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Dear all, 

I want to say a huge thank you to everyone who 
sent in feedback to our surveys. This information 
is invaluable for our understanding of how well we 
are performing as an organisation. What we do is 
all about people; so, the happiness of our residents, 
tenants, family members, friends and staff is critical 
to our success.

In this year’s residents and tenants survey I am 
thrilled to see respondents told us that they like 
their home and 100% of respondents said that 
they like their staff team. These are the two most 
important elements of what we do so this is great 
to hear.

 It’s clear from responses that residents and tenants 
found the COVID restrictions tough with lots of 
people saying that they wanted to go out and 
about more. We hope that 2022 will be a better year 
for day trips, activities and parties.  

In this year’s families and loved ones survey 
100% of respondents said they were happy with 
the COVID-19 guidance implemented by Lisieux 
Trust during the pandemic and the COVID-19 
communications that had been sent out. This is 
great feedback to receive as keeping residents 
and tenants safe and implementing the COVID-19 
guidance has been challenging. 

Overwhelmingly the feedback we received about 
staff teams and the culture at Lisieux Trust was 
incredibly positive. 

Suggestions for improvements included several 
regarding communications when changes take 
place which we will try to improve going forward, 
and more events for residents, tenants and families 
which we had started in 2021 to some extent and 

hope to be able to do more of in 2022. 

In this year’s employee survey, 94% of respondents 
said they felt valued at work and 100% said that 
they felt proud to be part of Lisieux Trust. These are 
fantastic statistics as this is how we want all of our 
employees to feel. 

I am grateful to those staff who made suggestions 
for how things can be improved; this feedback is 
extremely valuable in helping us to ensure staff 
are treated fairly and provided with good quality 
management support. 

We take all feedback provided seriously and 
every year changes are made as a direct result of 
the feedback, so please be reassured that your 
opinions matter and contribute to the continuous 
development of the organisation. 

The annual survey is an important part of how 
we gather feedback from everyone involved with 
Lisieux Trust; however just as important is the 
feedback and conversations that occur daily and 
weekly across the trust. If you want to give us some 
feedback, raise a concern or make a complaint, 
or give us a compliment, please don’t wait for the 
annual survey, get in touch with us straight away 
so we can take action quickly if needed. 

If anyone would like to speak to me directly, I am 
available on 07719 329088 or 0121 377 7071 or at 
jessica@lisieuxtrust.org.uk. 

Yours sincerely, 

Jess Alsop-Greenacre, CEO



intro
Each year, Lisieux Trust asks its community to 
complete a survey, detailing their experience with 
the organisation. 

Questions are focussed on measuring the 
satisfaction of Lisieux Trust’s employees, residents 
and tenants, and family members and friends, 
to ensure the organisation is best serving its 
community.

In July 2021, we asked all of our people to complete 
a detailed survey, with an aim of understanding 
their experience with Lisieux Trust, and identifying 
the organisation’s key strengths and any causes for 
improvement.

A survey was created for each group: employees, 
residents and tenants, and family members and 
friends.

The surveys were distributed as a web link via 
email; and a paper copy was provided for those 
who requested one.

In the employee survey, a total of 39 questions 
were asked; in the residents and tenants survey, a 
total of 17 questions were asked; and in the family 
members and friends survey, a total of 19 questions 
were asked.

All surveys comprised of a series of multiple choice 
and open comment questions.

In the interest of thoroughly understanding 
respondents’ viewpoints, the surveys provided 
ample opportunities for respondents  to further 
expand on responses with additional comments.

At the time of the surveys’ production, Lisieux Trust 
had a total of 85 members of staff, and 50 residents 
and tenants .

The survey was distributed to each of these 
individuals, as well as the parents or named contact 
for each of our residents and tenants.

Respondents were given an eight week time frame 
to complete and return their responses.

In total, 38 employees, 20 family members and loved 
ones, and 46 residents and tenants responded. 
As such, the following report is based on these 
proportions of Lisieux Trust’s community, and may 
not be representative of all.

By way of encouraging open and honest responses, 
the surveys were completed anonymously, though 
respondants were free to leave identifying 
information if they so wished. 

In the following reports, you will gain some insight 
into the collective thoughts and feelings of those 
who participated.
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Employees
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results
Length of service:
0 - 1 year                              16%
1 - 5 years                           42%
5 - 10 years                        13%
10+ years                           29%

Do you feel valued?
Yes, all the time               55%
Yes, sometimes               39%
No, not often                      3%
No, not at all  3%

Are you happy at 
work?
Yes, all the time               47%
Yes, sometimes                47%
No, not often                      5%

Are you proud to be a 
part of Lisieux Trust?
Yes, all of the time          71%
Yes, sometimes                29%

Do you feel respected 
by your colleagues?

Yes, all of the time         50%
Yes, sometimes               47%
No, not often  3%

Would you recommend 
us as an employer?
Yes               84%
No                  5%
Not sure                                11%

Do you feel that 
training provided is 
adequate?
Yes               97%
No                                           3%

Do you feel safe at 
work?
Yes, all of the time       89%
Yes, sometimes                8%
No, not often                     3%
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Are you confident that 
your concerns are 
treated fairly and taken 
seriously?

Yes                               84%
No                                           8%
I’m not sure                          8%

Do you feel that you 
belong here?
Yes                                       84%
No                                          5%
I’m not sure                         11%
 

Do you feel Lisieux Trust 
provides an environment 
where you are free and 
open to express ideas, 
opinions and beliefs?

Yes                                       79%
No                                          3%
I’m not sure                        18%

How would you rate the 
support you received 
during the pandemic?
Excellent                           58%
Good                                   42%

Do you feel that diversity 
is valued at Lisieux Trust?

Yes               87%
No                  5%
I’m not sure                          8%

Do you feel that 
perspectives like 
yours are adequately 
represented at decision-
making level?

Yes                71%
No                                         16%
I’m not sure                        13%

How would you rate the 
following out of 5?
Your management team     4.51
The senior managers            4.49
Team morale                            3.95
Your project                              4.29

Do you feel Lisieux 
Trust’s new brand 
appropriately represents 
the organisation?

Yes                97%
I’m not sure                          3%
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SUGGESTED IMPROVEMENTS: 
SERVICE

SUGGESTED IMPROVEMENTS: 
COMMUNICATION

Find a way to let 
staff members 
be able to take 

tenants out in their 
cars.

Treat residential 
and supported 

living differently 
as they are 

two different 
environments.

More activities and 
social events.

Increase pay.

Speak privately 
with residents and 
ask them how they 

feel about how 
they feel they are 

treated.

Hire experienced 
support staff along 

with respecting 
the opinions of 

existing members.

Extra maintenance 
person.

More options to 
further our career 
in and outside of 

the Trust.

Standardise how 
Comms Books are 

filled out.

Regular staff 
meetings with the 

office.

More opportunities 
to give a voice to 
staff at all levels.

Lisieux Trust email 
address for all. 

We have received 
lots of emails that 

have been a bit 
overhelming with 

information.

Talks with staff 
away from their 
project manager 

so that they 
can talk about 

concerns.

Make staff 
aware of things 

happening within 
the houses.

Make it easier for 
staff to air their 

concerns.

49% agreed that no improvements were necessary 74% agreed that no improvements were necessary
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comments
Everyone is so lovely and 
made me feel welcome.

I love my job. I’ve highly 
recommended the company to 
people, and also sent people 
your way for jobs within the 
Trust.

I feel confident to talk to 
my managers. They’re very 
approachable and always 
make the time to give you 
support when needed.

Always supported by 
management. Love the people 
I’m working with. Every day is 
different. Like a challenge.

Hard work but rewarding.

At times, stress levels can be 
very high but it is manageable.

Lisieux Trust is a very positive 
environment to work in.

Since the change in upper 
management, I honestly feel 
valued and appreciated. I feel 
we, as a team, are listened to 
and supported.

Support is always available if 
required.

I know that if I have an issue or 
feel I can not solve a problem 
on my own, my line manager 
will always take time out to 
help me fully understand.

I feel that I am listened to 
and supported, whilst I am 
also given the freedom and 
responsibility to use my own 
experience, personality and 
creativity.

Lisieux Trust is a fair employer, 
who provides an employee 
benefits package which is 
unusual in the care sector.

I have spoken to senior 
managers about concerns 
and they sorted problems out 
efficiently.

Everyone is so approachable 
and trusting.

I hope Lisieux Trust will 
continue to support in such a 
wonderful way.

Some comments have been 
amended for concision
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our response
I think staff could be shown more appreciation.

We are sorry that you do not feel appreciated. We have 
tried our best to ensure staff feel appreciated over the 

last two years as we know you have all been working in 
very difficult circumstances. This has included: regular, 

sometimes weekly, treats such as chocolate, sweets 
and biscuits, that were hand delivered by the senior 

management team to each service along with thank you 
notes. Easter eggs were also delivered to the services for 
each member of staff; Asda gift vouchers distributed to 
each staff member as a thank you; gift vouchers and a 

Gingerbread house were given to each member of staff in 
Christmas 2020; a bonus of £200 was awarded in August 

2020, and a Christmas bonus of £150 was awarded in 
December 2021 along with a Christmas gift voucher.

The responsibilities can be overwhelming - it is a very 
stressful job.

We know that working in care and support can be very 
stressful, whether this is as a Support Worker or as a 

member of the management team. This has particularly 
been the case over the last two years during the pandemic. 

If you are feeling overwhelmed, please talk to your 
manager at the earliest opportunity to try to resolve the 

issue.

There’s no room for progression.

Opportunities for progression to the next level do not come 
up frequently within the Trust, however we are always 

keen to support staff to develop where we can. If you are 
interested in progressing to be a Deputy Manager or a 

Registered Manager, please speak to your line manager 
and ask them to support you to develop the skills that you 
will need to demonstrate if you were to apply for a role at 

the next level up.

I don’t feel valued.

This is certainly not how we want any of our employees 
to feel. Please speak to your line manager if you feel 

there are specific areas of your work that are not being 
recognised or valued. If you have any suggestions for how 
the organisation could do more to ensure employees feel 
valued, please speak to Joanne Bongiovi, Head of HR & 

Admin.

Senior management don’t know their support workers.

We are very sorry that you feel this way. The senior 
management team do try to get to know all of the Support 
Workers that work for Lisieux Trust; however they are not 
able to get to know each Support Worker in the same way 

that Deputy Managers and Registered Managers can. 
Senior managers regularly visit all of our services and 

will spend time chatting to staff as well as residents and 
tenants.

In this section, we aim to address key concerns raised by respondents. 

I’d like to see more staff socials.

Thank you for this feedback. We have had similar feedback 
via our Employee Forum which led to us arranging a staff 

Christmas Party for 2021. Staff are always welcome to 
arrange their own social activities with each other.

I’d like more time to complete paperwork.

Please speak to your line manager about this issue.
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I’d like my wage slip a day or 2 before we get paid.

Wage slips will continue to go out on payday, however any 
staff that wish to know what they are going to be paid 

prior to payday can login online to HMRC where you will 
see these details.

I wonder if Lisieux Trust is more about making money than 
care?

This feedback seriously concerns us. Lisieux Trust is a 
charity, therefore any ‘profit’ or surplus that is made by the 

Trust is reinvested into the organisation. 

Lisieux Trust has had a difficult few years, financially, due 
to a lack of increases in funding from local authorities. 

Through hard work from our staff, in particular the 
management team, we have rectified this position. 

Despite being in these financially difficult times, we 
have continued to pay over the national living wage 

and provide cost of living pay increases for staff each 
year, along with bonuses for staff to recognise their 

contributions. We have also introduced a new staff benefit, 
Simply Health, which enables staff to claim back the cost 
of health related services such as eye care or dental care.

Management is not diverse.

We recognise that we do not have a great deal of 
racial diversity within our management team. We 

would very much like this to change as representation 
at decision making level is a vital part of any truly 

inclusive organisation. Unfortunately roles within our 
management team do not arise very often and we are 

limited to selecting a candidate from those who apply. Our 
management team is diverse in lots of other ways which 
we feel helps to provide different and extremely useful 

perspectives. In the employee survey 87% of respondents 
told us that feel diversity is valued at Lisieux Trust 

which is positive. A suggestions to improve this included 
encouraging more events that celebrate diversity, which 

we will be doing.

As support workers, we are kept in the dark about things 
and told information when service users and their families 

are.

Thank you for this feedback. We have received similar 
feedback from the Employee Forum. Depending on the 

information that is being communicated, sometimes 
residents and tenants have the right to know before 

anyone else and so we will inform them at the same time 
as informing staff. However, we have agreed that where 
possible COVID-19 guidance will be distributed to staff 
before it is distributed to residents, tenants and family 

members to enable staff to read and understand it before 
possibly being asked questions about it by residents, 

tenants and families.

Staff movement makes it hard to feel settled.

We try not to move staff where possible, however 
sometimes we need to transfer staff for the needs of 
the organisation, or because the staff members have 

requested it. We understand this can feel unsettling. Please 
feel reassured that the overwhelming majority of staff who 
do transfer end up feeling very happy and settled in their 

new service.

I’d like for it to be mandatory to have your 2 days off a 
week together.

Unfortunately, it is not possible for us to complete rotas 
where all staff get their two days off per week together 

every week. You should get at least two days off together 
once per rota. Rotas have to be completed around the 

needs of residents and tenants.

The dark nights and lack of lighting at the back of Lisieux 
House can be scary.

Thank you for this feedback. We are aware of this problem 
and will be trying to improve the lighting at the back of 

Lisieux House.
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Residents & 
Tenants
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results
98 percent of respondents said 
they like their home.

100 percent of respondents 
said they like their staff team.

When asked how Lisieux Trust could make residents/tenants 
happier, here were some of the responses given:

Day trips Gardening Holiday

Rock climbing Cooking with 
staff

Working at 
Head Office
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89 percent of respondents 
said they feel they got enough 
support during the pandemic.

96 percent of respondents said 
they felt that Lisieux Trust kept 
them safe during the pandemic.

100 percent of respondents 
said they know who to go to 
when they have concerns.

98 percent of respondents 
said they feel their staff team 
listens to them.

98 percent of respondents 
said they feel Lisieux Trust is a 
happy environment.

76 percent said there was 
nothing Lisieux Trust should 
have done differently during 
the pandemic.
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Arts & crafts Bingo Baking Watching films

Cycling Dancing Watching football Talking

Walking Games Being on the 
computer

Writing

When asked about their favourite activities during the 
pandemic, here were some of the responses given:
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comments
They are a fantastic team. I would like more hours with staff 

to go out.

I’m grateful for the new home, for 
everything staff and head office 

have done.

I love you all, all my support 
workers :)

I wish this Covid could finish. I love you very much.

Good happy staff. I love my room
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I’ve made new friends and the 
staff are nice.

I would like to stay in the Trust 
for a long time.

I get lots of help and always 
have plenty to do and I am back 

at Ebrook.

I am happy now and I am going 
to the sea side.

I am happy living here and I like 
all my friends. Thank you.

I am fine. Staff always look after my 
health and wellbeing.

I can do what I want most of the 
time.

Everyone is really nice to me.
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our response
In this section, we aim to address key concerns raised by respondents. 

I’d like more day trips.

Great idea! Please speak to your keyworker to ask for this.

I want staff to spend more time talking to me and listening.

We are sorry that staff are not spending enough time talking to 
you and listening. This is a very important part of their job. Please 
speak to your keyworker or the mangers in your service about this.

I’d like to go for more drives in the car.

Sounds like fun! Please speak to your keyworker to ask for this.
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I’d like house holidays.

Great idea! Please speak to your keyworker or the managers in 
your service about this.

I’d like to know in advance if any new staff are on or any other 
changes.

It is important that you are told about staff changes. We try to tell 
you about staff changes as soon as we know. Sometimes if staff 

move or leave quickly, we cannot tell you any sooner.

I’d like more parties.

Us too - we love parties! We will try to have more Lisieux Trust 
parties in 2022. We will try to have a party in March to replace the 
dinner and dance, as well as sports day in the summer. There are 
monthly social activities at head office that you can come along 

to as well.

I’d like to buy sprinkles for baking.

Sounds delicious! Please speak to your keyworker to ask for this.
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Family & 
Friends
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Parents

results

90%
90 percent of respondents said 
they were happy with how their 
loved one was supported during 
throughout the pandemic.

95%
95 percent of respondents said 
they felt that the Lisieux Trust team 
dealt with concerns appropriately. 
Although, 20 percent of these 
respondents admitted to not 
having any concerns.

95%
95 percent of respondents 
said they were happy with the 
communication they had received 
throughout the pandemic.

95%
95 percent of respondents said 
they were happy with the level of 
support provided by their loved 
one’s key worker.

100%
100 percent of respondents said 
they were happy with the Covid-19 
guidance implemented by Lisieux 
Trust throughout the pandemic.

100%
100 percent of respondents said 
they were happy with the Covid-19 
communications that were 
distributed through the pandemic.

95%
95 percent of respondents said 
they would recommend Lisieux 
Trust to other people looking for a 
care and support provider.

The average star rating given for 
the management at respondents’ 
loved one’s home was 4.15 out of 5.4.15

The average star rating given 
for the support workers at 
respondents’ loved one’s home 
was 4.5 out of 5.

4.5

The average star rating given for 
the senior management team 
 4.4 out of 5.4.4
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Respondents were 
asked to describe 

the culture at 
Lisieux Trust.

Here’s what they 
said:

DEDICATED
CARING
FRIENDLY FAMILY

FUN

FRUSTRATING AT TIMES

EXCELLENT

RESPONSIVE
BRILLIANT

UNINSPIRING

PHENOMENAL
UNDERSTANDING

VALUED

HELPFUL

CONSCIENTIOUS

AMAZING

Respondents were asked to describe the staff team at their loved one’s 
home. Here’s what they said:
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Better communication of changes.

Continue staff training.

Clear & well defined communications.

Improved handover of staff.

More planning of activities throughout 
the year.

Better supervision of personal care.

More pictures from all of the houses, 
sometimes it seems focussed on just 

one or two.

Consistency

Inform parents when staff are leaving.

It would be nice to receive information 
when other tenants leave or join 
the house - personally, not in the 

newsletter.

Regular informal meeting with the 
key worker when normal contact has 

resumed.

Ensuring clarity.

I’d like to know who makes up the 
Trust Committee, who the parent 

representatives are and what 
structures are in place if parents have 

an issue.

It would be nice to be informed of staff 
changes before they take place.

Maybe a specific newsletter relating to 
each property.

What improvements would you 
like to see being made to the 

service Lisieux Trust provides?

Is there any more information 
you feel you could benefit from 

receiving from Lisieux Trust?
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comments
With the help of the Trust + staff, our daughter has 
been very happy in this period, even though we 
have only been in limited contact.

You have worked hard to keep my son busy with all 
the extra activities you have provided during the 
lockdown.

Our loved one is happy - so we are happy!

During the last 12 months, especially during 
lockdown, the staff went out of their way to ensure 
the least disruption to my son’s wellbeing.

Lisieux Trust at all levels has been operating at a 
very high standard during a very demanding time 
for all concerned.

I was both surprised and pleased to read the 
monthly newsletter keeping us up to date with 
what’s happening.

All staff - never mind how many times I phoned - 
they were always kind and understanding. All our 
questions have been answered positively.

We are totally reliant upon the Trust & its staff to 
keep our daughter happy, healthy & informed. To 
date you are all doing a fantastic job.

The care given during covid has been of an 
exemplary standard. The people in your care have 
been well protected.

I feel very fortunate that I was recommeded to 
Lisieux Trust and that my son has such a lovely 
home and is very well cared for and supported.

I have found the management teams are really the 
best anyone could have. Within the next 18 months 
our son will be moving into another property. I am 
so excited for him because it secures his future with 
the Trust. This I think has been so forward-thinking 
on behalf of the Trust, and all the staff this has 
enabled them to be able to stay with the same 
residents.

The senior management are simply superb in every 
way - approachable, they listen & communicate 
effectively - quite remarkable. The house team have 
ensured residents are always well cared for and 
had activities. Faultless!

Always found Lisieux Trust to be a wonderful set up 
to ensure our family member is cared for. Reassuring 
to know that we have a stable set up for future care 
- when the rest of the family are departed.

All staff I have encountered have been good.
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our response
In this section, we aim to address key concerns raised by respondents. 

“I’d like to see my loved one receive greater 
support with her diet.”

Eating a healthy diet and maintaining a healthy weight is something many of the 
people we support struggle with for a range of reasons including health conditions. We 

can support with providing healthy options and portions and encouraging exercise. 
Please speak to the Deputy Manager or Manager in the service to set up an action plan 

regarding your loved one’s diet.

For those family members and friends who have email addresses, communication is 
sent to them by email. Where family members and friends do not have email addresses, 

communication is sent to them by post or over the phone. We don’t post information 
out to everyone in an effort to reduce the amount of paper we use and do our bit for the 

environment.

We are sorry you have concerns about our communication. If you haven’t already, 
please speak to us about your concerns so that we can try to do things differently next 
time. 2021 saw lots of changes at Lisieux Trust, including multiple changes in COVID-19 

guidelines as well as communications about some major property changes for some 
residents and tenants. We think hard about how best to communicate these types of 
changes. Sometimes we get this communication wrong; but we are always willing to 

listen and adapt our approach going forward.

“I have been concerned about the way 
changes have been communicated.”

“Communication is not always posted out. 
Some parents don’t have PCs etc.”
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We are very disappointed that you feel our services are institutionalised; this is 
absolutely not what we want for our residents and tenants. Please talk to the managers 

in your loved one’s service about what elements of the support feel institutionalised 
and how we can work to resolve this. Each of our residents and tenants should receive 

support that is personalised to them, this is a fundamental part of what we do.

We love holding events for all of our residents, tenants and their loved ones. With the 
exception of the last two years where the pandemic has prevented it, each year we 
hold annual events at Christmas, in the summer and usually also in the springtime. 

Some houses hold their own events for the residents, tenants and their family members 
and friends. We will meet with our management team and encourage them to hold 

more house events during 2022, pandemic permitting.

“Sometimes Lisieux Trust can feel a little 
institutionalised.”

“I’d like to see more social events with parents 
and residents to create a family feel.”

“Parents need to know when staff are 
leaving.”

Thank you for this feedback. We do our best to let residents and tenants know when 
staff are leaving, however we recognise that this communication is not always 

consistent when it comes to informing family members and friends. We will try to ensure 
that family members and friends are informed when a staff member is leaving in a more 

consistent way going forward.

“I’d like to receive information when other tenants leave or join 
the house - personally, not in the newsletter.”

Please accept our apologies for you not being informed about a tenant leaving or 
joining the house where your loved one lives. This is not acceptable. It is important that 
family members and friends are informed when a new tenant is due to move in; we will 

try to ensure this happened consistently going forward.
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We have started running monthly social activities at head office which are open to 25 
attendees each month. We also ran a sex and relationships course  over a number of 

weeks. We are currently recruiting for a Volunteer Activities Coordinator to help us to do 
more, such as regular sessions on crafts, drama etc. If you know anyone who might be 

interested, please do get in touch with us!

“I’d like to see other group activities as well as the gardening 
project - such as drama/arts/singing.”

May we take this opportunity to thank everyone who took the time out to send their feedback in the 2021 
Quality Audit Surveys. Your feedback has been invaluable and will ultimately help towards shaping the future 

of Lisieux Trust.

Should you have any further queries or concerns following this report, please do not hesitate to get in touch 

with a member of our team.

Thank you

26



contact
Jess Alsop-Greenacre

CEO
jessica@lisieuxtrust.org.uk
07719329099 / 0121 377 7071

Alison O’Meara
Head of Operations

alison@lisieuxtrust.org.uk
07562424220 / 0121 377 7071

Carole Aston
Head of Finance

carole@lisieuxtrust.org.uk
0121 377 7071

Joanne Bongiovi
Head of HR & Admin

joanne@lisieuxtrust.org.uk
0121 377 7071

Tish Young
Marketing & Comms Manager

letitia@lisieuxtrust.org.uk
07720677742 / 0121 377 7071

Mary Heap
Residential Manager

mary@lisieuxtrust.org.uk
0121 354 7772

Denise Barrett
Residential Manager

denise@lisieuxtrust.org.uk
0121 355 1474

Chris Evans
Supported Living Manager

chris@lisieuxtrust.org.uk
07732499346

Brendan Griffith
Supported Living Manager

brendan@lisieuxtrust.org.uk
07753246710
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Mikey Gavin
Deputy Manager

mikey@lisieuxtrust.org.uk
07511212649

Charlotte Atkinson
Deputy Manager

charlotte@lisieuxtrust.org.uk
0121 355 1474

John Gillon
Deputy Manager

john@lisieuxtrust.org.uk
0121 354 7772

Rachel Parsons-Woodley
Deputy Manager

rachel@lisieuxtrust.org.uk
07720677741

On-Call Pager
07623984838
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