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13 August 2008  
 
 
CSCI 
Merseyside Area Office 
2nd Floor South Wing 
Burlington House 
Crosby Road North 
Waterloo 
Liverpool 
L22 OLG 
 
For the attention of Wendy Smith  
 
 
Dear Sirs 
 
Belong Macclesfield 
 
Thank you for your recent letter dated 25 July. I would like to take the opportunity to 
formally respond to your requirements and recommendations.   
 
Choice of Home 
Following recent customer feedback we are now ensuring that each new resident 
receives their own bound copy of “Your guide to living in Belong Macclesfield” when 
they arrive in the village. Each household continues to have a copy available for anyone 
to view.  
 
Complaints Process 
There are copies of the CLS Customer Feedback procedure available in the entrance to 
the village along with the relevant section out of ‘Your Guide to Living’. We also provide 
leaflets in reception. 
 
Each household now has a customer feedback book within the entrance area and we 
actively encourage our visitors to provide feedback. Following a recent meeting with 
families we have decided to hold regular household meetings which will include families 
and friends of residents. Belinda Jones will lead on this process. 
 
We are currently developing our annual customer satisfaction survey.   
 
Willow House 
The intermediate care team have provided some training for support staff and more 
rehabilitation training is planned. We are continuously improving Care documentation in 
partnership with the PCT.  We have now put a counter signatory on Medication record 
sheets when they are handwritten to confirm accuracy.   
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CSCI 
Merseyside Area Office 
Liverpool 
 
 
 
Storage procedures have been addressed and when wardrobes are used for storage of 
medication, keys are now kept secure.   
 
Health and Personal Care 
Bedrails – A review of the assessment was carried out on the same day of the visit and 
1 rail was removed. For those residents using bed rails, protectors are in place.  
 
Complaints 
The index of complaints is kept electronically and was made available for inspection 
prior to the regulators’ leaving the building.  However, the offer to view this information 
was not taken up. 
 
Regarding the complaint dated 16 July, an initial investigation had taken place prior to 
the letter sent on 22 July.  However the purpose of the invitation to the meeting was to 
gather more information and to clarify concerns. We believe that our procedures were 
followed.  This complaint is now resolved. 
 
The electronic files demonstrated that the existing customer feedback policy for the CLS 
group is being followed. The Customer Feedback Manager and Operations Director are 
currently developing the Customer Feedback procedures in line with the Belong Values.  
It is our intention that every resident and family member will be clear on the process. 
 
Management 
We would like to confirm, as we discussed during the visit on 23 July, that the registered 
manager, Belinda Jones, is responsible on a day to day basis, for all aspects of care 
and support provided to residents living within our households and having been a 
registered manager for a number of years Belinda fully understands her legal 
obligations under the Care Standards Act and regulations.   
 
I would also like to confirm that we have appointed our new General Manager, Simon 
Norris, for Belong Macclesfield. Simon takes up position on 8 September 2008.  
 
Please do not hesitate to contact me should you require any more information.  
 
Yours faithfully 
 
 
 
 
 
 
Nick Dykes 
Chief Executive 
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