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Introduction 
 

STEPS is dedicated to ensuring it provides a quality service for all of its users. In order 

to achieve this, the service adheres to a quality assurance framework which states 
that all service users should be given the opportunity to appraise the service they 

receive; one of the ways in which this is accomplished is in the form of a satisfaction 
survey distributed at the end of every intervention. The results from the surveys are 
not purely used to benchmark service user satisfaction, but also to celebrate and learn 

from areas of good practice and identify areas in need of further improvement.  

The following report illustrates the customer satisfaction survey responses received 

between January 2016 and December 2016, for the service as a whole and broken 
down per areas for additional comments.  

Overall during the 12 month period STEPS closed 1925 completed interventions, of 

these Service users, 1144 returned surveys, equating to a return rate of 59%.  Of 
these  95% agreed to have been satisfied with the level of care and support provided 

during their time with STEPS and 88% felt they could do more for themselves since 
their STEPS intervention. 

Where individuals were not satisfied with the service and/or made comments for 

improvements these were investigated and responded to appropriately.   

The most common comments made for not being satisfied with the service were in 

relation to the service provision coming to an end where the Service user would have 
preferred to stay with STEPS for ongoing services. There were also comments made 
relating to consistency of visit times and staff members which is a priority for the 

service going forward which had been impacted in some areas due to the need to 
share resources across STEPS and CORCARE.  

The most frequent suggestion for service improvements was in relation to being 
clearer on expectations for the service in the beginning and to ensure this is 

addressed even before a referral is made to the service, Senior managers have 
devised a new Referrer checklist tool which will assist professionals when considering 
a referral to ensure it is appropriate and that all of the relevant information is 

discussed with Service users prior to the service starting.   

Overall, the vast majority of additional comments received were extremely 

complimentary in nature and it would appear that most Service users who have 
received the service are very happy with it and, in particularly, with the Support staff 
involved in delivering it.  The most frequent comments of this nature reflected that 

overall Service users have found both STEPS worker and Team Leaders to be 
respectful, professional, caring and compassionate which is a real credit to the service 

and to those delivering it.   
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Section 1 – Service user Information 
 

Team: 

 

 
 

 

 
 

 

 

Gender:  

 

 

 
 

 
 

Liskeard Bodmin Camborne St Austell Truro Penzance Total

Returns Per Area 241 195 198 161 191 158 1144

Team

Male Female

362 782

Gender
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Age Range:  

 
 

 

 
 

 

 

 

 

 

 

 

 

 

 

  

Under 18 18-64 65-74 75-84 85+ No Response Total

0 70 177 481 416 0 1144

Age Group

Under 18 
0% 

18-64 
6% 

65-74 
16% 

75-84 
42% 

85+ 
36% 

Age Group 
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Section 2 – As the service started:  
 

 

 

 

 

 

 

 

 

Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

60 158 142 497 263 24

I knew what to expect from STEPS before it started

Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

22 83 103 587 323 26

I was clear about the aims & objectives of the STEPS service from the beginning
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Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

9 37 82 608 382 26

I was clear what my personal goals were & how STEPS would support and work with me 

to reach these from the beginning of the service
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During the Service: 
 

 

 

Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

5 7 50 587 469 26

I felt fully involved throughout the delivery of my reablement package
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Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

1 2 27 500 578 36

The STEPS workers encouraged me to do things for myself but supported me when I 

needed extra help at times 
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Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

8 57 104 547 398 30

The service was able to accommodate my preferred visit times
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Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

1 3 6 359 758 17

The STEPS workers and Team Leaders always treated me and my home with respect
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Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

2 1 7 399 713 22

The STEPS workers & Team Leaders appeared well trained and were competent in 

supporting me
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After the Service: 
 

 

 

 

 

Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

6 26 82 467 537 26

I feel I am able to do more things for myself since completing my time with the STEPS 

service
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Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

4 17 107 484 493 39

My confidence in my own abilities has increased since completing my time with STEPS
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Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

0 2 9 349 736 48

Overall I am satisfied with the quality of care & support I received from STEPS
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Strongly 

Disagree Disagree

Neither agree or 

disagree Agree Strongly Agree No Response

5 22 88 480 514 35

Overall I feel I have achieved the outcomes or goals agreed at the start of the service
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Additional Comments: 
 

Bodmin 

 I was very pleased with the Service I received and all the nurses were polite and 

treated me with respect. 

 I am absolutely amazed at how excellent the Steps Team are.  They have gone well 

above my expectations.  ALL team members have been brilliant.  This is truly a 

worthwhile team and money well spent. 

 The Steps Team were professional, kind and a pleasure to have to help in every way 

they could. Giving patience and encouragement in every way for forwarding on health 

improvement so thank you one and all. 

 Would have appreciated if PM call could have been later in evening say 9 PM instead 

of 7PM. 

 Initial outcomes and goals were not all agreed by me, but the liaison with my 

daughter was good.  We found out about Steps from a friend who nurses in 

Oxfordshire.  Information on discharge from hospital would have been useful. 

 I would like to say that if it was not for the cheerfulness of the girls attention and 

encouragement I would not have achieved my goal to getting back on my scooter as 

well as I have.  It was all done with cheerfulness.  I am not much for working these 

things but I would like to say a very sincere thank you to the Steps management, the 

girls and staff and all those involved in my treatment. A very sincere to you all.  

Thank you. 

 I would like to say all the carers and physiotherapists have been wonderful in fact we 

looked forward to their visits; they were the only people we saw for days. Thank you 

so much for all your help and kindness. 

 Satisfied with Steps.  All I had done was feet and legs washed and stocking on.  The 

ladies have been excellent. 

 The Bodmin Team I found to be excellent, not the slightest doubt about any of them.  

They were most kind and helpful. 

 I have been very pleased with all the care ladies who have visited me and helped me 

get back to doing normal household duties and given me confidence following my 

knee replacement operation.  A wonderful service to the community, well trained and 

I have been looked after with dignity and respect.  Well done to all concerned. 

 In spite of expert care my overall condition has not improved due to medical features. 

 The Steps ladies have been most helpful to me with a pleasant and friendly approach.  

I shall always regard them with thanks and much affection.  We are indeed fortunate 

to have this service available to us and for which I was most grateful.  Many thanks 

and kind regards.  Yours sincerely. 

 The extra support with supervising physio exercises was extremely helpful.  The team 

will be sorely missed at the end of the visits. 

 I am very pleased with all the help that I have had from the carers.  All very kind and 

pleasant and polite.  Thank you to everyone. 

 I think my answers say it all. Fabulous. 

 Not all goals. 

 I found carers very helpful. 
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 The team leader and carers have always been punctual, extremely helpful and 

pleasant and I am most grateful to them all for their help and care.  I do not know 

how I could have coped without them, I always looked forward to them coming. 

 Team Leaders and workers first class. 

 Good team, very friendly, a joy to see them. 

 S/u has said he would rather wash at present rather than shower (refer to his goal to 

shower once a week).  S/u says he is happy with the service and says it is excellent. 

 They were brilliant, very friendly and very helpful nothing was too much trouble. 

 All my needs have been covered by the team.  Many thanks.  

 All good.  

 I am glad I am now able to do things for myself.  However, I will miss 'Steps' as they 

were always cheerful and considerate.  

 What a lovely team of girls you have! All so friendly and helpful - bringing a positive 

smile when you need it most.  I was most impressed by all the carers who came to 

me - who were most thoughtful to the needs and difficulties of someone not able to be 

fully independent.  Thank you all for your help and support.  

 First I would like to thank all the Steps Team for helping the S/u and myself through a 

tough time.  I didn't know what Steps was all about until Lorraine the leader explained 

it to us.  The carers helped the S/u to use the walking frame correctly and gave him 

more confidence, gave him showers and took care of his personal care.  They were 

very caring and friendly to me and would answer any questions or worries I had.  

Once again, thanks to all the team for the care and kindness shown.  

 I am completing this form for my Mother, who is not well at the moment.  Steps have 

been fantastic and have helped my Mother a lot.  My Mother is 96 years old and 

health wise is very up and down but I feel she has benefitted from your visits - as I 

have!  

 I found all the Steps carers very helpful, caring, pleasant, polite and thoughtful.  I 

have been very pleased with all the care and help I have had and the carers are well 

trained.  Also the Team Leaders were very helpful and very pleasant and polite.  

 After the necessary washing etc. I was frequently asked if there was any other help I 

needed.  I found the Steps carers consistently reliable, friendly and cheerful.  

 I found all Steps carers kind and respectful.  

 Someone could have told us what was going to happen, but we are pleased that it did.  

Great service.  Great People.  The 'Service User Information' booklet  would have 

been useful at the start.  Good Team!  

 Very sorry the Step had to leave.  Had the very best help and each and every one was 

very kind and helpful.  Thank you so very much.  

 I was so grateful for all the support I received from all of the kind carers who visited 

me.  Thank you.  

 Q12 - I am not satisfied, but delighted. 

 Thanks for all the help.  Very good. 

 I was very pleased with all the Steps Carers that came to visit me.  Overly helpful at 

times!     

 Thank you for all your help.     

 Thank you for all the 'girls' who have helped me out.     

 Still requires ongoing care.  This will be carried out by Oasis Care.   
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 I have benefitted hugely with help and support from the Steps Service.  Thank you. 

    

 All the ladies who visited were very helpful and pleasant.     

 I am more than delighted with my improvement. Many thanks to all that have helped 

me.  I must now do my exercises and get 100% - my aim is to get a bit better this 

year.  You are much appreciated.  Thank you.  I would like to mention that having 

read all the forms - my 'wobble and falls' have been part of my life for years.  It's not 

solely to do with my stroke, but I am much better now but unable to give a (10).  

 I really appreciated my times given and throughout my 6 weeks (exercises).  Have 

not fallen over since and have got control over my left leg again and backache has 

gone.  Steps is a good service and a good team.  Thank you.  

 Excellent and all carers wonderful.     

 Very happy with all the girls.     

 Physio remarked that the Steps Team has done a brilliant job assisting with exercises 

throughout the weeks.  A big thank you.     

 The girls were very proficient in their duties nothing was too much trouble they were 

friendly helpful and supportive.  They encouraged my husband to do as much as he is 

able to.  Personally I would have no hesitation in employing them myself.   

 I just enjoyed meeting all the carers who helped me with confidence.   

 All members of the team were very caring and helpful, always making sure that I 

could manage as I improved in health.     

 It was a pity there were different carers almost every day.    

 Very satisfied.     

 All the ladies that attended were very polite and helpful.     

 All staff have treated me with dignity and respect and I cannot praise them too highly.  

All were cheerful and very pleasant.  Please say a big Thank you to them all.  

Unfortunately I do not feel able to take part in any further developments but that is 

not down to you and your team.     

 To all the carers and Ailie, to everyone,  Thank you all so much for all your kindness 

and help I have received in the last 6 weeks (January 9th to February 19th 2016).  

You have all helped me so much.  Many thanks.    

 Big thanks.     

 More help to take a shower rather than flannel baths would have been appreciated 

and another step to greater independence.                       

 All staff were very friendly, helpful and supportive, I would like to thank them all very 

much.     

 Very pleased with the service.  All the Steps 'girls' were competent and very pleasant. 

 Overall it was helpful to have the care and support.  The team was excellent but it 

was a pity that a more suitable time could not be arranged.    

 Very helpful with my walking.  Feel more confident.     

 I can only say that your members were very pleasant and helpful.   

 The Steps team were very helpful and cheerful, and gave me the care support I 

needed.     

 I am extremely grateful that there is a Steps programme which enabled me to come 

out of hospital early.  The carers, some of whom I know from previously using the 

service, are all caring, respectful and as soon they think one needs assistance they 
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offer willingly.  Although I have only had a few days without carers I miss their 

cheerful greeting each morning, but can manage my personal care myself now 

without help.     

 Ref visit time - 08.00 was much earlier than I would have liked but I accept that I 

needed to be flexible.     

 All the girls that visited me were friendly and very helpful, I cannot fault any of them 

or the service they provided.  Excellent overall.     

 I would just like to say how pleased I have been with the service provided by the 

Steps Team.  Always punctual, most helpful and willing to do everything I asked.  

Many thanks to you all.  Safe journeys and much love.     

 I received the utmost care and attention from all ladies, I cannot praise the care I 

received highly enough.  Many many thanks to all for their kindness and patience 

when I got frustrated at not seeming to be able to go as fast as I thought I could.  

Bless you and many thanks.     

 Steps Workers introduced themselves on arrival e.g.: 'I'm Joe Blogs' but in the book 

signed J Bloggs.  My memory is poor so I tried looking up the name - was it J for Jane 

or Joan or Jenny?  It would help if they printed their first name.  

 They were all very helpful they could not have done more for me.   

 An excellent service in all departments.  We are very grateful.  Thank you.  

 I cannot put into words the support and kindness I got from everybody from Steps 

and all the respect they gave me when I was not at my best.  I wish them all well and 

long may it go on.  Thank you.     

 Every member of the Steps Team that came to help me were polite, kind, helpful, 

totally professional and they made it so much easier for me to get to where I am now. 

 Job well done.     

 I would recommend them to anyone.  All the Steps Workers have been so supportive 

without exception.  Throughout my intimate personal care the girls made me feel 

comfortable and not embarrassed.  Many thanks.    

 I was very pleased with the service Steps gave to my brother with overall care.  

Thank you.     

 The Team Leader Lorraine is exceptionally good at her job as were all the ladies who 

came to help me especially Tracey and Pam, she was outstanding.  Thank you all for 

your help.     

 All staff very helpful and caring.  Very pleased with all  that visited to help me, with 

exception of 1 carer.     

 All the care service workers were wonderful.  Very caring, cheerful and helpful etc.  I 

really miss them.     

 At the beginning I was dubious if this therapy was going to improve my situation but 

the exercises over the weeks I have been able to increase in stages proving that the 

Steps Team were doing a good job.  I have found their help very useful, their 

professionalism and good humour at all times very good.  I will miss their visits but 

will  try and keep the exercises going as I believe they have helped.  Please thank all 

members of the Steps Team.     

 All the carers were pleasant, informative and helpful.  Thank you all of you.  

 This was a very good service and helped me recover from a week in hospital.  I found 

the staff and Team Leader very helpful and competent.    
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 I manage quite well.  Step Workers always on time.  Felt treated as individual.  Happy 

to recommend service to others.     

 Questions 1-5 answered by daughter of S/u as for the first 1-2 weeks S/u was not 

aware of what was happening.  Questions 6-13 answered by S/u.   

 Thanks very much for everything.     

 All the Questions I strongly agree with.  Excellent care and service.   

 Thank you, been perfect.     

 My recovery is down to you all, wonderful team, good time keeping with a smile.  Your 

treatment was great.  My knee works again.  Thank you.    

 I would like to thank the team for all their care and consideration, they have been 

unfailingly kind and supportive.     

 I would like to thank Caroline, Kerry, Dawn, Karen, Mandy, Jackie, Chris, Lindsay, 

Glynis from the Bodmin Team and their Team Leader Ailie.  I had hip replacement 

surgery on the 18th April and had care assistants visiting me for 6 weeks.  In this 

time, my goal was to be able to walk again with confidence, without the aid of 

crutches.  They walked with me weather permitting, on a daily circuit where I live.  It 

must have been very boring for them.  By the end of the 6th week I managed to 

achieve my goal, by walking twice a day for half an hour without crutches, a 

recommendation by the Physio dept.  I had my follow up appointment with my 

Consultant at the Peninsular NHS Treatment Centre on the 24th May, a day after the 

Steps Service came to an end.  My Consultant was very impressed with my recovery, 

he discharged me with a view to seeing him again for a follow up appointment in a 

years’ time.  This success was made possible by the help, kindness and understanding 

shown to me by the Bodmin Team.  I can't thank them all enough.    

 I would like to say a big THANK YOU to all the lovely Steps ladies for their cheerful 

and invaluable help and support on my road to recovery; I shall miss them very 

much.     

 Although I have ticked strongly agree, it really was unnecessary.  Agree would have 

been consent.  As previously experienced, the service was brilliant and could not be 

faulted.  Standard of staff with regard to respect, encouragement, kindness etc. is so 

good and of immense value when undertaking personal tasks.  At no time with any 

staff member did I feel a nuisance or of no value.  All of which has helped me to 

regain my independence which is so important to me.  I knew before agreeing to 

surgery it was essential I  received assistance from Steps.  When in hospital, I 

thought there was hesitation about this.  I knew from previous experience if I was 

going to recover as soon as possible Steps was going to be a vital ingredient.  I am so 

grateful and appreciative to every member of staff who has done their part in helping 

me no longer need help.    

 Steps has made all the difference and I am sure Mum would not have regained her 

confidence and mobility around the bungalow without the visits.  She remembers the 

safe way she has been shown and the repetition has been important.  All the staff 

have been lovely and encouraging and Mum has benefitted from their friendly and 

caring approach.  I think she will miss them.  Thank you.     

 I cannot thank the Steps Workers enough.  I don't know what I would have done 

without them.  Absolutely fantastic!!  The encouragement they gave me was 
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supportive without being pushy and every one of them always had a smile.  Again 

many thanks.     

 He has achieved a lot through the help of the Steps team.  He still has improvements 

to make but he is more confident at being able to make them.  

 When I come out the home I will have you all again soon.     

 Very pleased with all the Steps Team.  Many thanks.     

 Could not recommend this service more highly.  Thank you all.    

 Really helpful, polite and respectful.  A great help to get back on my feet after my fall 

 All the girls were very polite and helpful.  Wonderful.     

 I wish to thank the whole team for their care, which was carried out with respect and 

cheerfulness, nothing was too much trouble.  Thank you all.    

 S/u has asked me to put the following:  He is very pleased with the help and service 

 I was very pleased with all except one person which I reported.    

 Too many changes in staff that visited me.     

 Found all staff pleasant to deal with and very good at their job.    

 The team have always been exemplary in their duties - we both well miss the  

 I think all the Steps staff are lovely and very kind.  My answers to 10, 11, and 13 are 

because my health means I am not going to improve anymore.   

 I have enjoyed the company.     

 Excellent help from girls and Lorraine.  Shall miss their visits.    

 Would use these carers again if the need arose in the future.   

 Excellent service from the ladies.  Great help with the prospect of recovery.   Thank 

you so much.  A great and pleasant help.  Thank you.    

 Thank you for your excellent service.  The care has been very good and the carers 

have been so helpful and a pleasure to have had in our home.  We have both 

enjoyed all the ladies that have come to us, S/u has got a soft spot for them all.  We 

also enjoyed their company and some laughs along the way.  Thanks to all for all the 

hard work you have put into it.     

 Please thank all your team for their kindness and help to me.    

 I am completing the form for my husband.  He is unable to assess the service himself 

but for me it was a great support.     

 I was pleasantly surprised to receive this package and I now consider it to be a first 

class service.     

 My husband and I would like to thank everyone for their kindness and support and 

their professional conduct.  Nothing was too much trouble.  Excellent service.   

 All the girls have been very good to me and very pleasant.    

 Thank you for your kind help. Love and light always.     

 I was pleased with every visit and had good care.     

 I, and my wife, are very relieved there was such a competent team to take over my 

care in washing and getting dressed and teach me to manage better myself.  I am 

very grateful to the team members.     

 Have enjoyed the company of all the Steps Team and the laughs etc. that we have 

shared.  I will miss their visits.  Thank you to you all.    

Thank you to all the carers I have had in last 6 weeks they are Top Team. 
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Liskeard 

 I have very much appreciated the kind help that has been given to me by the Steps 

organisation.  All the people who came were encouraging helping me to keep going on 

my 'panicky' days.  My grateful thanks to all, especially Julie, George, Claire, Lynette. 

 All the Steps nurses were happy people and most helpful at all times.  Can't praise 

them enough.  Sorry about writing, old age.     

 Overall the service from the Steps Team was very good.  Most of the workers who 

visited encouraged and assisted Mum with her needs.  However, some workers 

seemed to be more helpful than others!  Mum felt at times that she was being 

pressurised into doing more than she felt she was able to.  Having said that, Mum has 

come on massively and is now attempting to manage without any carers.  Not sure 

how this is going to work, just have to wait and see!   

 Many thanks for support given by all members of the team.  Everybody has been very 

kind.     

 I do not have any complaints with any of my carers, but I noticed that some help with 

extra things which are so helpful, such as pick-up the shower mat to drain, pick-up 

towel or shower gel and others don't.     

 An excellent service.  Cannot fault.     

 The Steps service helped me to get back to a fit and healthy looking state such a 

difference to how I was before starting the care package.     

 Thank you very much.     

 All the girls were good but really helpful.  Julie really helpful, Glenys.  Thank you.  

 Exercises have helped build strength in my legs.  Thank you very much for your help 

 Unfortunately, I am not as well as I was and have needed help to dress for the last 

few days, but I think this is because of my Parkinson's Disease.   

 I'm very pleased with Steps.     

 All the ladies that visited me were excellent, very friendly and nothing was too much 

trouble for them.  I am very happy with all the support I have been given.  Thank you 

all.     

 Excellent service by all the carers.  Could not fault anyone.  Janice came every week 

to check, could not complain about anything.     

 Have received every help and encouragement to get back on my feet.   

 Mandy and her team of Mandy, George, Angela and particularly Julie have maintained 

their caring and efficient support which we experienced the last time they came to us.  

Their visits are like rays of sunshine that have really brightened our days over the last 

6 weeks.  We shall miss them.    

 Very pleased with the service.  Everyone was very helpful and supportive.  Thank you 

 I have been very satisfied with the help given.     

 They were all marvellous.  I looked forward to seeing them every day.  Thank you for 

everything you have done and I will miss them all.    

 I would like to thank all the carers for their help in supporting me.  They were all 1st 

class in helping me, very polite and very professional.  We could not have had any 

better care.  Thank you once again.  My carers Sue, Mandy, Barbara, Helen, Bernice, 

Marissa.  Will you please pass our thanks to them.   
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 All staff were very helpful and pleasant.  Their support has certainly helped me make 

progress and I appreciate everyone's efforts over the past 6 weeks - a very good 

service.     

 From Day 1 communications were first class.  2. Provision of all the aids was carried 

out very speedily.  3. All the ladies were so helpful, but firm at the same time.  

 I would like to say the member of the team which I saw the most of Pat was very 

efficient in explaining things to me and made me feel at ease all the time.  Thank you 

very much.     

 No need to contact me but wanted you to know how pleased I have been with all the 

carers.     

 Written by daughter.  We were not able to tick some of the questions as Mum doesn't 

fall into some of the areas covered, as she is not easy to relate to/with, she would not 

have used this as positive time of progress as her mind set is 'I want/need thing done 

for me', she does not want to think! just basics, as much as possible done for her so 

she can sit quiet and not think and join in with life, I don't think she has had any 

conversations with your team, but I have very much appreciated all your help.  Thank 

you.     

 More than satisfied with the advice received, only regret is that we are not able to 

continue with the really pleasant visits from all the girls.    

 I would like to thank all the ladies for the wonderful job they do.  Thank you.  

 All ladies were very helpful and pleasant.  Thank you.     

 Very happy with the service.   Helpful to have mostly the same ladies coming  

 Much appreciated what everyone done for me thank you all for looking after me 

 I was very pleased with all the care received from the Step Workers.   

 I have been very happy with the service I have received from all of the Steps Workers 

over the past 3 weeks.  I was assured by the team leader and workers that time 

wasn't an issue when I was concerned how long it was taking to wash and dress 

myself at first.  With their help my confidence has grown, and I am now able to get in 

and out of the bath on my own.  My team leader Ann has been very supportive 

regarding aids to help me with bathing etc. and has left catalogues and literature.  I 

have been treated with respect and dignity at all times by everyone.  A big thank you 

to you all from my husband and myself for all your help.  It is much appreciated.  

 I cannot think of anything more they could have done.  They were all wonderfully 

helpful.  Thank you.     

 Steps where excellent, I would recommend them to anyone.    

 The girls and George could not have been kinder.  They were so helpful and always 

cheerful even on some of the worst days of the winter.  Wonderful service.  Thank 

you.     

 The service I received from 'Steps' was excellent.  The staff were very cheerful and 

willing to assist if I had any difficulties.  My score for them could be 10/10!  Thank 

you.     

 Team Leader and staff all pleasant and kind.  Help me when needed.  Encouraged me 

to become independent following my back decompression surgery.    

 Due to a confused message from the discharge co-ordinator in Bristol, we really didn't 

understand what Steps was initially.  They guided and supported us through the early 

stages when Mum was still very poorly and I didn't know whether I was coming or 
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going as I had 2 daughters and 2 babies staying with us when Mum first came home.  

From the start there was professionalism, warmth and caring, with good management 

from Mandy and above.  The team has been excellent and invaluable to us.   

 The carers were on the whole good, with one or two exceptions.  Julie was 

outstanding, one of the best carers I have had in 22 years of receiving care.  The Step 

package worked well for me as I set my own goals and achieved them within the time 

frame.     

 This is a comment from my daughter who lives away but was here time to time - She 

states, how good she felt the Steps Service was from start to finish.  That being so far 

away it was reassuring for her to know I was getting such a great standard of care.  

She was very impressed and grateful for all you have done  

 An excellent service for patients recovering from hospitalisation.  The team members 

were professional, efficient and kindly.  Thank you all for supporting me and for 

helping me regain my confidence in dealing with my daily routines 

 The Steps team have been very supportive but unfortunately Derriford Hospital 

appointed the wrong kind of help for my Mum as she is at end of life care.  She has 

liver cancer and is rapidly failing.  This is no fault of Steps as they have been a 

valuable help but we now have the correct care in place starting tomorrow 7th April, 

palliative care nurses will be taking over from Steps.  Thank you for all your help over 

the past weeks.  Fabulous team, always friendly and caring.  Kind regards.   

 As a family we were very pleased with all of the care Steps provided for my husband. 

 All the Steps workers were very friendly and professional.  They encouraged me when 

I had an 'off day' and praised me when I achieved an extra goal!  I looked forward to 

seeing them and will miss them when they stop coming (Excuse writing but only one 

hand works!)     

 I have been very impressed with the care I have received.  I had total confidence in 

all the carers, bar one.  They have encouraged me in all aspects and made helpful 

suggestions - for which I am most grateful - I would recommend your service to all.  

 Couldn’t wish for a better service.  Steps are excellent.     

 Very happy with the help I received.  All staff helpful and polite.     

 Regarding the question below, though I am willing to help, you must bear in mind that 

I have to use a walker.  Unable to walk without this, and have very little use in my 

hands; am seeing Neurology Dept. at Derriford this Friday (11th March) to have that 

assessed.  My bad writing is due to this, for which I apologise.     

 I can honestly say I have been treated with utmost care and consideration during this 

period of my life.  So all I can say is thank you all of you.   

 Very pleased with the service given.     

 Have found the staff, without exception, to be pleasant, friendly and helpful. Thank 

you all as last time I am sorry you are leaving but understand what a load of work you 

have on your plate.  I was not sure how ill I may have been, but feel I will get much 

better from now on thanks to you all.   

 Thank you Lyn, Julie, Sue, Helen, Mandy and George for helping me with my 

exercises.  You were so friendly and all of you put me at ease immediately.  I am 

missing your company and chat each afternoon.  I am still doing my exercises twice a 

day.     

 I found the girls always cheerful and helpful to getting my independence back 
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 Please read the comments made with Questions 4 - It depended on which carer came. 

6 - Some more than others. 7 - Given when was available. 9 - Some more than 

others.     

 Dad said that all 'the girls' were lovely and he will miss them.  Only no because Dad 

unable to complete forms himself and cannot hear a telephone.   

 I will miss the company and the little talk.     

 They have made me feel confident and able to do things for myself again.  

 Excellent care and support from all carers throughout my recovery process.  Their 

professional caring approach has helped my confidence during my ongoing recovery.  

A first class team!     

 Thank you.     

 I would like to say a big thank you to the Team Leader and all the ladies who helped 

me when I came out of hospital after a fall.  I was treated with the utmost care, 

support and encouragement to enable me to return to being independent.   

 What a team you have in Liskeard. It takes an enormous time and dedication to get 

as good as this team in every way every day.  So a big pat on the back for the service 

given and thanks from S/u and myself.     

 Impressed with professionalism shown by all staff including management.  They all 

had great empathy and rapport with the patient.  We were also pleased with having 

an early time slot as it made such a difference to the rest of the day. All the carers 

were professional, helpful and charming.  The Liskeard team looked after me very well 

indeed.  Steps is an excellent programme - we are very lucky to have it in this area. 

 Very polite and friendly and made me feel comfortable.  Your address is too long.  

 All staff most helpful and pleasant, with a good sense of humour, and at times like 

this a smiley face with humour are more than a tonic.  Much appreciated.  

 Very amicable, helpful, informative.  Unsure of where team were from but they were 

good, chatty, very professional.     

 Visits from the Steps Team has been much appreciated.     

 I was very happy and extremely grateful for the help, assistance and encouragement 

that I received from the Steps Team lead by Tina.  Through them I regained 

confidence and abilities to walk for longer distances and using stairs.  In conjunction 

with the physio therapist safety handrails have been fitted to the front entrance 

making my home totally accessible from both sides.  I was previously unaware of this 

service but would be very pleased to advocate this organisation and recommend it to 

family and friends.  Thank you.   

 I am not sure why in the past when I have been with Steps I was able to go for a walk 

with the girls and not this time.  May be it was because my mobility was so much 

better and I had already had a shower etc. by the time they arrived.  I do wish I was 

able and strong enough now to get to the Church and back.  Obviously these days I 

would have to hold somebody's arm and use my stick but it would be exercise and 

fresh air.  The girls have been lovely and I am very fond of them all.  I'm sure it's a 

difficult job - I hope I'm not too demanding! I particularly enjoy having a bit of a chat 

with them.  If I find someone really easy to talk to - I probably unburden myself too 

much!  Anyway - love to you all  
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 They were all excellent but Julie and George were outstanding.  Mum feels that she 

would not have recovered half as well without you.  We are all very grateful.  Thank 

you.     

 Service delivered with a smile and friendship - always willing to help.   

 I thank members of the Steps Team in helping me with my recovery, they are always 

well turned out in their dress and always very helpful.  Kind regards.  

 Well trained, friendly and compassionate staff.  I will miss them all.   

 Extremely pleased with the care and support that everyone gave to S/u and myself.  

We will both miss all the girls and George.     

 A very worthwhile service provided by a very caring team.     

 Gave confidence to confirm I was progressing and doing the right thing myself.  

Would have liked not to have had so many different people.  I do know this is difficult 

to arrange.     

 Mum was very pleased with the level of care received.  She has a terminal illness and 

was treated with great empathy and kindness.     

 The staff were very friendly ,helpful and encouraging.     

 Very helpful people.     

 I have appreciated these last few weeks with the help with my shopping.  All my 

helpers were competent and it was nice to have a chat with them on my return home.  

I would recommend the service to anyone who needs just this little bit of help to 

complete their recovery.     

 I would have preferred an early morning slot and a late afternoon visit. I would have 

liked to 'free-up' more of the day - + longer session in the afternoon would have 

helped too, for e.g. cook a meal in its entirety which I am still lacking the confidence 

to do.  An earlier start would have made bathing more productive.  More focus on my 

psychological well-being would have helped me to cope personally with demands 

made of me.  I still feel that I need help with recovery issues and brain function.  I 

really appreciated the support given by the Steps Team and I found them kind and 

considerate throughout.  I would like some follow-up from social services as to what 

happens next.  I feel that it has all suddenly come to an end leaving me unsure about 

the future. Considering my injury the Steps Team enabled me to complete my 

recovery in my own home and consequently free-up a bed in hospital.  Every one of 

the team showed me kindness and empathy and facilitated my return to health.  I 

have been very fortunate in meeting up with the Steps Team and thank them all for 

their kindness and skills.     

 A very competent service - smooth transition from Mt. Gould to home with excellent 

equipment.  My only concern was that there was no link with the GP and other 

medical support and I felt rather in limbo about ongoing symptoms and new 

symptoms which may or may not be related to the stroke.  

 I would like to say a big think-you to Mandy (Team Leader) and her team for all the 

care and help that they have given me for the past 6 weeks.  What dedicated workers 

and carers they All are!  With all their help they have got me moving better than I 

have for years.  When they started I had just come out of hospital after a knee 

replacement and they would help me wash and dress, now I am able to do all this on 

my own.  My grateful thanks to you All.   
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 For the last 8 weeks, I have been lucky enough to have been looked after and cared 

for by Steps.  Not only do they arrive with a smiling face they also have a caring 

heart.  The carers that have visited me, usually there is one but this time not a 100% 

but 110% for all of them.  I have had them twice during a year, hopefully will not 

meet them again, but if it is Steps I would look forward to it again.    

 Each and every one of the Step girls were caring and to me they were Angels in my 

time of need.  Not knowing how these things work, they put me at ease and seemed 

to know what I needed at the right time.  As there is not enough room to mention 

everyone who visited me, the book will do that for me, but I can honestly  say each 

one were so wonderful, and nothing was too much trouble.  Thank you one and all for 

taking my greenness into consideration, I would like to class you all as friends that is 

how high I would recommend you all.  Mandy the Team leader 'was and is' a lady that 

makes you feel much better about yourself even when the odds are against you.  I 

would welcome her into my home at any time.  All members of Steps in my area 

should be so proud to have a group like these ladies representing the Steps name.  

 I found the ladies very caring and friendly.     

 Unfortunately I suffered two more falls, during this final week, with flesh wound and 

massive bruise, which reduced my capabilities somewhat: However the lady helpers 

were very understanding and gave me good support. Very happy with the service and 

team who came.     

 Although the only immediate requirement for help was with managing the TED 

stockings and lower leg washing I was also grateful for the cheerful company during 

the weeks of being housebound and the interest taken in my progress.  It was 

reassuring to have regular assessment, as illustrated by the recognition of the 

possibility of infection, which was then treated in good time.    

 I received first class help from start to finish.  Thank you.     

 I have never before scored anything like maximum 'marks' in a survey.  I think this is 

a wonderful scheme being very well carried out.  Quite apart from the satisfaction of 

achieving my aims - I thoroughly enjoyed every visit.   

 I was so impressed with the help given and it was always carried out in a cheerful 

manner.     

 The Service has been excellent.  I would thoroughly recommend the same.  

 I was very impressed with the care that I received from Steps.  The Steps people 

were always, without exception, prompt, friendly, caring, helpful, knowledgeable and 

supportive.  I cannot speak highly enough of the care that I received.  I was 

particularly appreciative of the help from Julie on the morning that she spotted a tick 

on my right lower leg.     

 I would like to thank all of Steps.  They are marvellous and friendly.  I have had them 

before; it was like seeing old friends again.  Without them I would have been lost.  

 I can't tell you how grateful I am for all the kindness and encouragement I have 

received.  I shall really miss everyone.  Thank you all.     

 S/u is 90 years old and was very carefully handled and treated by all your nurses.  I 

regret that they have to move on to help other people, but would welcome them back 

in the future if necessary.     

 First Class care at all times.  Thank you!     
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 I have found this an excellent system.  All the 'carers' have been helpful, cheerful and 

encouraging.  The only thing I have not liked is the time of getting dressed or 

undressed, this is not a complaint because I do understand that it is unavoidable!  

Thank you to everybody concerned.     

 All the workers were very kind.  Thank you.     

 The Steps Team did more than what was expected of them.  They were very kind and 

I would be happy to see them anytime.     

 As I've only been out of hospital one week, I feel I have advanced a great deal with 

the carers help.  Of course there are 'off' days (like today) when I was so glad she 

was there, but hopefully I'll get stronger by the day.  Thanks you for all your help.  

 I looked forward to seeing a friendly smiling female face in the morning.  Thank you 

for all help.     

 I can only praise Steps for the help that they gave me.  Some mornings I felt a bit 

unhappy, but when they arrived and they started talking to me I felt a lot better when 

they left.  They were always on time and they treated me with dignity and respect.  

 I would like to have walked outside to benefit my mental health and my mobility and 

it would have been good if this exercise could have continued for longer.  Otherwise it 

has been beneficial to me.     

 I only used Steps to change my stockings for me as I was able to do most other 

things myself and with support of my family, but it has been valuable having them 

come to do my stockings as I would have not been able to do it myself.  

 I am delighted with the service provided.     

 I strongly disagreed against having Steps in the first place, but glad I did.  I feel that 

all your carers were very professional and helped me a lot.  Thank you.  

 I have been very pleased with Steps lovely lot of girls, always kind and helpful; I shall 

miss them all very much.     

 I still need a lot of help and have arranged further assistance/care from a care 

agency.  My illness is taking longer than expected to improve.    

 Always very happy and cheerful.  Brightened S/u's day.  Always very encouraging in 

getting her to do things.  Thank you.     

 I will miss the kind ladies.     

 Too many different people every day and therefore no continuity.  They don't know 

you and your routine.  Not enough time allocated.  I felt rushed which causes anxiety.  

Some staff members are too loud.  I am not deaf and do not want to be shouted at!  

One staff member was extremely nosey, going through personal things that did not 

concern her.  Asking questions about things that had nothing to do with my care or to 

do with her.  However, Gill was extremely helpful and caring.  It's a shame all the 

staff aren't more like her.  Thanks again, I do feel it is a good service with room for 

improvements, so, overall I was happy with your service and I have met some very 

nice people.    

 Very good quality of care and very friendly girls.     

 Apart from one glitch when the Steps lady turned up and I was out, as I had cancelled 

it previously, everything was fine.  Thank you everybody. 

 All good. 
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 The Steps organisation certainly helped me achieve getting back to looking after 

myself in the home.  Each member of your team was kind, gentle and positive about 

getting me back to normal.  A great help when getting over surgery. 

 Couldn't have done more! 

 Fully satisfied.  The girls were a joy to have here with me and gave me much 

encouragement.  Thank you all so much. 

 First Class attention all through 10/10.  Thank all the girls - couldn't have done more 

if I was a King. 

 All the support workers who have come to my home have been most kind and 

cheerful.  Lovely ladies. 

 Very happy with Service. 

 All the Steps Team were helpful, friendly and caring. 

 Very pleased with services given. 

 I would like to thank all the Steps Team for all the help and encouragement and 

kindness they gave me over the last three weeks, I do appreciate them, I don't think I 

could have coped without the team.  Thank you all. 

 We feel the Steps Team helped us quite a lot, we will miss them. 

 Really wonderful team of carers.  Deserve recognition.  Thank you. 

 I was treated well and got on well with Steps people x  

 They were fully supportive.  Everyone over the three times I've had the service is 

kind, cheerful, helpful and supportive.  It's a fantastic service.  Thank you. 

 I feel that the service that Steps provide is a very valuable one.  When one has been 

in hospital for a long period of time you are very weak and out of touch with what 

used to be your everyday life.  The support that Steps provide is practical.  The carers 

offer suggestions that they have found have worked with other patients.  The 

professional way in which the Steps team work is very important.  They are not there 

to do the job for the patient, but to be there to enable them to do as much as they 

can for themselves.  As winter is coming on this can only be a help to prevent people 

blocking beds in hospital that are needed for acute cases. 

 They were very good.  Please excuse terrible writing but I have macular degeneration 

and find it difficult to read print and to write.  Cannot be further involved because of 

age and disability. 

  

 

Camborne 

 Great service and the best of staff     

 10,11, 14 not able to answer as his cancer and condition is getting worse.  But have 

been very happy with the service and care he has received, all carers have treated my 

husband with love and respect.     

 Very happy with support from Steps.  Enjoyed the girls coming.    

 Thanks to staff who have assisted me during the time with Steps.   

 The girls service that was given to me was excellent.  Thank you girls very much.  

 Both my wife and myself were amazed at the wonderful attention we got from the 

Steps Team and cannot thank them enough for all their help and kindness helping my 

recovery.     
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 I have received the best care possible.  Thank you. I hope I have made myself clear 

as to how well I was cared for.  Sorry about my mistakes!    

 From Steps - I've achieved every goal that I set at the beginning.  From my health I 

have a long way to go.     

 The group of carers I had were 100%.     

 All the carers apart from one were a joy to be with.  They all had a caring attitude and 

as we say 'were fit for purpose'!  The difficult one needs more training or another job!  

Sorry for being so blunt.       

 All the carers showed kindness and understanding during their visit.   

 Q11. Now able to manage getting own food and drink and getting undressed.  

However would still not shower on own.     

 We have been more than happy with everything.  Thank you for all your help.  

Everyone has been good and respected mum's privacy.     

 Form completed on behalf of my mother who is unable to complete it herself.  My 

family and I are very grateful for all the kindness and support from all the staff.  

Everyone has been polite and efficient and easy to talk to.    

 Not able to do own meals.  Family support with this and private carer.   

 I have found all the girls very helpful and I am grateful for their support.  Completed 

on behalf of SU by Anita, Steps Team Leader.     

 Thank you to all concerned.  Staff have been brilliant.     

 Due to health issues; I washed myself as takes a long time; as for meals - I have got 

help after my 6 weeks with Steps.  I need help with showering, laundry and domestic 

around the house.     

 I felt the Steps Team used the time allocated to them to the full.  They were very 

helpful in every way.     

 It was a great help having the carers each morning, to help my husband, but by the 

time the six weeks were up he had improved so much I felt I could cope and be his 

carer. Sadly his dementia will hold him back, as he does not remember being in 

hospital for 6 weeks, just wonders why he feels so weak and has lost nearly 3 stone, 

but eating well, small portions and put on 2 lbs since being home and gone out for a 

drive for his 88 birthday and hope when the weather warms up we will go out each 

week, got a wheelchair from a friend.    

 All the Step Workers were very polite and brightened up my day.   

 Have enjoyed the girls coming and the chat to break up the day.    

 The service helped me to get back into a routine of taking care of myself again  

 Very happy with Steps Service.     

 Thank you so much for all the help and support from Steps.  All the workers were 

wonderful and our team leader Aga was most helpful.  The progress of the patient has 

been remarkable.     

 I am very pleased with the help and support I've received. I couldn't have asked for 

better care.  Other than my breathing due to chest infection, I am managing daily 

tasks.     

 Very happy with service, can't fault it.     

 Very pleased with Steps Workers.     

 All staff were respectful and helpful at all times, look after them.    
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 Would have been nice if a step could have been obtained for access to shower.  After 

3 weeks I managed to get one from Red X and showers then commenced.  Rather a 

long time to go without a proper wash, as strip washes are not really adequate.  

 The negative answers given for 10,11,and 13 is not a reflection on this care received 

but due to a medical problem which arose during the care sessions.   

 I was pleased to have at least one consistent worker.  Workers should be given more 

time for the first visit to help the patient become more settled into the system.  The 

package of care for me was excellent, more than I expected.  

 I was very grateful that they looked after me and gave me every encouragement.  

 Thank you for your support and kindness and professionalism.    

 Would work better if all staff had exercises explained/demonstrated by physio - or by 

a member of staff who had been shown exercises, as different staff interpret exercises 

in different ways.     

 Very well looked after no complaints, I am glad to be home. Very pleased with the 

treatment I have received.     

 The care and encouragement I received from each carer was second to none.  Thank 

you all so very much.     

 Nurse excellent     

 Has been wonderful!     

 All the staff were polite and competent and I enjoyed their company.   

 I feel the staff should have been told that I am totally deaf, this would have been 

easier in the beginning as shouting to me didn't work, it would have been better to 

speak slower to aid lip reading.  I feel signing with hands would have helped; maybe 

some training for your staff would be a good idea.   

 Thank you for your support for which I regard as the start of a full recovery.  

 The team were a pleasure to have in the house and I would not hesitate to have them 

if needed again in the future. (Written on behalf of my husband).   

 I was pleased with everything the Steps provided.  The Steps Service was most 

satisfactory.     

 Everything went off according to plan.     

 S/u's husband assisted with all P/C before we arrived.     

 All the ladies have been so nice and cheerful and have given me confidence to move 

on and hopefully get back to near normal as I was before my eight weeks in hospital.  

I thank all staff.     

 Generally I was very well pleased with the service and care I received; in particular 

Jane (senior) was excellent.  However, on the last day, one of the carers (the one in 

charge) was very abrupt and not interested in providing any help as she stated 'I 

would have to be doing it myself from now on', and there was no point in her doing it! 

 All of the carers that came to our home were very good, cheerful and extremely 

competent.  I would not hesitate to recommend the service to anybody.  

 From S/u's point of view he quite liked having a male carer and having the same one 

for several days following.     

 If I never had Steps I wouldn't be able to walk around and do what I can now.  Want 

to thank them for everything they have done for me.  I hope they come again.  
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 I am writing these comments on behalf of my husband.  The service we received from 

the Steps Team has been first class.  We have nothing but praise for them for their 

help and consideration and would like to thank them all for their daily support.  

 I don't feel confident as yet to be able to transfer down the stairs on my own, feel I 

need supervision, but feel confident to walk around home now.   

 Service met all needs and requirements.     

 I found the Steps Team to be fully competent in the performance of their services and 

as a result I have made considerable progress in my physical activity together with an 

increase in confidence.     

 Happy with the service.     

 The team leader and the carers were very professional, kind and helpful.  

 When I came home from hospital still feeling rather fragile, it was good to have 

someone come every morning to see how I was and to help me to get back on my 

feet again.  I found all the women who came very kind and helpful and sympathetic 

and am grateful for their services.     

 Unable to achieve some of the goals set due to infection and not being able to shower.  

Consultant review also after Steps end date by week.  Excellent service, staff very 

helpful, especially Isaac, would recommend service.  Highly recommended.   

 I thought this was the right service for me but it didn't turn out that way.  

 S/u states all the girls are good as gold.     

o All the girls have been excellent.  So pleased with everything that Steps have done.  

Really helped me to progress.     

 No goals stated in the book at beginning.     

 I am very pleased with the service I have received.     

 They have always given me first class help which I appreciated.  First Class Service.  

 I am the S/u's husband and she would like to say that there was a bit of confusion to 

begin with because she didn't realise Steps were only a Reablement service as she 

needed ongoing care.  She didn't have personal goals except to be more confident 

using equipment and daily showering which she definitely has achieved.  We accepted 

a later time of 10.50 am so that she could come out of hospital but our preferred time 

was 09.00 am but this was understandably not possible.     

 Steps has been excellent.  We are very sorry to lose them.  All work carried out 

exceptionally well.     

 Sorry you are leaving.      

 I have to be up early 5 to 7 pickup for my dialysis at Penzance on  a 

Tuesday/Thursday/ Sat mornings as I was told Steps don't start until 7 I've had to 

wash myself.     

 The help I received was beneficial and made my progress to being able to look after 

myself easier.  I can only thank the team for everything.    

 Very pleased with you all.     

 The ladies that came to care for Terry have been brilliant.   I thank them all. My 

confidence is not as high as previously was before.     

 They were all very pleasant and knew their job.  Thank you.    

 All the ladies involved were caring and helpful and I was pleased to have had their 

help and encouragement from day one.  Excellent service all round.  Thank you.  

 Excellent Service.     
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 The girls who visited me were a joy to be with nothing was ever too much trouble.  

Always a smile and a laugh which was a great pick me up.  Thank you for the 

wonderful service.     

 Couldn’t have wished for better assistance. I feel very lucky 10/10.   

 S/u says she is pleased with everyone and all service provided.    

 Carers were polite and caring.  S/u will miss the carers.  Very happy  

 Would like to thank the whole team for all the help and encouragement received 

 Staff were excellent.     

 Found the care faultless.  Wished Steps could continue with my care.  I will miss the 

care, respect and friendship.  Thanks you so much!     

 Lovely to have company every day.  They have made me laugh and increased my 

confidence.  It takes me a long time to do everything but at least I can now do them 

for myself.     

 Once feeling better I'm hoping to continue with Steps to make progress more with my 

walking.  Very pleased with the support, they have received so far.  

 S/u very pleased with the care and support she received from all the carers, bar from 

one!     

 All the staff have been very good.     

 Steps have been very helpful.     

 Really pleased with everyone.  Couldn't have had a better group of team.  

 Many thanks to all the staff for their helpful and cheerful work.  Much appreciated.  

 Really happy with the help I received; but would have liked the full 6 weeks as 

daughter goes back to America on Saturday, so it would have been nice to have the 

other week to see how I managed without my daughter here.  

 Everyone’s being very helpful.  

 The S/u always says the team are professional, kind and caring.  

 Very happy with Steps Workers and Service.  

 S/u would like to say Thank You for all help and support to Steps Carers, but 

especially to T/L involved, Neil.  

 S/u states everyone was always happy and on time.  

 All ladies caring, patient and considerate.  Please thank all these persons who 

attended me.  

 All been very good and kind, been here when needed.  

 I felt I was misled by the hospital about having Steps and was told that I could not go 

home unless I had Steps, despite going to live with my sister temporarily whilst 

recuperating.  She supports me with meals and domestic tasks in her own home and I 

really will need support when I return there and I don't know when this will be. 

(Written by Anita T/L).  

 Very satisfied with all the carers work.  They were very thorough.  Always polite and 

on time. 

 We were very pleased with the support the Steps Team gave the whole family.  We 

will miss their care and friendly approach. 

 Couldn't fault anyone - all brilliant. 

 Carers have been lovely and helpful to me. 

 Would like to say all staff were kind, considerate and made me feel at ease whilst 

visiting. 



STEP Service – Customer Satisfaction survey results 34 

01/01/16 – 31/12/16 

I have been very happy with the service provided.  All the carers and everybody else 
(including OTs) have been most kind and helpful and given me lots of encouragement.  

It was always a pleasure to see them and appreciated their time spent talking to me.
    

Penzance 

 One carer was especially nice.  She was really bright and like a breath of fresh air.  

Sadly I can't remember her name but she also loved our dog.   

 An addressed envelope for returning this would have been helpful!   

 You all done good for me.  Thanks for your help.     

 Would have liked the Steps Service to continue a little longer to achieve more 

outcomes.     

 Very attentive to S/u's needs, very caring and cheerful and we will miss them a lot.  

Thank you.     

 Everyone that has come to do the exercises have been brilliant and more than helpful.  

Thanks to one and all.     

 They were all good and helpful nothing was too much trouble.  When trolley arrived I 

was well supervised, someone behind me while using it.  Very pleased with everyone 

 Service has been excellent.     

 Everyone has been very helpful and was interesting to meet people I already knew.  

 Waiting for a return call from GP regarding further problems with wrist.  

 The Service was excellent and the staff were first class.     

 Many thanks for all your help.     

 I am filling this in on behalf of my Dad. I feel unable to comment further as I was not 

present for visits.     

 No complaints against them but one was very late but can't be helped!  They are very 

friendly and easy to talk - will miss them!!     

 I am completely satisfied with the service I have received from Steps.  All your carers 

were competent and helpful and I have enjoyed seeing a variety of people and being 

able to interact with them in different ways.  Everyone has been extremely 

accommodating and listened to my concerns and wishes.  I now feel much more 

confident in my abilities to manage independently.  In addition to purely physical help 

I have enjoyed discussions on wider issues.  Thank you.    

 The Steps ladies who visited me are a credit to the service.    

 All delightful. Very upbeat.     

 I can only add I was very satisfied with who ever visited my home.  They were all kind 

and helpful.     

 The carers have been considerate and helpful at all times especially during the week 

after I had an unnecessary enema and was left with terrible results.  They helped with 

my daughter to keep me clean and as comfortable as possible.  At all times they have 

been very friendly and helpful.  I shall miss them a lot.  Thank you for all your help 

and enjoyable visits.     

 All the team were AMAZING.  Thank you for their support.     

 It is an excellent service and I have benefitted by the care I have received by the 

carers - all individuals and each person has their own strengths: practical in my early 

days and increasing emotional support as I realised my difficulties.  Everyone was 
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attentive and caring - and there were several outstanding people who were 

motivational and inspiring.  Thank you everyone for your help. x  

 I am completing this on behalf of my mother.  She broke her wrist in a fall but the 

responses in this survey may seem rather odd because of her dementia.  Question 10 

and 11 seem to have evoked a negative response, but this is because her mental 

state was deteriorating over the time-span of the visits.  

 Very pleased with Steps and progress health wise that I have made over past 4 weeks 

due to your help.     

 Without their help I would not have been able to cope in the morning.   

 The service has been fantastic.  Everyone has been kind and helpful.   

 As a result of all your support during my six weeks rehabilitation programme 

(following a fall) I am now back to normal and require no carers once again and am 

fully self-sufficient and coping extremely well.  Many thanks once again to all the team 

for their support!     

 Carers have been polite and caring.     

 Everyone was very kind and helpful.     

 All Steps ladies have done a good job, and have been friendly and helpful in getting 

S/u out of bed and giving her an incentive to meet the day!   

 All of your staff have been excellent no complaints whatsoever.  I would recommend 

them to anyone.     

 I have had excellent service from the carers and I appreciate all that was done 

 I found all Steps workers helpful and very sympathetic.  It's been a pleasure to meet 

you all.     

 Did not know what to expect as explained before.     

 I'm sorry to have to finish with Steps but must learn to live on my own again.  Steps 

are a great team of ladies.  All my thanks for everything.    

 I am very sad the Steps Team are finishing.  I wish you could still come to look after 

me.  They were all very nice carers.     

 Ladies were all helpful and friendly, always on time.  Thank you.    

 This has been a great support at a bad time.  May we mention in particular the 

kindness and excellent care Les has given S/u.      

 The ladies that looked after me were excellent at their work they were really lovely, if 

I need the help again I will come back to Steps please say thanks for me to all those 

that helped me.     

 All the girls were competent, able at their jobs, always a pleasure to see them and 

have a chat.  Very satisfied with the service.     

 Thank you for the excellent 'care' and moral support.     

 The carers who came to Mum have been happy, helpful and have made a difference to 

how Mum has felt more like her own self.     

 I appreciated everything done for me.     

 I would like to thank them all for the great help and kindness given.  They were great. 

 Care staff were, without exception, friendly and helpful, and have helped with my 

progress since I left hospital.  Very pleased and impressed with the service.   

 I've progressed really well with the help and aid of the care workers whom I found 

very helpful and very nice.  When they first came I was in a wheelchair, then 2 

crutches, now just 1 crutch.  I can even walk unaided, but don’t do it on my own only 
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when I have someone with me  - so having help has helped me get back to a some 

normality.     

 I found all people who visited me kind and friendly, but not afraid to push me when 

needed.  They helped me a lot.     

 The S/u is very pleased with the level of support he has received from the Steps 

Team.     

 Been very pleased with help given.     

 I have been very pleased with the carers, but I wish they were allowed to do 

shopping.     

 All very good!     

 Everybody has been very friendly and nice.     

 Everyone involved were very very pleasant and made us feel as if nothing was too 

much for them to do.  Thanks to everyone for your help.    

 Here again my physical needs play a major say in what I can do on a daily basis, but I 

try to do a bit each day, trusting in the lord to help me.  I had some pain in my head 

today and felt not well.     

 Service you are giving is excellent.  Everyone is so cheerful, nothing is too much 

trouble and I've really enjoyed having them here.     

 I have enjoyed the encouragement and companionship I have had and will miss the 

friendship as much as the personal service.  Thank you everyone! Just to say that 

the carers were there for me and although it seemed hurried most of the time they 

looked after me with care and respect for which I am grateful.  Please convey my 

thanks to the carers/Team Leader for all their help.   

 The Steps Team were always cheerful; which makes a great difference.  

 The girls were lovely and chatty and I loved meeting them and miss them.  

 Gaining more confidence but slow progress due to recent falls.    

 I am extremely impressed and pleased by the way the Steps Team have helped me to 

regain my confidence after my fall.  They have all been pleasant and encouraging 

allowing me to try and do things for myself at the same time making sure they were 

nearby.  It has been a pleasant and uplifting experience.  Thank you.   

 I found the Steps carers polite and friendly.  Asking if they could help me in any way. 

 All support workers and Team Leaders were all very friendly and I and my family are 

very happy with the help.     

 I would have liked an earlier call but have been reasonably able to manage.  Everyone 

has been really supportive and helpful.  Thank you Steps.   

 S/u said she has always been independent and done things for herself but we were 

respectful and competent during our visits.     

 S/u says that it is good that the Steps Service exists to help people and their families.  

I am very pleased with the Service, it has been a great help to me. A very good 

support system, made my convalescence easier.  I thank all your staff who were 

always cheery and kind.     

 I could not have wished for better carers.  The service was good, and everyone I saw 

was very kind and thoughtful.     

 Found everyone very helpful and polite.     

 I will miss the visits.     

 I have found all of the staff to be excellent.     
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 All the carers have been very helpful and kind.     

 All the Steps people have been good and gave confidence to getting in the shower, in 

and out.  The only problem being entry and leaving the shower because there is a 

high step which causes me concern and I can't shower on my own without 

supervision.     

 No-one consulted me at the start of the Service as to what my goals were.  I thought 

these through myself and planned my own daily challenges.  I was simply told when 

someone would come - again without consultation about the time.  That said, all the 

team did a great job for me.  Thank you.   

 I wish the carers and nurses would make their Name ID more visible.  (Followed up by 

Area Manager).     

 I am very grateful to the individual carers who supported me through an extremely 

challenging time.  Many thanks to Jeanette, Lesley Ann and Jean who I did have visit 

me more than once, they were very caring and helped to alleviate my feelings of 

isolation and frustration.     

 The goals I achieved were those worked out with Steps Workers.  They were superb. 

 I found every Steps helper very efficient.  All very pleasant and looked forward to 

every visit.  I had a friendly chat with everyone and they all left me in good spirits.  I 

could not fault anyone.  They were a great team. We are delighted with the help and 

assistance we've had from the 'Steps' team.  We were dreading having yet more 

strangers in our home, but these ladies didn't feel like strangers at all.  The ladies 

friendly, caring manner and unstinting help was much appreciated.  We feel quite sad 

that the 6 weeks have come to an end.  On an occasion when I had to go to hospital 

for an appointment myself, and my husband wasn't feeling well and didn't feel like 

exercising, Jean from Steps just sat with him for the allotted time.  This was greatly 

appreciated by myself.  Your team certainly seem to go that extra mile to do all they 

can to help.  We 'sincerely thank you all' for all your help.  

 A useful course - thank you.  

 I am very happy with the way things have gone.  

 Grateful to have received the support within the limitations placed on the service.  

 I would like to say a big Thank You to all the lovely staff that came to help me over 

the last 6 weeks.  Thanking you all.  

 I found the whole service excellent - over and above anything I ever expected.  All of 

the staff were excellent, happy, cheerful and very helpful. 

 I would be glad if the carer could do one or 2 small jobs like carrying a parcel or 

groceries up the steps leading to the bungalow.  I have been pleased with all the 

treatment I have received and each carer was very pleasant and helpful.  Thank you 

all very much - I shall miss someone calling each morning. 

 During the weeks since my operation I have been very pleased to see your ladies - A 

surprise most days?  They have been very caring and helpful and I think you have a 

very dedicated team.  So many thanks to Jackie and Co. 

 Great team.  All staff been very nice. 

 Thank you very much to all the team, I can now get on with my life, I'm happy in my 

own home, though I'm not able to run a mile yet!!! 

 Happy with service.  Carers excellent. 

 All staff were very nice, helpful and pleasant.  I will miss their calling in. 
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 Would have liked more than one call daily.  S/u is going into a care home for 3-4 

weeks to help get him back on his feet and to give his wife some respite from caring. 

 The service worked well.  I particularly liked being able to build relationships with 

individual workers (so did my cat!) because they came regularly.  I spent a lot of time 

'teaching' the care assistants about my routines.  This can be exhausting, especially 

when the carers change frequently.  Some carers were very well informed and helpful.  

It was good having one who herself had had two hip replacements.  Matching carer 

and patient in this way is good. 

 The service received was excellent from beginning to end, we cannot thank the 

service enough. 

 The Service has been excellent, no complaints at all.  It has been wonderful, nothing 

too much bother and I couldn't speak more highly of it. 

 More than happy with support from NHS and Cormac - the patient must realise that 

he/she must have the will to get better!  I still have a long way to go but I'll get 

there! 

 The carers have always been helpful in every way.  Excellent service. 

 I like to thank Steps for great support that gave me the confidence to walk in a very 

short time.     

 

St Austell 

 Good     

 The Team are fabulous, thank you for everything.     

 Totally satisfied with the service provided.     

 Helped. 

 Some helpers'(2) had too much to say about their private lives and marriages (2).  

Some were very entertaining and brought a smile to my face, much more 

encouraging!         

 Amputee’s need a longer period of help may be 8 weeks would do it.   

 I found all Steps staff kind and considerate and helpful on my 'low' days.  

 I was delighted with the services I received.     

 Helped with reduced mobility due to broken hip.  However a prior stroke has left me 

with permanent weakness which has meant I will not recover fully to look after 

myself.     

 Thank you all very much for your help and kindness.     

 I cannot thank the Steps team enough for helping me at home with my washing and 

dressing.  Everyone has been so caring, supportive, friendly and patient.  They gave 

me time to try things for myself but gave support when I needed it.  In regards to 

question 13, my goal was to dress and undress independently, I have made huge 

gains since the Steps team first came but I am still yet to achieve this.  I have been 

referred to longer care and the team leaders have been very supportive and 

informative throughout the process.   I wish I did not have to change service 

providers as I have got to know the team well.   

 Very happy with everything and all the help they gave me.    

 Happy with all the carers who attended me.     

 Nothing further to add.  I would like to thank the team for their support.  
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 My Dad was discharged from hospital two days after a bad fall (he was admitted with 

heart problems) on Christmas Eve.  The arrangements for the care package was 

agreed between myself and the occupational therapist.  The ideal time was not 

available but an acceptable time was agreed and later Dad was given a more suitable 

time when it became available.  Dad thought the carer could give him his medication 

and change dressings - a continuation of the nursing he had received in hospital.  The 

carers pointed me in the direction of the District Nurses and gave good advice; they 

arranged a perching stool to aid his balance issues.  The carers were kind, caring, and 

professional with a good sense of humour which has aided his ongoing recovery.  For 

myself, I found their support and knowledge to be invaluable at a very stressful time. 

 All the carers I had were very friendly and helpful.  I would like to thank them all.  

 I didn't know what to expect from the service beforehand, and I have not needed a 

huge amount of support, but everybody who has come to the house to help has been 

excellent.     

 If I need help in the future to help me stay in my bungalow I would love it to be 

'Steps'.  It's a wonderful service.     

 I have improved the muscles but it has not done anything for my walking. All Steps 

Workers were very polite and nothing was too much trouble.  Thank you to everyone 

in the team.     

 Always on time.  Always helpful and cannot do enough to help.  Information always 

given to help recovery.  Thank you to all the carers I had.   

 Satisfied with the service.  Would recommend this service.    

 Having assistance from Steps has been very helpful to my recovery.  All staff were 

wonderful.     

 Thank you for your help and assistance of your service.     

o I would just like to say that the Steps Team acted at all times very professionally.  

They were all very well trained and very kind.  I miss the girls very much, I did tell 

them they could drop in for a cuppa if they had 5 mins to spare and I still mean that.  

If I can be of any help to you and the Steps service I would try and  help but I am 

limited as to what I can do being an amputee.  Sorry this is so late being sent in but I 

mislaid it!     

 I am happy with the service I have received.     

 My care and rehabilitation were very skilfully and sensitively pursued with result of an 

early achievement of outcome of goals.     

 I must explain, I did not know I was expected to do things for myself, other than what 

I was doing the other 23 1/2 hours per day and in fact one or two of the ladies did do 

what I had understood, but one or two explained they were there to watch me?  

Regarding Question 11.  My own abilities have never been in question, it is just that I 

needed help, practical help at this time, because of my accident and plus things that 

happened later.     

 I was happy with the help that I received at all times.  It would have been very hard 

without your help.     

 We are extremely happy with the amazing and professional care and support that the 

Steps Workers have provided.  With their help I am back on my feet and my 

confidence has grown.  They are all very friendly and supportive and I feel very 
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blessed to have had their help.  The ladies have all given a little time to chat to me 

and make sure my needs have been fulfilled.     

 All the carers were kind and encouraging and I shall miss seeing them!   

 All the carers were very nice and polite and helped me when I needed it.  

 Excellent service from all the girls.  Thanks to everyone.     

 With regard to my answer to question 2:- In one way I was completely aware of the 

aims and objectives of Steps as you had been such a help with my husband twice in 

the past.  Before I was discharged from Treliske the physiotherapist discussed a 

'package' with Steps with emphasis on stairs to get me to the bedroom.  No-one 

mentioned outdoor help and I assumed, wrongly, that; Steps’ covered both in and 

outdoors.  No one asked me how our cottage was situated (1/2 way up a hill) and 

foolishly I never thought to mention it.  Consequently I lost a week's help walking as a 

physio had to oversee me going from the front door, down the garden steps and then 

the outer steps down to road and forecourt.  Once re-instated the outdoor walks were 

very beneficial.  In appreciation.     

 For the 1st week had a different care worker every day.  Different nurse every day.  

All because of cut backs to services not enough staff to cover. Using my phone to 

check in every day.     

 Could not have asked for more.     

 I have been very pleased with the service always helpful, polite and on time.  

 All the carers very very good.     

 I think I am able to cope now on my own.     

 I had hoped to be using my crutches at the end of this time but I clearly under 

estimated how much more work I need to do to achieve this; I am quite capable and 

feel confident enough now to continue working towards my goal.   

 Everything was excellent for helping me in the beginning for washing and dressing.  I 

feel more confident myself for doing things myself.  Everyone that called on me was 

excellent (even the trainees).  The gentleman was very good as well.    

 I would like to thank the carers for all their help these past six weeks.  When I just 

came out of hospital helping me to wash and dress was a great help even down to the 

morning cup of tea.  I shall miss their cheerfulness.    

 I look forward to their visit. Always pleasant.  Met all my needs.  Thanks to all the 

girls and will be sorry not to see them.     

 Overall the service provided by Steps was very good.  Thank you.   

 I am pleased with the treatment I received.  Thank you.     

 I have no complaints whatsoever and am deeply grateful.     

 I did not feel involved at the beginning.  After the Cormac Manager paid a home visit 

things improved.  All the carers were lovely and seemed dedicated to helping one 

become independent again.     

 Have been happy with the care and support.     

 One point I wish to make is the subject of male carers.  I feel if you live alone and are 

a vulnerable female in your own home, you should be informed that a male carer is 

coming.  Whilst I would not have said no, but I would have been prepared and would 

have had a little more dignity.  Obviously not a problem if there is a partner at home, 

you are in a hospital situation or doctors, where you are always offered a chaperone.  

I feel this point should be considered.   
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 I would like to say how friendly, punctual and kind all the service providers were.  

Thank you.     

 The staff were excellent.  Would be telling and recommending the Service to 

everyone.  Would like to thank everyone for the treatment and service I've received. 

 The Steps Team were without exception, always friendly, courteous and helpful in 

every way.  A difficult time for me has been made considerably easier with my 

'booster start' to independence.     

 I was very happy with the service I received and all the staff were lovely and 

respected me and my values.  I cannot thank you enough for the support I have 

received.  Many thanks again for your wonderful support and care.    

 I feel now I am able to do it all myself - this is because of the help they have given 

me.  Wonderful service.     

 Would have like more time to walk and be pushed to do it, but I am most certainly 

improved.  Not so much fear now.     

 Steps Team are very caring and professional at what they do.  They have cared for 

my needs to make me more independent to my ability.  Unfortunately as my health 

has gone downhill I struggle more but the right care and people help.  Steps have 

done all they can and passed on any concerns to the right professionals before  

ending their time with me.  Thank you!    

 All staff were pleasant, on time and treated me with respect.    

 We had a brief encounter with Steps because although my daughter and I live 

together, she works 4 days a week.  When I was discharged from hospital we had no 

idea what degree of help I should need.  However we soon discovered that we could 

manage.  Meanwhile we relied on Steps.  You will see from the survey that we found 

the care I received was excellent.  We were particularly impressed with both the 

speed with which our surgery contacted Steps and Steps contacted us.    

 Very kind and helpful, always on time and cheerful.     

 Service prematurely stopped due to the decline of my health and admission via EIT.  

 I have been looked after by a very competent, caring group of ladies.  Thanks to them 

all!     

 As mentioned - personal help is not my main need.  Add difficulty with picking things 

up etc., but manage.  Visit time greatest problem, I stated it would be best if I had 

early am, or late pm - got 11.15 am!?  Late pm didn't seem to feature on my plan - 

perhaps message went missing from hospital (I could have dressed myself am and 

showered with help late pm.     

 Please amend survey - it says tick box - no box.  I have put disagree to 1st 2 boxes 

as package was up and running so quickly.     

 You've all been very helpful.     

 I would like to add that when the care and support team came to me each day they 

always greeted you with a kind word 'How are you today' which made me feel good.  

Nothing was too much trouble no matter what you asked.  In a nut shell I would like 

to say a big thank you for all the support you gave me.  

 Steps gave my mother very good service and helped her to recover more quickly.  

 The visits were to improve my mobility, but I think they also helped lift one's spirits 

and I am sure that is as helpful as the exercises.  The people who attended were all 
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friendly, helpful and pleasant to talk to.  I would like to say thank you to them all.  It's 

been an enjoyable experience.     

 Lovely carers - helpful and kind and fantastically punctual!  Many thanks.  

 I am really grateful for the help, care and support shown to me by the Steps Team.  

Apart from once due to circumstances out of their control they were always punctual.  

Everyone that visited me was very helpful, kind, friendly, respectful and helped me to 

maintain my dignity throughout.  Everyone has been a very great help to me during 

this very difficult time.  Thank you for all you have done for me.  A very special thank 

you to Charmaine who was my most regular carer.     

 A note for others - If a patient has come home from hospital etc. and has any 

incontinence problem.  If they intend young pads, especially a gentleman, make sure 

they wear appropriate pants (not boxers).  Incorrect underwear could not hold pad 

securely causing distress and embarrassment.  Most shop bought pads have 

instructions, but sometimes when dealing with other health issues it is the last thing 

you think of reading about.     

 I have never been in the situation before that I have needed the help from the care 

workers, but I must say that I enjoyed the experience and looked forward each 

morning to them coming to see me.  Thank you all so much.   

 Having the Steps Team here really helped my Mum get back on her feet and also 

helped me to get better after my operation.  They were all very friendly and very 

helpful.  Thanks for all your help.     

 I wish to say how happy I was with all the support I got from the carers who came to 

see me.  I wish to say a BIG THANK YOU to them.    

 All in all a very good service from everyone which has helped me through a bad time.  

Thank you everyone.     

 Marvellous service and we are so grateful for all the help and support provided by 

Steps.     

 All the carers were very helpful and considerate and well trained. Everyone involved 

were very friendly, kind, caring and looked after all my needs.  Thank you all. 

 The service has been first class.  Cannot thank the Steps Tem enough, the support 

really helped me get back on my feet. 

 All excellent, could not have asked for more.  Carers all lovely.  Thanks very much. 

 My treatment from all Steps people has been exceptional and made me feel like a 

valued human being.  Thank you.  PS Have been like friends and always pleasant. 

 After talking to the surgery a different treatment was more suitable.  Have to keep 

the hematoma part dry and now starting to heal again. 

 All the nurses have been very kind and helpful.  Thank you. 

 All the carers were very helpful and pleasant, very punctual, neat, tidy and kind. 

 Question 9 - Felt the younger ones took over and didn't let me do things - because I 

am slow. 

 All the staff were very friendly and encouraging. 

 I would have liked my visit time to have been earlier 10.00 am approx., but no 

complaints with the service Steps provided. 

The Steps carers were very caring and helpful.  No complaints.  Towards the end of 

their time, the fish were fed by me during the day (too dark outside) and no I didn't 
fall in the pond!  Thank you to all the carers. 
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Truro 

 May god bless you for all that you do.  Many thanks for your help.   

 I found the Steps Team to be very professional.  The ladies were very caring, friendly 

and gave me confidence.  I appreciated the 3 extra weeks granted.  

 I have been very pleased with all the support I've received from all the Steps care 

team.  Thank you.     

 You dealt admirably with a surprise situation.  I felt at the time that the health and 

safety aspect was slightly overdone.     

 Thank you for all your help.  Please to say S/u is making progress.   

 Could you please supply endless channel products for use in my personal care!!  I 

would like to take this opportunity to thank all the staff (in Truro) for their quality of 

care and support I received.  It was much appreciated. Perfect service received!  

 I was pleased with all the help that I had.  Thank you.     

 All the ladies who came to me were lovely.     

 The carers who visited showed me great kindness.  They were very helpful.  My 

daughter says that the team were very helpful in explaining the service and the follow 

on at the end of 6 weeks.  All carers were lovely but Uli, Helen and Beth were 

especially nice.     

 We can't praise your staff enough.  Their help and kindness make's life a lot easier for 

me.  We hope you value them and not take them for granted.  It's a pleasure to have 

in my house.     

 Everyone was most kind and helpful and on time.  Superb service and most 

encouraging to know help is available when one is not well.    

 I was discharged from St. Michael's Hospital rather hurriedly on the afternoon of the 

day before Christmas Eve.  There had been little discussion of the care to be provided 

- this was given by the first carer visiting next morning.  All the carers have been 

pleasant friendly people and they and I have had a good rapport.  I was asked initially 

what I wished to be called (at the age of 87 and said ..... I do not like familiarity until 

you have a  relationship). On very few occasions was I given choice. I saw most 

carers from St. Austell Team then from Truro.  

 We are very grateful for the time spent helping S/u to regain at least some of his 

mobility.  The team were at all times helpful and encouraging.    

 All carers that came to my house were efficient, and extremely pleasant.  I would be 

more than happy to have this service available to me again.   

 Very pleased with all that has been done!!     

 All very professional staff - Very pleased.     

 (Due to dementia, husband answered questions)  Purpose of Steps visit was for S/u to 

stand sufficiently for husband to use Sara Steady and not need lunch visit.  It's been a 

great help, service very good - goal to stand achieved.  

 Very pleased with the service and staff thank you.     

 Highly praised, good set of ladies.     

 I am extremely grateful it was not what I expected it was better!    

 I was very happy with the support I received.     

 The weather unfortunately played a large part in the amount of time I was actually 

able to receive, being an 'outdoor' exercise and 5 days at least being 'rained off'.  I 



STEP Service – Customer Satisfaction survey results 44 

01/01/16 – 31/12/16 

think that if I was actually able to complete a daily routine without so many gaps my 

confidence would have been greater, but I do appreciate very much the help I have 

received as I did not realise that Steps provided this type of service.    

 My 4th time and extremely satisfied.     

 Very pleased with the service and everybody was pleasant and professional.  

 All been very nice and very helpful.     

 I enjoyed Steps visiting me; they are very nice to talk to.     

 Service was excellent; I cannot put it into words.  Could not better them. Very 

pleased overall with service, many thanks.  The only issue (as mentioned) was the 

initial morning visit being at 10.40 and evening one at 5.40 but this was rectified as 

soon as was possible.     

 I have been delighted by the service and only have praise for it.    

 I would like to say how very satisfied and grateful for all the kindness and help I 

received.  I certainly could not fault them in any shape, form or manner.  They have 

all done an excellent job in creating a first class team.  I would not hesitate if I 

needed help to have them again.     

 For me personally the service has been adequate, all very friendly.  We shall miss 

their visits.     

 The whole team have been very supportive at a time when I most needed their 

support and encouragement.     

 I found all the care workers helpful and respectful and encouraging.  While I fully 

understand when a carer is late I think it fair if I point out that they often find it 

impossible to be on time because of the tremendous traffic problems in Truro.  They 

simply have not the travelling time and this, of course, means that they are finishing 

their shift late through no fault of theirs.     

 I thought this service was excellent and I can't find fault with anything.  

 Overall the treatment I have received has been outstanding.  The staff have been 

very helpful and supportive encouraging me to take the next step in my recovery.  

Thanks to everyone.     

 They are all helpful and polite and thank you all.     

 I am quite happy with my achievement.     

 I found the offered timings difficult to adjust to.  The times of 12.30 - 2.00 pm for a 

30 minute visit made it hard to know when to start any lunch preparations to be ready 

when the carers came.  I found I could manage on my own.  

 I would like to thank all the team for their care and support to me in these last 6 

weeks and give me back my confidence.     

 All the Steps Team ladies were friendly, polite and helpful.    

 I have enjoyed the care and support I have received from Steps and everyone has 

been very kind and friendly.     

 Steps have been very helpful, pleasant and efficient in all their dealings.   

 S/u and wife are extremely appreciative of the help they've received.  S/u is now able 

to use the microwave without any problem.  Subsequently he's able to get a meal for 

himself.     

 if my mother's heels were better and she was more mobile she could have done more.  

I am hoping when she is better with her legs could Steps carry on her work with 

yourselves.     
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 Could not have managed without you!  Very kind, thoughtful.    

 Pleased with the service and staff.     

 I found the carers very polite and friendly.  I couldn't ask for anybody better.  

 The Steps Service has cared and supported me very well.  I am most impressed by 

the positive attitude, kindness and common sense of all the ladies who have come to 

my house, always cheerful and friendly.  Over the past 13 weeks they have taken me 

from one armed near helplessness to today with an arm with mobility and 

independence in my home through achieving little daily improvements.  Without their 

support I would not have had the self-discipline to keep to the exercise programme 

and not always have understood the aim of the exercise.  I'm glad to be able to thank 

them all and their leader for all their care and for sharing a little of their busy lives.  It 

is a wonderful service.   

 Very many thanks for all your help - you couldn't have given more.   

 The S/u and I had no previous knowledge or need of Steps - so we were extremely 

pleased to receive their help.  The Steps Team, headed by May, not only gave 

physical help with showering etc. their prompt, friendly care helped to motivate us at 

a difficult time.  May, or one of her colleagues, was always there to support us.  We 

are all very pleased with the S/u's improvement - Thank you 

 All staff very helpful and supportive without bullying.     

 Very pleased and grateful for all the help and support.  The extra time given to me 

was very appreciated and I think was very beneficial.  Thank you very much to all the 

team and leaders.     

 Everyone who came to help me was considerate, gave excellent help, showed respect, 

made sure that I did not take risks and explained well why.  All of the team showed 

support and understanding when I felt depressed as my husband has dementia and is 

now in a care home.  I have nothing but praise.   

 I have been thoroughly satisfied with the service and can only express my gratitude.  

Thank you.     

 As before I have been treated by everyone with help and kindness.   

 Excellent care and attention - What more can I say!!!     

 I couldn't have wished for a more caring, helpful, friendly team.  Please thank them all 

so much for all the help they gave me.  I really felt that I had made several new 

friends.     

 Yes I would welcome you all back again.  I would highly recommend all the girls who 

helped me in my success of getting me stronger since coming out of hospital and the 

confidence I built with all their help.  Many thanks.  Thank you All good.   

 From start to finish the care and support I have had from your team of carers has 

been second to none.  They were very efficient and polite and could not do enough for 

me.  Through their care I have recovered quicker than expected.  They were always 

on time and could not do enough for me.  Congratulations to Steps for being here for 

me.     

 I am very grateful for the help and support that I received from the Steps Service.  

Everyone was very kind and helpful.  I am now back to cooking my own meals again 

and feel a lot more confident with everyday tasks.  Thank you all very much.   

 I feel sure that very few people could have more reason than myself to be grateful to 

Steps.  Without their help I would have been unable to cope.  
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 Totally happy.     

 All carers friendly, caring and professional.     

 Without exception - all the carers were respectful, kind, helpful and considerate.  Will 

miss them all.     

 Excellent service, very helpful.  If I need help in the future I hope I will have the 

Steps Team again.     

 I had never even heard of Steps.  It came like a bolt from the blue.  The girls are so 

cheerful and the service is so professional.  I looked forward to their visits and the 

improvements that came from them.  The walking is now fluent and my balance is 

vastly improved, thanks to Steps.     

 Motivation to do things is not something I have ever lacked, but the physical strength 

and stamina to do them have been lacking/limited.  These have increased during the 

time I have had the Steps people, partly because the effort of doing some of the tasks 

has been done for me.     

 Enjoyed chatting and learning again.  I'm going to miss the company.  The ladies 

were lovely and helpful.  Lifted my spirits.  Thank you.     

 I was very happy with the service.     

 All staff helpful at all times and willing to assist in many ways.  Staff all competent 

and well trained.  A pleasure to welcome into our home.  We will miss them all.  

 I could not wish for better care.     

 All members of the Steps Team have been first class in everything that they have 

done to help with my rehabilitation.  Many thanks from both myself and my wife.  

 They were fantastic from start to finish!!  I cannot praise them enough and am very 

grateful to them so much.     

 I greatly appreciate the help I received over the past six weeks from the Steps Team.  

My injury caused a major change in my everyday independence and the team's 

support helped me recover and regain my ability to perform independently, especially 

their suggestion I go for walks supported by them, then with a stick.    

 Very happy with the care I received.     

 I feel it would have been helpful to have been given a leaflet outlining the aims of 

Steps and what was expected of me.  I was under the impression that I would he 

given help for six weeks but this wasn't the case as I was able to wash and dress 

myself.  This confusion could have been avoided if I had understood the role Steps 

could play in my recovery.  I was exceedingly grateful for the help and confidence I 

received from the team of ladies.     

 The service that I received was excellent.     

 Excellent attention, I felt so secure and happy when you all visited me.  My only wish 

is that I could keep the Service still and pay something towards it - Thank you very 

much.     

 I am much stronger now and thank you all for your support.    

 No further comment felt required, thank you.     

 Everyone has always been very helpful.  Thank you all.  A celebration of success is 

due to all members of the Steps Team.  A huge well done and a huge thank you to al 

 I would like to thank Wendy for organising the hand rail down the stairs and the 

shower rail in the bathroom.  I wouldn't have been able to manage without them.  
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 Due to the pain in my spine, which I understand isn't curable, I have to go into care 

but everyone who looked after me has been fantastic.    

 I feel very confident with showering now, as before I was not confident using the 

shower.     

 All of the carers were very nice and friendly.  They will be missed now that the service 

has finished, both on a personal and professional level.    

 Perhaps other small jobs could have been done, but that would have taken more time 

which perhaps they did not have to spend on one patient.  It would have been better 

to have one STEPS carer all the time, but they were all very nice and did their job 

very well.     

 All kind, understanding and patient with me at 80 years old.    

 Thank you so much to the Truro Steps Team and Team Leader, Amy.  Communication 

to the family has been wonderful - very caring team, who adapted to my father's 

needs and positive prompting.  Very caring and kind - A special thank you to Amy for 

offering support and advice on his after care.  

 My Mother's mobility has decreased since coming out of hospital.  She is very tired 

every day mainly because she has to get up 2-3 times a night.  She has found it more 

and more difficult to put on socks and pants.  The Steps workers have always been 

very kind and considerate.  I am not sure whether my Mother's goals were achievable 

anyway!     

 See note 5.  (Was lead to understand that this package was for 6 weeks not 2 weeks) 

 The Steps Service was excellent.  It is only that I have more conditions now than at 

the start, which is the only reason that I did not make the progress anticipated.  All 

members of the team gave excellent service.  My highest praise for how they coped.  

I wish them all well.  Please convey to all the team my thanks.     

 I have been very pleased with the service from Steps.     

 All of the carers who looked after me were excellent.  I would always be happy to 

receive your care again if it was necessary, but I do not really want to be involved in 

publicity events.     

 I was very impressed with the Steps Team.  The help given was enormous and gave 

me confidence and ability to slowly do things for myself.  The Team Leader organised 

a hand rail to be fitted at the top of the stairs when it was realised the bannister fell 

short of the four steps at the top of the stairs.  It was fitted on the afternoon of the 

first day home from hospital.  A helper organised for a district nurse to attend when 

my wound was blistered after my hip operation, which meant I didn't have to suffer 

over the weekend.  I think this service is marvellous.     

 This is a wonderful service with caring staff who respect the dignity of the patient.  

The staff are cheerful and considerate.  They are very mindful about safety and are 

obviously well trained to assist patients in a safe way. 

 Thank you so much for the Steps Team's wonderful service.  Unfortunately my right 

leg and groin are playing me up at the moment so I'll decline from outdoor sessions. 

 To Whom It May Concern - I would like to say thank you very much to the Team 

Leaders, May and Hazel, who I have had the privilege to meet in person, and the girls 

follow suit from their leadership and I hope this is my last surgery and I would not 

hesitate to have Steps come to me again.  I'm extremely pleased with the progress I 
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have made.  I would like to wish you all a Merry Christmas and a Happy New Year and 

thank you. 

 I have been very happy with all the carers that have been with me.  They are 

wonderful. 

 Thank you  so much to May and all your carers.  All lovely, some were very special 

Caroline, Kath, 2 Janet’s, Margaret, Tina.  Too many to name.  Thank you all who 

came to me longer than you should.  Sorry about my writing at last I can write, 

speak, and walk now.  Bless you all. 

 Excellent care and encouragement from a team of friendly carers.  Thank you. 

 I found the staff I met during their help, mostly very helpful and should the need arise 

again I would not hesitate to ask for their help again. 

 Wonderful service.  The kindness and patience of the staff was brilliant, very punctual 

also. 

 Just to say their arrival times were excellent despite the hazards they must have 

found on the roads these days - they were always cheerful and helpful.  Thank you to 

all the ladies who came to my needs in helping  my recovery - EXCELLENT. 

 I have been very happy with all the help I have been given and owe them all a big 

thank you for getting me back on my feet. 

 All the Steps carers were very pleasant as always.  Thank you! 

 All carers were very helpful and friendly.  Also Team Leader May was very helpful.  

Excellent service, carers and team leader all round and I shall miss them. 

 My Mother has been, quote, '100% pleased with the carers attitude and level of care.  

They were all very pleasant and efficient.  They were a delight to have about the 

house, interested in me and my life, and easy to get on with.  A very happy and 

dependable team'.  As the S/u's daughter can I add my thanks for a rapid and reliable 

care intervention  - much appreciated by all.  Full marks to the authorities for the 

support for a really good active service! 

 Because of advancing pain and my incredible slowness it was very frustrating at 

times. 

 Q5 - Check with the carer's opinion on quality of each helper.  Unaware at the start 

because of being in a post-stroke condition and was disorientated.  The helpers were 

very varied and some were much more helpful than others. 

 Prior to Steps coming to assist me I was informed as to what service to expect.  What 

a professional team.  From the start I had wonderful care and assistance from all the 

nurses/carers  with no exceptions 

 All ladies (carers) were friendly and helpful.  Interested in my progress towards 

normal life for me. 

 No one in hospital really explained the service in any detail and it was quite hard to 

establish what exactly could do by way of support. Q.13 no goals were set. Just really 

a lack of clarity around what was aims and what could or could not do to assist. 

 I appreciate all the help the staff from Steps have given me.  I would like to be 

involved in any Steps publicity events but my disability would render this impossible. 

 There isn't anything more that you could have done.  They have all been very 

supportive and have treated me and my home with respect. 
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 Such a sad day, the last day for Steps ladies.  I shall miss their company.  I am a lot 

stronger than when they first started to visit.  I am very grateful to you all and thank 

you once again.  Good luck to your work, all my best wishes. 

 All they did was positive, helpful and considerate.  Very pleased with the service 

provided. 

 If not for the girls I would not be so mobile or able to walk as far.  Thank you. 

 I came to look on Steps staff as friends.  Thank you. 

 Thank you so much for all your help it has been much appreciated. 

 Explained fully what they would or would not do.  The carers were excellent, however 

the care co-ordinator has clearly an attitude problem and talks down, not listen, 

maybe he was an ex police or prison warder? But clearly not a good advert for care 

workers. 

 All the ladies which attended me from Steps have been terrific and we got on as they 

say 'like a house on fire'.  They were helpful, gentle and friendly and made you feel at 

ease and most of all gave you confidence in whatever you tried to do, encouraging 

you every step of the way.  We are so lucky to have Steps to come and help and 

encourage when we need help after leaving hospital.  I really appreciated everything 

the carers did for me.  A big thank you to all. 

 Thank you so much for all your care and encouragement.  I will try to stay on my feet 

and not break any more bones and not waste all your work and will miss seeing you 

all. 

 All the carers that attended my property were all very helpful and friendly. 

 The Truro Team that looked after me was very friendly, very helpful and a first class 

service, nothing is too much off a bother.  P.S. As I live in a residential area with 

parking restrictions, is there a way that the team could be spared of a parking ticket, 

after all they all work for CC Council. 

 They were very friendly and helpful. 

 Couldn't fault any aspect of the service. 

 Thank you to all who have given me back my confidence to be able to manage and be 

independent. 

 Q5. Nothing else, fully satisfied.  I would also like to add that I was very pleased with 

the Service I have had from the team.  I found carers very friendly and nothing was 

too much trouble.  I was completely satisfied and have appreciated your Service. 
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