
Our promises to you

The Dimensions Family Charter



Dimensions supports a wide range of people in lots of different ways. In whatever 
way we support your relative, we have a commitment to working in partnership 
with you so that they have the best support possible, and you in turn have trust 
and confidence in Dimensions.

We know that you have a great deal of expertise and knowledge when it comes to 
supporting your relative. So, whether we are supporting them to live independently 
(in supported living or residential care) or whether your relative lives with you, we 
believe that we all should work as a team, each with a vital role to play and positive 
contributions to make.

Families come in all shapes and sizes and we welcome involvement from the wider 
family, not just mum and dad. Not all the people we support have families, or will have 
little or no contact with them and some may express a wish for their family not to be 
involved. So, we include in this other significant people in the person’s life who may not 
be related e.g. close friends or neighbours who may be the person’s “family of choice” 
and perhaps part of their circle of support.

Some statements in this charter will relate particularly to people being supported full 
time by Dimensions, these are highlighted in blue. Everything else is a general promise 
to all the families of people we support. 

Please let us know if there is anything else that you would like to be included.

Please note that before sharing this charter with you, we have sought the consent 
of your relative to ensure it is in line with their wishes. For more information about 
this, please read our factsheet, Seeking consent from the people we support, which is 
available on our website, or you can speak to your relative’s service manager. 

Our promises to you
The Dimensions Family Charter



 • tell us how you’d like to be contacted

 • help us to maintain accurate and up-to-date 
information about your relative and let us know about 
significant changes affecting the family 

 • share concerns with us openly and as soon as they 
arise.

And you could...
 • give us information and contact details of your wider 
family and the people who are important to your 
relative, and provide pictures so we can put faces to 
names 

 • write a one page profile so we can find out more about 
you and work well together

 • tell us about other services or organisations that you 
have found useful, so we can share these with other 
families.

 • support you to help your relative be as independent as 
possible and make their own decisions

 • provide you with information about the Mental 
Capacity Act  

 • attend best interest meetings (if applicable).  

Provide you with an introduction pack, including: 

 • information about us, what we do and our values 

 • the structure of the organisation; a ‘who’s who’ of 
Dimensions

 • contact details and roles and responsibilities of the 
people you need to know about e.g. the Service 
Manager and Operations Director responsible for your 
region

 • a one page profile for each of your relative’s support 
staff

 • information about other useful organisations.



 • communicate regularly with a named member of staff

 • tell us what’s working and what’s not working for your 
relative and for you

 • offer you a regular scheduled phone call from a 
member of staff to update you

 • make sure that a member of staff responds to your 
call within two working days. We’ll provide you with 
alternative numbers for urgent calls

 • tell you the best way to contact managerial staff, 
including Operational Directors 

 • inform you of planned health appointments 

 • tell you when a member of your relative’s support staff 
is leaving.

 • tell you of staff changes including annual leave and 
absences

 • send regular updates about new staff including their 
pictures 

 • keep you updated about activities your relative does, 
including pictures

 • give you regional updates from the Operations Director

 • tell us how you’d like to stay involved

 • come to meetings which we will arrange at a 
convenient time for you

 • help us develop your relative’s support plan; tell us 
about their interests and what they like doing (if they 
are unable to themselves)

 • help us to match the right support staff to your relative 
by telling us the qualities, personalities and skills they 
should have

 • give you the chance to meet with staff and families 
from your relative’s service, at least once a year

 • involve you in creating and reviewing your relative’s 
support plan including long term plans, holidays, day-
to-day activities and staying healthy and safe 

 • invite you to be involved in the recruitment of your 
relative’s support staff



 • respond to the Dimensions family survey 

 • give us feedback through phone calls, e-mails or our 
family forums; tell us when we get things wrong and 
when we get things right

 • tell us what information you would be interested in 
receiving or topics you would like to discuss at our 
Family Forums

 • keep you updated about the organisation through our 
newsletter, at least once a year

 • help you to share information and  your views through 
our regional Family Forums and family open day 
events, at least once a year

 • invite you to be involved with a national forum for 
families

 • link you with other forums, support groups or 
organisations that may be of interest

 • share with us your wider family’s medical history e.g. 
diabetes, thyroid problems or certain cancers to help us 
develop a Health Action Plan

 • tell us how your relative communicates their anxiety 
and other feelings and how they need reassuring. 

 • help us to develop individual one page profiles for 
particular situations such as going into hospital, 
going to the doctor or the dentist

 • inform us of any concerns you have about members of 
staff

 • involve you in developing a Health Action Plan with 
your relative

 • involve you in developing a Communication Passport 
which helps us to understand how your relative conveys 
pain or anxiety (if they are unable to communicate 
using words)

 • involve you in any planned health interventions

 • inform you of any unplanned health interventions, 
always within 24 hours of the event

 • tell you within 24 hours of any safeguarding incident 
involving your family member

 • tell you of any other safeguarding incidents that 
happen where your family member lives (or service 
they attend) within 5 days

 • tell us as soon as possible if something is not working 
for your relative or you and work with us to put it right.

 • tell you what you can do if you are not happy with any 
aspect of our services 

 • inform you of our complaints process.



…a specialist provider of a wide range of services for people with learning 

disabilities and people who experience autism. A not-for-profit organisation, we are 

a leader in our sector, supporting around 2,500 people and their families in England 

and Wales.

 Family and friends should have an active role in the lives of people with a learning 

disability and autism. Our Family Consultants are working to make Dimensions 

‘family friendly’ in a way that works for everyone and respects the unique 

relationships we all have. If you would like to speak to a Family Consultant, please 

get in touch:

Dimensions is....

Our address is: Dimensions, 9-10 Commerce Park, Theale, RG7 4AB

Our phone number is: Liz Wilson (the north of England and the Midlands) 
07908 669 040 and Gail Hanrahan (the south of England) 07908 668 981

Our email is: liz.wilson@dimensions-uk.org and gail.hanrahan@dimensions-uk.org

Find out more about us on our website: www.dimensions-uk.org/families
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