[image: image1.jpg]AL
Angel Carers

Registered Providers of Care




STATEMENT  OF  PURPOSE

Angel Carers (UK) Ltd
15a South Street
Bridport 

Dorset

DT6 3NR

Tel: 01308 459204
Clients Guide to Care
Introduction

This guide is intended as an ‘aide memoir’.  We hope it assists you to identify and secure the information you require. This guide may help you make an informed choice as to whether our services are right for you.  As you read through our guide we hope it will meet and exceed your expectations. 
As a small locally based company, customer care is paramount to our community based service.  
We deliver Domiciliary Care and a 24 hour Live in Service which is carefully tailor made to suit your individual needs and requirements. 
We are regulated by the Care Quality Commission (Commonly known as CQC).  Providers are rated by the Commission using a star rated system which enables you the client to make an informed choice about which provider delivers the service of your choice.  The rating system is as follows:
· 0 - 3 Stars 

· 0 - Poor and failing service, major shortfalls

· 1 - Adequate complies with some minor shortfalls identified

· 2 - Good, complies and meets the minimum standards

· 3 - Excellent rating, exceeds national minimum standards

Angel Carers (UK) Ltd is registered and therefore licensed to provide services by the Care Quality Commission and have been awarded a 2 star rating of ‘Good’.  We strive to meet the minimum standards required and continually review and update all necessary information, policies and procedures in order that we comply fully with the Commission requirements. This is an on-going process and we involve our clients in a Quality Assurance system which ensures that clients’ feedback is central to the ongoing development of the business.  This includes first response questionnaires, telephone questionnaires and annual Quality Assurance questionnaires.

Regular telephone contact is paramount between office staff, care workers, our clients and their representatives.  Regular reviews take place within the client’s home ensuring that they are fully involved in planning their future care needs.
Angel Carers (UK) Ltd is contracted with the Dorset County Council and have further ‘spot’ contracts with our neighbouring counties.  In addition to this we are also contracted with the registered charity ‘Help and Care’. 

We use the DoH (Department of Health) guidance called Fair Access to Care in order to deliver an equitable and fair service to all clients.  Details of this can be found in this guidance.  Our fees and charges reflect this guidance.  

This document is available in Large Print, Braille, and in a language of your choice upon request.   A Data Disc containing this information can also be sent out if required.                 

Aims and Objectives of the Service
Our Aims

Angel Carers (UK) Ltd aims to work towards an excellent rated service in order that our clients can be confident in the quality of the service that we provide.  
We aim to provide continuity of care which meets our clients’ individual needs.  This includes their rostering preferences, an introduction to your care worker using our elite client compatibility programme in order to facilitate minimal disruption to our clients’ wellbeing.  

We aim to remain locally based in order that we can respond appropriately to clients needs.  This means that geographically, we limit our services to a radius of 200 miles maximum from our Head Office address. 
Our Objectives
· Protect the physical and emotional welfare of the clients using our service.

· Provide a high quality responsive service to enable and assist clients to retain as much independence as possible in order to remain at home.

· Provide a service which reflects the diversity of our local community.

· Provide the service in an open and honest way that the assessed needs, wishes, privacy and dignity of our clients are respected. 

· Ensure that the needs of the clients are paramount with regard to any decisions or activities affecting our clients care.

· Recognise the role of Care Workers as an integral part of our service and encourage and promote their contribution. 

· Provide services that meet or exceed the National Minimum Standards.

Our Company
Angel Carers (UK) Ltd was formed in June 2006 and became a Limited Company in August 2007.  The two Directors Fiona Rowe and Clare Park recognised that there was a need for a good quality care provider especially within the Live in Sector.  It was the attention to detail that other agencies seemed to lack which led to the formation of Angel Carers (UK) Ltd.  Between them having been care workers for 10 years and then adding management experience for various companies it was identified that together they could make a difference in the way care was delivered.  They pride themselves on a comprehensive assessment system taking into account every minor detail in order to compile a first class care plan to meet the clients’ needs.  Every client’s needs and wishes are recorded and form the basis of the delivery of service which is maintained throughout your time with us.
Our Staff
Fiona Rowe - Registered Manager & Responsible Individual

Profile: 

Fiona has 10 years experience in the care industry.  This includes residential, domiciliary, psychiatric and live in care.  Fiona has spent 8 years in care management.  Previously to this Fiona’s background has been based in Senior Level Management.  This included team leadership, training, customer care, financial reports and meeting deadlines.  During this period Fiona was responsible for the re-training of all managers who lacked relevant skills.  She was responsible for setting company ‘bench marks’ and set the standards required.  

Role: 

Fiona’s role within Angel Carers (UK) Ltd is to ensure that all standards set are adhered to.  Quality assurance is paramount to Fiona and to the company.  Fiona is responsible for the implementation of regulated compliance.  Additional responsibilities include the day to day running of the business, home visits, assessments, care planning and scheduling of staff rotas.  Liaising with staff, clients and their representatives forms an important part of her role.  Fiona’s duties are to ensure that all clients’ needs are met.  This also involves correspondence with health care professionals and social care colleagues.  Fiona’s extensive care background provides her with all the necessary skills to aid the smooth running of Angel carers (UK) Ltd.  Fiona is the designated complaints manager.
Qualifications:
NVQ 4 / Leadership & Management 
7 Years Care Management and 4 years in Care Community

6 Years Senior Retail Management / Retail Training Officer

Care related courses

Management courses

Clare Park - Director of Business Development

Profile:

Clare has 10 years experience in the care industry.  This includes 5 years live in care with clients.  Clare is a moving and handling / risk assessor instructor and has attended numerous care related courses.  Previous experience includes running her own business and a significant background in finance, accounts and business studies.  
Role:
Clare’s role within Angel Carers (UK) Ltd is the development of the business covering financial and accounting mechanisms, I.T data and entry set up, system procurement,    contract negotiation, marketing and new business development.  Clare is the designated Accounts Manager and Health & Safety Officer.

Qualifications:
Moving & Handling / Risk Assessor Instructor / Emergency First Aid at Work.
BTEC DIPLOMA – Leisure & Tourism

Pitman Level 1 & 2

NLP Level 1 & 2

I.T./ Business Studies / care related courses.
Anna Copeland - Deputy Manager
Profile:
Anna has a total of 6 years experience working in the financial market as a Bank Manager.  Anna has undertaken a number of diplomas to further herself in the care sector.  Anna has achieved her NVQ 4 / Leadership & Management in Health and Social Care.  Anna has knowledge and experience of Dementia and Palliative care.  
Role:
Anna’s role within Angel Carers (UK) Ltd is to provide assistance to the Registered Manager with her day to day running of the business.  Anna provides administrative and organisational skills within the office.   Anna is responsible for recruitment and supervision of staff, maintaining client and care workers records, rostering of staff, care planning, assessments and reviews. 

In addition to this Anna is responsible for the implementation of regulatory compliance and quality assurance.

Anna is the designated infection control lead officer.

Qualifications:
NVQ 4 / Leadership & Management

Child Care

Child Psychology

Counselling Children and Adolescents

Social Work with Children and Families

Emergency First Aid at Work
Care related courses

Management courses

Anne Hayes - Care Co - Ordinator 

Profile:  
Anne has a total of 23 years working in the financial market as a Bank Manager and more recently as a Mortgage Manager.  Anne has undertaken her exams in mortgage advice and practice.  Anne is currently undertaking a level three diploma in Health and Social care in order to further herself within the care sector.
Role:
Anne’s role within Angel Carers (UK) Ltd is to provide administrative and organisational skills within the office.  Anne assists with the recruitment and supervision of staff, organising and sourcing training, care planning, assessments and reviews.  Anne’s role will provide assistance to the Registered Manager with the day to day running of the business.  

Qualifications:

Currently undertaking Level 3 Diploma in Health and Social Care.
Care related courses

Management courses

Linda Newman - Finance Administrator
Profile:
Linda has 36 years experience working within the commercial environment as an Administrator in a financial setting.  She has 15 years knowledge at senior management level for a prestigious London based firm of chartered surveyors, project management and Health and Safety Surveyors.  Linda has also worked for the Samaritans. 

Role:
Linda’s role within Angel Carers (UK) Ltd is to provide financial and administration skills. In addition to this Linda assists the Director in the Accounts Department. 

Experience:
Linda has a corporate background with a range of qualifications, skills and expertise.
James Ivers - Office Supervisor
Profile:

James has been working in the care industry since 2006.  This includes domiciliary and nursing / residential care.  During this time James has gained his NVQ 3 in Health and Social Care.  James is a Dignity Champion and has knowledge / experience of Dementia, Learning Difficulties and Psychiatric Care.  James has gained the Golden Standards Framework Award which specialises in palliative care.  James’ leadership roles included, Senior Care Assistant, quality assuring, auditing and PA work.
Role:

James’s role within Angel Carers (UK) Ltd is to provide support and assistance to the Registered Manager.  James provides and contributes to administrative and organisational skills within the office and is responsible for quality assurance, auditing, recruitment and supervision of staff, staff rostering, risk assessing, care planning, client assessments/ reviews, and general record keeping.
Qualifications:

OCR Health & Social Care Level 2

NVQ Health & Social Care Level 3

Golden Standard Framework Award
Care Related Courses
Our Care Workers
Angel Carers (UK) Ltd recruits and retains care workers from the UK and overseas.  Our care workers reflect the diversity of the UK and our local community.  We consider ourselves fortunate in that our original staff members are still with us.  We view our care workers as the ambassadors of our service.  It is therefore important that we have a robust recruitment and selection system which stands up to scrutiny.  In addition to this we recognise that your care worker is someone you may form a bond with.  For this reason we take extra care in our selection process to ensure our care workers show signs of kindness and integrity.
Angel Carers (UK) Ltd meets the National Minimum Standards for Care by having a recruitment and selection process which includes:

· Comprehensive application form

· Minimum of two references including the last or current employer
· Telephone check of all references

· Criminal Record Bureau Check  (CRB)
· Interview selection panel (minimum of two interviewers)

· Appointments to post are only offered after references and CRB disclosures have been received and training has been undertaken.
Our care workers come from a variety of cultures and backgrounds and are of varying experience and expertise.  Staff qualifications range from fully qualified nursing staff, moving and handling instructors, care workers with NVQ / Diplomas 2 / 3 in Heath and Social Care to relatively new workers to the sector.

Good training and development is an essential part of a care workers role.  All new care workers will attend a rigorous induction programme in accordance with ‘Skills for Care’   Induction Standards 1 – 6 and Diploma registration.  Training then forms part of an on going process where we continually identify training needs, give support and ensure all staff meet expected goals.

We promote all aspects of ‘careers in care’ for all our staff.  We take an active role in researching and presenting each individual with all the possibilities of what they may achieve.  We are proud to say that we have an active ‘care ambassador’ and ‘dignity champions’.
We view our care workers as an important part of the team and help and support them not just in their professional lives but their personal lives.  We believe that family life and enjoying what you do is important in order to do your job well.

All our Live in care workers work on a self employed basis and are available to Angel Carers (UK) Ltd on an as and when required basis, this forms part of their contract.

Domiciliary care workers are employed on a P.A.Y.E. basis.

Currently we have 55 care workers contracted to us and who work with us regularly.  We provide flexible working arrangements to suit individual care workers needs.

This enables us to provide continuity to our clients.  
How to Access our Services
Our services can be accessed either by telephone, website, email, or by visiting us directly.
Office Hours
Our office is staffed Monday to Friday 9.00am – 5.30pm.  The office is open during these hours and does not close for lunch.  

Out of Hours
Monday to Thursday   5.30pm – 9.00am.
Friday to Monday        5.30pm – 9.00am.
The out of hours service forms our on call duty and is available to staff and clients in emergencies and where a response or guidance is required.  All emergencies are dealt with promptly by a senior member of staff.  Angel Carers (UK) Ltd has a business continuity plan in place for each client which encompasses an emergency contingency plan for Dorset.
Telephone Contact
Office - 01308 459204

On Call - 07795954466

Email - angelcarers_uk@yahoo.co.uk
            angelcarers.info@yahoo.co.uk
The office staff are trained and competent to answer any queries and respond to any emergencies.  A detailed telephone log system is in place.  When a telephone call is received after 5.30pm you will be signposted to our on call telephone service.   

Response Times
The nature of Social Care Services is such that we recognise that an immediate response is sometimes required.  In all such emergency situations will appropriate action will be taken.  Where necessary an office representative will respond and arrive within 3 hours.  Staff will be suitably trained and competent to deal with any situation.  
Our Services
We provide Domiciliary Care and a 24 hour Live In Care Service which is delivered within the clients home.  Our range of services includes requests for sitting services, day or night, or any other service which meets the client’s needs and includes domestic services.  

We are able to deliver care to our clients that are on holiday or receiving respite care at a different address.   

Domiciliary Care
Domiciliary care is defined as supporting visits within the comfort of your home.  It is designed to enable you to remain as independent as possible.  Visits are at a time to suit you and we can guide you on the length of time you may require for each visit.  Our services are tailor-made to suit your needs, wishes and requirements.
Live In Care

Live in care is a service where your care worker lives in with you on a continuous basis.  Live in care is an excellent alternative to care home admission, promoting independence and over all well being, no matter what level of care you require.
A comprehensive package of care is put together and a suitable worker is carefully identified.  Angel Carers feel that getting the right care worker to suit each individual forms a very important part of live in care. This service is delivered in a very unobtrusive way where by all needs and wishes are catered for.  The levels of support vary from just companionship up to palliative care. Our weekly fee reflects the level of support provided.  The nature of our services are listed below.
We provide services to the following client groups:
All adults aged 18 years and above. This includes:

Younger Physically Disabled 

Mental Health

Dementia

Learning Disabilities

Older People 

Services provided:
Housekeeping / Domestic Services

Shopping service

Companionship

Personal Care

Continence Care

Palliative Care

Administration of Medication

Services not provided:
We are not registered to provide the following:

Nursing Care

Children’s Services

We do not provide the following tasks:
Bowel Evacuation

Changing Sterile Dressings

Giving Injections

Administering Suppositories / Enemas

Lifting from floor unaided 

Cutting Nails

This list is not exhaustive

We provide only Social Care Support.  The exception to this is where our care workers are specifically trained by the appropriate Health Professional in order to assist with health care tasks.  This may be where there has been an assessed need and Health Care Services cannot provide the service.

Our services range from a criteria based on the Fair Access to Care Guidance issued by DoH.  These services are categorised as follows:

Critical - when

· Life is or will be threatened: and / or
· Significant health problems have developed or will develop: and / or
· There is or will be little or no choice and control over vital aspects of the immediate environment: and / or
· Serious abuse or neglect has occurred or will occur: and / or
· There is or will be an inability to carry out vital personal care or domestic routines and / or
· Vital involvement in work, education or learning cannot or will not be sustained: and/ or
· Vital social support  systems and relationships cannot or will not be sustained: and / or
· Vital family and other social roles and responsibilities cannot or will not be undertaken.
Substantial - when

· There is or will be only partial choice and control over the immediate environment: and / or
· Abuse or neglect has occurred or will occur: and / or
· There is or will be an inability to carry out the majority of personal care or domestic routines: and / or
· Involvement in many aspects of work, education or learning cannot or will not be sustained: and / or
· The majority of social support systems and relationships cannot or will not be sustained: and / or
· The majority of family and other social roles and responsibilities cannot or will not be undertaken.
Moderate - when
· There is or will be an inability to carry out several personal care or domestic routines: and / or
· Involvement in several aspects of work, education or learning cannot or will not be sustained: and/ or
· Several social support systems and relationships cannot or will not be sustained: and / or
· Several family and other social roles and responsibilities cannot or will not be undertaken
Low - when

· There is or will be an inability to carry out one or two personal care or domestic routines: and  / or
· Involvement in one or two aspects of work, education or learning cannot or will not be sustained: and / or
· One or two social support systems and relationships cannot or will not be sustained: and/ or
· One or two family and other social roles and responsibilities cannot or will not be undertaken.
The Fair Access to Care Criteria is intended to ensure that equitable and fair fees are open and transparent to every client.  A banding system of fees is directly linked to the assessment process using the above criteria.  This also ensures that when a clients needs are reviewed, if there are any changes to their care then there is a clear fee structure which is easily understood by the client should the review determine a change in the fee banding, ie   moderate to substantial needs.  Please note that this primarily applies to live in care or when a client moves to palliative care.
Angel Carers (UK) Ltd will ensure that it keeps up to date with any relevant changes to the DoH Guidance and ensure that any information relevant to any changes is incorporated into information for our clients.  
Philosophy of Care
Angel Carers (UK) Ltd recognises Social Care can be an intrusion, no matter how carefully planned.   We consider privacy, dignity and respect of the client is paramount. Care will be delivered in a sensitive, unobtrusive and non-threatening way.
At all times and in all settings Angel Carers (UK) Ltd promotes the right of all clients to choice, dignity, respect and independence, irrespective of race, religion or gender. Recognising diversity is very important to us and we will respect our client’s choice of lifestyle.  Where possible the promotion of independence will be a goal for all to aspire to.  

Fair Access to Care is central to Angel Carers (UK) Ltd ethos and ensures fairness and equitability for those who require a service. 

Delivery of Service

Angel Carers (UK) Ltd prides itself on the attention to detail which starts as soon as you have contacted us.  A thorough and comprehensive assessment process is in place to ensure that the quality of care delivered meets the client’s expectations and needs.  Clients are encouraged to engage honestly and openly in the process so that the assessment fully reflects their needs and wishes.  Where a client declines or is unable to engage with the process, a family member or representative is expected to assist.  

Within a Social Care situation the Care Plan is paramount to the delivery of the service and a full and comprehensive assessment should take place in order that the Care Plan fully reflects the situation.  Exceptions to this are an end of life management situation where it would be inappropriate to assess and in these circumstances the Health Assessment is the acceptable method of Care Delivery. 

On receipt of your initial enquiry we will spend time gathering as much information by telephone as possible.  We will then discuss with you the service that we can offer.  If agreed an information pack will then be forwarded for your perusal.  On receipt of our information pack you will then have sufficient information including a Schedule of Fees and Charges to decide if Angel Carers (UK) Ltd can deliver the service you require.  Following subsequent contact arrangements can be made for a Care Assessor to undertake a first visit in order to complete an assessment of needs.  

A Care Plan will then be compiled based on the information gathered at the assessment visit.  This will include all relevant personal details, risk assessments and take into account all needs and wishes recorded.  In addition to this subsequent telephone contact will be made to ensure all relevant information is correct and up to date.  Contact will be made with other relevant health professionals should it be necessary.

A start date and time will be agreed that suits the client.  A letter of conformation is then sent along with our terms and conditions.  
Your care worker will be carefully chosen and you will be supplied with a visit schedule list detailing the care workers name, date and time of visit.  Your package of Care will then commence as agreed.  Your care worker will work continuously towards your desired plan of care and has the ability to adapt to your changing needs.  The office has daily contact by telephone, initially for the first week.  Subsequently within 2 weeks of the package commencing a First Response Questionnaire is sent as a check to ensure that your expectations have been met. 

There after regular communication continues.  Accurate records are kept.  Quality checks take place at regular intervals.  These include spot checks, telephone questionnaires, monitoring calls and reviews. 
Insurance
Angel Carers (UK) Ltd complies fully with the regulations stated by the Care Quality Commission.  Our insurance details are as follows:

Zurich Insurance

Contents Insurance

£       25,000

Legal Expenses

£       50,000

Public Liability            
£  5,000,000

Employers Liability     
£10,000,000

This includes administering prescribed and non-prescribed medicines. 

Advisory Services

Peninsula Business Services Ltd are appointed by Angel Carers (UK) Ltd for advice and support on employment law and health and safety.
Fees & Charges
As previously detailed referring to the Fair Access to Care criteria document, our fees and charges reflect the level of need banding system of Critical, Substantial, Moderate and Low.  Please refer to our Schedule of Fees and Charges which is enclosed.
Confidentiality
All staff and care workers sign a Confidentiality Policy and are fully aware of their duties in relation to handling and storing confidential client Information.  Angel Carers (UK) Ltd fully complies with the Data Protection Act 1998 and all subsequent amendments.

Records are held securely and appropriately stored.  Information will be shared by appropriate professionals where necessary.  This includes CQC Inspectors and Social Services Contract Monitoring Officers where applicable.  Third party subject access applies and permission will always be obtained where necessary before any information is divulged.  
Protection of Vulnerable Adults
Angel Carers (UK) Ltd is committed to protecting clients to whom it delivers care.  Our care workers are trained to recognise the various signs of abuse and are aware of their duties to report under Safe Guarding Adults Protocols and the multi agency Adult Protection Policy and Procedures, updated October 2007, issued February 2008.  This document updates and replaces the NO SECRETS document.

All reports of suspected abuse will be processed following those policies and procedures. 

Please report any protection issues or concerns to:
Mrs Fiona Rowe

Angel Carers (UK) Ltd

15a South Street
Bridport

Dorset

DT6 3NR
01308 459204

Quality Assurance

Angel Carers (UK) Ltd is committed to listening and acting on feedback.  Our Quality Assurance systems ensure that clients, their carers or representatives always have the opportunity to feedback and comment on the services they receive.  The mechanisms in place are as follows:  

· First Response Questionnaires

· Telephone Questionnaires

· Unannounced Spot Checks (to the clients home)

· Annual Quality Assurance Questionnaire

· Staff Supervision

· Staff Appraisals 

· Care Reviews

· Compliments and Complaints

We believe that quality can only be achieved on continuous improvement through critical self assessment by those in the best position to judge.  The results of our Quality Assurance activity is collated and then fed back into the next year’s business plan.  

Our office team are scrupulous where quality assurance is concerned.
Care workers also form part of this process and regular supervision and appraisals allow their feedback and comments to be heard.  This is particularly important within a Live In context where care workers are often the best placed to feed back on the clients’ situation.
Compliments & Complaints 
Angel Carers (UK) Ltd strives to deliver a quality care service which meets the clients’ needs and expectations at all times.  From time to time clients may feel that the care delivered falls short of their needs and expectations.  It is always nice to know when you deliver a good service and where clients are satisfied but it is much more important to know when things go wrong in order that we may have an opportunity of putting things right.  

If you feel that the service has let you down in anyway, it is important to try to resolve the complaint at a local level.  Your care worker will be able to assist you in the first instance.  If the complaint concerns your care worker, then the issue needs to be brought to the attention of the Complaints Manager.  Your contact is: 

Mrs Fiona Rowe
Angel Carers (UK) Ltd

15a South Street
Bridport

Dorset

DT6 3NR

01308 459204
In addition clients may feel that the complaint needs to be brought to the attention of a regulatory authority. 

Complaints can be made by telephone in the first instance or in writing.  Sometimes a friend, relative or your care worker can assist you to write the complaint.  

On receipt of a written complaint an acknowledgement will be sent in writing within 5 working days.  The Complaint Manager is your contact and will be responsible for the investigation of the complaint.  

We will respond in full by letter within 14 days of the acknowledgement with the outcome of the complaint.  
What happens if I am still not satisfied?

If you are a Social Services client you can inform them of your concerns.  They can take the matter up on your behalf.  You also have the right to appeal to Angel Carers (UK) Ltd.  An independent person will hear your appeal.  There are independent advocacy advisors who can help and also assist you.  In addition to this you are welcome to contact the Commission for Social Care Inspection to draw any concerns to their attention.  Contact details are listed overleaf.
For All Clients                                                             For Social Services Clients

The Commission for Social Care Inspection          The Complaints Officer (Adults)
South West                                                                 Adult Services Directorate
Care Quality Commission                                         County Hall
National Correspondence                                         Colliton Park
City Gate                                                                     Dorchester
Gallowgate                                                                  DT1 1XL
Newcastle-upon-Tyne                                                01305 224322
NE1 4PA

03000 616161
Dorset Advocacy                                                       Social Services Local Office
Units 13 – 15                                                              The Grove
Jubilee Court                                                              Rax Lane
Paceycombe Way                                                       Bridport
Dorchester                                                                  Dorset
Dorset                                                                          DT6 3JL
DT1 1TP                                                                      01308 422234
01305 251033
An accessible version of the advocacy charter and a range of supporting advocacy literature and publications are available from.

Useful information
Angel Carers (UK) Ltd recognises how important it is to enable people to stay in their own home.  

We have compiled a list of helpful organisations in our community.

Mears home improvements – Social housing repairs and maintenance providers Weymouth and Portland Council Offices,

North Quay,
Weymouth,
Dorset.

DT4 8TA
01305 785340

Popp / Wayfinders managed by Age Concern 

Free impartial and confidential information.

Contact – Liz Cragg 01305 269444

Email wayfindersinfo@acdorchester.org
Patient Advice Liaison Service – (PALS)

Dorset County Hospital NHS Foundation Trust,

Williams Avenue,

Dorchester.

Dorset.

DT1 2JY

0800 7838058
Change 4 Life – Information on a healthier lifestyle. 0300 1234567

Schedule of Fees & Charges
Angel Carers (UK) Ltd has a range of Fee Bandings which are linked to the outcome of the Assessment of Needs using the Fair Access to Care Criteria Guidance.  The Guidance uses Critical - Substantial - Moderate and Low Bandings.
Live in Care
The table below is set out for individuals as a weekly fee structure, in exception to the critical banding which is set as an hourly rate.  For two people the starting weekly fee is a minimum of £750.00 and is subject to an assessment.
Fees:  
             Minimum                           Maximum 
Low 
             £675.00 per week

  £740.00 per week
 
Moderate
  
    £750.00 per week
       £890.00 per week

Substantial
      
    £900.00 per week
       £1100.00 per week
Critical
    £16.50 per hour
Bank Holidays and Public Holidays

Please note that all above fees and charges are paid at double time.
Night Time Disturbances

Additional night time disturbances are charged at £14.50 per disturbance.

Emergency Response

Where services are required at less than 48 hours notice there will be an additional charge of £99.00.

Respite Care

Where services are required for less than a 7 day period there will be an additional charge of £99.00. 
Mileage 
Charged at 30 pence per mile.
Schedule of Fees & Charges
Angel Carers (UK)Ltd have a set fee structure which changes according to the length and time of visit.
 Domiciliary Care
7am – 6pm            £14.50 per hour      £11.50 per 45 min      £  9.50 per 30 min 

6pm – 10pm          £16.00 per hour      £12.00 per 45 min      £10.50 per 30 min
Sat - Sun               £16.00 per hour      £12.00 per 45 min      £10.50 per 30 min
Waking night 

10pm – 7am          £16.00 per hour

Sleep in 

10pm – 7am         £14.50 per hour
Bank Holidays and Public Holidays
Please note that all above fees and charges are paid at time and a half.
Emergency response

Where services are required at less than 48 hours notice there will be an additional charge of £49.00.

Respite Care
Where services are required for less than a 7 day period there will be an additional charge of £49.00.

Mileage
Charged at 30 pence per mile.
Terms and Conditions for Live in Care
1.  Angel Carers (UK) Ltd supply care workers to carry out tasks of a Domestic and Personal care nature for clients living in their own homes.  Our primary objective is to provide the client with the highest possible standard of care in accordance with our Statement of Purpose.

2.  Angel Carers (UK) Ltd accepts that all information concerning you the client is strictly confidential.  No such information shall be divulged without consent of the client or their representative.

 3. Angel Carers (UK) Ltd hold public liability insurance with Zurich, although clients are advised to seek appropriate insurance cover where people are working in their home.   

4. For the service it provides Angel Carers (UK) Ltd charges the client on an agreed fixed rate basis or exceptionally an agreed hourly rate basis for any Live In Service undertaken by the care worker.

5. Clients are requested to note that the Care Standards Act 2000 and the European working time directive requires that all care workers should have sufficient rest time.  We request a minimum of 2 hours per day during which the care worker should not be disturbed, emergencies excepted.

6. Acceptance of a care worker by the client (or their authorised representative) shall be taken as agreement to Angel Carers (UK) Ltd conditions.  Clients are respectfully reminded that their home becomes the care workers place of work and clients must comply fully with all risk assessments required during the assessment process and care reviews.
7. The client should be aware that full board and lodgings, inclusive of food are to be provided for the care worker.  A comfortable room is required, ideally with a television.

8. If the client requires a driver a suitable vehicle should be provided with adequate car insurance.

9.  Payment is invoiced 4 weeks in advance for the provision of our service.  It is then invoiced at 4 weekly intervals thereafter.  Part days will be charged at the full daily rate which is one seventh of the agreed weekly fee.  Invoices are payable within 7 days from the invoice date unless other terms have been agreed in writing.  Our standard method of payment is by standing order.  Additional charges ie mileage, bank holidays will be invoiced separately and can be paid by cheque or BACS.
10. Angel Carers (UK) Ltd reserves the right to charge interest at 5% above the bank base rate on any sums outstanding after 14 days.

11. The client agrees to pay 50% of any mileage / travel expenses incurred by the care worker.  Mileage is calculated at thirty pence per mile and is capped at £35.00 per care worker assignment. This is paid directly to the care worker by Angel Carers (UK) Ltd.

12.  The client acknowledges that any additional night time calls above the previously agreed amount on the assessment / review are charged at the rate of £14.50 per disturbance.  These charges will be added to your invoice.
13. The client acknowledges that the agreed weekly fee may be subject to change.  Any such change shall only be made after a review of care has taken place and identified changes of need.  In addition to this annual fee changes will be revised in April of each year subject to the Retail Price Index ie: Inflation. Confirmation of these increases will be advised in writing.

14. Bank holidays and public holidays will be charged at a double rate for our live in care service and time and a half is chargeable for our domiciliary service to ensure correct pay for care workers.  

15. Where clients require our emergency response service an additional charge of £99.00 will be applied.  Emergency response is identified as services being required at less than 48 hours notice.

16. Where clients require respite care an additional charge of £99.00 will be applied.  Respite is identified as services being required for less than 7 days.

17. Clients will be charged a fee of 2 x their monthly invoice amount plus a £250.00 administration charge should they engage privately with any of Angel Carers (UK) Ltd care workers / staff.  This remains in force during their contract and for a period of 12 months after any termination of contract.
18. Angel Carers (UK) Ltd will provide a full back up service in the unforeseen event of the non arrival of a care worker.  In the event of an emergency, outside of office hours Angel Carers (UK) Ltd provide an out of hour’s telephone service available 24 hours a day.

19.  This agreement maybe terminated by either party giving two weeks notice to the other.  In the event that a client is admitted to hospital, nursing home or residential home or respite care where they do not return home, two weeks notice is still payable.  Should you wish the services of the Care Worker to continue after the death of the client to assist the family in any way please contact the office for further information.
20. During the client’s absence, see above, if the care worker is required to remain in the client’s home the standard fee applies.

21. In the  unlikely event of any complaints please write to The Complaints Manager, Angel Carers (UK) Ltd, 15a South Street, Bridport, Dorset  DT6 3NR.  All complaints are thoroughly investigated.

Terms and Conditions for Domiciliary Care
1.  Angel Carers (UK) Ltd employ care workers to carry out tasks of a domestic and personal care nature for clients living in their own homes.  Our primary objective is to provide the client with the highest possible standard of care in accordance with our Statement of Purpose.  

2.  This service is also provided to Social Services Departments, Health Authorities and Trusts, Residential and Nursing Homes, Charitable and Voluntary Organisations and other bodies, for clients designated by such organisations as requiring home care.  

3.  Care workers are employees of Angel Carers (UK) Ltd and do not contract directly with the client.  Angel Carers (UK) Ltd are registered with the Care Quality Commission and are not an introduction agency.

4.  On being appointed by the client, Angel Carers (UK) Ltd not only provides care workers, it also provides continuing support and visiting at the request of the client to assist with achieving the most satisfactory home care arrangements.


5.  For the service it provides, Angel Carers (UK) Ltd charges the client at an agreed  rate  (or, exceptionally, on a fixed price basis) for the amount of home care undertaken by the care worker.


 6.
Each Client appoints Angel Carers (UK) Ltd to supply suitable care workers on the understanding that the contract for services between the Client and Angel Carers (UK) Ltd is on a visit-by-visit basis only.

         7.
Angel Carers (UK) Ltd will provide a full back up service in the unforeseen event of the non arrival of a care worker.  In the event of an emergency Angel Carers (UK) Ltd provide an out of hours telephone service available 24 hours a day.

         8.  Angel Carers (UK) Ltd accepts that all the information which it holds concerning a client is held in confidence.  No such information shall be divulged without the express consent of the client or their authorised representative.  Should Angel Carers (UK) Ltd or a care worker need to speak to a third party, such as your doctor or district nurse, they will ask your permission before doing so, except in an emergency.


9.  All information held by Angel Carers (UK) Ltd in respect of its care workers is confidential and will only be divulged to clients in exceptional circumstances, and then must be treated in the strictest confidence and not given to third parties.


10. The client agrees to pay the charges invoiced by Angel Carers (UK) Ltd, including any additional costs incurred by Angel Carers (UK) Ltd or the care worker on behalf of the client as agreed with the client.


11.  Angel Carers (UK) Ltd will normally raise invoices every month for the previous months care.

12.  Invoices are payable within 7 days, unless other terms have been agreed in writing.  Payment should only be made to Angel Carers (UK) Ltd at 15a South Street Bridport, Dorset, DT6 3NR.  Payments are not to be made directly to the care worker.  Our standard method of payment is by standing order.  Payment can also be made either by Cheque or BACS.


13. Angel Carers (UK) Ltd reserves the right to charge 5% above the Bank Base Rate on any invoice sum outstanding after 14 days.

14.  The invoice will state the number of hours supplied and the agreed charges. 

15.  Travelling expenses are chargeable to you the client at the rate of 30 pence per mile.

16.  An annual review of fees takes place in April of each year and the client agrees to any such changes due to inflation or RPI (Retail Price Index), including increased fees should the clients care needs change.

17.  Bank holidays, Christmas day and New years day will be charged to the clients at time and one half.  

18.   Where clients require our emergency response service an additional charge of £49.00 will be applied.  Emergency response is identified as services being required at less than 48 hours notice.

19.   Where clients require respite care an additional charge of £49.00 will be applied.  Respite is identified as services being required for less than 7 days.

20.  The client acknowledges that the rates charged by Angel Carers (UK) Ltd                                                                                                                                                                                                                               may be subject to change.  Any such changes will be notified in writing to the client or their representative with a minimum of 2 weeks notice.


21.  Clients will be charged a fee of £2500.00 plus an administration charge of £250.00 should they engage privately with any of Angel Carers care workers / staff. This remains in force during their contract and for a period of 12 months after any termination of contract.
 
22.  Should a client or their representative wish to cancel any particular visit or amend their planned care, they must give 24 hours notice.  This applies during office hours only. Cancellations out of office hours will still incur a charge.  Regretfully, failure to give the necessary notice to the office will result in the normal charge being made as if the care worker had attended.

         23. The client accepts any risk of death or personal injury or any other loss or damage whatsoever caused by their negligence or breach of contract.  Clients are advised to seek appropriate household insurance where care workers are working in their home.

         24.  The entire Agreement between the Client and Angel Carers (UK) Ltd may be terminated by either party giving 2 weeks written notice.  In the event that a Client is admitted to hospital, nursing home or residential home where they do not return home, two weeks notice is required.  This ensures your placement is kept and that the care worker is available to resume their duties.  In the unfortunate event of the death of a Client the contract will terminate immediately.  Charges apply for cancellations during notice period.
25.  In the  unlikely event of any complaints please write to The Complaints Manager, Angel Carers (UK) Ltd, 15a South Street, Bridport, Dorset  DT6 DNR.  All complaints are thoroughly investigated.

Mission Statement

It is Angel Carers (UK) Ltd duty to provide a care service within our client’s homes that separates our care service from any other.

We endeavor to take each individual needs to create a better way of life for them and provide the highest level of care possible.

Our aim is to exceed your expectations. 
                                                                                                                                                                     “The Greatest Pleasure I know is to do a good deed and have it found by accident.”
Angel Carers (UK) Ltd
15a South Street
Bridport

Dorset

DT6 3NR
Tel: 01308 459204
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