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This booklet has beeh desighed especCially for young people to help
you get t0 Khow what we do Henderson Road Children’s home.

There are probably a [0t Of things that you would like t0 Khow
about the home and this booklet will hopefully attempt to ahswer
most Of the questions you might have — as well as some things you
hadn’t thought about.

Feel free to ask about ahything you don’t unhderstand, the staff will
be happy to help. If there is anything you think we should include
in this guide that we haven’t already, then please let us khow. NO
ohe is more suited to inform this guide than you, the younhg people
who live here.

There are manhy different reasons why young people come to live
here. You will heed some time to settle in but remember all the
youhg people who stay here had a first day too and everyonhe will
help you to get used to being here.

go, if youre hot too bored already and you wanht to find out
more...read on.



Hendersoh road Children’s Home is a large house with bedrooms
FOr up to ¢ youhg people Who are aged 11 t0 17 Years. There are SiX
bedrooms ih the house, two Of wWhiCh are for SstafF. There will
always be two staff overnhight in the home.

Henderson Road is situated in Simonside. e are Close tO a big
TesCo supermarket, and we are also onh a bus route and Close to
tOW metro Stations, SO it iS easy fOr You to get out ahd about while
you’re iving here.

Simonside is in South Tyneside, we have |ots Of [ovely places to Visit
close by including the beautiful Coastline and beaches, Haven
point anhd Temple Park |eisure centres, the Aord [oCal library, the
Customs House theatre and Cinema, Simonside outdoor centre,
the dunhes bowling and arCades and many other attracCtions
including parks, Cinemas, restaurants, anhd museums. We will get to
Khow your likes and interests and plan lots of niCe things to do ahd
places to Visit.



What can Henderson Road do to help you?

e When you come to stay with us, we Will Create a Care plah which
is individual to you, this will outline how we will Care for you and
what we will help you with. e will work with you, your Care team,
and your family t0 make sure we are all working together to help
ahd support you.

We will-

. Help you to make good choices ahd improve your
relationships with your family ahd friends.

. Help to support You anhd your family to recognise your
strengths and enable you to use them.

. Help you to feel safe, secure, Cared for ahd listened to.

. Help ahd suppOrt You by Offering the opportunity fOr you to
develop and learn life sKills, meet hew people, ahd have hew
experiences.

. Help you with your problems whether this is for example
around relationships or unhderstanding your feelings and
emotions.

. Help you find places in the community that You Cah access
ahd en)oy.

. Support with difficult situations, give advice, ahd support
t0 help You overcome problems.

. Help you to learh hew sKills fOr when you move onh from
Hendersoh Road such as cooking, Cleanhing and laundry tasks,
shopping, mahaging money anhd making appointments fOor example
with the doctor or dentist.

We aim to-

. Provide a safe ahd happy home for you to live

. Ihvolve you in all decisions that affect you

e  Gupport ¢ advise you about your education and health



What is the home like?

Aside from your own bedroom, there are a humber of other
yooms to use in the house. IAJe hope that you like the deco, we
have listened to young people and used their ideas to design the
yooms SO that they are cosy and homely, and we would [ove you to
give us more ideas for how we Canh improve the home ahd make it
even better.

We have a Cosy room —this room is Small and has a SOfa ahd also 2
comfy gaming bean bags. There is a PS¢ ih here and a selection of
board games and [ ego.

Next door to the COSsY rOOm iS our aCtivity room. This iS a bigger
ryoom with a large table. Ideal for arts, Crafts ahd plaYying board
games. TAJe also have a selection Of arts ahd Crafts material in this
yoom including pens, paints, and a large Chalk board.

The living room has a large sofa and a large Smart TV with NetfliX
and DVD plaYer. We have lamps to make the room all Cosy for
movie nights. Attached to the lounhge is our Suhroom which |0OKs
out into the garden. This a lovely bright room with Comfy SOfas to
chill ahd enjoy the sunshine. There is also a door in the suhroom
which opens out into the garden. Mark B has recently painted
the sunroom and added some [oCal lahdmarks, he got some young
people to help him with this, we would |ove for you to be ihvolved
with further artwork for the house.

We have a Kitchen where we prepare ahd Cook our meals. We enjoy
CooKing and bakinhg at Henderson Road ahd would [ove for you to
get involved inh this. Tt's OK if this isht your thing beCause we will
COOK for you. TAJe are lucky enough to have our own resident cChef,
Mark B, he Cooks us some lovely meals ahd bakes amazing scones!
Following on from the KitCchen is our dining room. e love to Sit



together tO eat our tea where we Cah Chat about our day and
spend time together.

We have a lovely big garden at the baCk of the house which is
perfect to spend time in the Spring and Summer. TAle enjoy playing
games outside and having BBQ’s. e have recently been doing
work in the garden and we are Still looking for ideas on how to
make this better.

We want you to feel at home and relax inh your home. There are only
tWO areas downstairs that may be restricted. One is the office, we
heed to keep this loCked when there is ho one in there beCause we
heed tO keep Certain items Safe ahd also, we want to make sure
that confidential information stays safe.

We usually keep the launhdry |ocked when hot in use also. This is
because we store our sharp Khives ih there and also Cleahing
chemicals. We Ccanh opeh this when you heed to use it however.

What are the bedrooms like?

Everyone has their own bedroom when they live here. You will also
get 3 Key SO you Cah keep your bedroom |locked. The staff also have
g key for your room just in Case you |ose yours Or for emergencies.
The rooms are all hicely furnished including bed, Chest of drawers
ahd TV on the wall. There is then a rail Or @ Wardropbe to hanhg your
clothes. All bedrooms have their own en-suite shower room and
toilet for privacy. Before you come to Henderson Road or shortly
after you move in, we Will arrahge a shopping trip to piCK items to
personalise your bedroom. You may also bring belongings with you
t0 Mmake sure you are comfortable in your hew room.

Tt is really important that You |0OK after your room anhd make sure
you keep your things safe. You Will have a |loCkable safe ih your



drawer t0 keep ahything Of Value safe — however if you’d rather,
Staff Will be happy to keep things in our Safe.

Is there interhet?

o~ There is Wi-Fi which will enable you to access the
=" inter-net we just need to keep you safe while using the
- internet and there are certaih restrictions in order to
prevent You aCccessing sites whiCh could cause you any
harm. Staff will work with you to ensure that you have all the
SKills You need tO keep yourself safe online. Staff will discuss the
use of the Wi-Fi when you first come to live with us, ahd we will
asK you tO read ahd Signh our e-safety

agreement.



What is the Food like?
/Z/- When you first come to live at Henhderson

s Road, we will talk to you and try to find out
what sort Of food you like. If you have any
specCial dietary heeds Or are allergic to

anything, tell the staff who work with you
anhd they Wwill try to find the foods which are suitable and things
you like.

Al young people need a healthy balanced
diet. We like tO encourage young people
tO try hew £oods as well as enjoy the foods
that they are used to. We also encourage
you to help out inh the Kitcheh ahd even
learn tO COOK f£Or yourself.

Younhg people are encouraged tO plan
their menu with Staff and if there is something onh any day that you
don’t like, you Can have something else. All you have to do is let
the staff Khow what You would prefer to eat instead.

We tend to have take-away hight onCe a week
also.
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Who will wash my clothes?

Our staff are here to Care for you anhd this means we
will help you to do your washing anhd [00OK after your
clothes and bedding. We will help you to learh how to
do your ownh washing and ironhing as you grow up but
this Will depend on your age and ability. Dont worry if
you don’t know how to do your own washing staff are
here to help.
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Will I et any pocket money?

Everyone who lives at Henderson Road gets pocket monhey. How
much you receive and how this is paid to you depends on your age
anhd individual Circumstances. This Will all be explaihed to you
when you first move in.

Clothing, Footwear and Toiletry Allowance

You will also recCeive a monthly allowance for Clothing and

toiletries. This will be-

e £48.00 per month clothing ahd shoe allowance
e £12.00 tOiletry allowance (although basiC toiletries are also
aVailable at Henhderson Road)
We can also provide travel passes ahd phone tops, againh this will be
individual to your owh need.
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Activity and [eisure

At Henderson Road, we have a Variety thing of available to keep
you busy and entertained. As well as arts ahd Crafts, we have |ots
Of books, board games, Card games Netflix and some outdoor
games. We also have a PS¢ console.

We like t0 get out and about anhd offer a range Of activities and
days out. Moreso during the weekends and school holidays. e like
t0 Know What you are interested ih SO we Can plan activities you
will enjoy. We plan individual activities as well as activities as a
group. This Cah include things in the [oCal area as well as further
afield such as theme parks, City trips, farms, Z00s, museums,
concerts, sports games anhd a whole (ot more.

We also like to support any hobbies you may have as well as you
develop new ones. All You have to do is |et us know what interests
you and we Wwill do our best to help. We have lihks to sports Clubs,
gyms, swimming Clubs, horse riding, Cadets, guides to hame a few.
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When can 1 see my family ahd friends?

Tt is really important that You stay in touch with your family and
Friends if this is positive for you ahd we are happy to help you in
any way we Can:

=fs)- We have a landline phone at Hendersoh Road, one in the
9 OffiCe and one in the acCtivity room whiCh you Cah use to
ring friends and family.

e JFyou haven’t got @ mobile when you arrive, we Will make
sure we get you basiC ohe sO that we Cah keep inh touch
with you if you go out and also so that your friends and
Family can keep in contact. We do ask all young people that
they hand their phohe to Staff, at bedtime, who Will keep it
safe for you. This is t0 ensure you enjoy a good hight’s sleep
in readiness for the following day’s activities, outings or
sChool. Staff Will ensure your phone is given baCk to you the
following morhing as SOON as You wake up.

y Family and friends Can Visit you at Hendersonh Road we
Just ask that You check with us first just SO we Cah sure
we don’t have everyone’s friends and family Vvisiting at the Ssame
time.

13



be leind,

Are there any rules?

Just like every home, we have some rules at Hehdersonh Road which
everyone must StiCK to including the staff. The rules are in place
t0 make it safe and happy for everyone to live here. If you do not
respect the rules staff may consider giving you ah opportuhity to
Complete reparation- (to repair, fiX Or improve a Situation.) This will
always be explaihed to you first SO that You Cah unhderstand what
they are hot happy with.

Examples Of reparations are:

Doing a chore

Paying back money from your pocket money if you damaged
something, although you will be offered the opportuhity to
make things better by fixXing broken things or doing other
tasSKksS if You agree.

If you make a mess — Cleahing it up

If you damage the home - helping to fiX Or redeCorate things

We have a zero tolerance of bullying at Henhderson Road and
measures in place if You ever feel this is happening to you. We
would encourage you to speak with any staff member or a
trusted person (teacher, SoCial worker, family member or
friend) if you feel this is happening to you both in ahd out of
the home. Bullying will hot be tolerated in any form, such as:

Verbal

Physical

Emotional

Direct/indirect (meahing Name Calling to peers/staff)
Cyber bullying

Being unkind about other people’s differences

Anhy incidents of bullying will be dealt with by following our Anti-
bullying Policy.
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We do nhot allow smoking in Henderson Road — either %
young people or adults. This also includes Vaping. Tt is hot ;
only bad for your health; it is hot fair for those around

you who don’t smoke. We will help ahyohe Who smokes to get some
help and support to give up.

What time is bedtime?

Your bedtime Will depend oh your age ahd your routine. BY
‘bedtime’ we mean settling to your room for the hight. You Canh
watCh TV Or read as long as You are winding down for the night.
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Who works at Hendersoh Road?

Meet the team...

My Name is Debbie Rodden and T am the Manager at
Henderson Road. T enjoy ruhning, going for |ong
walks ahd going to the Cinema. ] like pamper nhights
and love Ttaliah food.

My Name is Janine Henson, and I am the deputy
manager at Henderson Road. I enjoy long walks, and
Visits to the beach and the countryside. 1 love theme
parks and ] [ove animals.

My name is Nicola Robson ] love going for walks and
drives while Chatting and listening to musicC. ] like
watcChing a good series and movies. Anything that
makes me laugh or Cry, but ] don’t like sCary ohes. ]
enjoy cooking but I'm hot always Sreat at it (it’s the
effort that counts).

My hame is Greg Bevan. ] [ove my job and 1 enjoy
getting to know Childrenh and young people learhing
about their interests ahd hobbies. T am a keen
football fan, and I am @ Sunderland supporter! 1
love ahimals and I have a dog “Eddie the Pomeranian”
who comes with me to work at Henderson Road.

My favourite food is Indianh, and T always order a
chicken Tikka Masala. I could eat Indian food every hight.
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My Name is Amanda Clark. I love listening to music
Of all Kinds as it makes me happy. I love being
outdoors doing stuff and walking my dog Hetty £)
I'm interested in people and love listening to their
stories about life % 1 enjoy a good movie anhd will
watch anythmg, although you might see me hide behind a cushion
if it’s @ horrorg& 1 love Ttalian food and taly is my most favourite
country in the world [»

My hame is [Lee Henry.] like haVving a laugh and have
some terrible ‘dad jokes’

1 enjoy keeping fit, ] like to do this by running and
going to the gym. I also enjoy photography, reading,
walking my little CoCkapoo, and drinking coffee &3.

My name is Mark Pendleton. T am friendly, enjoy a
good |augh and love to try hew things. I enjoy
Camping, Ccycling and sports. T have lived ih South
Shields for over 30 years, ahd originally, T am from
Colchester.

My name is Mark Blyth, I am a Very Creative person and
love doing things Crafty and arty ] am a Sreat listener. ]
[ove cooking and making new and excCiting recipes. 1
have a Sreat sense of humour and [ove seeing people
laugh and having fun. T have a passion for musiC ahd

~ you will always find me singing my head Off.

17



Alongside the humans, we also have some pets that live at
Henderson Road.

We have 2 Guinea Pig called Teddy and Dusty who live here. We
also have 2 rabbits Called Bert and Ernie who
live in the garden, and they |ove seeing hew
faces especially if you have some treats. Qur
pets are very |oving and plaYful.

Teddy is always squeaking especially first thing oh a morning; I think
he is asking for cucumber which is his favourite.

- Dusty is the younhgest of our pets he will be 1 this
Summer. Dusty ahd Ted have become very good
friends. Dusty |oves spinaCh and leafy greens
these are his favourite.

Bert and Ernie live in the garden. They like to
spend their days playing out, but we have to
Keep ah eye oh them as they are very good at
esCaping!

What is @ keyworker?
When you come to live with us, You will be allocated a key worker.

With your Key Worker, you will:

e e supported with any problems You have in dealing with
relationships and problem solving.
e e supported with your health needs.

18



Be supported ih developing your education, training, or
seeking employment.

TReceive help in improving contaCt anhd relationships with
your family and friends.

Be encouraged to discuss issues when things aren’t going
SO well.

Celebrate when things are going well.

Having fun and enjoying yourself!

Be supported to attend your meetings.

AsS you get older you will receive help with working through
a programme Of life sKills You Will hear us refer to this as
GRAL-Getting Ready for Adult Life.

19



Education & Training

We will do everything we Canh to make sure you get all of the
support and help You heed to further develop your education,

attend training, find employment and reach i
your ambitions: We work with |ots Of 1 Bl B B
ki

providers inCluding colleges ahd
apprenticeship providers, sO we will try anhd
find what’s best for you. WWe understand that you may hot Know
what You waht to do, SO we Cah speak to other professionals who
Canh help.

pretalalala] [ =TT

S

We will make sure you have all the thihgs you heed for
College/training/work (like pens, books, CorreCt Clothing etC.)
We will go to all of your open days.

We will help with any revision/homework.

We will help sort out difficulties/problems you may have.

We will encourage You anhd celebrate effort ahd successes.

If you’re not in educationh, Work or training there is help available
from services such as ILAC, The Place, Princes Trust and
Connexions (to hame only some) who Canh help you find the right
route for you.

s oo We love to hear about and Celebrate your
5. {grs .. achievements, no matter how big or small -
;g\aﬁmns # and we will try to do this as a group as

“  often as we can.

We'll also seek additional educatiohal support from ‘The
Place’ (Project for [ ooked After Children’s Education) if you

would like help to you improve [ aChieve your g0als.

20



Your Health

We think that your health is important, ahd we Will do everything
we Cah to make sure you are fit and well.

i,
CERORP
-

If you nheed toO see a docCtor, dentist, optiCiah Or
sexual health advisor we will support you in making '[,7
appointments and g0 with You if you would like us
t0. €.

Al young people who are |ooked after are invited to have a health
assessment —this is something that is Carried out by either g doctor
or hurse. It's a good thing to have, but you only have to have it if
that’s Okay with you.

Being healthy is also learhing about what’s good for you and what's
not so good. We have good links with a service Called Matrix who
Can offer help ahd advice arouhd alcohol or drug use ahd a Nurse
in respeCt Of sexual health; both these services Can attend the
home Or arrahge appointments fOr You at their service.

We cah even help you relax if you’re feeling stressed or tired by
arranging a massage or a facCial for you by trained professionals
Called HolistiC Therapists, Or by undertaking a Yoga session, just let
us know.

If You have any worries about your health, don’t be frightened to
talK tO Staff about it — we Will be happy to listen and see what Cah
be done to sort things out.

Some young people heed additional support to help them work
through life events and experiences. Support is available from the
Children and Young People’s Service (CYPS) staff will go with you
tO ahy appointments made if you wanht them to. Qur Staff team
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work closely with a ClihiCal psychologist, and she helps us to Care
for you in a hurturing and caring approach. We have monthly
discussions with her to ensure we are |0oKing after to you in the
best way possible. e work in a way to help You recover from any
early life experiences whiCh may Cause you difficulties in your life.
We understand some things you have lived through Cah affect you
as you grow anhd develop, ahd we wanht to help with these.

Identity

We treat everyone as individuals and Celebrate differences. This is
what makes the world interesting. We are strong believers in
treating everyone as equal. We also understand that for some
young people this Cah be a Challenging time when trying to figure
out who they are whether this is through their sexuality, race,
cultural difference, religion, backgrounds, abilities, appearanhce or
even individual likes such as musiC, fashioh styles, friendship
groups (the list Can go on).

If you heed any support Or tO build your networks around things
Such as your sexuality we are here to help, if you or the team feel
you may benefit from other services sucCh as support groups, we
Cah point you in the right direction. Sometimes it helps being with
people Who are oh a Similar life journhey to you.

We know being in Care Canh impacCt the way young people think of
themselves and those around them. Tt is important for us to help
ahd support you ih understanding your past ahd how this Cah
influence Who you are today.

South Tyneside CouncCil offer a life story serviCe using different
artists from a Ccompany Called Blue Cabin. If you are hot already
Khown to the serVice, we Canh help with this. e also see the benefit
Of life story work and would support you with this alongside this
service or with your soCial worker.
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We Knhow that people Cah have different beliefs which cCanh
nhegatively affect the way people feel about themselves. We would

always positively support anhd cChallenge nhegative Vviews ahd
behaviours.
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Cafety

Hendersonh Road has SpecCifiC policies in place to deal with ahy child
protection issues that may heed to be addressed. The team in the
home are familiar With the policies and understand what has to be
done if there are concerns.

The team are traihed toO nhotiCe sighs that might meanh a young
person may at risk. They receive regular training and are supervised
by managers. Henderson Road has a member oOf staff, who is a
Deputy Manager, and she takes lead responsibility for anhy child
protection concerns. This person is Called the Desighated
safeguarding Officer (Jahine Henson).

If you tell a member Of Sstaff Of ahy concerns Or Staff members are
concerned about your safety, this member Of staff or the manhager,
(Debbie) will inform your soCial worker and the [LoCal authority
desighated OffiCer and a meeting will be arranged quICKly to talk
about it ahd make arrahgements to keep You safe.

There might be other people invited to the meetihg such as,
teachers, police, parents or other people Who might khow you. The
team at Henderson Road will Support You every step of the way!!
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Missing from Home

It’s really important that if YOu wanht to stay With family or friends
For anh overnight this will heed to be agreed by staff and your SOCial
worker.

IfF you fail to return at the time, we are expecting you, ahd we Can’t
contacCt You and find out where you are — we will have to inform
the Police to help us find you and make sure You are Safe.

This is something we must do - SO please, if You’re going to be |ate
home, let us Khow. You Cah contaCt Henhderson Road by phone on
0191 4552016.

All Of our young people who have beeh missing Will be offered a
return home interview, this is ah opportuhity fOr you to talk to an
independent person who does hot work at Henhderson Road. The
fOCus Of this interview is t0 ensure you are safe and well and to
|OOK at reasons why you were missing to see how they Canh help and
t0 prevent you becoming missing again.

If you feel that you are not happy at Hendersonh Road for any
reason, and feel the heed to run away, there are |0ts Of people you
Can talk to. Any member Of staff, hot just your key worker, would
be happy to listen to you or if you would like t0 speak to somebody
who does hot work at Henhderson Road, You Cah telephone them in
private onh your mobile, if you have one, Or You Cah ask the staff to
contacCt them for you.

There is a list OFf useful telephone numbers at the end of this guide.
We will always try our best to make your time at Hehderson Road a
safe and happy time.
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Consultation with Young People

At Hendersoh Road we thinhk it is very important that You are as
involved as much as possible inh what happens in your home. TAhen
you come to Henderson Road, you ahd your key workers Will plah
out everything you need to do for the following three months; this
iS Called the residential Care planh. You Cah Write Your owh plah out
and you Cah Say everything you would like to do and who you would
like to help you.

Group meetings

We meet monthly with all oOf the young people to discuss all sorts
Of things that are happening, this might include:

e  Plans for activities or outings

. 1ssues that some people aren’t happy with which are Causing
problems.

. Plans for our home that we wanht you to help with (like
choosing new furniture, décor etc.)

o Discussing the rules of the home.

. Charing positive experiences and things whiCh are working
well SO we Cah do more of it!

Group meetings are generally arranged by the staff but if you
would like to have a group meeting, just ask the staff and this will
be sorted for you. We would |ove the youhg people at Henderson
TRoad to arrange the group meetings themselves with the help of
Staff, but it’s up to you.
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Your Plan, Meetings ahd Jmportant People

s & Whilst at Henderson Road, the
Staff team have to write down
things that you have done
during the day anhd also

anything that has been said in
your meetings etC. This
information is kept ih your

personal file on the home’s

computer anhd is Called Daily
TRecordings. This information is confidential, and ho other younhg
person Will see it. e make sure of this by loCKking it away in a
safe plaCe or store on the computer database (protected). You
Ccan discuss [0oKking at of your files with your Key Worker, but you
must give them some nhotiCe as sometimes we will heed to speak
with your soCial worker around this. Some informationh you will
hot be able to read which is khown as third party information-this
Cah be explaihed to you further.

The aim Of this is to record things that are importaht ih your life
from your point of View. This will help you and us be Clear about
your opinions and wishes and how we Care for you whilst you are
living here.

What are “Care Plans™

Care plans are plahs of the Care You Cah expect to receive whilst
living here at Henhdersoh Road. They will inClude a plah Of actions
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that Will help you enjoy and achieve during your time here at
Henderson Road.

Meetings

There will be meetings held with you quite
regularly, however we do understand that
attending these meetings Cah make you
hervous, but it is really important that you
are part of them — after all, it is about you.
Your keyworker will attend the meetings
with You and if appropriate, your parents
will also be invited to attend.

One of the meetings is Called a Review — this meeting is to make
sure your Plan is right, and you are getting all of the support and
help you need. Before the review, you Will be able to share your
views, which asks you about how you feel about things.

Your Social Worker

Staff work closely with your SocCial Worker and you will see them
poppinhg into Visit you Or attenhd meetings as these Cah sometimes
be at the home.

Your Social Worker will work with you ahd your key workers
throughout your time here to disCuss your future options
regarding where you might move on to. They will also continue to
Support You ohcCe you have left Henderson road .
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Hendersoh Road will offer you some support (if you want it) when
you have left. Ahy suppOrt You receive from Henderson Road will
be included in your Plan when you leave — but even if you don’t
want any, you Can always pop in for a ‘Cuppa and a Chat’ or
discuss anhy problems we might be able to help you with.

Your Independent Reviewing OffFicer TRO)

The personh in Charge Of your review is Called the Ihdependent
TReviewing Officer (TRO); they will come ahd see you before your
review takes place to see how you are doing. The TRO will ensure
that all Your wishes and feelings are taken into consideration in
all aspects Of your Care and enhsure that everybody is doing what
they said they would, to help You. If You want to, Staff will
SuUpport you to Chair your own review, invite the people you
would like ahd set your owh agenda, You Cah even say where you
would like your meeting to be held. You Can contact your IRO by
Calling 0191 4545021 or by writihg to the Children’s Standards
Unit.

Advocacy

Anh advocate is someone Who Canh support You in ensuring that
you are listened to. It might be about things like:

o Wanting some help ih getting something stopped, started
or Chanhged.

e Decisions that are beihg made that you don’t like.

e Helping you make @ complaint.
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NYAS are independent from Hendersoh Road and offer a
confidential service, so they will keep what you say private unless
you Or someone else is in danhger. You Cah conhtact them free on

0800-616101 for help or advice.
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Complaints, Compliments and Questions

If you are really happy about something in our home, we really
want to hear about it, equally, if You feel unhappy about anything
— please talk about it tO @ member Of Staff if You Canh. Most
things Cah be sorted out quiCKly and easily — remember if we don’t
Khow what’s troubling you, we Can’t help.

If YOu feel you Can’t talk it through with Staff, it’s important that
you do discuss it with someone. You could try talking it through
with a member Of your family or soCial worker. OQr we have a
suggestion pboXx that Cah be used to suggest things.

We do have a formal complaints procedure, wWhich is easy to
follow. You will be given some complaints forms whenh you arrive
in Your welcome paCk ahd there are always Spare ones around the
home (SO You don’t even have to ask Staff for onhe). The
Ccomplaints form shows you all the people you Cah talk to if you
wanhted to make Oor complaint Or you Cah fill out the form, put it
in an envelope and post it through the office door with Debbie’s
hame. You Cah ContaCt the complaints officer onh the following
address; Customer Services Mahager, Children, Adults and
Families, South Shields or by ringing 0191 427 1717.

If you do make a formal complaint, the complaints officer will
contacCt You quiCKIy and ask you if you would like ah advocCate to
help you work through the problem. The advocCate does hot work
for us — so is totally independent; they Cah help You exXplain what
the problem is ahd what you wanht dohe about it.
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The advocate works for NYAS, which is the National Youth
Advisory Gervice. They are independent from Henderson Road
ahd Offer a confidential service, SO they will keep what You say
private uhless you or someone else is in danger. You Canh contacCt
them by Calling 0800 616 101.

You Can also get advice and assistance from the Children’s
Commissioner for England, by contacCting them oh: 0800 528 0731,
Or e-mail adviceteam@childrenscommissioner.gsi.govV.uk or by
writing to The office of the Children’s Commissioner, SahCtuary
Buildings, 20 Great Smith Street, [, ondon, SW1P 3BT.
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Inspections

All children’s homes get inspected every year by Ofsted ahd we
hever kKnow when they will arrive. Qur inspector is Called Claire
Webster ahd she will cheCk we are taking Care Of you properly ahd
doing everything we should be doing. Claire would really apprecCiate
it if when she’s here, you would have a Chat with her and tell her
what it like to live here.

If you ever wanht to contact Claire yourself about something, the
contaCt detaqils are at the baCk of this guide.

TResgulation 44 Visits

This is another Visitor wWho comes to Henderson Road every month
our inspector is Called Steve Graham . Steve Calls eaCh month and
checks that things are being done correctly and make sure Yyou are
being properly Cared for. They Will ask you how you fee| about
things if you’re around at the time ahd they may ask if they Can
have a |00k at Your room — if that’s not okay with you, then they
won’t go in.

Independent Visitors

At Hendersonh Road, staff Will help you get involved with the

independent Visitor sCheme, if You Wanht to. They are a Sroup Of
voluhteers working for Action for Children, who will spend time
with you, Choose activities ahd funh days out together, listen and
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respect you, because they only want what’s best for you ahd to
make g positive difference. You Cah ask Staff to help you or
ContacCt them yourself on 0191 230 3682.
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Useful Contacts

Henderson Road 0191 455 2016
Action for Children 0191 230 3682
ChildLine 080011121
Complaints Officer 0191 424 4679
Connexions 0800 328 1898
CYPS 0191 566 5500
Grapevine 0191 451 6180
ILAC Team 0191 427 2830
Independent Review QfFicer 0191 45¢ 5021
LADO 0191 42% 7430
Local Safeguarding Parthership 0191 45¢ 5021
MESMAC NORTH EAST/SHINE 0191 233 1333
Matrix 0191 497 5637
NSPCC Helpline 0800 800 500
NYAS (advocacy) 0800 616 101
PLACE 0191 427 3490
Social Work Teams 0191 427 2830

Ofsted (Children’s Services Regulator)

Telephone 0300 123 1231
Website wWww.ofsted.gov.uk
Email

enquiries@ofsted.gov.uk
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