New Horizons Care
Complaints Guide
(Easy Read)

How to Make a Complaint or Make
Suggestions

ID655 v1

1

Handling Complaints
How we sort out your complaints
or problems
We understand that our clients or their
family and friends may wish to make a
complaint or talk about a problem.
We want to make sure you know who you
can talk to about our services and support.
We are happy to hear people’s thoughts
and ideas as this is a good way to make our
service better.
This booklet is to help you understand how
to make a complaint or to tell us about
something that is bothering you.
We want people to tell us how they feel so
we can give all our clients the best support.
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Handling Complaints
How you can complain or tell us
about a problem
•
•
•

You can do this yourself
Or you can ask a family member or a
friend
Or you can ask your support worker to
find you an advocate (an advocate is an
independent person who doesn’t work for
New Horizons Care, who can support you
and help you to say what you want)

A named person you are happy with from
New Horizons will support you through the
steps of your complaint or problem if you
want them to.
When we get a written complaint from you
we will contact you within 2 days to let you
know we are looking into it.
All complaints are looked into and answered
within 28 days.
We will deal with your complaint or problem
quickly, fairly and with care to make sure
your complaint or problem is sorted out.
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Handling Complaints
Who will be in charge of looking
into your complaint or problem?
This person is the Registered Manager, who
will help you and be fair at all times.

What if you are not happy with
how your complaint or problem was
handled?
You can ask someone to help you contact the
Care Quality Commission. These are the
people who check that all services look after
their clients in the right way.
This is their address:
Care Quality Commission
Citygate, Gallowgate
Newcastle Upon Tyne
NE1 4PA
Or you can e–mail them:
enquiries@cqc.org.uk
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Handling Complaints
Telling us about your complaint or
problem
You can talk to us and tell us when
something is wrong. We will take what you
tell us seriously.
If you tell our staff something is wrong,
they will try and sort it out for you if you
want them to.
If you don’t want staff to help or if they
can’t help, they will ask their manager to
talk to you.
Our staff must be polite, friendly and caring
when they try to help you.
Our staff must be calm and listen to how
you feel.
If someone else is making a complaint or
talking about your problem, they must
have your permission to do this.
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Handling Complaints
Telling us about your complaint or
problem
•

Our staff will then talk to you about how
the complaint or problem can be sorted
out.

•

If you are happy with this another
meeting can happen to make sure you
know what has been done about your
complaint or problem. We will also put
this in a letter for you to keep.

•

If you are not happy with how we have
sorted it out when you talked to us, our
staff will ask you to put this in writing.
You can ask for help to do this from your
family, friends or an advocate if you
don’t want New Horizons staff to do
this.

Send your complaint to:
New Horizons Care
5 The Point
Market Harborough
LE16 7QU
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Handling Complaints
What if there is a meeting with
you?
If a meeting is arranged, you can bring
someone to support you like family members,
a friend or an advocate.
At the meeting you will be told what
happened about your complaint or problem;
and you will get an apology if it is our fault.
After the meeting or if you did not want a
meeting, we will write down what happened
and give you a copy to keep.

What if you are still not happy?
If you are still not happy about your
complaint or problem you
can contact the Care Quality Commission,
the local government Ombudsman or the
Health Ombudsman.
This means there is someone else who can
look at your complaint/problem, to check
that New Horizons Care dealt with it in the
right way.

ID655 v1

7

Handling Complaints
How we get better
If you do make a complaint or tell us about a
problem, we have to write this down in our
Complaints Book. This is a good way to make
sure that our care and support is made
better in the future.
The outcome of the investigation into your
complaint is recorded in the Complaints Book
and may be used to update New Horizons
Care procedures.
New Horizons Care checks all complaints
every 6 months to help us improve.
All our staff are given training when they
start about how to deal with complaints or
problems.
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Useful Contacts

Local Government Ombudsman
PO Box 4771
Coventry
CV4 0EH
Tel: 0300 061 0614
Fax: 024 7682 0001

Health Ombudsman
Customer Helpline
0345 015 4033
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Useful Contacts

Care Quality Commission
CQC Concerns and Complaints
Citygate
Gallowgate
Newcastle upon Tyne
NE1 4PA
Tel: 03000 616161
Email: enquiries@cqc.org.uk
Advocacy Services
Total Voice Northamptonshire
Voiceability
Doddridge Centre
109 St James Road
NN5 5LD
Tel: 02033 558846
NHS Nene Clinical Commissioning Group
(Continuing Healthcare)
Francis Crick House
Summerhouse Road
Moulton Park
Northampton
NN3 6BF
Tel: 01604 651100
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Contact Details
For more information about New
Horizons Care and the support available,
please contact us. We are open between
9am and 5pm, Monday to Friday.
Our address is:
New Horizons Care
5 The Point
Market Harborough
Leicestershire
LE16 7QU
Tel: 01536 762332
Fax: 01858 466580
info@newhorizonscare.co.uk
www.newhorizonscare.co.uk
For information in other formats, please contact us.
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