Stage Three - To the Secretary
of the Board of Trustees
If you are still not satisfied you
can ask for your complaint to
be heard by the Secretary of
the Board of Trustees. You may
submit your views in writing or
you may request to meet with
the Secretary in person in order
to put your point of view. The
decision made by the Board
is the final point of decisionmaking within the Care & Repair
structure.

Advonet provides information
on advocacy services in Leeds:
Tel: 0113 244 0606
www.advonet.org.uk
Age UK Leeds:
Tel: 0113 389 3000
www.ageukleeds.org.uk
Leeds Advocacy provides
advocacy support for adults
with learning disabilities:
Tel: 0113 244 0606
www.leedsadvocacy.org.uk
Voluntary Action Leeds
provides a directory of
advocacy services:
Tel: 0113 297 7920
www.val.org.uk

Monitoring of Complaints
The Board of Trustees is
responsible for monitoring the
performance of Care & Repair’s
service delivery, and receives
regular reports regarding client
feedback and any improvements
to service delivery introduced as
a result.

Client
Information
Guide
Improving the health and wellbeing of older
people, disabled people and people with health
conditions throughout Leeds.

Care & Repair is an independent
Home Improvement Agency,
helping older people, disabled
people and people on low
incomes to live in safe, secure,
well maintained, warm and
adapted homes. It is an Industrial
and Provident Society with
charitable status - registration
number 25858R.

Other Support and Assistance
If you need help and support
in making the complaint, the
following advocacy services are
available in Leeds:
Leeds Citizens Advice Bureau:
Tel: 0113 223 4400
www.leedscab.org.uk

Care & Repair is committed to the
furtherance of equal
opportunities in employment,
service delivery and board
representation.

For further information, please contact:
Care & Repair Leeds, 323 Roundhay Road, Leeds LS8 4HT
Tel: 0113 2406009 Fax: 0113 2493349
Email: enquiries@care-repair-leeds.org.uk
Website: www.care-repair-leeds.org.uk
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Home Improvement
Agency Awards
WINNER

Creating healthy homes for independent living

Language
Language Statement
statement
If you do not speak English and need help in understanding this
If you do not speak English and need help in understanding this document,
document,
please
telephone
the number
and of
state
name of
please telephone
the
number below
and statebelow
the name
yourthe
language.
your
language.
We will then put you on hold while we contact an interpreter.
We will then put you on hold while we contact an interpreter.
Tel: 2406009
Tel: 0113 2406009
Bengali

Stages In The Complaints
Procedure

Who Can Use The Complaints
Procedure?
Any individual, organisation or
their representative who has had
contact with Care & Repair can
use this complaints procedure.

Stage One - To The Manager Of
The Relevant Service
You can telephone, write or email
your complaint to the Manager
responsible for the service area
your complaint relates to. If you
make your complaint over the
telephone, a written record of the
complaint will be created, which
you will be asked to sign. Your
complaint will be acknowledged
by letter or telephone, and
within 14 days you will be sent
a letter explaining the result of
the investigation or, if the matter
is more complex, we will let you
know how the investigation is
progressing and when you can
expect an answer.
If your complaint is about the
Manager of the service area, then
send it to the Chief Executive at
the agency’s office address.

What Issues Are Covered?
The procedure is designed to
hear complaints about any failure
in the quality of our services.
How Is The Procedure
Monitored?
The outcome of all complaints
handled under stages 1 to 3 of
the procedures is reported to
the Board of Trustees of Care &
Repair on a quarterly basis. The
Complaints Log will be available
at each Board meeting for
Trustees to view.

Hindi

Expressing Concern
As a first step, we ask you to
contact the agency member of
staff who has been working with
you and explain your concerns.
It is anticipated that most areas
of concern will be resolved and
put right with immediate effect
through these contacts. If that
person is unable to resolve your
concern, or if your concern is
about that member of staff, then
you may wish to instigate the
complaints procedure.

Punjabi

Urdu

Cantonese

2
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Stage Two - To The Chief
Executive
If you are not satisfied, you
should refer the issue to the Chief
Executive at the agency’s office
address. The complaint should be
written, (though not necessarily
by you) and agreed (signed) by
you. It should be marked ‘Private
and Confidential’. You should
expect a written response within
14 days.

Compliments
If you have been pleased by
the quality of service you have
received from any team or
individual, please contact the
office on 0113 2406009 or write
a note to us at the address on
the back of the booklet and we
will pass on your comments.

customers are people who
use Care & Repair services
themselves, who are the carers
or family of people who use our
services or who refer clients to
Care & Repair in an employed
or volunteer role. Stakeholders
include staff and volunteers,
contractors delivering works
for Care & Repair customers,
commissioners, funders and
other local agencies.
Our first aim is to give no cause
for complaint, but our second
aim is to ensure that we hear
about any occasions when our
service is not up to standard
so that we can improve. We
therefore offer the following
Complaints Procedure to ensure
that any problem is dealt with
properly and fairly.
The procedure is designed as a
series of stages. If you are not
satisfied with the response at
any stage, you should take your
complaint to the next stage. At
all stages of the procedure we
will take into account any special
needs you have in expressing
your complaint. You may ask
a friend or advocate to assist
you. We want to try and bring
any dispute to a speedy and
friendly conclusion. At all stages,
we will be looking to reach an
agreement.

Comments
Your feedback is very important
to us and helps us to shape the
services we offer.

Get Involved

Why not join our distance focus
group and play an active part
in how we do things from the
comfort of your own home?
If you would like to be involved
please telephone us on 0113
2406009.

Complaints Procedure

Care & Repair is committed to
providing quality services that
are responsive to our service
users, and to being helpful and
courteous to all those who use
its services. We aim to provide
good advice, support and
assistance as well as speedy
replies to any enquiries.
As part of our commitment to
improving our services, we seek
and welcome views from all our
customers and stakeholders. Our
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Care & Repair Leeds, 323 Roundhay Road, Leeds LS8 4HT
Tel: 0113 2406009 Fax: 0113 2493349
Email: enquiries@care-repair-leeds.org.uk
Website: www.care-repair-leeds.org.uk
What You Can Expect
From Our Staff:

•

Our staff will respond in a
prompt and efficient manner
to any requests for 		
assistance.

•

If we are visiting you in your
home we will always make
an appointment and carry
identification with us.

•

You will always be given a
name and contact number of
the person visiting you and a
description of how we will
help you.

•

We will always obtain your
permission to contact other
people or agencies on your
behalf.

•

Copies of relevant
documents will be given to
you.

•

We will treat all personal and
sensitive information 		
received in a discreet and
confidential manner.

•

You have the right to see any
information we have recorded
about you, which may include
any correspondence,
estimates, plans etc.

•

We will tell you details of the
work to be carried out.

•

We will make you aware of any
work that you need to pay for
and get your permission to
proceed with it.

•

At the end of the process, we
will send out a survey for you 		
to complete, which gives us
information about how we can
improve our services.

Care & Repair adopts a person
centred approach to service
delivery. As a client of Care &
Repair you may request a review
of the service you are receiving or
your support plan at any time.
Please speak to your caseworker
about this.
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We give advice about other
services that are available
and make referrals where
appropriate. We have staff
who can speak Urdu, Punjabi
and Bengali and we also have
access to interpreters who speak
other languages.

Client Information

We can check that you are
receiving your full entitlements to
benefits.

Protection From Abuse

Changes To The Service
If at any time you wish to review
or change any aspect of the
service that you are receiving
from Care & Repair, please
contact the caseworker who has
visited you.
Care & Repair believes that
everyone has the right to live
their life free from fear, abuse
and neglect. We acknowledge
that safeguarding children and
vulnerable adults is “everybody’s
business” and we are committed
to playing an active role in
safeguarding people in Leeds,
particularly users of our services.
Our staff are trained and
supported in recognising and
reporting incidents of abuse.
We have a robust safeguarding
policy and procedure - you may
ask your caseworker for a copy
of this. If you or anyone you
know is experiencing any kind of
abuse, you can either talk to your
caseworker for help and advice
or you can contact Leeds Adult
Social Care on 0113 2224401.

We are developing new services
based on a social enterprise
model, all aimed at helping
people to live independently.

Client Responsibilities

Acceptable Behaviour
Care & Repair expects that their
staff and other people sent by
the agency, such as contractors,
should be treated with respect.
Violent, abusive, discriminatory
and other forms of unacceptable
behaviours will not be tolerated
and could result in the withdrawal
of our service.
Disruption To Decoration
Although care will be taken to
keep disruption to a minimum,
internal decorative finishes
that are affected by any work
arranged by Care & Repair
are your responsibility, unless
otherwise stated.

Equal Opportunities
Statement

The Home Office Commissions
And New Equalities Advisory
Services
Tel: 0800 444205

Care & Repair recognises that
Britain is a diverse society and
believes that no person or group
should suffer discrimination
on the basis of age, visible
or invisible disability, race,
colour, ethnic or national origin,
religion and belief, gender,
sexual orientation, marital
status, domestic responsibility,
pregnancy and maternity,
unemployment or trade union
activity. It also supports the
Declaration of the Rights of
People with HIV and AIDS.
Care & Repair therefore declares
its intention to work for the
furtherance of equal treatment
in employment, service delivery
and Board representation.

Data Protection Policy

We will use information given
by you to access the advice
and services you require. To
achieve this, we may disclose
this information to other
organisations, but will only do
so when necessary. We may
contact you about other services
or projects that may be of benefit
to you. If you wish to see the
information we hold about you
please complete a Subject
Access Form, which is available
from our office, and return it
together with a payment of £10.
This policy complies with the
Data Protection Act of 1998. If
you need any further information
about your rights under Data
Protection Act please contact the
Chief Executive.

Additional information
The following organisations can
offer help and advice on any kind
of discrimination and equality
issues.

Compliments, Comments
& Complaints

Leeds City Council Equality
Team
Tel: 0113 2474190

We Want To Hear From You.
We are constantly trying to
ensure that we are delivering
the best possible services and
it is important to us to listen to
what you have to say. We want
to know what you think about
us, our services and the way we
deliver them.

Leeds Advocacy - Advonet
Tel: 0113 2440606
Age UK Leeds
Tel: 0113 3893000
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