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Stocks Hall Care Homes Ltd

Statement of Purpose

Stocks Hall St Helens
6 Elderflower Rd,

 Dentons Green,

St Helens,

WA10 6FP

01744 733385
The Registered Provider is:

Stocks Hall Care Homes Ltd

50c White Moss Road

Skelmersdale

WN8 8BL

01695 556996
The responsible person is:
 Mrs Sue Lace - Company Director 

Mrs Lace has over 20 years experience in the care sector as a company director.

The Manager is:

Mrs Julie Gaskell

Julie can be contacted at the Home’s address above.  Julie is a registered nurse with NVQ 5 who has over twenty years experience in the NHS and private sector as well as considerable management experience.

Staff Employed at the Home 

Start Up Staff

	Title and qualifications
	Number employed at the Home 
	Number of years of experience

	Nurses RN
	8
	Over 5 years

	Nurses RN
	2
	Under 2 years

	Administrator
	1
	Over 20 years

	Housekeeper NVQ2 Cleaning and Support Services
	1
	Over 10 years

	Care Assistant NVQ 3
	6
	Varied all

over 5 years

	Care Assistant NVQ 2
	12
	Varied all over 2 years

	Care Assistant working towards NVQ2
	1
	Nil

	Mini bus driver/Maintenance


	1
	Over 10 years

	Activities Co-ordinators to be appointed
	
	

	Chef with C&G 706/2 707/2 Intermediate Food Hygiene Certificate
	1
	Over 10 years

	2nd Chef
	1
	Over 10 years

	Kitchen Assistants
	2
	Over 10 years

	Domestics NVQ1 or 2 Cleaning and Support Services
	5
	Over 5 years

	
	
	


STOCKS HALL CARE HOMES LTD

ST. HELENS
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Introduction

St Helens is part of Stocks Hall Care Homes.  Stocks Hall Care Homes are in essence first class hotels with 24-hour on-call care; catering for day care, permanent residents, short stay residents and those who just want to spend a few days in elegant surroundings.

Philosophy of Care Stocks Hall Care Homes

· To ensure and promote maximum independence, allowing people to achieve their full potential

· To provide people with accommodation that meets criteria of their own homes as closely as possible.

· To build respect between carers and people receiving care.

· To realise the complete well being of each individual.

· To encourage all levels of relationships within the home and local community.

· To ensure family and friends feel at home when visiting and not that they are intruding.

Stocks Hall St Helens
Stocks Hall St Helens is the 5th home in the well established, reputable, flourishing company, Stocks Hall Care Homes Ltd.  It is located in Denton’s Green in a quiet residential area overlooking a cricket green and is within walking distance of a selection of small shops.  It is on a bus route, which is ideal as it enables visitors and residents to travel to and from the home, and to more central locations.  

The home is currently registered for 53, which will include a 14 and a 12 bed unit for the needs of physically disabled people, a 15 bed unit for those with Dementia or Alzheimer’s disease and a 12 bed unit for residents with a learning disability.  Places are available for those aged 18 plus in any of the afore mentioned categories.  Each specialised unit will run independently of each other and staff appointed will be dedicated to the individual units.  We aim to provide short stay, long stay, day care and holiday /respite care. 

Staff are recruited for their values, attitudes and empathetic skills as well as their commitment to working with adults.  Staffing levels allow time for individual attention and are titrated according to the needs of each unit at any given time.

Full induction programmes as well as ongoing training appropriate to each speciality are given.  Each unit will be headed by individuals with appropriate experience within that speciality as well as relevant management skills.

The units are purpose built with the service users in mind.  All units are self contained but residents will have full access to the homes’ gardens and other facilities.
The home is purpose built and has generous proportions throughout.  All the bedrooms have an en suite shower room and a selection of these have overhead tracking hoists.   The bedrooms are all large (16 sq metres excluding en suite), light, beautifully furnished and have access to broadband, sky and telephone points.   All 4 units have lounge and dining areas as well as domestic style kitchens.  Jacuzzi rooms and spa bath facilities are provided.   The décor is elegant and contemporary throughout.  The communal areas provide 6.3 sq metres of space per resident.

The home has garden areas to the front and back all of which are wheelchair accessible.  There is a tranquil garden area with raised flower beds and a water feature where attention has been given to aromas and colours.    For those wishing to garden a working area is provided including a greenhouse, a potting shed, roof top garden, as well as raised flower beds.  Patio areas overlook the cricket pitch.  A large conservatory overlooks the tranquil garden.

Stocks Hall operates a non smoking policy within the home but does provide an external shelter for service users who smoke.  The consumption of alcohol by service users is permitted as long as it is not excessive and does not interfere with others or the smooth running of the home.

Visitors are welcome at any time and are encouraged to help themselves to light refreshments and to join us for meals.  A visitors Suite is available on the ground floor for rests and overnight stays.
Stocks Hall Care Home– Aims and Objectives

Aims

At Stocks Hall Care Home we aim to create a comfortable and stimulating environment in a secure and safe atmosphere where residents can enjoy a good quality of life and be as independent as possible.  Within this environment we recognise individuality within a diverse client group and respect peoples varied social, physical and spiritual needs.

Objectives

· Care provided to be individual, holistic and readily available.

· Treat our service users with respect and dignity particularly in relation to care tasks, irrespective of their age, gender, sexual preference or religious and cultural beliefs.

· Involve and encourage residents in normal living activities and encourage independence.

· Promote financial independence and ensure support/help as needed

· Encourage the community in to the home

· Maintain independence whilst providing an environment and support structure that offers sensible protection.

· Service users to have the opportunity to participate in meaningful activities encompassing social, leisure, intellectual and occupational pursuits.

· Maintain privacy and confidentiality

· Promote and maintain self-esteem and fulfilment

· Maintain and develop networks of relationships

· Throughout their stay, service users will make their own choices and decisions and these will be honoured and respected at all times.

Health Care Needs

Stocks Hall Care Home is committed to providing holistic care that encompasses body, mind and spirit.  It is our aim to protect, inform, support, enable and empower our service users.

We are committed to our service users and will show them compassion and respect at all times.

The healthcare needs of the service users with assessed nursing needs are met by on-going assessment and care planning by the nursing staff at Stocks Hall.  The health care needs of the service users, who have not got assessed nursing needs, are met by the district nursing team.  Full use of community resources is essential to maintain the residents’ health at an optimum level.

All residents are registered with a General Practitioner, where possible residents will keep their usual Doctor, however there may be times when the client will need to be registered with a different General Practitioner, e.g. if you have moved to Stocks Hall from outside the area.  The majority of local practices will visit the home. 

The resident’s existing dentist will meet their dental health needs.  However, if they are unable to visit the surgery, one of the local dental practices will visit the resident at the home.

Optical needs are met by an optician who attends the home on a regular basis.

A chiropody assessment will be carried out by the NHS community chiropody service following admission to the home.  It there is an assessed on-going chiropody need, they will continue to provide a service.

Stocks Hall Homes has comprehensive admission and care planning procedure (see enclosed).  The assessments are designed to identify the service user’s emotional, physical, social and spiritual needs.  The care plan is then compiled in conjunction with the service user to detail the care needed.

The assessment process will also highlight the need to refer on and to incorporate other professionals e.g. physiotherapists, occupational therapists, McMillan nurses, dietician and speech therapists
Staff at Stocks Hall Care Home are able to arrange private chiropody, physiotherapy or occupational therapy as desired these services are not included in our costs.

A care plan should be a dynamic and useable document.  All care planned goals set will be based on a mutual agreement between the service user and their representative and the key worker/named nurse.

The admission/care planning process is an opportunity to give as well as gather information.

Visits and trial periods are positively encouraged prior to admission (refer to policy on meeting service users’ needs).

Individual care plans are used to ensure that each individual maximises their sense of responsibility and independence and that the care provided is consistent with ability, potential and most importantly PREFERENCE.

Consultation with Service Users

1. Julie, the home manager, visits the unit every day that she is on duty.  Please feel free to discuss any concerns with Julie or the unit managers.

2. Monthly meetings are held for service users and their families/friends to express their views.

3. Julie operates an “open door” policy and welcomes new ideas/suggestions

4. Questionnaires are sent out regularly to help us audit our service

5. A suggestion box is situated near the front door

6. Service users are actively involved within the recruitment process by assisting with interviewing

7. It is anticipated that service users will attend and participate in staff and management meetings

8. Alterations to the Statement of Purpose and Service User Guides will only be made after consultation with service users
Stocks Hall Care Homes Ltd – Complaints Procedure

In line with the homes philosophy of care it is the right of every resident to have any complaints about the service provided at the home duly investigated and to receive a full and prompt reply from the home’s manager.

It is the aim of Stocks Hall Nursing Home to provide a confidential and credible system for the residents of their advocates to communicate any complaints regarding the service.

Any complaint should be brought to the attention of the Registered Manager at the earliest opportunity in order for it to be dealt with swiftly.  It will be dealt with confidentially and within five working days.

If after the Registered Manager has given the matter due consideration you wish to take the matter further you have every right to contact the proprietors.

Mrs Sue Lace – Company Director

Stocks Hall Care Homes Ltd

50c Whitemoss Road

Skelmersdale

Lancashire

WN8 8BL

Telephone – 01695 556996

Or you may wish to inform the Commission for Social Care Inspection at any time.
Commission for Social Care Inspection

South Wing 
2nd Floor

Burlington House

Crosby Road North

Waterloo

Liverpool

L22 0LG

0151 949 9540

Activity Programme

Core Value – Promote fulfilling and comprehensive activity programme

A service plan will be compiled prior to and on admission and will include social needs.  The activities co-ordinators work to provide a range of entertainment and social activities.  This includes both within and outside the care home.  We have our own minibus, which is available for outings, visiting friends or family, attending college/work etc
A programme of activities will be set out for each service user and will respect each person’s individuality and dignity.  We aim for our service users to be independent and happy whilst with us.

We aim to assist the service user plan both structured and unstructured activity as desired.  We will not make assumptions regarding the service user based on his/her disability, religion, ethnic group or sexual persuasion, but by working with the individual to ascertain their desires.

Examples of in-house activities

· Quizzes

· Open University Courses

· Social evenings

· Art Therapy

· Snooker

· Gardening

· Music

· TV/Computer games

· Beauty/Manicures

· Complimentary therapies on request (a charge is payable)

· Hand and foot massages free

Examples of outside activities

· Pub lunches

· Attending college/work

· Swimming

· Shopping trips

· Visits to park

· Picnics

· Trips out e.g. Blackpool, Forest of Bowland, Southport, visiting friends and family, places of work etc.
Resident’s meetings are held each month to provide a forum for exchange of ideas and information.

Various clergymen from the local churches visit the home on a regular basis.  Services are conducted with the home.  Visits to church or places of worship are encouraged and assistance given where possible.

The home operates an open visiting policy.  Service Users may use their room or lounge areas to receive their visitors.

Our activities organisers are happy to facilitate the following, but Stocks Hall is not responsible for the cost:

· Complimentary therapies

· Hairdressing

· Individual TV licence

· Private Chiropody

· Newspapers and Magazines

· Shopping including clothing, tights, etc

Telephone Facilities for Service Users – Private Use

· All bedrooms have broadband, television and telephone points which Service users may choose to access.  A charge is applicable.  Please ask for details.  
· A Payphone is available for use by service users.

· Service users may choose to have their own mobile telephone.  The home can facilitate this, but is not responsible for meeting the cost.

Telephone and Facsimile Services for Management

Telephones are located in the following places:

· The managers office

· The administrators office

· The nurses stations(hand held phones)

The administrator’s office has a fax machine which is available for use by nursing staff, senior carers and the activities co-ordinator.

There is also access to the internet and e-mail in the manager’s and administrator’s office.

Furniture, Bedding, Curtains and Floor Coverings

Stocks Hall Care Homes Ltd takes pride in ensuring that each of the service user’s rooms are equipped to promote comfort and privacy.

· We have a range of beds from divan to ‘high-tech’ nursing beds with a variety of different pressure relieving mattresses.  The type of bed required will be assessed prior to admission in consultation with the service user or their families.

· Co-ordinated bed linen is provided unless the service user prefers to use their own.

· Curtains to match the style of each room are provided.  Again, service users are welcome to use their own; they should however be fire retardant.

· Furniture in each room includes; a wardrobe, a chest of drawers, a mirror, seating for two, a table to sit at and a bed-side table.  Clients may choose which of this they wish to use, or bring in their own furniture.

· Our housekeeper and our handyman are happy to assist service users make their rooms their own e.g. re-painting, putting up pictures, changing furniture etc.

· All our rooms are light and spacious and have overhead lighting and bedside lights as well as at least two double wall sockets.

· All our bedrooms are carpeted or have a non slip wood floor and both the housekeeper and the manager inspect the rooms regularly (reports are available on request), and flooring replaced as needed.

· All bed doors are lockable and all service users are provided with a key unless their risk assessment suggests otherwise.  In emergency staff are able to access.

· Each room has a lockable bedside cabinet which service users can use for medication, money and valuables.  Where this is not appropriate it will be explained within the individuals care plan.

Laundry

Our laundry is open seven days a week from 8am until 5pm.  It is sited in the basement so as not to intrude on service users.

Our washing machines are industrial and able to wash at appropriate temperatures e.g. above 65 degrees centigrade for foul laundry for at least ten minutes.

Service users or their representative wishing to use the laundry service are asked to ensure that clothing, personal bedding etc, is all clearly labelled.  Our laundry staff are happy to help with this process.

All laundry is returned each day by the laundry assistant and put away unless the service users prefer to so this themselves.

A domestic style washing machine is available on each unit for those who prefer to do their own washing.
We are not able to provide a dry cleaning service, but we are happy to arrange for this, but are not responsible for meeting the cost.

Meals and Mealtimes

Our aim is to give our clients well balanced nutritious meals in a pleasant environment.

We currently have a choice of dining rooms on each unit.  All of which are light and pleasingly decorated.

Service users may prefer to dine alone in their own rooms.

Service users are welcome to invite friends or relatives to dine with them, but are asked to pre-arrange this with the chef.

Consultation with service users, carers and families prior to admission will ensure that needs can be met.  Examples of this are diabetic, high protein, low fat and vegetarian diets.

Nutritional assessments are carried out with every client by the key worker or named nurse in consultation with the chef.  These assessments are carried out at least every four weeks or as needed, and dietician referrals made as appropriate.

All nutritional needs and dietary preferences are recorded in the care plan.

Dietary requirement forms are given to the chef on admission and are updated as needed.

Our chefs are actively involved with the service users in that they serve the main meal of the day, which allows time for feedback.  They also attend residents meetings as appropriate.

We serve three meals a day:

	               Breakfast/Morning tea
	                     8am – 10.30

	               Lunch (light meal)
	12.30pm – 1pm

	Afternoon refreshments
	                     2.30pm

	               Tea (main meal)
	                     5pm – 6pm

	               Evening refreshment
	                     7pm – 9pm

	               Supper
	                     9pm - late


Every morning, each resident is consulted as to what they would like to eat from our varied menus.  Copies of all menus are reviewed every month by the manager and the chef.

Mealtimes are to be enjoyed unhurried.  Staff are on hand to assist with eating and drinking as needed, but are also there to promote independence.

Meals are attractively presented with portions that suit the individual.
All units have domestic kitchens, which promotes independent living but also allows the service users access to drinks and snacks as well as the opportunity to prepare their own meals.

The quality of meals and mealtimes is monitored by the manager in the following ways:

· Observation at mealtimes

· Discussions with individual service users and their families

· Written surveys/questionnaires

· Inspection of documentation/care plans

Housekeeping

Our aim at Stocks Hall is to ensure a clean and pleasant environment.  The home employs staff to complete the domestic tasks but service users are welcome to choose to do their own.  These services are supervised by our housekeeper.  The housekeeper and her team take pride in their work and this is reflected in the high standards of cleanliness throughout the building.  

Our domestic staff are trained to NVQ Level 1.  All attend other relevant courses e.g. COSHH, Health and Safety, 1st Aid and Moving and Handling

Standards are checked regularly by the manager and the registered provider.  Service users are consulted regularly both informally and formally e.g. by questioning, in residents meetings and in satisfaction surveys.   

Emergency Admission Procedure

 The aim of this procedure is to make sure that all service users are admitted to Stocks Hall Care Homes, in an emergency with as little disruption as possible to themselves and to ensure a continued standard.

This procedure will ensure that all relevant documentation is correlated to provide the correct information to deliver the correct care for each individual in an emergency.

Procedure

1) After receiving the initial enquiry from the rapid response team or relevant bodies, ensure that there assessment is faxed through to the home.

2) If time permits a senior member of the home’s staff will carry out a pre-admission assessment.

3) If an assessment is not able to be carried out one must be completed within 24 hours of the admission.

4) There must be close liaison with the Care Staff, the Manager, the Social Worker and the Service User as to the suitability of the placement. 

5) The service user must receive a letter informing them that Stocks Hall is able to cater for their needs and a service user guide.

6) All other procedures pertaining to the admission of a service user must be followed.



i.e. Completion of normal Admission Procedure, Care Plan Procedure etc.


Care Plan Policy and Procedure

POLICY

A Care Plan must be devised for all Service Users admitted to the Home. To enable a care plan to be devised information must be sought from a number of sources. This process begins with the pre-admission assessment that is carried out by a senior member of the Home’s staff. The Care Plan sets out the care required for that Service User. It is a document that is referred to by all members of staff so that they can give the correct care to that person.

On admission to the Home more information will be gathered through discussion with the Service User and their family and friends. Within the 48 hours of admission the first care plan must be written together with the Service User and /or their representative. 

The Key Worker assigned to the Service User will work closely with the Service User and their family to enable good, effective communication.

The Care Plan will require frequent reviews during the first few weeks as the staff become more familiar with the specific need s of the Service User. The maximum time between reviews is four weeks. Although any changes to the service user’s needs must be documented as soon as possible and reflected in the care plan.

All monthly reviews are to be carried out together with the Service User and/their representative.

The Service User and/or their representative must sign the Care Plan.

PROCEDURE

1. Using the following documents and records the needs of the Service User is fully assessed:

· Pre-Admission Assessment/Indicator of Dependency Score

· Admission Assessment

· Moving and Handling Assessment

· Risk Assessment

· Waterlow Score

· Nutritional Assessment

· SS1B – Care Plan form the Social Worker.

2. Devise the Care Plan with the full involvement of the Service User and/or their representative* within 48 hours of admission. This includes them signing the Care Plan.


3. The Care Plan must address all the needs of the Service User. These include: Physical, emotional, spiritual, sexual and social needs. It must reflect the six principles of care throughout: privacy, dignity, rights, choice, independence and fulfilment. 

4. Reviews of the Care Plans will be a continual process. Each problem/need may need to be reviewed at different intervals but must not exceed monthly intervals. The monthly review must involve the service user and/or their representative. Ask them to sign the care plan at each review.

5. All entries made in the care plan must be dated and signed. This includes any minor changes to ensure accurate and accountable record keeping.
* A Service User and/or their representative may not want to be involved in the Care Planning process. Document this in the Care Plan and ask them to sign it.

Admission Procedure

The aim of this procedure is to ensure that all new Service Users are admitted to Stocks Hall Care Home to the same standard.  This will ensure that Service Users and staff have the precise information to provide correct care for each individual.

1. When an enquiry is made about the Home, an Enquiry Form must be completed. This form should then be passed on to the Home Manager at the earliest opportunity. The Manager will then be able to continue the process of admitting a Service User. 

2. Prospective Service Users are encouraged to visit the home as many times as they wish and to spend a day with us, if they wanted to.

3. If the enquiry becomes a positive one and a bed is booked then the Manager or a Senior member of staff will visit the prospective Service User and complete a Pre-admission assessment form. (Indicator of Dependency Form). 

4. Prior to the admission the Manager will write to the Service User and/or their Representative to acknowledge that we are able to provide the necessary care to meet their needs. If a Social Worker ( or Care Manager) is involved, their Care Plan must also be obtained prior to admission.(SS1B) This can be a faxed copy to ensure we receive it prior to admission.

5. Prior to admission a letter is to be sent to the service user to acknowledge the Stocks Hall Care Homes can cater for their care needs and this will also state which room the service user will be allocated.

6. Prior to the admission Staff at the Home must be informed of the admission and told of the specific needs of the new Service User. Any necessary equipment be obtained and insitu. Relatives can be encouraged to bring some personal items to the home in preparation for the pending admission, so as to help the new Service User to settle in.

7. On the day of admission the Service User’s Key Worker is allocated and instructed to greet the Service User on arrival and help to settle them in.  Show them to their room and offer them refreshments. Show them round the home when they feel ready.

8. Complete the necessary admission documentation:

· Admission Assessment

· Waterlow Score

· Moving and Handling Assessment

· Nutritional Assessment

· Weight, Temperature and Blood Pressure (if appropriate)

· Risk Assessments

· Inventory of belongings

· Dietary requirements (for the Chef)

· New Resident Form for Head Office

· A Care Plan to be formulated with in 48 hours (see Care Plan Policy)

· Record of Medications brought into the home.

9. Through out the procedure keep the Service User and Family informed of every thing and ensure all their needs are met. This is a very traumatic time for them all and lots of reassurance will be necessary.

10. If the Service User ahs brought in any valuables these must be recorded on their Admission Assessment form and advised that we can keep their belongings in the Homes safe. Give them a receipt if they require us to keep them in the safe.

11. The Service User is to be issued with a Service User Guide and a Contract..

Confidentiality

Objective

To respect the privacy of :

Service User’s

Stocks Hall Care Homes Ltd.

All Staff

Responsibilities

It is the responsibility of every member of staff employed by Stocks Hall and any agency staff who are also employed to work in the Homes.

Policy

Confidentiality is a serious concern for every member of staff. Any breeches in confidentiality will be dealt with using the company’s disciplinary procedure. It is a very serious offence and would be classed as gross misconduct.

Procedure

1. Staff must respect information disclosed to them by Service Users in the strictest of confidence and handle information given to them by Service Users according to the company’s policies and procedures.

2. Services Users have access to the home’s policy and procedure regarding confidentiality and on dealing with breaches in confidentiality. Staff are to ensure Service Users understand the policy.

3. Service User’s records must be accurate and kept within locked facilities and treated as highly confidential.

4. Staff are aware that any information given to them in confidence must be reported to their manager when the health and safety of a Service Users is at risk or when their well-being is affected.

5. Information regarding Service Users can only be disclosed to outside agencies or health care agencies when permission has been sought from the Service User or their representative.

6. Information can only be shared concerning a Service User if discloser ensures the health , safety and well-being of the individual is paramount.

7. Staff must not discuss with other members of staff or outside agencies issues regarding a Service User outside of the home. 

8. Any issues about staff members and about Stocks Hall Care Homes must not be discussed externally. There must be respect of our peers and for the Company.
Service User’s Personal Allowance Policy

Objective

To ensure the safeguard of each individuals personal allowance (pocket money) fund.

Responsibility

The Registered manager is responsible for the correct documentation, storage and deposit of personal funds into the Home’s Safe or into the Service User’s bank account.

Policy

All Service User’s, or their representative, will be encouraged to take responsibility of their personal allowance.

Where Service User’s prefer to keep their money at the Home they will be advised to allow the Manager to safeguard the money in the Home’s safe. 

There is also a lockable facility within each service user’s bedroom for them to keep safe their valuables, should they prefer to look after their own money.

Where Service User’s moneys are deposited in the Home’s Safe and the amount is over £50.00 they will be encouraged to have their money deposited in a personal bank account. 

The manager will assist them with this and accurate records of all deposits and withdrawals kept at the Home. Two people must sign all deposits and withdrawals, one being the Service User or their Representative, if possible.
Risk Taking Policy

It is the practice at Stocks Hall Care Homes to develop comprehensive care plans for each Service User. These plans aim to be as protective as possible and as such can have the effect of depriving the individual of the freedom of choice and a quality of life, which they and we desire.

In the interests of our Service Users these Care Plans may contain choices and activities, which contain an element of risk. We believe that such plans are essential for the maintenance and improvement of health in all its forms and are in the best interests of the therapeutic atmosphere within which we live and work.

The care plans are drawn up in discussion with the Service User and/or their representative, Key Workers, and members of the multi-disciplinary team where appropriate. The areas of risk are clearly identified and agreed. Risk Assessments are carried out and subsequent action agreed.

These are reviewed at least once a month.

The Service User and/or their representative must sign the Risk Assessments and Care Plans, and be continually involved with the reviews.

Below is a list of some common examples where risk assessments are required:

Risk of Falls

Smoking

Risk of Falling out of bed

Self Medicating

Refusing to have footplates on a wheelchair



Care of the Dying

 

POLICY

 

To maintain the dignity of the service user and relatives when the death of a service user is imminent. To help service users, relatives and staff who are involved to cope with bereavement and to support staff who are involve

 

PROCEDURE

It is very important that we are aware of the Service User’s wishes at the time of their death. It is a difficult subject to broach with them or their family. However, you will find that most people are quite happy to talk about it and have very specific wishes.

These requests must be documented so that all staff are aware of them and can respect them when the time comes.

When a poor prognosis has been made by a G.P. or Consultant , we must ensure that all the appropriate services are accessed for the Service User. This is to ensure that their final journey is as comfortable as possible.  

These include close liaisons with the G.P., Palliative Care Nurses, Macmillan Nurse, District Nurses, access to the Pain Clinic etc.

Together with the Service User and/or their representative a Care Plan of these very specific needs is formulated,

It is paramount that the care plan reflects the need to preserve the Service User’s Dignity, Privacy and Respect. 

The Care Plan must also reflect the Spiritual and Religious needs of the Service User.

The Service user and their family will needs lots of support through this difficult time. Ensure that family and friends are made welcome at all times of the day or night and that they are made comfortable and are offered refreshments regularly. Let them assist in some of the basic care needs, if the Service User is happy for them to do so.

When staff become aware that the Service User’s death is imminent, inform the next of kin that there has been a change in their relative’s condition. If necessary, inform the G.P.

Respect the Service User’s wishes and follow the Care Plan.
If the family are unable to come to the home ensure that a member of staff is with the service user at all times. Ensure that the service user’s comfort is maintained and that there is an atmosphere of peace, calm and dignity.

The needs of the family/friends need to be respected also. Offer support and try to answer their questions. If you are unable to answer their questions involve the G.P. or Palliative Care Nurse.

It may also be appropriate to give the relatives details of a local bereavement support group or a bereavement counsellor.

During the course of a service user’s residency at the home they may have formed relationships with fellow service users. These relationships need to be respected at all times. When a service user’s health deteriorates their friends within the home need to be aware of the changes and given the opportunity to pay their last respects, as long as the wishes of the dying service users are respected at all times.

The other Service Users will also need support and the opportunity to talk about the death of a fellow Resident and to grieve. They may also require the support of religious and spiritual services, and also the support of their families. 

The staff will also need to be given the opportunity to grieve. Support from our peers and an opportunity to reflect will help the grieving process. If appropriate some staff members may want to attend the funeral service. The manager will help to support this within the constraints of the resources at the home. 

It may be appropriate to hold a memorial service at the home for the service users and staff to pay their last respects to the service user.

Procedure for the Discharge of Service Users

When a Service User decides that they wish to leave Stocks hall Care Homes the Manager must be informed and a four weeks notice period is to be given. This maybe wavered at the discretion of the Manager depending on the individual circumstances. Should Stocks Hall Care Homes not be able to provide for the needs of a Service User then we must also give four weeks notice if appropriate.

The Manager will discuss with the Service User and/or their Representative the full implications of being discharged from the Home.

To aid the smooth transfer of a Service User from the Home to their discharge address the Manager will liase closely with the Community Multi-disciplinary team to ensure that the Service User’s needs are met and the discharge planned adequately.

This may include: 

· G.P.

· District Nurse 

· Diabetic Liaison Nurse

· PCT

· Macmillan Nurses

· Continence advisor

· Social Services

· Domiciliary Services

Before discharge the Service User’s medication must be ordered to ensure an adequate supply during their first week after leaving the Home.

The Service User’s G.P. must be informed of the changes.

Through out the planning process the Service User and/their representative must be involved and informed of the planning process.

On discharge the Manager must inform the company’s administrator of the details immediately on the relevant paper work.

 

Preserving Autonomy

At Stocks Hall we will endeavour to preserve every Service User’s Autonomy. We will achieve this by ensuring the following:

1. All Service Users are offered the opportunity for themselves and their representatives to be involved in the planning of care.

2. Individual care plans promote individuality.

3. The use of single, en-suite facilities allow for Service Users privacy and choice.

4. The Service User have meetings to provide a forum for being involved with decisions on the future of the Home, complaints, planning activities etc.

5. There is no pool of communal clothing. Deceased persons clothes are disposed of.

6. The Service Users have a lockable drawer for their personal use. This allows for privacy, security and choice.

7. A choice of daily food menus, including special dietary needs.

8. On admission all Service Users are asked what their preferred choice of address is, their likes and dislikes, personal preferences, waking and bed times, religious beliefs and rights.

9. Risk Taking is acknowledged and assessed, and included in the care plan.

10. Personal items and memoirs are encouraged within an individual’s bedroom.

11. Pets are acceptable with prior consultation with the Home Manager.

12. An activity calendar and use of the company mini-bus allows for outings, excursions and general transportation to maintain community links.

13. Visiting by relatives and friends is encouraged at all times that are reasonable.

14. A hairdresser visits the Home at least once a week to enable Service Users to maintain their preferred appearance.

15. We will respect Service User’s personal belongings.

16. We will maintain confidentiality and acknowledge privacy, dignity, rights, choice, independence and fulfilment.

Policy on Meeting Service User’s Needs

Policy Statement

Stocks Hall Care Homes believe that it is essential that the prospective service user is confident their needs will be met by the home if they move into it and the home is confident that it will be able to meet those needs.

Aims of the Policy

This policy is intended to set out the values, principles and policies underpinning the home’s approach to the assessment of the needs of its service user.

Policy on Needs Assessment

Stocks Hall Care Homes believes that it should only accept a new service user if a needs assessment shows that the home can adequately meet the needs of the prospective service user. All potential services users should receive the following service:

1. Offered a date and time to visit the home.

2. Greeted by all staff in a warm and friendly manner.

3. Shown around the home and invited to stay for a meal if they wish.

4. Offered a private, quiet area to discuss their personal details and specific needs.

5. Have all their questions answered fully and patiently.

6. Offered the home’s statement of purpose and service user guide explaining the process of application for a place at the home.

Any special needs should be addressed and the home should explain or demonstrate exactly how those needs will be met from day to day in practice.

Visits to the home by prospective new residents are arranged and conducted by a senior member of staff.

It is recognised that some prospective service users can not visit the home, but their families will visit on their behalf. Therefore a senior member of staff must visit the person and complete our assessment forms before admission is organised.

Complaints Policy

Our aim is that service users and advocates will be confident that their concerns and complaints are listened to and acted upon promptly and fairly.   We want to explain to people how investigations will be carried out and the outcome communicated including access to appropriate interpretation and methods of communication.

The Stocks Hall Group (Stocks Hall Care Homes, Stocks Homecare Services and Stocks Nursing Services) is committed to providing a quality service so that everyone that uses its services has a positive experience.  Consequently, we welcome complaints from service users and/or their advocates because we consider it as an opportunity for us to learn, adapt and continually improve our services.  To demonstrate this commitment we wish to make it as easy as possible for you to make a complaint or register a concern.  We give an assurance that it will be taken seriously and dealt with in an open and honest approach and at the earliest opportunity.  If the complainant is not the service user we are required to verify that they have explicit permission to speak on their behalf.

This policy is not designed to apportion blame, to consider the possibility of negligence or to provide compensation and does not form part of the company’s disciplinary policy.

Informal complaints (oral complaints) will be dealt with by front line staff in the first instance and then by the relevant manager if they are not settled to either party’s satisfaction.

Formal complaints (written complaints or unresolved informal complaints) will be acknowledged by the relevant manager in writing to the complainant within three days of receipt and the investigation will normally be completed within 28 days of receipt.  If the investigation will take longer than 28 days then the complainant will be kept fully informed in writing of the progress and of the expected completion date.  The result of the investigation will be communicated in writing to the complainant and the manager will always be more than willing to meet and discuss the outcome of the investigation with the complainant.

All formal complaints should be directed to the manager responsible for the delivery of your care, i.e. the registered person.  The manager/registered person will monitor all complaints to identify any emerging patterns that may require investigation.
The Informal Complaints Procedure and the Formal Complaints Procedure are located in the Procedures File reference ICPr1 and FCPr2 respectively.  The Complaints Form must be instigated as soon as a complaint is received and is located at CFo1.  When a complaint is concluded all information must be retained and placed as a record on file and entered into the Complaints Log located at CLFo1

Most complaints will be concluded locally between the complainant and the relevant manager.  Where resolution is unsuccessful due to either the manager or the complainant being dissatisfied with the result, the complainant will be referred to the Company Operations Manager or Director.  If the complaint remains unresolved then people will be referred to the Commission for Social Care Inspection (CSCI); however, the complainant can contact the Commission at any time during the above processes at the following address;

CSCI

South Wing
2nd Floor

Burlington House

Crosby Road North

Waterloo

Liverpool

L22 OLG

Tel 0151 949 9540 Fax  0151 949 9549   

COMPLAINTS FLOW CHART
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Informal Complaints Procedure

Complaints should be welcomed by all staff and recognised as an effective way of improving the quality of services we deliver.  All staff should develop an awareness of recognising complaints from service users and/or their advocates.  If the complainant is not the service user there is a requirement to ensure they have the explicit permission of the service user to complain on their behalf.

An ‘informal complaint is’ an oral complaint.  Informal complaints should be dealt with immediately by the front-line staff member to whom the complaint is made.  The following procedure should be followed for an informal (oral) complaint;

1.1 Complete the Complaints Form (CFo1)

1.2 Clarify with the service user/advocate that you have correctly understood their concern/complaint

1.3 If the matter can be resolved by front line staff immediately to the satisfaction of the complainant and the company then do so and go to step 1.6

1.4 If the complaint cannot be resolved by front line staff immediately then refer it to the senior member of staff on duty.

1.5 The senior member of staff should make an assessment of the investigation carried out so far and carry out further investigations if necessary.

1.6 When the senior member of staff has concluded further investigation or is satisfied that the original investigation was appropriate they should report the findings to the complainant.  If it has now been resolved to the satisfaction of the complainant and company go to step 1.6.  If it is still unresolved then go to step 1.7.

1.7 The relevant manager should be informed and a record of the informal complaint made in the ‘Complaint Log’ (ref CLFo1) and in the Care Plan. This would be the end of the investigation.

1.8 If the complaint is still unresolved it should be referred to the relevant manager and should now be dealt with as a formal complaint.  Please follow the ‘Formal Complaint procedure’.

The Stocks Group comply fully with and adhere to the complaints standards as in;

Standard 16 – ‘Complaints’ of the ‘National Minimum Standards for Care Homes for Older People’

Standard 26 – ‘Complaints and Compliments’ of the ‘National Minimum Standards for Domiciliary Care

Standard 7 – ‘Complaints’ of the ‘National Minimum Standards for Nurses Agencies

Copies of the National Minimum Standards are available for people to read in all our offices. They can also be accessed on the Commission for Social Care Inspection website www.csci.org.uk.
Formal Complaints Procedure

Complaints should be welcomed by all staff and recognised as an effective way of improving the quality of services we deliver.  All staff should develop an awareness of recognising complaints from service users and/or their advocates.  If the complainant is not the service user there is a requirement to ensure they have the explicit permission of the service user to complain on their behalf.

A ‘formal complaint is’ a written complaint or an unresolved ‘informal complaint’ (see Informal Complaint procedure).  Formal complaints should be dealt with by the appropriate manager.  The following procedure should be followed for a Formal Complaint;

1.9 Complete the Complaints Form (ref CFo1)

1.10 Acknowledge the complaint in writing within 3 days of receipt using Complaints Letter 1 but taking into account the appropriate interpretation and method of communication for the complainant.

1.11 Undertake a full assessment by identifying who and what needs to be investigated.

1.12 Carry out the investigation and record all interviews and meetings held.

1.13 Come to a decision concerning the complaint made from the information collected and write up the reasons for your decision. Sign and date the summary.

1.14 Communicate the decision to the complainant using Complaints Letter 2.

1.15 If both parties are satisfied with the outcome proceed to 1.8.  If the complainant is dissatisfied and wishes to appeal then proceed to 1.10.

1.16 The manager should then make a record of the formal complaint in the ‘Complaint Log’ (ref CLFo1) and in the relevant service users care plan.

1.17 Complaints should be monitored by the manager in order to be able to identify any emerging patterns that may require investigation.

1.18 If the complainant is dissatisfied and wishes to appeal then they should do so to the Company Operations Manager or Director.  The manager should provide them with the necessary contact details.

1.19 If the complainant appeals to the Company Operations Manager or Director then they must respond within 3 days of receipt of the appeal.  Having undertaken an assessment of the situation they will then decide if further investigation is required.  Their decision will be communicated to the complainant within 14 days of appeal receipt.

N.B. The complainant has the right at any time to contact the Commission for Social Care Inspection and should be provided with the necessary contact details.

The Stocks Group comply fully with and adhere to the complaints standards as in;

Standard 16 – ‘Complaints’ of the ‘National Minimum Standards for Care Homes for Older People’

Standard 26 – ‘Complaints and Compliments’ of the ‘National Minimum Standards for Domiciliary Care’

Standard 7 – ‘Complaints’ of the ‘National Minimum Standards for Nurses Agencies’

Copies of the National Minimum Standards are available for people to read in all of our offices. They can also be accessed on the Commission for Social Care Inspection (CSCI) 
website www.csci.org.uk. 
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STOCKS HALL ST. HELENS
STAFF NOTICE

IN THE EVENT OF FIRE. IF YOU DISCOVER A FIRE, OPERATE THE NEAREST FIRE ALARM CALL POINT & ALERT OTHER STAFF AS TO ITS LOCATION.

· Staff ensure safety of residents in the immediate vicinity and make their way quickly, safely and directly to the fire board

· Close any open doors en-route

· Two members of staff to remain on the Dementia Unit to man the fire doors

· The senior nurse on duty to co-ordinate the following:

1. Allocate a member of staff to dial 999 immediately and give the information required by the operator:

Stocks Hall Care Homes Ltd

Tennis Street North

Elderflower Road

St Helens, WA10 6FP

01744 613599

2. Find the source of the fire.  Delegate staff to evacuate all personnel from the vicinity of the fire source to an area beyond a fire door with external exits

3. Delegate a member of staff to collect a residents list, visitors book and to report to the senior fire officer

4. Keep staff on Dementia Unit updated as appropriate

5. In the event of a total evacuation, assemble the residents in the car park and ensure their warmth and safety

6. Follow instructions of senior fire officer.

DO NOT

· Attempt to attack the fire

· Enter areas that are on fire or could put you at risk

· Use the lift

· Stop to collect belongings

                                                                        DO

· Use all emergency exits
· Follow the instructions of the senior nurse/fire officer
· Offer care and comfort to the residents to reduce stress
STOCKS HALL ST. HELENS
RESIDENTS & VISITORS

IN THE EVENT OF FIRE:

IF YOU SEE A FIRE, SHOUT OR PRESS AN ALARM IF YOU ARE ABLE
DO NOT PANIC

DO USE ALL EMERGENCY EXITS

DO NOT RETURN FOR PERSONAL BELONGINGS

DO FOLLOW THE STAFF’S INSTRUCTIONS

DO NOT USE THE LIFT

HELP WILL ARRIVE, BE PATIENT, STAFF WILL REMOVE THOSE IN GREATEST DANGER FIRST

EVERYONE WILL BE ASKED TO ASSEMBLE IN THE CAR PARK

FIRE DRILLS ARE AN ESSENTIAL PART OF STAFF TRAINING, PLEASE HAVE PATIENCE AND FOLLOW THE STAFF’S DIRECTIONS.















































































Manager investigates





No





Is the situation resolved?





Explain option to go to CSCI at





No





Yes





Is the situation resolved?





Complainant can appeal to Operations Manager/Director





No





Yes





Manager completes the Complaint Log





END OF INVESTIGATION





Manager completes the Complaint Log





Is the situation resolved?





FORMAL COMPLAINTS PROCEDURE





Inform the relevant manager 





No





Yes





Can they resolve it?





Refer it to the senior member of staff on duty





END OF INVESTIGATION





Yes





Follow the Informal Complaints Procedure.





No





Yes





Can it be resolved immediately?





INFORMAL COMPLAINTS PROCEDURE

















5











7








Page 2 of 38

