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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 2017 and December 2017, for the service as a whole and broken 
down per area for additional comments.  

Overall during the 12 month period STEPS closed 1742 completed interventions, of 
these Service users, 972 returned surveys, equating to a return rate of 56%.  Of 

these 99% agreed to have been satisfied with the level of care and support provided 
during their time with STEPS and 91% 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 as the 

comments were received.    

The most common comments made for not being satisfied with the service were in 
relation to wanting the service to continue after the intermediate care phase, having 

more staff member continuity and more available peak time slots.  

The most frequent suggestion for service improvements was in relation to staff 

consistency and limiting the number of staff who attend to each Service User to 
between 3 and 4 carers.  This has been something the Service has been aware of for 
some time and actively trying to improve, however it is fine balance between ensuring 

continuity and maximising a limited amount of capacity to ensure all required visits 
are covered. This is an area which we will strive to ensure improves further over the 

next 12 months as is clearly of importance to our customers.  

Overall, the vast majority of Service Users who took the time to return the 
Satisfaction surveys were very satisfied and complimentary regarding the quality of 

provision they received from the STEPS service. This is especially true in relation to 
the comments received regarding the STEPS workers, where frequent words of praise 

and thanks included that all staff demonstrated a kind and caring approach, that they 
were always smiling, professional and have a way of making Service Users feel at 
ease. Comments such as these are a true testament to the hard work and dedication 

demonstrated by all of our staff and deserve to be truly celebrated – Thank you! 

 

 

 



STEP Service – Customer Satisfaction survey results 3 

01/01/17 – 31/12/17 

Section 1 – Service user Information 
 

Team: 

 

 
 

 

Gender:  

 

 
 

 

Age Range:  
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Section 2 – As the service started:  
 

 

 

 

 

 

 

Strongly 

Disagree Disagree

Neither 

agree or 

disagree Agree

Strongly 

Agree No Response Total

Bodmin 14 22 27 70 37 3 173

Liskeard 5 18 16 79 56 2 176

St. Austell 6 13 25 59 34 5 142

Truro 11 17 19 59 50 3 159

Camborne 12 20 17 54 54 2 159

Penzance 11 24 24 67 37 0 163

Total 59 114 128 388 268 15 972

Team

1. I knew what to expect from STEPS before it started
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Strongly 

Disagree Disagree

Neither 

agree or 

disagree Agree

Strongly 

Agree No Response Total

Bodmin 5 20 16 91 39 2 173

Liskeard 2 10 10 88 64 2 176

St. Austell 3 10 11 74 41 3 142

Truro 3 7 9 81 56 3 159

Camborne 4 11 14 58 71 1 159

Penzance 1 13 15 95 39 0 163

Total 18 71 75 487 310 11 972

Team
2. 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 Total

Bodmin 2 8 8 93 60 2 173

Liskeard 0 4 12 95 64 1 176

St. Austell 2 4 8 81 46 1 142

Truro 1 2 8 85 59 4 159

Camborne 2 6 8 64 74 5 159

Penzance 0 6 15 90 50 2 163

Total 7 30 59 508 353 15 972

Team

3. 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 Total

Bodmin 0 2 6 86 76 3 173

Liskeard 0 2 2 83 88 1 176

St. Austell 1 2 3 72 62 2 142

Truro 1 1 4 71 78 4 159

Camborne 1 2 3 64 86 3 159

Penzance 0 2 5 83 69 4 163

Total 3 11 23 459 459 17 972

Team

4. 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 Total

Bodmin 0 1 1 84 86 1 173

Liskeard 0 0 2 70 103 1 176

St. Austell 0 0 4 58 74 6 142

Truro 1 0 4 58 93 3 159

Camborne 0 0 6 48 101 4 159

Penzance 0 0 3 78 80 2 163

Total 1 1 20 396 537 17 972

Team

5. 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 Total

Bodmin 1 9 10 82 68 3 173

Liskeard 0 2 13 79 80 2 176

St. Austell 0 6 23 60 49 4 142

Truro 3 10 16 72 56 2 159

Camborne 1 7 13 64 73 1 159

Penzance 3 8 22 82 48 0 163

Total 8 42 97 439 374 12 972

Team

6. 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 Total

Bodmin 0 0 2 47 124 0 173

Liskeard 0 1 0 42 133 0 176

St. Austell 0 0 0 44 97 1 142

Truro 1 0 0 35 121 2 159

Camborne 0 0 0 39 119 1 159

Penzance 0 0 2 42 118 1 163

Total 1 1 4 249 712 5 972

Team
7. 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 Total

Bodmin 0 0 1 55 117 0 173

Liskeard 0 0 2 57 115 2 176

St. Austell 0 0 5 47 88 2 142

Truro 1 0 3 47 106 2 159

Camborne 0 0 1 45 113 0 159

Penzance 0 1 3 61 98 0 163

Total 1 1 15 312 637 6 972

Team

8. 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 Total

Bodmin 0 3 10 70 89 1 173

Liskeard 0 6 16 64 87 3 176

St. Austell 1 1 8 59 72 1 142

Truro 2 2 10 54 89 2 159

Camborne 0 2 12 53 90 2 159

Penzance 1 5 11 71 74 1 163

Total 4 19 67 371 501 10 972

Team

9. 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 Total

Bodmin 0 3 9 78 82 1 173

Liskeard 2 3 18 72 77 4 176

St. Austell 1 1 10 63 66 1 142

Truro 2 1 10 67 77 2 159

Camborne 0 0 10 57 90 2 159

Penzance 0 4 13 83 61 2 163

Total 5 12 70 420 453 12 972

Team

10. 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 Total

Bodmin 0 1 0 49 122 1 173

Liskeard 0 0 3 43 128 2 176

St. Austell 0 0 1 46 94 1 142

Truro 1 2 1 39 113 3 159

Camborne 0 0 4 43 112 0 159

Penzance 0 0 0 59 104 0 163

Total 1 3 9 279 673 7 972

Team

11. 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 Total

Bodmin 1 0 9 69 89 5 173

Liskeard 1 3 12 62 91 7 176

St. Austell 0 0 4 60 75 3 142

Truro 2 1 12 55 83 6 159

Camborne 1 0 15 49 93 1 159

Penzance 1 1 21 70 68 2 163

Total 6 5 73 365 499 24 972

Team

12. Overall I feel I have achieved the outcomes or goals agreed at the start of the 

service
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Additional Comments: 

Bodmin 

 All of you have been wonderful.  Thank-you. 

 I am more than satisfied with the Service provided for me from the girls from Steps.  

All very kind and helpful. 

 Take me shopping. 

 Every member of the Steps team was kind, patient and good-humoured.  My father's 

physical needs were extremely well addressed, but the team did even more good to him 

psychologically, chatting and responding to his anecdotes.  He is noticeably livelier 

thanks to them.  I cannot express my gratitude more strongly. 

 Thank you for everything and always being prompt, will miss you all. 

 Why not provide an envelope; this would prevent delay in returning form. 

 Nothing more, their support was great. All the Step workers were very pleasant and 

professional.  It was a pleasure to see them every day. 

 An excellent service which really helped me, but I was unaware of the boundaries of the 

carers, i.e. domestic duties, personal care.  This may have been my problem as I have 

problems with remembering information which is told to me. 

 They were all very helpful. The only thing I can say is that the 8 am call was a tad too 

early for me. 

 I am just 85, going severely deaf and have macular degeneration.  This is a marvellous 

Service because: Patients are sent out of hospital early, it is an incentive to get up, 

have a little encouragement, feel fresh and clean, and have help with dressing.  For 

those who live alone like me it is a psychological uplift.  The carers are unfailingly kind 

and patient. 

 Kept pressure off of me. 

 No, they did well, I am thankful. All done kindly and with goodwill and cheerfully.  

Excellent Service. BIG thank you to all. 

 All the ladies were most helpful and caring for the whole of my six week visits.  Thank 

you very much.  The whole team from Steps were a great support to me.  Will miss 

their cheerful company.  Thank you. 

 Was very challenging as I cannot read or write (wife is dictating this) and also think I 

probably had another stroke which caused the fall, so resulting wooziness, cognitive 

deficits and general confusion.  Once we understood what was involved i.e. equipment, 

support and advice, consistent routine, chance for wife to learn how best to get me into 

a routine so she can work.  We were 100% delighted.  At the beginning, as we did not 

realise what was involved, wife was very worried she would not be able to manage the 

rest of the day/night on her own.  Eventually, routine created, wife now more relaxed. 

 All of your team members are helpful and pleasant. 

 An excellent service, all the girls have been so helpful.  The girls have been such a 

strong support to me. 

 I cannot thank Steps Service enough helping me to rehabilitate after the stroke.  Care 

and kindness shown. 

 I am making sure to tell everybody what great care was shown to me and how helpful it 

was.  They were all very friendly and I felt them to be very respectful of me and my 

home.  Good chat! Therapeutic. 

 Was very happy with the service. 

 Very satisfied with the service given to me. 

 I am disappointed that my arthritis in my knee flared up, also a fall towards the end of 

my package meant I was unable to reach my goals. 

 The care team have given me my confidence back to go about my everyday life at 

home.  Thank you. 

 No mention as I recall regarding the fitting of some 'grab rails'.  I do think at least one 

should be fitted in the bathroom. 

 Pleased with all they did for me. 

 I have been very happy with everything that I have been taught. 
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 Excellent service at all times from all your staff and would recommend Steps to anyone 

who needs home help. 

 Staff were fabulous.  The Service was excellent. 

 Could have not done better. Very good. The goals I wanted to achieve were not 

possible because the X-ray found another fracture in my back.  Also the service from 

your carers and team leader was outstanding.  My husband would not be able to help 

me.  Many thanks 

 All were very nice and helpful at all times.  I was very glad of the help.  Thank you very 

much. 

 The carers were amazing. 

 Kind and helpful.  Always enjoyed their visits and pleased to see them. 

 All the team were nice but it would have been rather better to have one or two carers 

rather than not knowing who was going to come each day. Excellent team and Team 

Leader (Sandra). 

 I have had the best care from the team and thank you all for this sincerely. 

 I am very satisfied with the help I received from the Steps team.  Always early and 

always polite and helpful.  The only problem was waiting in hospital for a package to be 

found for me. 

 Longer period - not just 6 weeks.  Ended before I felt truly confident. Needed more 

weeks to get stronger.  The girls always cheered me up.  All were friendly. 

 I know what to expect as I had the Steps Team before, but I wasn't informed by the 

hospital to expect what they would do.  I have had wonderful respectful help and 

support and cannot thank the team enough, to literally get me on my feet.  The only 

negative would be that the hospital did not tell me what to expect from care when I 

arrived home, so thank you. 

 My contact with all the Steps carers was excellent and I'm very happy with the 

outcome.  My confidence in myself has returned with Steps help since my recent stay in 

hospital and nursing home.  Just one criticism where are the tick boxes on this form?  

Only joking - maybe. 

 Cannot fault the carers, they were polite, kind and caring. 

 Not allowed to do housework or shopping which I would have found helpful.  Son would 

like to thank all the Steps team for their wonderful support. 

 I can't speak highly enough of the help and service I have received at all times from all 

members of the team.  I feel I have made many new friends. 

 Very pleased with the service I received. 

 They have been wonderful. 

 All ladies are kind, helpful and do their best. 

 Yes I want to be able to get out my front door. 

 Helped me to get on with coping here at home from day one.  Excellent help. 

 The care nurses have been very kind and thoughtful to me.  They have encouraged me 

to get better and I have a lot to thank them all for. 

 Very grateful.  Thank you. 

 Excellent service, very nice girls. 

 I am very happy with the service I have received. 

 I have been thoroughly satisfied with the Steps service in all respects.  The girls are all 

cheerful and chatty and always very willing to do what is required.  I would have been 

very happy to keep on the way we were but realise this is not possible. 

 S/u wishes to express his thanks to all the Steps Team. 

 Conjure up a physiotherapist!  // It was only my arthritic knees that prevented further 

progress. 

 Unfortunately the surgeon stopped my morphine tablets so I'm not too good now. 

 I have never had to use this service before but the nurses were amazing, always on 

time and very helpful.  I would like to thank them all. 

 Overall the service was excellent, but the fault being support taken away after just 7 

days, I am 87 years, spinal trouble, 10 weeks in hospital disgraceful; I was lead to 

believe that I would be supported for 6 weeks. 

 I enjoyed the Steps Company.  I feel I can now manage will with my daily tasks. 

 I found all of the Steps workers most helpful to me. 
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 I am very satisfied with the service I have had and grateful to all involved. 

 On discharge from RCH Treliske given wrong information.  Told 'Care Package' had 

been set up for personal care, shopping, cooking, cleaning etc.!  Was made aware of 

'Steps service' first team member to call.  Would prove helpful if patients were given 

the correct information re 'Steps' before discharge from hospital.  'Steps' was exactly 

the help I needed - not a 'Care Package'.  Thank you Bodmin Team for giving me that 

help and encouragement.  I now feel I'm on the way to regaining my independence. 

 We were not sure what we needed until Steps arrived. The Service and the staff were 

very good and helped me a lot.  Thank all the girls for their help. 

 Service user says she has been very happy with our service. 

 It would help if there was easier identification of staff i.e. visible name logos.  Also 

continuity even if it meant an occasional break. 

 Wonderful, cheerful girls 'Give 'em the money Barney'! 

 I would like to thank all of the Steps workers and their team leaders for everything they 

have done for me.  Many thanks again. 

 Everything perfect, time keeping and all. Only praise for all the staff who visited me. 

 All the carers were very kind, patient and helpful.  Thank you. 

 They were all very professional, helpful and encouraged me to help myself.  We found 

all the staff very helpful and kind my husband looked forward to seeing them in the 

mornings and all the staff who came to help with his exercises encouraged him.  We 

would not hesitate to ask for 'Steps' help in the future.  Thank you all so much. 

 The Steps Team have been wonderful.  Greatly helped me in my recovery.  Thank you 

very much. 

 Many thanks to the team for so cheerfully and caringly helping the S/u regain his 

independence well within the six weeks.  We shall miss their cheerful visits each day. 

 I am back on my feet and ready to continue my life in the community thanks to the 

wonderful care and love of the Steps team. 

 Excellent service, looked after well. 

 Wrong package was put in place so didn't know what to expect.  Staff were all friendly 

and helpful and considerate to all my needs.  Thank you for all your help. 

 Everything was superb.  The programme was excellent.  As an OT I suggested that my 

standing and walking programme be timed.  This gave me motivation and we were able 

to assess my progress.  This was very useful; it also means that we achieved objective 

measure of progress at the end of the course.  At the end of my Reablement I was 

walking more lengths and standing for longer. 

 When Steps first visited I was rather confused and therefore at the beginning number 3 

was not clear.  As I improved so did my understanding of my goals etc. 

 Very happy with service.  Thank you. 

 I found it difficult to answer questions 1-4 as I had never heard of Steps and had no 

idea what care was involved, after hearing stories about other care companies.  I was 

very apprehensive, but I need not have worried.  I have just had my last visit from my 

care worker and I cannot speak highly enough about the care and treatment I have 

received from everyone, The Office, Jasmine and all the carers, who I cannot fault in 

anyway.  I really do appreciate all the help I have had from everyone who has helped 

me following a long stay in hospital, I also appreciate the extra time allowed me after a 

lot of complications in my convalescence.  Would you please pass on my thanks to all 

the carers who came to me for all their help and understanding which I have really 

appreciated.  Your care and attention has greatly changed my thoughts on care 

workers.  So a BIG THANK YOU again to you all. 

 You have all been a great help in getting me going again after my fall.  Unfortunately 

have been smitten with rheumatism or the like in my legs and am working hard to keep 

them mobile. 

 S/u says she is very happy with the service and would be happy to recommend us and 

cannot fault us at all. 

 Many thanks to Steps for help, kindness, respect and cheerfulness throughout my six 

weeks.  I am very grateful to everyone.  I now feel much more able to cope.  Three 

times Steps has helped me so thank you Steps. 
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 I was delighted with the cheerful, friendly and efficient carers who came to me.  They 

were helpful and encouraging, considerate and respectful at all times.  Sincere thanks! 

 The Steps team helped to build my confidence and put trust in my new hip and ability.  

They encouraged me all the way, did not push their own ideas but helped with yours.  I 

shall miss their visits in the mornings and would not hesitate to ask for their help and 

support in the future.  Once again a big thank you to everyone. 

 I cannot thank you enough for all the care that they gave S/u and myself.  Nothing was 

too much to ask of them.  Totally brilliant. 

 Service from Steps was good all the care and support I got was wonderful.  I thank 

them all. 

 I was very pleased and grateful to have the support of the Steps Team for six weeks 

after suffering a seizure.  They are a great credit to you.  They were always punctual, 

cheerful and willing to assist me increasing the walking and going up and down the 

staircase. 

 Congratulations for such thoughtful care at all times. 

 The Steps Team were very good to me and were always willing to help me for which I 

am very grateful.  I found the Steps team more friends than workers, they always 

made me feel like I can do so much more now than before.  We are very grateful to 

them all and wish Steps well in the future.  Thanking you all so much. 

 A* A* 

 All of the ladies were very nice, respectful but not condescending.  It was lovely to sit 

and have chats with them.  Sometimes over a cup of tea or coffee.  I shall miss them, 

but will be glad to get back, hopefully, to my own routine.  I thank you all very much x 

 I had two admissions to hospital within a few days so had two care packages and was 

surprised to find they were not the same and one item from the first was omitted on 

the second and was quite important as an aim.  The 1st time I came out of hospital I 

was often woken at 8am and not feeling 100% and having to get up and washed etc. 

straight away in 3/4 hour I found very stressful and the workers had to do more for me 

than may be was needed as I was still half asleep.  If I woke before 8am I would get up 

too early to be ready for them.  The 2nd time they came 08.55 am which gave me time 

to wake up property and then they only had to supervise.  I realise you must have a 

rota to keep and everyone cannot be seen at the time they would prefer but that was 

my experience. 

 Thank you to all the girls.  Very pleasant and helpful. 

 All the ladies from Steps have been helpful and encouraging.  I didn't know about Steps 

until they recommended you at Launceston Hospital.  I would certainly pass your name 

on to friends who might need you.  Thank you very much. 

 Had all the help that I required.  Wonderful. Much needed help to aid my recovery after 

my hip operation.  What would we do without this superb service? 

 I don't feel I have been long enough with Steps to feel benefit. 

 All the Steps Workers were excellent plus Lindsay the boss.  I would like to thank Steps 

for the extra weeks that I was given after my operation.  Cheered me up, made me 

laugh, very helpful with my day to day chores.  Found me chiropodist's number.  Would 

like to thank Debbie, Jackie, Caroline, Freda, Mandy, Jane and hopefully I have not 

missed anyone.  Lindsay told me about the bin men collecting my rubbish, attendance 

allowance form. Encouraged me and I miss them. 

 I was very pleased with the care and patience given by all your team. 

 The girls were very supportive and showed empathy and compassion during their visits.  

Whilst I completed all my tasks they gave encouragement when required. 

 Fantastic. 

 Very satisfied and nice attitudes from all step workers.  Thank you. 

 Everything ok.  All the steps ladies were very nice, good as gold, they were all lovely 

and helped me to do my exercises.  Thank you very much. 

 All of you have been absolutely brilliant. 

 Steps have been most reliable and I thank them very much for all they have done for 

me. 

 If the job description of the Steps Team stated: 'Treat all those entrusted to your care 

exactly how you would like to be treated yourselves' - they all did to me. 
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 Team worked hard to get me on my feet and doing what I did before. 

 I was given very good advice how to get round some of my problems.  They gave me 

confidence to help me along and reassurance as well.  Would recommend to anyone 

after leaving hospital.  I now know there are people out there to help you when you 

come home.  A big thank you to every one of you that have helped me. 

 

Liskeard 

 Often the helper followed me down the stairs instead of leading. 

 Listened to what I said about my condition at the time of the visit and took that into 

consideration rather than press on with their own agenda.  Most of the Steps workers 

were very helpful and considerate.  I am fiercely independent and wanted to get to the 

stage when I didn't need help ASAP.  I would like to praise one worker in particular Di.  

On Boxing Day I was completely exhausted, and asked her to get my breakfast with no 

involvement from me.  She did so.  The next day when she came I was able to get my 

breakfast unaided.  She knew I would do so but her action on Boxing Day made this 

possible.                                                                                                                             

 Because the district nurses only took my dressing off on Monday I was then only able to 

shower which was not enough time for me to get my confidence back.  It was a big 

operation and I have had a lot of trauma. This time I feel a few more days would have 

helped me getting out of the shower.  Seeing I am still far from well also it has put 

pressure on my husband who is not well.  He has a memory problem the beginning of 

Alzheimer’s.  Also asthma and needs help for himself which I was able to do before my 

fall. 

 Fully satisfied. 

 All the ladies who visited were friendly and helpful, showing me various actions which 

let me do tasks for myself, i.e. using the 'grabber' for dressing.  I was made to feel at 

ease and all were good communicators - we had some excellent chats, which cheered 

me up enormously, e.g. Gill and I talked books and cats!  This type of approach 

certainly allows one to feel less of a 'patient' and more of a 'proper person'.  Could not 

have asked for more - well done! 

 We finished the Service early as family members became available to support S/u.  The 

staff were all excellent and treated S/u with respect and dignity at all times.  Thank you 

all for your support. 

 The care shown by the Steps team has been exemplary and any praise given here 

would be insufficient.  Hopefully, it won't prove necessary to call on your services again, 

but, should that be the case, we will do so in total confidence of receiving your superb 

help. 

 Incomplete as I was taken into hospital. 

 After the 6 week time it's a shame that there is no weekly visits available for continuity. 

 I would like to thank Julie and George for all the help they have given me during S/u's 

first weeks at home.  Without their support things would have been very much more 

difficult for me.  They were very kind and understanding. 

 They were on the ball all the time. A really great bunch of workers.  Thanks. 

 Ladies were very efficient and patient with me, helping me to recover my health and 

independence.  Thank you. 

 S/u said that all the Step Workers are friendly and helpful.   

 It was an enjoyable time.  Nice to see them and how they conducted themselves. 

 The team helped us to get back to normal after my two week stay in hospital - No 

issues - The team were great! And thank you for being there. 

 Not achieved outcomes as still got on going back pain. 

 I found most of the girls very helpful, very polite and pleasant to talk to. 

 Nice girls, friendly and helpful. 

 I can only praise the Steps Workers.  They have always been caring, most helpful, 

patient with me from the beginning. 

 I thought the service I received was excellent. All the staff were kind and helpful. 

 It's a wonderful service, many thanks. 
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 I have enjoyed my time with you all.  Thank you. 

 All the people who visited me from Steps were pleasant, helpful and efficient.  Thank 

you very much to all. 

 I would like to thank everyone who came and helped me while I was unable to do for 

myself.  I fully appreciate what everyone has done for me.  I would like to see the 

carers who visited me given a special thank you and high regards for their care.  I 

would recommend your service to anyone.  You have a lot of respect in your service.  

Once again a big thank you for all the help you haven given me. 

 Limit the number of different Steps visitors to a core team of may be 4 ideally. I have 

not been able to regain mobility yet as I have suffered a chest infection.  It has 

therefore not been possible to achieve my Steps goals.  This is not the fault of the 

Steps Team who have been marvellous. 

 It was a pleasure to meet all the carers who came to my home and it was wonderful all 

the work they do.  Thank you to them all. 

 The carers were all very kind and helpful and I enjoyed their company to. 

 The whole team were very caring and kind which was extremely important to me. 

 The service was great.  This service was brilliant from start to finish.  The Steps Team 

were wonderful.  The aids are great and the trolley is great for drinks and meals.  Just 2 

weeks in and can walk without aids and even the stairs seem easier thanks to the 

addition of the extra rail. 

 Found the complete team very helpful and caring at all times. 

 You are an excellent team and we are very grateful for your help. 

 The Steps team have been fantastic from coming out of hospital after 5 weeks following 

a broken hip, they helped me to get back on my feet and gain some independence. 

They were kind and patient but encouraging.  Thank you. 

 I have been very impressed by and appreciative of the service I have received from 

Steps.  All the enablers have supported me in achieving the goals agreed at the start of 

the service (and sooner than anticipated).  They have been encouraging and affirming 

in promoting my independence and confidence.  I would have no hesitation in 

recommending the Steps service to others. 

 All the girls who visited me have been wonderful and couldn't have done more for me.  

Thank you all for a great service. 

 I would like to say a big thank you to all the people who enabled me to do the Steps 

programme.  The leg strengthening exercise programme that Sam of the Falls Service 

devised have worked well.  The support from the Steps team during this time has been 

marvellous and at the beginning I could do very little, but touch wood, the 

improvement has been remarkable. 

 I was not able to become totally independent because of my other ongoing conditions.  

Also I have been told by my doctor that I have to still not over bend the hip 

replacement for a total of 12 weeks.  The help I have received has been wonderful.  

Thank you. 

 I welcomed their visits - they were understanding and supportive.  Also came up with 

ideas to make life easier for me.  They were also good company! An excellently run 

service which did as it said on the tin! 

 1st Class Service, couldn't fault it.  Carers were always cheerful and smart and clean in 

appearance.  They couldn't have done more to support and encourage me.  My most 

grateful thanks.  They all deserve 11/10!  Their patience was exceptional. 

 For myself everything was very helpful which made it easy for me to be independent. 

Pat, Jackie, Diane and Jane have all been very friendly and helpful and I would like to 

thank them for all their support. 

 None whatsoever.  I knew I would only have had to ask and it would have been put in 

place for me.  I cannot than the Steps Team enough.  Pat, Jane, Diane, they gave me 

so much support when I felt so vulnerable and alone.  I was made to feel special and 

they even took time to have a little chat with me.  Tina, I cannot praise enough.  She 

arranged for me to be delivered a trolley to convey my food into my dining area in such 

a short time of knowing of my need, I was blown away, also for the invaluable advice 

she gave. 
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 Thank you for all help and friendly staff.  I have progressed well and the Steps team 

have been a great help as well as friendly.  Onwards and upwards now and again.  

Many thanks. 

 Happy with the service I received. 

 Would you please pass on S/u's and my thanks to Jan and her team for helping us at a 

very difficult time, we found all to be very considerate at all times.  Many thanks again. 

 Found the first week on discharge from hospital particularly tiring, as expectation to be 

as independent as possible did not match ability. Overall, confidence and independence 

has improved since discharge from hospital.  Strength and stamina is still not good, 

however, health issues (health condition and breathlessness) is very much related to 

this.  It is recognised that support in the home for 'independent living' in the future is 

essential. 

 Thanks to all who called into help Julie, George, Mandy, Caroline, Gill, Marisa, Wendy, 

Ann.  If we missed anyone, sorry, I just wish it was a bit longer especially Julie, no 

disrespect anyone else.  Still feeling shaky when showering and getting in and out but 

thanks to Steps I can do it and as told by you all, just take my time think before I make 

each move.  Thanks we had a good talk and laugh. 

 All the staff were very kind and I would like to thank you all. 

 Excellent services.  Well done.  Thank you very much. 

 I found all members of the team to be caring and very professional. 

 I would just like to say I was very pleased with the service, very happy with all the 

team, easy to get on with.  Very supportive, always cheerful and happy and helped me 

reach my goal. 

 We are very happy with the service we received. 

 I think all the Steps workers have been great and very professional.  Thank you. 

 The Steps Team started at a time when I was beginning to be desperate for support 

and advice.  Their advice and help has been invaluable and I am extremely grateful for 

their help, support and advice. 

 Care support was brilliant - when I first came home I had trouble washing without a 

break as I was so weak - your staff were so caring and comforting for me.  All I can say 

is we would have been unable to achieve what we have.  All staff who came to see me 

were very friendly and obliging. 

 Nothing.  They were first class, always way above expectations.  Support was amazing 

both for me and my partner (disabled).  Every member superb and very professional.  

Janice, Team Leader, was first class.  Cannot fault or praise enough.  The contrast 

between them and that given to a family member by another agency was unbelievable 

in every way - such a relief. 

 The support I have been given since being discharged from hospital has been amazing.  

All of the team have been courteous, friendly and helpful.  Thank you so much. 

 The carers and team leader all were very supportive and kind.  There to help me as well 

as client, which I thank you for.  A difficult job done with care and compassion.  Many 

thanks. 

 Very happy with staff and service. 

 They were all very good.  They helped me to do my exercises and I am better than I 

was. 

 All the people concerned were very nice to me and very polite. 

 Excellent service my husband could not fault it. 

 Not so much the service but the system.  The involvement of my local GP surgery to 

look in and check me once or twice would probably have avoided my re-admission to 

hospital with a serious chest infection only 2 weeks or so after being released. Although 

difficult the presence of dementia/Alzheimer’s means that help which is needed is often 

declined e.g. showers.  How this can be reconciled with listening and responding to the 

'client' is tricky but needs to be considered. 

 To the ladies who came in and helped me.  They were so kind and helpful, so I must 

say thank you for the help it was so good.  Thank you to Mrs Knight for your help. 

 Fully satisfied with service. 

 The service was excellent.  The staff were completely capable. 
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 I did so enjoy seeing the girls, most of whom I saw 4 years ago when I had the first hip 

done. 

 A first class service by some really first class people. 

 I was completely satisfied with the help I received from Steps (Liskeard) and very 

grateful to all my carers.  As previously stated I was very satisfied with all the help I 

received, my carers were always on time and helped me with whatever was needed and 

always with a smile and cheerful voice which helps when someone is in pain.  I am very 

grateful for the service I received. 

 Steps!!! A reliable, first class service. 

 General household things e.g. cleaning, shopping etc. Steps team were always helping 

in small ways e.g. making my bed occasionally or washing up, for which I was grateful!  

Am now able to do washing (clothes etc.) ironing.  Am hoping to drive soon to do my 

shopping.  Thanks to all the 'girls', always cheerful. 

 All the carers were kind and helpful.  Nothing was too much trouble for them, they were 

cheerful so I would recommend to anyone that Steps is the way to get back on your 

feet after weeks in hospital. 

 Service has been tip top.  Big thumbs up. 

 Quite satisfactory.  I have no fault whatsoever with your staff however, I do not feel 

able to offer any assistance due to old age.  Thank you all. 

 Would have liked more shoulder exercises please.  Was good to see someone, would 

have liked help with the computer! 

 It would be nice if staff had some diabetes training. 

 I have enjoyed the last few weeks with Steps.  A great service.  My love and thanks to 

each of the helpers who have looked after me.  You have all managed to turn me back 

into myself again! 

 I enjoyed my meeting with all the 'Steps' I met along the way. 

 I found all the carers very good and very nice people.  S/u enjoyed them coming.  

Thanks for everything you have all done. 

 Thank you this service has been amazing and so very helpful.  I could not have made 

so much progress and gained my confidence without it. 

 I was very pleased with the service given to me and was able to cope quite soon. 

 I found the Steps ladies a cheerful and helpful team. 

 The ladies that came to see me were very helpful and attentive.  Everyone was so 

lovely. 

 I was upset that I only had 2 weeks after me and my daughter fought for it and only for 

shower 11.45 - 12.15 hrs, but I was so glad of it, I only could not under as it was a 

different situation.  I wonder if I can have them again, God willing I won't need them, 

but at 85 nobody knows. 

 I had not heard of Steps until now and I cannot speak more highly of the care and 

attention the group have given to me during my time of recovery.  The ladies, without 

exception, were a joy to receive into my home and I shall miss their visits enormously.  

My grateful thanks to all of them for bringing me through a painful and dark part of my 

life when I thought I would never get well again. 

 I have very much appreciated the support I received from the Steps service and have 

looked forward to the visits. 

 Thank you for the help and encouragement you all gave me.  A great help when I felt 

very unsure of myself. 

 I haven't achieved my goals or improved in confidence, partly due to my own physical 

limitations - not because of any lack of support from Steps. 

 We are very pleased with the professionalism and the care of all those who came. 

 In my very black moments one dear young woman talked to me and made me see life 

was worth living so thank you, and a big thank you to everyone for the care and 

kindness xxxx 

 I am satisfied with the care and support I have received from the 2nd October to the 

15th.  The team leader has been very helpful and the carers have been very respective, 

helpful and professional and a joy to work with. 

 All staff were very helpful and supportive. 
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 I still feel vulnerable as the pain I have been troubled by is still with me, but I realise 

that the Step helpers cannot deal with this. 

 Will miss all Step Workers and cheerfulness. 

 A big thank you to all the Steps team - you have been very helpful. 

 Steps employees have been very helpful, especially Helen, Barbara, Janice, Mandy and 

Bernie.  Sadly it was apparent that I needed more support than initially thought and 

therefore my progress has been slower than I would have hoped.  I am very grateful 

for all the help and support received to date.  Thank you. 

 The carers were of great help.  Wendy, Lyn, Nicki and Mandy were outstanding. 

 The Steps team have been so patient with me.  They have built my confidence and 

helped my mobility.  They have a brilliant service and I am going to miss them.  Thank 

you very much.  God bless. 

 I am very grateful to all the team for the help I have been given since my return from 

hospital 4 weeks ago.  I was very anxious then, subdued, affected by strong painkillers 

and weak.  I was lacking in confidence on crutches as had slipped on wet floors and 

fallen previous to the operation.  I am feeling 60% better now due to being provided 

with a walker and a perching stool and gained confidence in showering/bathing, getting 

around whilst hopping/non-weight bearing.  Thank you Mandy for enabling this care 

and to all the Steps workers thank you.  George and Julie really do think outside the 

box!  I have to move to the cottage at the end of Sept and hope you can help with 

rehab there.  Thank you. 

 I have been happy with all the carers that have attended me.  The service is lovely and 

thank you. 

 Having had a stroke.  I had difficulty coping with two people at the same time. (Team 

Leader and carer).  After bringing it to their attention the matter was corrected and 

apology was accepted.  Thank you.  I have been very happy with the help and support 

of Steps.  What a lovely, happy group of supporters and very encouraging at all times. 

 Overall all people have been very helpful. 

 All the carers were very professional and caring.  They managed my Mum with patience 

and respect and also noticed little things that could make a difference i.e. water 

consumption, types of moisturiser used etc.  They prompted her to help herself in order 

for her to gain confidence and independence.  The team leader was also professional 

and informative.  Would recommend their services. 

 A fantastic service from every member of the team.  We felt like we were welcoming 

family members into our home.  Their kindness, caring nature, and sense of humour 

were overwhelming.  Thank you so much for all you've done for us. 

 Unfortunately my time with the Steps team was cut short due to being admitted to 

Derriford Hospital. 

 Service has been excellent.  Service has been friendly, efficient and most helpful.  

Nothing more to say really. 

 I would like to thank all involved in my 'care package' with special thanks to Jane, 

Donna and Dawn. (The carers I saw the most of).  Having been on the Quality Focus 

Group for Wexham Park Hospital Trust, Slough and two other hospitals within that trust 

(1996-2000) it is in my 'nature' to observe and comment.  There is always room for 

improvement, however, in the 6 weeks of my support I cannot advise on anything.  The 

only, very small comment would be, not always knowing who would be arriving next 

visit, also so many different carers.  It didn't matter to me but I feel that possibly some 

'patients' could be confused by this especially if they have dementia.  I do understand 

that organising staff can be no easy task - my late husband and I had our own business 

for 48 yrs. 

 Although very friendly I was expecting carers, physio as I was lead to believe.  I don't 

feel I've achieved anything as I think I was given the wrong type of service.  All the 

carers that came into my home were brilliant, helpful and very very friendly, but I feel I 

needed carers not enablers/rehab.  My condition has actually declined since leaving 

Liskeard Hospital and feel I was discharged too soon with the wrong type of help. 

 A couple of years ago after 2 weeks in Derriford with COPD I was introduced to Steps.  

Unfortunately, I became poorly once more.  Not wanting to return to hospital, I saw 

another set of visits from both medical staff and Steps treating me at home.  I was 
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delighted to see familiar faces I recognised together with other new members.  All have 

been cheerful, pleasant, on time and welcome.  I can only thank all of them for their 

help, kindness and professionalism.  It is a reliable and useful service to help recovery.  

Well done and with sincere thanks. 

 

St Austell 

 The ladies were very good.  Please thank them all for me, also thank you all very much 

for your help. 

 I was generally fully satisfied with the service provided.  All the ladies and gents! Were 

very friendly and helpful. 

 Many thanks for all your help. 

 I very much appreciate the help and support, especially Natalie, Tanya and Janelle and 

they are a credit to your service.  I will miss the service. 

 Very happy at the end of this treatment.  All ladies extremely competent and helpful. 

 Words cannot express my thanks to the Steps Team, I am so very grateful for all your 

help and support.  You are all so very kind and with your encouragement feel able to 

get back to a healthy life.  I think we should be very thankful to have such a dedicated 

team here in St. Austell, and Cornwall is very lucky to have this wonderful service.  

Once again - 'Thank you'. 

 I enjoyed the company of the 'girls'.  Charmaine was my main carer who worked so 

well in the beginning when I wasn't well and as I improved we seemed to become good 

friends as I became fitter but she still cared for me. 

 The overall service I received from Steps was excellent.  I would like to thank them for 

all they have done for me. 

 Jill, Tom, Louise - exceptional - helped with exercises from a diagram.  2 new ones - 

natural and all good at personal hygiene and hair. 

 Thank you all for your help. 

 The Steps Team were very helpful, polite and always friendly.  Would recommend them 

to other patients. 

 I was especially impressed by how professional and considerate all the Step Worker 

were despite having a number of workers come to visit me I felt that the consistency of 

care was always of a very high standard. 

 I have been most impressed with the help and care I've received.  Every day I was 

treated with the most respect. The smiles on your carers faces each day was something 

to help me through some days.  I cannot thank them all enough.  With best wishes. 

 Everyone has been very helpful. 

 The service did very well. 

 We would like to thank all the ladies for their help and guidance in the past few weeks.  

They have been very understanding and a great help.  Thank you. 

 I am more than pleased with all the help I have had from Steps, they were always 

helpful and supportive in every way.  They were like friends coming in.  Once again 

many thanks to everybody. 

 The Steps Team were excellent.  The girls were so kind and efficient.  I will miss them. 

 There isn't a plan for what happens next when the service finishes on Monday.  I am 

concerned about how I will bring a full commode down from my bedroom upstairs.  I 

am very grateful for the service Steps gave me as along with my daughter it helped me 

to come home from hospital. 

 I was on the understanding my care would be phased out slowly, but it has been 

completely stopped by a phone call the day before, but I do feel well enough to no 

longer need Steps. 

 I would like to thank every single one of the ladies and gentlemen who helped and 

supported me.  They were all very professional and really helped build my confidence to 

enable me to get where I am now. 

 The daily visits were greatly appreciated.  Help with all aspects of personal hygiene 

carried out with consideration and tact by all visitors.  On reflection I think, for me, the 

most valued aspect of the service was to provide me with some structure to my daily 



STEP Service – Customer Satisfaction survey results 26 

01/01/17 – 31/12/17 

routine.  Without regular visits it would be so easy to 'let things slip'.  Your varied, 

cheery and interesting staff did much to stave off possible depression.  Thanks. 

 Many, many thanks for all that you have done, it may not seem a lot to you but it is to 

me, as you must be rushed off your feet. 

 The carers have all assisted me and helped me gain back independence.  I am able to 

dress and undress (with a little help from my husband).  Hopefully the physio I am 

having will allow me to regain the strength and balance needed to be able to look after 

myself. 

 Very pleased with service! 

 I have found everyone so helpful and obliging and caring. 

 I will miss everybody coming in. 

 I'm very grateful for the help I have received.  I would have struggled without it. 

 The girls were lovely and always so friendly, it was a pleasure to meet them all again as 

I saw some of them last year when I broke my ankle and thought then how caring they 

all were.  Thank you once again. 

 The care staff were very friendly and very helpful to me and I would like to thank them 

all very much for all the care they gave to me. 

 Everything was fine, a wonderful team. Really happy to have team around.  Thank you. 

 Every one of the carers have been lovely, very polite. 

 I have been very well satisfied with the quality of care I have received from all the 

carers and cannot fault them in anyway. 

 I have grown more confident every week since receiving help from Steps.  Everyone 

has helped my day start with a smile. 

 Gill and team very good and helpful.  Many thanks. 

 Every single carer has been brilliant, no complaints, very experienced and very pleased 

with them. 

 My time being looked after by my carers was an experience I'll never forget.  From day 

one I was comfortable in their presence.  As each day went by I felt myself getting 

stronger.  It culminated in me being able to shower and shave myself.  My carers never 

allowed me out of their sight.  Thank you to all my carers.  I will miss you. 

 Thank you for all the carers, all of them were so kind to me.  If I should every need 

them again they will be my first choice. 

 They were excellent throughout my time with them. I have found this programme to be 

very therapeutic and it has done me a lot of good.  My two leaders that I have seen 

most of the time have been Denise and Sarah.  They have been absolutely wonderful, 

kind, helpful and just going that extra mile.  I cannot thank them both enough, they are 

a real credit to your team. 

 Everything was just great.  A wonderful team. I feel that the help you all gave me has 

been great.  Thank you all.  God bless. 

 I found the girls very friendly and helped me along.  Kept good time.  Very pleased with 

the service - it's a very good service.  No complaints. 

 After a fall I returned from hospital in a lot of pain and needed help to shower/wash and 

dress.  The Discharge Assessment team visited at 8am every day and were a great 

help.  They also provided equipment to help me.  After 2 weeks I was a lot better and 

was able to dress with my wife's help.  The Steps team then came for 1 week, but as 

they were not able to come until 10 am I was already washed and dressed.  They were 

all pleasant people and just checked that I was alright.  I have not regained the fitness 

I had before you left when your service finished, I note that you could help me with 

exercises and mobility practice.  We do realise that you can't visit everyone at 8am. 

 I was well pleased with the service and help when the time of 6 weeks was up the 

support I got when I was not sure and given the extra time to help my recovery was 

just what I need and I came on leaps and bounds in that extra time.  Many thanks for 

that. 

 All the girls that helped me were fantastic and nothing was too much trouble in helping 

me in every way.  I will miss them coming around. 

 I am well pleased.  All the carers are lovely. 
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 Every worker has been very helpful and patient with me while it has taken me a while 

to learn to be one handed.  My one hand is still very swollen and painful at times and 

has taken longer than I was hoping for to heal. 

 As I have already commented I am extremely pleased with the help I have had from 

Steps.  Everyone has been very helpful and supportive.  Thank you. 

 I feel that I would not have been able to make such amazing and rewarding progress 

from my accident without all the care, advise and support I have received from the 

Steps Team. 

 They have been very helpful. They were pleased to help and I thank them all. 

 I have certainly been very happy appreciative with the help and attention given to me 

by all helpers etc.  I would be willing to help in any way I can (at my age) in the future. 

 Steps staff were very kind and considerate at all times.  They treated me with respect 

and advice.  They were mindful of my modesty at all times.  I would certainly work with 

Steps again.  Many thanks for the co-operation I received from the whole team.  The 

supervisors were very helpful and friendly as were the whole team. 

 Girls always very polite and willing to help if there was something else I needed.  

Excellent service. 

 The hospital did not ask me if I was happy with a male carer but this was addressed as 

soon as it came to light. 

 Pleased with the service. 

 They are a wonderful team and gave me back my confidence.  Thank you to all of 

them.   

 Thank you, it's been an enormous help. 

 Thank you for excellent service from well trained and competent staff. 

 All necessary duties were fulfilled.  The staff generally were extremely helpful, being 

willing to assist, or in carrying out any reasonable duty called of them.  They were 

confident and competent in their duties, including changing catheter bags etc. which I 

was not capable of doing myself.  A great asset in the first few weeks when I needed 

help with just about everything, as my wife was suffering from a virus.  We will be sorry 

to see them leave but am thankful they were here when desperately needed.  Good 

luck to them all for the future.  Thank you for the services rendered. 

 Everyone has been so kind, friendly and helpful to my husband.  Thank you all very 

much everyone. 

 Appreciated they called out my name on entry.  Always found the staff friendly and 

helpful. 

 I found this service was good.  All the staff were very friendly and helpful. 

 All carers were fantastic and anything I asked for they were very obliging.  All the Steps 

Team have been brilliant and helped me be so much more confident. 

 The Steps Workers and Team Leader have shown the highest level of professionalism, 

care and above all, kindness towards the whole family.  Dad has reached a level of 

competence that we had not believed possible following his illness.  We cannot thank 

you enough. 

 I liked the fact that the carers time keeping was good.  I think that the same carer 

came several days running - made it easier and more efficient for both of us. 

 I must say that all the team from the Team Leader, the office team were already to 

listen to you and help. 

 Everyone was very kind, helpful and efficient.  Can't fault the service given. 

 I want to thank Steps for sending lovely ladies who always have a lovely smile and 

nothing was too much trouble - would recommend Steps again.  Thank you. 

 I feel very satisfied with the treatment my uncle has received over the last six weeks.  

He has improved greatly since receiving the care and hopefully will continue to improve 

further.  Many thanks to all who have been involved. 

 The knowledge that a Steps carer will be arriving at around a certain time has been a 

great support.  On the odd occasion when I have had extra difficulty in coping with 

daily requirements the help of the Steps carer has been very welcome.  A cheerful 

presence with three or four carers especially.  Thank you all, every one of you.  I wish 

you well and I will miss you. 
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 All the carers who visited me were caring, helpful and supportive.  I could not have 

asked for a better service. 

 Your friendly staff did all they could for me within the terms of the contract.    An 

excellent team of workers who I found to be kind, caring and trustworthy.  On the 

whole they were very punctual and on the one occasion they found themselves running 

late I received a phone call from the office advising me of the fact.  I would like to give 

Denise a special mention.  She went out of her way on two occasions collecting 

medication from Mevagissey Surgery for me without being asked. 

 Once no-one came and I did not get a telephone call, everything else was perfect.  

They were all lovely and caring and I always felt comfortable with them. 

 I have completed this on behalf of my husband, who is very determined and we were 

grateful for the help received when we needed it.  Thank you. 

 Longer periods. I feel that I could do more exercises if there was a longer service. 

 All staff caring and considerate and well trained and on time. 

 The support team, without exception, were always professional, positive, encouraging 

and friendly.  It was a pleasure to have their support. 

 Have no complaints. 

 No, the service was brilliant.  Thank you, could not have managed without them, or 

improved, and they all work to a very high standard.  Thank you once again.  With all 

the cuts in services we are very fortunate in having this brilliant service and we should 

not take it for granted and say a big thank you for it being there.  Thank you very 

much. 

 I am pleased with the support of everyone involved.  Thank you all very much. 

 I am very pleased for the help I have received. 

 The service was excellent and I shall miss them all for their company and unfailing good 

humour. 

 No, excellent service, some better than others.  Liked all carers and their kindness and 

thoughtfulness. 

 Met some very lovely carers during my time with Steps.  Thank you. 

 I am very pleased with the service I have received from Steps.  I would like to thank 

the carers for all the patience and kindness shown to me throughout these past weeks. 

 With the help of the Steps Team caring for me it has improved my health greatly, much 

appreciated for all that they have done.  Many thanks. 

 Both Steps and Discharge to Assess Team have worked hard.  Always friendly and 

encouraging.  Lovely people all, thank you.  I hope with ongoing physiotherapy at 

Bodmin Hospital and hard work from me at home my shoulder will continue to improve 

and my confidence will too.  This programme has been very rewarding and given me 

hope that I may be able to stay in my own home. 

 Steps have always treated me with much kindness and understanding - I wish to add 

living alone as I do Steps coming in every day has given me some.  Note I am unable 

to drive now due to poor vision. 

 Steps is a much needed service.  I live on my own with no family help.  On leaving 

hospital I was unable to attend to my personal needs, lift or carry.  Without Steps 

where would I have been?  Throughout, I have been treated with kindness, compassion 

and respect.  Thank you. 

 All the Steps Team were very nice and helped me a lot. 

 Very pleased with the service and the treatment I received. 

 The girls were wonderful. 

 I was surprised how much they could do for me and I appreciated all the help they gave 

me. 
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Truro 

 Excellent Service. 

 Felt could have needed more time. 

 Nothing more could be done to help me in my recovery. There is no other comment to 

make except me and my family are very grateful for the help and support I have had.  

Thank you all very much. 

 The 'girls' are very very 'good'. 

 I couldn't ask for more. The Steps Team are caring, kind, cheerful and professional.  It 

is a marvellous service - I shall miss their visits.  They have given me more confidence 

during my recovery. 

 I have really appreciated the help I've received.  I have found the help has boosted my 

confidence to do things for myself.  Everyone has been friendly and I've had no worries 

at all.  I feel really lucky to have had this assistance. 

 Service received has been excellent, everyone has been very good.  I can do more for 

myself now.  I have no complaints. 

 Back to where I was before I hurt my back.  Step Workers were excellent and very 

supportive.  

 All the carers I met from the Steps Team were so cheerful, helpful and professional.  I 

very much appreciated their company through a very difficult time.  Thank you Steps. 

 I can't praise the team high enough. 

 Everyone was most supportive, made me feel at ease whilst having a shower, very 

professional at all times.  Lovely polite ladies. 

 The help was very good. I could never have got through the bad times in my life if it 

had not been for the support and help from the very good care workers. 

 I found all the carers very helpful and also very pleasant at all times. 

 Very happy with the service. 

 I feel it necessary to recommend Steps to as many people, hospital staff and surgeries 

as they do not know about the wonderful service you provide. 

 Just a longer time gap between late morning and early afternoon visits would have 

been a benefit. I am most grateful for the help I received at a very bad period of 

illness.  The times were not ideal for me as I would have liked a later evening visit, 

especially in the first weeks.  However, I expect most people want the same.  My 

sincere thanks to everyone who coped with the country lane and came to assist me. 

 Satisfied with the service. I think the Steps Service is wonderful.  Very caring.  Helped 

me to become independent.  Will be missed very much, 

 The care I have received has been absolutely brilliant.  I have found each carer to be 

very efficient in their line of duty.  Today, my last day, I feel much more confident and 

able to carry out day to day tasks.  Kind thoughts with Hazel (TL) - A very comforting 

and understanding lady. 

 All the Step Workers were nice, friendly and very helpful. 

 I am very grateful to the carers for helping me to plan my recovery while being 

respectful towards my young family/home life. 

 Progress overtaken by worsening health.  S/u said Steps have kept him going through a 

time of very dodgy health. 

 You have a fine bunch of ladies. 

 Six weeks working on the Steps programme has been very helpful and I have made 

considerable improvement.  I am very sorry that it is ending and I would have been 

pleased to have been able to continue with a maintenance programme in the future.  

Thank you very much. 

 I am very satisfied with the service I have received without which I wouldn't have 

progressed.  I feel the help was excellent. 

 Brilliant service. The care and service was wonderful.  Sorry to see them all finish.  

Have been very grateful for all their help including T/L. 

 May be help with doing dishes or other small things in the house at the beginning that 

were too much for me to manage.  I found all of the Steps Workers extremely friendly 

and helpful and made me feel very at ease, I thank everyone very much for their help. 
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 You have the best team there is. I think the teams that you have are the best there is.  

They are the best I have ever seen. 

 On behalf of my Mum, we thank you for sending us wonderful carers.  All of them were 

very dedicated to Mum's needs and this has helped to get her back on her feet.  Please 

can you pass on our sincere thanks to all of them.  We miss seeing their smiling faces.  

Thank you. 

 I have felt cared for and all the team have always been kind and understanding, I 

always looked forward to their visits and can't thank them enough for everything. 

 Steps is an excellent service and I have been grateful for the post-hospital support. 

 More active physiotherapy. 

 I'm very grateful for the service given.  Very sorry to see it finish.  It has helped me 

greatly.  I give my thanks to all concerned.  All have helped me towards my 

independence. 

 I would like to thank all carers for what they did for me. 

 All the staff were very helpful, perfect. I was totally put at ease with all the staff.  They 

were most helpful all the time. 

 The girls were kind and very friendly and helpful. 

 Very grateful to have had your help.  It has been appreciated.  Thank you. 

 They were wonderful helping me get over my stroke. 

 I was very pleased with the Steps service, very sorry to lose them. 

 Just to say that I found the two young apprentices very kind, helpful and 

understanding. 

 The regular support and care given to me by Trudi, Tina and Wendy has been so 

important in my progress. 

 Hazel and her team of girls have been an inspiration to me and my family.  The girls we 

feel are very competent in the work they do.  They always have a smile and that makes 

all the difference, patient and always there to answer a problem.  Thank you all with 

sincerity for all your help and professionalism. 

 It was fortunate for me that I have experienced the help offered by Steps 3 years ago.  

When I asked at the Duchy about the current service available, I was told in no 

uncertain terms by the OT that it was highly unlikely that your services would be 

available to me, I was not a priority and that 'there were far greater deserving people 

in need than me'!  It was only because I consistently pursued this issue that I was 

reluctantly given a booklet with some contact details - No care package was prepared 

for me by the staff or the OT.  I had to make numerous phone calls on my return to 

home to set up my care.  Fortunately someone did stay with me for a few days on my 

return from hospital (I was an NHS patient). 

 The Steps team gave me help when I needed it.  They are courteous and kind, pleasant 

and helpful, cheerful and smiling. 

 More practical help necessary and not being cut down to 15 minutes a day! 

 In general terms, Steps has been a great help to me.  There has been a marked 

difference in efficiency and general common sense in individual helpers.  However, from 

their initial visit to this date I am now able to be reliant on myself, for all the necessary 

ablutions.  Many thanks Steps.  A great contribution to my present independence.  PS 

In addition to the above I would note two helpers in particular who were the most 

helpful and efficient 1. Bev, 2. Alice.  

 I very much appreciated the phone call made when the care lady was more than half an 

hour late due to unforeseen circumstances. 

 I am happy with the girls they are all very kind. 

 Every one of the Steps team done my exercises as they should have been done.  I feel 

and my legs feel so much better at the end of the six weeks.  I thank everyone for their 

help and kindness. 

 I found them all most helpful. I would like to compliment the Steps team, I found all 

the helpers and apprentices most helpful, patient and caring. 

 A very good experience throughout the whole process.  Staff well trained and very 

supportive.  I would like to thank them all for the great help which I have received. 

 Steps gave me a cheerful start to my day! 
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 I have been looked after well. With encouragement I now can wash and dress on my 

own before 8 O’clock. Because of the pain in my ankle and foot I have not been able to 

do my exercises but will do so in the future. 

 I found the help I was given very good and helped me through quite a bad time. 

 The ladies were excellent and support amazing. I have been very pleased with the help 

that Steps have provided.  The ladies were terrific. 

 Every member of the team treated my Mum with a lot of kindness and respect.  Steps 

do an excellent job and provide an excellent an excellent service, just a pity that there 

is not another section of the team that could provide on-going care after the 6 weeks. 

 Steps is an excellent and very supportive service at a time when people are in a very 

vulnerable state of health having recently left hospital and I am very appreciative of the 

help I have received.  My sincere thanks go to all the team and their Team Leader, 

Wendy. 

 An excellent service.  Competent team - very caring, cheerful and a pleasure to have in 

my home. 

 I am pleased with the service.  All workers were nice. 

 I am very happy. 

 I have been very impressed by the care and courtesy of the Steps team who have 

made a big difference to me. 

 I found all Steps workers helpful, friendly and encouraging me to do my best. 

 More than achieved my goals - didn't think I would do this well. 

 Very happy with service.  A big thank you. 

 Very pleased with Steps workers.  They gave me my confidence back, they could not 

have done more for me, they are excellent.  Well done to you all, kinds regards. 

 I am so thankful for the Steps Team for everything they have done for me.  To say 

'thank you' doesn't seem enough.  The Steps Team are totally dedicated.  They have all 

shown me such care, kindness and patience.  Their encouragement has helped me to 

reach goals that were very important for me.  I cannot express enough appreciation to 

you all.  It is an amazing arrangement to help people. Thank you. 

 I think that the Steps Team have been wonderful.  They are all very pleasant and 

professional and very skilled at putting me at ease during their visit.  I was very 

reticent about having people in my home before but the team have shown me respect 

and kindness and I am very grateful for their help.  At one time my husband became 

unwell and they took control and ensured that he received the right attention.  I am 

very grateful for that.  Thank you all very much. 

 All the carers were kind and considerate and very helpful.  All the girls were lovely. 

 I found everyone helpful and extremely pleasant to be in my home.  Thank you 

everyone.  Best wishes. 

 Not able to use turn safe - still hoist - better than was. 

 My progress in 6 weeks has been amazing.  I have had a wonderful service from all the 

Steps team for which I will always be grateful.  They gave me my confidence back by 

helping me to try and do all the jobs myself, at the same time keeping an eye on me.  I 

would like to take this opportunity to thank all the carers for all their hard work and 

dedication. 

 Many many thanks.  You're a brilliant team.  Special thanks to Teena who gave S/u 

confidence to have several showers. 

 S/u only had Steps for 3 days and says she is fully independent. 

 They did everything they could.  I was very happy with the Steps Service. 

 The care lady/ladies did all they could possibly do to help my rehabilitation.  I would 

like to thank all the ladies who came to my home and helped me with getting back on 

my feet again.  I would certainly highly recommend the service. 

 There was no help given to me mentally.  I had lost all control of my life-mentally. 

 Greater flexibility over time as my condition improved.  At first I needed full attention 

for example washing, but latterly was able to complete this before 10.45 am arrival.  

Might have been better use of whose moving for Steps and patient. Very soon after 

coming to live here I had visits to Truro hospital for surgery to my knees - with 

complications of swelling and infection.  On discharge from both Treliske and Duchy I 

needed medical care (e.g. intravenous injections and personal care).  I was extremely 
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well cared for by the Steps teams for some weeks - it was sheer delight in 2017 to 

meet again the staff who tended me from 3-5 years earlier.  On both sides it seemed 

like meeting old friends!  All seemed delighted that there was such a strong bonding in 

all directions.  My gratitude to the team leader and girls will continue - both on my 

behalf and delight that Cornwall can have such excellent services. 

 Help with bathing was at 1 pm; it would have been a lot easier if the staff could have 

come either early morning or early evening. I found it very tiring bathing at 1 pm! It 

would be helpful if the staff wore name badges on their uniforms. 

 I could not have managed without the Steps team.  The help and support I received 

was so comprehensive and second to none.  Everyone involved was courteous, kind and 

very well trained.  I feel lucky to be in a county where I can access such good care and 

would recommend this team for their holistic approach.  This care has enabled me to 

regain as much self-care as is currently possible. 

 Thank you very much for the excellent service provided.  None of the carers can be 

faulted for their expert care and confidence advice.  Hopefully! We will not require your 

assistance in the future, but, if we do, we will not hesitate to ask for your help again.  

Thank you once again. 

 All very good x 100. I would like to add of your services as far as I am concerned each 

and every carer are very professional in their work technique.  I will miss this, but for 

all the right reasons.  Thank you Steps so much at this time for making me believe in 

myself again.  Brilliant x to everyone. 

 Excellent service in all respects. 

 I definitely feel I can cope, albeit at a snail's pace, thanks to your girls getting me back 

on my feet again. 

 I think the service proved to be extremely beneficial.  I had greatly improved stamina 

and energy enabling me to do everyday tasks more easily and confidently.  I would 

recommend this service to anybody who needs just a little bit more rehabilitation.  The 

staff were extremely helpful and supportive to my needs. 

 I think that it was difficult for lunchtime carers to find the time in their short session to 

enable me to be involved in the cooking process.  During the 7 weeks that the Steps 

team have been caring for me, I cannot fault their care, devotion and thoughtfulness.  I 

definitely could not have managed without them.  They have all been amazing.  I shall 

miss them very much and thank them for all they have done. 

 S/u hopes to carry on with his exercises. 

 Very good service. 

 It's been a pleasure having the care and attention from a friendly and professional 

team. 

 I am pleased to be able, with the help I have received, to do the things I could not do 

immediately after my fall.  Thank you. 

 They were all pleasant and ready to help me and my recovery.  I thank them all. 

 I found the help given very good and I couldn't have managed without it.  I didn't know 

anything about the service when it began and the goals were not discussed - I'm not 

sure they needed to be. 

 It would be helpful if the same staff were used on each visit.  Perhaps less time in 

reading reports etc.? 

 The girls are lovely. 

 Perfectly happy. 

 I am grateful for all the support given by Steps.  Steps is an excellent service. 

 I cannot praise the Steps team too highly.  Each and every one of them has done a 

fabulous job as I have progressed from part paralysis to being able to walk and move 

again.  This is a wonderful service, which you only learn about when something like this 

hits you.  Thank you so much to you all I will always remain grateful. 

 All staff lovely, encouraged me to do more for myself after my stroke.  Cannot thank 

them enough.  Thank you Steps. 

 On Thursday 7th September I was told I could start to walk again.  When that 

happened, I was able to get into the shower myself, although I have very little energy 

and could do with help at times, this does not warrant having Steps nurses. 
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 A relative, with experience of care from the Steps team, has told me that she shares 

my opinion that their standard of care is exceptional.  I have consistently been in 

receipt of friendly encouragement and positive support from all the members of the 

team.  I shall miss their visits, while, at the same time, being grateful to them for their 

efforts in building my confidence. 

 Absolutely wonderful people, patient and made me feel confident and showed me great 

respect.  I cannot thank you all enough for the lovely professional people, you all are 

wonderful I feel I am able to do things now which at the beginning were far far in the 

distance.  Thank you all so much. 

 At first I wasn't sure about having Steps, but am glad I did.  Very much used to having 

them in and looked forward to their visits, seeing someone for a chat. 

 Physiotherapy would have helped. Just had new carpet fitted and dirt was walked onto 

carpet if shoes should not be removed - then suggest shoe covers.  However, I am 

positive that this was not intentional. I have received excellent service from the team.  

I am normally a very active person but lost my confidence following several operations.  

They gave me support at just the right level and built up my confidence a step at a 

time.  Without their support I would have well and truly struggled as I do not have any 

family whatsoever in this area.  Steps certainly assisted me in my healing process.  It 

was also a bonus to be visited by the team leader who made liaison, listened and kept 

to promises until I was ready to cancel.  Thank you all very much. 

 S/u has been very happy with the service he has received and with the Steps Workers 

and is very grateful for the help and is well on his way to recovery. 

 S/u said she would like to say that all the staff have been so good, helpful and 

supportive to her and feels so happy that there is a service to help people like her.  She 

said a big thank you. 

 If time permitted I feel a few simple warm up exercises would help before attempting 

balance exercises. 

 I was more than pleased with the staff that came and were very supportive and helped 

me regain my confidence and ability. 

 I am the S/u's key worker and would like to say what a positive benefit the support of 

Janet, Hazel and the rest of the Steps Team has been.  The S/u himself has said to me 

that his general level of self-care and tidiness with ability to keep himself motivated 

with daily life skills like cooking, clothes washing and dressing has improved 

enormously and he has been very grateful.  As a support worker concerned for the 

S/u's welfare I totally agree with these sentiments and feel the team has done a 

marvellous job with him and wish this support was continuing. 

 I was very pleased with the service indeed when I knew it was Steps I knew I was 

getting good company. 

             

Camborne 

 Thanks to everyone for the help given the past 6 weeks.  Very much appreciated and 

the visits will be greatly missed. 

 Well satisfied.  I found the Steps people extremely understanding and obliging. 

 All wonderful.  Carers very encouraging and very nice.  No complaints at all.  Could not 

have done without this support. 

 Highest praise for all Steps girls and Isaac who turned up on time every day and 

nothing was too much trouble for them.  They were all so supportive. 

 All the team were fantastic. 

 All of the Steps workers have been incredibly kind and considerate to me. 

 Very helpful. 

 I did ask for a physiotherapist to visit us but as no one has yet been I paid for a local 

one who has given me exercises and advice so now don't need NHS one.  Perhaps the 

nurses should know basics which was all I needed. Let me say to start that all 12 

different carers I have seen have been really nice, efficient and I have much enjoyed 
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meeting them.  This is over a period of about 3 weeks.  A lot of them had a round trip 

of about 70 miles to get here (The Lizard/Coverack) and back home 

(Redruth/Camborne).  Our local carer lives 2-300 yards away!!  Many of them had seen 

2 or 3 people in Helston and then come on out here to see me - an extra 24 miles.  To 

my simple way of thinking this is a very uneconomic way of using people’s time and the 

fuel involved quite excessive.  2 or 3 people seeing me would have been fine and they 

could have kept the continuity going.  As I was on my own all day they would wash my 

feet, which I couldn't manage, but could do all the rest and I had lots of visits and food 

from the family so it was really a bit of extravagance having a carer at all - but 

comforting.  Please could you explain to me the economic advantage of what seems to 

me to be a crazy system!!  PS Treliske was great. 

 The Steps Team were good to excellent.  I can highly recommend them. 

 They were very helpful.  Happy with every one of your staff. 

 I am so thankful that I was recommended set-up with Steps by the Duchy Hospital.  I 

really didn't have any knowledge or experience with Steps before.  It is an excellent 

service which you provide and all the carers have been so kind, helpful, understanding 

and have really got my confidence back after a hip replacement with an infection 

following.  Long stay in hospital etc. but to come home with Steps in place was such a 

help to me and my family.  I can't express my thanks enough.  I really miss their 

company and visits. 

 Excellent Service. The team leader, Jane, was particularly kind, caring and helpful as 

were the rest of the carers. 

 Delighted with all services. 

 Unable to attend Church or go shopping as of yet, but that is my next aim. 

 More than satisfied.  Made lots of new friends and got on with everybody - especially 

Isaac.  Delighted to see every carer. 

 The staff often offered to assist me with lunch/drink if I needed it. 

 Explain about Service more clearly. 

 I have enjoyed the company of the carers. 

 Everyone has been wonderful, no faults what so ever. 

 Still unable to do legs and feet.  Happy with all carers. 'First Class' were S/u's words. 

 I have received nothing but great help and kindness and great care - all carers have 

been so helpful. 

 I was very happy with your Service. I couldn't wish for a better team, for their help and 

kindness. Thank them all. 

 I feel very reassured with the Service I received from Steps and am very grateful. 

 I should like to mention at this stage I thoroughly enjoyed the visits of the 'Carers' and 

enjoyable chats.  I so appreciated the time spent with your carers.  If I am honest 

perhaps I received more visits and time than I normally get and I sincerely appreciate 

the scheme. 

 Very happy with all the carers that have supported me.  They have encouraged me and 

supported me to no longer spend my days in bed. 

 This survey has been completed by S/u's daughter and son-in-law in whose home he 

currently resides.  We have had full involvement and awareness of the service provision 

that the S/u has experienced and felt better able to accurately complete the form on his 

behalf.  However, we collectively agree that each team member approached and 

performed their role in a professional and dedicated manner, displaying courtesy, 

respect and genuine empathy with S/u and his situation at any given time.  We can 

only congratulate and thank each and everyone involved for their efforts and attention 

during his time of need. 
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 Nothing more - very happy with the team.  What can I say, since the day Steps came 

to me I felt at ease.  All staff really kind to me and we would have a chat and laugh.  If 

ever I need them again it will make my day.  Staff are very nice. 

 Happy with all the service and girls. 

 Faultless. 

 No, happy with service. All staff very nice. 

 Always very helpful and professional. 

 All involved were very helpful. 

 Thank you all for your time, trouble and kindness shown to me when I needed it.  Many 

thanks to you all. 

 My grateful thanks to everyone involved with my aftercare from start day 1 to the 

completion of my wonderful attention given to me by your support team.  We would 

have been in big problems without their help and that would have not helped in my 

recovery.  I am now able to dress and wash myself.  So once again words cannot 

describe our grateful thanks to you all. 

 May have another op on femur? At a later date. 

 A very helpful service, it gave me confidence as I felt quite weak when I came home.  

All the girls were so helpful; nothing seemed too much trouble for them.  It got me 

motivated.  I thank them all so much, without this help I feel sure I would have been 

longer getting on my feet.  Let’s hope it keeps going. 

 Everything was first class!! I was very pleased with the service provided. 

 Times of visits were not useful for our needs. The times of the visits did not fit in with 

the times that I needed them.  I have also had a lot of hospital appointments and have 

had to cancel on these days.  10.20 morning visit is too late for me to get up.  19.30 

evening visit is too early for me to go to bed. 

 It was perfect.  Thank you to all for helping me every day to feel good, you all are 

wonderful and I am pleased to have met you all, I'm feeling so much better and 

stronger, top of the world.  Thank you for all you have done. 

 It is a shame we cannot pay for continued care support from the Steps Team beyond 6 

weeks.  Having to go to a private care provider causes a break and need to build 

confidence in another set of people. 

 Continuity of carers would have been nicer.  Not lots of different people coming into my 

home.   

 Happy with Service. 

 Excellent service.  Many thanks to all the carers.  Will miss them. 

 Excellent service.  Keep it up! 

 Give clear information as to what you actually do or do not do. There was no outcomes 

or goals given me at start.  On leaving hospital I was told that I would get support for 6 

weeks.  This has not happened!  I feel that whilst some of your workers have been 

supportive, others have not.  More of what your service gives (or not) needs to be told 

at the beginning, as some of what I received was different to what I was told I could 

expect.  It was however nice to know that a service of this kind was available in an 

after care way after leaving hospital.  Just wish we were both singing from the same 

hymn sheet.  Found it a confusing service! 

 More than happy with all the service. Happy with all the staff that came to see me. 

 S/u - I feel the service I received was very good.  Daughter - I have been extremely 

happy with the service and support from all the team.  Dad is back to where he was 

before the last infection which was the goal. 

 Would like to say thank you to the whole team for all your help and kindness.  Special 

thanks to Anita, Jo and Maria. 
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 Very happy with everyone - all so helpful and nice.  Company of carers helped my 

Reablement.  Their presence increased my confidence.  Thank you. 

 Overall delighted with the help, support and encouragement given by the team. 

 It has been excellent. I cannot praise Steps workers and Team Leaders highly enough.  

They were all excellent! 

 S/u would like to thank you everyone for all the help they gave her.  She now is able to 

shower on her own. 

 Gratitude to all concerned for a marvellous service.  Thank you.  All the staff that came 

were wonderful. 

 They did everything they could to help. All the staff were fantastic, always ready with a 

smile and always encouraging me to progress.  The progress from arriving home and 

only being able to stand with equipment and having to have bed baths to being able to 

walk with sticks, able to independently shower and dress myself is down to the hard 

work, support and care that I received from all the Steps team members. 

 After having to use a wheelchair for the most of 5 years and having a husband who 

prepared meals and was my 'full-time carer' after having a long awaited hip 

replacement and also being widowed last year I was very lost regarding my meals.  

Steps encouraging me in every way to prepare my meals and gave other support, chat 

and company.  Thank you 'Camborne Steps' keep doing what you are doing.  

Wonderful. 

 Very helpful. 

 Steps helped me the whole of the way, can't thank you enough. A first class service, 

don't know how I would have managed without 'Steps' help.  Thank you all. 

 All the girls that have been have been very good and kind and helpful. 

 Very satisfied. 

 Service user says thank you very much for all the help she has had. 

 Service was very good and the support given was outstanding. 

 I found all the Steps employees good at the jobs they performed from cooking meals to 

being chatty and friendly.  Everyone was so polite and helpful.  I always looked forward 

to their visits, they were so kind and helpful and always asked if I wanted anything else 

doing, so thoughtful.  Could not have asked for a better team of workers.  Thank you 

all. 

 Many thanks for all of your help. 

 S/u very pleased with the service she has had. 

 Everyone was very good and helpful.  S/u thanks everyone for the quality of care and 

has been very pleased with everyone and their work. 

 Thank you for the care you gave me.  Good service. 

 An excellent service was provided.  The girls were all friendly and helpful and cheered 

up my husband no end.  He looked forward to their visits. 

 I found all the nurses who attended me were very friendly and polite and timing was 

excellent and  helped me to get over the trauma of my fall in my garage on the 1st July 

17 and 2nd July and found on the floor by my kind neighbours who telephoned the 

paramedics resulting in me being sent to Treliske Hospital and having immediate 

attention.  I was transferred to Penzance Hospital on the 7th July again having first 

class kindness and attention and I give both hospitals 5 Star treatment - All in all I 

would like to convey my appreciation to 'The Steps' Team for all their kindness and help 

in my recovery.  P.S. I hope the Steps Service and Cormac Solutions are able to 

continue for the future. 

 Question 10 and 13 not Steps fault! Cos of nature of my injury.  Very good service.  

Professional, polite, respectful, patient.  Thank you! 

 I shall need this service as my health will fail in the future quite soon. 
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 S/u says she feels she has fully achieved her goals because of the excellent support 

from Step Workers.  S/u would like to say a big thank you to everyone. 

 S/u says he feels a lot better, but still not able to go shopping. 

 Thank you to all the carers and team leader.  All very good and helpful to me with good 

care and company and support. 

 Just brilliant.  Thank you. 

 I was very happy and pleased with your service.  Thank you very much. 

 Workers excellent 

 Pleased with everything. 

 Appreciation is 100% for the care and attention I have received. 

 Great service, felt relaxed. 

 Service great, carers lovely. 

 A big thank you to all the staff.  Unable to reach goals because of Rheumatoid Arthritis. 

 Staff fantastic.  Great.  Can't thank them enough for the help. 

 Service not right for me but I can see that others requiring this service would benefit.  

Really friendly carers who never made me feel awkward as I struggle to share my 

personal space.  Carers all had professional manner with kind concern. 

 Steps has done a great job. 

 I can't thank the Steps ladies who have been looking after me enough for the care they 

have given me.  They are all a great team.  Thank you so much. 

 I would like to thank all the girls we had over the last few weeks.  Thank you. 

 Tina, Tina and Bernie were very good with my wife. 

 Very efficient, well-trained team.  Felt very supported, encouraged at each step of the 

way and they celebrated with me with each new achievement.  Thank you. 

 Everything has been very efficient but on leaving hospital I am managing well.  I am 

anticipating starting cancer treatment so may need the service in the future. 

 I am so very grateful for all the help that the carers have given me.  They were always 

cheerful and willing to help.  I am now back on my feet and able to go back to my 

'normal' life thanks to them.  Thank you so much. 

 Excellent service.  All been wonderful. 

 S/u thinks we are wonderful. 

 S/u says she felt very confident with all Steps Workers and felt they seemed more like 

friends as everyone has been very friendly. 

 I am very pleased with the service I received from Steps.  Thanking you all. 

 I found them very helpful and a pleasure to have in my home.  Such nice people. 

 100% satisfied with the service. 

 I was switched from the Truro Team to the Camborne Team.  Both teams were 

wonderful, helped in all ways, were polite and on time.  I had a number of different 

carers and didn't have one that was miserable or off colour.  They all had dedication to 

the job and many had been with the team for a great number of years - proof they 

liked the  job.  So it's a 'Well done to your all', I thank you for looking after me for the 

6 weeks and I will miss your cheery morning knock and hello. 

 All the ladies with differing personalities were consistently polite and supportive. 
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Penzance 

 Having used Steps following hip surgery 4 years ago, I can see the improvement 

achieved today. 

 The staff that attended to me were very passionate about what they did and made me 

progress in my recovery and I would willingly recommend your service to anyone in 

need of care. 

 The service I received has been excellent.  All the carers were brilliant and so pleasant 

and helpful.  I couldn’t have managed without them they have been a god send.  

Excellent work all round.  Many thanks. 

 All the team helped very much. I was very pleased and satisfied with the team. 

 Very happy with care and support the service has provided for me. Will highly 

recommend your service.  The service provided by yourselves (workers and Team 

Leader) has gone beyond my expectations, thank you all very much this has helped my 

confidence.  To start with I felt uncomfortable seeing different carers each day having 

to ask/explain what I needed doing; as I got to know the ladies who regularly attended 

me I felt more comfortable, the continuity of the same person for 3 days I felt less 

stressed about having to explain(how micro worked, water, kettle, salad etc.).  So in 

the future if at all possible when carers are available to be rotated on 2-3 days in 

continuity.  Overall I have had a fantastic safe and caring experience.  Will be happy to 

use your service in the future. 

 Treated with respect by all the staff and found them encouraging and helpful at all 

times.   

 Very helpful.  Nice to know someone was going to visit. 

 Would have preferred same Steps worker each day for continuity. I felt very well 

supported with all Steps staff and felt that they were my friend as well as 

helper/supporting.  One of the workers made me feel better about myself and I never 

felt badly about what I could/could not do for myself. 

 Many thanks to all the carers I had.  You were great. 

 Different exercises half way through do help my mobility in addition to the ones I 

already have! Excellent, faultless service throughout, caring, pleasant and professional.  

Very well trained and skilled.  We feel at the end of the six weeks training there is 

nothing after intensive daily on going work the training could be given 3 times next 

week, 2 the following and then one the final week.  Feel this has been brought up 

before but we would have found this invaluable in our circumstances. 

 Hospital did not advise that Steps could not help with Physio until physiotherapist had 

visited! Steps unable to visit at requested time - no morning, no lunchtime (1.30 too 

late) no teatime, no bedtime - so no food prep available. I have completed this on 

behalf of my mother who is recovering from broken leg and has severe memory 

problems.  The carers and support staff, especially Claire were helpful, respectful and 

supportive at all times.  However, I had been led to believe that Steps could help my 

mother become more independent in her own home.  This could not happen due to the 

timing of the visits.  No care available AM meant that no help with personal care 

(mother won't let me do it).  No physio available until halfway through and timing of 

visits when she was least likely to want to exercise (i.e. after lunch). Lunchtime visit 

too late (1.30 pm - she's hungry at 12) Bedtime 7.30 too early.  I have had to take 

time off work to prepare meals etc. and she is now more dependent than every! (I am 

unsure how this can go on). (Area Manager aware and issues have been address). 

 This has been an excellent service.  

 No don't think so, they were very good.  Very satisfied, everyone has been very kind 

and helpful.  Could have done with another week. 

 No complaints what so ever.  Will miss the staff. 

 Always on time and got on with our job.  No problems.  Very satisfied. 

 The ladies were lovely and almost became family to me.  Taking the time to get to treat 

my dogs helped them to look forward to the carers visits and seeing them so happy 

also helped me.  Thank you ladies for all your help, I will never forget you. 
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 I have been very happy with the Service, nobody could have done better for me.  Sorry 

to lose you, having ongoing care. 

 More consistent times.  

 I was satisfied with all carers who were very kind. // I was treated with respect at all 

times.  The team allowed me to help myself when I was able, as I had a serious 

accident and left disabled with my left hand, I tried to manage best I can.  I missed 

contact when time was up. I missed them coming to break up the day as I am on my 

own.  I am very grateful for help provided. 

 Everyone has been very helpful.  Thank you. 

 Steps is a valuable service for people like myself without family to support me. 

 All the help and advice given was greatly appreciated. 

 A lovely group of girls.  Friendly and efficient. 

 Everyone has been so pleasant; it was like family coming in. 

 I have filled in the survey on behalf of my father who is not well enough to complete 

the form himself.  We are very grateful and thankful for the help you have given my 

father.  Thank you. 

 Can't answer all questions as S/u's condition doesn't allow this, but thank you for all 

your care and attention. 

 Very competent and respectful from all who visited 12 stars out of 10.  Thanks you for 

your help. 

 I have had six weeks of the best care from Steps anyone could ask for - Thank you 

Steps. 

 Thank you very much for all the help I have received. 

 Very well organised, professional and helpful. 

 I've been more than happy with the care I've received and was grateful there is such a 

service for short time care. 

 Everything went OK on my part! Thank you Steps and Staff for all your expertise, help 

and care through this difficult health illness.  The challenge for me still goes on! 

 I wish the help could have gone longer.  All your staff were very good to me and I can't 

complain at all.  Thank you!!  

 All of your lady carers were delightful and showed a great deal of empathy and 

understanding; my wife was treated with courtesy and made to feel better during their 

time in our home.  Upon departure, they generated considerable praise and 

encouragement to progress further.  We thank them sincerely and wish them all well. 

 Would prefer to know a bit more accurately the times of visits. I.e. within one hour. 

 Everything was done to help me. Unfortunately, could not have visit times to best suit 

me but the carers themselves were very professional and so helpful. 

 Steps team only involved for 6 days.  Agency took over. 

 My mother feels that the Steps team were excellent in keeping her clean and tidy, but 

she has no confidence in looking after herself.  In view of this, my mother has 

requested to go into a nursing home.  Thanks to all staff.  P.S. Mum has met a lot of 

different people.  Would be better for staff if Mum could have established a relationship 

with just 2 or 3 workers.  I think Mum has seen 13 support workers. 

 Better instruction of boots. Compliments to all staff.  Everyone was very nice. 

 The morning call was quite late and it was fortunate that I could rise, wash and dress 

myself. 

 Very grateful for help I received. 

 I wish to thank your service and my lovely carers: Jane, Selma, Jan, Rhonda and Sally.  

I was delighted that my previous service feedback was taken into account requesting 

continuity i.e. same carers attending 2-3 days at a time.  This I found had taken the 

pressure off me having to explain my needs and looked forward to seeing the ladies 

familiar faces.  It was a pleasure to have them in my home this 5 star service you have 

provided me has been appreciated and helped my speedy recovery.  Thank you all and 

Tiffany for your kind service. 

 Excellent service and would greatly appreciate Steps again should the need arise.  S/u 

feels the Steps team were truly helpful and supportive. 

 I could not praise the help I received from the Steps carers enough - everyone was so 

helpful and supported me in my struggle to be independent - which I am now at least 
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75%.  Thank-you all. I could not praise the Steps Team enough - they were all very 

sensitive to my needs, a delight to have - they boosted my low morale at the 

beginning.  They helped when I needed help and left me to struggle when I preferred to 

struggle so I gained confidence and independence.  They were all a delight to have.  I 

shall miss them.  Perhaps the 1st week it would have helped to have had less people (1 

or 2) but you would know by the 2nd week - I knew them all and it wasn't a problem, 

because they were so good it was a small problem.  Thank you all very much. 

 Since coming out of Barncoose Hospital after suffering a stroke with very little 

movement, I have been more than impressed with the encouragement and support, 

friendliness and respect, which I have had from all the ladies that have been watching 

over me during this time.  It is their encouragement and support that have helped me 

to start recovering.  They are a credit to the service, I can't praise them enough.  

Thank you all. 

 I have been most impressed with the overall care from the Steps Team.  They helped 

me though a very difficult period and encouraged me to be as positive as possible.  I 

will try to carry on their helpful suggestions! 

 Many thanks to all of your team for looking after my husband; they have all done an 

excellent job.  They couldn't do any more for him.  The Team Leader was very nice and 

we could not have asked for anything better.  Many thanks. 

 Everything was good.  Happy with the Steps girls.  Feeling a lot better and can manage.  

Thank you all of you very much. 

 Couldn't always get the time of call I would have preferred.  I was happy with the 

support I received.  I would have preferred the same carers all the time as I find it 

difficult to communicate my needs and it was frustrating to keep repeating to each 

carer.  Carers were friendly and helpful. 

 I'm very pleased with everything the carers have done.  I could not have managed 

without you all.  I will miss you very much and thank you. 

 No they were lovely.  All the helpers were very nice and helpful. 

 Thank you for all your help and support.  I know I have improved because I no longer 

need to wear my knee brace, take paracetamols or use my heat pad!  My legs are 

stronger.  I intend to continue my exercises with my carers or my daughters when they 

visit. 

 I was happy with the service of the Steps team.  They are a wonderful team, very 

helpful with what I wanted done.  Would recommend them anytime.  They are very 

professional in what they do. 

 Happy with service provided.  Thank you. 

 An excellent team. 

 Thank you so much for all the care and attention you have afforded me over the past 6 

weeks.  I shall miss you all! (in the best possible way, of course!) 

 Could not have done anything more.  Perfectly happy with service.  Everyone treated 

me very well and I appreciate everything they have done for me. 

 I would have put extra strongly agree if I could.  You guys 'Steps Team' have been 

awesome.  Couldn't ask for a better bunch of people.  Always cheered me up.  Thank 

you for being the most awesome people.  Going to miss you all. 

 No further support required as far as Steps are concerned.  Service user was happy 

with her care package.  Service User is very pleased with the support supplied by the 

Steps Team. 

 All staff excellent. 

 I am grateful to the Steps team for washing my feet every morning for the past six 

weeks.  They have been pleasant company and I have looked forward to seeing them 

each morning.  Thank you. 

 I think the care was very good and the carers very pleasant and helpful. 

 I would like to thank the Steps service for the help and support received. 

 Friendly and helpful at all times. 

 The Steps team are wonderful and thank each and every one for helping me to feel so 

much better and making my life a lot easier. 
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 Steps ladies were friendly and approachable and cheered me up.  They encouraged me 

to be independent and supported me when needed.   I couldn't have managed without 

them and now I am able to do more things for myself.  Thank you all for your help. 

 S/u said that she could not ask for a better team to support her during her time with 

the Steps service. 

 Great service.  I would like to say a huge thank you to all the fantastic staff. xxx 

 We would like to thank you very much for all the kindness you have shown us over the 

weeks you have provided us with your services.  A great service, we would have found 

things very difficult without your help. 

 No quiet happy, nothing more to add. 

 Good carers, helpful. 

 Service suited my needs. 

 Each lady was in my humble opinion earth angels.  God bless you all.  Successes 

continue this vital work. 

 I was given every assistance and helpful advice throughout the entire period.  I cannot 

praise my carers too highly.  I was always greeted with cheerful smiles and given every 

help, advice and considerations and made friends of each and every one.  I could not 

have progressed so well without them.  My heartfelt thanks go to one and all.  I shall 

miss them when they no longer come and shall not forget them.  Sincerely. 

 Everybody was lovely.  I received good support and I am really happy with the service.  

Thank you! 

 All staff were very good, helpful and polite.  I have no complaints. 

 Did what was needed when required. Quite happy with the support given. 

 S/u's mobility has improved with help from Steps, however, due to ongoing health 

issues he has not been able to fully achieve his goal yet!  Hopefully, with time this will 

be achievable.  We are still waiting for handles to go either side of a step to enable him 

to access front garden easier! 

 Excellent service provided by the Steps team. 

 Excellent team, excellent company, cannot fault a thing.  Thank you! 

 Carers were very helpful and happy with the service. 

 I found comfort in your team helping me to regain my confidence, no mean task!  I 

wish them well and god bless. 

 Everyone who came did their job with care, cheerfulness and the utmost 

professionalism.  They were endlessly patient and kind and listened and chatted to the 

s/u.  She knew exactly what they were doing and why they were doing it.  An excellent 

service with perfect staff 10/10. 

 Explain exactly from management what the duties of carers are before the first visit 

takes place. More flexibility in the duties of carers e.g. if say no personal care required 

but possible vac of the floor where client spends most of time whilst recovering from 

stay in hospital.  Every carer who brought into my home a bag immediately sited it on 

my soft furnishings - e.g. upholstered chair instead of the floor.  Absolutely abysmal - 

anything from 09.30 am (agreed time) to 2.00 pm in the afternoon.  Although I was 

informed of the later 2.00 pm visit - due to road traffic incident.  Other times more 

towards 11.15 am.  The carer suggested she help me fill in the form instead of asking 

me if I required help.  A timid client, would I feel, be intimidated and felt obliged to fill 

the form in there and then thus taking away the 'strictness confidence' quoted above!   

 The team - all of them- have worked very well. The improvement in the S/u is 

unbelievable.  So friendly to him and me.  All appreciated very much.  Thank you so 

much. 

 Very pleased with everyone. 

 I felt that the Steps team were very caring.  I was delighted with my care. 

 Excellent service.  Steps workers all brilliant. 

 As stated I am very impressed with the high standard of care I have received from each 

of the ladies who visited my house.  My thanks to each one of them. 

 I was very pleased with the attention and treatment all the girls gave me during the 

sessions that Steps gave me. 

 Steps provided an army of cheerful ladies which aided my recovery, and all the tasks 

carried out were with superb grace and kindness. 
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 All staff involved were fantastic, most helpful and always very cheerful and wonderful.  

I cannot praise them enough. 

 All workers are fantastic and very good. 

 S/u says she has been very happy with the Steps Service. 

 It was excellent help and support.  Definitely aided my recovery. 

 I think all the team are wonderful, friendly, helpful and supportive, they also made me 

laugh. 

 All staff members were friendly and supported me throughout.  Jackie kept us all well 

informed and helped me to find another package following their completion of 6/52. 

 I have been very satisfied with all the help I have had.  All staff have been very nice 

and have been very helpful to me.  I am very satisfied with my treatment. 

 I have enjoyed the company of my carers. 

 First of all I must say a very big 'Thank-You' to all who have aided my rehabilitation 

since my discharge home. Having previously experienced Steps in 2011 I knew what to 

expect and have not been disappointed.  All the workers have been kind, thoughtful 

and considerate of my needs, knowing the right moment to offer help and when to 

withhold it; encouraging my independence.  I have always been treated with respect 

and have NO adverse criticisms.  I shall miss you all! 

 Really enjoyed having the team visit.  I have improved my self-confidence as a result. 

 I thought that you did everything that was possible.  A lot of what I was expected to do 

was pretty painful but I expected that, so overall I achieved what I wanted to achieve. 

 They were all kind and thoughtful.  The nurses were all pleasant and understanding and 

had time for me and were very caring.  I can't thank them enough for looking after me 

and helping me get where I am now.  I will miss them. 

 I feel that further comments are not required - positioning of the red ticks tell our views 

completely! 

 S/u feels the Steps team were very competent 100% and could not wish for better 

support. 

 As my husband has improved considerably since the start, we both feel he would 

benefit from more support on his standing and eventually being able to walk.  We 

realise that his would incur some cost, but if it achieved his eventual mobility, that 

would be worth it. 

 Steps team were very helpful and enabling.  They have given me confidence to be more 

independent. 

 Very happy with the service and nice cheerful carers. 

 May be at the start of care, if been given 45 mins of support, instead of 30 mins, I 

might have made even more progress.  I would like thanks conveyed to all who 

supported me and I really appreciated that the service was available. 

 Please extend my thanks and gratitude to all the carers who attended to me.  They 

were all very pleasant and helpful. 

 Was unsure as to the Steps role.  I was very happy with the team but there are some 

grey areas regarding the job description. 

 The Steps Team were very friendly and helpful.  I wasn't quite sure what time they 

were coming. Apart from that the service was good. 

 All the girls were very supportive, polite and treated me with dignity.  Thank you all 

very much.  I feel that I can move on to the next stage now and try to do a bit more 

each day.  I know it has to be slowly, slowly (as everyone keeps telling me) but I know 

I must obey by the rules!!! 

 I was happy with the support I received.  All the Steps Team were friendly and helpful.  

I looked forward to their visits and to have a chat. 

 S/u said she wished it could have carried on longer even if she had to pay. 

 All my Steps Workers, without fail, checked how I was, both physically and emotionally.  

Treated me with respect and genuine interest.  An issue which was a problem and did 

cause a great deal of anguish was an initial difficulty with shopping, living in a bit of an 

isolated area and being on my own.  I realise that this is not within the service remit 

and I have now started online shopping, but was hard particularly as no nearby 

relatives to help me and neighbour away at the time. 
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 Everyone on the team helped immensely towards my recovery and independence.  

Megan, Leader of the team gave me further information if more care was needed in the 

future which was very reassuring for me and my family.   

 Excellent service. 

 Overall Steps was an absolute pleasure.  I found the staff very cheerful and 

encouraging. 

 I have been very happy with the care I have received from the Steps girls.  Everyone 

has been really nice to me. 

 The support from Steps service has made my recovery possible.  Support from all 

members of the team has been invaluable. 

 Just a nice bunch of people.  Nothing was too much trouble. 

 S/u only had the Steps Service for 1 week as she was able to wash and dress herself 

when she returned home.  Therefore, Steps did not require to support her as she was 

independent with personal care - however she appreciated the initial contact from the 

Steps Service. 

 You've all been excellent; you've helped me get back on my feet. 

 I think another two or three weeks of one or two days a week would have helped me 

achieve more independence and confidence.  Thank you all for being so kind and 

caring. 

 S/u did not realise that she was entitled to help at the beginning - hence why she did 

not know the goals and outcomes of Steps Service.  Initially S/u had a friend staying 

with her before Steps was put into place.  S/u will be having some ongoing support in 

the mornings as her ankle is still recovering after surgery.  However, she is grateful for 

the Steps Service. 

 We assumed (wrongly) that the carers would have all necessary requirements needed 

with them.  Perhaps a note/list in advance of first visit would be helpful all round. e.g. 

towels/soaps etc.  We found the daily helpers polite, pleasant and accommodating at all 

times.  Thank you.  
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