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Introduction 
 

The Cranstoun annual service user survey was live at services across Cranstoun from 1 December 2018 through to 28 
February 2019. The survey was comprised of the following questions: 

 

¶ Four demographic questions: Gender, Age, Substance (or Relationship if a carer) and Activities accessed. 

¶ 13 quantitative questions on the performance of the different service areas, scored from 0 (needing a lot of 
improvement), up to 10 (excellent).  

¶ Four qualitative questions ƛƴŎƭǳŘƛƴƎΥ о ǿƻǊŘǎ ǘƘŀǘ ŘŜǎŎǊƛōŜǎ ǘƘŜ ǎŜǊǾƛŎŜ ǳǎŜǊΩǎ ŎƻƴǘŀŎǘ ǿƛǘƘ ǘƘŜ ǎŜǊǾƛŎŜΣ ǇƻǎƛǘƛǾŜ 
changes seen and activities/treatments that are most/least helpful. 

¶ One net promoter question: Would you recommend Cranstoun to others? 

¶ One space for any additional comments. 

 

Across services, the survey was open to all service users in any type of treatment, from drop-ins through to long-term 
structured treatment. This report provides an analysis of the responses from the service users at Cranstoun. 

 

Please see Appendix A for a copy of the survey used for the adult services. While the surveys varied in questions asked by 
type of service, the adult survey was the primary one used. A copy of the survey used for each service is available in the 
service specific reports. 

 

Quality assurance and methodology 
 

Survey validation 

Surveys were considered valid if at least one qualitative or quantitative question was answered. 

 

Surveys that matched any one of the following criteria were considered invalid: 

 

¶ The entire survey was blank 

¶ The survey was unreadable 

¶ No quantitative or qualitative questions were filled out 

¶ There were no useable answers e.g. ticks instead of numerical scores 

 

Data input and validation 

Survey data was collated and entered by hand with the assistance of VBA scripting. While the scripting provided initial 
data validation upon entry, a secondary manual quality pass was completed on entered data. 

 

While every effort was made to minimise the potential for error, there was still a chance of human-error occurring during 
survey interpretation and data entry phases. 

 

Where survey information was unreadable, a best guess was made at what the information should be in the context of 
the sentence and [bracketed]. If not possible, the text was denoted as [illegible].  
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Data categorisation and drug groupings 

Keywords were manually assigned to three of the qualitative questions based on specific words/terms mentioned. The 
keywords were then used to compile frequency counts and results including outcomes, most and least helpful treatments 
and to group responses. 

 

Drugs were grouped into Opiate, Non-opiate, Alcohol, and Alcohol and non-opiate categories based on NDTMS Core 
Dataset O reference documentation. Further groupings were created for analysis as denoted below in the data quality 
and amendments section. 

 

Data quality and amendments 

Data was quality controlled and, in some cases, modified during entry to assist with the analysis. These changes are 
detailed below. 

 

Drug groupings: 

Changes made to the data incluŘŜŘ ǎǇŜŎƛŦƛŎǎ ǎǳŎƘ ŀǎ ŜƴǘŜǊƛƴƎ Ψƴot statedΩ for the substance if it was left blank and 
replacing ΨŘǊƛƴƪΩ with ΨŀlcoholΩ. This provided tighter groupings of substances. wŜǎǇƻƴǎŜǎ ƛƴŎƭǳŘƛƴƎ Ψ{ubutexΩ, 
ΨBuprenorphineΩ and ΨMethadoneΩ were left as is due to being more specific and the responses ΨdrugsΩ ŀƴŘ ΨopiatesΩ ǿŜǊŜ 
ŎƘŀƴƎŜŘ ǘƻ Ψǳnspecified drugΩ and Ψǳnspecified opiateΩ respectively. 

 

Where respondents provided more than one substance that could not be classified (in a NDTMS group) with certainty 
based on that question alone, the response was classified based on all substances mentioned where possible, e.g. 
Ψŀlcohol and drugsΩ was classified as ΨǳncertainΩ as it is not possible to establish whether the drug was opiate or non-
opiate, however, an opiate-type wiǘƘ ŀƴȅ ƻǘƘŜǊ ǿŀǎ ƎǊƻǳǇŜŘ ǳƴŘŜǊ ΨƻpiateΩ. 

 

Several surveys did not have a response in the substance field yet mentioned specific substances or medication in the 
qualitative fields. In these caǎŜǎΣ ǘƘŜ ǎǳōǎǘŀƴŎŜ ǿŀǎ ƭŜŦǘ ŀǎ Ψƴot statedΩ. 

 

Where family members or carers completed the service user survey and answered ΨǎƻƴΩΣ ΨŘŀǳƎƘǘŜǊΩ ŜǘŎΦ in the substance 
field, the substance was grouped under ΨƻǘƘŜǊΩΦ 

 

Spelling and grammar: 

To assist with legibility, 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 be 
rewritten to be grammatically correct, it was left as is to keep the originality of the response. Where smiley faces were 
drawn, they were entered and included in the response data where possible. 

 

Data quality: 

While only applicable to some services, the resulting solution applies to all services: instances of duplication were found 
where it may have been possible that service users completed surveys together, or completed multiple surveys, resulting 
in near identical answers to all the questions. 

 

While these duplicates skew the data, the decision was 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 nature 
of receiving them, it is possible that duplicates may have remained in the prize draw. 
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Condensed question key 
 

The quantitative question text has been condensed in this report for conciseness. Please see the key below for the full 
question asked in the survey. 

 

Full Question Text Condensed Question 

Your experience of when you first made contact with the service. Initial experience 

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

Feeling safe at the service Feeling safe 

Staff friendliness and approachability Staff friendliness 

Staff professionalism and knowledge Professionalism 

Opportunities for feedback and your opinion to be heard Feedback and opinion 

Keeping your information confidential and discreet Confidentiality 

Service facilities - e.g. whether it is clean, easy to access, well equipped etc. Service facilities 

Communication with service - e.g. by phone, letter, email, SMS etc. Communication 

Managing your prescribing needs e.g. Subutex, Physeptone etc. Prescribing service 

Developing your Recovery Plan and supporting your goals Recovery plan 

Helping you make positive changes in your life Positive changes 

Are you able to participate in everything you would like to at the service? Participation 

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

Overall, how satisfied are you with the support you have received at the service? Overall satisfaction 

 

 

 

 

 

 



 

 

Document version: 1.03. Updated: Thursday, 04 April 2019 Page 7 of 70 
 

 Key Results  

   

   

   

   

Highest scoring question: 

 

Staff friendliness 

Scored: 9.6 
 

Most commonly given quantitative score: 
 

10 out of 10 

Lowest scoring question: 

 

Marketing 

Scored: 8.8 
 

Respondent gender distribution: 

 

Female (35%) 

Male (61%) 

Total amount of survey responses received: 

1348 
across 15 services 

 

Respondent ages: 
 

7 to 79 

Average age: 42 
 

Most helpful treatments or activities: 
 

1. Keywork sessions 
2. Group sessions 
3. Prescribing 

Top 3 words to describe Cranstoun services: 

1. Safe 
2. Happy 
3. Supported 

Most common positive outcomes: 

1. Abstinence 
2. Less use 
3. Prescription 

 

Respondent distribution: 
 

¶ 34 YP substance misuse 

¶ 39 families and carers 

¶ 1275 adult substance misuse 

Top three substances reported: 
 

1. Alcohol (37%) 
2. Heroin (36%) 
3. Crack (16%) 

  

97.7% 
Recommend the service.1 

 

 

1 90.3% when including blank answers given to ǘƘŜ ǉǳŜǎǘƛƻƴ Ψ²ƻǳƭŘ ȅƻǳ ǊŜŎƻƳƳŜƴŘ /Ǌŀƴǎǘƻǳƴ ǘƻ ƻǘƘŜǊǎΚΩ 
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Survey responses 
 

Response counts 

We received 1348 completed surveys from service users across Cranstoun services this year. 15 services took part in the 
survey. The list of services included 4 young ǇŜƻǇƭŜΩǎ ǎǳōǎǘŀƴŎŜ ƳƛǎǳǎŜ ǎŜǊǾƛŎŜǎΣ н ǊŜǎƛŘŜƴǘƛŀƭ ǎŜǊǾƛŎŜǎΣ м ǎǳǇǇƻǊǘŜŘ 
housing service, 1 family and carers service, 1 dedicated family and carers team and 7 adult community substance misuse 
services. 

 

 
 

Only 6 surveys were invalidated due to having no qualitative or quantitative answers. The invalidated surveys are not 
included in the totals above. Please note that Ritherdon Road and West Hill are considered as one service. 

 

 

 

3 (0.1%)

6 (0.2%)

11 (0.4%)

12 (0.4%)

13 (0.5%)

13 (0.5%)

18 (0.7%)

21 (0.8%)

38 (1.4%)

50 (1.9%)

123 (4.6%)

128 (4.7%)

247 (9.2%)

256 (9.5%)

409 (15.2%)

Switch Bucks

Swanswell Worcestershire YP

Ritherdon Road & West Hill

Switch Dudley

City Roads

Switch Sutton

Pavilions FACT

East Sussex FACT

Swanswell West Berkshire

Resilience

Swanswell Worcestershire

Inspire Sutton

Pavilions

IRiS Reading

Cranstoun Sandwell

Surveys Received 2018/19:
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Proportion of service users surveyed 

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

 

The greater the sample size surveyed, the more the survey can be said to be applicable to the population. Service 
population figures were either retrieved from the case management system for that service or from the service directly 
either via the data lead or service manager. 

 

Service Surveys received 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 409 1829 22% 

Total 1348 9093 15% 
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Survey demographics 
 

Some optional personal details were elicited from respondents, providing: 

 

¶ 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. 
 

¶ An understanding whether the survey results differ for any groups of respondents e.g. whether younger people 
show greater satisfaction with services than older people do. 

 

Gender distribution 

Compared to the proportion of service users in services 
during the survey period, the female and male respondent 
proportions match relatively closely. 

 

Cranstoun services saw a 31% to 68% split for female and 
male respondents respectively, thus the female population 
is slightly over represented and male under-represented. 

 

Respondents were able to provide any answer to this 
question and 2 respondents provided a non-binary gender, 
with 56 not providing an answer. 

 
 

Age distribution 

The respondent age group proportions are remarkably like 
those seen in services, with just the 20-29 group slightly 
under-represented 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% 
 

 
 

 

Not 
stated

56
4.2%

Female
474

35.2%

Male
816

60.5%

Other
2

0.1%

Response count by gender

37
(2.7%)

119
(8.8%)

412
(30.6%)

395
(29.3%)

221
(16.4%)

77
(5.7%)

8
(0.6%)

Under
20

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

Response count by age group
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Substances 

The graph below displays the top 5 substances used as reported by the survey respondents. Respondents reporting more 
than one substance appear in each of the ǊŜǇƻǊǘŜŘ ǎǳōǎǘŀƴŎŜΩǎ count. 

 

 
 

124 respondents did not provide an answer and the remaining substances with more than 1 respondent reporting are 
listed in the table below. Respondents who stated they were seeking treatment for Methadone, Subutex or any other 
opiate substitute medication are grouped in the opiate category. 

 

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 

 

81 (6%)

86 (7%)

221 (17%)

479 (37%)

496 (38%)

Cannabis

Cocaine

Crack

Heroin

Alcohol

Top substances reported
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When grouping the reported substances into the 
four categories of opiate, non-opiate, alcohol, 
and alcohol and non-opiate, most respondents 
fall into the opiate group at 43%. 

 

The numbers are reflective of those in services 
during the survey period, with the opiate, non-
opiate, and alcohol and non-opiate groups 
slightly under-represented as can be seen in the 
table below. 

 

Substance group All services % 

Opiate 47% 

Non-opiate 11% 

Alcohol 28% 

Alcohol & non-opiate 9% 
  
 

FACT service users were asked what relationship (instead of substance) they were seeking support for. Please see the 
service-specific reports for the services for further details. 

 

 

 

 

Alcohol and 
non-opiate

5%

Non-opiate
8%

Not 
stated/Unce
rtain 16%

Alcohol28%

Opiate43%
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Activities 

The graph below shows the number of respondents reporting taking part in each activity. Many respondents reported 
taking part in multiple activities and are represented in each activity they reported. FACT respondents and some services 
had slightly different activities listed and are not included in the graph above. The service-specific reports should be used 
for the details on the activities surveyed for each of the services. 

 

 
 

75 (5.6%)

76 (5.6%)

91 (6.8%)

108 (8%)

124 (9.2%)

138 (10.2%)

188 (13.9%)

211 (15.7%)

261 (19.4%)

499 (37%)

539 (40%)

965 (71.6%)

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

Activities reported counts
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Quantitative results 
 

Introduction 

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

 

Average responses 

The mean average 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 scores were given 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 activity 
participation. 

 

Average personal response 

The average personal response shows the average score out of 10 for each respondent from their responses to all the 
quantitative questions. This measure can be used to find out how respondents scored services across the board, e.g. how 
many respondents 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 question. Like score frequency, 
it can be used to give more detail into the distribution of survey results. 

 

Standard deviation is given for all respondents. 
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Quantitative response counts 
 

Some questions were given fewer responses because they were 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 for feedback and your opinion to be heard 1248 

Keeping your information confidential and discreet 1275 

Service facilities - e.g. whether it is clean, easy to access, well equipped etc. 1283 

Communication with service - e.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 to at Cranstoun? 1182 

Marketing ς e.g. information available via the website, leaflets, posters, etc. 1067 

Overall, how satisfied are you with the support you have received at Cranstoun? 1297 
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Average responses 
 

All respondents 

On average 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. 
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By gender 

Apart from the feeling safe and confidentiality questions, female respondents provided a higher average score than male 
respondents for all the quantitative questions. 

 

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

Most respondents fell into the 30-39 and 40-49 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 groups 
should not 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, please see Appendix B. 

 

 
 

The table below shows the highest and lowest scoring questions for each age group. Multiple questions are listed if they 
had the same average score. 

 

Age group Highest scoring questions Lowest scoring questions 

Under 20 Confidentiality Communication 

20-29 Staff friendliness 

Professionalism 

Confidentiality 

Prescribing service 

Marketing 

30-39 Staff friendliness Marketing 

40-49 Staff friendliness Marketing 

50-59 Staff friendliness Marketing 

60-69 Staff friendliness Marketing 

 

 

9.9

9.5

9.3 9.3

9.5

9.7

8

9

10

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

Overall satisfaction score average by age group
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By substance used 

The graph below includes respondents who reported using each of the five largest substance groups: alcohol, heroin, 
crack, cocaine and cannabis. Respondents reporting multiple substances are included in the average for each substance 
reported. 

 

Substances should not be compared 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 the survey. For graphs 
showing all question responses by substance used, please see Appendix C. 

 

 
 

The table below shows the highest and lowest scoring questions by substance. Multiple questions are listed if they had 
the same average score. While 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 instead. 

 

Substance Highest scoring questions Lowest scoring questions 

Alcohol Staff friendliness 

Confidentiality 

Marketing 

Heroin Staff friendliness Marketing 

Crack Staff friendliness Feedback and opinion 

Cocaine Confidentiality Communication 

Prescribing 

Cannabis Staff friendliness Participation 

Marketing 
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By activity participation 

Respondents often stated that they took part in multiple activities at services and are included in the average for each of 
the activities mentioned. Activities should not be compared directly with each other due to the difference in response 
numbers. 

 

The graph below provides the average scores by activity for the overall satisfaction question in the survey. For graphs 
showing all question responses by activity participation, please see Appendix D. 
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The table below shows the highest and lowest scoring questions by activity. Multiple questions are listed if they had the 
same average score. 

 

Activity Highest scoring questions Lowest scoring questions 

Education, training or employment support Staff friendliness Marketing 

Family and carers support Staff friendliness Participation 

Marketing 

Social activities Staff friendliness Marketing 

Needle exchange Staff friendliness Participation 

Peer support/mentoring Staff friendliness Marketing 

Housing support Staff friendliness 

Confidentiality 

Participation 

Marketing 

Complementary therapies Staff friendliness Marketing 

Independent groups Staff friendliness Marketing 

Counselling Staff friendliness 

Confidentiality 

Marketing 

Group sessions Staff friendliness Marketing 

Prescribing Staff friendliness Marketing 

Keywork Sessions Staff friendliness Marketing 
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Score frequency 
 

All respondents 

For every quantitative question in the survey, the most commonly given score was 10 out of 10 and remained so when broken down by age, gender, substances and activities. 

 

The table below shows the frequency of each score given by all respondents to each question. For example, 136 respondents gave a score of 8 out of 10 to the question about 
professionalism. The colour coding shows the first, second and third most commonly given responses, e.g. for the feeling safe question, the orange shows that the most 
respondents gave a score of 10 out of 10, the blue shows that the second most respondents gave a score of 9 out of 10, and the green shows that the third most respondents 
gave a score of 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 Score of 7 Score of 8 Score of 9 Score of 10 

Feeling safe 5 2 1 3 6 30 25 38 109 139 956 

Staff friendliness 1 1   1 1 15 10 27 92 133 1041 

Professionalism 2 1 1   1 23 16 47 136 195 886 

Feedback and opinion 3 2 5 4 5 37 18 68 140 146 820 

Confidentiality 4 1 3 4 1 24 8 35 80 105 1010 

Service facilities   2 1 1   17 15 51 157 184 855 

Communication 5 4 6 2 7 38 28 54 143 160 835 

Prescribing service 6 2 1 4 4 16 17 31 87 86 559 

Recovery plan 4 2 5 3 7 29 20 65 163 147 746 

Positive changes 4 1 3   6 33 20 79 168 156 797 

Participation 3 5 10 9 8 59 30 64 133 121 740 

Marketing 15 7 8 3 10 46 29 77 131 116 625 

Overall satisfaction 2 3 1 1   16 19 45 126 156 928 
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This table shows the percentage of respondents who gave each score, e.g. 79.2% of all respondents who answered the question about confidentiality gave it a score of 10 out of 
10, whereas only 58.6% of respondents who answered the question about marketing gave it a score of 10 out of 10. 

 

Least   Most 

 

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 10 

Feeling safe 0.4% 0.2% 0.1% 0.2% 0.5% 2.3% 1.9% 2.9% 8.3% 10.6% 72.8% 

Staff friendliness 0.1% 0.1% 
 

0.1% 0.1% 1.1% 0.8% 2.0% 7.0% 10.1% 78.7% 

Professionalism 0.2% 0.1% 0.1% 
 

0.1% 1.8% 1.2% 3.6% 10.4% 14.9% 67.7% 

Feedback and opinion 0.2% 0.2% 0.4% 0.3% 0.4% 3.0% 1.4% 5.4% 11.2% 11.7% 65.7% 

Confidentiality 0.3% 0.1% 0.2% 0.3% 0.1% 1.9% 0.6% 2.7% 6.3% 8.2% 79.2% 

Service facilities 
 

0.2% 0.1% 0.1% 
 

1.3% 1.2% 4.0% 12.2% 14.3% 66.6% 

Communication 0.4% 0.3% 0.5% 0.2% 0.5% 3.0% 2.2% 4.2% 11.2% 12.5% 65.1% 

Prescribing service 0.7% 0.2% 0.1% 0.5% 0.5% 2.0% 2.1% 3.8% 10.7% 10.6% 68.8% 

Recovery plan 0.3% 0.2% 0.4% 0.3% 0.6% 2.4% 1.7% 5.5% 13.7% 12.3% 62.6% 

Positive changes 0.3% 0.1% 0.2% 
 

0.5% 2.6% 1.6% 6.2% 13.3% 12.3% 62.9% 

Participation 0.3% 0.4% 0.8% 0.8% 0.7% 5.0% 2.5% 5.4% 11.3% 10.2% 62.6% 

Marketing 1.4% 0.7% 0.7% 0.3% 0.9% 4.3% 2.7% 7.2% 12.3% 10.9% 58.6% 

Overall satisfaction 0.2% 0.2% 0.1% 0.1% 
 

1.2% 1.5% 3.5% 9.7% 12.0% 71.5% 

 

 



 
 

Document version: 1.03. Updated: Thursday, 04 April 2019 Page 24 of 70 
 

The following pages present breakdowns ƻŦ ǎŎƻǊŜ ŦǊŜǉǳŜƴŎȅ ōȅ ƎŜƴŘŜǊΣ ŀƎŜΣ ǎǳōǎǘŀƴŎŜΣ ŀƴŘ ŀŎǘƛǾƛǘƛŜǎΦ ¢ƘŜȅ ŀƭƭ ǳǎŜ ǘƘŜ Ŧƛƴŀƭ ǉǳŜǎǘƛƻƴ ƻƴ ǘƘŜ ǎǳǊǾŜȅΣ ΨhǾŜǊŀƭƭΣ Ƙƻǿ ǎŀtisfied are you 
ǿƛǘƘ ǘƘŜ ǎǳǇǇƻǊǘ ȅƻǳ ƘŀǾŜ ǊŜŎŜƛǾŜŘΚΩ ŀǎ ǿŜƭƭ ŀǎ ǘƘŜ ǘƻǘŀƭ ǎŎƻǊŜ ŦǊŜǉǳŜƴŎȅ ŦǊƻƳ ŀƭƭ ǉǳŀƴǘƛǘŀǘƛǾŜ ǉǳŜǎǘƛƻƴǎΦ 

 

By gender 

Female 

The table below shows the number of scores that were given by female respondents to all quantitative questions added together, e.g. there were 492 scores of 8 out of 10 given 
by female respondents.  

 

The most common score given by female respondents to all quantitative questions was 10 out of 10. The second most commonly given score was 9 out of 10, and the third most 
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 Score of 7 Score of 8 Score of 9 Score of 10 

All quantitative questions 
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% 8.9% 10.2% 72.0% 

 

The table below shows the number of scores that were given by female respondents to the final quantitative question on the survey. 

 

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 10 

Overall satisfaction 
  1 1     9 4 11 28 46 351 

  0.2% 0.2%     2.0% 0.9% 2.4% 6.2% 10.2% 77.8% 
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Male 

The table below shows the number of scores that were given by male respondents to all quantitative questions added together, e.g. there were 1066 scores 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 commonly given score was 9 out of 10, and the third most 
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 Score of 7 Score of 8 Score of 9 Score of 10 

All quantitative questions 
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 number of scores that were given by male respondents to the final quantitative question on the survey. 

 

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 10 

Overall satisfaction 
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% 
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By age group 

The table below shows the number of scores that were given by each age group to all quantitative questions added together, e.g. there were 548 scores of 8 out of 10 given by 
respondents aged 40-49. 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 Score of 5 Score of 6 Score of 7 Score of 8 Score of 9 Score of 10 

Under 20  1  1       7 2 11 17 35 346 

20-29 6 14 1 4 3 28 10 55 111 124 1074 

30-39 15 10 26 13 28 113 88 213 557 586 3344 

40-49 18 6 10 5 17 157 93 187 548 607 2996 

50-59 5 1 5 8 6 48 36 124 248 287 1768 

60-69   1 2 2   15 12 30 75 102 617 

 

The table below provides the number 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 of 6 Score of 7 Score of 8 Score of 9 Score of 10 

Under 20 
              1    2 33 

              2.7%    5.5% 91.6% 

20-29 
  1       2   2 6 14 87 

  0.9%       1.8%   1.8% 5.4% 12.5% 77.7% 

30-39 
1 1 1 1   5 8 9 53 45 276 

0.3% 0.3% 0.3% 0.3%   1.3% 2.0% 2.3% 13.3% 11.3% 69.0% 

40-49 
          8 7 19 45 45 256 

          2.1% 1.8% 5.0% 11.8% 11.8% 67.4% 

50-59 
  1       1 3 8 13 32 157 

  0.5%       0.5% 1.4% 3.7% 6.0% 14.9% 73.0% 

60-69 
              2 4 9 59 

              2.7% 5.4% 12.2% 79.7% 



 
 

Document version: 1.03. Updated: Thursday, 04 April 2019 Page 27 of 70 
 

By substance used 

The table below shows the number of scores that were given by respondents using the following substances to all quantitative questions added together, e.g. there were 286 
scores of 8 out of 10 given by respondents 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 10 

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 87 120 732 

Cannabis 2   3   2 15 6 39 77 97 712 

 

The table below provides the number of scores given by substance 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 of 6 Score of 7 Score of 8 Score of 9 Score of 10 

Alcohol 
1 1       4 4 11 39 48 369 

0.2% 0.2%       0.8% 0.8% 2.3% 8.2% 10.1% 77.4% 

Heroin 
1 1 1 1   7 12 18 57 59 312 

0.2% 0.2% 0.2% 0.2%   1.5% 2.6% 3.8% 12.2% 12.6% 66.5% 

Crack 
1 1   1   7 7 11 18 30 135 

0.5% 0.5%   0.5%   3.3% 3.3% 5.2% 8.5% 14.2% 64.0% 

Cocaine 
          1   2 6 8 64 

          1.2%   2.5% 7.4% 9.9% 79.0% 

Cannabis 
              3 7 6 64 

              3.8% 8.8% 7.5% 80.0% 
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By activity participation 

The table below shows the number of scores that were given by respondents participating in the following activities to all quantitative questions added together, e.g. there were 
186 scores of 8 out of 10 given by respondents who reported using the needle exchange services. 

 

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 10 

Keywork Sessions 30 15 32 20 51 285 204 525 1279 1403 7637 

Group sessions 14 3 14 12 21 154 106 270 633 640 3957 

Needle exchange 2 2 8 5 7 46 24 71 186 169 836 

Counselling 12 1 7 10 8 62 67 135 311 328 2193 

Education, training or employment support 6 1 3 2 2 35 28 67 129 82 550 

Family and carers support 3 1 2 2 2 21 12 39 69 81 639 

Prescribing 20 10 20 17 32 170 124 339 785 936 4246 

Independent groups 11 4 8 9 10 67 43 129 276 275 1663 

Complementary therapies 7 2 7 6 5 53 58 100 238 301 1459 

Housing support 3 1 3 4 12 70 41 80 186 200 1039 

Peer support/mentoring 2   4 4 7 37 25 63 146 167 1011 

Social activities 3 2 2 4 4 35 26 72 125 125 693 

 

The table below provides the number of scores given by substance 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 of 6 Score of 7 Score of 8 Score of 9 Score of 10 

Keywork Sessions 
1 1   1   12 14 37 100 111 655 

0.1% 0.1%   0.1%   1.3% 1.5% 4.0% 10.7% 11.9% 70.3% 

Group sessions 
          6 7 15 45 61 347 

          1.2% 1.5% 3.1% 9.4% 12.7% 72.1% 

Needle exchange 

 

          1 3 6 18 11 67 

          0.9% 2.8% 5.7% 17.0% 10.4% 63.2% 
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Counselling 
  1   1   3 4 12 26 22 182 

  0.4%   0.4%   1.2% 1.6% 4.8% 10.4% 8.8% 72.5% 

Education, training or employment support 
          3 2 5 9 7 45 

          4.2% 2.8% 7.0% 12.7% 9.9% 63.4% 

Family and carers support 
          1   3 9 4 56 

          1.4%   4.1% 12.3% 5.5% 76.7% 

Prescribing 
1   1 1   6 11 24 58 80 344 

0.2%   0.2% 0.2%   1.1% 2.1% 4.6% 11.0% 15.2% 65.4% 

Independent groups 
          2 3 11 22 23 143 

          1.0% 1.5% 5.4% 10.8% 11.3% 70.1% 

Complementary therapies 
          2 4 9 12 28 127 

          1.1% 2.2% 4.9% 6.6% 15.4% 69.8% 

Housing support 
          4 2 7 11 17 90 

          3.1% 1.5% 5.3% 8.4% 13.0% 68.7% 

Peer support/mentoring 
          1 5 3 7 15 88 

          0.8% 4.2% 2.5% 5.9% 12.6% 73.9% 

Social activities 
          2 2 4 8 13 59 

          2.3% 2.3% 4.5% 9.1% 14.8% 67.0% 
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Average personal response 
 

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

 

 
 

Standard deviation 
 

The standard deviation of each question shows the amount of variation among the responses. The larger the standard 
deviation, the greater the variation in responses. 
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Qualitative results 
 

Methodology 

 

Service user word cloud 

Responses given to the 3 words question were used to create the word cloud. Short phrases or sentences were left 
unchanged. Longer sentences were condensed to the primary topic being discussed as objectively as possible. Sentences 
or text that were off-topic were removed. 

 

3 words 

CƻǊ ǘƘŜ ǉǳŜǎǘƛƻƴ ΨtƭŜŀǎŜ ǿǊƛǘŜ о ǿƻǊŘǎ ƛƴ ǘƘŜ ōƻȄŜǎ ōŜƭƻǿ ǘƘŀǘ ōŜǎǘ ŘŜǎŎǊƛōŜ Ƙƻǿ ȅƻǳǊ ŎƻƴǘŀŎǘ with the service makes 
ȅƻǳ ŦŜŜƭΩΣ ǘƘŜ ǿƻǊŘǎ ǿŜǊŜ ŎƻƳōƛƴŜŘ ŀƴŘ ŎƻǳƴǘŜŘΦ Cǳƭƭ ǎŜƴǘŜƴŎŜǎ ƛƴ ǘƘŜǎŜ ŦƛŜƭŘǎ ǿŜǊŜ ƭŜŦǘ ŀǎ ƛǎ ŀƴŘ ƴƻ ǿƻǊŘǎ ǿŜǊŜ 
changed. 

 

Positive changes 

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

 

Most helpful and least helpful activities 

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

 

Please note that the categorisation of the qualitative-based data is subjective. 
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Service user word cloud 

 
 

 




































































