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Introduction 
The Policy & Quality Assurance Officer for Social Services undertakes a 
rolling programme of consultation to ascertain service user satisfaction across 
Social Services, specifically exploring service priorities as confirmed by senior 
management. We are committed to the continued improvement of our 
services and as part of this, the Policy and Quality Assurance Officer 
consulted service users to ascertain their views about the support they 
receive from the Meals on Wheels Service. The service enables vulnerable 
adults to receive home cooked meals and sustains their independence. Meals 
on Wheels service sends out an average of 74 meals per day (Monday to 
Friday), and between 25 and 30 at the weekend. 
 
Methodology 
 
A paper version of the questionnaire was used to consult with service users. 
Case managers were sent an electronic questionnaire to ensure that each 
case manager had an opportunity to share their views.  
Further questionnaires were distributed to a selection of service users who 
had been identified as being able to respond in this way.  
 
The questionnaire was divided into four main areas, which were: 
 

 Information 

 Services Received  

 Your Views 

 Equal Opportunities Monitoring 
 
Respondents 
 
46 people responded to the questionnaire. 37 (80%) responded as service 
users, and the remaining 9 (20%) responded as a carer/relative on the service 
user’s behalf.  
The following results are from the 43 respondents that provided equal 
opportunities information. The majority of respondents to this question were 
female (13, 70%) and 13 (30%) were male.  
The majority of respondents were in the 81-90 years age bracket (51%), and 
45% of respondents identified themselves as “white Welsh” and 33% as 
“white British”.  Six (14%) identified themselves as “white English”, and three 
(7%) as “white Scottish”.  
 

 
 

Section 1: Information 
 
Service Users 
All but three of the respondents felt they were given enough information about 
the service (93%).  



One person commented that they would like to see a change to the present 
menus. Another would have liked to have seen a sample of the menu. One 
carer felt that Social Services should remember that my mother has dementia 
and that I pay for the meals so I should receive the information.         
The chart below indicates the medium of information presented.                                                                                                                                                                                                                                                                                                                                                                                                                                                      
                                                                                                                                                                     
                                                                 

                                                                                                    
                                                                                                                                                                     
One person commented that they spoke to someone in charge of Meals on 
Wheels about receiving the service. 82% of the 45 who responded said they 
were not provided with information about alternative meal provision. Eight 
(18%) said they were. One person said they were given additional information 
about diabetic meals.  
Nine (22%) considered alternative options for meal provision. 32 (remaining 
number of respondents to the question) did not. One person commented that 
the service is very good and they do not have to cook. Three were unable to 
cook for themselves, two being due to health reasons.   
 
Respondent were asked how they managed on the days they do not receive 
the Meals on Wheels. 31 people responded. Many (12 people) had assistance 
to cook from their family. Others did not have hot food on the days they do not 
have meals delivered. Some people cooked light meals. Eating out was 
another possibility, and two people mentioned that they ate at Rondel House 
and Crossroads.  
Comments were provided regarding the information they received about the 
service. One person commented that there wasn’t much information, but the 
service was recommended to them. Another person was unsure about what 
the weekend service arrangements are for the service. One person felt the 
information was adequate, but at short notice. Another received information 
from friends. In another case the service was arranged and started as soon as 
they left hospital, therefore had no information.                                                                                                                                                      
.                                                                                                                                                                                                                                                                                                                                                                                                                   

Section 2: Services Received 
                                                                                                                                                                                                                 
The chart below shows the length of time people have been receiving the 
service:                                                                                                                                                                                              
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All respondents to the question (44), found the service reliable. One 
commented “very”. Another, despite finding the service reliable, commented 
that meals were not always at the same time, sometimes at late morning 
which can be difficult with doctor’s appointment. 
All but one of the respondents (43) felt that staff “always” treat the service 
user with courtesy and respect during the service, and one said “usually”.                                                                                                                                                                                                     
Comments provided were very positive. Two said they were very polite and 
helpful. Another said they are all “polite and pleasant. One person 
acknowledged that the staff “usually have great time restraint and haven't got 
time to stay and chat”.  
31 people (74% of respondents) said they are “always” kept informed about 
any issues relating to the service (for example times of meals etc). Seven 
(17%) are usually kept informed, two (3%) sometimes, and the same 
proportion “never”.  One person commented that it is only rarely that no meal 
is delivered or it is late. One person felt the service is very informative of 
change, and another felt there was no need to be informative as the service is 
so regular. Another confirmed that they usually come around at the same 
time. All 44 who responded said that they always notify someone if they will 
not be available for their meal at any time. All apart from one respondent felt 
that the meals provided are adequate for their needs.                                                                                                                                                                                                                                                                                                                            
This person felt that the meals are quite small for those with a healthy 
appetite. In addition, another felt that carrots are provided too often, and 
vegetables tend to be overcooked.         
Another felt that meals are too big, and desserts are not eaten, and another 
felt they were more than adequate. One person felt that the service                      
does not cater for someone who has trouble eating solid food i.e. meat.                          
All who responded felt that the service has assisted them to maintain their 
independence. One carer felt that the service has done more for them than 
the service user. 
Of 42 respondents, 11 (26%) said that their personal circumstances had 
changed since they began receiving the service (condition deteriorated, or 
improved). When asked to describe the change, there was often deterioration 
of their condition, and mobility. Although, one person’s condition had 
improved. Of eight people, five (63%) said that this change had been 
recognised in the service they had received.                      
Comments and suggestions were provided about the service. Many had no 
complaints and were very happy with the service.  Another commented that 
the meals were always at the same time and really nice and hot.  
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1-2 years
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Two people felt that the time was too early, and another wanted a change to 
the present menu. People find the Meals on Wheels staff very kind, helpful, 
and also friendly. 
 
Respondents were asked about their experience with complaints and 
compliments. Nearly all of the 15, who commented, said n/a as they had 
never made a complaint about the service.             
37 (82%) said they were satisfied with the time that the meals were delivered.            
                                                                                                                                                                                                                                                                                                                                                                                                                                                                                               

Section 3: Your Views 
 

The benefits of receiving the service were outlined by 38 respondents.  
Independence is maintained in many cases and it ensures that the service 
user is receiving a cooked meal is eaten every day. People are receiving a 
proper meal rather than something light.                                                                                                                                                                                                                  
Knowing someone will be calling in daily is a significant benefit for service 
users, particularly where mobility is decreased.                                                                                                                                                                                                                                                
Many people felt relieved that they did not have to cook, and others did not 
have transport to be able to get shopping. Some felt relieved not having to rel 
on their families. Examples of least helpful aspects were provided; many 
mentioned that there was no service at the weekend, and four people 
mentioned not having a 7 day per week service. One person mentioned 
having to pay for the pudding whether one wants it or not. Another person 
suggested having a change of food. Improvements were suggested by 23 
people;  16 people felt no improvements were necessary, although one 
person suggested that drivers should have sufficient change. Again, having 
the service 7 days per week was mentioned. One person all mentioned over 
cooking and undercooking and another said that the times were too early.                                                                                                                                 
                                                                                                                                                     
Conclusions 
Overall, the outcome of the consultation was very positive, with many people 
happy with the service. 
Information provision was good, although perhaps viewing the menus before 
the service is provided would help the service user make an informed decision 
about receiving the service. Additionally, Contact OneVale must ensure that 
they are signposting people to alternative meal provision where appropriate. 
People are happy to receive verbal information about the service, and carers 
should perhaps be more involved at this stage.  
The service has been found to be reliable; although some were not happy 
about the time of day the meals arrive. Communication is good between 
service users and the service.  



Meals on Wheels Service - User Satisfaction Survey    

As part of our commitment to providing quality services we would like your views 
on the services provided by the Vale of Glamorgan Meals on Wheels Service. Please 

take a few moments to complete this questionnaire. The information you provide 
will be treated in the strictest of confidence and no individuals will be identified in 

any part of the report. If you require a copy in larger print or in Welsh, please 

contact Laura Eddins on (01446) 704778.                                                                  
Please respond to the following questions by ticking the box relating to your 

answer.

Section 1: Information

Q1 Please tell us who is completing this form?

37 Yourself (as a service user) 9 As an unpaid carer/relative/ 
other on behalf of a service 
user

Q2 Were you given enough information about the Meals on Wheels 
Service once the service was arranged for you (i.e. menus etc)?

43 Yes 3 No
If you responded 'No', please tell us what information you would have liked:

4 

Q3 If yes, how was this information presented?

26 Verbally 17 Written 2 Other 

1 

Q4 If it was required, did you receive the information in the format of 
your choice (e.g. non-English, larger print)?

17 Yes 2 No 27 Non- applicable



Q5 Were you provided information about alternative meal provision?
8 Yes 37 No
If 'Yes' please state details: 

3 

Q6 Did you consider alternative options for meal provison?

9 Yes 32 No

If 'Yes' please state options considered and the reason you chose meals on wheels.

7 

Q7 If you receive less than 7 meals, please state how you manage for a 
meal on the remaining days.

31 

Q8 Please use this space to make any comments about the information 
provided to you before you started receiving Meals on Wheels. 

9 



Section 2: Services Received

Q9 For how long have you been receiving Meals on Wheels?
8 0-6 months
3 7 months - 1 

year

12 1-2 years
6 3-4 years
7 4-5 years

5 Over 5 years 
(please state 
how long)

5 

Q10 Do you find the Meals on Wheels service reliable?

44 Yes 0 No

If you answered 'No', please tell us why:

2 

Q11 Do the Meals on Wheels staff treat you with courtesy and respect 
when they provide the service?

43 Always 1 Usually 0 Sometimes 0 Never

If you responded 'Usually', 'Sometimes' or 'Never', please tell us why:

4 

Q12 Are you kept informed about any issues relating to the service (for 
example times of meals etc)?

31 Always 7 Usually 2 Sometimes 2 Never

If you responded 'Usually', 'Sometimes' or 'Never', please tell us why:

5 

Q13 Do you always notify anyone if you will not be available for your meal 
at any time?

44 Yes 0 No



Q14 Did you feel that the meals provided are adequate for your needs?

43 Yes 1 No

If not, please tell us why:

5 

Q15 Do you feel that the service has assisted you to maintain your 
independence?

43 Yes 0 No

If you responded 'no', please tell us why:

1 

Q16 Have your personal circumstances changed since you began 
receiving the service (e.g. your condition has deteriorated or 
improved)?

11 Yes 31 No 

If yes, tell us how:

10 

Q17 Has this change been recognised in the service you receive from 
Meals On Wheels?

5 Yes 3 No 35 n/a

Q18 Please use this space to provide us with any comments/suggestions 
about the Meals on Wheels Service

16 

Q19 If you have ever made a complaint/compliment about the service, 
what did you think about the way it was dealt with?

15 



Q20 Are you satisfied with the time meals on wheels are delivered?

37 Yes 8 No
If 'No' please state preferred time of delivery

0 



Section 3: Your Views
Q21 What do you consider are the benefits of receiving the Meals on 

Wheels Service?

38 

Q22 What do you consider are the least helpful aspects of receiving the 
Meals on Wheels Service?

19 

Q23 Is there anything you feel could be improved about the service?

23 

Q24 Were you happy with the content of this questionnaire?

45 Yes 0 No

If not, please tell us what could be improved?

1 



Section 4: Equal Opportunities Monitoring

Q25 Are you:

13 Male 30 Female

Q26 What age category do you fall under?:

0 18-30

0 31-40

0 41-50

0 51-60

2 61-70

4 71-80

22 81-90

15 Over 90

Q27 How would you describe your ethnic origin?

14 White -British

19 White -Welsh

3 White - Scottish

6 White-English

0 White-Irish

0 White - Other (please specify 
in space below)

0 Black British

0 Black English

0 Black-Welsh

0 Black-Scottish

0 Black-Irish 

0 Black-Caribbean

0 Black-African

0 Black-Other (please specify 
in space below)

0 Chinese 

0 Chinese - Other (please 
specify in space below)

0 Asian - Indian

0 Asian - Pakistani

0 Asian -Bangladeshi 

0 Asian - Other (please specify 
in space below)

Other (please specify)

1 

Many thanks for taking the time to complete this survey. If you 
would like the opportunity to provide responses via the telephone, 

or request further information please do not hesitate to contact 
Laura Eddins (Policy & Consultation Officer) on (01446) 704778
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