
Review of care at home services in Gloucestershire 

 

Frequently Asked Questions (FAQs)  

Which organisations will be working in the Urban areas? 

Human Support Group will be working in Gloucester and Comfort Call 
will be working in Cheltenham. 

Will the number of calls I am receiving be reduced? 

If a new care provider is chosen to provide support in your area, you will 
have a re-assessment to see what your needs are before any changes 
are made. This may mean that together, you and your care provider 
might decide that you want them to visit more or less frequently. 
 
No changes will happen without us giving you plenty of notice and for 
many people nothing will change. 
 
Will I still have the same care workers? 
 
If a new care provider is chosen to provide support in your area, you 
may have a different care worker. However, care workers have the 
option of transferring to the new company, so you may be able to keep 
the care workers that you already know. 
 
One of our main aims is to provide a consistent service for people who 
use home care, so we are working with care providers to ensure that, 
wherever possible people have the same care workers to help them. 
 
We will discuss with you what any changes would mean and help you 
explore your options. Those options may include you being able to ask 
for a Direct Payment in order to buy your care from the provider you 
already know. 
 
A direct payment is money the county council can give you to buy 
services or equipment to meet your needs. You spend the money on 
getting the support that meets your assessed needs, such as employing 



personal care assistants, buying in care assistants from an agency or 
buying equipment. 
 
If you don’t want or can’t manage a Direct Payment there may be other 
options available to you and we will discuss those with you before any 
changes are made. 
 
What type of changes will be made? 
 
For many people nothing will change at all. If changes do need to be 
made we will give you plenty of notice.  
 
We will discuss with you what any changes would mean and help you 
explore your options.  
 
One of the aims of reviewing the way that we provide care in people’s 
own homes is that we want care workers to support more people to do 
things for themselves, where that is appropriate. This will help people to 
have greater independence, and hopefully help them to remain living, 
safely, in their own homes for as long as possible. 
 
Care workers will be trying to find ways to help you to get involved in 
local community activities, if that is right for you. They may also suggest 
other support services that could help you – this might be provided by a 
voluntary organisation, such as a local lunch club. 
 
Will I still receive help with the same things I get help with now? 
 
You will be re assessed to make sure you are receiving the help you 
need. 
  
For many people nothing will change at all and no changes will happen 
without us giving you plenty of notice. 
 
 
 
 



Will I need to have another assessment? 
 

If a new care provider is chosen to provide support in your area, your 
care plan will be reviewed so that we can help you understand your 
options. The review will also help you and the new provider to identify 
the best way to support you.  

 
When will I find out what’s happening with my care after the 
changes? 
 
If the provider in your area will be different, we will inform you as soon as 
we can. It may take us up to 12 months to transfer people to their new 
care and support provider. 
 
 
Will I have to start paying for my care? 
 
We are not planning to make any changes to the kind of services that we 
charge for or the way that we assess whether or not people have to pay 
for their care. 

 
Will the care workers come at the same times and stay for as long 
as they do now? 
 
We want the service to be flexible to your needs, and to make sure that 
you have the right amount of support, when you need it, to help you to 
stay living at home independently. 
 
We will be asking providers to deliver the care that you need in a way 
that suits you best. We expect them to talk to you about that and agree 
with you how they will help you. This may mean that together, you and 
your provider might decide that you want them to visit more or less 
frequently. 

 
 
 
 



Will I be able to ask them to do different things for me? 
 
If you feel your needs have changed and you want different types of 
support, you can ask for a reassessment.  

 
How can I find out about getting a Direct Payment? 

 Adult Social Care Helpdesk staff can advise (01452 42 68 68) 

 Look on the GCC website: 
http://www.gloucestershire.gov.uk/directpayments 

 Ask your social worker. 

 
What if I don’t like the new care worker? 

We expect all providers to deliver care of an appropriate standard and 
will be working with them to make sure they are able to fulfil our 
expectations. If they fall short of those standards we, and the providers, 
want to know so they can make any improvements that are needed. 

If the problem is quite straightforward, and you are not at risk of harm, it 
may be best to complain informally. Speak to the manager of the care 
organisation and tell them what is wrong. They will work with you to try 
to sort out any problems. 

If you are not happy with the response that you get, you can make a 
complaint, either to the care organisation or to Gloucestershire County 
Council.  
Write to GCC at: Freepost RRAY-LAYL-HKJX, Shire Hall, Gloucester, 
GL1 2TG.  
Email:  customerservices@gloucestershire.gov.uk 
Telephone: 01452 427614 
Website: http://www.gloucestershire.gov.uk/feedback 

 
Your home care cannot be stopped or reduced if you make a complaint. 
Your care can only be stopped or reduced if you ask for it to be stopped 
or if the council reassesses you as no longer needing home care. 
 



If you are concerned for your own safety or the safety of someone else, 
call the Adult Helpdesk on 01452 42 68 68. They will make sure that you 
get the right help. This may involve contacting the police if a crime has 
been committed.  

 
Will you be checking that the new care workers are as good? 
 
All providers who apply to be part of the Gloucestershire contract will 
receive a Quality Assurance check as part of the evaluation process.  
 
There will be dedicated commissioning officers for areas of the county 
and performance and complaints monitoring will take place. We will have 
a specific team working with the providers to make sure they work to the 
aims of the contract.  
 
All providers will be expected to take part in six monthly self assessment 
checks and will be expected to take part in an annual contract 
monitoring meeting which will focus on the quality of the service. 
 
One of the ways that we will check the quality of the service provided is 
to use Electronic Call Monitoring (ECM). This helps us to make sure that 
care workers are punctual and that you get the amount of care that was 
agreed. We can also see which care workers provided your care.  
 
There is more information on ECM on our website, including the 
answers to some Frequently Asked Questions. 
www.gloucestershire.gov.uk  

 

I pay for my own care at home. Will these changes affect me? 

You will still be able to decide which organisation provides your care and 
support and you can continue to receive support from the agency you do 
now if that is what you want. 

If you feel that your needs have changed, or if your financial 
circumstances have changed and you think that you may be eligible for 
help with care costs, you can ask for a re-assessment of your needs or 
of your finances. 


