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Harmony Community Care Services – Annual Survey Response

Thank you to everyone who took the time to complete this year’s client survey. 38% of the surveys issued were returned. This is a 6% increase on last year’s returns. 

We truly value the responses received and through this audit we wish to provide you with collated data on how the 38% of respondents believe we are performing in each of the following areas:

· Person Centred Care
· Additional Services
· Staffing
· Comments, Compliments, Complaints and Further Information
· Management of Harmony Community Care Services

Person Centred Care

These questions centred on Harmony Community Care  as a provider of care to clients in their own homes and how the service meets the standards expected by you the client. 
	

99% of respondents agreed they were happy with the overall care provided to them, 1% remained neutral. 97% of respondents agreed that they have an active involvement in the care provided, 3% remained neutral. (1.5% answered neutral due to having limited capacity and being unable to have an active involvement.) 100% agreed that they had received a service user guide. 100% agreed they were encouraged to lead an independent life (as much as their condition allows) 67% strongly agreed with this statement 
	100% agreed that Service Users are afforded dignity privacy and respect, off those 81% strongly agreed, 19% generally agreed.


	





100% confirmed they know how to raise a concern and were confident their views would be heard 73% strongly agreed with this statement. 97% of our clients agreed that they would recommend Harmony CCS to others, 81% strongly agreed with this statement. 16% generally agreed. 1.5% remained neutral and 1.5% generally disagreed.

Comments Received: 

“All good”

“ Excellent care given staff very friendly”

“I am very happy with my carers they are all very helpful kind and pleasant”

“Excellent care”

“Standard is good, mostly on time”

“We are very happy with the quality of care Harmony provides”

“ All carers are kind, considerate and very patient. Some of the team have gone over and above to provide care for my daddy, especially in adverse weather conditions Ivor and Louise walking up a very steep hill.

“The carers are friendly and respectful and have adopted to the approach required to work with [ ] , we appreciate this isn’t always easy. We would like to see more encouragement to use the toilet at lunch/tea calls rather than just pad checks as previously agreed. Bed calls have also been getting earlier again the past few weeks and not always the 6.45pm that was agreed.”

“Happy with the Team”

“Excellent all the carers give 100% would be lost without them”.

“Standard is very high, Melvin deserves a special mention”.

“My carer is Diane () she is great caring and so kind”

“We feel very fortunate to have Karolina as our regular (Sunday-Thursday) morning carer she is conscientious, caring and very thorough and has become a family friend and gives us a great start to each day. Lyndsay our weekend regular she also is caring thorough and very supportive with time to chat and help me in many ways. 

“I like the regular girl who comes to wash me, on her days off there is no continuity of provider which means I don’t build a relationship with those”

“Excellent standard, great staff”

“Staff are friendly and address any of my dad’s needs”

“Happy with staff”

“The level of care is good and I haven’t had any issues. The carers are friendly and helpful.

“All top drawer 10/10”

“The care provided is largely good- where I have had a small number of issues these have been addressed swiftly, where concerns are noted about equipment I would like to be spoken to in advance by the team”.

“Excellent standard, great staff” 

“The carers are very attentive towards my mum [ ] which is a great deal of comfort to our family. If there is any change in mum the girls phone me. She is different now as she has dementia, but it is comforting knowing the girls are seeing to her”.

“The carer I have received so far is the best, I could not ask for better. I try to do as much for myself as possible. I do appreciate anything they do, I can’t thank them enough.”
“Standard of care is very good and delivered very efficiently and very pleasantly”.

“Bernie is brilliant very caring and lovely with my mum”

“The care provided is excellent”

“No issues at all with the level of care and support provided my mother is very content”



Choice and Services

The focus in this section allowed us to measure how Harmony Community Care  caters for those clients who receive meals feeding assistance, medication or additional private services in their own home.

Of those respondents who receive a meal service 88% indicated that they were consulted on menus, were given choice and were happy with the level of service. 12% were neutral in this regard. Of the 12%, 6% was because this did not apply to them and 6% indicated that because their cup of tea was served along with their porridge it was always cold by the time they drank it.

Of those respondents who receive medication assistance. 100% confirmed that they were consulted on medication requirements, and were happy with the level of service related to medication. 76% Strongly agreed with this statement and 24% generally agreed.

Of those respondents replied regarding private provision 93% were happy with the service and 7% were neutral. It should be noted that we received 14 more responses relating to Private Service Users than the number of service users who are receiving a private service. 

Comments Received: 

“The carers that look after my mum are all very friendly and professional”

“All the carers have been unfailing polite kind and attentive and many feel like old friends”
“Excellent”

“[ ] has loss of hearing finds it hard to have a conversation with carers, has dementia so very little memory. 

“The staff are very kind and cheerful I am grateful for their help, I like them all”.

“Any time my daughter phoned or myself everything was dealt with efficiently”

“Excellent care given”

“We appreciate that the staff have worked with us on day Centre day to ensure a smooth transition as this can be challenging. They are also very accommodating about arranging earlier/later calls to allow [ ] to attend appointments.”

“I am extremely fortunate to have an excellent service from “HARMONY” and have gained some lovely friends in the carers. Thank you so much.” 


Staffing

99% of respondents believed staff are adequately skilled and trained to perform well in their roles.1% remained neutral in this regard. We are grateful for this strong affirmation about the caring and attentiveness of our staff.

I believe Harmony Community Care  employ staff that are caring and attentive to my needs

99% of respondents believe staff are caring and attentive, of those 82% strongly agreed, 17% generally agreed and 1% was neutral in this regard.




100% of respondents believe they see the same staff on a regular basis. 61% Strongly agreed and 39% generally agreed. We are grateful for this strong affirmation about the continuity of staff and consistency of care provided.

99% of respondents believe staff are well presented and neat and tidy at all times. 83% Strongly agreed with this statement, 16% generally agreed and 1% were neutral in this regard.

Comments Received :  

“All well-presented”

“All perfect”

“The staff are all friendly, well-presented and if there are any problems they let me know” We as a family are so grateful for the support you girls give to my mum”

“Excellent staff that comes to attend my father very friendly and caring”

“Happy with all staff: Gretta, Chris, Niamh, Sherin, Joanne, Janet all attentive to the care”.

“Bernie is very kind and attentive, she always buys me chocolate, my husband and I are very pleased to have her in our house”

“Diane and I get on really well she is great in everything she does”

“I would like to see the same staff all the time”

“No complaints whatsoever”

“Charmaine is fabulous, caring, supportive, sensitive and extremely helpful, thank-you”

“The care allocated to  me is excellent”

“Provision of regular staff has greatly improved over the past year. Having the same staff, where they are working a full day would improve continuity of care. The benefits when we have the same staff for a full day really improves mums confidence with the carers. Where I have issues with staff knowledge particularly IPC these have been addressed swiftly.”

“No issues at all, my mother has built a good relationship with all”.

Praise for “Vicky and Cora”

“Staff to remember they are entering our home there is always people in bed sleeping or upstairs”. 

“Very happy with the staff”

“Daddy has days when he is agitated and not very nice, all the carers are kind and patient with me. Ivor Cora Victoria, Sarah, Gemma, Gretta, Melissa, Carol-Anne and many more. They are all an asset Christopher, Niamh, Louise and Jacqueline. Karolina is brilliant and is sch a relief to us. She is great with Daddy she always gets a big smile. She is great with mummy and I too. A truly lovely lady. We couldn’t do without this service”.

“The carers are like family they are a wonderful group of people. Our Angels. When Harmony took us on 
Angels came into our home. You really are the best we can never thank you enough.

“I am fed up with carers calling as early as 19:20 and when challenged they state my run has finished you are my last call. That’s not my problem the last time this was brought up with Diane she stated that none of them should be here before 20:15 please remind them of this.

“staff always has asked of anything extra can be done very pleasant and caring”.

“It is so helpful to have the same regular staff ( we are both in our 90’s)”


Comments, Compliments, Complaints and Further Information

The purpose of this section was to determine the awareness of further information and avenues to address any comments that clients and their representatives may have.

	I know who to approach with any comments compliments 
or complaints I may have.


	


100% agreed that they knew who to approach with any comments, compliments or complaints they may have 73% strongly agreed and 37% generally agreed.. We are grateful for this strong affirmation.

99% agreed or strongly agreed that they are confident any matter raised will be addressed in a prompt and effective manner. 1% was neutral in this regard. 

97% agreed that managers of the company are available with anything that may need escalated, and if appropriate I can approach the directors if I have an unresolved concern. 77% strongly agreed with this statement 3% were neutral in this regard.

 96% agreed that they understood they had access to external bodies such as the Northern Ireland Ombudsman, the RQIA, Patient and Client Council, Health Care Trusts and Age NI 3% of respondents remained neutral in this regard and 1% generally disagreed.



Comments Received:

“ I find managers very attentive and quick at coming back to me. They are pleasant and helpful” I have no issue making contact with Harmony Management Team. Andrea Vincent Diana Lynsey have all been helpful great asset to the team”,

“I have no complaints regarding any of the carers they are all very pleasant and caring”.

“I helped mum understand how to contact Harmony about care or changes, she wasn’t aware of this”

“P….’s night bag”

“ I have no complaints about my carer she is 1st class”

“Helpful when I ring the office, all very nice”

“Happy with all”

“We have never heard an unfair comment about the carers or anyone at Harmony. All great very helpful. Thank you all of you for being here for us”.


“I have always felt listened to by Harmony Managers and staff”

“ Nicola and Anna are both very caring. My tea is always brought with my porridge and goes cold. Some staff do not empty commode. Rachel is good too”.

Management of the Agency

97%  of respondents believe the management structure in place lends itself to an effective and well run agency. 3% remained neutral in this regard.

96%  believe the managers in Harmony CCS are sufficiently skilled to perform well in their roles. 4%  remained neutral in this regard. 

95% of respondents know who to approach with any questions or issues related to financial or managerial affairs. 5% were neutral in this regard.

We are grateful for the overwhelming confidence in the management of the Agency.

Comments Received:

“ Andrea ( Registered Manager) is always exceptionally supportive and quick to respond. Diane ( Lead CCO) is always very helpful and also quick to respond. Very thankful for their help support and patience”.

“Their care is of a very high standard and they are very generous with their help and professional advice. [ ] and I really appreciate everything they do for us. Thank you so much. We have absolutely no complaints about the service”.

“A god structure within the company my father has a few Agencys providing care I find Harmony Management excellent”

“The managers keep myself informed of any changes etc. which is really appreciated. Harmony is a very good company and very caring with our mum”.

“They’re excellent”

“I am very happy with the support I receive from Harmony and I feel confident in the quality of care they provide”

Evaluation, Action and Outcome.

Harmony Community Care provides in excess of 2000 service hours to around 250 different Service Users in the Community each week. Annual Audits were issued to Service Users in February this year with a response date of 31 March 2026.  75 responses were received by 31 March 2026.

Harmony Community Care provides services to adults with a wide range of physical and mental health needs. All Service Users that were receiving a service at the time of delivery, are provided with the opportunity to complete a questionnaire. Those that are unable to complete themselves can avail of assistance from family members or a member of the Harmony Team. We are very grateful to all those who have responded and whose feedback has been shared with staff. Care Staff have appreciated the positive affirmations which are in a large part their motivation for the role they carry out. We are grateful for what has been a hugely positive response. 

We acknowledge that while no respondent asked for us to make contact following the survey a number of comments were received that we would like to respond to:


[bookmark: _Hlk227651573]“The carers are friendly and respectful and have adopted to the approach required to work with [ ] , we appreciate this isn’t always easy. We would like to see more encouragement to use the toilet at lunch/tea calls rather than just pad checks as previously agreed. Bed calls have also been getting earlier again the past few weeks and not always the 6.45pm that was agreed.”

Community Management have been in contact with the service users family regarding call times and assisting with toileting. Care provision has been improved in both these areas and family are fully satisfied with the outcome.

Community Management will follow up at their monthly monitoring to ensure these improvements are ongoing.


“The care provided is largely good- where I have had a small number of issues these have been addressed swiftly, where concerns are noted about equipment I would like to be spoken to in advance by the team”.

Staff members are aware that the next of kin has asked to be made aware of any potential changes to her mother’s plan of care prior to them notifying the keyworker. 


“Staff to remember they are entering our home there is always people in bed sleeping or upstairs”. 

All staff are now aware that there may be grandchildren asleep upstairs when they are undertaking the service users calls, and will not call out upon entering the home.

Community Management will follow up at their monthly monitoring to ensure awareness of this request is ongoing.


“I am fed up with carers calling as early as 19:20 and when challenged they state my run has finished you are my last call. That’s not my problem the last time this was brought up with Diane she stated that none of them should be here before 20:15 please remind them of this.

Community Management apologise that the staff were not adhering to the agreed call time. Further to communication with the service users next of kin reassurance has been provided that staff will not call before 8pm. The service user and next of kin are satisfied in this regard.

Community Management will follow up at their monthly monitoring to ensure these improvements are ongoing.

“P….’s night bag”

Staff have been made aware to always check the tubing on P----‘S night bag on departure to ensure it is correctly positioned and not kinked.

Community Management will follow up at their monthly monitoring to ensure these improvements are ongoing.


We refer to the 88% positive feedback regarding meal provision and the comment  that states “ Nicola and Anna are both very caring. My tea is always brought with my porridge and goes cold. Some staff do not empty commode. Rachel is good too”.


Staff will be made aware on the service users return from hospital to serve the porridge and tea separately so that the tea does not go cold, staff will also be reminded to ensure the commode is checked and emptied at all calls.

Community Management will follow up at their monthly monitoring to ensure these planned improvements have been implemented.



We note the comments made by a couple of respondents wishing to see the “same staff all the time” or to have the same members of staff coming all day to do calls. At Harmony we are committed to continuity of care. We were delighted that 100% of respondents confirmed that they see the same staff on a regular basis and 61% strongly agreed with this statement. To ensure the retention of our experienced and compassionate staff we endeavour to strike a balance between providing flexibility to our staff and ensuring continuity to our service users. Whilst this may mean that it is not always possible to see the same staff all the time or the same members of staff to come at the start, the end of the day and the calls in between it does support a stable and harmonious workforce. 

We note the comment “I helped mum understand how to contact Harmony about care or changes, she wasn’t aware of this” 100% of our respondents confirmed that they had received a Service User Guide. The Service User Guide provides important information on how to contact Harmony as well as detailed information regarding external bodies. We appreciate that Service Users may not read the service user guide or are unable to retain all the information, so Harmony does endeavour to contact all service users by phone once a month to discuss any changes and get feedback on how the service is going.

Your responses have been shared with the Directors and Management Team and will help to shape our policies and procedures. The next Annual Audit will take place in March 2027 but feedback is welcome all year round by emailing care@harmonyccs.co.uk or you can phone Harmony CCS on 028 9260 4464.


The Annual Audit can be access at www.harmonycommunitycare.co.uk/blog 
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Dory Kidd
Director 

10/04/2025

Harmony Staff are caring and attentive 	Strongly Agree	Generally Agree	Neutral	Generally Disagree	61	13	1	0	


I know who to approach…..	Strongly Agree	Generally Agree	Neutral	Strongly/Generally Disagree	51	16	1	0	



East	Strongly Agree	Generally Agree	Neutral	Generally Disagree	Strongly disagree	61	14	0	0	0	Strongly Agree	Generally Agree	Neutral	Generally Disagree	Strongly disagree	
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