
Oxfordshire 2014 Survey of Social Care Service Users 
Additional questions we ask in Oxfordshire 

 
Each February, as part of a national survey, we send out a survey to people who use 
social care to find out what they think about their services. In Oxfordshire we add 
additional questions based on issues that service users have raised with us. These 
questions focus on 4 key issues: timeliness, communication, standards of care and 
personal safety. 
 
Timeliness 
 

15% of people are not satisfied 
with the speed in which we set up 
their care. Despite the decrease in 
waiting lists over the last 4 years, 
this figure has remained constant.  
 
We have reviewed the way people 
get care to get rid of irrelevant 
forms and questions. We will allow 
people more freedom to organise 
their own care. 
 

We are working with the agencies that provide care to ensure that they when people 
need care, they can respond quickly. 
 
Communications 
 

25% of people feel that they have 
to repeat their story when they talk 
to us. In the summer of 2015 we 
will use a new information system 
that will keep better records and 
should reduce the need for people 
to repeat their story.  
 
We are also going to join social 
work teams with community health 
teams. This will mean within data 
protection rules, information is 

shared and people do not to repeat their story 
 
6% of people say their opinions and preferences are not taken into account when 
decisions are made about their care. We will continue to actively pursue the use of 
direct payments as a way of ensuring service users have more control over key 
decisions about their care. We currently have the 5th highest level of direct payments 
in the country.  
 
  



37% of people do not know how to make a complaint. The council continues to 
actively inform people of the comments and complaints system and provides 
information about this in a variety of formats. If you want to make a comment or 
complaint about your social care you can either follow this link: 
https://www.oxfordshire.gov.uk/cms/content/contact-comments-and-complaints-
service; call 01865 323589 or write to the Comments and Complaints Service,  
County Hall, New Road, Oxford OX1 1ND.  
 
Anyone can help you complain as long as they have your permission. Carers, friends 
and neighbours can make complaints on behalf of service users but we may need 
the consent of the service user. Oxfordshire Advocacy, a group not connected to the 
county council, offers free advocacy to Oxfordshire people. They can be contacted 
at: Oxfordshire Advocacy, Barton Neighbourhood Centre, Underhill Circus, 
Headington, Oxford, OX3 9LS. Tel: 01865 741200. 
 
Standards of Care 
 
28% of people feel that they are not told in a timely manner when their will be 
changes to their care and 8% feel that their care does not usually support them to do 
as much as they would like for themselves. 7% of people feel too many people visit 
them. Last year we worked with providers and service users to develop care 
standards for home care and have then asked service users to rate different 
providers on these standards. The results will be published on this site. Provisional 
results show that 77% of people think the quality of their care is very good or 
excellent, 19% think it is average and 4% poor. The results of this survey are being 
actively used with providers to help them increase the quality of the care they 
provide. 
 
Feeling Safe 
 
In the first year of the survey fewer people in Oxfordshire reported that they felt safe, 
than in other parts of the country. We did a lot of work to understand this and put 
plans in place to ensure they felt safe. Performance now is above average and has 
been for the last 3 years. Most people are worried about falling over inside and 
outside the home.  
 
If you find it difficult to make decisions or protect yourself, or you know or work with 
someone who does, or you want to know more about keeping safe please visit the 
following website http://www.safefromharm.org.uk or call 0845 050 7666 
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