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	2.1 Involvement and Information

The Health and Social Care Act 2008 (Regulated Activities) Regulations 2010 – Regulations 17 and 18

Care Quality Commission (Registration) Regulations 2009 – Regulation 19

Care Quality Commission – Essential Standards of Quality and Safety – Outcomes 1, 2 and 3.

Our  model Contract for the provision of Supported Living Services. The contract covers 4 pages, and includes a summary of the number of hours of personal support to be provided, the number of hours of domestic support, and of course a description of the key terms of the contract, including the charges to be made, the review of charges, cancellation or withdrawal of service, fees payable, choice of support worker, contact telephone numbers and signatures. The model also includes a schedule of charges, noting the week day rates, week night rates etc. An excellent model – ready for you to personalise to your needs. We also offer two additional simplified versions of the model contract, using less formal language.


	
	Standard Terms of Business
	You can design your very own “Standard Terms of Business”.  Attached to the Contract, they can provide essential and useful information about the contract that you are entering in to with the Client. As with all documents intended to have legal effect, we advise you to consult with a Solicitor before implementing your final version. Our model Standard Terms of Business cover a variety of different topics, such as general scope of services, health and safety assessment, assessment of care needs and requirements, assignment of support workers etc. As with the model contract, above, we have produced a simplified version as well.


	Information
	Service User’s Guide
	Our model Service User’s Guide includes topics such as aims and objectives of the Company, ethos and philosophy, the nature of the services provided, service delivery, key contract terms and conditions, insurance, quality of service, complaints and suggestions, hours of operation, access and security, administration of medicines, autonomy and independence, confidentiality, control of infection, diversity in care, gifts, wills and bequests,  handling client’s money, people moving and handling, privacy and dignity, protection from abuse, record keeping, safe working practices, vetting of staff and finally contact information. May well form the basis of the information you provide as part of your “Client Information Pack”, or similar.



	Autonomy and Independence
	Autonomy and Independence
	2.2 Personalised care, treatment and support

The Health and Social Care Act 2008 (Regulated Activities) Regulations 2010 – Regulations 9, 14 and 24

Care Quality Commission – Essential Standards of Quality and Safety – Outcomes4, 5 and 6

Our model Policy/Procedure states  that “The Company will assess, plan, deliver and review the support services it provides to Clients with a view at all times to promoting autonomy and maintaining/increasing independence”. The document refers to support assessment and personal care plans, review of such plans, dealing with clients’ personal finances, and the administration of personal support needs.



	Care Needs Assessment
	Client Assessment – Part One


	This four - page form is designed to collect important information about a Client, such as personal details, information about anyone living with the client, name of emergency contact/next of kin, main family carer, GP, Dentist etc. Collect and store this important vital information in one place.



	
	Client Assessment – Part Two
	This three – page form seeks information about the Client’s ability to hear/understand, their speech, sight, mobility and their need for transfer assistance. The form also collects valuable information about access to their  home, who has keys etc.



	
	Client Assessment – Part Three


	This is the Needs Assessment and the key document in this set. Over five pages, the form collects vital information about the Client’s current needs – whether they are being satisfied – what assistance is required, etc. As you would anticipate, the model is very comprehensive, and seeks information about mental health, ability to dress/undress, personal hygiene and grooming, health matters, food and drink, housekeeping, the Client’s ability to run his/her own affairs, and the assistance they might need. The form also requires the Assessor to discuss with the Client their own views of their needs, and how/what assistance might be given.



	
	Client Assessment – Part Four


	This six – page form focuses on important issues such as limitations/restrictions on independence, a general risk assessment, the identification of hazards which are not adequately controlled, and a thorough people moving/handling risk assessment covering walking, sitting, standing, going to the toilet etc.



	
	2011 Census
	We have copied for you the 2011 Census’ questions in relation to ethnicity. These questions could form the basis of  your ethnic origin data collection.



	
	Support Needs Assessment


	This document outlines the Company’s Policy/Procedure on Support Needs Assessment  and will provide useful training material for new employees, identifying the circumstances when the Company undertakes this important process, what is included etc.



	
	Weekly Care Schedule


	A form identifying the Client, the tasks to be undertaken each day, at what time, and what help may be needed  in accomplishing them.



	Clients’ Rights
	Protecting Clients’ Rights
	Our model Policy/Procedure states that “The Company will ensure that the rights of Clients will be respected at all times, and will, through appropriate instruction, education and training, ensure that all employees are aware of, and observe, the requirements of this policy. Any employee who wilfully acts in a manner which is contrary to the spirit and aims of this policy will be subject to disciplinary action, and sanction, which could, in serious cases, include dismissal.” The procedural element includes a “Mini Charter of Clients Rights” – very useful for training purposes.



	
	Consent to Care and Treatment
	Our model policy covers a variety of subjects relating to this important topic, including what is valid consent; lacking capacity; form of consent; advance decisions; adults without capacity, lasting and enduring powers of attorney etc. In addition you have access to 12 important PDF files covering the Mental Capacity Act 2005 etc. 



	Diversity in Care
	Diversity in Care
	Our model Policy/Procedure states that “The United Kingdom is a true multi-cultural society and it is inevitable that Clients within the Company will come from a variety of different backgrounds”. There follows reference (and a quote from) the Company’s Equality policy and a review of the main issues surrounding the need for all Company staff to accept and recognise multi-cultural and ethnic issues in a positive non-discriminatory manner.



	Medication and Health related activities
	Administration of Medicines
	This very comprehensive Policy/Procedure statement covers many different aspects relating to this important area, including self-administration of medicines, and assistance with the administration of medicines by support workers employed by the Company. A key document, covering 11 pages, there is additional material covering medication which may only be administered subject to specific conditions and a detailed procedure for support workers who are required to administer medicines for clients. This most comprehensive document is completed by a final one page “Key points for support workers” which may be useful in support worker training programmes.



	
	Medicine Administration Errors
	This model Policy/Procedure states – “The Company will endeavour to ensure, by way of the implementation and maintenance of sound procedures, that errors in the administration of medicines by its support staff do not occur. The Company accepts, however, that although a 100% error-free record must be the aim, mistakes may occur. The Company strives to ensure that an open culture is maintained at all times (and staff report errors, or potential errors on every occasion), that proper investigation takes place, and any defects in procedure are identified and corrected without delay so as to reduce the potential for errors in the future”. (etc.) Complimented by a form to be completed to record any instance of an error in administration of medicines.



	
	Control of Infection
	A 4 – page policy/procedure statement on Infection Control for the Company. The policy covers the Company’s approach to infection control, systems to manage and monitor the prevention and control of infection etc.


	
	Infections C.difficile


	Explanation of what C.difficile is, symptoms etc. Taken from the Department of Health short guide.

	
	Common Infections in People
	A review of  infections, such as Hepatitis, Legionellosis, Salmonellosis etc., the symptoms and how the diseases are spread.


	
	MRSA
	Explanation of what MRSA is, symptoms, how people become infected, tips on preventing infection etc.


	
	Client Infection Record
	A permanent record of a Client’s  infection, symptoms, diagnosis, treatment, controls used etc.


	
	Seasonal Flu
	Explanation of what Season Flu is, symptoms etc.


	
	About Infections at Work
	General notes about infections at work.


	
	Chain of Infection
	Information about the chain of infection – source – transmission – host.


	
	Our Duty
	Explanation of the Company’s duty of care on infection control, COSHH assessments, risk assessment process etc.



	
	Prevention and Control Information
	Description of the Company’s general approach to infection control.


	
	What to do
	Information for staff members on what to do if they suspect that either they or a Client has an infection. Includes a table for important contact phone numbers for information and advice.


	
	Lead - JD
	A Job Description for a Support worker with Infection Control responsibilities for the Company – The Infection Control Lead. Together with model annual statement and template.  


	
	Notifications
	The Care Quality Commission’s form for statutory notifications, including serious infectious disease.


	
	Pre-Employment Questionnaire
	A form to obtain information on a prospective employee’s health and immunisation status. 

	
	Procedures – Reducing the risk
	Important procedural information (which you are advised to review on an ongoing basis and update) on the control of infection – including good occupational hygiene, pets and litter boxes, protective clothing, safe handling of sharps, and washing your hands. 


	
	Risk Assessment
	Notes about the Risk Assessment process, together with a sample risk assessment form and a sample risk assessment.


	
	Infection Control PDF’s
	Over 20 documents providing information and guidance on the subject of Infection Control.


	
	Infection Control Training
	10 PowerPoint training  Modules on the subject of Infection Control.

	
	
	

	Privacy and Dignity
	Privacy and Dignity
	“The Company will ensure that the way in which its affairs are conducted, and the support it delivers to each and every Client, reflects very best practice towards establishing relationships which are founded in respect for one another, and the right to have privacy and dignity recognised and maintained”. There follows, after this statement of policy, additional notes on the GSCC Code of Practice, confidentiality, entering premises, personal care needs, the promotion of privacy and dignity and a reference to Clients’ Rights.



	Service User’s Plan
	Personal Care Plan
	Clearly a key document  particularly for self-funded Clients. Our seven - page form embraces a review of the Client’s own assessment of needs, communication, entering the Client’s premises,  hearing, sight, mobility, transfer assistance and a detailed overview of the care tasks which are to be performed, the help needed, anticipated outcomes etc. Finally there is a review of the health and safety issues which have been identified throughout the assessment process, including those which relate to the Client’s lifestyle, and those concerning the home. As with all of our materials, you can edit this plan with ease and convert it to something that suits your purposes.


	
	Request to discriminate by the Client
	On occasion, Client’s may make requests which relate, for example, to the sex/race of the carer. Some requests may be legitimate, in the legal sense, in that they might be covered by a Genuine Occupational Qualification or Genuine Occupational Requirement. In all cases completing a record of a discriminatory request of this type may be prudent.



	
	The Genuine Occupational Qualification Defence
	There may be a legitimate defence to a discriminatory request, and these notes, drawn earlier from the EOC website, will assist Company’s to understand some of the issues which are involved. However they are no substitute for legal advice, if this is required.



	Business Continuity Plans
	General Statement
	2.3 Safeguarding and Safety

The Health and Social Care Act 2008 (Regulated Activities) Regulations 2010 – Regulations 11, 12, 13, 15 and 16

Care Quality Commission – Essential Standards of Quality and Safety – Outcomes 7, 8, 9, 10 and 11

Our model Policy/Procedure states – “Further to the Health and Social Care Act 2008 (Regulated Activities) Regulations 2010, Part 4  para 9 (2) the Company will endeavour to ensure that its normal operations are properly and efficiently maintained at all times. Adverse external events may, however disrupt normal operations and in order to minimise disruption, and to seek a return to normal operations as quickly as possible, the Company will devise and maintain Business Continuity Plans (BCP’ s) related to specific adverse events”. (etc).



	
	Risk Assessments
	We have designed 4 model Risk Assessments for you on – Infectious Disease, Fire, Flood and Computer Failure. Each Risk Assessment identifies, on a pro-forma, the area of concern, in detail, a review of the risk and identification of possible risk-reducing measures and general comments.



	
	Sample Business Continuity Plan
	Our sample Business Continuity Plan examines the events necessary to be accomplished if Fire destroys the admin office.



	Client Visit
	Failure to attend a client visit
	Our model policy states: “The Company is committed to providing a first class service to its clients. In order to achieve this all client visits should be undertaken promptly, with the agreed tasks undertaken in an efficient, professional and supportive manner. On occasion, the Company will be contacted and be advised that a client visit has not taken place. In such cases the Company will adopt the following procedure.” A model procedure then follows on the steps to be taken.

	Confidentiality of Information
	Confidentiality


	We have assumed that the principles which govern how confidential information should be stored, protected and disclosed in the NHS will apply, largely, in other significant areas of health/social care, including the Support Services Sector. This model has been based therefore, on the Department of Health Guidance on Confidentiality – NHS Code of Practice and the pdf version is provided for review. Written as the Company’s model Policy/Procedure, this very comprehensive document covers what confidential information is, keeping Client information private, the circumstances surrounding the disclosure of confidential information by the Company, Caldicott Principles etc.



	
	Statement on Confidentiality
	This statement has been prepared using the model Policy/Procedure, and provides a short overview of the main issues  surrounding confidentiality, from the Company’s perspective. Useful as a training tool (e.g. support worker induction training) and for giving to Clients, perhaps as part of the package of materials given upon commencement of service.



	Financial Protection
	Gifts, Wills and Bequests
	It is important that all employees know and understand the “rules” regarding gifts and wills, in particular, so as to avoid embarrassment, gossip or worse still, charges of corruption. This model Policy/Procedure refers to solicitations (seeking favours), voluntary gifts and Client’s Wills.



	
	Handling Clients’ Money and Property
	All employees need to be aware of the pitfalls associated with handling Client's money. This model addresses such issues as handling cash, benefits collection, shopping, money and valuables, business transactions etc.



	Health and Safety
	1. Key Health and Safety Legislation
	If you want a list of the most relevant Health and Safety legislation then print this out. Alternatively, click on the name of each piece of legislation and if you are connected to the internet, you will be taken to the legislation itself. Alternatively, you can click for the HSE booklet on the topic. There is also a one-page summary of the Health and Safety items which apply to every employer.


	
	2. HASWA
	A .pdf download of the Health and Safety at Work etc. Act.



	
	3. Management Regulations
	A summary of the key components of this very important piece of Health and Safety legislation.



	
	4. Workplace Regulations
	A helpful summary of the key responsibilities under these regulations.



	
	5. DSE Regulations
	As above – a summary of the key points, and a note to all Staff who use Display Screen Equipment identifying what the regulations say.



	
	6. PPE Regulations
	A helpful summary of the key responsibilities under these regulations.



	
	7. PUWER
	A helpful summary of the key responsibilities under these regulations.



	
	8. Manual Handling Regulations
	A helpful summary of the key responsibilities under these regulations.



	
	9. First Aid Regulations
	A helpful summary of the key responsibilities under these regulations.



	
	10. Information Regulations
	A helpful summary of the key responsibilities under these regulations.



	
	11. Insurance
	A helpful summary of the key responsibilities under Employer’s Liability (Compulsory Insurance) Act 1969.



	
	12. RIDDOR
	A helpful summary of the key responsibilities under these regulations.



	
	13. Noise at Work Regulations
	A helpful summary of the key responsibilities under these regulations.



	
	14. Electricity at Work Regulations
	A helpful summary of the key responsibilities under these regulations.



	
	15. COSHH
	A helpful summary of the key responsibilities under these regulations.



	
	16. Fire Safety Order
	A helpful summary of the key responsibilities under The Regulatory Reform  (Fire Safety) Order 2005.



	
	17. LOLER
	A helpful summary of the key responsibilities under these regulations.



	
	18. Health and Safety – forms etc
	Here is some really useful practical material to help you tackle Health and Safety in a meaningful way. Further sub-folders and files on the subjects of:-

Accidents and RIDDOR

· Model Policy/Procedure document on accident reporting;

· Incident record form;
· Scan of HSE Accident book (for information only);
· Information about the Accident Book.

COSHH

· Click selected web url’s to see sample COSHH Assessments on the Internet;

· Simple COSHH Risk Assessment form;
· 3 – page summary of the key responsibilities under COSHH.
Electrical Equipment

· Summary information and guidance on electrical equipment.

Fire Safety

· Fire risk assessment – reducing the risk;
· Emergency Procedure;
· Key points on Fire prevention;
· Key points on Fire safety;
· Record of Fire Drills;
· General notes on fire risk assessment;

· Fire safety risk assessment form.
First Aid

· First aid – key points;
· First aid – Risk Assessment.
Food Safety

We have downloaded 34 booklets from the Food Standards Agency for you. This is excellent guidance and will be essential reading material as you develop your own in-house policies, procedures and guidance on this key topic. The Booklets cover: Checking your menu; chilled storage and display; chilling down hot food; cleaning effectively; cleaning schedule; clear and clean as you go; cloths; cooking safely; defrosting; diary – 4 weekly review; diary cover; diary daily checks; diary introduction; diary week to view pages; food allergies; foods that need extra care; freezing; full pack; hot holding; maintenance; opening and closing checks; personal hygiene; pest control; physical and chemical contamination; prove it; ready to eat foods; re-hating; safe method completion record; separating foods; staff training record; suppliers and contractors; supplier list; training and supervision; your cleaning schedule.

Hot Surfaces

· Local Authority circular on hot surfaces.
Manual Handling

· LOLER Equipment Inspection Record;
· People Moving and Handling Training Record (1) Training Session delegates’ list;

· People Moving and Handling Training Record (2) Record of training for individual employees;

· People Moving and handling Policy.



	
	
	Risk Assessment

· COSHH Risk Assessment form;
· Risk assessment form (general);
· Notes on Risk Assessment.


	
	19. Health and Safety – Inspection Reports/forms
	· Health and Safety Action Plan;
· Office Health and Safety Inspection Report;
· Workplace Inspection Report.


	
	21. Health and Safety Policy Statements
	4 Sample Health and Safety Policy Statements.


	Protection of the Person
	Lone Worker Risk Assessment
	We have prepared a 5 - page Risk Assessment (with possible current preventative measures already identified) for your Support Workers. The Assessment examines the hazard, the current preventative measure and advice/guidance, together with an assessment of any additional proposed action which might reduce or eliminate the risk. The assessment covers the Client’s home, the potential for assault/crime, the support workers competence and experience, manual handling, COSHH, stress, abuse/aggressive behaviour from clients, lone worker illness, driving breakdown and finally accidents and emergencies. We have included a blank form for you to complete your Lone Worker Risk Assessment.



	
	Physical Restraint
	It is only in extreme situations that the use of physical restraint can be considered, and it is imperative that support workers undertake such actions as a clear “last resort” and only in situations where it is needed to protect the Client, or the support worker from imminent harm. Our 2 – page policy is complimented by an additional form – “Incident Record – Use of Physical Restraint” which will capture essential information surrounding the circumstances of any instance.



	
	Protection from Abuse
	This 5 – page model policy addresses such important issues as prevention of abuse, detection, action in the event of abuse occurring, or suspected and handling the incident in a proper manner. Examples of abuse complete this detailed and comprehensive model.  Includes an Abuse or Bullying Record - This is a permanent record of an allegation or suspicion of inappropriate actions (e.g. abuse, bullying, neglect) and includes a description of what has happened, the action taken, meetings held and any outcomes.



	
	Lone Worker Policy
	A detailed policy statement on lone working, covering management and employee responsibilities, risk assessment and general guidance for lone workers.

	Security of the Home
	Access and Security
	Clients receiving care at home are more likely to be living alone, and may well have some form of disability or impairment which makes them feel vulnerable and unsafe. This is particularly true where Clients lack mobility, and dealing with an actual, or a suspected  security issue (e.g. an unlocked door, or an open window) can present major problems and anguish. In recognition of this, the Company is committed to ensuring the security and safety of the home and the Client at all times when providing care. Our comprehensive four – page document covers entering premises, written agreements regarding key – holding, safe handling and storage of keys, action to be taken in case of the loss or theft of keys, confidentiality of entry codes, alternative arrangements for entering the home, action to be taken when the support worker is unable to gain entry, securing doors and windows, discovery of an accident to a Client and a section on Identity Cards. Finally there is a one-page checklist for the support worker on what to do when leaving a Client’s home.

	
	Key Transfer form
	form for recording the description, number and receipt of keys from a Client, together with an additional form for recording the delivery of key(s) to a support worker, and their safe return.



	Violence at Work
	Violence at Work
	The Health and Safety Executive (HSE) defines work-related violence as “any incident in which a person is abused, threatened or assaulted in circumstances relating to their work”. Verbal abuse and threats are the most common type of incident. Although the HSE’s definition refers only to members of the public as the aggressor (including contractor and visitors) staff are also at risk from colleagues’ victimisation or bullying and should warrant equivalent or greater scrutiny. Our model policy.


	Appraisal
	
	2.4 Suitability of Staffing
The Health and Social Care Act 2008 (Regulated Activities) Regulations 2010 – Regulations 21, 22 and 23

Care Quality Commission – Essential Standards of Quality and Safety – Outcomes 12, 13 and 14

Employee Performance Appraisal is an important aspect of supervision and management, and examines aspects of employee performance on and satisfaction with, the job that they do. We offer you the prospect of tackling appraisal in the conventional way, through employee self-assessment, and supervisor review and report (with a recommended action plan for the following review period) AND the tools to use the latest 360 degree appraisal process if you wish



	
	360 degree Feedback


	

	
	Introduction
	A 2 – page review of what 360 degree feedback is all about.



	
	Model Assessment forms
	There are 4 separate forms here. These forms are used to judge the appraiser’s perception of the employee, through Quality, quantity and timeliness of work; Job knowledge; Personal characteristics; Judgement, decisiveness and initiative; Customer service and Personnel management and development. There are forms for employee self-assessment, external stakeholders, the employee’s line manager and the employee’s  peer group/subordinates.



	
	Model Letters
	There are 2 model letters – one explaining the process to the employee, and one to an individual who is asked to comment, through the form, on the employee’s performance.



	
	Notes for Employees
	An explanation of the programme for employees.



	
	Results Summary
	All of the feedback is recorded and summarised here.



	
	Statements Bank
	This set of competency statements can form the basis of your own questionnaires – but consider adding some of your own competency statements as well.



	
	Training forms
	These forms will be useful as you consider the outcomes of the process, and any additional training that your employee may be required to undertake. Finish.



	
	Conventional Approach to Appraisal

	

	
	Employee Guide
	Employees need to understand the purpose and benefits of performance appraisal – this simple guide explains the process. Effective performance appraisal includes two-way dialogue, and getting a proper understanding of where the employee is coming from BEFORE the appraisal meeting helps the manager/supervisor plan the discussion, and focus on those key points of interest to the employee. The self-appraisal form which comes with the employee guide asks some important questions.



	
	Manager’s/Supervisor’s Guide
	This handy guide covers all the main points, and would assist all managers and supervisors charged with this important responsibility. The guide includes a supervisor’s report which contains the action plan, and the training and development plan, helping you keep a useful record of the “ development contract” you have discussed with the employee.



	
	Self – Appraisal form
	A useful form for employee’s to give their own self-assessment prior to the formal appraisal process. Included with the Employee Guide.



	
	Supervisor’s Report
	A model report which refers to a review of previous objectives, actions plans etc, an assessment of competencies, and an overall report with recommendations. An Employee’s Training and Development Plan and an Employee Action Plan complements this useful tool. Included with the Manager’s and Supervisor’s Guide



	Employee Attitude Surveys
	Employee Attitude Survey
	You may be struggling with high staff turnover, or having difficulties in recruitment – but you don’t know why? If this sounds familiar it is possible that things are not quite as they should be “on the shop floor”, but how do you find out? Taken as part of your quality improvement process, or simply as a means of “taking the pulse”, a well-constructed Employee Attitude Survey can be extremely beneficial in understanding if there are issues which are holding you back. Our model is a complete DIY kit, enabling you to customise your survey questionnaires (like everything else, they are written in fully editable Microsoft Word) and analyse them yourself.



	Staff Handbooks
	Staff Handbook of Operational Policy
	We have deliberately separated the operational issues from the employment issues, and created two model handbooks This 20 – page model offers a superb starting point as you begin the process of creating a Handbook which summarises your operational policy, and provides a ready reference for your employees on key topics.  We would anticipate that you will find this model very useful indeed.



	
	Staff Handbook
	The Staff Handbook is an excellent model – nearly 60 pages in total, and covering all of the most important employment topics. A most useful compliment to your more detailed HR policy.



	Exit Questionnaires
	Exit Questionnaire
	. As with the Employee Attitude Survey approach, it can be a most useful way of identifying areas of concern (of which it is possible you were unaware) or dissatisfaction, which you may consider reviewing. There are 2 separate questionnaires (editable, of course) – one for employees who have left, and one for employees who have resigned, but have not yet left your employment. The questionnaires can form the basis of an, “Exit Interview”, if you want to consider this possibility with staff who are departing.



	HR forms and Letters
	
	A truly comprehensive collection of forms and letters to ease the burden of personnel administration within the Company. Professionally produced, and backed up by years of personnel experience, they include –



	
	Access to Medical Reports
	A form for you to use to gain your employee’s agreement to seeking a medical report on his/her medical condition together with a model letter for the GP.



	
	Access to Personnel File
	A form for an employee to use to seek permission to review the contents of their personnel file.



	
	Annual Leave Request form
	form to indicate period of leave requested and seeking permission.



	
	Application forms (5 versions)
	These are key documents and we  have included 5 separate examples of Application forms which you can edit with ease. New versions are included for the period from November 2010, when all new employees, those moving jobs and volunteers who want to work with children or vulnerable adults may be required to register with the ISA. Our forms have also been updated to take account of the Equality Act which was implemented in October 2010.

	
	Bank Details
	A form for payroll purposes.



	
	Care Worker’s Experience Assessment
	A useful form, for possible inclusion with the Application form, to identify the experience and training  of the job applicant in specific areas of care work.



	
	Dignity at Work form
	A form for an employee to make a complaint under the “Dignity at Work” policy.



	
	Discipline Checklist
	This is a useful reference to what happened in a disciplinary investigation.



	
	Discipline Letters
	Model letters for use in the disciplinary process.



	
	Equal Opportunities Monitoring
	A form to go out with Application forms to gather information for equal opportunities monitoring purposes.



	
	Fitness Assessment
	Pre employment medical questionnaire.



	
	Flexible Working forms
	forms for an employee to complete to gain a consideration of him/her working flexibly.



	
	Gifts Declaration
	Declaration of a gift received.



	
	Grievance Checklist
	A record of what happened in a grievance situation.



	
	Grievance form
	form for recording a grievance.



	
	Lateness and Absence Record
	This form records an individual’s lateness and absence record for a year.



	
	Long Term Absence
	A form to complete during the follow up reviews in a long term absence situation.



	
	Model Opt Out
	A form for an employee to opt-out of the Working Time Regulations 48 hour rule.



	
	Observation of a care Worker
	There are a number of ways of establishing the quality of service being provided, and one way is by direct observation. This form deals with an assessment of the support worker whilst undertaking activities/tasks with the client, and provides a useful reference point for quality review, training and supervision.



	
	Payroll Action
	A form providing details of an employee’s bank account etc.



	
	Recruitment letters
	A selection of letters used in the recruitment process and which have been updated to take account of the Equality Act 2010.



	
	Reference Compilation
	Model forms for referees to complete in situations where a reference is sought, but the employee has not received an offer of employment, and one where they have



	
	Return to work Interview
	This form records the detail of a return to work interview following sickness absence.



	
	Sickness Self – Certificate
	A form for an employee to self-certify their absence as sickness and to identify the condition that caused it.



	
	Trainer’s Qualifications
	form to record the qualifications of as Moving and Handling Trainer.



	
	Use of own vehicle for work
	Checklist for the employee to complete.



	
	Volunteers Agreement
	A model form of agreement with the Volunteer. In addition, there is a separate one-page statement of a Code of Conduct and Practice so that Volunteers have an understanding of their obligations to the Company. 



	
	Written Statement of Particulars
	This document is a fundamental requirement under Section 1 of the Employment Rights Act. We offer a copy of the ACAS guide to this subject, together with a sample statement and a pro-forma (blank) for you to edit and use for your own purposes. The Written Statement is often referred to as the “Employee’s Contract”.



	HR Policy Statements
	31 detailed Policy/Procedure statements on the important HR/Personnel topics – listed opposite. A superb collection of fully editable and up-to-date HR policy for your Company
	1. Absence;
2. Additional Employment;
3. Annual Leave;
4. Capability;
5. Computers;
6. Data Protection Access;
7. Dignity at Work;
8. Disclosure;

9. Education and Training;
10. Employee Discipline;
11. Employee Grievances;
12. Employee Responsibilities;
13. Equal Opportunities;
14. Equality;
15. Fixed Term Employees;
16. Handling Disclosure Information;

17. Induction
18. Leave of Absence;
19. Medical Appointments;
20. Mobile Phones;
21. Probation;
22. Recruitment;
23. Recruitment of Ex Offenders;
24. Sick Pay;
25. Special Leave;
26. Staff Support;
27. Substance Abuse;
28. Use of Email;
29. Use of the Internet;
30. Volunteers;
31. Whistleblowing.


	Job Descriptions
	
	Job Descriptions/Person Specifications for:-

· Support Services Manager;
· Senior Support Worker;
· Support Worker.

	Preventing Illegal Working
	
	· How to check the right to work;
· Note to job applicants;
· Notes on preventing illegal working.


	Recruitment Guide
	Guide to the recruitment process
	

	
	
	A 1 – page guide to Job Descriptions and Person Specifications. What they are and why they are important.



	
	
	Sourcing candidates -Where do candidates come from?  Many methods are discussed in this handy 3 – page guide, including notes on how to write attractive adverts, and some tips on advertising generally.



	
	
	Shortlisting and the selection process. Easily the most important part of the recruitment process, shortlisting correctly is essential to a successful outcome. Includes tips on the selection interview, and how to conduct it properly.



	
	
	Hiring the successful candidate. 2 pages of tips on securing the successful candidate, together with some useful notes on writing the job offer and reference checking.



	
	
	Finishing the exercise. Handy and useful hints on tying up those loose ends, including ensuring that all of the unsuccessful candidates have been informed.



	
	
	Process chart of the recruitment process. Summary of the key actions involved in a professional recruitment exercise – in process chart form.



	
	
	Sample interview questions. Stuck for what to ask? Here are a few interesting questions which should get your candidates talking about themselves and their achievements.



	
	
	Shortlisting Assessment. This form takes you through the process of assessing and recording whether a candidate has the essential requirements to be considered for the position. Helps you make objective assessments, free from bias.



	
	
	List of useful contacts. A  comprehensive list of web addresses for you to obtain additional information relating to recruitment.



	Staff Compliment
	CRB
	Record of a CRB Disclosure.


	
	Gender Composition
	Good practice dictates that - “The staff team reflects the cultural/gender composition of service users”. We have designed for you a model pro-forma which will help you capture the essential information.



	
	Employee Profile
	Keep essential information about your employees, such as name, position, next of kin, address, employment record with you etc.



	
	Registered Manager’s Personnel File
	This form is intended to preface the Registered Manager’s  personnel file, and lists the likely contents. 



	
	Requirements under Schedule 3
	Copy of - The Health and Social Care Act 2008 (Regulated Activities) Regulations 2010 SCHEDULE 3 Regulations 4, 5, 6 and 21 - Information Required In Respect Of Persons Seeking To Carry On, Manage Or Work For The Purposes Of Carrying On, A Regulated Activity



	
	Staff Meetings
	Good practice says that - “Regular staff meetings take place (minimum six per year) and are recorded and actioned.” To help you we have brought together some agenda/action proformas which we are confident you will find useful.



	
	Staff Personnel File
	A handy front page listing the contents of a well-constructed personnel file for your staff.



	
	Staff Turnover
	You may be asked about your rates of staff turnover. We have prepared for you an overview on the subject of labour turnover, together with some model pro-formas which will help you calculate your turnover accurately and efficiently.



	Training
	Record of NVQ Attainment
	A form to record NVQ attainment and the progress of the Company towards NVQ targets.



	
	Set of model forms
	Training should be cost – effective, and this set of forms, which can easily be adapted to suit your own purposes includes a training request form/pre-training questionnaire, a post – training evaluation form, a model training agreement and two examples of training/development plans. We have also included 3 new forms dealing with Section 63d requests for training – a model request, response and rejection.



	
	Training Log
	Training Log for the Registered Manager - Refer to Part 3 Section 7 of  The Health and Social Care Act 2008 (Regulated Activities) Regulations 2010 where the requirement for ongoing training is specified.



	
	Training Plan
	A form for an Employee’s Personal Training and Development Plan.


	
	Training Programme
	Summary of Training and Development Plans, with costs.



	Complaints
	Complaints Policy (Version 1)
	2.5 Quality and Management

The Health and Social Care Act 2008 (Regulated Activities) Regulations 2010 – Regulations 4, 5, 6 and 7

Care Quality Commission (Registration) Regulations 2009 – Regulations 13, 14 and 15

Care Quality Commission – Essential Standards of Quality and Safety – Outcomes 22, 23, 24, 25, 26, 27 and 28

Our Complaints policy and procedure has two versions; the first is where a complaint about the Manager, for example, can be handled “within the organisation”, and version 2 where, organisationally, this is not practical or possible. Two forms are attached – the first for providing a written record of an oral complaint, and the second for detailing a summary of complaints over a specified period, providing a quick and easy reference for CQC.



	
	Complaints Policy (Version 2)
	Referred to above – this version is where there is, organisationally, no internal appeal process within the Company’s structure.



	
	Complaints Summary
	A summary of complaints received.


	
	Summary of Complaints Policy (Version 1)


	This is a précis of the full version, and useful as a training aid.



	
	Summary of Complaints Policy (Version 2)


	A précis of the second version.



	
	Written Record of an Oral Complaint
	A  form for recording the details of an oral complaint.



	Environmental Policy
	Environmental Policy – Feedback
	This form seeks feedback, contribution from and involvement with employees, and states – “The Company has established the following key areas of environmental impact over which it has some control, and upon which it is able to measure improvements in performance. All employees of the Company are invited, at any time, to submit items for addition to the list. However there must be scope for measurable improvement in what we do. What are your ideas?”



	
	Environmental Policy – Targets
	Following on from employee consultation, this form records the measurable targets for the organisation for a particular year.



	
	Environmental Policy
	This model Policy/Procedure statement starts with – “The Company, and its senior management, recognise that its operations will have, in some way, an impact upon the environment in which it operates. This impact may be recognisable in many aspects of its operations, but certainly will be in relation to the design, manufacture and delivery of its products and services, the resources it consumes in achieving its business goals and objectives, and the manner in which it handles its waste and by-products”.



	Quality Assurance
	Quality Assurance Programme
	This model Policy/Procedure states:

The Company aims to be the provider of choice within its catchment area and believes that it will accomplish this aim by ensuring that it meets the expectations of its Clients, families of Clients, staff, and all other associated Stakeholders. The Company will monitor satisfaction levels in all key areas of its operations, and will review, evaluate, and implement improvements, where necessary, on a continuous basis. This process will be known, throughout the Company, as the “Quality of Service Programme” (QSP). The procedure identifies and describes the following:

· Programme Purpose 

· Communication, Education and Training

· Implementation

· Review, analysis, feedback

· Action planning and improvement

This is a complete DIY Quality Assurance Programme from start to finish, including model questionnaires, analysis sheets etc.



	Record Keeping
	Homecare Record
	Agencies must maintain records of the care delivered and our model records the activities/tasks undertaken each day, the assistance given with medication, details of any financial transactions and any accidents or incidents.



	
	Incident Record
	This one – page form records any significant incidents such as accidents, injuries, slips, trips etc affecting the Client (although it could be adapted to include incidents affecting the support worker as well).



	
	Records kept in the Home
	A Policy/Procedure statement on the requirements to maintain records in the home.



	Statement of Purpose
	Statement of Purpose

	Regulation 12 of The Care Quality Commission (Registration) Regulations 2009 require that the Registered Person provides the Commission a statement of purpose containing the information listed in Schedule 3. The registered person must keep the statement under review and where appropriate revise it. Written details of any revision must be provided to the Commission within 28 days. Schedule 3 states that the statement of purpose must contain:

1. The aims and objectives of the service provider in carrying out the regulated activity.

2. The kinds of services provided for the purposes of the carrying on of the regulated activity and the range of service users’ needs which those services are intended to meet.

3. The full name of the service provider and of any registered manager, together with their business address, telephone number and, where available, electronic mail addresses.

4. The legal status of the service provider.

5. Details of the locations at which the services provides for the purposes of the regulated activity are carried on.



	Business Plan
	Business Plan Notes Business Plan Template
	2.6 Suitability of Management
The Health and Social Care Act 2008 (Regulated Activities) Regulations 2010 – Regulations 17 and 18

Care Quality Commission (Registration) Regulations 2009 – Regulation 19

Care Quality Commission – Essential Standards of Quality and Safety – Outcomes 1,2 and 3.

We have been often told that one of the most difficult tasks is the creation of a Business Plan. To help you, therefore, we have put together a Model template for a Business Plan, and some guidance notes to help you complete this process. It may not be such a daunting prospect now – but if you have an Accountant – do seek his help as well! 



	Model Blank CV
	Model Blank CV
	You will need this for Registration. A handy pro-forma for you to insert key information.



	Recruitment of a Registered Manager
	Model Recruitment Exercise
	We have put ourselves in your shoes, and you need to recruit a Registered Manager. We have designed and include in this package the following materials which will form the basis of a model Recruitment programme for this important position –

· Local Press Advertisement;

· Application form;

· Equal Opportunities Monitoring form;

· Fitness Assessment form;

· Various letters – for example one enclosing the Application Pack, Reject before Interview, call for interview, reject after interview, offer of employment;

· Reference request letter and form;

· Written Statement of Particulars;

· Job Description and Person Specification;

· Notes on working in the UK and how to check entitlement.



	Statutory Notifications
	Statutory Notifications
	We have summarised for you the Statutory Notifications you must make to the Care Quality Commission and provided a list of the Regional Offices.

	Training materials
	
	We have put together two Microsoft PowerPoint presentations for you on the Equality Act, the Agency Workers Regulations and the Mental Capacity Act.
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