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Summary of Results
Carers of East Lothian (CoEL) Coronavirus Response Survey

Thank you to everyone who took part in our Carers of East Lothian (CoEL) Coronavirus Response Survey published in September 2020. We received 256 responses in total – 245 on paper and 11 online.  

 

Just over half of respondents had engaged with at least one of our services or activities between April and September 2020. The most popular services were ongoing telephone support from a carer support worker, a one-off check-in call from a carer support worker, the Carer’s ID letter and support with benefits or welfare rights.  

 

In free text comments, respondents noted how much they valued contact with carer support workers, support with benefit applications, the carer wellbeing grants, the carer ID letter, access to counselling and the online groups and activities for carers. 

 

For the 122 respondents who had not engaged with our services or activities, the main reason given was “I didn’t need support from CoEL” (53%).  

 

Four respondents cited “the support CoEL was offering did not meet my needs” and 30 respondents cited “I didn’t know what support CoEL was offering”. Where respondents had left contact details, we called them to explain our services and to offer support. Nine respondents were allocated a carer support worker as a result, including two who had initially thought the support we were offering did not meet their needs. 

 

We could not identify a common theme as to why respondents did not know what support CoEL was offering. It was clear from some of the free text comments that a few respondents had confused CoEL with another service or thought CoEL was not operating because home visits had to be suspended during the lockdown. In other cases, follow up calls identified that there had been a change in contact details or respondents had felt so overwhelmed they had forgotten previous contact or not fully taken in the range of support available. 

 

From our analysis, four key themes emerged that we wish to address further. 

 

#1. Carers appreciated receiving a call from us to find out how they were coping.  

 

Of the carers who had engaged with CoEL, nearly 30% of respondents had received a one-off check in call from us and nearly 60% of respondents had received ongoing support from us between April and September 2020. A few respondents mentioned they would have liked more frequent telephone contact. 

 

Several respondents, who had not engaged with our services, said they would have appreciated receiving a call from us as they found it difficult to reach out when they were feeling overwhelmed or in crisis.  

 

We acknowledge that it can be extremely difficult for carers to initiate contact, especially when they are feeling exhausted or are not sure who to turn to for support. We do not currently have the resources to call carers who are registered with us but not receiving direct support from a carer support worker on a regular basis. However, we are exploring the possibility of recruiting and training volunteers to call carers in this category on a pre-agreed basis to help keep channels of communication open after any active casework has ended.  

 

#2. Carers were concerned about how they could prove they were an unpaid carer. 

 

A quarter of respondents who engaged with CoEL during the first lockdown used the Carers ID letter that we sent with East Lothian Health and Social Care Partnership (ELHSCP) to the carers registered with us. 

 

We are also aware that carer identification is a nationwide issue, especially in the context of priority access to COVID-19 vaccinations. 

 

We will continue to work with partners in health and social care to explore the feasibility of developing a carer’s card or other appropriate system of identification. The challenge is to develop a system that is integrated across services to make a meaningful difference to carers’ experiences.  

 

#3. Many carers valued having online options to communicate but not everyone used – or wanted to use – the internet to access information, services and support. 

 

Just over half of respondents wanted CoEL to continue offering online activities and support via video call once we can meet face-to-face again.  

 

86% of respondents had internet access at home and nearly two thirds of respondents felt they could do what they needed to online already. 

 

A small number of carers were very clear that they did not want to use the internet under any circumstances. 

 

We recognise that one size does not fit all. Online options have opened doors to some carers who could not travel or find replacement care to attend meetings in the past. Electronic communications have also allowed us to share information quickly (and cheaply!) to keep carers informed in situations that are evolving rapidly. We aim to send more information by email to carers who feel comfortable and confident using the internet. But we will continue to offer information, services and support over the telephone, by letter and in person (when restrictions allow) to meet the needs of different carers. 
Our emphasis is on getting the balance of options right for carers. 

 

#4. Carers wanted to have a role in shaping local services  

 

Nearly one in ten respondents said they would be interested in being part of a carers’ panel to discuss possible solutions to issues raised by carers, comment on proposals from local service providers, and lobby for changes to improve the lives of carers and the people they care for.  

 

We are in the process of setting up a monthly online meeting for carers who expressed an interest in being part of a carers’ panel. We are keen for this group to identify its own agenda and priorities over time as it finds its voice.  

 

We also hope the carers’ panel will play an active role in helping CoEL to develop its strategy for the next five years. 

 

Thank you once again for sharing your views and experiences with us. We always welcome feedback, including any comments you may have on this analysis of the survey results. You can call us on 0131 665 0135 or email us at centre@coel.org.uk. We look forward to hearing from you. 
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