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St Raphael's Hospice

INTRODUCTION

The staff and volunteers of St Raphael's Hospice place great value on the views and
experience of their patients and the relatives and carers of those patients. The Hospice
Psychological Support Services Questionnaire has been designed with the input of key
Hospice staff and has been approved by the Head of Psychological Support Services. It seeks
to gain the views and opinions of patients and those important to them (clients) who require
counselling input.

AIMS
1. To assess the opinions of the clients of the counselling services.
2. To highlight areas for improvement.

3. To appraise the questionnaire design and methodology.

METHODOLOGY

Psychological Support Services Questionnaires are made available to each client who receives
a counselling session of any kind. Clients are invited to complete questionnaires on a
voluntary basis and given prepaid envelopes for return to the Quality Office.

This report reflects the results for the period from July to December 2025 and is a
comparative audit to previous six monthly periods. All respondents were assured that their
information would be treated as confidential.
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INTRODUCTION

RESULTS

St Raphael's Hospice

There were 7 questionnaires completed in 2025 from July to December and analysis is based
on those 7 questionnaires.

Q1. Which Psychological Support Service was received?

2025 | 2025 2024 2024 2023
Support Service received July - | Jan- Jul- Jan- Jun-
Dec Jun Dec Jun Dec
I am the patient and I received
. 0 0 1 1 6
counselling/psychotherapy
I received pre-bereavement counselling 0 0 1 3 4
I received bereavement counselling 6 15 14 15 9
I received both 1 2 0 1 3
I received both and I am the patient and 0 0
: . 0 0 1
received counselling/psychotherapy
I received Social Work Support 0 0 3 8 5
My late loved one received counselling 0 0 0 0 0
Not recorded 0 0 0 0 1
Total 7 17 20 28 28
Q2. How helpful was the support received?
Very Helpful Helpful A Little Helpful Not Recorded
2025 July-Dec 6 1 0 0
As % 86% 14% 0 0
2025 Jan-Jun 16 0 1 0
As % 94% 0 6% 0
2024 Jul-Dec 19 1 0 0
As % 95% 5% 0% 0
2024 Jan-Jun 23 4 1 0
As % 82% 14% 4% 0
2023 Jun-Dec 23 3 1 )i
As % 85% 11% 4% n/a
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General comments:

St Raphael's Hospice

Which
ID psychological How helpful comment
service?
BEREAVEMENT
5 COUNSELLING KINDNESS AND UNDERSTANDING
6 BEREAVEMENT | MADE ME REALISE THERE WAS NO MORE CARE | COULD HAVE GIVEN AS | GAVE
COUNSELLING MY ALL, AND THAT HER SUFFERING HAD ENDED.

What difference (if any) did the support make?

Which
ID psychological What difference did support make?
service?
BEREAVEMENT
2 COUNSELLING ENABLED ME TO PROCESS MY GRIEF
IT MADE ME THINK ABOUT THINGS SLIGHTLY DIFFERENTLY AND MADE ME
AWARE THAT MY GRIEF WAS VALID IN ITS OWN RIGHT IL.E. IT SHOULD NOT BE
BEREAVEMENT DEVALUED OR RATED AS ONLY SECOND TO THE GRIEF OF OTHERS SIMPLY
3 COUNSELLING BECAUSE | WAS NOT THE PARTNER OF THE DECEASED - MY OWN EXPERIENCE
WITH THE DECEASED WAS SPECIAL TO ME AND TO HER, AND MY EXPERIENCE
WAS DIFFERENT TO - NOT LESSER - THAN THAT OF OTHERS WHO WERE CLOSE
TO HER.
5 BEREAVEMENT | COULD TALK ABOUT MY HUSBAND WITH YOU. WHEN OUTSIDE, | DIDN'T
COUNSELLING WANT TO TALK.
6 BEREAVEMENT A MASSIVE DIFFERENCE AS YOU GET A DIFFERENT PERSPECTIVE OF THE
COUNSELLING SITUATION.
Q3. Thinking about the counsellor/social worker, were they understanding?

Very Much Yes A Little | Not At All

2025 July-Dec 6 1 0 0
As % of recorded responses 86 14 - -

2025 Jan-Jun 15 2 0 0
As % of recorded responses 88 12 - -

2024 July-Dec 19 1 0 0
As % of recorded responses 95 - -

2024 Jan-Jun 27 0 1 0
As % of recorded responses 96 - 4 -

2023 Jun-Dec 23 5 0 0
As % of recorded responses 82 18 -
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St Raphael's Hospice

Q4. Thinking about the counsellor/ social worker, were they accepting and did they
convey empathy?

Very Much Yes A Little | Not At All

2025 July-Dec 6 1 0 0
As % of recorded responses 86 14 - -

2025 Jan-Jun 14 3 0 0
As % of recorded responses 82 18 - -

2024 July-Dec 19 1 0 0
As % of recorded responses 95 5 - -

2024 Jan-Jun 27 1 0 0
As % of recorded responses 96 4 - -

2023 Jun-Dec 23 5 0 0
As % of recorded responses 82 18 -

QS. Thinking about the counsellor/ social worker, were they friendly and supportive?

Very Much Yes A Little | Not At All
2025 July-Dec 6 | 0 0
As % of recorded responses 86 14 - -
2025 Jan-Jun 14 3 0 0
As % of recorded responses 82 18 - -
2024 July-Dec 19 1 0 0
As % of recorded responses 95 5 - -
2024 Jan-Jun 27 1 0 0
As % of recorded responses 96 4 - -
2023 Jun-Dec 25 3 0 0
As % of recorded responses 89 11 -
Which
ID psychological Counsellor/social worker comments
service?
BEREAVEMENT
5 COUNSELLING HELPED ME SO MUCH. | WAS MARRIED FOR 61 YEARS. | WAS SO LUCKY.
6 BEREAVEMENT COULDN'T HAVE HAD A BETTER COUNSELLOR. VERY SUPPORTIVE AND
COUNSELLING HELPFUL.
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St Raphael's Hospice

Q6. At the end of the initial assessment, did you have a full understanding of how
support would be provided?

Yes No Can’t Remember/ Unsure Not Recorded
2025 July-Dec 6 0 1 0
As % of recorded 100 0 - -
responses
2025 Jan-Jun 16 0 1 0
As % of recorded 100 0 - -
responses
2024 July-Dec 18 1 0 1
As % of recorded 95 5 - -
responses
2024 Jan-Jun 25 1 2 0
As % of recorded 96 4 - -
responses
2023 Jun-Dec 21 1 6 0
As % of recorded 95 5 - -
responses

Q7. Was there satisfaction with service response times? (e.g. responding to telephone
calls, assessment, beginning of support)?

Very Much | Yes A Little | Not At All | Not Recorded
2025 July-Dec 4 2 0 0 1
As % of recorded responses 67 33 - - -
2025 Jan-Jun 10 7 0 0 0
As % of recorded responses 59 4] - - -
2024 July-Dec 18 2 0 0 0
As % of recorded responses 90 10 - - -
2024 Jan-Jun 26 1 0 0 1
As % of recorded responses 96 4 - - -
2023 Jun-Dec 22 6 0 0 0
As % of recorded responses 79 21 - - -
Which
i€ . Satisfaction with .
ID psychological . Response times comment
. response times?
service?
AS WE ARE LUCKY TO BE PROVIDED WITH THIS
3 BEREAVEMENT VES EXCEPTIONAL SERVICE/OPPORTUNITY FOR FREE,
COUNSELLING THERE IS OBVIOUSLY SOME WAITING TIME BEFORE
ASSESSMENT. THAT WAS FINE. THANK YOU.
| HEARD FROM THEM QUICKLY AND SESSIONS
6 ISC?SQ;/EITIEVNGT VERY MUCH STARTED IN A COUPLE OF WEEKS AFTER TELEPHONE
ASSESSMENT.
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St Raphael's Hospice

Q8. Were the right number of sessions provided?

Too many | Justright | Not enough Not recorded
2025 July-Dec 0 5 0 2
As % of recorded responses - 100 - -
2025 Jan-Jun 0 14 3 0
As % of recorded responses - 82 18 -
2024 July-Dec 0 18 2 0
As % of recorded responses - 90 10 -
2024 Jan-Jun 0 26 1 1
As % of recorded responses - 96 4 -
2023 Jun-Dec 0 25 2 1
As % of recorded responses - 93 7 -
Which Right number of
ID | psychological sessions Number of sessions comment
service? provided?
NOT SURE; | WAS HAPPY TO FINISH THE SESSIONS, BUT IT
CAME OUT THAT | PROBABLY WOULD BENEFIT FROM
BEREAVEMENT ONGOING SESSIONS - POSSIBLY NOT AROUND THE GRIEF

3 COUNSELLING RECORDED NOT ITSELF, BUT MORE FOR PERSONAL
GROWTH/UNDERSTANDING. BUT I'M UNSURE WHAT "TYPE"
OF THERAPY TO CHOOSE, | HAVE ASKED HER FOR SOME
GUIDANCE ON THIS.

BEREAVEMENT
6 COUNSELLING JUST RIGHT WAS NOT EASY TO FINISH MEETINGS, BUT WAS RIGHT TIME.

Q9. Have you been informed about further support should you, or your family, require
it in the future?

Yes No Can’t remember/ Not
Unsure Recorded
2025 July-Dec 3 1* 3 0
As % of recorded responses 75 25 - -
2025 Jan-Jun 13 2 1 1
As % of recorded responses 87 13 - -
2024 July-Dec 12 6 2 0
As % of recorded responses 67 33 - -
2024 Jan-Jun 19 3 3 3
As % of recorded responses 86 14 -
2023 Jun-Dec 22 2 4 0
As % of recorded responses 92 8 - -
*Study No 1
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St Raphael's Hospice

Q10. Overall, how satisfied were you/ your loved one with the service provided?

Very Satisfied Neither Dissatisfied Not
Satisfied Satisfied Recorded
nor
Dissatisfied
2025 July-Dec 5 2 0 0 0
As % of recorded 71 29 - - -
responses
2025 Jan-Jun 15 0 1 0 1
As % of recorded 94 - 6 - -
responses
2024 July-Dec 20 0 0 0 0
As % of recorded 100 - - - -
responses
2024 Jan-Jun 22 4 1 0 1
As % of recorded 81 15 4 - -
responses
2023 Jun-Dec 24 4 0 0 0
As % of recorded 86 14 - - -
responses
Wh'Ch. Satisfied . .
ID| psychological Overall satisfaction comment
. overall?
service?
) BEREAVEMENT VERY | REALLY APPRECIATED THESE SESSIONS. | SAW KAREN IN AUTUMN
COUNSELLING SATISFIED 2024.
3 BEREAVEMENT SATISFIED | SUPPOSE | WAS UNSURE WHAT | MAY EXPERIENCE AS A RESULT OF
COUNSELLING THE SESSIONS. MAYBE EVERYONE IS DIFFERENT.
6 BEREAVEMENT VERY IS GREAT SERVICE AND IN A WAY NICE BEING ON HOSPICE
COUNSELLING SATISFIED GROUNDS AS ALL STAFF ARE VERY KIND AND NICE.
| AM REFERRING TO THE ONE-TO-ONE SESSIONS. | WAS OFFERED
/ BOTH SATISFIED GROUP SESSIONS, BUT THEY WERE NOT APPEALING TO ME.
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St Raphael's Hospice

Q11. Would you recommend these services to others?

Yes No Unsure Not recorded

2025 July-Dec 7 0 0 0
As % of recorded responses 100 - - -

20235 Jan-Jun 16 0 0 1
As % of recorded responses 100 - - -

2024 July-Dec 20 0 0 0
As % of recorded responses 100 - - -

2024 Jan-Jun 27 0 0 1
As % of recorded responses 100 - -

2023 Jun-Dec 27 0 0 1
As % of recorded responses 100 - -

Q12. Do you have any other comments or suggestions you would like to make about the

services?
Which
ID S cho:z ical SCHIEE Comments/suggestions
PsY X 8 overall? 2
service?
3 BEREAVEMENT SATISEIED IT WAS A FULFILLING EXPERIENCE AND | AM GRATEFUL FOR
COUNSELLING BEING PROVIDED WITH IT. THANK YOU!
THIS SERVICE IS A MUST, COUNSELLORS LISTEN AND TRY TO
HELP WITH EVERY QUESTION | HAD AND HAVING SOMEONE
BEREAVEMENT VERY .
6 COUNSELLING SATISEIED ELSE'S VIEWS MAKES YOU THINK DIFFERENTLY ABOUT

THINGS. WAS EASIER TO TALK ABOUT THE DECEASED WITH
SOMEONE OTHER THAN FAMILY.

E. Overall Satisfaction Based on 10 questions

July - December 2025 is:

January - June 2025 is:

July-December 2024 is:

January — June 2024 is:

June — December 2023 is:

98% (based on 7 questionnaires)
96% (based on 17 questionnaires)

95% (based on 20 questionnaires)
97% (based on 28 questionnaires)

98%o (based on 28 questionnaires)
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St Raphael's Hospice

CONCLUSIONS

1.

In July - December 2025, 100% of respondents considered the support received to be
either “Very Helpful” or “Helpful” (c.f. 94% in January — June 2025 and 100% in
July-December 2024 and 96 % in January-June 2024 and 96% in June-December
2023)

In July — December 2025, 100% of respondents responded either “Very Much” or
“Yes” to the questions that asked whether their counsellor/ social worker was
understanding (c.f. 100% in January — June 2025 and 100% in July - December 2024
and 96% in January — June 2024 and 100% in June - December 2023).

In all audit periods, all respondents recorded either “Very Much” or “Yes” to the
questions that asked whether their counsellor/ social worker was empathetic and
supportive.

In all audit periods, all respondents responded either “Very Much” or “Yes” to the
questions that asked whether they were satisfied with service response times.

In July - December 2025, overall satisfaction calculated by adding up all the responses
to the ten questions that solicited an answer based on the respondent’s satisfaction (so
excluding questions one and twelve) is 98%, based on 7 surveys received over six
months from July to December 2024 (c.f. 96% in January — June 2025 and 95% in
July-December 2024 and 97% in January-June 2024 and 98% in June — December
2023). The data cohort is significantly smaller than in previous audit periods.

In July - December 2025, it can be noted that the compliance figure has decreased for
Question 9: Have you been informed about further support should you, or your family,
require it in the future? At 75% compliance, it is lower than compliance in the
previous audit period (c.f. 87% in January — June 2025 and 67% in July — December
2024 and 86% in January - June 2024 and 92% in June — December 2023). However,
one should keep in mind that the data cohort is smaller in this audit period.

Written comments are nearly all very complimentary.

This exercise definitely supports the provision of the counselling services offered to
patients and their relatives.

RECOMMENDATIONS

1.

The Psychological Support Services survey form should remain available to all
patients and relatives attending counselling sessions, along with the prepaid envelopes.

To ensure results of this survey are considered by the Psychological Support Services
staff.
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St Raphael's Hospice

3. To always use the reworded questionnaire where the options to question 10 are as
follows: “Very Satisfied,” “Satisfied,” “Neither Satisfied nor Dissatisfied” and
“Dissatisfied.”

4. To consider rewording the first option for question one to: “I am the patient who
received palliative care from the hospice, and I also received
counselling/psychotherapy.”

5. To discuss use of the survey with the team, particularly the social worker and
assistant, with aim to improve the number of returns. The latest return rate of 7
surveys was only 25% of the return rate in January — June 2024 (28 surveys). Ways to
increase the return rate must be considered. The survey and prepaid envelopes must
be made available to patients and relatives attending counselling sessions.

FEEDBACK FROM THE TEAM:

Elisa Lunn’s Comments

Ali Lutz’s Comments

Melanie Young’s Comments

Having spoken with Ali L and Alison, we all reflected on the low level of forms completed
and believe that this may be due to the low level of student counsellors we had working with
us during this period. Encouragement has been given to the new students to remember to
hand out the feedback forms who mostly commenced their placements in January this
year. Forms and pre-paid envelopes have been on display in each of the counselling
rooms and checked to ensure that they are the updated version. When the next findings are
produced, I imagine that waiting times for support will receive a less favorable response due
to the increased waiting time for support for clients. The information regarding signposting to
other services and question 1 of the form will be reviewed in the next team meeting.

Alison Fallows’ Comments
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