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Communicating 
the complaints 
procedure 
 
 

 
Each person is provided with a 
‘tell us what you think’ leaflet. 
This explains to people how 
they can complain should they 
need to. These are in each 
customer’s support plan. 
Despite this several customers 
were unsure how to make a 
complaint. The service will 
therefore provide more 
literature on this. Some will be 
provided in an easy read format 
to support understanding. We 
will also discuss how to make a 
complaint at each customer’s 
next review meeting to further 
strengthen understanding. 

 
James 
Weatherall 

 
28/02/2018 

 
As agreed following the 
recommendations made by 
Healthwatch Leeds, the service 
ensured each customer was provided 
with leaflets and information on how 
to complain. Several customers 
received this in easy read format. This 
is in line with the Accessible 
Information Standard and ensures that 
information is provided to people in a 
way that they can understand. 
 
Further to this, in September 2018 we 
introduced a revised Service 
Brochure, this provided information to 
Customers on more ways for them to 
raise concerns, including speaking 
with Senior Managers. 
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Involvement 
from customers 
in care planning 
 

 
The Extra Care Service has a 
well-embedded formal process 
for the review of a person’s 
care and support needs. Every 3 
months the named worker will 
visit the customer to undertake 
a review of their care package. 
The process is three step, firstly 
seeking the view of the 
customer, then that of the 
named worker and then it is 
added to by the Care Supervisor 
/ Manager who updates the 
support and risk management 
plans as required. It is 
important that this process is 
clearly understood by all people 
who use the service. At the next 
reviews the named worker’s will 
hold a discussion with each 
customer to provide clarity on 

 
James 
Weatherall 

 
01/05/2018 

 
At each review of a customer’s care 
plan, the Named Worker has provided 
clarity to anyone who was unsure 
about the review process. 
 
The review document has also been 
revised to help identify if a person 
feels lonely or experiences social 
isolation. This is to ensure that our 
processes are joined up and coherent 
and responsive to changing needs. 
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this process and answer any 
questions that they may have. 
 
 

 
Management and 
Communication 
 

 
Each scheme has on site day to 
day management in form of the 
Care Supervisor. The Registered 
Manager works from each 
scheme on set days and both 
are available throughout the 
week, without need to make a 
prior appointment. We also hold 
drop-in surgeries each Tuesday 
where the Care Supervisor sets 
aside time to speak with anyone 
who wishes. During January and 
February 2018, the Extra Care 
Service carried out a three 
comprehensive customer 
experience gathering exercises. 
Firstly, we worked with 

 
James 
Weatherall 

 
31/03/2018 

 
In April 2018, the service recruited a 
5th Care Supervisor to strengthen 
current management arrangements. 
This has led to 7 day a week 
management cover and for longer 
periods within the day. By increasing 
management support in this way we 
are able to be more accessible to 
Customers who wish to speak with us, 
whether this be in person or over the 
telephone or via Twitter. 
 
Satisfaction questionnaires are 
completed on an annual basis and the 
results or these are used to inform our 
Service Development Plan for the 
forthcoming year. The plan for 
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Healthwatch Leeds and 
arranged focus groups to be 
held at each scheme. These 
gave customers of the service 
opportunity to share their views 
on the how we are doing.  
Running alongside this, we have 
also asked customers to 
complete two satisfaction 
questionnaires. The results from 
these have been formulated 
into an action plan for 
continuous service 
development. This will be 
communicated to Customers in 
March 2018 
 

2018/19 will be published 
15/10/2018. 
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Social Activities 
 
 

The Registered Manager will 
arrange a meeting with Hanover 
Housing and also attend the 
forthcoming tenants meeting. 
From this we will look at how 
Hanover can deliver more social 
activities within the scheme and 
how the Extra Care Service can 
help facilitate this including 
supporting customers to attend 
and take part. 

James 
Weatherall 
& Hanover 
Housing 

30/05/2018 Following this recommendation the 
Extra Care Service undertook a 
process of ‘community mapping’ to 
look at what local services were 
available to Customers in the area to 
reduce social isolation and loneliness. 
Once this piece of work was 
completed the Registered Manager 
developed a pathway to support 
people to access these services. The 
‘Reducing Social Isolation Pathway’ is 
now well embedded within service 
delivery and is helping to support 
those who identify as being lonely or 
socially isolated.  
 
Hanover housing continue to work 
closely with the tenant’s forum to 
ensure in-house provision of activities 
is meaningful and customer led. 
 

 


