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(Q3A/9) DO YOU HAVE ANY COMMENTS ABOUT THE WAY WE DEAL WITH COMPLAINTS?

8 responses

You have always been quick and effective

No

Very well indeed.

We haven't any complaints, Although Emma is happier with some support workers than others.

We have had no cause to complain and therefore unable to comment. You are however very approachable
and we are aware of the your complaints procedure

I have not had to complain

Not at all.

None
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(Q41/9) HOW HAVE YOU FOUND THE ATTITUDE OF THE STAFF AT THE PINES HOME CARE?

20 responses

® (3) Outstanding

® (2)Good

® (1) Unsatisfactory

@ (0) Unable to Comment
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(Q4A/9) DO YOU HAVE ANY COMMENTS ABOUT THE ATTITUDE OF THE STAFF AT THE PINES HOM
CARE?

10 responses

Very Caring

Again some members are more honest and interested in the needs and health of my daughter. All staff
members are good at their job.

Brilliant with Matt. 1d like them to say when something gets broken, which isn't happening. Id also like
them to keep all the paperwork concerning his equipment in the file provided, it's just a bit haphazard.

‘The staffs attitude is caring, respectful and professional.
I have found everyone very kind and helpful

Always helpful with a great sense of humour

‘They share any concerns and communicate really well with myself and my parents if there any concerns

Support workers have always been polite, caring and helpful
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We always find them extremely helpful and caring.

I have had to speak to any of them they have been very helpful
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(Q5/9) WOULD YOU DESCRIBE THE STAFF AS CARING?

20 responses

® (3) Outstanding

® (2)Good

® (1) Unsatisfactory

@ (0) Unable to Comment
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(Q@5A/9) DO YOU HAVE ANY COMMENTS ABOUT HOW CARING YOU FIND THE STAFF?

8 responses

Always very caring

Again caring is shown in different ways.

Excellent

Extremely caring !

Everyone | have contacted is always caring

They are all lovely

All 've met seem to be conscientious and mindful of their clients

See above
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(Q6/9) HOW SAFE DO YOU FEEL YOUR FAMILY/FRIEND IS IN OUR CARE?

20 responses

® (3) Outstanding
(2) Good
® (1) Unsatisfactory
@ (0) Unable to Comment
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(Q6A/9) DO YOU HAVE ANY COMMENTS ABOUT HOW SAFE YOU FEEL YOUR FAMILY/FRIEND IS IN
OUR CARE?

10 responses

Safe and happy

Safe with locked doors and a secure garden. Safe in her room

For the first time since 2006, | can trust the people looking after Matt

Your set procedures and training give us confidence our son is safe in your care.

 feel very safe

Very safe

Very happy with,Steve

Very observant and know my brother really well so if they notice any deterioration i his physical or
emotional health they manage it very quickly and escalate where necessary
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1:am very happy and grateful to the staff and | do feel safe for my son

None
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(Q7/9) HOW WELL DO YOU FEEL THE INDIVIDUAL NEEDS AND WISHES OF YOUR
FAMILY/FRIEND ARE CATERED FOR?

20 responses

® (3) Outstanding

® (2)Good

® (1) Unsatisfactory

@ (0) Unable to Comment
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(Q7A/9) DO YOU HAVE ANY COMMENTS ABOUT HOW WELL YOU FEEL THE INDIVIDUAL NEEDS
AND WISHES OF YOUR FAMILY/FRIEND ARE CATERED FOR?

8 responses

Alex's needs are dealt with promptly

some staff members know how to get the best out of my daughter.

1 would like the bikes to be maintained properly. (SSD know this and it should be on their Needs Assessment,
butisn') | would also like staff to be a bit more adventurous about trips out generally, and to use the bikes to
tide to Burley on the old railway line (there were maps at the flat, not sure where they are now)

You go out of your way to support to do the things he enjoys.

1 think almost everything Alex has wanted is catered for

1 think my son is very lucky to be looked after so well and have his needs met

Well supported, and problems seem to be resolved quickly
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We feel Stephen is happy with his situation.
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(Q8/9) HOW WELL DOES THE MANAGEMENT TEAM SUPPORT YOU AND YOUR

FAMILY/FRIEND?

20 responses

® (3) Outstanding

® (2)Good

® (1) Unsatisfactory

@ (0) Unable to Comment
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(Q8A/9) DO YOU HAVE ANY COMMENTS ABOUT HOW WELL THE MANAGEMENT TEAM SUPPORTS
YOU AND YOUR FAMILY/FRIEND?

9 responses

We are happy with excellent support

Always there for me, answering questions and reassuring me

Outstanding.

‘They are very organised and helpful

Very well

Always easy to contact and helpful

‘They help with any requests or enquiries | have

Very quick response to queries. Problems resolved swiftly. Matter-of-fact/common sense approach to
issues. Good communication. Hard working.

None
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(Q9/9) HOW DO YOU RATE THE OVERALL LEVEL OF CARE PROVIDED BY THE PINES HOME
CARE?

20 responses

® (3) Outstanding

® (2)Good

® (1) Unsatisfactory

@ (0) Unable to Comment
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(Q9A/9) DO YOU HAVE ANY COMMENTS ABOUT THE OVERALL LEVEL OF CARE PROVIDED BY THE
PINES HOME CARE?

14responses

option 1

We are very happy with the overall care of my son Alex and very grateful to everyone

We are very satisficed with the level of care

Wonderful

No

‘The care and support you provide for James allows him to have a very fulfilled life

My brother has been in 2 of The Pines settings for the last 25 years and my whole family has peace of mind
because of the support and care he gets

Pines provide an excellent service giving peace of mind to clients and their families
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Any final comments? This form is completely anonymous unless you add your name here (in which
case you consent to being contacted about your answers). Thanks!

13 responses

Mrs Gillian Grifith | am so happy that Alex has all his needs met and he loves being under your care. We
are very lucky and appreciate everything you do.

Gillian Griffith. | am very grateful to all of you for the way that you care for Alex(Hathorn)

Mrs Gillian Griffith We are so grateful for all the love and care you give our son Alex Hathorn. | appreciate
everything you do and I know how lucky | am

1 cannot thank you enough for the love and care that you give Matthew, especially during this awful crisis.
Eleanor (Pennie) Denton
Thank you. Sandra Suttle

1 don't understand the above question and cannot delete?! So I do not know if what | have filled in/ticked is
good o bad ? Sorry
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Any issues that arise are always dealt with efficiently and communication between Pines and ourselves is.
generally very good. Tessa White

1:am so happy that my son is under their care and | am grateful forever to them all

Pines’response to Covid 19 has been timely and comprehensive. Policies and procedures to keep clients
and staff safe seem to be working. All staff have had to work in different ways and families of clients are
very grateful for all their efforts.

We feel Stephen is very lucky to have a place at Capstone RD. Thank you for all your support - Margaret &
John Wellington

Mrs Gillian Griffith We are very grateful and happy with the caring and concern on all levels
and I know how lucky Alex is to be looked after by all of you.
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(Q1/9) HOW HAPPY DO YOU FEEL YOUR FAMILY MEMBER IS WITH THE PINES HOME CARE
SERVICE?

20 responses

(3) Outstanding

® (2)Good

® (1) Unsatisfactory

@ (0) Unable to Comment





image2.png
(Q1A/9) DO YOU HAVE ANY COMMENTS ABOUT YOUR FAMILY MEMBER'S LEVEL OF HAPPINESS
WITH THE SERVICE?

12 responses

1 feel that Alex is very happy

My daughter gets more motivation from some members of staff than others.

My son is VERY happy with the current service, the first time since he left residential care in 200611

‘They are very helpful with Emma and always seem to find something interesting to do.

He seems very happy with the service.

1 know he i very happy with the service

occasionally gets frustrated with the lack of information as to who s caring for her.

James is very happy with your Steve

He will never be completely happy but that s due to his nature, not the staff and the service
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He s very happy and loves his home run by Pines

‘The family member feels independent but know support s always there if needed

None
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(Q2/9) HOW HAPPY ARE YOU WITH THE TIMES WE VISIT?

20 responses

® (3) Outstanding

® (2)Good

) Unsatistactory

@ (0) Unable to Comment
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(Q2A/9) DO YOU HAVE ANY COMMENTS ABOUT THE TIMES WE VISIT?

7 responses

Very satisfactory

No

Disappointing that SSD haven't given extra hours to you to compensate for lost day services

‘The times you visit are properly timed and meet his essential needs but the reduction in the amount of time
you isit as dictated by social services means the support can sometimes be hurried and does not always
coincide with James' slower pace.

1:am very glad that there is always someone there to see him when I ring

Yes James always pleased

None
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(Q3/9) HOW WELL DO WE DEAL WITH COMPLAINTS?

20 responses

® (3) Outstanding

® (2)Good

® (1) Unsatisfactory

@ (0) Unable to Comment




