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HILLINGDON SHOPMOBILITY MONITORING AND EVALUATION SURVEY RESULTS 2006

SUMMARY
During September and October 2006 Shopmobility customers carried out an evaluation of the service. This was the fifth year of customer evaluation following the survey in July and August last year.  This year’s survey was done using a set of twelve questions (the same as last year), which were answered using tick boxes with space below for additional comments about the service.

BACKGROUND

Hillingdon Shopmobility, a charity set up to help people with limited mobility gain access within Uxbridge Town Centre by providing electric scooters and electric and manual wheelchairs, has been available in Uxbridge since July 1998. It was originally located in a temporary Portakabin situated in Grainges Car Park in the Pavilions Shopping Centre but moved to its new purpose built premises within the Chimes Shopping Centre in March 2001.

Following the relocation to the Chimes Shopping Centre and with the dramatic increase in customer registrations, it was felt that in order to develop Shopmobility further and make improvements, an evaluation of the service should be carried out by the customers.

2006 SURVEY

On this occasion it was decided that the first five customers using Shopmobility each day during September and October would be asked to fill in a structured questionnaire, composed of twelve questions (the same as those used last year) and answered using tick boxes. 

The questionnaires were anonymous and space was left at the end so that customers could make any additional comments about the service.

The results were overwhelmingly encouraging, with no negative responses. The findings are as follows:

· 100% of customers were extremely or very satisfied with the service this year as against 98% last year. 

· As last year, approximately 96.4% of those surveyed use our service at least once a month.

· This year 96.4% of customers said their preferred piece of mobility equipment was available with the remainder saying it was mostly available.

· 100% of customers said the equipment was always clean.

· Again as last year 100% found the staff polite, helpful and knowledgeable about the equipment.

· 70% of customers taking part in our survey had visited Shopmobility in other areas.  The remaining 30% of those surveyed had only visited Hillingdon Shopmobility and were therefore unable to make comparisons with other services.  Of those who had visited Shopmobility in other areas 99% rated our service as excellent by comparison.

· No customer comments were received when asked if there were requirements for which we were not making provision. However as a result of last year’s survey we have introduced scooter bags with crutch and stick holders.

· When customers were asked if they would use a service in other areas of the borough eg Hayes, Ruislip, Northwood and Eastcote, the preference this year came out very slightly for Hayes, closely followed by Ruislip. There was little interest in a Shopmobility service in either Eastcote or Northwood and more than 12% of those surveyed expressed no interest in having a shopmobility service in the borough other than in Uxbridge.

· As last year, both The Chimes and The Mall Pavilions seem equally popular with customers using Hillingdon Shopmobility.  Other places visited include the supermarkets and the cinema.  Again as last year the majority of customers (42%) spend between £25 and £50 on each visit to Uxbridge with 10% of those surveyed spending between £50 and £100.

As last year approximately 50% of customers made additional comments on their form, these included:

	“The service is fantastic you cannot improve on perfection.”


	

	“Gives me independence to come out and shop for myself.”
	

	

	“Wonderful people, wonderful service.”


	
	
	

	“The staff are always most helpful, long may it continue.”


	

	“Shopmobility in Uxbridge are my lifeline! All angels.”
	
	

	

	“Keep up the good work for us.”


	
	
	
	

	“I could not cope or visit without your wonderful service x.”

	

	“Service is excellent, staff very helpful”


	
	
	
	
	
	
	
	
	

	“Love you all (smiley face drawn)”


	
	
	
	
	
	
	
	
	
	

	“Excellent service friendly and helpful staff”


	
	
	
	
	
	
	
	
	

	“It’s fantastic”


	
	
	
	
	
	
	
	
	
	
	

	“Its excellent nothing is too much trouble”
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	“Absolutely brilliant.  Have recommended the shopmobility to my friends.”


	
	
	
	
	
	

	“Very excellent service - always find staff very warm and friendly.”


	
	
	
	
	
	
	

	“Excellent service would not want to be without it.”
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	“It is invaluable to me for shopping.”


	
	
	
	
	
	
	
	
	

	“My life took on a new meaning when I used Shopmobility.”
	
	
	
	
	
	
	

	


CONCLUSION

It seems that the staff and volunteers are consistently friendly and helpful.  From our surveys it is evident that Shopmobility is a service, which many customers could not manage without, as it restores their independence and encourages them to come into Uxbridge more often. 

Based on the results of this year’s survey, it seems that Hillingdon Shopmobility is providing for all of its customers’ needs and that, at present, there appears to be very little to be done to improve the service at its current level. 

RECOMMENDATIONS

In order to maintain Shopmobility’s standards and high customer regard, the intention is to continue to monitor the service on a yearly basis moving this evaluation forward by two months each year, thus hopefully involving as wide a range of customers as possible over a six year period. The same set of questions will be used so that comparisons can be made and any drop in the service can be identified and acted upon.
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