= Lo 1)1V o F= g 1o o = o) 28
AVEIAJE PEISONAI NESPONSE. ... uutttiitiitiitittmmmeeeeeeeeeeeeeebeee ittt ettt mmm s s s s s s s s s s s s s s s s 55555545 s 555555555555 e s s st st s s st mmmm e e e e e e e e e e e e 30
I = L o F= 10 o = o o S 30
QUAIITALIVE TESUITS ... ettt oo e e ettt e e e e e e e ettt mmmm e e e e e eeeeeeaten e e e e e o e e sttan e e eeeeeeeennnnnn 31
Y] u g ToTe [o] o YA PP PP PPPPPPPPR 31
SEIVICE USEI WOIT CIOUML. ... .o cmmm e mmmm s e s e 32

Document version: 1.08)pdated:Thursday, 04 April 2019 Page2 of 70



Sa

cranstoun::

BT (0 PSPPSR PRSPPI PPPPPP 33
oL LAYl = T a0 =P PPPPPPPPPPN 34
Most helpful treatMENTS OF ACTIVITIES. ........ueeiiiiiiieiiii e ceee et amee e et et et e et e e e e e e e e e e e e s e e e e et e e e e e e e e eeeeeeees 38
Least helpful treatments OF aCtiVItIES...........uuuiiiiii it e e e eesmeema e e e e e eennnnnnn o AL
Would you recommend the SErviCe 10 OINEES .. ... i eree s e e e e e et s emmmm e e eeaneees 43
ANY OTNEI COMIMIENTS. ... et mmmm e mmmn e 44
Quantitative qUESTION COMIMEBINTS.......cooiiii et e e e e e e e e e e e e e e e e e e e e e e e e e e e mmmns 50
APPENTIX AG SUIVEY.... ettt emme ettt ettt et et e et e et e e e mmmm ettt ettt ettt et e e ettt e e e s mmmm et e ettt et ettt e ettt e e et e s e et e e e e eeeeeeeeeeeeeees 56
Appendix B QUestion reSpoNSESs DY A0 GIOUPD.........uuuiiiii e eetceeeeetiiae e e e e e eeeet s mmmm e eeeeaatr e e e eeeeee s mrnn s aaaeeeees 59
Appendix € Question responses by substance USEd (T0R.5)........uuuiiiii it ceeeiiiie e mmmm e e e 62
Appendix I Question responses by activity PartiCiPatiON. . ..............ummmmurunnriiiiii e mmen e 65

Document version: 1.08pdated:Thursday, 04 April 2019 Page3 of 70



” ’0
(/
“

cranstoun
Introduction

The Cranstoun annual service user survey was lsernates acrogSranstourfrom 1 December 2018 through to 28
February 2@9. The survey was comprised of the following questions:

Fourdemographic questions: Gender, Age, SubstémcRelationship if a careahd Activities accessed.

13 quantitative questions on the performanckthe different service areasgared from Qheeding a lot of
improvemen}, up to 10 (excellen}.

f Fourqualitative questiond y Of dzZRAY 3Y o @2NRa (KIFIG RSaONARoSa GKS
changes seen and activities/treatmentattlare most/least helpful.

Onenet promoter questionWould you recommen@ranstourto others?

Onespace for any additional comments

= =4

=a =4

Across servicesh¢ survey was open to all service users in any type of treatim@mtdrop-insthrough tolongterm
structured treatmentThis report provides an analysis of the responses tinenservice users &@ranstoun

Please seéppendix Aor a copy of the survey uséar the adult services. While the surveys varied in questigked by
type of service, the adult survey was the primary one usewpy of the survey used for each service is available in the
service specific reports.

Quality asurance andhethodology

Survewalidation
Surveys were considered valid if at le@sd qualitative or quantitative question was answered.

Surveyshat matched any one of the following criteware considered invalid

The entire survey was blank

The survey was unreadable

No quantitative or qualitative questions were filled out

Therewere no useable answers e.g. ticks instead of numerical scores

= =4 =4 =9

Data hput andvalidation

Survey data was collated and entered by hand with the assistaN@Addcripting/NVhile thescriptingprovidedinitial
data validation upon entry,secondarynanualquality pass wasompletedon entered data

While every effort was made to minsaithe potential for error, there was still a chance of huraaor occurring during
surveyinterpretationanddataentry phass.

Wheresurveyinformationwas unreadble, a best guess was madewhat the information should be in the context of
the sentence and [bracketed}.not possible, the text was denoted [illegible]
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Data @ategorisation andirug groupings

Keywords werenanuallyassigned tahree of the qualtative questions based on specific words/terms mentioned. The
keywords werghen used to compile frequency courgadresults includingutcomes mostand leashelpful treatments
and to group responses.

Drugs were groupedio Opiate, Noropiate, Alcoh andAlcohol and nopiate categories based on NDTRI&e
Dataset Qeference documentatior-urther groupings were created for analysis as denoted below dathguality
andamendmentssection.

Dataqualityandamendments

Data was quality controlleghd, in some casesyodified duringentry to assist with the analysihese changes are
detailed below.

Druggroupings:

Changes made to the data inRl$ R & LIS OA T A O & ot dtated¥or tHe subs@uycéf SWak IgfHlankVafid

replacing® R Nukitff Yl&@hol This provided tighter groupings of substanve$ & LJ2 y & S & ubltgp@® f dzRA y I
Buprenorphingand Wiethadon&were left as is due to being more specific and the respdtsas)  logidte¥ & S NX
OK I y 3 $Bpedified drégnd Wrikpecified opiat@espectively.

Where respondents provided more thane substance that could not lsassifiedin a NDTMS groupjith certainty
based on that question alonthe response was classified basedaisubstance mentionedwhere possiblge.g.
Weoholanddrug<was classified d8rizertairtas it is nopossible to establish whether the drug was opiate ornon
opiate, however, an opiateype wil K | y& 2 0§ KSNJ ¢ piaieQ ANR dzLISR dzy RSNJ W2

Severaburveys did not hava response in the substanfield yetmentioned specific substancesmedicationin the
qualitativefields Intheseca S&4 > G KS & dzo AdaistafedS o1 a € STO | a wy

Where aimily member®r carerscompleed the service user survey and answeséd 2 Y Q3 W Rrt thiz3ubsiaBdd )
field, the substance was groupedder¥ 2 ( K S N ®

Spellingandgrammar:

To assist wittegibility,spelling was corrected upon entry and rechecked during the reporting quality assurance pass.
Grammar was only corrected if the structure of the sentence remained intact i.e. if the whole sentence would need to
rewritten to be grammatically correctitas left as is to keep the originality of the respoligeere smiley faces were
drawn, they were entered and included in the response ddéiere possible

Data aiality:

While anly applicable to some servicéise resulting solution applies to all servigestances of duplication were found
whereit may have been possible tharsice users complet surveys togetheror completed multiple surveyesesulting
in near identical answers to all the questions

While these duplicates skew the data, the denisias made to leave them in as it would be better to include a possible
real response than to exclude it.

Duplicate prize draw entries were discarded where found, however, due to the number of responses and batched na
of receiving themit is possibl¢hat duplicatesmay haveaemained in the prize draw.
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Condensedjuestion ley
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The quantitative question text has been condensed in this report for conciseness. Please see the key below for the f

guestion asked in the survey.

Full QuestioText

Condensed Question

Your experience of when you first made contact withservice.

Empowered to look at the effects of someone else's drug and/or alcohol use upon yourse

Feeling safe at the service

Staff friendliness and approachability

Staff professionalism and knowledge

Opportunities for feedback and your opinion to be heard
Keeping your information confidential and discreet

Service facilitiese.g. whether it is clean, easy to access, well equipped etc.

Communication with servicee.g. by phone, letter, email, SMS etc.
Managing your prescribing needs e.g. SubuRayseptone etc.
Developing your Recovery Plan and supporting your goals

Helping you make positive changes in your life

Are you able to participate in everything you would like thaservic@

Marketingg e.g. information available via the website, leaflets, posters, etc.

Overall, how satisfied are you with the support you have receiviba aervic®

Document version: 1.08pdated:Thursday, 04 April 2019

Initial experience
Empowered
Feelingsafe
Stafffriendliness
Professionalism
Feedbaclkandopinion
Confidentiality
Servicdacilities
Communication
Prescribingervice
Recovenplan
Positivechanges
Participation
Marketing

Overall atisfaction
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Key Results

~ ™) 4 A 4 A
Highest scoring question: Most commonly given quantitative score: Lowest scoring question:
Staff friendliness 1 O f 1 O Marketing
Scored: 9.6 OUt 0 Scored: 8.8
. y. \ y.
4 ) ( ) 4 )
Respondent gender distribution: Total amount oBurvey responses received Respondent ages
Female (35%) 1 348 710 79
Male (61%) _ Average agei?2
across 15 services
\ V. \. y.
- . N ( L )
Most helpful treatments or activities: Top 3 words to describ@ranstoun services Most common positive outcomes:
1. Keywork sessions 1. Safe 1. Abstinence
2. Group sessions 2. Happy 2. Less use
3. Prescribing 3. Supported 3. Prescription
4 4 )
Respondent distribution: Top threesubstancereported
1 34 YP substance misuse 1. Alcohol (37%) 9 7 . 7%
1 39 families and carers 2. Heroin (36%) _
1275 adult substance misuse 3. Crack(16%) Recommend the service.

\ V. \ V. \. W

190.3% when including blank answers given S |j dzSa i A2y W2 2dz2 R &2dz N

Document version: 1.08pdated:Thursday, 04 April 2019 Pager of 70



cranstoun::+

Surveyresponses

Responseounts

We received 1348ompletedsurveys from service useasrossCranstourserviceshis year 15 services took part in the
survey The list of services included 4 yourd$ 2 LJt SQ& adzoaidl yOS YAadzasS aSNBAOSa
housing service, 1 family and carers service, 1 dedicated family and carers team and 7 adult community substance n
services.

Surveys Received 2018/19:

cransion sl ididiHddEHRR TR ERRRRRRR R 200 (1520
ris Readnoh i 250
Pavilions §§ 8% % tt
Inspire Sutton §¢FfFRERE] 128 (4.7%)
Swanswell Worcestershireiiiiiiiii 123 (4.6%)
Resilience "'1 50 (1.9%)
Swanswell West Berkshirgp§§ 38 (1.4%)
East Sussex FAC§{ 21 (0.8%)
Pavilions FACT§{ 18 (0.7%)
Switch Sutton i 13 (0.5%)
City Roads § 13 (0.5%)
Switch Dudley § 12 (0.4%)
Ritherdon Road & West Hillj 11 (0.4%)
Swanswell Worcestershire YIi’ 6 (0.2%)

Switch Bucks « 3 (0.1%)

Only 6 surveys were invalidated due to havinguaitative or quantitative answer$he invalidated survegse not
included in the totals above. Please note that Ritherdon Road and West Hill are considered as one service.
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Proportion of srviceusers srveyed

The number of surveys received from each service is compared with the approximate total number of service users v
would have been available to fill in a survey withinttthee-month collection period. This provides a rough indication of
the proportion d the service user population that was surveyed.

The greater thsample sizeurveyed, the more the survey can be said to be applicable to the popu&eimice
population figures were either retrieved from the case management system for that serfriom dine service directly
either via the data lead or service manager.

Service Surveyseceived Population estimate Approx. ¥surveyed
Switch Bucks 3 79 4%
Swanswell Worcestershire YP 6 101 6%
Ritherdon Road & West Hill 11 15 73%
Switch Dudley 12 143 8%
City Roads 13 135 10%
Switch Sutton 13 39 33%
Pavilions FACT 18 89 22%
East Sussex FACT 21 94 22%
Swanswell West Berkshire 38 395 10%
Resilience 50 501 10%
Swanswell Worcestershire 123 2320 5%
Inspire Sutton 128 739 17%
Pavilions 247 1779 14%
IRIS Reading 256 835 31%
Cranstoun Sandwell 1829 22%
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cranstoun #

Someoptionalpersonal details were elicited from respondemoviding:

1 An approximate assessment of whether the survey respondents are representative of the service user
population The more similar the respondent population is to the actual population, the more the survey can be

said to apply to the actual population.

1 Anunderstandingvhether the survey results differ for any groups of respondents e.g. whether younger people
show greater satisfaction with services than olueople do

Gender dbstribution

GCompared to theproportion of service users in services
during the survey period, the female and ma&spondent
proportions match relatively closely.

Cranstoun services saw a 31% to 68% split for female ¢
male respondents respectively, thus the female populat
is slightly overepresented and male undeepresented.

Respondents were able to provide any answer to this
guestion and 2espondents provided a ndvinary gender
with 56 not providing an answer.

Age distribution

Therespondentage group proportions are remarkghbke
those seen in services, with just theZ®group slightly
underrepresented as can be seen in the table below.

Age Group Services Survey
Under 20 4% 3%
20-29 13% 9%
30-39 31% 31%
40-49 29% 29%
50-59 16% 16%
60-69 5% 6%
70+ 1% 1%

Document version: 1.08pdated:Thursday, 04 April 2019

Response count by gender

Not
stated

4.2%

Response count by age group

412
(30.6%) (29 30/)

221
(16.4%)
119
(8.8%)
(5 7%)
(2 7%) 8
. (0.6%)

Under 20-29 30-39 40-49 50-59 60-69 70 and
20 over

Pagel0of 70



cranstoun::+

Substances

The graph below displagtse top 5 substances used as reported by th&vey respondent®kespondents reporting more
than onesubstanceppear in each of thdS LJ2 NIi SR cbwm 4G+ yOSQa

Top substances reported

oo

—~ §iititiiiiidiiion
-~ iiidiiidiiidie -
- b

Cocaine i i i a6 (7%

Cannabic ii 1‘ o1 (6%)

124 respondents did ngirovide an answer and the remaining substances with more than 1 respondent reporting are
listed in the table belowRespondents who stated they were seeking treatment for Methadone, Subutex or any other
opiate substitute medication are grouped in the opieategory.

Substance Count Substance Count Substance Count Substance Count
Methadone 44 Poppy leaves 5 Ketamine 2 Speed 2
Unspecified Drug 32 Buprenorphine 4 MDMA 2 Tina 2
Unspecified Opiate 31 Crystal Meth 3 Mental health 2 Tramadol 2
Subutex 12 Diazepam 3 Morphine 2 Valium 2
Codeine 9 Opium Poppy 3 Opium 2 Various 2
Meth 8 Benzodiazepines 2 Skunk 2 Xanax 2
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When grouping the reported substances into tl
four categories of opiate, neopiate, alcohol,
and alcohol and neopiate, mostrespondents
fall into the opiate group at 43%.

The numbers are reflective of those in service:
during the survey period, with the opiate, non
opiate, and alcohol and nawpiate groups
slightly undefrepresented as can be seen in th
table below.

Substance group All service$o
Opiate 47%
Non-opiate 11%
Alcohol 28%
Alcohol & noropiate 9%

FACT service users were asked what relationship (instead of substance) they were seeking support for. Please see t
servicespecific reports for the servicés further details.

cranstoun i#

Alcohol and
non-opiate
5%

Nonopiate

I 0,
Opiate43% 8%

Not
stated/Unce
rtain 16%
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Activities

The graph below shows the numldrespondents reporting taking part in each actiltany respondents reported

taking part in multiple activities and are represented in each activity they reported. FACT respondents and some serv

had slightly different activities listed and are mmuded in the graph above. The sendpecific reports should be used
for the details on the activities surveyed for each of the services.

Activities reported counts

AR L 41 41 414 EGRD

®
Keywork Sessions'

91 539 (40%)

Prescribing

e
me
e
e
e
e

o]

|

G ions @ S @4 499 (37%
roup sessmns' "' ( 0)

mde
mde
e
e
e

. 0000
Counselling @ § g 261 (19.4%)
o004
Independent groups "" 211 (15.7%)

Complementary therapies"'1 188 (13.9%)
, 0
Housing support "1 138 (10.2%)
. ee
Peer support/mentoring "' 124 (9.2%)
o0
Needle exchange @ @ 108 (8%)
. ... @4
Social activities @ 4 91 (6.8%)

Family and carers supporii 76 (5.6%)

Education, training or employment supporii 75 (5.6%)
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Quantitative esults

Introduction

Quantitative results are presented using several methods. Each method is used because it provides a slightly differer
kind of insight into theesponses anthken together can give a fuller understanding of the survey results.

Average responses
The mearaverage is used to provide an aggregate response for each survey question.

Averages are given for all respondents and then broken down by gender, age group, substance used, and activity
participation.

Score frequency

Score frequency shows which scoreseangiven by the most respondents. This method can provide more detail into the
distribution of survey results.

Score frequency is given for all respondents and then broken down by gender, age group, substance used, and activ
participation.

Average pesonal response

The average personal response shows the average score out of 10 for each respondent from their responses to all tt
guantitative questions. This measure can be used to find out how respondents scored services across the board, e.g
manyrespondents generally gave high scores, and how many generally gave low scores.

Average personal response is given for all respondents.

Standard deviation

This method is used to show the scoring range within which most responses fell for each quilessoorée frequency,
it can be used to give more detail into the distribution of survey results.

Standard deviation is given for all respondents.

Pagel4of 70



cranstoun

Quantitative esponsecounts

Some questions were given fewer responses bedaesevere not relevant to all service users, such as the question
about prescribing

Question Response count
Feeling safe at the service 1314
Staff friendliness and approachability 1322
Staff professionalism and knowledge 1308
Opportunities fofeedback and your opinion to be heard 1248
Keeping your information confidential and discreet 1275
Service facilitiese.g. whether it is clean, easy to access, well equipped etc. 1283
Communication with servicee.g. by phone, letter, email, SMS etc. 1282
Managing your prescribing needs e.g. Subutex, Physeptone etc. 813
Developing your Recovery Plan and supporting your goals 1191
Helping you make positive changes in your life 1267
Are you able to participate in everything you would like ©ratstour? 1182
Marketingg e.g. information available via the website, leaflets, posters, etc. 1067
Overall, how satisfied are you with the support you have receivedaastouf? 1297
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Average @sponses

All respondents

Onaverage all the questions scored 8.8 or higher, with staff friendliness scoring the highest across services at 9.6.
Participation and marketing are the only 2 questions that had an average lower than 9.

Cranstoun average result by question (sorted high to low)

10
9.6
9.5
9.4 9.4 9.4
9.3
9.2 9.2
9.1 9.1 9.1
9 8.9
8.8
8 9 > o o) D o o c 4 c o
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By gnder

Apart fromthe feeling safe and confidentiality questionsifale respondents provided a higher average score than male
respondentdor all the quantitative questions.

The highest scoring question for female respondents was staff friendliness at 9.7 with ménkdomgest at 8.9. Staff
friendliness and confidentiality are tied at the top with 9.5 for male respondents with the lowest scoring question bein
marketing as well.

Female and male score average by question

B Female average score B Male average score

10
9.7
95 95 9595
9494 9.4 9.4
93 93 9.3
: 9.2 9.2 9.2 9.2
9.1 9.1 9.1
9 I 8.9 8.9
8 . .

Feeling safe
Staff friendliness
Professionalis
Feedpe_tck an
opinion
Confidentiality
Service facilitie
Communication
Prescribing servic
Recovery pla
Positive change
Participation
Marketing
Overall satisfactio
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By a@egroup
Most respondents fell into the 389 and40-49 age groups. Due to the 70 and over age group having less than 10
respondents they are not included in the age analysis.

The chart below provides the average score by age group for the overall satisfaction question in the survey. Age grot
should no be compared against each other and looked at individually due to the difference in response numbers.

For graphs showing all question responses by age group, pleasgpsealixB.

Overall satisfaction score average by age group

10 9.9
9.7
9.5 9.5
9.3 9.3
| I I
8

Under 20  20-29 30-39 40-49 50-59 60-69

The table below shows the highestldowest scoring questiaiior each age group. Multiple questions are listed if they
had the same average score.

Age group Highest scoring questisn Lowest scoring questisn

Under 20 Confidentiality Communication

20-29 Staff friendliness Prescribing service
Professionalism Marketing
Confidentiality

30-39 Staff friendliness Marketing

40-49 Staff friendliness Marketing

50-59 Staff friendliness Marketing

60-69 Staff friendliness Marketing
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By sibstanceused

The graph belowncludes respondents who reported using each of the five largest substance gtoapesl, herain,
crack, cocaine and cannatiRespondents reporting multiple substances are included in the average for each substance
reported.

Substances should not berapared directly and looked at individually due to the difference in response numbers. The
graph below provides the average score by substance to the overall satisfaction question in thEaugvaphs
showing all question responses by substance ydedse sedppendixC.

Overal satisfaction score average by substance

10
9.6 9.6
9.3
9.1
9 I
8

Alcohol

Heroin
Crack
Cocaine
Cannabis

The table below shows the highest and lowest scoring questjosubstance. Multiple questions are listed if they had
the same average scoM/hile the lowest score for the cannabis group was prescribing, only 23 out of the 81
respondents provided it a score for prescribing and due to this, the next lowest scoring questions are provided instea

Substance Highest scoring questisn Lowest scong questios
Alcohol Staff friendliness Marketing
Confidentiality
Heroin Staff friendliness Marketing
Crack Staff friendliness Feedback and opinion
Cocaine Confidentiality Communication
Prescribing
Cannabis Staff friendliness Participation
Marketing
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Byactivity garticipation

Respondents often stated that they took part in multiple activities at selickare included in the average for each of

the activities mentioned. Activities should not be compared directly with ether due to the difference in response
numbers.

The graph below provides the average scores by activity for the overall satisfaction question in thE@ugvaghs
showing all question responses by activity participation, pleasépgEandixD.

Overall satisfaction average score by activity (sorted high to low)

10

9.5 9.5 9.5

9.4

9.2
9.1

8

Family and carers suppo
Peer support/mentoring
Group session
Complementary
therapies
Independent group
Counselling
Keywork Session
Social activitie
Housing support
Prescribing
Needle exchang
Education, training o
employment support
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The table below shows the highest and lowest scoring questions by activity. Multiple questions are listed if they had t

same average score.

Activity

Highest scoring questien

Lowest scoring questisn

Education, training or employment support
Family and carers support

Social activities

Needle exchange

Peer support/mentoring
Housing support

Complementary therapies
Independent groups
Counselling

Group sessions
Prescribing
Keywork Sessions

Staff friendliness
Staff friendliness

Staff friendliness
Staff friendliness
Staff friendliness
Staff friendliness
Confidentiality

Staff friendliness
Staff friendliness
Staff friendliness
Confidentiality

Staff friendliness
Staff friendliness
Staff friendliness
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Marketing
Participation
Marketing
Marketing
Participation
Marketing
Participation
Marketing
Marketing
Marketing
Marketing

Marketing

Marketing
Marketing
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Scorefrequency

Allrespondents
For every quantitative question in the survey, the most commonly given score was 10 out of 10 and remained so when Inrblgeagdogender, substances and activities.

The table below shows the frequency of each score given by all respondents to each question. Forl@Gregpendents gave a score of 8 out of 10 to the question about
professionalism. The colour coding showsfits, secondandthird most commonly igen responses, e.g. for the feeling safe questionpthegeshows that the most
respondents gave a score of 10 out of 10,the shows that the second most respondents gave a sc@®euff of 10, and thejreenshows that the third most respondents
gave a score a8 out of 10.

Question Score of 0 Score of 1 Score of 2 Score of 3 Score of 4 Score of 5 Score of 6 Score of 7 Score of 8 Score of 9 Score of 1C
Feeling safe 5 2 1 3 6 30 25 38 109 139 956
Staff friendliness 1 1 1 1 15 10 27 133
Professionalism 2 1 1 1 23 16 47 6 195 886
Feedback and opinion 3 2 5 4 5 37 18 68

Confidentiality 4 1 3 4 1 24 8 35

Service facilities 2 1 1 17 15 51

Communication 5 4 6 2 7 38 28 54

Prescribingervice 6 2 1 4 4 16 17 31

Recovery plan 4 2 5 3 7 29 20 65

Positive changes 4 1 3 6 33 20 79

Participation 3 5 10 9 8 59 30 64

Marketing 15 7 8 10 46 29 77

Overall satisfaction 2 3 1 16 19 45
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This table shows the percentage of respondents who gave eachegpr®.24 of all respondents who answered the question about confidentiality gave it a score of 10 out ¢
10, whereas onl$8.6% of respondents who answered the question almaitketinggave it a score of 10 out of 10.

Least [NNNNNNNNNNNN Most

Question Score of 0 Score of 1 Score of 2 Score of 3 Score of4 Score of 5 Score of 6 Score of 7 Score of 8 Score of 9 Score of 1C
Feeling safe 0.4% 0.2% 0.1% 0.2% 0.5% 2.3% 1.9% 2.9% 8.3% 10.6%
Staff friendliness 0.1% 0.1% 0.1% 0.1% 1.1% 0.8% 2.0% 7.0% 10.1%
Professionalism 0.2% 0.1% 0.1% 0.1% 1.8% 1.2% 3.6% 10.4% 14.9%
Feedback and opinion 0.2% 0.2% 0.4% 0.3% 0.4% 3.0% 1.4% 5.4% 11.2% 11.7%
Confidentiality 0.3% 0.1% 0.2% 0.3% 0.1% 1.9% 0.6% 2.7% 6.3% 8.2%
Service facilities 0.2% 0.1% 0.1% 1.3% 1.2% 4.0% 12.2% 14.3%
Communication 0.4% 0.3% 0.5% 0.2% 0.5% 3.0% 2.2% 4.2% 11.2% 12.5%
Prescribingervice 0.7% 0.2% 0.1% 0.5% 0.5% 2.0% 2.1% 3.8% 10.7% 10.6%
Recovery plan 0.3% 0.2% 0.4% 0.3% 0.6% 2.4% 1.7% 5.5% 13.7% 12.3%
Positive changes 0.3% 0.1% 0.2% 0.5% 2.6% 1.6% 6.2% 13.3% 12.3%
Participation 0.3% 0.4% 0.8% 0.8% 0.7% 5.0% 2.5% 5.4% 11.3% 10.2%
Marketing 1.4% 0.7% 0.7% 0.3% 0.9% 4.3% 2.7% 7.2% 12.3% 10.9%
Overall satisfaction 0.2% 0.2% 0.1% 0.1% 1.2% 1.5% 3.5% 9.7% 12.0%

Document version: 1.08pdated:Thursday, 04 April 2019 Page23of 70



cranstoun #

The following pages present breakdown¥ a O2NB FTNBIljdzSyOe o6& 3ISYRSNE | 3S3: adzadlyOSs I y Rtisfieddiely@i (i ;
GAOGK GKS &adzZlJLl2NI e2dz KIS NBOSAOGSRKQ la ¢Sttt Fta (GKS G201t a0O2NB FTNBIldsSyoe
By gnder
Female

The table below shows the number of scores that were given by female respondents to all quantitative questions addecd tggetier weret92scores of 8 out of 10 given
by female respondents.

The most common score given by female resigmts to all quantitative questions was 10 out of 10. The second most commonly given score was 9 out of 10, and tke third |
commonly given score was 8 out of 10.

Question Score of 0 Score of 1 Score of 2 Score of 3 Score of 4 Score of 5 Score of 6 Scae of 7 Score of 8 Score of 9 Score of 1(
15 9 19 7 27 139 79 197 492 562 3977

0.3% 0.2% 0.3% 0.1% 0.5% 2.5% 1.4% 3.6% 10.2% 72.0%

The table below shows the number of scores that were given by female respondent§irialtfeantitative question on the survey.

All quantitative questions

Question Score of 0 Score of 1 Score of 2 Score of 3 Score of 4 Score of 5 Score of 6 Score of 7 Score of 8 Score of 9 Score of 1C
1 1 9 4 11 28 46 351

0.2% 0.2% 2.0% 0.9% 2.4% 10.2% 77.8%

Overall satisfaction
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Male

The table below shows the number of scores that were given by male respondents to all quantitative questions addecaktggtther werel066scores of 8 out of 10 given
by male respondents.

The most common score given by male respondents to all quantitative questions was 10 out of 10. The second most comrsaory giad out of 10, and the third most
commonly given score w8ut of 10.

Question Score of 0 Score of 1 Score of 2 Scoreof 3 Score of 4 Score of 5 Score of 6 Score of 7 Score of 8 Score of 9 Score of 1(
30 24 26 25 27 228 161 440 1066 1181 6465

0.3% 0.2% 0.3% 0.3% 0.3% 2.4% 1.7% 4.5% 11.0% 12.2% 66.8%

The table below shows the numbersabres that were given by male respondents to the final quantitative question on the survey.

All guantitative questions

Question Score of 0 Score of 1 Score of 2 Score of 3 Score of 4 Score of 5 Score of 6 Score of 7 Score of 8 Score of 9 Score of 1(
1 2 1 7 14 30 93 101 542

0.1% 0.3% 0.1% 0.9% 1.8% 3.8% 11.8% 12.8% 68.5%

Overall satisfaction
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Byagegroup
The table below shows the number of scores that were given by each age group to all quantitative questions addee topgettbier werdb48scores of 8 out of 10 given by
respondents aged 489. Respondents in the 70 and over bracket are not featured due to having less than 10 responses.

All quantitative questions  Score of 0 Score of 1 Score of 2 Score of 3 Score of 4 Scae of 5 Score of 6 Score of 7 Score of 8 Score of 9 Score of 1C

20-29 6 14 1 4 3 28 10 55
30-39 15 10 26 13 28 113 88 213
40-49 18 6 10 5 17 157 93 187
50-59 5 1 5 8 6 48 36 124
60-69 1 2 2 15 12 30

The table below provides thimber of scores given by age group to the overall satisfaction question.

Overall satisfaction Score of 0 Score of 1 Score of 2 Score of 3 Score of 4 Score of 5 Score o6 Score of 7 Score of 8 Score of 9 Score of 1C

oreere
2029 1 2 2 “__
0.3% 0.3% 0.3% 0.3% 1.3% 2.0% 2.3%

4049 8 7 19 ___
5050 1 1 3 N 5 2 | 15 |
0.5% 0.5% 1.4% 3.7%

5060 2 -“_
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Bysubstanceused

The table below shows the number of scores that were given by respondents using the following substances to all qgaesitatisadded togethee.g. there wer86
scores of 8 out of 10 given by regspents using crack.

All quantitative questions Score of 0 Score of 1 Score of 2 Score of 3 Score of 4 Score of 5 Score of 6 Score of 7 Score of 8 Score of 9 Score of 1(
Alcohol 15 6 14 8 16 119 68 198 500 553 4141
Heroin 14 20 24 22 26 181 129 257 720 759 3801
Crack 13 16 12 11 15 124 70 146 286 312 1692
Cocaine 2 1 6 3 14 9 23 732
Cannabis 2 3 2 15 6 39 712

The table below provides the number of scores given by substance to the overall satisfaction question.

Overallsatisfaction Score of 0 Score of 1 Score of 2 Score of 3 Score of 4 Score of 5 Score of 6 Score of 7 Score of 8 Score of 9 Score of 1(
Alcohol 1 1 4 4 11 39 48 369
0.2% 0.2% 0.8% 0.8% 2.3% 10.1% 77.4%
1 1 1 1 7 12 18 57 59 312
Heroin | 57 | 59 | 312 |
0.2% 0.2% 0.2% 0.2% 1.5% 2.6% 3.8% 12.2% 12.6% 66.5%
1 1 1 7 7 11 18 30 135
Crack | 18 | 30 |
0.5% 0.5% 0.5% 3.3% 3.3% 5.2% 14.2% 64.0%
1 2 64
Cocaine ““_
3 7 64
Cannabis _n_
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Byactivity garticipation
The table below shows the number of scores that were given by respondents participating in the following activitientitativquguestions added togethes.g. there were
186scores of 8 out of 10 given by respondents who reported usingeibeéle exchange services.

All quantitative questions Score of C Score of 1 Score of Z Score of & Score of 4 Score of £ Score of € Score of 7 Score of &€ Score of ¢Scoreof 10
Keywork Sessions 30 15 32 20 51 285 204 525 1279 1403 7637
Group sessions 14 3 14 12 21 154 106 270

Needle exchange 2 2 8 5 7 46 24 71

Counselling 12 1 7 10 8 62 67 135

Education, training or employmesiipport 6 1 2 35 28 67

Family and carers support 1 2 21 12 39

Prescribing 20 10 20 17 32 170 124 339

Independent groups 11 4 8 9 10 67 43 129 76 275
Complementary therapies 7 2 7 6 5 53 58 100
Housing support 3 1 3 4 12 70 41 80

Peer support/mentoring 2 4 4 7 37 25 63 46 67

Social activities 3 2 2 4 4 35 26 72 25

The table below provides the number of scores given by substance to the overall satigtaettian.

Overall satisfaction Score of C Score of 1 Score of z Score of Z Score of 4 Score of £ Score of € Score of 7 Score of &€ Score of €Score of 1
1 1 1 12 14 7 100 11 655

0.1% 0.1% 0.1% 1.3% 1.5% 4.0%
6 7 15 5 347

Needle exchange 1 3 6
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Average prsonalresponse

The average personal response is the average score out of 10 for each respondent from their responses to all the
guantitative questions. Overthird of respondents had an average personal score of 10 out of 10, meaning they gave &
score of 10 to every quantitative question they answered.

Number of responses by average personal response

III.29142 2 2 1
B -

9-99 8-89 7-79 6-69 5-59 4-49 3-39 2-29 1-19 0-0.9
Average score range

Number of responses

Standarddeviation

The standard deviation of each question shows the amount of variation among the respbedasger the standard
deviation, the greater the variation in responses

m Standard deviation O Average response score
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Qualitative esults

Methodology

Service user ard cloud

Responses given to the 3 words question were used to create the word cloud. Short phsasgsncesvere left
uncharged. Longer sentences were condensed to the primary topic being discussed as objectively asSeossiides
or text that were offtopic were removed.

3 words

C2NJ GKS |jdzSaidArzy WwttSlIasS 6NAGS o 62 NRE withyhe deikiGmagesd E S a
@2dz FSStQx GKS g2NRa 6SNB O2Y0AYSR IyR O2dzyi SR Cdz €
changed.

Positivechanges

Each response was read, assessed and assigned themes around the positive changes thisesestaied in their
response. The assignment was based on keywords used and the context of their response as objectively as possible

Most helpfulandleasthelpful activities

The most and least helpful questions were closely tied to the activitisgthiee user selected in the activities
demographic question.

Please note that the categorisation of the qualitatiesed data is subjective.
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