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This guide and the Cumberland Care statement of purpose will provide you with the information you require about our service. 
If you require this document in an alternative format, please speak to one of the Supervisors or the Manager.  
If you find it hard to read this, you could ask someone to help you such as: 
· A family member
· A friend
· You’re Social Worker
· An independent advocate 
· Someone you trust

[bookmark: _Toc129704209]Admission 
Admission to the home will be via Adult Social Care. You can request a referral through your social worker, if you have one, or you can contact Adult Social Care directly.
Prior to admission you will take part in a comprehensive assessment of your needs, preferences and wishes.
[bookmark: _Toc129704210]Manager of the service 
Text
[bookmark: _Toc129704211]Relevant qualifications 
Text
[bookmark: _Toc129704212]Employment background 
Text
Family tree 
Text




Staffing
Our staff recruitment policies and processes ensure that we only employ people who can provide care and treatment appropriate to their role. We carry out criminal record checks and work history checks.
Our staff receive comprehensive induction and regular training relevant to their role and responsibilities.
This includes: Person centred care / support planning, safeguarding, dementia awareness and other specialist training.
[bookmark: _Toc129704214]Quality Assurance and Governance
We are inspected by The Care Quality Commission. Copies of their reports and ratings are displayed on the premises, available on request, or you can visit their website.

Other audits and inspections are carried out by Cumberland Council. These include:

· Health and safety inspections
· Fire inspections 
· Internal quality assurance audits
· Financial audits
· Food hygiene inspections
[bookmark: _Toc129704215]The standards you can expect:
· For you to receive care and treatment that is tailored to your needs.

· To be treated with dignity, support and respect at all times while you are receiving care and treatment.

· To ensure we follow the fundamental care standards set out by CQC.  

· To ensure each individual has a person centred care plan which covers all your  

· To have privacy when you need and want it.

· To be treated as an equal.

· To receive the support you need to help you remain independent and involved in your local community.

· For you (or anyone legally acting on your behalf) to give consent before any care or treatment is given to you.

· Any risks to your health and safety during any care and treatment are assessed, and that staff have the qualifications, competence, skills and experience to keep you safe.


· For you to be safeguarded from any form of abuse or improper treatment.

· The environment where you receive care and treatment, and the equipment used, must be clean, suitable, secure, properly used, looked after and serviced.

· You have the right to complain about your care and treatment and for any complaint to be fully investigated.

[bookmark: _Toc129704217]Aims of our service
· We aim to provide activities and opportunities, which enable personal development and growth.
· We will deliver the support that you need or want and assist you to make choices and decisions about your life.
· We aim to provide a service which supports your independence and dignity at all times.
· We promote equality and diversity.

[bookmark: _Toc129704218]Services provided (E.g. Day services)
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Your rights and responsibilities 
	Rights
	Responsibilities

	To be treated with dignity and respect and to acknowledge your cultural and person preferences.  
	To treat staff and other people we care for with courtesy and respect. 

	To be consulted regarding the quality-of-care in a person-centred way. 
	To respect the wishes and privacy of the other people we support. 

	To receive a quality service. 
	To request that only the service agreed on the person-centred care plan to be carried out. 

	To have your personal information handled confidentially and have access to all your documentation. 
	To ensure you keep us informed of any changes to your nest of kin details. 

	To have access to the compliments, comments, and complaints procedure. 
	To inform staff if you are unhappy or wish to make a complaint or raise a concern. 

	You have the right to specialist equipment which will be documented in your care plan. 
	To ensure any specialist equipment is maintained and serviced annually or within the manufacturer’s guidelines. 

	You will be notified of any changes to the service, organisation and manager and where possible appropriate consultation will be held with you and or your representatives and staff. 
	To confirm with cumberland council “No smoking” policy at all times and to respect to council request not to smoke on the premises.  

	To support you to have access to medical or other specialist health care requirements. 
	To work with staff when making decisions that involves taking risks so that the risks can be carefully balanced against the benefits and potential harms. 

	Safety assessed needs. 
	You must not enter into any private financial arrangements with staff or offer any gifts. 



Our rights and responsibilities
	Rights
	Responsibilities

	To be expected to work to the agreed person-centred care.
	To respect issues of concerns to you, the social workers, family, and advocates where appropriate. 

	To have staff treated with dignity and respect. 
	To maintain a secure confidential system of record keeping and to allow appropriate access to information. 

	To receive timely information from the people we support, their families / representatives and social workers regarding: 
· Person-centred care plan changes
· Cancellations and restarts
· Other requirements 
	To deliver a quality service which is audited and monitored.

	
	To comply with adult protection procedures. 

	
	Our staff are expected to comply with the Council and Cumberland Care Policies and procedures. 

	
	All gifts and bequests or offer of such must be reported to the line manager. 



Charges / Payments 
Part of your Adult Social Care Service assessment will be to identify if you are eligible for service charges. Your contract will confirm the conditions of payment.
The following are covered within your fees (delete or add in as required, this is not an exhausted list):
· 24 hour security/staff support
· call bell system
· individual bedrooms, some with private toilet and washbasin
· choice of menu – 3 meals per day
· mid morning/afternoon/evening snack
· housekeeping
· communal/private television facilities
· laundry service
· lounges (some with kitchen areas, tea and coffee making facilities)
· smoking lounge
· passenger lift
· outdoor gardens, some enclosed for safety
· daily social and recreational activities
· periodic in-house entertainment
· interdenominational church services
· public payphone.
The following are NOT covered within your fees:
· privately arranged chiropody, dental and ophthalmic services
· alternative therapies, i.e. aromatherapy, reflexology
· hairdressing
· private telephone facility and billing
· dry cleaning
· escorts i.e. to hospital appointments, opticians etc
· personal clothing alterations and personal toiletries
· newspapers, periodicals and stationery items
· cigarettes, vapes and alcohol
· private transport costs, i.e. taxi
· transport and admission costs attached to personal interest outings
· meals provided to visitors (nominal charge is operational)
· television licence for your own room
· personal internet access
· non Freeview television
Services we are unable to provide (These can include examples such as: invasive health care procedures, collections of pensions) 
Support staff cannot enter into individual arrangements with the people who use our services to carry out tasks which have not been included in the person-centered care plan. Cumberland Care Services do not contract privately. Cumberland Care Services reserves the right to refuse to provide services which:

· Present significant risk to staff
· Are not covered by Cumberland Council Insurance
· Are not registered under CQC (Except Day Services not regulated) 

To comply with our strict Fire Regulations and to minimise the potential risks of secondary smoke to others in the Home, Cumberland Council operates a no smoking policy.

[bookmark: _Toc129704221]Person centred care planning and reviewing
In consultation with you and those people important to you we will develop a person-centered care plan that clearly identifies how we will support you. The plan will be reviewed with you / and or your advocate in accordance with Cumberland Care policies and procedures.
Some of the information included in your person-centred care will be about:

· The support you require
· The activities you enjoy
· Your health and wellbeing
[bookmark: _Toc129704222]In an emergency
service will have in place an emergency plan which will hold details and arrangements to be followed in the event of a major incident/emergency. If you wish to see this plan please ask a member of staff.
[bookmark: _Toc129704223]Security 
We aim to provide a safe accessible service that promotes wellbeing. This can include any of the following:

· Security of your personal monies and possessions, which we may hold in safe keeping 
· The person centred care plan
· Key security
· Data protection
· Health and safety
· Fire – We have a comprehensive fire evacuation procedure which you can ask to see at any time.
[bookmark: _Toc129704225]Policies and Procedures
Cumberland Care Services operates policies and procedures designed to comply with all relevant legislation and best practice.  If you wish to see any of the policies and procedures, please ask a member of staff.
Please be aware that our staff are not permitted to witness wills or any other legal documents. 
[bookmark: _Toc129704226]Confidentiality
Our staff will not share or discuss any information regarding the individual, outside of appropriate work-related forums, meetings, procedures or recording systems.

In order to protect the welfare of the person we support, it may be necessary to disclose information to senior staff and other professionals.  Examples include:

Safeguarding issues (e.g. abuse)
Health and Safety
Medical concerns

Where it is necessary to share information, either, verbally or written, it will be done so with the consent of the individual. Where this is not achievable, it will be clearly demonstrated and recorded to be in the best interest of the individual.
	


[bookmark: _Toc129704227]Terms and conditions
You will be provided with a terms and conditions agreement, on admission. The agreement will detail the terms and conditions of residency and will be signed by you                                                   (or someone legally able to act on your behalf) and a representative from the home. 

[bookmark: _Toc129704229]Duty of candour
We will be open and transparent with you about your care and treatment. Should something go wrong we will inform you about it, provide support to you and apologise.
[bookmark: _Toc129704230]Complaints
Please speak to the manager of the service if you have any compliments, comments or complaints. There is also a complaints team available at the following address:
Complaints Team
Cumbria County Council 
Cumbria House 
117 Botchergate 
Carlisle 
CA1 1RD
Tel:  01228 221234 
Email: complaints@cumbria.gov.uk

You may also contact The Care Quality Commission (CQC) at the following address (however they will not investigate complaints):

Care Quality Commission 
North West 
Citygate
Gallowgate
Newcastle Upon Tyne
NE1 4PA
Telephone:	03000 616161 
Email: enquires@cqc.org.uk
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