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All complaints are investigated.  Should a carer be found to have acted in an unprofessional manner, Westminster Homecare reserves the right to stop finding work for them until the matter has been investigated and resolved.  

Any complaints about a carer will be discussed with them in person. If a carer wishes to make a complaint about a client or service user, an appointment must be made to see the Westminster Homecare Branch Manager.

It is part of the Westminster Homecare quality system, that clients will be asked on a regular basis to assess a carer’s work and the quality of our service.  As part of the same quality initiative, carers will be asked to assess the service provided to them by Westminster Homecare.

CLIENT COMPLAINT PROCEDURE

If you wish to complain about the service you are receiving from us, or from a care worker we have introduced, you should follow the steps below:

1. If you feel able to do so, discuss the problem with the carer who will do his/her best to resolve the problem as quickly as possible. 

2. If you feel unable to discuss the problem with your carer, or they are unable to resolve the problem, you should contact:

Branch Manager

Westminster Homecare

Apartment 11

Westminster Beaumont

Cathedral Green 

Crawthorne Road

Peterborough PE1 4AA

Tel: 01733 343766

3. Any complaint from a client is recorded in writing by us and logged in a complaints file. The complaint is now formalised.

4. If you do make a complaint, whether written or verbal, we will acknowledge it within 48 hours and endeavour to respond within ten days. 

5. If you are unhappy with the way in which your complaint is being dealt with you may contact the General Manager at Head Office.

Mrs Jackie Wormald RGN

General Manager

3 Castle Mews

Castle Road

North Finchley

N12 9EH






Tel: 020 8343 8855

6. If you are still unhappy and feel that your complaint has not been resolved to your satisfaction, you may contact the Complaints Officer at your local Social Services Department or the Independent Inspection Unit. Alternatively we will forward the details of your complaint to the Complaints Panel of the United Kingdom Home Care Association (UKHCA) which  will independently review the details of your complaint and inform you and us of its recommendation within four weeks.

Notes

This document, and any investigations or recommendations made in accordance with it, does not in any way affect your rights in Law. 


