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You have the right: -      To have information that you can understand about how to make a complaint and who to contact      To have a complaints procedure that will be clear and easy to use      To choose someone else to make a complaint on your behalf      To be treated with dignity and respect      To have your concerns taken seriously      To have your concerns dealt with properly  –  whatever y our communication needs      To be told what is going on with your complaint and to be kept up to date      To withdraw your complaint at any time    
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14 Hendre Road

Pencoed

Bridgend

CF35 5NW




TELEPHONE : 01656 863 963




(Messages left on 863 963 will be 



returned next working day).



FAX NUMBER : 01656 865373




MOBILE FOR OUT OF OFFICE HOURS:

07970 296194




























































 




































































		





APRIL COMPLETE CARE SOLUTIONS 


STATEMENT OF PURPOSE





As part of our registration with the Care Standards Inspectorate for Wales, we have produced the following Statement of Purpose for the Information of the Service User and other organisations. April aims to provide a consistent, high quality, reliable service to both our clients and employees. 





April Complete Care Solutions was established in 1996 and has worked hard to build a reputation for quality work and reliability.  The philosophy of our organisation is to provide excellent Nursing and Care Services to a broad range of people and organisations across South Wales.  April provides an enabling service which recognises the differing needs of all service users in a manner which enhances their dignity and independence.





April Complete Care Solutions Provides the following services:


Many of our clients have complex and diverse needs, some requiring 24 hour care, varying shift patterns, differing skills and different levels of personal care services.  April has therefore established a fully extensive employee database, which undergoes continual rigorous assessment and scrutiny of our working practices.  In order to be proactive, we actively encourage positive feedback from both clients and employees.  Our database is managed 24 hours, 7 days a week.





By utilising our extensive database, April, will match the candidate with the required profile.  C.V.s for all staff with their qualifications can be obtained upon request.





Also, via its dedicated, fully accredited and approved Training Department, April provides and delivers various programmes from Training Needs Analysis and Induction to detailed Skills Development Training for all its employees.  We provide the following training which all staff will undergo:


Fire Prevention


Food Hygiene 


Health & Safety 


Moving and Handling 


Home Care 2 (Role of the Home Carer)


Adult Abuse—Basic Awareness


Emergency First Aid in the Workplace





Where staff will be undertaking to work with children, our staff will undertake the following Child Protection training:


Recognising Indicators of Child Abuse


Understanding Child Protection





April will also support its Care Staff in obtaining NVQ Level 2 and Level 3 in Care. Where specific skills and experience are required both Nurses and Care Workers will be placed specifically to meet those needs.





Our office, situated in Pencoed and is where any queries should be directed in the first instance and our telephone number is 01656 863 963.





Provision of qualified nurses and carers for organisations and people within their own home environment across South Wales.  This includes assessment and monitoring of nursing and care needs, co-ordination with other agencies and family members in order to achieve, develop and maintain the best possible nursing and care for the individual.





Nursing and Care is provided for a range of user groups including:


Nursing services are provided to NHS Hospitals, Private Hospitals, Nursing and Residential Homes, Elderly mentally infirm nursing, Organisational practice and occupational health nursing, one to one private and social services nursing, which are generally undertaken on an ad hoc basis.  Care is provided to Older people, those with memory impairment, people with learning and/or physical disabilities, younger disabled, people who have head or spinal injuries, those who have a life threatening illness.  People who have mental health problems, children and families.  April currently has 30 ongoing contracts, both private and through Social Services Departments but again this is subject to change as circumstances dictate, either through new and additional contracts being obtained or through the termination of a contract.





April provides a full and comprehensive list of Charges which is included within the Client User Guide/Brochure.











The Registered Person/Responsible Individual is:


Mrs Debra Hooper, RGN


Managing Director


April Complete Care Solutions Ltd


14 Hendre Road


Pencoed


Bridgend


CF35 5NW


Tel: 01656 863963


Email: info@aprilcare.co.uk





Mrs Debra Hooper formed Apex Nursing Services where she worked consistently to build a reputation for quality and reliability and to develop the company as a service provider.  In October 2002, Apex Nursing Services and Apex for Lifelong Learning joined to become April Complete Care Solutions.





Debra, the Managing Director, is a Registered General Nurse on part 1 of the Nursing and Midwifery Council Register and has significant experience in both the NHS and independent healthcare sector.  





Debra is supported by a Registered Manager, Learning and Development Officer, a Training Consultant, Accounts Manager and a Booking Co-ordinator/ Deputy Human Resources Manager.   Debra believes that the expertise within the management framework ensures that a complete package of services is available for service users, also that staff employed by the agency are given the opportunity to develop through sound career advice and structured learning.  The management and staff believe that by providing opportunities, facilities and support for training, that employees are in possession of the knowledge, skills and experience necessary to perform their job to the highest standard.





The Management Structure for April Complete Care Solutions is included within the Client User Guide/Brochure.





April Complete Care Solutions has public and product liability insurance to £10m.  All staff undertake the statutory training and work in compliance with April’s Code of Conduct, Staff Handbook and Health & Safety Procedures.





All work is carried out within the parameters of the April Complete Care Solutions Policies and Procedures in conjunction with the National Minimum Standards for Nursing and Domiciliary Agencies.





A geographical map of the area, April Complete Care Solutions provide services to, is included in the User Guide/Brochure.





April Complete Care Solutions will not provide services through persons other than employees of the Agency.





TIMESHEETS


At the end of each week of the Assignment (or, if the assignment is for less than one week or is completed in the middle of the week, on the day that the assignment ends) the Carer will give the Client a timesheet.  The Client should check that the time sheet shows the correct number of hours worked for the period concerned.  If it is correct the Client must sign it and return it to the Carer so that it can be promptly forwarded to April’s main office in order to be paid.  If the timesheet does not show the correct number of hours the Client will need to ask the Carer to amend the timesheet accordingly.  If the Client is unable to sign a time sheet produced for authentication by the Carer because the Client disputes the hours claimed the Client shall inform the Agency as soon as is reasonable practicable and shall co-operate fully and in a timely fashion with the Agency in order to enable us to establish what hours, if any were worked by the Carer.





LIABILITY


April Complete Care Solutions strongly advises that, before the assignment begins, the Client ensures that they hold household insurance, which includes public liability cover.  The reason for this is that the Client will be liable for injury and/or loss to the Carer and/or April arising under the Occupiers Liability Act 1957 (as amended).

















CANCELLATION AND TERMINATION


April is responsible for ensuring that the Carer supplied to the Client has the necessary skills knowledge for the assignment having regard to all the requirements of the Client discussed before the assignment commenced.  Throughout the assignment April will monitor the Carer’s services to ensure that the agreed care programme is being carried out by the Carer.  However, if the Client finds the Carer unsatisfactory, the Client may terminate the assignment of the Carer and the Agency.





Will reduce or cancel the charges for the previous day’s work performed where April is at fault for providing an unsuitable Carer and may at its discretion, reduce or cancel the charges for the previous day’s work performed where the unsatisfactory circumstances are beyond the reasonable control of April provided that in both cases the Client notifies the Agency within 24 hours of the start of an assignment or the unsatisfactory circumstances arising whichever is later.  April will use its best endeavours to provide the Client with a suitable replacement within 24 hours of receiving notification of their rejection of the Carer.





Subject to clause 9.1 of our Terms of Business, if the Client wishes to terminate the assignment for any reason, they must give April 1 week’s notice in writing, failing which they will be subject to a cancellation fee.





April may terminate the assignment by giving the Client 1 day’s notice which will be followed up in writing.





FORCE MAJEURE





April will use its best endeavours to provide the services of a Carer throughout the assignment.  Should April’s obligation to do so be materially interrupted or interfered with by an event of force majeure, then such obligation shall be suspended while the interference or interruption continues and April will not be liable for any loss the client suffers or costs they incur as a consequence of the interference or interruptions.





Both parties agree to use their best endeavours to minimise and reduce any period of suspension caused by an event of force majeure.





The expression “an event of force majeure” includes but is not limited to fire, flood, casualty, lockout, strike, labour disputes, industrial action of any kind, unavoidable accident, breakdown of equipment, national calamity or riot, Acts of God, the enactment of any Act of Parliament or the act of any other legally constituted authority, any cause or event arising out of or attributable to war, or any other cause or event (whether of a similar or dissimilar nature) outside the reasonable control of either party to this contract other than a shortage or lack of money.

















Providing Care For: 





Older people 


Elderly mentally infirm 


Older people in supported living schemes 


People with dementia 


People with learning difficulties 


People with mental health problems 


People with physical disabilities 


People with sensory loss including dual sensory impairment 





Carers will normally be expected to provide support in any of the following tasks/activities, to enable you to remain safe, comfortable, secure and independent as far as possible in your own home. Services are provided by carers making personal visits at agreed times to meet your needs. Visits can vary in length from 3 hours to 24 hours depending on your needs. We can also provide a night-sitting service or sleepovers as well as full 24 hour day cover.





Personal Care 





We can provide assistance with personal care tasks such as: 


Washing 


Shaving (not wet shaving) 


Oral care 


Dressing 


Toileting / continence care 


Feeding 


Assistance with medication 


Assistance getting in/out of bed 





In providing personal care, staff will make every attempt to preserve your dignity and privacy at all times and will encourage you to be as self-caring as your condition allows. They will obtain your consent before each procedure. Other Services We can also provide assistance with the following: 





Making or changing your bed 


Emptying commodes 


Shopping 


Paying service bills 


Collecting pensions 


Assistance with laundry and ironing 


Preparing meals feeding and advising about healthy eating 


Cleaning and vacuuming in order to maintain a safe environment 


Escorting you to appointments, shopping or social activities 





Please note, we can provide cleaning as part of a care package if agreed in advance. You will be responsible for providing cleaning materials and equipment.  


























Introduction 





At April we think there’s no place quite like home – that’s why we are right behind those people who wish to remain at home and independent for as long as it is safe. Our Domiciliary Care and Nursing Care teams specialise in providing dependable, trustworthy, high quality home care for private individuals, local councils and other organisations. Applying the same exacting recruitment standards as we do for our Healthcare Recruitment division, we select only those support workers and Nurses with special skills and qualities needed to provide the peerless level of care our clients have come to expect. Whether it is an occasional visit for companionship and household cleaning, or daily assistance with practical tasks like washing, dressing and help at mealtimes, our flexible packages are carefully customised around the specific needs of the individuals that our team members support. Whatever the frequency and level of our carer’s involvement, we offer a consistent, appropriate and a thoroughly rewarding service for the client in question. 





AIMS AND OBJECTIVES





To provide a person centred, individualised service to vulnerable people who may need care and support.  The services we aim to provide will be responsive, and of the highest standard to meet the needs of people we care for:





April Complete Care Solutions works within the legal framework of:-





Domiciliary Care Agencies Regulations 2002


Domiciliary Care National Minimum Standards


Care Quality Commission





Whether it is supporting people who have come out of hospital, in need of respite or rehabilitation, or would benefit from support to develop daily life skills, April Complete Care Solutions are committed to meet it’s service users needs to enhance their quality of life.





To respect the individuality of service users, promote their independence, dignity and safety.  


Respect the privacy and personal choice, lifestyles, customs, cultures and values are at the core of our values.





April Complete Care Solutions is committed to providing its clients and service users with health care and support professionals that have been recruited to the highest standard, with best practice, recruitment and selection, induction and training in mind.





April Complete Care Solutions is committed to involving service users, advocates, families and carers / support workers in the provision, management and development of services which will be monitored on an ongoing basis for quality and to ensure the service continues to meet service user’s needs.





By offering outcome based, tailor made services, with compliance, quality management and service delivery always in mind, we hope that our intention to remain idealistic and progressive will ensure that April Complete Care Solutions never becomes content in merely being adequate.





April Complete Care Solutions is a dedicated, forward thinking and ethical healthcare agency whose primary objective is to provide top quality staff and service to its clients.





Our carers can provide a wide variety of services, as required, to meet your individual needs. They have or are working towards NVQ II or III in Health and Social Care or related studies. The organisation provides personnel in the following roles: 





Registered Nurses 


Health care Support Workers 




















STAFF PROFILES





MRS DEBRA HOOPER


MANAGING DIRECTOR





Debra Hooper qualified as an RGN in 1990 and gained management experience in a variety of settings in both the Public and Private Sector.  In 1996, Debra formed Apex Nursing Services and has continually worked towards developing the Company as an exemplary service provider.  Debra is responsible for the strategic planning and implementation of operations policy for the Company.








MRS WENDY DUCKWORTH


REGISTERED MANAGER





Wendy joined the Company in April 2006 having previously spent 15 years working as an Administrator for 


a group of care homes where she gained a vast knowledge and experience within the healthcare sector.  


Wendy was previously the HR Manager for the Company and has since been promoted to Registered Manager.  Wendy is responsible for the overall running of the company.





					        MR MATHEW HUGHES


ACCOUNTS MANAGER





Mathew Hughes is a part-qualified Accountant.  Mathew joined April in 2001 as part of the Cymru Prosper Wales Scheme after a period of working in other recruitment and financial sectors.  He is responsible for all the financial aspects of the business from invoicing to wages.








MRS MARIA CROUCH


BOOKINGS CO-ORDINATOR





Maria joined April in January 2011 having had over 8 years experience working in a similar                    position.  Maria also has crucial experience in working as a carer. Maria is responsible for supporting Wendy and staff allocation which is a vital element of the company.


		





MRS JENNY SMITH


LEARNING & DEVELOPMENT DIRECTOR





A retired senior nurse with over 20 years’ experience within the NHS, Jenny is Training and Development Manager at April.  Jenny is responsible for programme planning and design.  Having completed her Cert. Ed. she enjoys combining her nursing and teaching skills.








MR NEIL HOOPER


TRAINING CONSULTANT





Neil Hooper supported Apex from its start and has performed a variety of roles in its infancy.  With a particular like of teaching, Neil is now April’s Manual Handling Instructor for both our own staff and external clients.  Neil is responsible for ensuring all our staff are suitably trained to care for our clients in a safe manner.











Introduction to April Complete Care Solutions





ORGANISATIONAL CHART



































GEOGRAPHICAL AREA COVERED


BY


APRIL COMPLETE CARE SOLUTIONS
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Our Service User guide has been produced with the aim of providing you with information so you can make an informed decision on whether you feel we are able to meet your specific care needs. This guide gives you information about what you should expect and what to do if you are unhappy with the service. It gives a summary of the main policies and procedures relating to our business operation and expectations of our staff. If you require in-depth details of any of our policies or procedures, please do not hesitate to ask. 





How to Contact us:





April Complete Care Solutions Ltd


14 Hendre Road


Pencoed


Bridgend


CF35 5NW


Tel: (01656) 863963


Fax: (01656) 865373





e-mail:    � HYPERLINK "mailto:info@aprilcare.co.uk" �info@aprilcare.co.uk�


website: � HYPERLINK "http://www.aprilcare.co.uk/" �www.aprilcare.co.uk�
























































DOMICILIARY CARE



































SERVICE USER GUIDE











QUALITY ASSURANCE PROCESS











April Complete Care Solutions aims to provide a consistent, high quality, reliable service to both our clients and employees.  





 We therefore, provide training and development for all our employees and external candidates, through our dedicated, fully accredited Training Department in order to maintain our quality services.





 The Company constantly scrutinises its existing practices, through client, staff, competitor surveys, and monitoring systems. April then endeavours to meet the continually changing and diverse needs of both our clients and employees.





 April collates feedback from all our clients, staff and social services annually, via questionnaires and the information is scrutinised carefully and considered fully.  A Quality Assurance report is produced on the basis of the information received.





 The Main Office at 14 Hendre Road, Pencoed, Bridgend, CF35 5NW, is where all enquiries, complaints, suggestions, and indeed compliments should be forwarded to.  The Management Team at the office will be able to advise on most issues and if satisfaction had not been given, will be able to advise on the appropriate body to contact.





 All ideas or suggestions for improvement are welcomed and indeed encouraged from clients, staff and professional bodies.  Suggestion Forms are available upon request and should be forwarded to the Human Resources Manager for consideration.  The Human Resources Manager is based at the Main Office.





 All newly adopted practices are then broadcast by various means, mailshots, internal staff newsletters, client information packs, etc.





 At April, we hold an annual staff awards ceremony in recognition of our staff and the hard work that they do.  Clients are encouraged to nominate individual staff members for awards.  Nomination forms are sent out annually to all of our clients.





We believe that our reputation is built on the quality of our work and client feedback is an important part of the quality process.











Contact from Prospective Client / Representative / Social Services Department











QUALITY ASSURANCE





SUGGESTION FORM











	DATE:………………………………………………………





	NAME:……………………………………………………..





	ADDRESS:……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………





	SUGGESTION/COMPLAINT/COMPLIMENT





	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………





	IMPLEMENTATION : YES / NO		INVESTIGATION: YES / NO





	ACKNOWLEDGEMENT: YES / NO	DATE REPLIED:…………………….





	OUTCOME:


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………


	……………………………………………………………………………








	MANAGEMENT SIGNATURE:…………………………………………………….





	DESIGNATION:………………………………………………………………………











Arrange Meeting to assess Client with Client Representative / Social Worker














COMPLAINTS PROCEDURE





April Complete Care Solutions will operate a fair and efficient complaints procedure which is simple and accessible.  We hope that through our thorough monitoring system of reviews you will not need to use this process.  If you contact the April Office with a concern relating to your care you will be asked if you would like to formally instigate the Complaints Procedure.





Your Rights to Complain:





 A quick Guide to our Complaints Procedure





�





April Complete Care Solutions is committed to providing, you, the client, with a professional, quality service and that the care delivered by our staff is of the highest standard.  To achieve this, we need your help.  We welcome any comments from clients regarding our services and you may speak in confidence to any member of our office team.  You will receive a questionnaire on an annual basis which is entirely anonymous; we would appreciate your candid views on April Complete Care Solutions.





We will ensure that the welfare of service users is safeguarded and promoted and will take into account the ascertainable wishes and feelings of the service user at all times.  We will, endeavour to seek a local resolution of a complaint at an early stage where appropriate.





If you experience any concerns or have a specific complaint, we ask that you follow the procedure detailed below.  You do however, have the right at any time to complain to the National Assembly or to your Local Authority.





1.  In  the  first   instance,   please   contact  April  Complete  Care Solutions immediately on Tel. No. 01656 863963.  Following initial verbal contact, you may wish to put your comments in writing; letters should be marked for the attention of the Managing Director and sent to April Complete Care Solutions Nursing Services Ltd. 14 Hendre Road, Pencoed, Bridgend, CF35 5NW.  All complaints are given their own unique reference number.  We would also welcome you or your representative to contact us at any time during the investigation.





2.  The  Managing  Director  or  her  Deputy  will  endeavour to allay your concerns or deal with your complaint immediately.  In the case of a complex situation, it may take some time, however we assure you that it will receive priority attention and you will be kept informed of our progress.  You have the right to expect us to respond to your complaint within 14 days.  You also have the right to extend this but we can only extend this 14 day period where the law says we can.  You will be notified of the outcome of the investigation and any action taken within 35 days. 





3.  If you need to make a complaint about our Registered Manager, this can be made directly to our Managing Director.





4.  Your Local Authority has two further stages when dealing with complaints.  The first stage is formal consideration and the second stage is an independent panel.  The Complaints Officer for Social Services within your Local Authority can assist you with this.


























Administration Assistant





PROCESS FOR DELIVERY OF CARE & REVIEW








An overview of the process for the delivery of care and support from an initial referral, through needs and risk assessment and development of the service user plan to review of the care and reassessment of need, is set out below:





The initial client enquiry is taken and written onto a standard form, all relevant details are taken.





A Client Information Pack is compiled and sent to the prospective client or their representative.





Once confirmation of wish to proceed is received and noted, April arrange for a home visit to assess the Clients requirements.   It is important that the clients are involved as much as possible within this process.  Service Users will therefore be asked appropriate and relevant questions to enable us to devise a comprehensive and accurate service delivery plan.  Service Users will be asked to sign copies of the assessment and Service Delivery Plan and are encouraged to voice their opinions.  In addition, Service Users are encouraged to make entries into the daily records if they feel it appropriate and make comments if they feel anything is inaccurate.





A quote is then presented to the prospective client or their representative, and a care package is drawn up.





Once accepted, the relevant member(s) of staff will be introduced by the Agency to the client prior to commencement of service.  Clients will be asked to sign a simple check list to confirm that all information required under CSSIW Regulations have been given.





Bookings are confirmed by telephone and the client also receives written confirmation on a weekly basis, all changes are accommodated.





Depending upon the duration of the care package, assessments or annual review arranged and any necessary changes noted and implemented.  Clients are encouraged to be involved in the planning, implementation and assessment of their care and are encouraged to participate in the report writing.  The designated member of staff will write their report at the end of each assignment; these reports can be accessed at any time by the client.





Close liaison maintained with the client(s) or their representative, Social Services and others.





All/any changes to the care package are confirmed in writing.





Our office is open Monday to Friday between 9.00am - 5.00pm.  On call Duty Manager is available 7 days a week, 24 hours.  The Duty Manager is available for assistance or advice.   











�





Meeting Needs 





Our staff have a wide range of skills, experience and knowledge required to provide your care needs.  Carers individually and collectively, have the skills and experience to deliver the services and care which we offer and provide. The skills and experience of care staff are matched to your needs and they are able to communicate effectively with you, using your preferred method of communication. Your social/cultural or religious requirements and preferences will be identified, understood and entered into your plan. 


 


Responsive Services 





We provide a flexible, consistent and reliable personal care service.  Our staff are reliable and dependable and are able to respond flexibly to your needs and preferences which arise on a day to day basis. We provide services in a way which meets the outcomes identified on your care plan. 





Your carer will arrive at your home at the time specified and will stay for the full amount of time allocated.   





Carers will only be changed where there is a legitimate reason, for example: 


Your carer is sick, on holiday, undertaking training or has left the company 


If your requirements change and your carer does not have the necessary skills, physical capacity or specialist training. 


Your carer is unavailable for additional hours or changed times 


If you request a change of carer for legitimate reasons 


If a non-professional relationship has developed between you and your carer. 


To provide relief for carers working in stressful situations. 


To protect carers from abuse or discrimination. 





 We will consult you in advance whenever possible.


 


Confidentiality 





Your personal information is handled appropriately and your personal confidences are respected.  All staff and carers employed by April have a duty to keep your information strictly confidential and to use it only for the proper purposes in accordance with the law and in particular the Data Protection Act of 1998. Your personal data held on computer or paper records, may be reviewed as part of the inspection and regulation process, including inspectors working on behalf of Care and Social Services Inspectorate for Wales (CSSIW) and authorised employees of local authorities with whom we have contracts – but only if your care is provided by us on behalf of the local authority. 





Circumstances in which information can be disclosed:





We will only disclose information with your consent unless we are required to do so by law 





Storage and disposal of data 





Your personal file is kept in a locked cabinet.   We dispose of records containing your personal information in a secure way.   





Your personal data 





You have the right to see personal data which we hold about you on computer systems or paper 


records. 























Personal confidences 





Any personal confidences you share with your carer will treated with respect, ensuring that your privacy and dignity are maintained. 





Breaches of confidentiality 





All April employees are given training in confidentiality and are aware of when it is appropriate to share information. Breaches of confidentiality are dealt with under our disciplinary procedure. 





We have both employers liability and public liability insurance in place.





Personal Care 





The focus of our philosophy of care is that you are treated with respect, your dignity is preserved at all times and your right to privacy is always observed When we provide care to people living in their own homes, it is with the aim of enabling you to sustain and wherever possible, improve your independence. You will be involved in decisions relating to your care and you will be assisted and encouraged to be involved in your care activities. 





Service User Plan 





Your care needs, wishes, preferences and personal goals are recorded in your personal service user plan.  A personal service user plan is developed and agreed with you, taking into account the care needs assessment and risk and manual handling assessment. The plan will take into account your wishes and preferences in relation to the way in which care is provided and your chosen lifestyle – as long as it conforms to legal requirements and does not compromise the obligations of April Complete Care Solutions. The plan sets out in detail what the carer must do to meet your assessed needs, including specialist needs and communication requirements. Any areas of flexibility will be identified to enable you to maximise your potential and maintain your independence. The plan is signed by you or your representative and is available in a language and format you can understand. You will be provided with a copy of your plan. 





Privacy and Dignity 





You will be treated with respect and valued as a person, maintaining your right to privacy.  Personal care and support is provided in a way which maintains and respects your privacy and dignity and with regard to your lifestyle. 





What you can expect from us:


 


Care and support are provided in the least intrusive way at all times. 


You and those close to you, are treated with courtesy at all times 


You will be addressed by the name you prefer at all times 


Carers are sensitive and responsive to the race, culture, religion, age, disability, gender and sexuality of you and those close to you. 


























Provision of Services for Children 





Where we are providing services for children and their families, the need to safeguard and promote the welfare of the children for whom the services are provided or in whose home the services are provided, is of the utmost importance. The welfare of children includes, but is not limited to: 





enjoying good physical and mental health and living a healthy lifestyle; 


being protected from harm and neglect and growing up able to look after themselves; 


getting the most out of life and developing broad skills for adulthood; 


making a positive contribution to the community and to society and not engaging in anti-social or offending behaviour; 


achieving economic well-being 





It is important to note that this obligation shall apply whether or not the services are provided, because the children have been assessed as needing them or because another person living in the same household has been assessed as needing them. 





Tasks which may not be undertaken 





Carers must not undertake any task which puts them or you at risk. Such as: 





Moving you in circumstances where there is a risk of injury to either you or the carer. 


Moving heavy objects, such as rearranging furniture. 


Carrying out any clinical task. 


Using equipment supplied by you which is faulty or dangerous 





In addition, the following tasks are not covered by our service: 


Gardening 


Pet care 


Cleaning windows 





Care Needs Assessment 





Your care needs requirements will be individually assessed before you are offered a personal domiciliary care service.  A domiciliary care needs assessment will be undertaken before we provide a domiciliary care service (or within 2 working days in exceptional circumstances), by the Registered Manager or her deputy, with the involvement of you and those close to you. Issues that may arise include: 





Personal care and physical well-being 


Family involvement and other personal social contacts 


Sight, hearing and communication 


Continence 


Mobility, dexterity and the need for disability equipment 


Mental health and cognition 


Medication requirements 


Personal safety and risk 


Specific condition-related needs and specialist input 


Dietary requirements and preferences (if appropriate) 


Social interests, religious and cultural needs 


Preferred method of communication 


Method of payment 


Whether you smoke 





Information from the care needs assessment forms part of the service user file so that care and support workers are aware of any special needs, the activities they are required to undertake and the outcomes to be achieved. Your needs will be reassessed annually, however, if a carer reports changes to your care needs and circumstances to us, a reassessment of care needs can be undertaken if necessary. 























You can expect that your Local Authority will always:





Safeguard and promote your welfare





Find out what you want and how you feel about things





Tell you about any help you might have from an advocate – someone to help you through the procedure








5.  Finally, if we do not resolve the problem to your satisfaction you may then wish to contact:











 Care and Social Services Inspectorate Wales


South West Wales Regional Office


Unit C, Phase 3


Tawe Business Village


Phoenix Way


Swansea Enterprise Park


Swansea


SA7 9LA


Tel:  01792 310420


Fax:  01792 313038


Email: cssiw.sw@wales.gsi.gov.uk


























Quality Assurance 





April Complete Care Solutions has in place a policy of continuous quality improvement. 





Client Feedback 





We ask and expect feedback from all our Clients to establish if they are happy or not with the service that they are receiving. We request feedback following the placement of staff, and also follow up feedback via a telephone call to ensure any issues are dealt with as soon as possible. We take our audit of information seriously and strive for continuous improvement. 





Financial Procedures 





Charges and method of payment Rates will be agreed and verified between the service users prior to engagement of services. 





Timesheets





A timesheet must be completed at every visit by the carer and countersigned by you. The timesheet acts as a record of the time worked and this is how we calculate the charge to you. If the Local Authority are responsible for payment of your care, then your carer is booked for a specific length of time and will be unable to spend longer with you, unless this is agreed beforehand by the Local Authority, or it is an emergency, and has been agreed by April. If you are paying privately for your care and you request your carer to stay for longer than is booked, this will be recorded on the timesheet and you will be charged for the additional time. Any queries relating to invoices and charges can be raised with our Accounts Manager on 01656 863963. 





Private Paid Work 





Requests for additional support 





Any requests for additional support on a private basis, should be made through the April office. If we are providing care on behalf of the Local Authority then you should speak to them in the first instance. A carer is forbidden from taking on a private task without reference to their Manager. Carers are made aware of the potential danger to themselves and the service user, of providing additional voluntary support and April may take disciplinary action against any carer who has an inappropriate relationship with service users either within or outside their employment contract.

















Safe keeping of keys / codes 





If you are unable to let your carer into your home yourself, it may be appropriate to have a key safe fitted. This will allow your carer access to your key so they can let themselves in. Under no circumstances should you give a carer a set of keys to your property without the written consent of April Complete Care Solutions. If you do so without our knowledge, we will not be responsible for any loss which may occur. Your key code will be kept confidential and only carers who need to know the code will have access to it. 





No Response 





If your carer arrives at the allotted time and is unable to get access to the property, they will contact the office or on call Manager and a telephone call will be made to your next of kin. If you know you will not be in when a call is scheduled, please call the office to give 24 hours’ notice to cancel the call. 





Securing your home 





When your carer leaves, they will ensure that windows and outer doors are secured, unless you request otherwise. 





Damages / breakages 





Carers will always, whilst providing care to you, treat your property and possessions with respect. However, on occasions accidental damage and breakages can occur. April Complete Care Solutions accept no liability or responsibility for this type of damage. We would recommend that claims should be processed through your own home insurance. 





Records kept in the Home 





Your health, rights and best interests are safeguarded by maintaining a record of key events and activities undertaken in the home in relation to the provision of personal care.  





Records will be kept in the home and updated on each visit, in relation to: 





Assistance with medication, including time and dosage and other requests for assistance with medication 


Financial transactions undertaken on your behalf 


Detail of any changes in your health, physical condition and care needs 


Any accident (however minor) to you or your carer 


Any other incidents or information which may assist other health or care workers 





You will be informed about what is written and you and your family/representatives have access to the records. Records will be factual and will be signed and dated. The records will be removed on a monthly basis and transferred to your personal file based in the office premises of April Complete Care Solutions.


 


Managers and Staff Recruitment and selection 





Your wellbeing, health and security are protected by our policies and procedures on recruitment and selection. At April we have a rigorous recruitment and selection procedure which meets the requirements of legislation, equal opportunities and anti discriminatory practice and ensures the protection of you and your family. 

















Risk Assessment 





The risk of accidents and harm happening to you and staff in the provision of personal care is minimised.  A risk assessment will be undertaken by the Registered Manager or qualified person before the carer commences work. This will identify any potential risks associated with the provision of care, including any risks associated with medication and other health related activities. The risk assessment will be updated annually or more frequently if necessary. The risk assessment will include an assessment of the risks for you in maintaining your independence and living in your own home. The views of you and your family/representatives will be taken into account. A separate moving and handling risk assessment will be undertaken if carers are required to help you with any manual handling task, such as assisting you in the shower or helping you to get out of bed. Any equipment should be in a safe condition to use and inspections by the manufacturer should be up to date. A plan to manage risks will be drawn up in consultation with you and a copy will be in your service user plan for you and your carer to refer to. 


 


Financial Protection 





Your money and property is protected at all times whilst we are providing the care service.





Money and gifts 





As part of your care package, we can arrange to collect pensions, pay bills and do shopping for you. Any transactions will be recorded on the financial transactions log in your service user file and receipts will be provided for you to keep. On occasions, you may wish to express your thanks to your carer by making a gift.  We feel it is important to maintain a professional service and do not allow our carers to accept gifts or money. Staff are not allowed to accept bequests in wills; nor are they allowed to act as witnesses on wills or other legal documents. 





Your property 





Our staff are not allowed to lend money or property to you, nor are they allowed to borrow or buy property from you, or look after goods belonging to you. 


 


Your Protection 





You are protected from abuse, neglect and self harm.  You are safeguarded from any form of abuse or exploitation including physical, financial, psychological, sexual abuse, neglect, discriminatory abuse or self harm or inhuman or degrading treatment through deliberate intent, negligence or ignorance in accordance with our written policies and procedures. Our carers receive training on protection of vulnerable adults and prevention of abuse. 





Security of your Home 





Carers ensure the safety of you and your home at all times when providing a service. 





Access to your home 





Care staff must not take unauthorised people or pets into your home, or admit anyone without checking their identity and receiving your permission. All staff are issued with identity badges, bearing their photograph and signature. They are required to be carried/worn at all times and shown when entering a home, or whenever asked for identification. Do not be afraid to ask to see the badge. 














Requirements of the Job 





All managers and staff are provided with written job descriptions identifying their responsibilities and accountabilities and are issued with a copy of April’s staff handbook. Staff are aware of any activities which should not be undertaken and know what is required of them in their role. 





Training and development 





Staff are appropriately trained to meet your personal care needs.  We have a structured induction process and training programme which is designed to meet workforce training targets. Our carers receive training on all health and safety requirements including manual handling, prior to working alone. Training and development requirements are reviewed annually at staff appraisal. 





Qualifications 





Your personal care is provided by experienced and competent staff.  All our staff and carers are competent to undertake the activities for which they are employed and responsible. Newly appointed carers who do not hold a relevant care qualification are required to demonstrate their competence and register for a relevant NVQ in care within the first six months of employment. 





Supervision 





All care staff receive regular supervision and have their standard of practice appraised annually.  Carers meet formally with their Manager to discuss their work on a regular basis. We will undertake direct observation of them delivering care, at the home of service users they regularly work with. We will ask your permission beforehand, if we plan to undertake an observation at your home. 





Contract 





You will be issued with a written contract provided by us within seven days of commencement of the service, unless service is provided via the local authority The written contract will be signed by you (or a named representative on your behalf) and the Registered Manager. A copy will be retained by you and a further copy will be kept by us on your personal file. The contract, together with this service user guide, will comprise the terms and conditions on which our service is provided. 





Organisation and our business 





Compliments and Complaints 





You will be issued with a copy of the complaints procedure as part of our Statement of Purpose. All comments, including complaints, will be recorded and placed on your file and a copy will be held in the Registered Manager’s complaints/compliments file. 





Our assurance to you 





We learn from each and every complaint, to help you and future clients.  All comments and complaints will be taken seriously, investigated thoroughly and confidentially, and resolved as quickly as possible.   We will be open and honest. 


Apologies will be given when appropriate. 











Autonomy and Independence 





You will be assisted to make your own decisions and control your own life and be supported in maintaining your independence We will enable you to make decisions in relation to your own life and we will provide information, assistance and support where needed. You will be encouraged, enabled and empowered to control your own finances unless prevented from doing so by mental incapacity or disability. Carers will carry out tasks with you, rather than for you, with minimal intervention. You will be supported to take risks, as set out in your plan, with regard to health and safety. When caring for children, they will be encouraged to participate in the activity and to develop through learning and playing and to protect them from abuse or harm. You are kept fully informed about the service you receive and you will be provided with information in an appropriate format. Carers will communicate with you in your first or preferred language. Limitations on your lifestyle or human rights to prevent self-harm or self neglect or abuse or harm to others will only be made if it is in your best interests and in line with our legal responsibilities. Any limitations will be recorded in full within the risk assessment and plan for managing risks and will be entered on the service user plan. 





Medication and Health Related Activities 





Our policies and procedures on medication and health related activities protect you and assist you to maintain responsibility for your own medication and to remain in your own home.





Assisting with medication 





Staff may only provide assistance with taking medication in accordance with the care plan. 





Considerations 





You must arrange for your pharmacist to have your medication dispensed into a medi-pack or blister pack so you can be helped with your medication safely. Carers are not allowed to assist with medication unless it has been dispensed in a medi-pack or blister pack. 





Staff must never, in any circumstances administer medication which has not been prescribed, give medication to you against your wishes or alter in any way the timing of the doses. This includes the administration of “over the counter” medicines and remedies. 





If your carer advises you to see or call your G.P. or other health care professional, they will make a record in your file, which will be signed and dated. 





Protection Safe working practices 





The health, safety and welfare of you and our staff is promoted and protected.   At April, we have systems and procedures in place to comply with the requirements of the Health and Safety legislation and comprehensive policies and procedures for health and safety management, to protect our staff and service users. Our staff undertake health and safety training as part of their induction and they attend refresher training on a regular basis. Among the topics covered are: 





Moving and handling 


Basic first aid 


Food hygiene 


Control of substances hazardous to health 


Infection control 


Fire safety 





Our carers are also instructed on dealing with accidents and emergencies and know how to report such incidents. They are provided with personal protective equipment (gloves and aprons) and know when to use it. 
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Draw up Individual April Care Plan and agree with Client / Client Representative / Social Worker





Private Client – Obtain as much pertinent information as possible – send out Client Brochure / User Guide, Charges & Terms of Business








APRIL COMPLETE CARE SOLUTIONS





POLICIES AND PROCEDURES





April Complete Care Solutions provides all its employees with a staff handbook which outlines all the Company’s Policies and Procedures, General Rules, and Code of Conduct.





Fully comprehensive Company Policies and Procedures are kept in the Main Office, 14 Hendre Road, Pencoed, Bridgend, CF35 5NW.  These Policies and Procedures are reviewed on an Annual Basis.  Anyone wishing to view these documents may do so with prior communication with the Human Resources Manager, Telephone Number 01656 863 963.





However, the following is the referral procedure which April Complete Care Solutions adheres to.


REFERRAL PROCEDURE


(Where a Prospective Client or Social Services contact us for Nursing or Care Services)





Social Services Department – Obtain as much pertinent information as possible / request Care Plan – Provide Quote





Arrange Introduction of Prospective Staff Member (i.e. Nurse or Carer)





Arrange commencement of Care to Client and Inform in Writing to Client / Client Representative





Review Annually (or as and when required).  All assessments and reviews are undertaken by our Care Manager
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14 Hendre Road


Pencoed


Bridgend


CF35 5NW





Telephone: 01656 863963


(Messages left on this number will be returned the next working day)





Fax Number: 01656 865373











Mobile for out of office hours:


07970 296194
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