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•	 Independent	Living	Service
 A service for people over 50 which enables you to remain living independently  
 at home. Our professional team will provide you with both emotional and   
 practical support, e.g. accompanying you to medical appointments or arranging  
 for aids and adaptations to be made to your home.

•	 Sheltered	Housing 

 If you need some additional support to live independently in your Curo home  
 we also offer assistance and support to residents aged over 55 living in our   
 sheltered housing.

•	 Extra	Care
 If you require a little more care and support on a daily basis, we offer a package  
 of accommodation and 24 hour on-site care to provide additional peace of   
 mind and ensure your needs are met.

•	 Rural	Independent	Living	Service	and	Memory	Café
 A service designed to help you receive the support you need if you have   
 memory issues and live in the more remote areas of Bath and North 
 East Somerset.

•	 Step	Down	from	Hospital	Accommodation
 If you are ready to leave hospital but unable to return to your own home we   
 provide short-term stays (up to 12 weeks) in comfortable ‘home from  
 home’ accommodation. We can help you recover away from hospital with   
 support from our carers and a dedicated support worker.

•	 North	Somerset	Community	Connect
 A service being delivered across North Somerset helping over 50s to get   
 involved in activities in local communities and take up new hobbies that   
 improve quality of life, health and well-being.

Services	we	offer

Our Independent Living mission statement

Curo	is	committed	to	supporting	
you	to	live	a	fulfilling	life	and	to	stay	
independent	in	your	home	with	the	
assistance	of	our	dedicated	team.
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You can access our service at any time 
during office hours by calling or emailing:

0300	123	2461

independentlivingservice
@curo-group.co.uk  

If you live in Curo sheltered housing you will 
have been identified as having a need for 
sheltered housing with support. We will contact 
you within two weeks of your move, however 
please feel free to call us to let us know you 
have arrived. We will then agree with you the 
level of support you would like to receive. 

Here	are	some	contact	details	that	you	may	
find	useful	when	you	join	us:

Curo, The Maltings, River Place
Lower Bristol Road, Bath, BA2 1EP

Phone:
Curo contact centre 01225 366000
Independent Living 0300 123 2461

Email:
enquiries@curo-group.co.uk
independentlivingservice@
curo-group.co.uk

www.curo-group.co.uk/independentliving

If you are in a couple and your circumstances 
change you may need to claim for assistance 
towards the support costs in your own right. 
Our staff will be able to advise you if this is the 
case.

Welcome	to	Independent	Living! How	to	access	our	service

We	welcome	you	to	your	Independent	Living	Handbook	which	will	
give	you	information	about	what	our	support	service	offers	and	what	
you	can	expect.

We give this handbook to people who want to 
know more about our service. We hope that it 
will provide information that is of use to you. 
Our Independent Living Services are all part 
of Curo, a long-established provider of homes 
and support services. Available to people living 
in any accommodation in Bath and North East 
Somerset (B&NES), South Gloucestershire, 
Bristol and North Somerset).

We are committed to supporting you to 
remain as independent as possible in your 
own home. One of our team will visit you and 
let you know the kind of support we offer.

Here are some of the things we help 
people with:

•	 Planning for support or care to enable you 
to stay living independently at home.

•	 Ensuring you are getting all the benefits 
and entitlements that you are eligible for.

•	 Getting repairs or making changes to your 
home to match your health needs.

•	 Providing opportunities if you want to 
join in, shape our service and go to social 
gatherings.

• Opening post, supporting you to manage 
bills and household budgets.

• Supporting people who are worried 
about their money and helping with debt 
management. 

• Supporting people who are worried about 
their memory to stay living at home.

•	 Fitting a 24-hour push-button alarm with a 
pendant or wrist strap.

•	 Supporting people to make plans for the 
future with our empathetic and friendly 
team.

When you first meet us we will ask you some 
questions about yourself and your needs, so 
we can help you decide what service you want 
from us. 

We will also help you to organise how you 
are going to fund the support you need 
depending on your individual circumstances.
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We will help you to understand what support 
you can access and we will listen to you about 
this and complete a Lifestyle Plan with you. We 
will try to do this within two weeks of our first 
meeting, if this fits with your plans.

The Lifestyle Plan (sometimes called a 
Support Plan), lets you tell us about you. The 
information you share with us will help us to 
identify any areas where we can support you 
or offer practical assistance. You will be offered 
your own copy of your support plan and we 
ask permission to hold a copy, so we have the 
important information we’re told about you. 
We store all plans securely in locked cabinets 
in locked premises. You can let us know 
any changes to your Plan at anytime. We will 
always listen to what you want. It’s important 
that we keep our information as up-to-date 
as possible, so if your details change do let us 
know.

With your agreement, your plan will be 
reviewed if your needs change, or after a life-
changing event. Our commitment is that your 
Lifestyle Plan will be reviewed with you at least 
annually. You can ask for a review if things 
have changed for you.

Alarms

You can choose to have a 24-hour push-
button alarm as part of the service, with a 
pendant or wrist strap. Some people living 
in sheltered accommodation have alarms 
fixed into their homes as standard. Please 
test your alarm monthly yourself or ask our 
support worker to help you do this. One of 
our team can show you how to use your alarm 
and explain how it works so you can rely on 
it and the 24-hour support it offers. Please 
remember to test the pendant regularly, or ask 
for help to do this, to make sure the battery is 
charged and it is working correctly.

Aids	and	adaptations	to	your	home

If you ever need minor repairs, aids or 
adaptations in your home, for example a grab-
rail to prevent you falling, our support workers 
can help you get them. You may have to pay 
a proportion of the cost in some instances, but 
our support workers will be able to advise you 
and help identify where you will fund it from if 
needed.

You may feel that you require a ramp, a walk-
in shower or a stair lift. Our support workers will 
refer you to an Occupational Health Therapist 
for an assessment in this instance.

Mobility	scooters

A mobility scooter might help you to get 
around more easily. We do advise you to 
talk to one of our support workers about this 
before you purchase one, because we know 
how much you should be paying and how 
to make sure you buy something that meets 
your needs. You need to think about how you 
can safely store and charge the scooter. You 
will not be able to store it in a corridor, near an 
exit in communal areas or under stairs if you 
live in a flat or apartment where there is shared 
space. This is due to fire regulations and to 
help keep you and your neighbours safe.

How	our	support	workers	can	help	you How	we	understand	your	support	needs

Curo’s Independent Living support is delivered 
by experienced Curo colleagues. They work 
as part of teams from local neighbourhood 
offices. All our colleagues receive training and 
supervision so that they can stay up-to-date 
with best practice in their work.

They are there to provide you with information 
and get the support and care you need, and to 
help with any requests or questions you may 
have.

If you need help finding or contacting other 
organisations or professionals, such as a 
doctor, care provider, or a benefit and pension 
adviser, your support worker will be able to 
help you get in touch.

Our support services can be contacted 
Monday to Friday between 8.30am and 
5.30pm on 0300 123 2461. You can also call 
your support worker on their mobile phone. 
Ask them for the team’s mobile numbers.

What	happens	at	the	beginning?

We will agree with you plans and actions you 
would like to see happen and support you to 
achieve your aims. We will assist you to get 
things in place that will help you to continue to 
live independently. 

This might involve referring you, with your 
permission, to other services you might 
benefit from.  We can make calls to agencies 
on your behalf or support you to do it yourself. 

High quality information on a range of local 
services and activities will be provided to you 
by our knowledgeable and skilled support 
workers, helping you to live well at home.

Additional	security

If you want, a key-safe can be fixed to the 
outside of your home, so that your relatives, 
neighbours or friends can get access to your 
home in an emergency or when you can’t 
answer the door. We can also offer you a home 
fire safety check, with the installation of fire 
alarms and a range of other home safety aids. 
Please ask one of our friendly colleagues.
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Meeting	rooms

Our service has access to sheltered housing 
community rooms, which are open to people 
from the wider community like you. Going to 
leisure activities in local community rooms is 
a great way to meet other people and join in 
with the wider community. The rooms can also 
be used for other events such as family events 
or birthdays.

If you, your relatives or friends want to use 
these facilities for private hire, please talk to 
one of our support workers to arrange this. 

Guest	rooms

We have guest rooms available at sheltered 
sites in 13 locations across Bath and North East 
Somerset.

Kingsmead Court, Bath BA1 1XB   
01225 366331

Park House, Bath BA2 3TN    
01225 366331

Trinity Road, Combe Down, Bath BA2 5AD 
01225 366332

Avon Court, Bath BA1 7NT    
01225 366332

Mountain Wood, Bathford BA1 7SB  
01225 366332

St Nicholas Court, Bathampton BA2 6UZ  
01225 366332

Manor Close, Wellow BA2 8RA   
01225 366333

St Johns Close, Peasedown BA2 8JG  
01225 366333

Welton Vale, Midsomer Norton BA3 2BG  
01225 366333

The Labbott, Keynsham Bs31 1BD   
01225 366334

Greenacres Court, Midsomer Norton BA3 2FJ 
01761 417934

Hawthorn Court, Keynsham BS31 1BF  
0117 986 5292

St Johns Court, Bathwick BA2 6PY   
01225 469749

If you would like to access a guest room for 
friends and family please contact is to find out 
about charges and guidelines.

Meeting	your	cultural	and	religious	
needs

We will do everything we can to support you 
in ways that meet your cultural, religious or 
lifestyle needs. We can help you to find groups 
and places of worship that will support you to 
meet your cultural or religious needs. We can 
provide you with a list of places of worship and 
details of religious centres of all faiths in your 
local and surrounding area. If you would like 
this information please ask us.

Do let us know if you have beliefs or cultural 
traditions that we can support you with.

Reporting	a	repair Meeting	your	needs

If you are able to do so and you live in a Curo 
property, you should report your own repair as 
you will be the best person to provide all the 
relevant information.

However, if you don’t feel confident to report it 
yourself or if live in a home you own, then ask 
your support worker who will be happy to do it 
on your behalf.

If	you	are	a	Curo	resident	you	can	
report	a	repair	by:

Calling 01225 366000

Writing to us at: 
Repairs, 
The Maltings, 
River Place, 
Lower Bristol Road, 
Bath, 
BA2 1EP

Emailing repairs@curo-group.
co.uk

Using the reporting repairs 
form on our website 
www.curo-group.co.uk/reportit

If	you	are	in	your	own	home	–	how	to	
get	a	repair/small	job	done

If you are living in your own home we will 
contact a care and repair service who can do 
repairs and small jobs for a small charge. We 
can give you the number or help make the call 
with you. We can also arrange home cleans or 
clearances if you need this.
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If you would like to become involved in social 
activities and local events, your support worker 
can help you find out when and where these 
take place, help to organise activities of your 
own, and even work out the transport options.

We work in partnership with a range of  
groups delivering established activities, 
including singing and dancing sessions, 
coffee mornings and social activities in 
communal meeting rooms. Please do always 
feel welcome to join in, whatever your age or 
mobility – everyone is welcome!

We are here to help you build a vibrant 
community. We can help arrange for guest 
agencies and voluntary groups to come to 
local meetings and give useful advice or 
information on topics such as fire safety, 
preventing falls, safety in the home, and health 
and well-being. If you have suggestions for 
fun, low-cost activities then do let us know, or 
you might like to help organise events and 
opportunities for get-togethers.

What	if	I	have	to	go	away	or	into	
hospital?

We know you will have times when you are not 
at home, such as going on holiday, day trips or 
appointments. Please let us know in advance 
by calling us on the phone number provided 
or by pushing your alarm button and letting 
the alarm response centre know. If you need a 
list of contact numbers just ask us for one.

Do let us know when you are going away if 
possible, as it will avoid your support worker 
contacting your family or friends to check that 
you are OK.

Sometimes an emergency hospital admission 
can happen and if the emergency services are 
called, the alarm response centre operator will 
let us know by sending us an email which we 
pick up each morning.

If a member of our support team is with you 
whilst you wait for the ambulance, then they 
will make sure that you have all the necessary 
items to take with you, such as medication 
and clothing. They will then make sure your 
home is secure and close family or friends are 
contacted if you wish.

The	role	of	the	Independent	Living	Team What	else	can	we	help	with?

Most of the time, you will see the same small 
group of support workers. Your support 
worker will provide you with a contact 
telephone number and email address so 
you can contact them in a way that suits you. 
However, if they are unavailable there is a team 
on hand that will be able to help you when 
you need it. If you have a question, need to 
get in touch or require an urgent visit from us 
call your support worker on their phone or the 
office directly on 0300 123 2461.

On occasion our support workers may be on 
leave, unwell or move to new jobs. In these 
instances we make sure you are introduced 
to another member of the team. We aim to 
minimise changes to the people who support 
you and will notify you in advance when this 
happens.

Our	support	teams	will	always:
•	 Provide you with a service based on your 

needs and wishes.

•	 Listen to what you want that will help you to 
live independently.

•	 Provide you with high quality information.

• Be aware and respectful of your culture and 
beliefs.

•	 Encourage you in your independence and 
well-being, both as an individual and as part 
of your community.

• Respect your rights to confidentiality, privacy 
and dignity.

• Provide you with a service that is 
accountable and professional, always acting 
with honesty and integrity.

Things	our	support	teams	are	unable	
to	do:
• Provide personal care with washing and 

dressing.

• Undertake gardening tasks.
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You	have	the	following	rights

The right to:

•	 Tell us what works and what doesn’t work  
 about the service, so that we can improve  
 what we do all the time.

•	 Be consulted before any significant change  
 in the way the service is delivered.

•	 Be treated with respect by all Curo   
 colleagues, and to have your views and  
 wishes considered.

•	 Have your personal and cultural beliefs  
 respected at all times.

•	 Have a service focused on independent  
 living from us and to choose the level of  
 service that you get from us.

•	 Have a 24-hour, on-call service to ensure  
 your safety and security via an alarm. 

•	 Have a support plan completed and to  
 request a review at any time.

•	 Plan your support with relatives, friends or  
 other people who support you if you want  
 them involved. 

•	 Receive high quality information about  
 your choices from Curo colleagues. Where  
 we cannot provide information, they will  
 contact someone who can help.

•	 Know how to complain or make a   
 compliment about the service.

•	 Be supported in accessing services, social  
 and leisure activities, religious and cultural  
 organisations.

•	 Have visitors, and to receive family and  
 friends, and to have them treated with  
 respect.

• Involve yourself in our service users’   
 steering group, Planning Live, ‘SHOP’ group  
 and other formal and informal ways of  
 making your views heard.
• Make a complaint about the service and  
 receive a reasonable response to your  
 complaint within set timescales.

•	 Make decisions around your own care and  
 support.

In return, we ask that you:

•	 Let us know what we do well and what we  
 could do better (01225 366195).

•	 Help us to understand your needs.

•	 Pay any charges due for the service.

•	 Treat our colleagues the way you would  
 expect to be treated.

Your	rights	and	responsibilities

Coming	home	from	hospital

If you need help coming home from hospital, 
get in touch with us and we can help you to 
make arrangements and a plan that suits you.

When you return, please call us and let us 
know you have arrived home. You may want 
to call your support team member on the 
office number or their mobile so they can visit 
you, see how you are, and talk about what you 
might need. We will also update any changes 
on your Lifestyle Plan if necessary.

Your support worker may be able to help you 
return to your home a little earlier (as long as 
the medical staff agree) by providing you with 
more frequent home visits. They can also get 
essential shopping you may need on your 
return.

Need	changes	to	your	home	before	
coming	out	of	hospital?

Also available is the Step-Down from Hospital 
apartments, provided by Curo in partnership 
with a care provider. These are fully furnished 
apartments available for up to 12 weeks. 

They are free and include a tailored care 
and support package for each person. They 
are for people who are ready to go home 
from hospital, but are waiting for repairs or 
adaptations to their property, or for another 
property to be identified, and so they cannot 
go home yet. Ask one of our team for more 
details or call 01225 366135 if you or someone 
you know might benefit.

Volunteer	or	join	our	steering	group

We are keen to improve and we monitor 
all that we do with the people that use our 
service. If you want to help us make a really 
great service and are happy to come to 
meetings in accessible venues then let us 
know.

If want to become a volunteer and help us:

•	 go to community activities with people;

•	 support someone with memory loss; or

• be a representative on a steering group;

then do please apply – all our volunteers have 
a criminal record-check, induction and training.
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Pendants	or	push-button	alarm

The pendant gives you peace of mind, 
knowing that you will be able to call for help in 
an emergency.

Your pendant is programmed to work in your 
property. It will sometimes work within a short 
range of your property, as it operates using 
radio signals. Sometimes this includes the 
garden area close to the property.

If you are going away or going into hospital, 
please leave your pendant/push-button alarm 
somewhere obvious in your property near the 
entrance.

We will ask you to test your pendant and 
module at least once every three months 
to make sure all the equipment is working 
properly – or we can do this for you if you 
request it.

What	happens	when	I	press	my	
pendant?

There can be a wait of between 10 seconds 
and two minutes before your call is answered 
by our trained and trusted alarm response 
centre. They will ask if you are alright and if 
there is anything they can do.

If you are unable to speak it is usual practice 
for an ambulance to be called, so we can 
ensure your well-being.

Fire	prevention

We offer a free fire safety inspection visit 
conducted by Avon & Somerset Fire & Rescue 
Service. 

In case of a fire, press your pendant 
or call 999:
•	 Your evacuation plan will be agreed with  
 you as part of your support plan.

•	 Do not go back inside until you are told it 
 is safe. 

•	 If you cannot get outside your home, get  
 as far from the fire as you can and close  
 the doors between you and the fire. Open  
 an outside window and stay by it so you can  
 breathe fresh air and attract attention. 

•	 If you live in a communal building, you are
 safer inside your flat than trying to escape, 
 because there may be smoke or fire in 
 the communal areas, whereas the flat is 
 constructed to resist fire. 

•	 You should not use any lifts in a fire. 

Events	and	get-togethers Your	security	and	safety

We hold events every couple of months which 
are open to everyone who is supported by our 
service; these are called Planning Live. We get 
together to celebrate what we do, have fun, 
watch presentations on things of interest and 
meet volunteers and other staff. If you would 
like to come, just get in touch – we can often 
help with transport.

What	am	I	entitled	to?

Lots of people enjoy the benefits of extra 
income. Our trained team members can help 
you if you think you might not be getting all of 
your entitlements.

They can make arrangements for you to have 
any forms sent to you, or for you to have an 
assessment with the Department of Work 
and Pensions. If you need some help filling 
in forms, our support workers will always be 
happy to help you.

Below are some of the main entitlements you 
may be able to apply for. If you think any of 
these may help to maximise your income, 
then please talk to our trained support 
workers.

•	 Universal Credit.

•	 State Retirement Pension.

• Housing Benefit.

• Pension Credit.

• Attendance Allowance.

• Carer’s Allowance.

• Council Tax.

• Personalised Independence Payments.

• Winter Fuel Payments.

• Personal budgets.

• Grants for one-off items.

If you are experiencing any financial difficulties, 
then please let us know so we can help you to 
plan your financial future with our input. Talk to 
your support worker if you want to, or call the 
National Debtline on 0808 808 4000. 

Free	bus	pass

We can help you check with your local 
authority on criteria for a free bus pass.

Gifts	and	hospitality	policy

Curo colleagues are professional, paid 
employees and do not expect to be given 
gifts. We would prefer it if you recognise our 
colleagues through a complimentary card, 
email or letter, however we realise sometimes 
residents or their families may wish to give a 
small gift. Our colleagues have to let us know if 
they receive a gift from you. 
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The following precautions are simple and 
practical measures you can take to protect 
yourself and your home:

•	 Always secure your windows and doors. This 
is considered good practice, even during 
the day when you are home, but especially 
before you go out or go to bed.

•	 Beware of callers who attempt to distract 
you in any way. They may in some instances 
have an accomplice who could enter your 
home while you are distracted.

•	 Draw your curtains and turn on a light and 
radio before going out for the evening.

•	 Keep your valuables out of sight. 

•	 When someone knocks at your door, think 
before you open it. Use your spy hole or 
look through your window. If you have 
a door chain, use it to secure your door 
before opening it and ask the person 
questions before deciding whether or not 
you want to allow them into your home. 

•	 If you are unsure, then don’t let the person 
in. Close and lock the door and call us or the 
police to check. A genuine caller will never 
mind being asked to prove their identity. If 
they say they work for Curo and you are still 
unsure, feel free to call us to be certain on 
01225 366000. 

If you use a key fob attached to your property
keys, we strongly advise you not to write your
name and address on it in case you lose it.

Outside	working	hours Preventing	crime

We offer support out-of-hours through our 
alarm response service.  If you need support 
outside working hours in an emergency then 
you can push your alarm button. The alarm 
connects to a person in an experienced 
alarm response team who will ask you what 
you need. They will help you to decide the 
response you require or, if no response 
is made, they will contact the emergency 
services. 

The alarm response centre will hold details of 
the key-holder you have nominated. If they 
cannot make contact, or if you don’t have 
key contacts, the operator will work out which 
service to call and will phone the emergency 
services to visit you.

Please keep your pendant safe. If you lose or 
break a pendant we are happy to replace it.

If this happens more than once we may need 
to charge you the cost of replacement (up to 
£65).
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Safeguarding	adults	from	abuse Getting	involved

We want to continually improve the quality 
of the services we provide. We know the best 
way to do this is to find out what you think and 
respond to your ideas.

If you would like to join local groups and 
activities, or even become a volunteer, your 
support worker can help you find out more. 
Alternatively do call or email us using the 
details below.

You	can	let	us	know	what	you	think	
about	our	services	by:
• Talking to us by telephone or at face-to-face 

meetings.

•	 Filling in questionnaires.

•	 Going to local meetings in your area.

•	 Calling us on 0300 123 2461 or emailing  
independentlivingservice@curo-group.co.uk

Planning	for	the	future

We are happy to help you: 

•	 Plan what you want or might need for the 
future and how you might fund it.

•	 Make a smooth transition to new services.

•	 Arrange personal care in your own home 
from a care company of your choice if you 
need it.

•	 Decide if you need to consider ‘Extra Care’ 
housing where you would have your own 
flat with a 24-hour care team on-site.

Get advice on making plans for the future or 
after bereavement.

We want to help make living in your home an
enjoyable and fulfilling experience, however
we recognise that sometimes people may
experience abuse or mistreatment from
people they know, relatives or strangers. If this
is happening to you we are here to help.

Abuse is when someone does something to 
another person that hurts them, damages 
their quality of life or puts them at risk of harm. 
It can be a criminal act or something done 
consciously or unconsciously. It can happen 
once or repeatedly.

Abuse can take many forms and can include 
any of the following:

• Physical abuse.

• Emotional abuse – threats and bullying.

• Financial abuse – taking or using another 
person’s money or benefits without their 
permission.

• Sexual abuse.

• Institutional abuse – in a health or social 
care setting, care home, hospital or in your 
own home.

If someone is behaving to you or someone 
else in a way that you don’t like or you are 
worried about, please let your Curo support 
worker or a senior manager within the 
team know  so that we can help you. Call us 
on 0300 123 2461.

Accidents

If you discover that an accident has taken 
place and somebody is injured, please call the 
emergency services.

If you are still unsure, you should press your 
pendant. Your call will be answered by the 
alarm response centre operator who will 
contact our support workers. Never worry 
about being a nuisance; we are here to help or 
advise you at all times.
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Leaving	our	service

An acknowledgement of the appeal and 
confirmation that it has progressed to Stage 
2 will be sent within three working days. 
Following investigation a full written response 
will be issued within 10 working days of the 
appeal progressing to this stage. If it is not 
possible to respond fully within 10 working 
days, we will let you know when a response 
may be expected and tell you if there is any 
further delay.

The written response will say whether the 
appeal has been upheld (in part or whole) 
or dismissed and will give the reasons for 
the decision. Curo may ask a mediator to 
help resolve the matter or may agree to the 
appointment of an independent arbitrator 
acceptable to both parties. Their findings 
would be binding.

If	you	remain	dissatisfied	you	should	refer	
your	complaint	to	a	“Designated	Person”.	
This	could	be:	

• Your local Councillor 

•	 Any Member of Parliament (MP) in England, 
or 

•	 A designated tenant panel (if one has been 
established) 

We can provide you with the contact details 
for these people if you would like to do this. 
The role of the Designated Person is to review 
information from both you and us and make 
recommendations which they feel will resolve 
your concerns. 

The Designated Person can also refer your 
complaint to the Housing Ombudsman if they 
feel this is the right thing to do. 

The Housing Ombudsman Service is a free 
scheme that deals with complaints about 
registered housing providers like us. They 
will only consider your complaint if you have 
followed our complaints procedure first. 
You can refer your complaint directly to the 
Housing Ombudsman yourself after eight 
weeks have passed from the time we sent you 
our Management Review final response.

There	are	a	number	of	reasons	why	
you	might	leave	our	service:
•	 to move to alternative accommodation 

more suitable for your needs

•	 You no longer need the level of service 
provided.

If you are planning to leave us we will always 
support you wherever possible to prepare and 
help you access any advice you need. This 
might include advice on the following:

• appropriate alternative accommodation

•	 suitable support services

•	 dealing with a bereavement of a loved one

NB In exceptional circumstances we may need 
to end the service we offer you. This would 
only happen as a last resort and for example 
might be where we felt that behaviour or 
conduct towards another resident or member 
of staff was abusive or unacceptable. If this 
happened you would always be informed in 
writing of the reasons for our decision and 
have the right to appeal.

How	to	appeal	an	end	of	service	if	you
wish	it	to	continue

You have the right to appeal a decision to 
end your service. Staff will offer and provide 
assistance as necessary.

Appeals may be made by you as the 
service user or  someone acting on your 
behalf, for example friends, family or a legal 
representative.

Stage	1:	Service	Manager

You should put any appeal in writing, by 
phone, text or email to the Service Manager 
within five working days of receiving 
notification. Please tell us why you think the 
decision was unfair or wrong. 

It is important that appeals are responded to 
as quickly as possible. An acknowledgement 
of the appeal will be sent within three working 
days of its receipt and a full written response 
within 10 working days. If it is not possible to 
respond fully within 10 working days, we will let 
you know when a response may be expected 
and keep you informed if there is any further 
delay.

Stage	2:	Head	of	Operations

If you are not satisfied with the response 
from the Service Manager you may appeal 
their decision. Please write to, phone, text or 
email the Head of Operations, Curo Care and 
Support at The Maltings saying why you feel 
the decision has been unsatisfactory. This must 
be done within five working days of receipt of 
the outcome at stage 1. 
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We	want	to	hear	from	you

We welcome all of your comments and are 
keen to hear when we have got things wrong 
or done particularly well, so that we can learn 
and continually improve our service.

We aim to give a high standard of service, so 
we need to know when we get things right and 
where we need to improve. All compliments 
and complaints are recorded to help us 
monitor and continually improve our service. 
We will always give you feedback or an update 
on progress when you make a complaint.

You can make complaints to any Curo 
colleague. This can be by telephone, letter, by 
email or in person.

01225 366000

independentlivingservice@curo-group.co.uk

Write to our Complaints Co-ordinator at: 
Curo
The Maltings
River Place
Lower Bristol Road
Bath, BA2 1EP
 

Comments,	compliments	and	complaints



Curo
The	Maltings
River	Place
Lower	Bristol	Road
Bath	BA2	1EP

www.curo-group.co.uk

Phone	us	01225	366000

Email	us	hello@curo-group.co.uk	

Tweet	us	@AskCuro

Message	us	via	Facebook

Live	Chat	via	our	website

Use	On-line	forms	via	our	website	

Visit	us	in	Bath,	Keynsham,	Midsomer	Norton	or	Bristol
Please	see	website	for	addresses	and	opening	hours	

If	you	would	like	this	information	in	an	
alternative	format	please	get	in	touch.
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