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INTRODUCTION 

This guide is designed for you 

 

The Care Quality Commission requires each 
Care Service to put together an information 
pack all about it and call it the Service User 
Guide. If you are a family, friend, or carer 
you may want to read our Family, Friend and 
Carer Charter.  

 

When you have looked at this pack, it will 
mean that you, your chosen supporter, or 
friend will be able to:- 

 

1. Decide if our service is what you want. 

  

2. Help you think about whether our ser-

vice is providing what you want. 

 

3. Make sure that people listen to what 
you want to happen and make changes 

you may want. 

 

4. Keep you up to date with information so 
that you will always know how to get the 

best support. 

 

If you need some help to understand any-
thing in this guide then please ask any of 

our staff. 
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ABOUT THE SERVICE 

We offer a flexible service de-
signed to meet your individual 
needs which we will discuss with 
you and any family or friends you 
would like to involve.   

 

 

Staff will support you at the times 
you want support.   

 

 

Staff will support you in all as-
pects of daily living, whether this 
is at home, to go to college or 
work, to do activities that you en-
joy, to join community and church 
groups, to stay in touch with 
friends and family or to go on holi-
day.  We want to maximise your 
role as a citizen in your communi-
ty.  

 

 

Staff will help you find out what is 
available in your area if you are 
unsure.  We will make sure that 
you are happy with the staff who 
support you and that you are do-
ing the things you want to do. 
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We can help you to find somewhere 
to live if you want or need to move. 

 

 

You are able to choose your own 
staff if you would like to do this. 
Ways that we can do this can in-
clude joining us to interview for new 
staff, creating staff profiles, or hav-
ing less formal ómeet and greetô ses-
sions.  

 

 

We have a Service User forum eve-
ry three months that every person 
we support is welcome to attend to 
tell us about things that are im-
portant to them. 

 

 

We have managers on-call at all 
times outside of usual office hours in 
case there is an emergency.  

 

 

Support and guidance is always 
available either from support 

staff, your Team Manager, Service 

Manager or from headquarters. 
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AIMS OF THE SERVICE 

To provide a staff team who are able to 
deliver a quality service. 

 

To make sure the service is meeting 
health and safety requirements. 

 

To provide continuity of support staff. 

 

To design the service we provide on a 
flexible basis around what you want 
from your life. 

 

To support you, your family and 
friends. 

 

To support you in your goals, dreams, 
and ambitions. 

 

To organise regular meetings with you 
and your family if you wish to discuss 
any problems or things you really like 
about your life.  

 

Help you access the complaints, com-
ments, and compliments system if nec-
essary.  
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We are committed to ensuring our ser-
vices promote your independence in all 
areas.   

 

We will support your aspirations and 
help to plan a future which includes peo-
ple that are important to you such as 
family, friends, or carers. 
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 3. SUPPORT IN YOUR HOME 

Meals: Staff can encourage and sup-
port you to prepare your meals. Staff can 
advise you on healthy options.  

 

 

Healthcare: Staff can support you with 
making and accessing medical and den-
tal appointments. Staff can support you 
to the hairdressers 

 

 

Telephones: We will keep your tele-
phone number on file and not give it to 
anyone else.   

 

 

Laundry: If you require support to do 
your laundry staff can assist you to do 
this. 

 

 

Shopping: Staff can support you to do 
your shopping, whether for food, clothes 
or personal items. 

 

 

Pets: if you have a pet and need sup-
port to look after it we can support you 
with this. 
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4. OTHER SUPPORT 

Hobbies and interests: Staff can sup-
port you to do the things you enjoy doing. 

 

 

Religious Services: If you would like 
to attend religious services staff can sup-
port you to attend these. 

 

Friends and Family:  Staff can support 
you to stay in touch with family and 
friends by visiting, writing letters and 
phoning, they can also support you to 
buy cards and presents for special occa-
sions. 

 

College:  If you require support to go 
to college staff can support you to do 
this.  

 

Work: If you require support to go to 
work staff can assist you to do this. We 
can also help you find ways to secure 
paid and/or voluntary work in your local 
community 

 

Choices and decisions: We will uphold 
your right to make decisions about your 
life in accordance with the law, including 
the Mental Capacity Act 2004, Depriva-
tions of Liberty Safeguards, and Court 
Deputyships. 


