Report On Recent Research Activity
Firstly, I would like to thank all of our members on behalf of LINk who have completed the Members’ Interest Survey.  So far, our response rate stands at 66% which is tremendous in light of the fact it has been available for only six weeks.  I would also like to congratulate Ciselyn Alexander and Maria Goodwin in winning our Members’ Interest Survey Westfield Vouchers, and would like to invite the rest of our members to continue to complete the survey as the information you provide will contribute to developing the researcher’s role within Derby LINk.  After analysis, the data will be used to direct any information we may receive at LINk in a more efficient manner, instead of inundating our members with information which doesn’t hold any interest for them, the survey results will enable us to direct information on issues relating to health and social care within the city in a more individualised approach.  Also, it will enable the LINk team to provide opportunities for our members to participate in consultation work around the city which they feel they would like to be directly involved with.

In regard to our Enter And View Visits, in light of the first study, the research process has been altered slightly to overcome obstacles that were encountered by our volunteers during the visit.  Firstly, in order to differentiate between that study and the ones in the future, LINk has decided to rebrand them as Care Home Visits, allowing for staff members and volunteers to visit the homes and work together in order to obtain experiences of care.  The main difference this will entail is a larger amount of preparation and publicity work before each visit, an issue noted by the volunteers who participated in the pilot study.  This will include distributing posters and leaflets to Care and Residential Homes within the city advertising our aims and meeting with the Care Home Manager and staff before the visit, explaining our purpose and introducing the new Dignity In Care DVD provided by The Department Of Health.  The survey format has been altered slightly in order for the questions to become more informal, using easy read techniques to overcome communication problems, and they will be conducted in groups of residents to ease their apprehension, much like group interviews or focus groups, with the opportunity for residents to choose to provide comments individually if they so wish.  Also, a survey for staff members will be designed for them to contribute their comments to health and social care services.  And finally, the relatives’ surveys will be displayed at the Care and Residential Homes for three months with self addressed envelopes, for relatives to take away and complete in their own time.  The proposed next visit will be in the week commencing 26 April.  

After consideration, in regards to The City Wide Research Project, it has been decided that a more general approach to the survey would be beneficial to the city.  The survey will be open to all people living and working in Derby, asking for their views in regard to access to services, quality of care received and any issues or concerns.  This broader outlook will provide opportunity to gather data on a wide range of issues that directly affect those who use health and social care services within the city.  And as a consequence of this, after analysis, could be developed by the use of focus groups to explore thematic issues further.  In order to reach out to members of the public, it has been decided that rather than contract out to a research organisation, it could be worth our while contacting The University Of Derby and providing research students with opportunities to become involved in the research process.  Volunteer researchers will be recruited through an event at the main campus and lecture visits to appropriate departments.  It is proposed that this project will commence during the summer.

Also, since the last research report, I have been looking into the last year’s PALS reports.  The PALS Service in Derby provides information and confidential advice to the public regarding local health and social care services.  They liaise between service users and staff, obtaining feedback to resolve any issues or concerns, encourage staff to develop a culture of listening to service users, enable people to access the complaints system and improve the services delivered overall.  Over a period of six months in 2009, from July to December PALS received1,945 calls from service users in Derby.  Out of a sample provided by the NHS, the majority of issues (49%) were surrounding concerns with reception staff at health and social care services, these included issues regarding their attitude towards service users, issues contacting reception staff, issues regarding making appointments, communication from reception staff and mistakes made by reception staff.  The next most common issue (29%) was that concerning GP’s and hospital staff, including their attitude towards service users, their work ethic, breach of confidentiality and human error.  The third most common issue (14%) found by PALS was an overall provision of bad service, these issues included waiting times for appointments, and issues of not receiving medication when required because of unavailable prescription staff.  The next most common issue (4%) in Derby was the attitude of staff at local pharmacies.  And the final two most common issues (2% each) were services provided by Dentists and Care Homes.  This information will be used by LINk to support a bid within the city with the idea of running customer service and dealing with difficult people training for front line health and social care staff.
Thank You,

Jessica Davies.

