YOUR CALL CLIENT EVALUATION.  June 2009.
23 clients completed the evaluation questionnaire, which is attached as Appendix One.  13% (3 people) used the service for under 1 month, 61% (14 people) had used the service for between 1 and 6 months, and 26% (6 people) had used the service for over 6 months.

The questionnaire is divided into five sections:

1. History of using Your Call

2. Choosing Your Call

3. Using Your Call – The Environment

4. Client experience of counselling services with Your Call

5. Client expectations and experience.

These sections are followed by a discussion and a conclusion.

Each section apart from section 5 contained both quantitative and qualitative information.  The quantitative information is displayed by means of pie charts, and the qualitative information comprises quotes from the questionnaire respondents, or a summary of respondents views.
1.  History of using Your Call

Q1 “Were you satisfied with the Your Call service?” 
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Quotes from clients included…`  satisfied……but would like the option of a face-to-face service as well.’  `Help was really good’.  `Very satisfied – I have given the number to someone else’

The respondent who answered `no’ said `I was unwell so counselling stopped and when I restarted I got a new counsellor who I am not so happy with.’
Q2. “If you had difficulties in the future would you consider using Your Call?” 
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Not all respondents completed this part of the questionnaire.

2. Choosing Your Call
Q3. “Is Your Call different from other counselling services?”
87% of respondents answered `Yes’ to this question, and 13% answered `Don’t Know’.  There were many individual responses to the question:
`A lot easier to access if you have mobility problems and the day time availability is good.  Time to wait for appointments, when I contacted the NHS they had an 18 month waiting list.’

`The telephone service is very accessible/less tiring. Cost of service.  Peer counselling is more practical to have a disabled counsellor meant their reactions to the privations of my daily life was more understanding, didn't have to keep explaining the whys and wherefores of things as I have had to do with non disabled counsellors.’

`Being a telephone service means that you can have the opportunity to access a counselling service even if you aren't well enough to get out also means you don't make your symptoms worse by going out saving health energy and not increasing the pain.  Having a disabled counsellor means they understand your situation better, how difficult it is to be disabled and physically unwell.  They have a better understanding of chronic pain and if you need to take a break during a session.’

`The previous service I used was through my union at work, they gave telephone counselling but only 6 sessions were given!  Where Your Call appears to be unlimited which is reassuring and more beneficial to people needing to release their frustrations.  Knowing there is a lovely unjudgemental caring person on the other side of the phone is a great great help!’

`Accessibility. Your Call is much better, the counsellor understood physical disability as they were disabled themselves. Until you've lived with it you can't understand it. Travelling involves taxis and makes the pain of my condition worse. Your Call was a gift from heaven.’

Q4. “Why did you choose Your Call?” 
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The majority of respondents identified two important factors which led to them choosing the service.  One was that the service is free.  The other was the opportunity to work with a disabled counsellor.  The following quotes are from respondents who chose `other’ reasons:

`The fact that you could receive counselling at home and didn't have to travel’

`Didn't have to leave the flat. It was more convenient and more comfortable to be in my own surroundings’

`Because it was a telephone service which is much easier to access for me.’

`I only phoned to enquire about the service and before I knew it I was set up to speak with somone - (very prompt) which is an important factor.’

`It was on the phone. As it isn't easy to get out and about it was easier to keep appointments than with the face to face ‘

3.  Using Your Call – The Environment

Q5. “The service is easy to use”
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95% of respondents either agreed or strongly agreed with the statement that `the service is easy to use’.
Q6. “The staff at Your Call were welcoming”
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100% of respondents either agreed or strongly agreed with the statement that `the staff at Your Call were welcoming’.

An extra question was inserted into the questionnaire at this stage, asking for respondents’ feedback on Your Call’s opening hours.  Comments included:

`The times have been okay for me.’

`It has been okay for me but wider availability would be helpful.’

`Very suitable for me as I go to bed very early.’

`More availability is needed so that more people can access the service.’

`I would like to see it extended to the evenings and down South. I have many friends down South that I have told about Your Call and I wish they could use this service.’

4.  Client experience of counselling services with Your Call

Client experiences of counselling services with Your Call were assessed by means of a series of statements.  Respondents were asked to rate how strongly they agreed or disagreed with these statements.

Q7. “My counsellor understood my issues.”
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82% of respondents either agreed or strongly agreed with the statement that `My counsellor understood my issues’.

Q8. “I felt confident in my counsellor’s knowledge”
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82% of respondents either agreed or strongly agreed with the statement that `I felt confident in my counsellor’s knowledge’
Q9. “I felt confident in my counsellor’s skill”
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91% of respondents either agreed or strongly agreed with the statement that `I felt confident in my counsellor’s skill.’
Q10. “Counselling at Your Call improved my wellbeing”
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96% of respondents agreed with the statement that `Counselling at Your Call improved my wellbeing’.

Q11. “I made some positive changes in my life as a result of counselling with Your Call”

[image: image10.emf]I made positive changes as a result of Your Call

Agree, 41%

Strongly 

Agree, 36%

Disagree, 9%

Strongly 

Disagree, 0%

Neither 

Agree/Disagre

e, 14%

Strongly Disagree

Disagree

Neither Agree/Disagree

Agree

Strongly Agree


77% of respondents agreed with the statement that `I made some positive changes in my life as a result of counseling with Your Call.’
Q12. “Do you think having a counsellor with experience of disability enhanced /detracted from/ made no difference to the counselling experience?”
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Not all respondents completed this part of the questionnaire.

5.  Client expectations and experience.
In this section we sought comments from respondents on their overall experience of Your Call, and on ways they feel the service might be improved.
` …..(respondent) has made recommendations to other people (regarding calling the service). Had no problems accessing the service.  Suggests extending session times especially to include evenings. He found it awkward to find time for a daytime appointment and to find a suitable space at work. Also suggests having email or live chat counselling especially for people who are deaf or hard of hearing.’
`Your Call was beyond expectations. The counsellor knew how to guide you in certain areas, there were no difficulties trying to explain they just understood what you were saying and understood what you were going through. It definitely helped. I am now going to college and starting an Open University degree I wouldn't be doing that without speaking to the counsellor.’ 

` …(respondent) hates the thought of being disabled but dealing with a disabled counsellor helps you to feel that you are not alone and that there are people who understand and will listen.’
`The experience far exceeded my expectations, it is the best counselling service that I have ever experienced.  This is what counselling is supposed to be like!  The long term service is an excellent factor.  Counsellors in the past had made me feel quite bad as they were judgemental on my sexuality and misunderstood my illness.  I had become very wary of the counselling experience.’  

`I had no expectations I just thought I would try it and continue if it was good or try another.  Your Call has made me stronger I can't talk to my family/mum/friends.  It has helped me deal with some really emotional issues/events and has helped me move on in a big way and overcome my fears.  It has given a big boost to my confidence to say I can do and I can cope.  It's like having another friend you can talk to an actual friend you can tell anything to.  It gives you options.’
`Your Call met and exceeded my expectations as it was not an NHS service I wasn't sure of the standards of the service that would be provided but I have found it to equal the standard and be better because a disabled counsellor has a better understanding of how I feel about problems.’
`The counsellor was a great help to me and knew her job. I got what I needed.’ 

`(Respondent) felt he had no choice between phone counselling and face to face and would personally have preferred face to face. Thinks Your Call is a brilliant service but gives it 8 out of 10 because it was not face to face. Feels that it is Russian roulette as to what kind of service is available and that you have to fight for services. Would be happy to speak on behalf of Your Call in support of extending it into a face to face service.’ 

6. Discussion.

It is clear from the results of the evaluation that Your Call clients value three things about the service.  These are; ease of access, the fact that the service is free; and the opportunity to work with a disabled counsellor.

Feedback from clients also indicates that the service could be improved in a number of ways.  These include longer opening hours (particularly important for disabled people who work during the day) and providing one or more alternative formats to enable clients who have difficulty with using the phone to contact the service.  This might include deaf clients, but also people with speech impairments and those who have difficulty in holding a phone.  A small number of clients also identified a need for accessible face-to-face counselling services for disabled people.

6.  CONCLUSION.

This is a pioneering service.  As far as we know, there is nothing like it in the rest of the UK or Europe.  

The evaluation indicates a high level of satisfaction with the service from its clients.  96% of those contacted either agreed or strongly agreed with the statement that `counselling at Your Call improved my wellbeing’.  Clients appreciate the ease of access, the opportunity to speak with another disabled person who is also a counsellor, and the lack of cost.

The evaluation indicates that the standard of counselling provided by Your Call counsellors meets the needs of our client group.

Our most recent funding application (to LTCAS) has included a request for money to employ a Development Worker.  One of this person’s functions would be to build on the work of current staff by disseminating information about the service more widely in Scotland.  Current staff only work three days a week and their time is largely concerned with running the service, limiting the time available for promotional activity. 

LCiL is currently fundraising with the intention of developing Your Call to further improve access by means of e-mail counselling and extending opening hours.  There are as yet no plans to re-open a face-to-face counselling service.

