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About Care in the Home Ltd

Care in the Home Ltd, is a homecare service operating within Gloucestershire. We look after and respond to our Service User’s needs on a 24-hour basis. Our Service User’s, because of increasing age or disabilities, are finding it hard to cope with day-to-day domestic responsibilities or their own personal care.

We are an independent Homecare Service providing care to Service User’s in their own homes on a one to one basis. We provide our services for people who are elderly, have physical disabilities, sensory impairment or dementia. We can assist people to meet their personal or domestic care needs. Care in the Home Ltd, has a contract with the local authority - Gloucestershire County Council and is registered by the Care Quality Commission.

We provide a service throughout Gloucestershire, but mainly Cheltenham, Tewkesbury, Gloucester, North Cotswolds, Stroud and surrounding areas.

The Service is controlled by Director/General manager Mr. David McMahon/ Mrs Helen McMahon.

David’s employment background is in business management, and the management of staff. Prior to setting up Care in the Home Ltd, David worked as sales support manager for several years within the manufacturing industry. Helen is registered with the Care Standards Commission as the manager of the agency. Helen has several years experience within the adult care sector, and has worked with the following groups: older people, adults with dementia, mental health problems, physical disabilities, sensory impairment and learning disabilities.  Prior to working with adults Helen was involved in care provision services for young children.

This Service is managed by Registered Manager Marlene Darch.

Over the years Marlene has worked in Residential/Nursing Homes and the Domiciliary Care Sector.  She also has experience in finance and administration. Since working for Care in the Home Marlene has had the opportunity to obtain her NVQ4 in care and the Leadership in Management for care services award.  On obtaining these qualifications Marlene has been recognised and approved by the Care Quality Commission (CQC) to manage the agency.
Please note that we do not offer a nursing service, although our Staff are fully trained in the administration of prescribed medication and first aid. 
Care in the Home Ltd, provide our Care Services for both the Private and Public Sectors. Your needs for care and support are identified by an assessment; this may involve the Care Manager from the Local Authority.

Care in the Home Ltd, starts the process with an initial referral, this could be by either privately or through Social Services recommendation, followed by a meeting at the Service User’s home with either our Registered Manager or Senior Care Assistants who are all qualified in Risk Assessment, to assess your needs. We welcome a member of your family/a friend/representative to be present at this interview. Finally, a plan of care is drawn up, together with the tasks involved, and this will be subject to regular review or as the Service User’s requirements change.
Statement of Purpose

The statement of purpose is a summary of our organisation, the services that we offer, how our staff perform their duties and our charges. 

Within this Service User guide you will find information on all of the following items that go to make up our statement of purpose:

· Aims and objectives of the agency

· Nature of services provided and specialist services

· People for whom the service is provided

· An overview of the process for the delivery of care and support from initial referral, through needs and risk assessment and development of the Service User plan to review of the care and reassessment of need.

· Key contract terms and conditions

· The complaints procedure

· The quality assurance process

· Information on key policies and procedures (all available for your perusal, held in the office)

· Details on how to contact the CQC (Care Quality Commission), Social Services, and the General Social Care Council (GSCC)

· Our hours of operation

· Details of our insurance cover

Our Aims and Objectives 

To provide high quality and standards of care for all of our Service User’s, in their own homes, and treat them with the respect that we would expect to be treated ourselves. To undertake 360 degree appraisals to assist in our policy of continuous improvement to care for our Service User’s personal care needs in a way, that respects their dignity and self respect, and contributes to maintaining their independence. To promote effective Health and Safety Management Culture:

To provide our employees with the security of working for a successful company with job satisfaction, good remuneration and working conditions, acknowledging their right to be informed and consulted on all matters which affect their job. All staff will be trained to the highest standards, and will be sent on refresher courses as and when required. Helping our employees to benefit from a sensible Health and Safety Culture:

Your Charter of Rights

· Each Service User has the right to refuse entry into their home; to any carer/person that he/she feels for whatever reason is not welcome.
· Each Service User, as an individual has the right to fulfil his/her potential for personal choice of lifestyle and opportunities.
· Each Service User has the right to make any complaints about the service he/she receives without the worry of any intimidation, recrimination or reprisals.
· It is the Service User’s choice to take any risks that they feel is their privilege, as there are always risks associated in our lives. 
· Each Service User will hold a copy of their Contract, with respect to the care that they will receive, including the costs involved.
· Each Service User will be treated as an individual with individual needs and will be treated as such, to ensure the promotion and maintenance of the Service User’s dignity and respect.
· The Service User has the right see their personal care records at any time, and to have added any explanatory notes that they feel are necessary. He/she has the right to be consulted in all aspect of their Plan of Care form and any reviews, if for any reason they are not able to make their wishes known a third party is able to fulfil this purpose.
· Each Service User has the right to a Care Service that does not discriminate between creed, colour, nationality, religion, sexual gender, marital status, disability, impairment, political affiliation or any other reasons.
· Every Service User has the right that all confidential information concerning them or their affairs will not be disclosed to a third party.
How we maintain our Standards

1. Policies

Every aspect of running Care in the Home Ltd is set out in a comprehensive set of Policies and Procedures documents. This Policy ensures that all management, staff, confidentially, health and safety rules are carried out, and that we meet all of the statutory requirements that are requested of us. The master copy of our Policies and Procedures are kept at our office and can be seen and read by request. The Policy and Procedures Manual cannot be taken out of the office.

2. Our Quality Management System

We have a self- assessment system in place that requires all of our Policies and Procedures to be looked at annually, if not for any reason before hand. Quality is giving a service to each Service User to go with their needs at the time, to our full and best advantage. Any Policies or Procedures falling below our high quality levels will be reviewed and corrected to ensure that any problems will not happen again. Our Policies and Procedures will also be reviewed and changes as any new regulations are brought out.

Quality is giving a service to each individual taking into account their needs at the time. This is undertaken by making sure that:

Carers are fully trained to do the work that they set out to do. 

All referrals are completed properly. 

A plan of care is set up for the Service User from the beginning. 

We are flexible enough to change the plan of care if necessary, at short notice.

There are regular reviews to the Plan of Care.

3. External Inspections

In addition to us carrying out our own Self-Assessments, the Care Quality Commission (CQC) also carry out regular announced and unannounced inspections, which will entail viewing personal records. Confidentiality is maintained at all times. These reports can be consulted on request.

We can also be inspected by any of the following professional bodies:

· The Pharmacist, 
· Health and Safety Executive, 
· Environmental Health, 
· Training Personnel, 
· Social Services, 
· Hospital Placement/Care Managers, 
This list is not exhaustive.
Insurance

Our existing insurance policy provides cover as follows:

a) Public Liability insurance with an indemnity limit of £10,000,000

b) Employers Liability insurance with an indemnity limit of £10,000,000

c) Professional Indemnity insurance with a limit of £2,000,000

d) Product Liability of £10,000,000

e) Healthcare Treatment Liability £5,000,000

f) Abuse & Molestation Liability £5,000,000

g) Directors & Officers Liability £250,000

Contractual and Personal Issues
Listed below are the basic conditions of Acceptance and the Terms and Conditions for our mutual benefit and they form the whole agreement between the Service User and the Provider (Care in the Home Ltd).

1. All drugs medications and treatment creams must be notified to our Registered Manager on Acceptance.

2. For reasons of Health and Safety our staff are not permitted to smoke within the Service User’s home.
3. The fees at the date of acceptance are as set out in the Quotation for Service and Schedule of Rates. Our Invoices will be submitted to the Service User on a weekly basis and fall due for payment within 7 days of the invoice date.

4. Rates are subject to review periodically. This will reflect changes in the cost of living as well as changes in circumstance of the service to be provided.

5. We reserve the right to charge interest at the rate of 5% above the minimum lending rate of Barclays Bank Plc for the time being in force on any sums still outstanding 7 days after the date of the invoice.

6. In the event that the Service User is accepted before these terms and conditions can be completed and signed, it is accepted by the Service User that these terms and conditions are in force from the date that the service commences. All fees and extra services must be paid for as they are incurred.

7. In the event that the Service User is absent for periods up to 14 days, it may be necessary to levy charges for continuing service where such services cannot be stopped for an intermittent period.

8. Other services and personal requirements can be arranged on request and will be charged as extras on the Service User’s account.

The service provider clearly states that this is the limit of the liability provided and this Agreement accepts that all claims will be capped by the limits of indemnity as stated.

9.
If property of value is retained such as furs, jewellery, etc., then these items must be covered by the Service User’s own insurance. Whilst every care is taken, Service User’s are asked not to keep excessive sums of cash and or valuable items in their homes.

For the avoidance of doubt, the Service Provider does not cover any losses as would normally be covered by household insurance including but not limited to fire, theft, accidental damage and the like.
10. 24 Hours notice will be required for cancellations: should this not be given, we will require that full payment be made.
11. Should the Service User wish to terminate the Agreement and cease the domiciliary service, notice of not less than 7 days is required in writing unless the Service User’s, service is for a predetermined period.
12.
Should for any reason Care in the Home Ltd wish to terminate this agreement and cease delivery of the domiciliary service then Care in the Home Ltd will give the Service User 7 days notice in writing. During this period of notice, it is the Service User’s responsibility to organise alternative cover if it is required.
13.
Suggestions and complaints, if any, should be addressed to the Registered Manager at the time. Further queries and complaints should be referred to the Directors. In the event that a complaint remains unresolved, it may be referred to the Registering Authority whose address can be obtained from the Registered Manger.
14.
The Directors and staff of Care in the Home Ltd cannot accept responsibility for the Service User’s personal finances. However, the Directors remain available to discuss and advise the Service User and immediate family on such matters if requested to do so. This can include information regarding financial assistance with fees.
15.
In the event that the Service User wishes to retain control of the payment of the fees, it is a requirement that a Guarantor be provided to underwrite the payment of the fees in the event that the Service User becomes incapable and or unable to pay and or make arrangements for the payment of the fees.
16.
In the event that the Service User directly recruits any members of Care in the Home Ltd’s staff in the period of 3 months following termination of our service for whatever reason, then the Service User will be liable to pay a recruitment fee of 25% of the equivalent annual salary paid to the recruited ex-member of Care in the Home Ltd’s staff.
17.
Arrangements will be made with the Service User to monitor and review their care needs on a 12 monthly basis or when circumstances change. The Registered Manager or Senior Care Assistants will carry out such reviews.

Confidentiality

A Code of Conduct binds all Management and Staff, which preserve any information that you may divulge to us in any form. We do not ask for any confidential information from you, except for setting up your Plan of Care. If, however, for any reason we need to pass any information to a third party, we will ask for your permission first, unless it is an emergency situation and we are unable to do so. Any information disclosed to a third party, will be recorded on your records, with a note saying whether we obtained permission from you or not, if we did not an explanatory note as to why not will also be entered. You may access your records at any time, to read what has been written in there.

Records and Plans of Care
When we do our first referral and risk assessment, to identify your needs we then put this into your Plan of Care form. From this we are then able to decide and plan the best way that our Carers can properly meet your needs. This is then put into your plan of care. If the referral is taken up, any relevant information is then transferred into the Service User Care Plan that is then kept in your home. 

We will do a regular review of your Plan of Care, to make sure that we are still giving you the best service possible. However, sometimes your needs may change before your review date, and we may have to make amendments earlier. We always try to be as flexible as possible to ensure that you are fully satisfied. As with the original referral your family/a friend/representative are invited to be present at any meeting/review that is planned to take place.

At the end of each visit the carer will fill in the record of care/medication sheets in your folder, and will also ask you to sign a timesheet that they will keep on them. All paperwork will be handed in at the end of the month, and this will then be filed in your personal file which is held in the office. Please be aware, that if the carer feels that there are any changes in your condition, or that you are feeling unwell, or you have had a fall, then they will notify the office, and this will go into your records. If it is felt necessary, then there could be a change to your plan of care. You may access your records at any time, to read what has been written in there.

About our staff
Our Team 
All of our staff go through regular training to make sure that they are up to date with all regulations to do with your care. They are all trained in Health and safety, Moving and Handling, Infection control, Food Hygiene, First Aid, Administration of Medication, Dementia Awareness, and Abuse training.

Carers
We do our utmost to ensure that you have the same regular carers all of the time. In the eventuality of holidays and sickness we will strive to keep the number of replacement carers to a minimum. If, for any reason, there is a carer/s that you do not take to, then you can request a change in confidence with the office, and this will be kept totally confidential, and will not affect the standard of care that you receive in any way.

All of our staff go through regular training to make sure that they are up to date with all regulations to do with your care. They are all fully trained in line with the National Minimum Care Standards. Care in the Home Ltd's process of Recruitment and Selection complies with Standard 17 in line with the National Minimum Care Standards. Care in the Home Ltd also carries out Criminal Records Bureau and Protection of Vulnerable Adult checks before any members of staff are employed.  
Home visits
Our Carers will arrive at your home, at the time and day specified in your plan of care. We ask you to allow half an hour either side of your agreed call time to allow for circumstances that may arise that are out of your carers control e.g. heavy traffic. For your reassurance, all Carers will have an Identification Badge with their photograph, name and the agencies name clearly shown. If we hold a key/key code to your house, the Carer will knock before entering to let you know that it is someone that you know coming in. All Carers know that key codes/keys come under the confidentiality policy, and therefore, will not divulge the information to any third parties.

Carers are not allowed to bring friends, children, relatives or pets into your home at any time, as this is a breach of their contract.

Timesheets
At the end of each visit the carer will fill in the Record of Care in your folder, and a carer timesheet for you to sign that they will keep on them. The timesheets have the date of the visit, description of tasks undertaken, the start time, finish time, total amount of time spent in your home, and then a place for your signature, to say that you are happy with this information. All paperwork will be handed in at the end of the week, and this will then be filed with your Records and Plan of Care form. All timesheets are used to invoice for your care, and so we do need to keep an accurate record of any care carried out. Please be aware, that if the carer feels that there are any changes in your condition, or that you are feeling unwell, or you have had a fall, then they will notify the office, and this will go into your records. If it is felt necessary, then there could be a change to your plan of care. You may access your records at any time, to read what has been written in there.

Your Care

1. Personal Care
Your Carers will be able to care for all your personal needs e.g. getting up in the morning, washing/bathing, getting dressed, preparing meals/snacks, making drinks, helping you to go to bed. The Carers can also help you to take prescribed medications; there is however a few limitations and these will be explained to you. Whatever help you require will be detailed in your Plan of Care.
2. Personal Services
Your Carers will also be able to help you by doing your shopping, collecting your prescription, they can help you with your correspondence, telephone calls, taking your dog for a walk. Whatever help you require will be detailed in your Plan of Care form.

3. Preparation of Meals/Snacks
While preparing your breakfast, lunch, tea or supper your Carers will be able to sit and talk to you, so that you do have some companionship during the day if you so wish. The Carers can also prepare any snacks that you may require during the day, and set out drinks that may also be required. Whatever help you require will be detailed in your Plan of Care.

4. Domestic Help
Your Carers can also do light housework e.g. hoovering, dusting, washing up, general cleaning, personal laundry (including incontinent laundry), Ironing and can help with lighting fires and bringing in the fuel for your fire. Whatever help you require will be detailed in your Plan of Care form.

5. Pets
If you have pets in your household, the Carers will be able to feed and if necessary walk your pets, so that they still get their attention, and you do not have to worry about how you are going to cope in looking after your beloved pets.

6. Care at Night
We offer a service that is flexible for you, not only do we do care in the day, but we also have two night duties:

Wake in: From 21:00pm to 07:00am the next morning, the Carer will be awake all night; this is for Service Users that may need regular checks or frequent attention.

Sleep in: From 21:00pm to 07:00am the next morning, the Carer does require the use of a bed, and the carer will be expected to sleep. If for any reason the Carer is woken up more than twice in one night, then this is then deemed as a wake in and will be invoiced accordingly.

Your Views and Comments
How to Contact Care in the Home Ltd
All telephone calls outside of office hours are transferred to the on call person, and the calls cost you the same as a normal telephone call. Outside of normal office hours we operate an emergency on call service. This is the same telephone number.

Office Hours:
 MON – FRI 9:00am – 17.00pm    

On call hours:        MON – FRI 17:00 pm – 9:00 a.m.  

Managing Director:     Mr David McMahon

Managing Director:     Mrs Helen McMahon

Registered Manager:  Ms Marlene Darch

Write to us:

Care in the Home Ltd




Unit 4, Bamfurlong Industrial Park,

                             Staverton, Cheltenham, Gloucestershire. GL51 6SX

Telephone us:
01452 857959


Fax us:   

01452 856784

Email Us:

info@careinthehomeltd.co.uk  


Web Page

www.careinthehomeltd.co.uk
Your Opinions

We are continually looking at ways to improve our services to our Service Users. We therefore, welcome any comments or views (good or bad), from our Service Users, their families, friends, neighbours, social workers and our Carers, on ways that we can improve the efficient running of our business, and helping to keep our Service Users happy with the services that we offer.

Gifts and Gratuities
All office staff and Carers are not allowed to accept gifts or Gratuities from Service Users, their families or their representatives. We are fully rewarded with job satisfaction and knowing that we have done our jobs to the best of our abilities. The best way of showing your gratitude is by sending us any compliments that you feel fit to do so. Any compliments will be passed onto all Carers and Staff concerned. Thank You.

How to make a Compliment

You can inform the office if you wish to make a compliment.  It is very easy for this to be seen as unnecessary but we do pass on any compliments to the relevant members of staff and it is rewarding for individuals to be praised when someone is happy with the service they are receiving. You can also inform the local authority or the Care Quality Commission (CQC) as this will provide good feedback about our organisation.

Care in the Home Ltd aims to provide the best possible service and hopes that complaints are very seldom necessary. As much as we try to get things right all of the time, sometimes this is not always possible. Where a person wishes to complain, however, we wish to ensure that the complaint is received openly, with courtesy and understanding. Care in the Home Ltd will seek to resolve the problem as rapidly as possible and to learn from the complaint.

How to make a Complaint

If you have a complaint, you can speak to your carer, or contact the office. There is a form in your care plan and full guidance on how to raise an issue/complaint. If your complaint is not addressed to your standard, then you have the right to contact the Care Quality Commission (CQC)

Disciplinary Process

If any members of staff are the subjects of a disciplinary investigation connected with the subject of the complaint, the complaint process must be suspended until the investigation is completed, and the Complainant notified.

Care Quality Commission

Address:

CQC 




Telephone:  03000 616161




South West Region

Citygate

Gallowgate

Newcastle Upon Tyne

NE1 4PA

Social Services 

Adult Duty Helpdesk - Gloucestershire.  


Telephone:   01452 426868
GSCC – General Social Care Council
The GSCC has offices in London and in Rugby. 
Telephone:  020 7397 5100

Email info@gscc.org.uk
Our Private Fees

Our Fees cover all Personal Care, Washing and bathing, Dressing/Undressing, Making bed, Cooking/preparing meals/snacks, Laundry and Ironing, Cleaning, Correspondence, Shopping, Collecting Prescriptions, and Dog Walking. We also provide a Sit in service, Waking night duty, Sleep in night duty and emergency care cover.

	Per Hour
	Normal per Hour
	Normal per ¾ Hour
	Normal per ½ Hour
	Wake per Hour
	Sit In

Per Hour
	Domestic per Hour

	MON - FRI
	
	
	
	
	
	

	SAT - SUN
	
	
	
	
	
	

	Bank /Public Holidays
	
	
	
	
	
	


Please contact the office for prices on 01452 857959.
We can also provide a Live In service – for information on our fees please contact the office and speak with the Registered Manager. The charges are different as we do not charge by the hour for this type of service.

Sleep in night duties – This type of duty is not charged by the hour. Our current rate is £90 for the evening between the times of 21.00 p.m. – 7.00 a.m. 

	Emergency 
	Per Hour 
	Wake
	Sleep

	MON – FRI  
	
	
	

	SAT – SUN  
	
	
	

	 Bank/Public Holiday 

	
	
	


Please contact the office for prices on 01452 857959
Normal: 
07:00am to 10:00pm

Wake in: 
22.00pm to 07:00am next morning

24 Hour Callout:  Please contact the office for prices
Our Invoices will be submitted to the Service User on a weekly basis and fall due for payment within 7 days of the invoice date.  We accept payment by cheque, standing order or BACS.
Emergency Care is defined as all requests for service where there is less than 24 hours notice given.

Travel is charged 50p per mile from the office address to the Service User’s address for each visit. A charge is also made when the carer uses their car on behalf of the Service User.

24 hours notice will be required for cancellations: should this not be given, we will require that full payment be made.

The minimum time allowed is 30 minutes per visit/care plan. After that you will be charged in 15-minute increments. If for any reason the Carer has to work over his/her allotted time, you will be informed of the reason on your invoice. 

We do not charge for the initial assessment meetings should the Plan of Care form take place, but if you decline to go ahead then a charge at the normal rate will be invoiced.
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