Guidance to sheltered housing support providers regarding the attached sheltered housing tenant self-assessment questionnaire
The aim of this questionnaire is to capture the perceived benefits and outcomes of living in sheltered housing, measuring and tracking them over time – providing some quantitative evidence to commissioners and funders in the process.  
The questionnaire has been through an extensive consultation process and has been piloted by 100 tenants from 8 sheltered housing organisations. The following guidance on the use of the questionnaire and the interpretation of results is based on the feedback we received during consultation and piloting and on some of the misunderstandings about the questionnaire by providers:

1. Self-assessments are subjective, and the results for individuals, schemes and providers will simply be “can-openers” of trends and not highly scientific proof.  Sometimes (for example, when the tenant is in poor health), the results for an individual will reflect factors other than of the quality of service.

2. We suggest that you carry out your own “reality checks” on an occasional basis to check that responses have been collated correctly.

3. The questionnaire should be carefully amended by each provider by:

a. inserting the name of the organisation where indicated (including in questions 9, 10, 11)

b. correcting the job titles of staff etc in all the places indicated

c. adding in explanations/definitions  of terms such as “support” as necessary

d. altering the form for use with prospective tenants – see  footnote number 1.

4. Some tenants in our pilot stated that they would have preferred “yes” or “no” options. The five point scale for each question is to identify a greater range of outcomes than a yes/no format would achieve.

5. The key to tenants understanding the questionnaire and its methodology is verbal explanation of the purpose of the questionnaire ie to enable providers to track and measure changes over time. Verbal explanation of the tool, perhaps in a coffee morning or scheme meeting, could also help to identify misunderstandings of the meaning of some questions.

6. This tool can be used either concurrently with support plans or separately. It is not intended to replace the support plan which contains valuable qualitative data.  The distinction from the support plan is that quantitative data can be obtained from the tool, on an individual, scheme and provider basis, forming the opportunity to benchmark. 

7. Providers are of course at liberty to amend the questions but we suggest caution in making significant and/or many changes due to the likely discrepancies with the spreadsheet and due to the consequent restrictions on the potential for benchmarking.
8. Scheme managers should be advised that research indicates that direct providers of support and care services are not ideal to administer satisfaction surveys due to the “gratitude effect”.   Some front-line staff and tenants will wish to complete these surveys together, but steps should be taken to discourage this.   The question on the survey which asks whether the form was completed alone or with assistance will help providers to assess the extent of bias created by staff assistance.
The questionnaire was commissioned in 2005 by the ODPM and ERoSH and devised by Imogen Parry, sheltered housing consultant. The spreadsheet was devised by Antony Howarth of Ridgeway Associates.  Please email us at imogen.parry@btopenworld.com or antony@ridgeway-associates.com with any queries. Email Imogen for a copy of the summary of feedback to the pilot.
Many thanks to everyone who helped with the consultation and pilots.
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