
 

 

 

 HILLCREST FUTURES  

YOU ASKED ABOUT YOU SAID WE DID 
Nursery staff  You would like staff to be easily 

identified in our nursery. 
Staff now wear a branded t-shirt so 
they can be easily identified. 
 

Poor 
communication   

Lack of communication to keep 
Welfare Guardians, Power of 
Attorneys, Trustees and relatives of 
service users up to date with their 
progress. 
 

An action plan was created to ensure 
changes and progress are 
communicated to all those concerned 
in relation to service users. 

Level of care 
provided 

Unhappy with action taken after a 
service user sustained a head injury. 

First aid training and risk assessment 
documents have been amended to 
specifically include instructions for 
dealing with a head injury. 
 

Medical provisions Home Remedy box was not stocked. Checklist has been introduced to 
ensure stock is kept at an adequate 
level. 
 

Retaining 
medication 

Redundant medication that was no 
longer needed was still held by the 
service. 

Staff have been reminded that 
unused or out of date medication 
should be disposed of within seven 
days and a record of their disposal 
should be kept. 

 HILLCREST HOMES  

YOU ASKED ABOUT YOU SAID WE DID 
Out of hours 
telephone service  

A customer reported that they were 
unhappy at the way they were 
spoken to by our out of hours 
customer advisor.  

As part of the new contract we now 
review a number of random calls 
from customers to our out of hours 
team and provide positive feedback 
on the level of service or suggest 
areas for improvement.  
 

Payment line A customer requested an email 
receipt from Go Centric but did not 
receive it.   

A reminder was given to the staff at 
Go Centric that they can email 
receipts and were advised how to do 
this. 
 

Anti-Social 
Behaviour (ASB) 
Procedure 

It was unclear what information 
should be recorded within diary 
sheets for ASB complaints. 

We have re-worded the diary sheets 
so that it is now clear the type of 
information to be recorded. 
 



 

 

 HILLCREST MAINTENANCE  

YOU ASKED ABOUT YOU SAID WE DID 
Repairs delays A customer reported a street light in 

car park was broken but the repair 
was never carried out. Customer had 
to call to chase the repair. 

The repairs team have set up 
automatic emails that are sent to 
contractors if there is work 
outstanding after the expected 
completion date. This work is on-
going and we are looking at 
improving our awareness of jobs that 
are incomplete with our in-house 
maintenance team and external 
contractors. 
 

Parking A customer reported that a 
tradesman was parked in private 
space. 

Our staff were reminded about 
parking in private spaces. 
 

Replacement 
kitchen 

A customer reported that she had 
Hillcrest staff phoning here and at 
her house about measuring for the 
replacement kitchen. 

Improved communication process 
was agreed so that all staff are clear 
who is responsible for the 
communication during these 
projects. 
 

Bathroom 
installation 

Tenant was unclear what her new 
bathroom would look like and would 
have liked to have seen pictures of 
fixtures and fittings before 
installation. 

A folder containing before and after 
photographs of a typical bathroom 
installation has been created and will 
be shown to tenants at the initial 
survey.    
 

Bathroom 
installation 

Tenant was not asked about their 
mobility issues and medical needs 
before bathroom installation. 

A questionnaire has been created to 
determine any mobility or medical 
issues that need to be considered 
before installation. 
 

Bathroom 
installation 

A questionnaire has been created to 
determine any mobility or medical 
issues that need to be considered 
before installation. 

The initial letter advising of 
refurbishments works has been 
amended to include information 
advising that refurbishment works 
can be refused. The questionnaire 
has also been amended to include 
the requirement for tenants to sign 
to understand that the work is 
optional and asking if they wish to 
proceed. 
 

Bathroom 
installation 

Did not receive any letter from us to 
advise of works being carried out. 

Staff to ensure that letters are sent to 
tenants in advance of all works being 
carried out. 
 


