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A C C O M M O D A T I O N
Accommodation throughout the Care Home is of the highest standard with carefully selected furnishings to give a sense of quality and attention to detail.

At the main reception area of the home you will be welcomed by staff who pride themselves in the enthusiasm they have for their job and the residents they care for.  The home provides accommodation for __ residents. 

The dining room is beautifully decorated and furnished and is enhanced by the elegant chandelier and tastefully chosen artwork which complement the surroundings.  

The lounge area is tastefully furnished and decorated.  

We pride ourselves on the high standard of meals served, all prepared from fresh local produce.  The daily menus offer an extensive choice for each meal and a selection of delicious home baking is served daily.  Our experienced qualified catering staff are delighted to cater for your individual dietary requirements and for special celebrations such as birthdays and anniversaries.

Normally meals are a sociable activity enjoyed in the dining rooms but should you prefer, due to illness or simply for a change, your meals can be served in the comfort of your own room.
The bedrooms in The Care Home are of the highest quality.  Most have en-suite facilities, are spacious, have an attractive outlook and are decorated and furnished to a very high standard.  As a care home we are able to offer single and shared room accommodation. Choice for all residents is of paramount importance and as such residents should be accommodated in a bedroom of their choice. All rooms are fitted with quality carpets, and co-ordinating curtains, bedspreads, and headboards.  Included in the room is an advanced call system. Furnishings are regularly renewed to maintain ‘as new’ standard.  To reflect your own individual tastes we would encourage you to feel free and bring any articles of furniture, framed pictures and photographs you may wish for your room.  A record of any personal possessions brought into the home will be taken on admission and updated if required.  Any electrical appliances must be checked by our qualified electrician before use. 

Your room is your own private area.  Our caring staff are always at hand but never intrusive.  A specific member of staff (named nurse) will be allocated to you during your stay.  If you inform your key worker of your preferred retiring and waking times they will be pleased to assist with this.  All bedroom doors are fitted with Yale locks for your comfort and security.
As mentioned previously, the gardens of the Care Home are landscaped with lawned areas, trees, shrubs and flowerbeds.  Residents are encouraged to sit and enjoy the unrivalled views of the river in a peaceful setting.  There is paved access to the gardens to allow access for wheelchairs.  This Care Home has been designed to be barrier free allowing every resident access to all areas of the home. 

Our aim is to create a homely atmosphere where family and friends are always welcome and where residents may remain independent but safe in the knowledge that care is always at hand.

DINING TIMES

In order to provide the best possible service we have arranged for meals to be available from the following times: -
BREAKFAST




9.00am onwards

MORNING TEA/COFFEE


11.00am

LUNCH





12.30pm - 1.45pm

AFTERNOON TEA/COFFEE

2.45pm

HIGH TEA





4.45pm - 5.45pm

EVENING TEA/COFFEE

        
7.30pm

EVENING NIGHTCAPS


9.30pm

Tea coffee, refreshments and snacks are available throughout the day and night upon request and staff will be delighted to arrange this for you.

Sandwiches and teacakes are available with evening tea/coffee for your enjoyment.

Please feel free to invite friends and relatives for tea and home baking at any time and this will be arranged for you.

ENTERTAINMENT
The Care Home’s success in enhancing and improving a resident's quality of life is without doubt the provision of excellent nursing care combined with the superb activities programme which it has developed. We have a team of recreational therapists whose sole task is to ensure the residents live as full and active a life as they can.

Being involved in meaningful leisure activities often leads to improved self esteem, self worth, friendships, enjoyment and improved physical health, all of which enhance the quality of life and contribute to the resident's well being. 
The programme of entertainment and activities appeals to a wide variety of tastes. There is a comprehensive daily programme of activities which is held within and out with the Care Home. This programme is created in consultation with the residents who always have and are given a choice. Residents have the opportunity to take part in a number of different activities ranging from familiar board games to computing and surfing the internet. The Care Home has strong links with the local community.  Concerts are held regularly including Christmas, Easter, and St. Andrew’s Day and on any other memorable occasion.  Theatre outings and daytrips have also proved to be extremely popular.

We seek to cater for all interests and tastes but we would welcome your suggestions on how we may expand these.  Should you have a hobby or interest of your own which is not included within our programme we would be delighted to assist you in pursuing it in addition to the activities already provided.

To add to the various services and activities already mentioned the home has a specially adapted mini bus, which is fully equipped to accommodate residents in wheelchairs. Our recreational therapists, are responsible for planning and directing all recreational activities.  The mini bus is especially popular during the summer months when visiting local garden centres, parks and other places of interest.

RESIDENTS’ MONTHLY MEETINGS

It is of paramount importance that the residents’ lives are as fulfilling and happy as possible and to assist this, a monthly meeting is held with the manager and residents. This ensures any issues can be raised openly and residents are always encouraged to be actively involved in any changes which are being proposed.  It also gives them an opportunity to make suggestions regarding changes.  
The residents within the Care Home are, as far as practicably possible, in control of their own lives and routines.

RELATIVES’ CHEESE AND WINE FORUM

A relative’s cheese and wine forum is held in the home every three months. This provides the opportunity for relatives to meet, express their views and provide support to each other and to discuss issues or concerns they may have with the management of the home. A guest speaker is also invited to give up to date information on popular topics.

AROMATHERAPY

Massage has been used for centuries to heal, relax, revitalise and comfort.  It is one of the most successful alternative therapies and many residents in the Care Home have enjoyed the benefits.  We would encourage you to make an appointment if you wish to experience this very relaxing treatment

BEAUTY THERAPY

Personal attention and pampering is a luxury enjoyed by all. A variety of beauty treatments are available to the residents on a daily basis.

These treatments include facial massage, manicures, pedicures, foot spas and make up. We would be delighted to arrange an appointment for any beauty treatment.
REFLEXOLOGY

Reflexology is an alternative therapy which is extremely effective in healing, relaxing and revitalising, for many this may be a new and enjoyable experience.

HAIRDRESSING

We have an excellent hairdresser who will be delighted to arrange an appointment with you at your convenience.

CHIROPODY

We have resident private chiropodists who will be delighted to attend to your chiropody needs at least once every eight weeks and more regularly if necessary. 

LIBRARY

We have a wide variety of books, videos, cd’s and dvd’s available appealing to all tastes and these are changed on a regular basis.  The local library can also provide videos and cassette tapes.  Talking books may also be obtained on request from social services and we can help to obtain these for you. 
NEWSPAPERS & JOURNALS
A wide selection of newspapers and journals are delivered to the home daily.  Your personal order will be taken and delivery arranged within a day or two of your arrival.

POSTAL SERVICE

Your personal mail will be delivered to your room on its arrival.  Any mail that you require posted should be passed on to the General Office by 4pm.
TELEPHONES

Many residents have telephones installed in their room and if you wish to avail yourself of this service please contact the administrator, who can make arrangements on your behalf with British Telecom.  A mobile telephone attached to the main telephone system enables any personal phone calls to be taken by residents in the privacy of their own room.

VISITORS

It is a regulatory requirement that all visitors to the home sign the visitors’ book when arriving and leaving. For your comfort and convenience the home operates an open visiting policy and visitors are welcome at any time.  You may wish to see your visitors in any of the lounges or in the privacy of your own room, the choice is yours, and our catering staff will prepare refreshments at your request.  Children are always welcome within the home but must be supervised at all times by the accompanying adult to ensure their safety and that of the residents.

CHURCH SERVICES/CHAPLAINS

Every week a church service is held in the Care Home and a Catholic Mass is held every fortnight.  Chaplains of all denominations visit the home on a regular basis as well as on request to enable residents’ spiritual needs to be met.

PETS
Visitors are welcome to bring pets into the home provided they are kept under control.  

HOLIDAYS
Should you intend going on holiday your named nurse will assist in your preparation.  We would request that your relatives leave a contact name and telephone number when they go on holiday for use in the event of an emergency.

VALUABLES & MONEY 

It is a requirement that accurate records of any valuables and money brought into the home are maintained and updated accordingly. As such it is your or your relative’s responsibility to inform staff of this. Whenever possible, residents are encouraged to take responsibility for personal valuables and small amounts of cash and a locked drawer is provided within your room and should be used at all times for safekeeping. It is recommended that larger amounts of money are deposited with the general office. 

LIFTS
Internal design features, including two spacious lifts, allow residents to move around the home independently if they so wish.
BATHING

In addition to the bedrooms with en-suite bathrooms there are many special baths and shower areas suitable for use by less able residents.  These baths allow easy access for residents who have difficulty using a standard bath and extensive use is made of modern aids by properly trained staff to make bathing more comfortable and enjoyable. All bathing areas are tastefully decorated to add to your comfort.

LAUNDRY

Our own experienced laundry staff will cater for your personal needs.  Should any items require dry-cleaning, this will be your responsibility to arrange. It is a requirement that accurate records of all clothing brought into the home are maintained and updated accordingly. As such it is your responsibility or your relative’s responsibility to inform staff of any changes.  To assist in identifying personal clothing it is requested that all items be named or labelled and recorded in the resident’s personal inventory.  Labelling may be undertaken by the home but labels take approximately 2 - 3 days to arrive after ordering. Thereafter any new clothing brought into the home should be placed in the “laundry for labelling bags” in the residents’ wardrobe.

SMOKING

A designated smoking area for residents has been provided within the garden area of the home and details of this area are available on request.  In the interest of safety we require that residents refrain from smoking in all areas inside the home and only smoke in the designated smoking area.  

ALCOHOL

Wide selections of alcoholic refreshments are available upon request. Many residents enjoy a light refreshment within the home, either in a social setting or in the privacy of their own room.

NURSING CARE

Nursing Care will be delivered by our fully qualified nurses, each being registered with the Nursing and Midwifery Council and in accordance with the National Care Standards as developed by the National Care Standards Committee. All qualified nurses have a particular interest in Care of the Elderly and a comprehensive knowledge of all aspects of nursing care. 

You will have a named nurse allocated to you who will be responsible for assessing your needs, preparing your care plan with you and delivering and evaluating the care you receive. If you have any issues whatsoever of a nursing or medical nature you should speak to your named nurse regarding your concerns, if your named nurse is not available at the time you have an issue, you should speak to any nurse who will attend to the issue for you. 

Within the home we operate 3 teams of nursing and key workers, one of which will be appointed to care for you. This assists in your settling in period as well as ensuring the delivery of a more individualised and personal service. This system of nursing has proved to be extremely successful in providing continuity of care. In line with Care Inspectorate requirements at least one trained nurse will be on duty 24 hours per day. 

CARE REVIEWS

Regular reviews of each resident’s health and care needs ensure that all care is tailored to meet individual requirements. There will be a formal review of your care after six weeks and six monthly thereafter. At these reviews you, your relatives, staff from the social work department, your named nurse and key worker are invited to meet to discuss your health, care needs and any other issues arising. A review can be undertaken at any other time if your care needs change or if you have any issues which need to be addressed. A record is taken and retained of all reviews.
TRAINING

It is extremely important that on going training is provided to all employees as this ensures the provision of a high standard of service at all times. 

All employees undertake training in Health and Safety, Food Handling, Equal Opportunities and Moving and Assisting, Fire, Falls Awareness, and Dementia. Many other specialised courses are available to staff and as a result of the regular individual staff supervision meetings, areas of training can be highlighted and identified. This has often led to further dedicated courses being made available. 

MEDICAL CARE

We would encourage you to retain your own Doctor, however, for residents from out with the area, the home can arrange for registration with a local Doctor.

Physiotherapy and dietetic referrals are made at the request of your Doctor and should you require a dentist, optician, or other specialist service your Named Nurse will be happy to arrange an appointment for you.

You will receive information about preventive healthcare, for example screening, immunisation and regular check ups.  If you want to take part in these your Named Nurse will help you to do so.

HOSPITAL TREATMENT

Should you require hospital treatment our staff will be delighted to arrange transport and accompany you. Staff in the home can deliver all levels of care extending to extremely acute nursing, allowing for the provision of care in the comfort and security of your own room if your doctor recommends this. 

MEDICINES

The trained nurse or senior carer administers medicines in a way that recognises your privacy and dignity.  It may, however, be possible for you to take responsibility for keeping and taking your own medicines if you wish, unless by law you are prevented from doing so.  A locked drawer in your room will be provided for their safe keeping and if needed you will also have a special storage area somewhere else, for example, in a fridge, which is secure and accessible to you.  Staff will help you to order and collect your prescriptions.  The home keeps accurate and up to date records of all medicines taken, not taken, ordered, and disposed of.

EMERGENCY CALL SYSTEM

The home is covered by an up-to-date residents’ emergency call system.  The call point and an extension cord are situated on your bedroom wall near the headboard and they are also situated in toilets, bathrooms, lounges and other public areas.  A member of staff will always respond to your call.

FIRE PROTECTION 

The home is covered by a comprehensive fire prevention and smoke detection system.  The fire alarm system is tested every week and we would like to take this opportunity to apologise for any inconvenience this may cause.  Emergency Fire Procedures are available in the back of this booklet and we would advise that you take time to familiarise yourself with them as soon as possible.  Please read them from time to time.

ELECTRICAL & HEATING SUPPLY

The heating in your bedroom can be adjusted for your comfort.  There is a continuous hot water supply and taps are fitted with thermostatic valves to avoid the temperature exceeding 42 degrees to eliminate the possibility of scalding. In the unlikely event of there being a power failure the home will be lit by emergency lighting.

SECURITY

Security is of prime concern and the home has a comprehensive security system providing a safe and secure environment for all our residents. For security and possible fire evacuation it is required that all visitors sign in and out in  the Visitors Book at reception.

MEMBERS OF STAFF

‘We pride ourself on the genuine warmth of our staff’
The Manager, has overall responsibility for the day-to-day management of the home and for residents’ welfare.  She ensures that staff have appropriate qualifications and training and liaises with professional agencies such as the Health Board, Social Work Department, G.P.’s, Hospital Staff, Education Authorities, and the Care Inspectorate.  She would welcome the opportunity to discuss any matters with you and is available out of hours at your request or on the evening of the relatives’ cheese and wine forum.

The Depute Manager is responsible for assisting with the day-to-day management of the home. 

Staff Nurses are responsible for carrying out all nursing procedures and ensuring an excellent standard of care is received by all residents on a day to day basis. Each nurse is the Named Nurse for a particular group of residents. 
Key workers are responsible for meeting the personal and social care needs of the residents, in a way which respects their dignity and independence and affords freedom of choice. 
Our Head Chef is responsible for menu planning, food preparation and food hygiene. Our catering staff are all experienced and home baking is a speciality.  All baking and meals are prepared on the premises for your enjoyment.

Domestic staff are responsible for cleaning within the home and ensuring that the required high standards are maintained. They can be identified by their lilac uniform.

Laundry staff are responsible for laundering all personal clothing.

Our recreational therapists are responsible for co-ordinating and planning our extensive programme of recreational activities and outings. 

The maintenance man is responsible for the day-to-day repairs and maintenance of the building.

Local gardeners maintain the lawn and landscape gardens to provide an attractive, colourful setting.

“Our dedicated staff are always on hand but never intrusive.’

ROLES AND RESPONSIBILITIES OF THE NAMED NURSE

· Assess resident’s issues and needs.

· Plan care in a systematic manner in conjunction with the resident and his or her relatives. (A resident must be given the opportunity to become involved but he or she may not wish to do that).

· Maintain clear, concise, up-to-date, written care plans for each resident   within his/her designated group.

· Establish and maintain effective communications within his/her own team.

· Ensure 24-hour continuity of care delivery by effective use of written care plans and an efficient communications network.

· Evaluate planned care on a regular basis and adapt accordingly in conjunction with team members, the resident and his or her relatives.

· Demonstrate clinical expertise and act as a positive role model.

· Act as a clinical advisor to members of Community Team and maintain positive relationships with them.

· Exchange information and support with others and communicate fully with the Manager.

· Facilitate a therapeutic environment which meets the needs of the resident.

· Establish and maintain good relationships with the relatives/next of kin.

· Assist the Manager in identifying training and development requirements of individual team members.  Teach where appropriate or direct to other sources of training.

· Act as home co-ordinator when required.

· Liaise with the resident’s General Practitioners. 

· Contribute to the development of ongoing Care Home philosophy and participate in pursuing care objectives and the promotion of high standards of care.

The above lists but a few of the many responsibilities the Named Nurse carries out. They will always remember that resident’s needs are paramount, that all residents should be given Privacy, Independence and Choice, that they have Rights and should attain fulfilment.

COMPANY MISSION STATEMENT/AIMS AND OBJECTIVES

“We are committed to providing the highest standard of care for our residents.  The care which we offer covers all aspects of a resident’s life.  We are dedicated to working together with each individual resident to empower them to live the life they choose.  We have endeavoured and will continue to endeavour to make this Care Home a home from home.  An excellent quality of life is available here as many residents have already experienced and it is an honour to be part of this.”

QUALITY ASSURANCE

Care provided within Care Home is delivered in compliance with the National Care Standards as developed by the National Care Standards Committee set up by Scottish Ministers.  The National Care Standards Committee carried out this work with the help of a number of working groups which included people who use the services, their families and carers, along with professional associations, regulators from health and social care, local authorities, health boards and independent providers. 

Many others were also involved in the consultation process. As a result the standards have been developed from the point of view of people who use the services.  They describe what each individual person can expect from the service provider and focus on the quality of life that the person using the service actually experiences.

Management carry out regular internal audits on all areas of service within the home.  All documentation pertaining to the audits and any remedial action is retained within the Manager’s office for inspection by any external agency and also by any resident or relatives who may wish to view them.

The most current inspection report compiled by the Care Inspectorate is displayed at reception for any interested person to view. A copy of the most recent report or any prior report can be supplied on request or viewed on the Care Inspectorate web site at www.scswis.com
ENGAGING WITH PEOPLE

‘’ We care about quality and we care about you’’
The Care Home wishes to promote a culture that will offer our residents, relatives and friends greater opportunities for discussion, expressing views, sharing ideas and participating in the delivery of service.

In order to continue to improve services we require feedback from the people who use our services. In providing more opportunities for residents and relatives to participate a number of initiatives have been introduced:

	
	
	TIME SCALES

	RESIDENTS
	Quality Assurance Questionnaires given out and also available at reception.
	6 monthly

and ongoing

	
	Comments Slips available at reception.
	Ongoing

	
	Residents’ Monthly meetings
	Monthly 

	
	Monthly Agenda for Residents’ meeting
	Monthly

	
	Residents invited to attend quarterly Relatives’ cheese and wine forum with guest speaker.
	Quarterly

	
	Named Nurse’s & Keyworker’s 6 monthly Residents’ care review.
	Quarterly

	
	Manager’s 6 monthly Residents’ quality care review.
	6 monthly

	
	Manager’s ‘out of hours’ quarterly drop in session.
	Quarterly

	
	Manager’s ‘open door’ policy 
	Ongoing

	
	Monthly Residents’ forum with Advocacy worker
	Monthly

	
	Thank you and Complaints Log
	Ongoing

	
	Quarterly Newsletter
	Quarterly

	RELATIVES
	Quality Assurance Questionnaires given out and also available at reception.
	6 monthly

and ongoing

	
	Comments Slips available at reception.
	Ongoing

	
	Named Nurse’s and Keyworker’s 6 monthly Residents’ care review.
	Quarterly

	
	Manager’s 6 monthly Residents’ quality care review.
	6 monthly

	
	Named Nurse and Keyworker Monthly contact with relative.
	Monthly

	
	Relatives’ quarterly cheese and wine forum with residents and guest speaker.
	Quarterly

	
	Manager’s ‘open door’ policy 
	Ongoing

	
	Manager’s ‘out of hours’ quarterly drop in session.
	Quarterly

	
	Thank you and Complaints Log
	Ongoing

	
	Quarterly Newsletter
	Quarterly

	PROFESSIONAL 

SERVICES
	Annual Professional Services Stakeholder questionnaires
	Annually


Access to management is not limited to the above and they can be contacted at any time by telephone or e-mail. Discussion is always welcome on any issue or concern you have regarding care or the delivery of service.

New ideas are always welcome.  If you have any suggestions or ideas which would be of assistance in developing our service please use any of the above noted ways or contact our manager directly.

CHARTER OF RIGHTS & RESPONSIBILITIES

Residents are encouraged to live together harmoniously, treating each other with courtesy and respect.  This Care Home believes that each person is an individual and that society should respect that individual and their fundamental rights as a citizen. To that end a Resident has the following rights/responsibilities which all staff, other residents, visitors and families must respect: 

1 The right to be treated with dignity at all times and to be treated as an individual whatever disabilities or frailties one may have;

2 The right to pursue independence, responsibilities and choice where they do not infringe the rights of others;

3 The right to privacy in relation to one’s own space, one’s own belongings, one’s own financial and personal affairs;

4 The right to have one’s cultural and religious needs accepted and respected;

5 The right to have one’s physical, sexual and emotional needs accepted and respected;

6 The right to care for one’s self as far as possible and have appropriate assistance if required;

7 The right to be informed of new procedures and have these made explicit, the right to comment and have one’s opinions heard and listened to;

8 The right to mix with other people in the community either by going out or by inviting others into the home;

9 The right to have assistance where necessary and practicable, to access the facilities available within the wider community, medical, social, educational, leisure and other services;

10 The right to establish a residents’ group and freely nominate a representative to serve on such a group;

11 The right to have free and clear access to complaints procedures;

12 The right to confidentiality in relation to medical and personal information, access to information on file and to know on what basis information is shared with others;

13 The right to have a personal advocate (representative) to safeguard one’s interests if required.
14 The right to take appropriate risks in relation to the exercising of one’s rights;

15 The right to obtain a copy of the Care Homes policies and procedures;

16 The right to request the relevant legislation and guidance relating to fire, health and safety, anti-discriminatory practices and risk assessment.

17 The right to live in a safe, secure and non-threatening environment.

18 The right to contact the local M.P. or M.S.P. 

‘A care home is a home for life irrespective of financial circumstances’
MEETING THE COST OF CARE

We recognise that one of the major worries facing families is how to pay the home fees.

We hope that the following points assist you in understanding what help is available.

The starting point is to look at all your possible sources of income (net of tax), including: 
Your own personal/company pension

Your state pension

Capital from: 
The sale of your property




The sale of other assets




Income from investments such as:




National savings




Bank or building society accounts




Shares




Investment Trusts/Unit Trusts




Insurance Policies

To help you assess potential sources of income you may wish to speak to professional advisors, such as your Accountant, Solicitor, Bank Manager or Independent Financial Advisor.  You are well advised to seek several views in order that you can make an informed decision.

[If your savings and capital are well above £25,250 and will sustain the home fees for at least one year before falling below this figure you are regarded by Social Services as having the ability to self fund your care.] 
Every self-funding resident entering care has the right to apply for an allowance known as Free Personal Care, however it is necessary for a care assessment to be completed by a Social Worker for this allowance to be considered. If approved this will be paid directly to the home and deducted from the weekly fee.

There are two rates:

Personal Care Allowance [£166] per week

Nursing Care Allowance plus Personal Care Allowance [£241] per week

To apply for Free Personal Care you should first contact your Local Authority’s Social Services Department in the area in which you are regarded as a permanent resident.

If you are self-funding and do not wish to be assessed by Social Services you can choose to pay the full amount of weekly fee with no contribution from them towards the cost of your care. If this is the case you will be entitled to claim [Attendance Allowance] regardless of your income or capital.  

There are two rates: - 


Higher rate [£79.15] per week - if you need help day and night

Lower rate [£53.00] per week - if you need help either during the day or during the night
These rates are current at [April 2013] but for further information ask our staff or telephone the Benefit Enquiry Free Helpline on 0800 882200 and ask for the Attendance Allowance Form D52.  If you need help completing the form we are always happy to help.

If you are in receipt of attendance allowance and are awarded Free Personal Care Allowance you will no longer be entitled to Attendance Allowance.

If your savings and capital are below [£25,250] you will be entitled to apply for government funding. You should first contact your Local Authority’s Social Services Department in the area in which you are regarded as a permanent resident. You will then be assessed by Social Services for care needs and undergo a full financial assessment. Subject to Local Authority having sufficient funds available you will then have the choice of moving into your chosen care home.

We do not accept self-funding clients who choose to come under the National Contract Route 3, i.e. who ask the local authority to handle their contract arrangements.

Since April 2007 a National Quality scheme for Care Homes has been introduced across Scotland.  This means that the standard charges which the Local authority will  pay Care Homes may vary depending on the Quality of the service provided.

.

FIRE DRILL PROCEDURE

The premises are protected by an automatic Fire Detection System.  In addition ‘Break Glass’ points are provided where the alarm can be raised manually.
1 If you discover a fire, move as far away from the fire as possible and call for help immediately.

2 If the fire alarm sounds stay where you are- whether you are in your room or in one of the lounges- unless otherwise instructed by staff.                       

3 Follow all instructions given by staff.

4 Do not panic – staff will keep you informed and assist you to leave the area or building if required.

5 Do not use the lift under any circumstances.

6 Do not return to the scene of the fire.

7 Do not waste time picking up any personal belongings.

8 Do not re-enter the building until a Fire Officer has stated that it is safe to do so.

The home operates an emergency evacuation/closure policy.

SUGGESTIONS, COMMENTS and COMPLAINTS PROCEDURE

We would like to hear from you if you have any suggestions, comments or cause for complaint.  Whilst our staff are continually striving for excellence in the provision of care we accept there may be times when everything is not to your entire satisfaction.  We therefore rely on feedback from our residents and their relatives. Comments slips are available at reception and can be used to bring any issues to the attention of the manager.

If you are dissatisfied with any aspect of care or service please bring it to the immediate attention of the person in charge so that prompt action may be taken to improve the situation. Our Quality Assurance Questionnaire may also be used to highlight any issues you may have. These are sent to residents and families every six months and are also available from any of our staff.  

Quarterly returns are sent to the local Contract Monitoring & Complaints Team. 
A complaint form is available from the office and this can be used to officially record any complaint you would like to make.  You may, if you prefer, register your complaint verbally or by letter to any member of our senior staff or to the Manager

If you are dissatisfied with the outcome of your suggestion, comment or complaint, or unhappy with the way it was handled, you are advised to write to the company director: -            

At any time you may write to our registering authority: -

The Care Inspectorate 
www.scswis.com
alternatively, you may wish to write to the Social Work Department: -

Social Work Services

	C O M P L A I N T   F O R M

To officially record a complaint please complete the following details

	Complainers name:

	Date:
	Time:

	Please state your association with the home: Relative/Resident/Visitor

	Details of the complaint:



	Complaint received by:



	Action Taken:



	Signature:


	Manager’s signature:
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