
onetrue step
making it happen

Annual Report - Review of Quality of Service Provision
January 2015 - End of December 2015

This report is a review of the quality of service provided by Onetrue step in 2015.

Questionnaires,audits, feedback, complaints, incidents, safeguarding and training 
will be discussed in the report and actions taken to improve the quality of service 
from these will be highlighted.

Further actions will be set to take forward in 2016.

1. Feedback from the four surveys:
Service users
Professionals
Carers
Staff

Feedback from Service users:

On the 10th February we sent out 32 questionnaires to service users who we 
support.
20 questionnaires were returned which is 62.5%. This return rate was slightly 
better than last year. 8 people put their name on the questionnaires which was 
useful if they wanted some changes.
Unfortunately two questionnaires were returned answering “No” to the questions 
and various negative comments but they didn’t put their name on the 
questionnaires so we are unable to contact them to discuss their concerns. This is 
frustrating as we want to ensure we are delivering a quality service and we know 
two people are not happy but we are unable to do anything about it. We did put 
on the letter that if people wanted us to make changes to their service then they 
would need to put their name on the questionnaire.
There are also a couple of questionnaires which have been completed by carers 
and from their point of view and not the service users. It is clear on the letter that 
the questionnaire is from the service users point of view.
We have used the same questions for the past 3 years so to look at the questions 
again for next years questionnaire to service users. To try to keep it at only a few 
questions though so it is easy to complete.
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To also make it clear on the letter that this questionnaire is from the service users 
view not the carers.

Action Timescale By Who

To look at the questions for next years questionnaire Feb 2016 lynne Parkin

To reword the letter to make it clear that the 
questionnaire is for service users.

Feb 2016 lynne Parkin

Feedback from professional/others:

On the 6th May we sent out 29 questionnaires to professionals who we are 
currently working with. By professionals we mean staff working in the Community 
team for people with a learning disability, college and other services we work 
closely with. There was also a letter explaining about the questionnaire. The 
return date on the letter was the 29th May 2015 and there was a stamped 
addressed envelope for people to return the questionnaire.
We changed the questions from last year as we felt that some people had 
difficulty answering them and put N/A so we tried to ask more direct questions.

13 questionnaires were returned which is 44%. This is down on the return rate last 
year which was 57% and over half.
10 questionnaires had people’s names on and it was useful to see this and what 
comments people had to improve the service. 

Comments box:
Various comments came under this
- We can see the benefits to our service users to have Onetrue step involved in 

their daily needs
- We were unable to meet an outcome for a client and you agreed to assist him in 

meeting the outcome employment. In a very short period the outcome has been 
achieved and he is now in employment. From start to end i have found both the 
managers and staff very professional and always accommodating to our 
requests.

- Onetrue step have continued to provide support to a high standard. Both people 
supported continue to engage and benefit greatly from the individual 1:1. When 
things or issues have come up OTS have sought to resolve quickly. I feel 
confident in OTS ability to achieve set outcomes.

- 1 staff in particular has not come across professional and no longer supports 
our service user. This has been resolved but i do feel this particular member of 
staff to be unprofessional in his approach and not suitable for care.

- The contact i have had with OTS i have found to be always courteous. The 
learners i have taken over have been pleasant and respectful and an asset to the 
company. They have a good knowledge of the LD area and always put the SU 
first. A pleasure working with the company.

- The service provided is very good, some more proper based assessments to 
show learners journey would be useful. Also, as spoken about, using similar 
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documents. Overall happy with the service and partnership created. Excellent 
ideas around future social enterprises to benefit a lot of people.

- Support from Jobstar seems to be sporadic for some service users. This can lead 
to some service users being unsure if they are still on the scheme. 

The return rate for the questionnaires wasn’t as good as last year and less than 
half were returned. 
Overall people appear satisfied with the service Onetrue step provides but there 
were a couple of useful comments to take on board which will be written into the 
action plan. 
Over half of the people put their names on so it was good to see where the 
comments came from.
Communication definitely appears to have improved which is positive. We are 
better at communicating with people by email than telephone. I feel this is 
because we are sometimes in meetings, supporting service users so we can’t 
answer our phones. It is easier to send an email later.

Action Timescale By Who

To ensure there is fortnightly contact with Jobstar 
service users if we are not working directly with them

Immediate Laszlo 
Noszkay

Feedback from carers:

On the 6th August we sent out 17 questionnaires to carers who we currently work 
with.  By carers we mean parents or people the service user lives with. There was 
also a letter explaining about the questionnaire. The return date on the letter was 
the 28th August 2015 and there was a stamped addressed envelope for people to 
return the questionnaire.

10 questionnaires were returned which is 58 % return rate. This is slightly down 
from last year.
3 questionnaires returned had people’s names on.

Comments box:
Various comments came under this
• I would like to be asked if time/days allocated were suitable before timetable is 

finalised and issued to us - certain support staff, i feel, need more training and 
need to listen to what the parents tell them and not to contradict them.

• Lack of empathy from the director especially unrealistic expectations - staff do 
not seem to know what they are doing and we have to take the lead - long gaps 
between referral and contact

• Interesting to know the action taken in response to feedback provided - regular 
121 meetings - mobile numbers for all support staff so we can update them 
from time to time.

• Carry on the good work
• staff related well to our son and extended his range of tasks within the working 

environment. We were delighted to see that our son can date order products as 
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sequencing was one of his difficulties. Director always shows great concern for 
getting the management to acknowledge the individual needs and progression.

This was a good return rate for the questionnaires although slightly down on last 
year but more questionnaires were sent out. 
There were some valid comments and we will endeavor to try to check time/days 
are suitable with service user /carers before doing the timetables. Most people 
have set times/dates which isn’t a problem but some do change.
Staff have monthly supervision regarding their work and a yearly appraisal where 
training is discussed. It is hard to pick up on individual performance if the 
information isn’t fedback to us by service user/carer. We emphasise the 
importance of good communication in our initial visits and will continue to do 
this. We also visit service users/carers on a regular basis to discuss support and 
any issues.

We changed the questions this year due to the response last year and made it 
easier for people to answer. Again there were some negative comments (2) but 
the people didn’t put their names on the questionnaires so it is difficult to answer 
their issues when we don’t know who it is from. We do put on the letter to put 
their name on if they want us to act on their specific issues but this didn’t 
happen. 
One person specifically put that they would be interested to know our actions in 
response to people’s comments. We produce this annual quality report in January 
and this is published on our website. On next years letter we will put in this 
information so people can look at it and look at quality overall in the company. If 
people don’t have access to our website then we can send them a paper copy.

Action Timescale By Who

If possible to check dates/times of support with the service user/
carer before completing the timetables

ASAP and 
ongoing

Lynne Parkin

To emphasise the importance of good communication and feedback 
from both sides at initial visits to avoid breakdown in communication

ASAP and 
ongoing

Lynne Parkin

To put in letter that our annual report will be published in January so 
they can see what actions we have taken from the questionnaires.

July 2016 Lynne Parkin

Feedback from staff:

On the 5th November 2014 we sent out 15 questionnaires to staff who currently 
work at Onetrue step.  There was also a letter explaining about the questionnaire. 
The return date on the letter was the 30th November 2015 and there was a 
stamped addressed envelope for people to return the questionnaire.

10 questionnaires were returned which is 66%. This is a good return rate as it is 
two thirds of the questionnaires although it is down on last year.

All the questionnaires were anonymous. 
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6 staff wrote in the comments box.

There were two boxes where staff could write in comments and these were 
as follows:
What suggestions do you have for improving Onetruestep?
Possibly improving staff to meet client situations
Can’t fault the great work the company are doing
I feel it has got too big. Hope it doesn’t get any bigger
An IT person would be good to have in. It can be frustrating when i can’t save 
things on my computer and i have to send an email then remember to download 
when managers computer is free.
I am very happy in my role and enjoy working closely with service users. I feel 
there is support in place should i need it.                                   

Are there any other comments you would like to make to do with your work 
at Onetruestep?
More chocolate at staff meetings!
I feel that the directors and manager of OTS have the passion and drive to make 
the company go from strength to strength along with a dedicated team by 
supporting and enabling vulnerable adults to reach their potential, which often 
the society in which they live fails to recognise.
I am very happy to be working for OTS. It’s nice to feel valued and appreciated
I am quite happy with my work at OTS.
I love my job and love working with you both and the team. I feel very valued and 
respected. I genuinely care for the staff and service users and the company and its 
become an important part of my life.
Whilst i appreciate that i have no particular family committments, at times, not 
always, i sometimes feel this is used to “fill the gaps” and it means i rarely have 
chance to do the things that i need/want to do. I understand we have been short 
on staff so maybe this will change once new staff are settled in. Otherwise i am 
really happy in OTS.

Following last years survey we changed the questions and made them more into 
statements for staff to agree or disagree with.
Generally and on the whole staff appear to be happy with their job and working 
with the company. Staff appear to feel valued, well supervised and are getting the 
appropriate training they need
We are able to pick up a couple of comments which staff have written as we are 
aware of who they are so we can discuss this with them.
The results of the survey will be discussed in the staff meeting in January. 

Action Timescale By Who

To feed in the information to the Annual Quality 
Report which will then be published on our website

January 2016 lynne Parkin
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Action Timescale By Who

To share the results of the questionnaires at the next 
staff meeting

January 2016 lynne Parkin

To look at IT systems in the office February 
2016

Lynne Parkin

2. Compliance Visits

We havn’t had a compliance visit this year from North Somerset Council. Our last 
compliance visit on the 18th November 2014 had an overall RAG rating of green.
- see report on our website

Care Quality Commission  - We de-registered from the Care Quality Commission 
in May 2015 as we don’t provide personal care within the home environment 
therefore we don’t need to be registered.

2. Complaints/Compliments

Onetrue step has received 2 compliments and 1 complaint in 2015.

The compliments were as follows:

Message from a parent to say that she was at a transition mtg with her son yesterday and he made 
several comments about how important the member of staff who supports him is, in his life. This 
was both to do with the activities he does and the friendship. She stated she felt that OTS should 
be aware of the importance the support workers have in people’s lives. She stated she wanted the 
team to know that they are valued by the customers.

Telephone call from a social worker. She thanked staff for all their hard work in supporting the 
service user especially around sorting out his finances and debt recovery plan and supporting him 
to clean up his flat.

Onetrue step has a complaints policy and an easy read complaints/compliments policy for 
service users to follow if needed. Everyone is given a copy when we start to work with 
them.

We give complaints/compliments data on a quarterly basis to North Somerset Council.

3. Incidents

We have had 8 incidents in 2015 which needed a form completing. 7 were to do with 
service users and 1 has involved other services becoming involved i.e. police, emergency 
services, medical intervention.
1 was just related to a member of staff.

All incidents have to be reported on a form and they are logged on a data sheet. The 
incidents are discussed with the staff involved and if there are any lessons to be learnt 
from the incidents then these are discussed at future staff meetings with all staff.
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Out of the 8 incidents there were 3 where changes were made/lessons learnt. 1 was to 
write a risk assessment and 2 were changes to a service users support.
1 was faulty equipment at a sports centre which was reported to the manager.

4. Safeguarding

We have had 5 safeguarding alerts in 2015. 4 alerts were reported in by Onetrue step and 
1 reported in by a carer.
Out of the 5 alerts, 4 didn’t progress any further than the alerts and after investigation were 
closed. 1 is still under safeguarding.

5. Training

Onetrue step uses online training and classroom/group based training provided by North 
Somerset Council.
This year we have introduced a new on-line training system as recommended by North 
Somerset Council. This system involves staff completing assessments which assess their 
competence. If they get questions wrong they have to add evidence to the question to 
show they have understood it and their role.
From April 2015 the Care Act 2014 states that any new staff have to complete the Care 
Certificate during their induction/probation. We have put all our staff on this training and 
some have completed it. Any new staff will be expected to complete it.

All staff have completed their mandatory training in 2015 - Infection control, fire, food 
hygiene, moving and handling, health and safety, equality and diversity, record keeping, 
nutrition and hygiene and medication.

All staff have an up to date first aid certificate.
All staff are up to date with their safeguarding training
All staff are up to date with Mental Capacity Act/Deprivation of Liberty

Other training some staff have completed in 2015:
Job coaching
Risk asessment
Care Act 2014
Care Certificate
Mental health Awareness
Autism
Epilepsy
Diabetes

8 staff have their Diploma in Health and Social Care or equivalent
2 staff are currently undertaking their apprenticeship in Health and Social Care

See training matrix / staff files
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Actions to be taken forward to 2016:

Action By Who By When

To look at the questions for 2016 service user 
questionnaire

Lynne Parkin Feb 2016

To reword the letter to make it clear that the 
questionnaire is for service users.

Lynne Parkin Feb 2016

To ensure there is fortnightly contact with Jobstar 
service users if we are not working directly with 
them

Laszlo 
Noszkay

Immediate

If possible to check dates/times of support with the 
service user/carer before completing the timetables

Emma Jones Immediate

To emphasise the importance of good 
communication and feedback from both sides at 
initial visits to avoid breakdown in communication

Emma Jones/
Lynne Parkin

Immediate

To put in letter that our annual report will be 
published in January so they can see what actions 
we have taken from the questionnaires.

Lynne Parkin Feb 2016

To feed in the information to the Annual Quality 
Report which will then be published on our website

Lynne Parkin Jan 2016

To share the results of the questionnaires at the 
next staff meeting

Lynne Parkin Jan 2016

To look at IT systems in the office Laszlo 
Noszkay

Feb 2016

Lynne Parkin
Director
14/1/16
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