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• management support; 
• links with other services;  
• staffing implications; and  
• value for money. 

 
 Consideration may also require to be given to any procurement issues.  
 
6.43 Having reached a decision on where is the most appropriate location for the 

helpline service, clarity is required regarding governance arrangements:  
 

• The helpline could simply become part of the organisation delivering it.   
The Scottish Government would fund organisation, which might also 
draw on other sources of funding; or 

• The helpline is managed by an organisation on behalf of one or more 
organisations.   

 
6.44 On balance we think integration provides greater clarity in terms of clarity of 

responsibilities and accountability.  However, the choice of service provider 
may influence the decision.   

 
6.45 From the customers’ point of view the service could be branded as an 

independent service or as part of the organisation delivering it, depending on 
the management arrangements agreed.   What is important however is that 
there is absolute clarity and consistency in whatever arrangement is agreed.   

 
 
 
 
 
 
 
 
The Long Term Role of the Consortium 
6.46 The future role of the Consortium beyond 2011/12 will depend on the 

governance and management model adopted for the helpline.  In terms of 
helpline operational issues, the most important factor is that governance 
arrangements are clear.  We would not recommend that the Consortium 
continue in its current form. 
 

6.47 There are opportunities to continue to draw on the expertise of existing 
Consortium members.  If the helpline was integrated into an existing service, 
the Consortium would no longer be required in its current form.  If desired, it 
would be possible to establish an advisory group with expertise in information 
provision for older people.  Respective roles and responsibilities would require 
to be very clear.  
 

6.48 The Consortium also aims to improve information and advice for older people.  
Given the range of organisations providing information and advice, we do not 
believe that this role should be specifically linked to SHOP in the future.  The 
Consortium members should review whether there is an ongoing need for a 

Recommendation 4: The Scottish Government should review the options for 
the long term management of the helpline in 2011/12.  This review should 
take account of the role of Care Information Scotland and explore the 
opportunities for enhanced joint working, promotion and consolidation. 
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forum to discuss information and advice for older people.  If so, members 
should develop a new remit, membership criteria and work plan, and review 
support arrangements.  

 
  

 
 
 
 

Recommendation 5: The future role of the Consortium should be 
considered once the long term arrangements for the helpline have been 
agreed.  The role of improving information and advice for older people 
should be separated from the governance and management of the helpline.   
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APPENDIX ONE 
 
LIST OF CONSULTEES 
 
 
David Manion  Age Concern and Help the Aged in Scotland 
Kay Hutchison  Age Concern and Help the Aged in Scotland 
Ben Moore  Age Concern England and Help the Aged 
Rick Kitch  Age Concern England and Help the Aged 
Elaine Hadley  Alzheimer Scotland 
Jim Burns  Chair, SHOP Consortium  
Lauren Geddes  Citizens Advice Direct  
Alastair McTaggart  Citizens Advice Scotland 
Jan Raitt  Community Care Division, Scottish Government 
Sylvia Murray  COSLA 
Jacqueline Brown  Pensions, Disability and Carers Service 
Gary Gray Poppy Scotland 
Ben Forsyth  Scottish Accessible Information Forum  
Elinor McKenzie   Scottish Pensioners Forum 
Joan Turner  Scottish Pensions Association  
Lisa Duplessix SHOP 
Nan McCabe  SHOP staff member  
Liz Thomson  SHOP staff member 
Dorothy Robertson  SHOP staff member 
Aline Watson SHOP volunteer  
Irene Corteen SHOP volunteer 
Sinclair Graham SHOP volunteer 
Brian McIlraith SHOP volunteer 
Mark McLean Telephone Helplines Association 
Brian Nisbet The Scottish Government  
Mabel McDowall  The Scottish Government, Older People & Age Team  
John Storey  The Scottish Government, Older People & Age Team 
Bill Forest  WRVS 
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APPENDIX TWO  
 
LIST OF CONSULTED OLDER PEOPLE’S ORGANISATIONS 
CONSULTED 
 
The initial analysis of service users showed that more people were using SHOP from 
some areas compared with others.  There also seemed to be relatively low number 
of service users from minority ethnic communities. 
 
We identified older people’s organisation in the geographic areas where usage was 
lowest, and organisations who work directly with older people from minority ethnic 
communities.  We consulted 22 older people’s organisations or forums (including 4 
which specifically work with older people from ethnic minority communities) to 
explore why some older might not be using the service as much as others.   
 
Below is a list of all the organisations consulted:   
 
Local Authority Area  Older People’s Organisations 

1 WRVS Moray 
2 Community Link Fraserburgh 

Aberdeen and 
Aberdeenshire 

3 Age Concern Advisory Service Aberdeen 
East Dunbartonshire 4 St. Dominics Senior Citizens Club 

5 Better Government for Older People 
6 Rutherglen Seniors Forum 

North Lanarkshire 

7 Monklands Elderly Asian Group 
8 Age Concern Eastwood East Renfrewshire  
9 Silver Thread Club 
10 Fife Elderly Forum 
11 Benarty Elderly Forum 
12 Cupar Elderly Forum 
13 Dunfermline Elderly Forum 

Fife  

14 Fife Chinese Older People’s Association 
Falkirk 15 Falkirk CVS 

16 Inverclyde Elderly Forum Inverclyde 
17 Inverclyde Community Care Forum  
18 Perth and Kinross Pensioners Forum Perth and Kinross 
19 Kinross-shire Day Centre 

Edinburgh 20 Edinburgh Chinese Elderly Support Organisation 
Glasgow 21 Muslim Day Centre 
East Ayrshire 22 South Kilmarnock Elderly Forum  

 
 



 

 

APPENDIX THREE 
DETAILED SHOP MONITORING INFORMATION  
 
Table A1: SHOP callers by local authority area, Oct 2007– June 2009 

 

Table A2: Proportion of SHOP callers living in the most deprived neighbourhoods 

compared to the proportion of households living in these areas 

 

Table A3: Calls to SHOP by urban/ rural classification 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Table A1: SHOP callers by local authority area, Oct 2007– June 2009 

Location of caller 

% of Scottish 
pensioner 

population* 

Calls received by 
SHOP Oct 07-

June 09 

% of SHOP 
callers (living in 
Scotland only) Variation 

Aberdeen City  3.7% 550 2.4% -1.3% 

Aberdeenshire  4.5% 436 2.0% -2.6% 

Angus  2.5% 204 1.0% -1.5% 

Argyll and Bute  2.2% 322 1.5% -0.7% 

Clackmannanshire 0.9% 115 0.6% -0.3% 

Dumfries and Galloway  3.7% 568 2.7% -1.0% 

Dundee City  2.9% 541 2.6% -0.3% 

East Ayrshire  2.4% 293 1.3% -1.1% 

East Dunbartonshire  2.2% 194 1.0% -1.2% 

East Lothian 2.0% 329 1.6% -0.4% 

East Renfrewshire  1.8% 134 0.6% -1.2% 

Edinburgh City  7.9% 5,896 26.2% 17.7% 

Eilean Siar  0.6% 82 0.4% -0.2% 

Falkirk  2.8% 370 1.7% -1.1% 

Fife  7.3% 1,168 5.4% -1.9% 

Glasgow City  9.4% 4,012 18.3% 8.8% 

Highland  4.7% 816 4.0% -0.6% 

Inverclyde  1.7% 131 0.6% -1.1% 

Midlothian  1.5% 310 1.5% 0.0% 

Moray  1.9% 170 0.8% -1.0% 

North Ayrshire  2.9% 445 2.2% -0.6% 

North Lanarkshire  5.7% 1,026 5.2% -0.5% 

Orkney Islands  0.4% 38 0.2% -0.2% 

Perth and Kinross  3.3% 401 1.9% -1.4% 

Renfrewshire  3.3% 617 2.6% -0.7% 

Scottish Borders  2.6% 415 2.0% -0.5% 

Shetland Islands  0.4% 20 0.1% -0.3% 

South Ayrshire  2.7% 341 1.6% -1.0% 

South Lanarkshire  5.9% 833 3.7% -2.3% 

Stirling  1.7% 218 1.0% -0.7% 

West Dunbartonshire  1.7% 230 1.1% -0.7% 

West Lothian  2.7% 387 2.0% -0.3% 

Total – living in Scotland   21,612   

Total - outside Scotland  473   

Unknown  1,672   

Total  23,757   

*Based on 2008 Scottish Neighbourhood Statistics  



 

 

Table A2: Proportion of SHOP callers living in the most deprived neighbourhoods compared 
to the proportion of households living in these areas 

Local Authority Area 

Calls 
received by 

SHOP  

No. of calls received 
from residents living in 

15% most deprived 
datazones 

No. of calls 
proportionate to 

population in 15% 
most deprived 

datazones 
Aberdeen City 14 3 1.4% 
Aberdeenshire 9 1 0.2% 
Angus 6 0 0.3% 
Argyll and Bute 5 3 0.4% 
Clackmannanshire 2 0 0.5% 
Dumfries & Galloway 13 1 0.7% 
Dundee 7 1 2.1% 
East Ayrshire 5 2 0.9% 
East Dunbartonshire 11 0 0.3% 
East Lothian 10 0 0.1% 
East Renfrewshire 16 0 0.4% 
Edinburgh 118 3 13.6% 
Eilean Siar 0 0 - 
Falkirk 6 1 0.6% 
Fife 32 3 3.3% 
Glasgow 57 26 27.1% 
Highland 23 3 1.3% 
Inverclyde 4 1 1.5% 
Midlothian 9 0 0.4% 
Moray 7 0 - 
North Ayrshire 11 1 2.0% 
North Lanarkshire 16 0 3.2% 
Orkney 1 0 - 
Perth and Kinross 9 0 0.5% 
Renfrewshire 19 3 3.2% 
Scottish Borders 12 1 0.3% 
Shetland 2 0 - 
South Ayrshire 6 1 0.5% 
South Lanarkshire 23 1 3.2% 
Stirling 5 0 0.3% 
West Dunbartonshire 12 2 3.4% 
West Lothian 13 0 0.9% 

Total 483 57 72.5 
% 100% 11.8% 15.6% 

 



 

 

Table A3: Calls to SHOP by urban/ rural classification   

Local Authority Area Large urban

 
Other 
urban 

Accessible
small town

Remote 
small 
town 

 
Accessible

rural 

 
Remote

rural 
Aberdeen City 13  1    
Aberdeenshire  1 1 2 3 2 
Angus 1 3 1  1  
Argyll and Bute  1  3 1  
Clackmannanshire  1 1    
Dumfries and Galloway  3 4  2 4 
Dundee 7      
East Ayrshire  1 1  2 1 
East Dunbartonshire 11      
East Lothian 6  2 1 1  
East Renfrewshire 15    1  
Edinburgh 116  1  1  
Eilean Siar       
Falkirk  6     
Fife  19 4  9  
Glasgow 57      
Highland  7 1 6  9 
Inverclyde  4     
Midlothian  3 2  4  
Moray  3 1   3 
North Ayrshire  4 7    
North Lanarkshire 9 6   1  
Orkney    1   
Perth and Kinross  4  2 1 2 
Renfrewshire 16  3    
Scottish Borders  2 3  7  
Shetland    1  1 
South Ayrshire  3 1  2  
South Lanarkshire 5 14 2  2  
Stirling  1 1  3  
West Dunbartonshire 4 7   1  
West Lothian  9 2  2  
Total No. 260 102 39 16 44 22 
Total %age  53.8% 21.1% 8.1% 3.3% 9.1% 4.6% 
% of people 55 and over in 
Scotland*  32.8% 30.3% 9.7% 5.0% 12.8% 9.5% 

*Based on estimates provided in Scoping Study of Older People in Rural Scotland. Scottish 
Executive. March 2003 
  
 



 

 

APPENDIX FOUR 
SERVICE USER SURVEY FINDINGS 
 
Methodology  
We conducted 50 telephone interviews with those who had used the helpline to seek 
their views on its operation and effectiveness.  Each took approximately 20 minutes.  
We spoke to a sample of callers who had used the service during a week long period 
in June 2009 (‘new users’) and a sample who had used it in the months prior to June 
2009 (‘past users’).   
 
 
Identifying a pool of new users 
Helpline staff asked callers to participate in our research over a one week period in 
June 2009.  We provided helpline staff with a recruitment questionnaire which 
explained the purpose of the research to the caller, and sought their agreement to 
participate.  It also sought some basic demographic information about the caller, 
including their age and ethnicity.  The helpline staff then sought permission to pass 
the callers details to us.  This resulted in 96 callers agreeing to participate.   
 
Table 1 identifies the number of new users recruited by age band.  
 
Table 1: New service users willing to participate in survey by age band  
Age Band No.  % 
50-59 1 1% 
60-69 20 21% 
70-79 36 38% 
80+ 28 29% 
Not given 11 11% 
Total  96 100% 

 
The vast majority of callers (96%) identified themselves as White Scottish or White 
UK.  One was from another white background, and one other person stated they 
were Cypriot/Lebanese. 
 
These callers then received a follow up letter from SHOP setting out the details of 
the research and providing an opportunity to opt out if they no longer wished to 
participate.  Our contact details were also provided.  None of the callers chose to opt 
out and contact details for 96 individuals were passed on to us for sampling. 
 
Identifying a pool of past users 
Helpline staff send out SHOP evaluation forms to callers who receive written 
information seeking feedback on the service.  These evaluation forms also ask the 
caller whether they would be willing to be contacted again.  SHOP sent letters to 99 
past users who had completed evaluation forms, explaining that we were 
undertaking a review of the service and would be interested in their views.  Those 
willing to take part were asked to contact the helpline to register their interest.  As a 
result, 40 individuals registered their interest, and their contact details were sent to 
us.   



 

 

Sample generator 
Of the 96 ‘new users’ and 40 ‘past users’ identified as willing to participate in the 
survey, two-thirds were female and one third were male. 
 
Table 2: Gender of service users agreeing to participate in interview  

Gender New User Past User 
Male 29 15 
Female 64 22 
Not given 3 3 
Total 96 40 

 
We wished to identify 25 ‘new users’ and 25 ‘past users’ to survey.  These were 
randomly selected, in proportion to gender (as there were more females in the 
sample than males).  As more demographic information was available about the 
‘new users’, this sample was drawn in proportion to both gender and age band. 
 
Their details were entered into an excel spreadsheet and randomly selected in 
proportion to their gender and age band (where known).  Ten respondents could not 
remember calling the Helpline (these tended to be ‘past users’) and so were 
replaced with someone from the same list, gender and age band as far as possible.  
 
Semi-structured Interview 

We designed a discussion guide for use in the telephone interviews.  This took the 
form of a semi-structured interview, in that it contained both open and pre-coded 
questions.  The interview covered the following topics: 
 

• reasons for calling the helpline; 
• where they heard about it; 
• initial expectations of the helpline (type of information, quality, speed of 

service); 
• satisfaction with the helpline; 
• the outcome of the information provided;  
• any barriers to using the service; and  
• suggestions for improvements. 

 
Completed interviews were entered into the ‘Survey Monkey’ computer package for 
analysis.   
 
Incentives 
On completion of the telephone interview, all participants received a £10 High Street 
Voucher with an accompanying letter, thanking them for their participation in the 
research.  
 
Participant profile 
We spoke to 50 people in total, split equally between people who were new users 
(i.e. who had used the service in June 2009) and past users (i.e. who had used the 
service in the past six months).  The gender profile of participants reflected the 
sample provided. 



 

 

 
Table 3: Gender of service users interviewed  
Gender No. % 
Male 17 34% 
Female 33 66% 
Total 50 100% 

 
Two-thirds of respondents contacted the helpline for information for themselves.  
Just over a quarter of people had contacted them as a carer or friend, on behalf of 
an older person. 
 
Table 4: Who called? No.  % 
Called themselves 34 68% 
Called as a carer 7 14% 
Called as a friend 6 12% 
Not given 3 6% 
Total 50 100% 

 
Awareness of the Helpline 
We asked respondents how they first heard about SHOP.  Over one third (38%) 
found out through or were referred by Age Concern or Help the Aged.  This was 
either by seeing the SHOP telephone number on their websites, or verbally when 
respondents went to either Age Concern or Help the Aged as the first point of 
contact.   
 
Table 5: How first heard of SHOP No.  % 
Referred by Age Concern/Help the Aged 19 38% 
Friends and Family 8 16% 
Something else 8 16% 
Leaflet or other literature 6 12% 
Newspaper articles or Yellow Pages 5 10% 
Internet 4 8% 
Total 50 100% 

 
Contacting the Helpline 
The vast majority of service users had telephoned the helpline rather than emailing 
or writing to them. 
 
Table 6: How contacted? No.  % 
Telephone 48 96% 
In writing/email 1 2% 
Someone else contacted on my behalf 1 2% 
Total 50 100% 

 
A similar number (82%, 41 respondents) indicated that using the telephone was their 
preferred method of contacting the helpline.  A few respondents indicated that it 
would have “been nice” to have someone visit them to pass on information face to 
face, but overall the telephone was the preferred option.  



 

 

 
Table 7: Preferred contact? No.  % 
Telephone 41 82% 
In writing/email 7 14% 
Someone else contacted on my behalf 2 4% 
Total 50 100% 

 
Ease of contacting the Helpline 
Almost all of the respondents (94%) indicated that it was easy to contact the helpline 
– 86 per cent stated that it was very easy.  
 
Table 8: Ease of contacting SHOP No.  % 
Very easy 42 86% 
Quite easy 4 8% 
Quite difficult 1 2% 
Very difficult 0 0% 
Not sure/Can’t remember 2 4% 
Total 49 100% 

 
Frequency of Contacting the Helpline 
Respondents were asked to indicate how many times they had contacted the 
helpline in the past six months.  The majority (74%) had telephoned only once.  A 
quarter had called between two and four times. 
 
Table 9: Frequency of contacting SHOP No.  % 
Once 37 74% 
Twice 6 12% 
Three or four times 6 12% 
Five or six times 1 2% 
More than six times 0 0% 
Total 50 100% 

 
Reasons for contacting the Helpline 
Respondents were asked to think about the last time they contacted the helpline and 
to indicate the purpose of their call.  Topics varied from benefits or legal advice to 
looking for local tradespeople.  



 

 

 
Table 10: Reasons for contacting the helpline  

 No. %  No. % 
Benefits 7 19% Gardening 1 3% 
Financial 7 19% Travel & transport 1 3% 
Care & Repair 6 16% Age Discrimination 0 0 
Something else 5 14% Community care 0 0 
Disability 3 8% Elder Abuse 0 0 
Health 3 8% Messages/Wrong No’s 0 0 
Heating 2 5% Pensions 0 0 
Housing 2 5% TV/phones 0 0 
Don’t know 2 5%    

 
The table above shows that benefits advice (19%) and financial advice (19%) were 
the most popular topics, while Care & Repair (16%) was also common.  ‘Something 
else’ related to specific information, such as legal advice on gaining power of 
attorney and information about care homes.  

 
“I called to see if I was eligible for pensions’ credit.” 
 (service user 43) 
 
“When I called, I was looking for any information on care homes, power 
of attorney, what my mum was eligible for and how much it would 
cost.” 
 (service user 44) 

 
Satisfaction with Aspects of the SHOP Service 
Respondents were asked to indicate how satisfied they were with different aspects of 
the call.  Overall, respondents indicated they were very satisfied with all aspects of 
their call to the helpline.  
 
Table 11: Satisfaction with using helpline  
 Very 

Sat 
Sat Neither Unsat V. Unsat D/K Total 

Quality of 
information 

74% 18% 0% 0% 0% 8% 100% 

Manner in 
which info 
given 

80% 18% 2% 0% 0% 0% 100% 

Speed of 
information 

76% 20% 0% 0% 0% 4% 100% 

 
 

"It was good to speak with someone who can provide the right 
information without having to pay for it" 
 (service user 1) 

 



 

 

Outcomes of call to SHOP 
Service users talked through what happened once they had contacted SHOP.  In the 
majority of cases (78%) SHOP fully answered their query.  Respondents were either 
given information over the telephone that answered their question, or were sent 
information in the post.  Ten per cent of respondents stated that SHOP did not (or 
could not) answer their question.   
 
Table 12: Outcome of contacting SHOP No.  % 
Fully answered by SHOP 38 78% 
Passed to another org. who answered query 3 6% 
Query not answered 5 10% 
Can’t remember/D/K 3 6% 
Total 49 100% 

 
“Nothing was too much trouble for you (SHOP) – I received plenty of 
information in the post which will let me sit down and read through it.  
I’m very happy with everything.” 
 (service user 41) 
 
“I wanted to find a particular type of keep fit class in my area, but there 
wasn’t one.  I was very happy with SHOP, they were very helpful.  It 
wasn’t their fault the information didn’t exist.” 
 (service user 40) 

 
Impact of calling SHOP 
Almost three quarters (72%) of the respondents indicated that the information they 
received from SHOP had made a difference to their situation.   
 
Table 13: Impact of contacting SHOP 
Made difference to situation? No.  % 
Yes 36 72% 
No 5 10% 
Not sure/Can’t remember 4 8% 
Not applicable 5 10% 
Total 50 100% 

 
Some respondents gave qualifying comments to indicate the difference that SHOP 
had made.  
 

“Now that I have spoken to SHOP I am much less stressed.” 
 (service user 26) 
 
"It saved me from hunting different sources of information and it 
answered my query." 
 (service user 32)  

 
Others felt particularly relieved that SHOP had been able to provide information and 
advice about specific issues, particularly power of attorney.  There were a few 
examples of family members calling SHOP to find out their rights as older relations 
were admitted to Care Homes.   



 

 

 
“I’m an only child and I’m having to handle this situation on my 
own...it’s a minefield and so for me, they (SHOP) are an absolute 
necessity.” 
 (service user 21) 
 
“I didn’t have a clue before I got the information from SHOP.  I had 
been to a lawyer and contacted Citizens Advice Direct, but the leaflets 
from SHOP were the best source of information.”  
 (service user 44) 

 
Improvements to the Service 
Very few respondents suggested improvements to the service as the majority 
indicated they were satisfied with SHOP.  The suggestions that were made related to 
SHOP increasing its advertising and publicising itself more effectively.  
 

“Publicise the helpline - I only found out about it by searching the 
internet.” 
 (service user 25) 
 
"Better advertising - I really feel it needs to be better publicised. I 
wouldn't have know about it had it not been for the yellow pages." 
 (service user 32) 

 
Use of other Helplines 
Respondents were asked if they had used any other helpline services.  A third of 
respondents (34%) had, and the most commonly used helpline service was Citizen’s 
Advice Direct as 35 per cent of those using an alternative helpline had used this 
service.  Other helplines included the Arthritic Society and Travel line.  
 
Table 14: Use of other helplines  
Used alternative helpline No.  % 
Yes 20 40% 
No 27 54% 
Can’t remember 3 6% 
Which ones? No.  % 
Citizens Advice Direct 7 35% 
Help the Aged Fees Advice Service 1 5% 
Other 12 60% 

 
Twenty-two per cent (11 respondents) stated that they considered using a different 
helpline for this particular query before calling SHOP. 
 



 

 

Commitment to SHOP 
Almost all respondents indicated that they would use SHOP again in the future.  In 
addition, 84 per cent stated that they would definitely recommend SHOP to a friend 
or relative, while a further 10 per cent said they probably would.  Some of the 
respondents stated they had already recommended SHOP to a friend.    
 
Table 15: Use the helpline again? 
 No.  % 
Yes 47 94% 
No 1 2% 
Not sure/Can’t remember 2 4% 
Total 50 100% 

 
Table 16: Recommend the helpline to others?  
 No.  % 
Definitely Yes 41 84% 
Probably Yes 5 10% 
Not at all 1 2% 
Not sure 2 4% 
Total 49 100% 

 
"I think because they are so helpful and they suggested something that 
could be done - they were very, very good." 
(service user 34) 
 
"I'm very impressed.  They were empathetic and very helpful.  I would 
use them again if I had any queries or wanted advice....I know they’d 
help me.” 
 (service user 41) 
 
“We already have recommended it to others. We were 100% satisfied 
with the service and would definitely use it again.” 
 (service user 4) 
 
“It is important that the helpline remains.  The people are always 
helpful, they put me at ease and they never make me feel stupid.  I 
would be lost without it, as I live alone....and I have a dreadful memory.  
They help me with all sorts of things – from telephone numbers to 
hospital appointments.” 
 (service user 28) 

 



 

 

APPENDIX FIVE 
QUESTIONAIRE AND TOPIC GUIDES 
SHOP service user questionnaire 
Introduction:  My name is XXXXX.   I’m part of the team undertaking the review of 
SHOP – the Scottish Helpline for Older People.  You might remember the SHOP 
helpline advisors asking if you would be happy to take part in a telephone interview.  
Is now a good time to have a quick chat?  It should take about 20minutes. 
 
Before we start, just a reminder that everything you tell me is confidential – nothing 
you say will appear in any reports! 
 
And, as a thank you for your time, we are sending everyone who speaks to us a £10 
voucher.  Can I just confirm your name and address so we can get that posted out to 
you? (Interviewer – if we have this information, read it back to confirm address and 
postcode).  
 
NAME:  
ADDRESS: 
 
POSTCODE: 
 
Using the Helpline service 
1 How did you first find out about the helpline? (ask unprompted and code) 
Friends and family  
Referred by Age Concern /Help the Aged   
Talks by SHOP to older people’s groups  
Leaflet or other literature  
Newspaper article or Yellow Pages  
Magazine article – such as Scottish Memories magazine for Older 
People 

 

Exhibition stand at events  
Something else  
 
2a How did you get in touch with the helpline? 
Telephone  
In writing/email  
Someone else contacted on my behalf  
Other (specify)  
 
2b How easy was it to get in touch with the helpline? 
Very easy  Quite difficult  
Quite easy  Very difficult  
Not sure/can’t 
remember 

 



 

 

3a. How many times have you contacted the helpline in the last 6 months? 
Once   
Twice  
Three or four times  
Five or six times   
More than six times  
Can’t remember/ Don’t know  
 
3b. Is the telephone your preferred way of getting information, or would you prefer 
someone to come to speak to you face to face? 
Telephone  
Face to Face  
Other  
Why? 
 

 

 
Reason for contacting the helpline 
4. Thinking about the last time you contacted the helpline, what was the reason 
you contacted them? (Interviewer ask unprompted and try to code accordingly) 
Benefits  Community Care  Financial  
Disability  Pensions  Elder Abuse  
Heating  Care & Repair  Housing  
Health  Gardening  Age Discrimination  
TV/Telephones  Messages & 

Wrong No’s 
 Travel & Transport  

Something else  
D/k  
 
Outcomes of contacting the helpline 
5. When you contacted the helpline, how satisfied were you with...... 
 VERY 

UN- 
satis 

unsatisfied Neither/nor satisfied VERY 
satis. 

D/k 

5a. The quality of the 
information 

      

5b. The manner in which 
the advisor gave you the 
information 

      

5c. The speed with 
which the information 
was given 

      

 



 

 

6. Did the information you received fully answer your question, or did you have 
to get information from another organisation? (tick one box) 
Fully answered by SHOP  
Passed to another organisation who answered query  
Query not answered  
Can’t remember/don’t know  
 
7. After contacting SHOP, what did you do?  (probe fully for outcomes). 
 
 
 
 
 
 
 
 
 
 
 
8a. Did the information you received make a difference?  
Yes  
No  
Not sure/Can’t remember  
N/A   
 
8b. Why do you say that? Probe – could SHOP have done any more? Given you 
more information/referred you to any other organisations? 
 
 
 
Improvements 
9a. Are there any ways in which the service could be improved? (leave open) 
 
 
 
 
(interviewer ask if not already mentioned at 9a) 
9b What about improvements to the way you get in touch with the service? 
 
 
 
 
9c Or any improvements to the way that information is provided? 
 
 
 
 



 

 

Alternative helplines 
10a Have you used any other helplines or sources of information? 
Yes  
No  
Not sure/Can’t remember  
 
10b. If yes, can you remember which one(s)? (do not prompt, but code). 
Citizens Advice Direct  Help the Aged Care 

Fees Advice Service 
 

Care Choices  Elder Abuse Advice  
Alzheimer’s Scotland  Counsel and Care  
Relatives & Residents Assoc.  Elderly Parents.org.UK  
Elderly Accommodation Counsel  Help the Aged senior 

Line 
 

West of Scotland Seniors Forum  Glasgow Old People’s 
Welfare Assoc. 

 

Other (specify) 
 
10c. Did you consider using any other sources of information or advice to help your 
query? 
 
 
 
 
11a Would you use SHOP again? 
Yes  
No  
Not sure  
 
11b. Why do you say that? 
 
 
 
 
 
12 Would you recommend SHOP to other people? 
Definitely yes  
Probably yes  
Not at all  
Not sure  
 
13 Any other comments? 
 



 

 

Interviewer read out:  Many thanks for taking the time to speak to us and giving us 
your views on SHOP.  Everything you have told us is confidential and your name will 
not appear in any reports.  We will send you your £10 voucher in the post and it 
should be with you in the next few days.  If you have any questions or think of 
anything else you want to tell us you can contact us –we are ODS Consulting on 
0808 129 2080. 
 
 



 

 

SHOP Consortium Members/ Other Stakeholders  
 
About your organisation  

 Can you tell us a little about your organisation, its purpose, roles and activities 
 What services do you provide in relation to information and advice to older 

people? 
 What is the take-up of these services/ client group/ demand, etc? 

 
Your involvement in/ awareness of SHOP Consortium  

 Tell us about your involvement in (or awareness of) the SHOP consortium? 

 Are you aware of its aims – what are these? 

 Has it influenced your current activities –or other members - in any way?  If 

so, how? 

 Do you consider SHOP’s aims to be relevant?  Are there any areas requiring 

to be reviewed.  If so, what are these?  

 

The contribution the SHOP Helpline has made 
 How would you describe the contribution the Helpline has made to providing 

information and advice to older people? 

 What do you think of how the Helpline has developed over time? 

 What do you think of how the Helpline promotes its services? 

 Are there any particular strengths…or weakness to the existing service? 

 Are there any ways in which you would like to see the service develop or 

changes in the future?  

 

The provision of information and advice services in Scotland  
 What is your view on the provision of information and advice services to older 

people in Scotland? 
o Are their gaps in service provision – what are these? 
o Is there overlap or duplication – if so, where? 

 Are their particular client groups not able to access services – if so, why? 
 How do you think SHOP complements or fits in with other similar services 

aimed at older group? 
 



 

 

Staff and Volunteers  
 

Start with a bit about the member of staff/volunteer e.g. how long they have been 

with SHOP, what is their role etc. 

 
Current operation of the Helpline service  

 Can you describe your role on a day to day basis? 

 How is the service managed on a day to day basis? 

 
Training 

 Can you describe the support and training arrangements in place? 

 What do you think of the training? 

 Is there any other training or skills development you think would be useful? 

 

The review  
 What do you think the benefits of the service are?  

 Have you received any feedback from callers about the service? What do they 

think of it? 

 What do you think are the best things about the service? 

 Are there people whom you feel are not using the service? 

 Are there any ways in which you would like to see it improved or changed in 

terms of: 

o who uses the service? 

o how it is promoted? 

o the services provided?  

o the way in which client access the service? 

Finally, do you feel that the current scope of the service is clear – And your role to 

provide information (not advice) 

 

Your Views  
• What do you personally get out of volunteering for the helpline?  

• Do you have any other comments? 

 



 

 

Organisations with Members not Using Helpline  
 
Access and use information and advice services  

 Where do your members currently obtain information and advice from, and 

how? 

 What are the main areas your members seek information and advice about? 

 What are your views on the adequacy of existing information services for 

older people? 

 What, if any improvements would you like to see in existing services? 

 

Use of SHOP Helpline  
 Have you ever heard of the SHOP Helpline service?  

o If so, can you say where? 

o If so, are you aware of your members using it? 

o Have you received any feedback in terms of: 

  the quality of service? 

 the impact of the service? 

 If not,  

o do you think there would be interest in it if it was actively promoted? 

o How should it be promoted? 
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