avenues

Our Family Charter

Avenues values the family members and friends of the people we support and feel very privileged to
be entrusted with the care and support of your loved ones.

We recognise that “Family” can mean different things to people. As well as parents, step parents and
siblings it can include extended family members such as cousins, grandparents, aunts, uncles, nieces,
and nephews. People can also consider other significant people in their lives such as friends as their
closest person. We accept the feelings of each person we support regarding who counts as their
family, and this charter applies to all those people.

Our values of Respect, Integrity, Pride, and Excellence underpin everything we do including our
pledge to families and friends and we ask that we work together with you to uphold these values.

I
A4 Respect
W We treat people as we would wish to be treated ourselves.

What we at Avenues will do:

¢ We will uphold and promote the right to privacy, dignity, choice, control, and independence; for
all of the people we support.

¢ We will ensure you are welcomed, that we value your experience and views and we will freat you
with dignity and respect.

e We will respect your loved one's cultural needs.

e We will keep in touch with you and communicate with you in a mutually agreed way, for example,
letter, telephone email or face to face.

¢ We will listen to what you tell us and act on what you say.

 We will operate a zero tolerance policy to any behaviour from staff or visitors that may affect the
wellbeing of someone we support or our staff.

What we ask of you:

¢ That you understand and respect that your loved one has the right to make their own choices.

¢ That you adhere to the visitor's guidance that is in place for the service your loved one lives in

¢ That you please keep us up to date with any changes to your contact details or information that
may affect your loved one

e That you treat all Avenues staff with respect and courtesy

¢ That you treat other people who live in the service and their families and friends with respect and
courtesy.

e That you respect the contribution that others, including Avenues staff, play in your relative’s life e.g.
Care managers, friends and advocates;



What we at Avenues will do:
We will listen to your loved one to ensure that we understand their wishes and help them to make

choices in their lives. We will do this by using the method of communication that suits them so that
we will know what they really want.

We will support every person’s likes, dislikes, and wishes, and make every effort to change our
support to fit in with how they want to do things.

We will support your relative’s right to establish and maintain positive and healthy relationships with
all the people who are important to them, unless they do not wish fo.

We will recognise and positively and safely manage any potential risks to your relative when
supporting them to achieve the things that they want to do.

We will be open and honest about the decisions we make and why we made them.

We will try not to make promises we can't keep.

We will have honest conversations with you and share as much information as we are able to. We
won't have all the answers, but we will work together to try and find a solution.

We will do what we say we are going to do, keep in fouch about actions and get back to people
when we say we will, even if we don't have the full answer. We will not over-promise and will let
people know if things have to change.

We will tell you if things go wrong or don't work and will strive to make things right. If things go
wrong rather than look for someone to blame, we will work with everyone involved to resolve it.
We will earn your trust by listening to, responding, and acting on your concerns.

We will provide you with the opportunity to meet to discuss concerns and we will encourage an
open and honest exchange, focusing on how we can improve and resolve things.

We will work with you to challenge any inequalities that your loved one may face.

What we ask of you:

Please provide us with any information you may have about your relative’s life that will give us a
clearer understanding of their likes, dislikes and support needs.

If we aren’t keeping to this charter, let us know and work with us to help us understand how to do
better.
When circumstances beyond our control cause problems, work with us to find solutions.




Pride
The work we do is something we want to tell others we are part of.

What we at Avenues will do:

We will inform and reassure you about the support being given to your relative, unless they ask us
not to.

We will ensure our services comply with the standards set by relevant external regulators and that
we comply with these for example the Care Quality Commission.

We will share good news with you.

We will be clear on how we communicate and communicate in ways that make sense for each
family. We will notice when things need to be said and support families with direct and clear
pathways.

We will encourage and support everyone to speak openly and honestly fogether and challenge
limiting beliefs. We will involve families in decision-making where they, and their loved one wish
them to be involved.

We will get to know and understand each family, understanding that each family is unique. We will
always involve families when they and their loved one wish them to be involved. We will be
creative in how we interact and actively encourage strong circles of support.

We will review support throughout the year and ensure that the expectations for both families and
staff are clear. We will ensure we have your input into the support plans for your loved one unless
they state that they do not want this.

We will provide families with invitations to any local family events that may take place

What we ask of you:

Let us know when we do well, everyone likes to be appreciated.
Support us to promote and communicate what we do where you are able




@

@ Excellence

We don't settle for OK, we are determined to achieve more.

What we at Avenues will do:

¢ We will always put the person we support at the centre of everything we do

e We will ensure that staff are fully tfrained to provide the right support for your relative.

¢ We will learn new things, welcome ideas from families, expect and invite feedback, and learn and
take action from this.

¢ We will listen to the worries and concerns of families as well as the positives.

o We will provide families with the contact details of the key people who provide your loved one's
support and encourage communication.

¢ We will inform you of how information is shared with you, how it is communicated, and how you
can be involved with decisions and the person’s life.

e We willinform you of how to raise any comments, concerns or complaints you may have about the
support your loved one is receiving.

¢ We will provide families with an opportunity to have their say through a family group, events, and
surveys.

What we ask of you:
¢ Please let us know if you have any concerns, no matter how small, as soon as they arise and work
with us to resolve them. The service manager is your first point of contact for most issues
e If we get something wrong, please use our complaints system; this is so we can show when we have
put things right.

This Charter has been co-produced by people we support and their families.
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