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             Festive decoration made by a customer at Cardinal Court  
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Summary  

Cardinal Court is a Leeds City Council run Extra Care housing service 
with onsite home care support for older people and people who have 
physical and/or mental health difficulties. It is in the Beeston area of 
Leeds and comprises of 18 flats.  

Healthwatch Leeds 
facilitated focus groups 
on three the home care 
services are provided. 
The focus group that took 
place at Cardinal Court is 
the first one in the series. 
Our aim was to find out 
customers’ experience 
and views of the 
homecare service 
provided on site.  

We received many positive comments in the focus group, ranging from 
the flexibility and quality of the homecare service; the good conduct 
of the care workers and the outcome achieved through the care the 
customers received.   

Everyone in the focus group felt very happy living in Cardinal Court and 
expressed high level of satisfaction with the service. They commented 
that the team was very efficient, willing and helpful. The care workers 
will talk and listen to some customers longer than planned if required.  

However, one recommendation has been made around communicating 
complaint procedures to customers based on the feedback gathered in 
the group.  

 

What we did?  

Healthwatch Leeds staff and volunteers visited Cardinal Court on the 
21st December 2017 between 10:30am and 12 noon.   

Six customers and one relative took part in the focus group facilitated 
by Healthwatch Leeds staff. The relative answered our questions on 
behalf of her loved one. 

Festive decoration made by a customer at Cardinal Court	
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Two people have lived there for over 3 years and one customer has 
just moved in. The other four people have lived there for a variable 
length of time between 6 months to 3 years.  

Customers received multiple support on site. Below is the breakdown 
of the number of customers and the kind of support they received.  

 

Service Provided by Cardinal Court How many 
people?  

Personal Care 4 

Mealtime / Nutritional Support 2 

Medication Support 6 

Financial / Budgeting Support 0 

Social Support 1 

Cleaning / Laundry Support 5 

Shopping 2 

 

The findings represent a snap shot of customers’ and relative’s views 
on their experience of the home care service provided to them and 
their loved one.  

 

Findings from the focus group 

1. Good outcomes achieved for customers who have received the home 
care support.   
Everyone (7) agreed that the support they received helped them to 
“feel safe and secure”; “combat social isolation” and “live within a 
close community”.  
Almost everyone (6) said this support helped them to “regain 
independence” and “continue to live in their own home”.   

 
2. Care workers have a good relationship with the customers they have 

provided support to.  
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Everyone (7) knew all the care workers that have visited them. 
There are low levels of staff turnover and new staff are introduced 
to the customers when they started.  
 
Almost everyone (6) knew who their named care worker was. The 
customer who did not know stated that this was due to her named 
worker had just joined the team and she hasn’t had an opportunity 
to ask yet.  
Again, almost everyone (6) knew what the care workers should be 
doing.   

 
3. The home care service provided at Cardinal Court has been flexible 

and accommodating.  
Everyone (7) said that the care workers come at days and times that 
they need them to. Although the workers didn’t always arrive on 
time, the customers (5) didn’t mind them being late as it hadn’t 
impacted on their routine.  
 
Although customers (7) were not informed of any changes in the 
service, they (4) don’t seem to mind that either as “they don’t 
often have care worker change” (5). If things were urgent, the 
customers said they could call on a buzzer and someone would come.  
The vast majority of people (6) said the care workers have been 
“very accommodating” and work round them when they had a 
change to their routine.    
 

4. The customers were satisfied with the support provided by their 
care workers.  
Everyone (7) said that the home care service met their needs; the 
care workers treated customers with respect and their dignity was 
maintained when receiving care.     

The majority of the customers (5) would like to recommend the 
care service to others as they hold the service in high regard.  

“I am very happy here” 

“my grandmother and mother lived here” 

“they can’t do enough for me”.  
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5. Good involvement from customers in care planning 
Many customers (5) reported they have had their quarterly review 
recently. For those who had the review, they were asked about any 
changes and whether the service still met their needs.   
 

6. Raising complaints and concerns 
Half of the group (3) have had a copy of the Leeds City Council, 
‘Tell us what you think’ leaflet.   
However, no one (7) knew they could ring Leeds City Council to 
raise concerns and complain if they are not happy with the service.  
The customers said that they would usually talk to the manager or 
the team leader directly with sorting issues out.   
 

 

Recommendation 

During the focus group, we found high levels of satisfaction with the 
care service provided on site.  
 
However, no one in the focus group knew they could ring an 
independent body i.e. Leeds City Council complaint’s department if 
they are not happy with the service.  
 
We therefore would recommend for both the internal and external 
complaint procedures to be explained to each customer, perhaps in 
their next quarterly care review.   

 

Providers Response 

Thanks for the report, we are really pleased with it. Please see 
below the action plan following your recommendation. 
 

Service Provider Response 
(including any actions you will take) 

Who is 
responsible 

When will this be 
implemented by  

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 

James 
Weatherall 

28/02/2018 
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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. 
 

Next steps  

This summary will be shared with Cardinal Court as well as Leeds 
City Council, the commissioners for this service and the Care Quality 
Commission.  
 
The document will also be published on the Healthwatch Leeds 
website. 
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