
3. 
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Local Government Ombudsman, PO Box 4771, Coventry, CV4 0EH 
Telephone: 0300 061 0614 Fax: 024 7682 0001 www.Igo.org.uk 

We welcome and encourage open communication, between the organisation, residents, relatives and
visiting professionals. 

We are always seeking ways to improve the quality of our service in order to improve resident 
satisfaction. All positive feedback can be given direct to the teams the home which will be recorded to 
demonstrate good practise and be fed back to the team. For more serious matters or where concerns

arise, the following complaints procedure should be 
followed. 

1. In the first instance, the General Manager should be made aware of your concerns who will then 
instigate an investigation. A response will be provided within 28 days as it may be necessary to 
consult with members of the team in addition to reviewing documentation. This period may be 
extended, in writing, should further time for investigation be required. 

2. If the matter remains unresolved, the complainant may, at any stage refer the complaint in writing 
to: 

Jude Shibu
Athena Care Homes 

Unit 5, Russell House, Russell Square,
 Southfields Business Park, Hornsby Way, 

Laindon, Essex, SS15 6TF 
Telephone: 0208 536 6690 

Email: enquiries@athenacarehomes.co.uk 

All written complaints will be acknowledged within 3 working days and all complaints will be 
responded to in writing within 28 days. 

Complainants are at liberty at any time to contact the registration authority (see below). The home 
also has a duty to inform the relevant authority of a serious complaint made against it. 

CQC National Customer Service Centre, Citygate, Gallowgate, Newcastle Upon Tyne, NE1 4PA 
Telephone: 03000 616161 Fax: 03000 616171 email: www.cqc.org.uk/contact-us 

5.  If you are unhappy with the outcome of your feedback or the way in which it was handled, you are 
at liberty to contact the local government ombudsman. 
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