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Preparation of service user questionnaire for mental 
health survey 2005 

 

1 Introduction 

This document outlines the alterations that have been made to the service user 
questionnaire in preparation for the 2005 survey.  The survey was carried out for 
the first time in 2004 in all mental health and social care trusts and primary care 
trusts responsible for providing mental health services in England.  The survey 
results were used in the 2004 performance indicators and star ratings and locally 
in quality improvement programmes. The following data and studies were 
examined for determining which amendments to make to the questionnaire: 

• The full dataset for the questionnaire used in 81 trusts in 2004  

• Feedback from trusts, service user forums, and the mental health advisory 
group about the style and content of the questionnaire 

• Findings from 6 cognitive interviews undertaken with service users in 
November 2004. 

• ‘Involving Users To Improve Quality’: A collaboration between the 
Healthcare Commission and The Cambridgeshire & Peterborough Mental 
Health Partnership NHS Trust (June 2004). 
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2 Minor changes to existing questions and layout  

In this section, question numbers refer to the 2005 revised questionnaire (version 4) 

Question 2 (previously question F8) has been re-worded to provide greater 
clarification that ‘someone’ is a health professional providing care within the 
mental health service. The question has also been moved forward in the 
questionnaire as we think this question sits better after Q1 rather in the section 
about support in the community. The response options have also been expanded 
so that it is possible to ascertain the proportion of respondents that have been in 
contact with mental health services within a one week period. The question now 
reads: 
 

2. When was the last time you saw someone from the mental health services? 

1 o In the last week 

2 o More than 1 week but less than 1 month ago 

3 o 1-3 months ago 

4 o 3-6 months ago 

5 o More than 6 months ago 

********************************************************************************* 
8. In the last 12 months, have any of your appointments with a psychiatrist been 
cancelled or changed to a later date?  

1 o No  

2 o Yes, 1 appointment was cancelled or changed 

3 o Yes, 2 or 3 appointments have been cancelled or changed 

4 o Yes, 4 or more appointments have been cancelled or changed 
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This question has been moved forward in the questionnaire to the section on 
psychiatrists, (and hence the wording of the question has slightly changed). It is 
understood that for those service users that see one or more mental health 
professional several times a week, it is likely that some appointments are 
cancelled or changed by mental health services.  Therefore, in order for the data 
from this question to be more pertinent and actionable by trusts, the question 
now more specifically addresses the continuity of appointments with 
psychiatrists.  This question now also sits more comfortably next to question 9 
which examines the continuity of care provided by psychiatrists.   

 

Following some feedback from a mental health trust, the words ‘to a later date’ 
have been added to the question as it was suggested that appointments may be 
bought forward because of clinical need, and therefore adding these words 
allows for this possibility. 
******************************************************************************** 

31. Do you understand what is in your care plan? 

1 o Yes, definitely è Go to 32 

2 o Yes, to some extent è Go to 32 

3 o No, I don’t understand it è Go to 32 

4 o Not sure  è Go to 32 

5 o I do not have a care plan  è Go to 34 

 

A skip has been added to question 31 to minimise response errors in questions 32 
and 33 of the care plan section. There were a high level of missing responses to 
these question (see table in section 5).  The third response option ‘No’ was 
expanded to provide greater clarity and to avoid response error. The fourth 
response option ‘Don’t know’ was changed to ‘Not sure’ as this was considered 
to be more appropriate by the service users who were interviewed. By adding 
this skip, the following response option could then be removed from question 32, 
‘Do you agree with what is in your care plan?’: 

5 o I do not have a care plan  

 

 

***************************************************************************** 
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32. Do you agree with what is in your care plan? 

As with question 31, the fourth response option ‘Don’t know’ was changed to 
‘Not sure’ as this was considered to be more appropriate by the service users 
who were interviewed. 

 
************************************************************************************ 
 
42. In the last 12 months have you received help with getting benefits? 
 

Some examples of the entitlements have been added to this question to provide 
greater clarification. It reads: 

 
42. In the last 12 months have you received help with getting benefits (e.g. 
Housing Benefit, Income Support)? 
 

*************************************************************************************** 
50. When you were sectioned, were your rights explained to you? 

An extra response option was added to this question to reduce possible response 
errors: 

4 o Not sure/ Don’t know 

 

*********************************************************************************** 

Based on the feedback from the cognitive interviews, the section sub -heading, 
‘Other health professionals’ now includes some examples.  It now reads:       
Other health professionals (e.g. a social worker, occupational therapist, or a 
psychologist).   

Similarly in the section heading ‘Your Care Review’ the words ‘CPA Meeting’ 
have been added as the cognitive interviews with service users revealed that 
some users may only refer to the care review meeting as a ‘CPA meeting’.  

********************************************************************************** 

The section, ‘Your Care Co-ordinator’, has been moved forward in the 
questionnaire to appear before the section on ‘Your Care Plan’ as this will avoid 
having to provide an explanation of a care co-ordinator in question 35. 

******************************************************************************** 
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The explanatory text written at the start of section E, ‘Your Care Co-ordinator’ 
now also includes ‘psychiatrist’ as an example of a care co-ordinator.  It was 
suggested by a trust that psychiatrists are often the care co-ordinator when a 
service user is on standard CPA. 

3 Questions removed  

In this section, the question numbers refer to the 2004 questionnaire (version 10) 

 

K3. Who else, if anybody, do you live with? (Tick all that apply) 

This question was removed because: 

• ‘Tick all that apply ’ questions create the most problems with trusts 
submitting inaccurate data, as the question requires as many columns as 
there are response options, whereas all the other questions require one 
column each. 

• It was not a very useful question for providing information on how social 
support may influence responses.  

 
*********************************************************************************** 

The following two questions on day centres, in the ‘Support in the Community’ 
section, were taken out of the questionnaire:  

 
F1.  In the last 2 months, how often have you visited a day centre? 
F2.  Were the activities provided by the centre helpful? 
 

These questions were removed because the 2004 survey showed that only 23% of 
respondents had visited a day centre in the last 2 months.  Removing these 
questions would provide the space required for the addition of new questions 
that were considered to be applicable to a much higher proportion of service 
users. 

*************************************************************************************** 
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The 2004 survey included two self-reported health status questions in section K 
‘About You’. However these questions are highly correlated (r=0.74, df=26196, 
p<0.001) and it was not considered necessary to keep both questions in the 
questionnaire.  Linear regression analysis showed that question K4, (now 
numbered 56) ‘In general, how is your mental health right now?’ was a better 
question for explaining the variation in the global rating of care quality. 
Therefore, question K3 was removed: 
K3.  During the past 4 weeks how much have you been bothered by emotional 
problems (such as feeling anxious, depressed or irritable)? 
 
 

4 Questions added 

In this section, question numbers refer to the 2005 revised questionnaire (version 4) 
 

Following feedback from trusts, the following question has been added to the 
‘Talking Therapies’ section , to provide a measure on the quality/effectiveness of 
these treatments:  

 
26. If you had any talking therapy from NHS Mental Health Services in the last 12 
months, did you find it helpful? 

1 o Yes, definitely 

2 o Yes, to some extent 

3 o No 

4 o I did not have any talking therapy 

 
 *************************************************************************************************** 

In the section ‘Your Care Plan’, it was considered appropriate to include a 
question that specifically asks service users if they had been involved in deciding 
what is written in their care plan.  The service user interviews carried out in the 
Cambridgeshire and Peterborough study (2004) showed the lack of user 
involvement in care planning (similar feedback was received by some service 
users who completed the questionnaire in the 2004 survey) 
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33. Were you involved in deciding what was in your care plan?  

1 o Yes, definitely 

2 o Yes, to some extent 

3 o No 

4 o I did not want to be involved  

 

************************************************************************************************** 

It is understood that service users should be given the opportunity to meet with 
their care co-ordinator (keyworker) before a care review meeting and therefore 
the following question was added to the ‘care review’ section: 

 
35. Before the review meeting, were you given a chance to talk to your care 

coordinator about what would happen? 
 

1 o Yes 

2 o No 

3 o Don’t know / Can’t remember  

 

**************************************************************************************************** 

The following question has been added to assess the quality of care provided by 
the trust’s crisis / out-of-hours mental health service: 

 
47. The last time you called the number, did you get the help you wanted? 
 
1 o Yes, definitely 

2 o Yes, to some extent 

3 o No 
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5 Item non-response for questions included in the 2004 Service 
User Survey 

 
 
 

Question 

% missing 
responses 

 (of those eligible 
to respond) 

How long have you been in contact with mental health 
services?  

2.1 

Have you seen a psychiatrist in the last 12 months? 0.9 
Did the psychiatrist listen carefully to you? 0.6 
Did you have trust and confidence in the psychiatrist you 
saw? 

0.8 

Did the psychiatrist treat you with respect and dignity? 0.6 
Were you given enough time to discuss your condition and 
treatment? 

 
1.0 

The last 2 times you had an appointment with a psychiatrist, 
was it? 

 
3.4 

Have you seen a CPN in the last 12 months? 2.0 
Did the CPN listen carefully to you? 0.6 
Did you have trust and confidence in the CPN? 0.7 
Did the CPN treat you with respect and dignity? 0.7 
Have you seen anyone else in mental health services in the 
last 12 months? 

 
2.7 

The last time you saw someone, other than a psychiatrist or 
CPN, who did you see? 

 
7.5 

Did they listen carefully to you? 2.0 
Did you have trust and confidence in the person that you 
saw? 

1.9 

Did the person treat you with respect and dignity? 1.9 
In the last 12 months have you taken any medications for 
your mental health problems? 

 
0.8 

Do you have a say in decisions about the medication you 
take? 

1.1 
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In the last 12 months, have any new medications (e.g. tablets, 
injections, liquid medicines, etc) been prescribed for you by a 
psychiatrist? 

 
 

0.9 
Were the purposes of the medications explained to you? 0.7 
Were you told about possible side effects of the medications? 0.8 
In the last 12 months have you had any talking therapy from 
NHS Mental Health Services? 

 
2.7 

In the last 12 months did you want talking therapy? 6.9 
Have you been given (or offered) a written or printed copy of 
your care plan? 

 
2.7 

Do you understand what is in your care plan? 8.9 
Do you agree with what is in your care plan? 27.3 
In the last 12 months have you had a care review?  7.7 
Were you told that you could bring a friend or relative to 
your care review meetings? 

 
1.8 

Were you given a chance to express your views at these 
meetings? 

 
2.6 

Do you find the care review helpful? 3.2 
Have you been told who your Care Co-ordinator is? 6.5 
How long is it since you last saw your Care Co-ordinator? 1.1 
Can you contact your Care Co-ordinator if you have a 
problem? 

1.7 

In the last 12 months, how often have you visited a day 
centre? 

10.4 

Were the activities provided by the centre helpful? 2.8 
In the last 12 months, have you received any help with 
accommodation? 

 
7.7 

In the last 12 months have you received help with finding 
work? 

8.4 

Are you currently in paid work? 5.0 
In the last 12 months have you received help with getting 
benefits?  

 
6.0 

In the last 12 months have you received any information 
about local support groups for mental health service users? 

 
6.0 

When was the last time you saw someone about your mental 
health problem? 

 
4.5 

In the last 12 months, have any appointments been cancelled 
or changed by mental health services? 

 
4.6 
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Do you have the number of someone in Mental Health 
Services that you can call out of office hours?  

 
3.6 

In the last 12 months, have you called this number? 1.2 
The last time you called the number, how long did it take you 
to get through to someone? 

 
2.0 

Have you been admitted to a hospital as a mental health 
patient in the last 12 months? 

 
3.0 

In the last 12 months, have you been detained (sectioned) 
under the Mental Health Act? 

 
4.0 

When you were sectioned, were your rights explained to 
you? 

4.6 

Overall, how would you rate the care you have received from 
Mental Health Services in the last 12 months? 

 
3.5 

Do you have enough say in decisions about your care and 
treatment? 

 
3.9 

Has your diagnosis been discussed with you? 4.2 
 


