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Who are we? 
Wigan Borough Care & Repair provides an  
independent home improvement agency service. We 
are a not for profit organisation with charitable aims.  
We receive funding from Wigan Borough Council and 
other sources. 

 
What do we do? 
We help our clients to continue to live independently 
in their own homes by making them warm, safe and 
secure. 
 
What services do we provide? 
We help with home repairs and other aspects of  
living safely in your home. For major home repairs  
we assist with work planning, finding a reliable  
contractor and access to any loans and grants that 
are available. In partnership with Age UK Wigan  
Borough, we provide a handyperson service. We 
also provide advice on how to access services to  
help live independently; advice on welfare benefits 
and assessing housing options. 
 
Our Service to You 
Our service to you is tailored according to your 
needs.  
 
One of our staff will discuss with you what you need 
and what our service can offer. This is flexible so if 
you do not agree with anything we suggest or if your 
needs change, our service to you can change.  
 
You have the right to change your mind about using 
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our service, and this will not affect your right to use 
the service in the future.  

 
We also want you to be able to control the pace that 
we work at if you are feeling rushed, please let us 
know and we can change things to suit you. 

 
Does our service cost anything? 
All the technical advice and any other advice and  
information we give is free. 
 
Don’t get conned by cowboy builders. Wigan Borough 
Care & Repair can give you advice and help on 
choosing a reliable builder, on the cost of the work, 
and on making the best use of funding options  
available. Our Technical Officer can draw up a work 
schedule, and check the work is completed to your 
satisfaction. We cannot pay for the work but can help 
you apply for grants and charitable funding.  
Our handyperson service is charged at £15 per visit 
(max 2 hours) plus the cost of materials used. 
 
Keeping you informed 
We will keep in touch with you by phone or letter 
when there is progress to report. 

 
Quality and Feedback 
We always encourage feedback from our clients. We 
want to know what we need to improve, as well as 
what is good. At the end of providing a service we will 
ask you to complete a feedback form. Please help us 
by completing this and responding if we contact you 
to check the quality of our services. 
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Confidentiality 
We will not pass on personal details to others without 
your consent. All information is kept with the sole  
purpose of providing a service to clients and is kept 
securely in our offices. 
 
We will not discuss any details about your  
circumstances with any other person or organisation 
without your consent. A copy of our Confidentiality 
Policy is available on request. If you wish to receive 
one please contact us using the details found on the 
back cover of this document. 
 
Health & Safety 
If you are having repairs carried out to your home, our 
Technical Officer will ensure that there are no safety 
hazards in connection with our works and will pass on 
any concerns or observations to the contractor.  
However if there are any concerns we may have 
overlooked or there is something you want to tell us 
about, please let the caseworker or Technical Officer 
know as soon as possible. 
 
How can you help us? 
As a non-profit making organisation, we welcome  
donations towards our work. Donations are used to 
help extend our services to others. Our staff do not 
accept personal gifts or tips. You will receive a receipt 
for your donation. 
 
Equality and Diversity 
Care & Repair wholeheartedly supports the principle 
of equal opportunities and welcomes diversity. This 



5 

means we do not discriminate on the grounds of age, 
gender, religion, sexual orientation and ethnic origin 

and we aim to address the effects of discrimination.  
If you would like to receive a copy of our policy, 
please contact us. Please help us by completing our 
monitoring forms which help to check that our policy 
is guiding our practice. 
 
Listening to your views 
Your views and comments about our service are very 
important to us. We are always learning, and need to 
know what works and what doesn’t. Any comments 
will be used to review and improve our service. You 
may phone or write in with your comments or include 
them on the feedback form at the end of the service. 
We also invite clients to give us their views in other 
ways. Look at page 8 for further details. 
 
Complaints 
Should you feel that you need to make a complaint 
about our service we guarantee that this will be dealt 
with fairly. Listening to your concerns helps us to  
improve our service. A copy of our complaints policy 
is available on request.  
 
Please first raise your concern with the person  
providing your service. If this is inadequate or  
inappropriate please request a copy of the  
complaints policy and write to the Service Manager at 
the address shown on the back cover of the booklet.  
The policy includes a list of organisations who may 
help you. 
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Data Protection  -  
What we do with the information you give us 
All the information that we ask you for helps us to  
assess what services we can offer to you. This  
remains confidential and will only be used for the  
purposes that we agree with you.  
 
We are asked by our funders to provide statistical  
information about our services and you can be  
assured that this will not include any details of your 
personal data. 
 
At times, to help us promote our services to others 
and support our funding applications we use case 
studies and again we can assure you that no  
identifying details will be used without your  
permission. 
 
Under the Data Protection Act 1998, you have the 
right to ask for any personal data we hold on you. 
 
Please contact us for a subject access form, which 
should be returned together with a fee of £10. 
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Our commitment to you – Our Client Charter 

We aim to provide you with a caring, reliable and  
efficient service, which will include... 
 

 treating you with dignity and respect  
 
 valuing cultural and social preferences 
 
 a flexible personal approach, listening and  
 responding to your needs  
 
 explaining clearly your options                   
 
 keeping you informed of progress  
 
 fair and open access to services 
 
 treating all your personal information in a  
 confidential manner 

To help us to achieve the aims of the charter and  
provide the  best service possible, we ask you to... 

 keep us informed of your needs  

 be courteous to our staff and contractors 
 
 let us know your views on our service 

 



8 

Your opportunity to become involved 

By ‘hearing what you say’ we are able to further  
improve our services and ensure that quality services 
are delivered and maintained. We ask for your views on 
the feedback form and welcome you contacting us. If 
you wish to further your involvement, there are three 
options available to you: 
 

 - Board membership  
Wigan Borough Care & Repair is a part of  
Manchester Care & Repair Ltd. We have a Board who 
directs the organisation. The members are volunteers 
and  meetings are held every two months. Members  
receive both out of pocket expenses and refreshments 
for attending and also training to further develop and 
promote the ‘ethos’ of Care & Repair. Please ask for an 
application form and further explanation using the  
details at the back. 
 
 - Care & Repair Customer Panels  
These are held occasionally and are enjoyable  
discussions on aspects of Care & Repair’s services, 
with refreshments and transport provided. Leave your 
name with us – details at the back page of this leaflet. 
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Service Standards 
We want to provide good service and have 
established service standards. Key points from  
these are: 
 
 - First contact 
Within 3 working days of your enquiry we  
acknowledge it and let you know what happens  
next and when  
 
 - Appointment 
We make appointments to suit you (Monday– Friday 
9.00am — 5.00pm.) To avoid wasted journeys we ask 
that you let us know in advance if you cannot make or 
keep an appointment, and we will also do the same 
should we need to cancel/ rearrange a visit. 
 
 - Visit 
We aim to arrive on time and will present evidence of 
our identity which you should check before admitting 
us. We will be polite and listen to your views and we 
expect the same from you. We will not intrude and will 
respect your home. 
 
Smoking 
We will not smoke in or around your home. 
It is our duty to protect the health and safety of our 
employees. We respectfully ask you to provide a 
smoke-free atmosphere at least one hour before our 
employee visits you at your home. 
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Abuse and Neglect 
We work to ensure that our staff are trustworthy and 
caring. However it could be the case that you have 
concerns regarding the way staff treat you. If this is 
the case you may report to the Police (0161 872 
5050) or Social Services (01942 828777) or let us 
know immediately by asking to speak to the Agency 
Manager (01942 239360). Our staff are trained to 
support you if you have concerns regarding abuse or 
neglect by other people. Just let them know. 
 
Alternative Service Providers 
Most of Care & Repair’s services are unique. In some 
instances there may be another organisation  
providing a similar service. If you choose to use an 
alternative provider that is your right and we will  
follow your instructions regarding this. Please discuss 
this with our representative as early as possible. 
 
Staff List 
Janette Linacre - Service Director 

Karen Spencer - Agency Manager 

Russell Johnstone - Technical Officer 

Phillip Ross - Small Works Co-ordinator 

Yvonne Whimpanny - Admin Officer 

Eileen Budd - Caseworker 

Lynda Ingham - Caseworker 

Cheryl O’Connor - Administrator 
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Our contact details are over the page. You  
may wish to use this page to list other useful  
Telephone Numbers 
 

 

Gas Emergency ......................................................    

 

Electricity Emergency .............................................   

  

Water Emergency ..................................................    

 

Council ..................................................................  

 

Doctor ...................................................................  

 

Dentist ..................................................................  

 

Other ....................................................................  

 

Other ....................................................................  

 

Other ....................................................................  

 
 
 
 



 
 
 
Access to us 
You can call us, 9am - 5pm Monday to Friday. We aim 
to answer personally but if everyone is busy or it is 
outside those hours you will have the opportunity to 
leave a message with your ‘phone number or try 
again. If a message is left, we aim to phone you back 
by the end of the next working day. We also accept 
emails, faxes and letters and full details can be found 
below.  
 
How to contact us 
You can contact us in a variety of ways: 

By telephone:  01942 239360 

Fax:     01942 386014 

E-mail: mail@careandrepair-wigan.org.uk 

Web: www.careandrepair-wigan.org.uk 

 
Our address is:  
 
Pennyhurst Mill 
Haig Street 
Wigan 
WN3 4AZ 


