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Social Media / Messaging App Employee Code obtatemdeat

This statement outlines the typegative behaviour when using sociahntediassaging apipat will result in
disciplinargction. You can read further details in our Enegileand Mobile PHeoly.

Custom Home Care employees using socisiteseal apps must be mindful when commenting or posting. Advers
comments about Custom Home Care and its employees can put the company in an unfavourable light and dam
reputation. Employees should not post or pass on adverse commentadrpubthiss@nployees when they are

part of online discussions.

Employees must also be aware any form of behaviour that may be constroeldzaadanigmicolleagues,
managers, or clients is not permitted. If such behaviour is brought to the attention of management, the appropri
disciplinargction will be taken.

It is good practice not to discuss the company, its clients, or its employees sitesoaial aguiaEven using

coded or vague phrasing may be considered inappropriate. For instance, if someone always uses a particular
word/phrase when referencing the company, an employee, or a client; or it is clear what/who is being discussec
context, and the comments are derogatory, inappropriate, or libellous.

To be clear, employees of Custom Home Care using sociabmneelsaging appaust not:

Bring the company name into disrepute
Post or share harmful contents
Make inappropriate or damaging posts/comments about colleagues, managers, or clients

Bully or harass colleagues, managers, or clients

> > > > >

Conspire witlihers to bring the company name into disrepute or damage the reputation of the company &
its employees.

A Use code words or vague phrases to disguise any of the above.

Should Custom Home Care be made aware of any such behaviour, the individual(s) concerned will be subject t
appropriate disciplimagcedures. Bringing the company or its name into disrepute is considered gerss misconduc
may result in dismisdtér investigatidbepending on the severity of the policy breach, gross masgoaslutin
immediate dismissal.

Internet/Social Media and Employee Conduct $t@@es@istom Home Care Ltd. Page260f470
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Complaints and Complinfeolisy

Policy and Procedure Aim

This document details the procedures by which chentplaiapout or service mraiseur stafflt is
designed to address any concerns clients may have and provide feedback to Custom Home Care Ltd. so th

company can continue to improve and offer a better service to our clients.

Complaints Procedure

We hopeur clientwill never have cause to complain, but should we fall short of expectations, we will address
issues or concerns without delay. Our coprplegahsris in line with current regulations. A written copy of our
procedure is includethenCliertyser Guidand copies can be supplied upon request

There ia staged process for dealing with canplaint
1. The complainill be formally acknowledged and logged.

2. Depending on the nature of the congplinestigating Offieell be allocated. This will normallgdreor
member of the office staff

3. We would normally like to discuss the covithltiet complainant either by visiting in person or by telephone.
4. Actions will be agreed to resolve the matter.
5. The outcome, details of the investigati@ctions taken wiltdmordeth writing.

6. The cliewill be contacted bylthastigating Offiaea later date to check whether issudsebave

resolved and the service is satisfactory.

Any complaiwill be acknowledged within two workingldaggesolved at first point of colfmbave a

target of resolving all complaithits five working dafyseceiptf in exceptional circumstaricessomplaint

requires extended investigatidfor the involvement of an independent third party, this mayéaiaeighto

days All complaints including details of the investigation, outcome and actions are recorded ayd audited inte
and regularly inspected by the Care Quality Carlivieisalancomplaints very seriously and regularly review all
complaints received across our business sawpeaanour servidde information gathered themagysing

our complaints tells us whatlgamtshink about us amesents a learning opportunity

Complaints and Compliments Pa@@i4 Custom Home Care Ltd.
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Ifa client wishés complajithey can

A Contact our office on ®GIZE49703Amember dhe officetaffwill listen tinecomplairgnd ipossible,
resolve the issue at first point of contact. A log will kel ctabeiofs araffice staffillmakecontacto
ensurehe client satisfiedvith th@utcomelhe clienwill receive attler of resolution withinvigeking
days.

A If itis not possible to quickly resolve ththissaecerns will be escalatedsenior member of the office
staff The cliewill be contacted dhdcomplainibvestigated. A log will be maadkeohcerns arabntact
will be made ensure the clierdasisfied with the outconhe. clienwill receive a letter of resolution within
five working days.

A Ifthecomplairi$ veryserious (matatment, grosssconduetc), the Register&étanager will deal directly
withconcerndAn investigatiarill take place, possibly involving an independent thitrdngditys
relating to the investigation will be recorded. We aimatcepaiurtain teeryserious complaimtghin
twentyeighdays.

A If a complaiigtin relation to the Registered Manager, please report directly to the Mansigebrative

the CEQAnN investigatiarill take placpossibly involvingindependent third party.
A A complaictin also make your complaint in \adtingssing concerns to:

TheAdministrative Manager
Custom Home Céutd.

560 City Road

Norfolk Pai&heffields2 1GE

A If the client wishes, they can fill@tighe Complaint Form (Appendix 1), which is available at the rear of the
Client User Guidad post it to the above address.

A Ifthecomplairis not dealt withtisfactorift anystagethe client mapntact our Regulator. The details

are:

Care Quality Commission

National Correspondence

Citygate, Gallowgate

Newcastle upon TyNE1 4PATel:03000616161

A Ifthe client sompletely dissatisfied with the resptmseomplaimb nce Cust om Home Car

Complaints and Compliments Pa@@i4 Custom Home Care Ltd.
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complaingsrocedurkas been exhaustt clienhay write to the Local Government Ombatigraan

following address:

The Local Government Ombudsman
PO Box 4771
CoventrnCV4 OEH

To phone, use 0300 061 061@nlA® complaftmis availabley following the limkhttp://www.lgo.org.uk/

ComplimenBrocedure

It is always nice to know when someone is doing ebg@otbjobmpany policy, none of our staff are able to
accept any form of gtaswich as monegheques etdn employee mbdHEVERisk to borrow money from a

client nor accept it if offered by thettdiaelzer, something such as a small box of chocolates may be accepted
staffon the grounds thtze cliemnusthave capacityn d t h e c | anddon respansibie éndiviahgab f K i 1
aware. Any item receilwedtafinust be declared to management for recording fiarptieaiiould like to

compliment any of our s&ffally or in writioga job well dorame of thiellowing methods can be followed.

A Contact our offiby telephone on 0114 275 8nd&mber of the office stdiiinake a recordtbe

compliment information andtpasanks on to tivividug)concerned.

A The clienhay also write to the office addréssieiger to:

TheAdministrative Manager
Custom Home Care

560 City Road

Norfolk Park

Sheffield

S2 1GE

A If the client wishes, they can fill in a Client Compliment Form (Appendix 2), which ieavailabée at the
Client User Guided post it to the above address.

We ask that clients do not inclahy brm of gratuitguch as monegr chequesviththeletter as we are
unable to accept thertithe cliendoessend gratuitypf a monetary natyréhis will beecorded and

returned This request is not intended to be offensive no way lessertkecompliment or generosity

A The cliemhay also email the office@rare @customhomecarerdity in the contact form on our web site.
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Appendix iLClient Complaint Form

Client Complaint Form — Custom Home Care Ltd.

Client Name:

Client No. (if known):

Address:

Tel. No.:

Details of complaint (continue overleaf if necessary)
What outcome would you like to see as a reault of your complaint?
Signature: Date:

Complaints and Compliments Pa@@i4 Custom Home Care Ltd.
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Appendix 2Client Compliment Form

Client Compliment Form — Custom Home Care Ltd.

Client Name:

Client No. (if known):

Address:

Tel. No.:

Detailz of compliment (continue overleaf if neceasary)

Is the compliment about a member of staff or a

general compliment? STAFF O  GENERAL O

Staff Member Name (if known or
applicable):

Pasition:
(E.g. Carer, Senior Carer, office team
member, Manager etc.)

Pleaze provide details of the nature ofthe compliment:

Signature: Date:

Complaints and Compliments Pa@@i4 Custom Home Care Ltd.
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Disciplinary and Grievdrmiecy

Introduction

This disciplingwglicy will apply to all employees of Custom Home Care Ltd. The policy aims to help and encourag
employees to achieve and maintain standards of conduct and jobvwiddiomnances a safiéectiveand

disciplined working environment.

The policy and procedures are based on best practice and follow those outlirtisiciplthatciA@Bievance

advicewhich is available for viewing and dowalgedaat). uk/discipliramggrievancerocedures

Custom Home Care Ltd. acknowledges employees generally behave in a reasonable and dadeptable manner,
breaches of discipline and inappropriate standards of behaviour occur from time to time. This policy is intended

with such situations.

Disciplinary procedures are primarily intended to help staff achieve an improvement in conduct, practice and pe

when this falls below the expected standard. The following principles have therefore been adopted in devising tl

¥ The achievement and maintenance of the required standard of conduct, practice bpdibstédfraance
set out in the Code of Comtvetloped by Skills for Care, commissioned by the Department of Health. A cc
is available for downloakiésforcare.org.uk/Docuiteary/Standards/Natiomaimunrraininegstandard

andcode/CodeofConduct.pda copy is held on the company server.

¥ Disciplinary action will not be taken against an employee until the matter(s) have been thoroughly invest
¥ Employees will be treated fairly and consistently in accordance with the principles of natural justice.

¥ Managers will exercise the authority delegated to them to manage, organise and supervise the work of ¢

under their control and to take any necessary and authorisechdimriplinary

¥ Employees will be advised of the nature of any agaipfdititem and be given the opportunity to state their
case before any discipliaatipn is taken. Employees will also be advised when their pledsrnance

reach the required standard. Letters sent to employees will include the following standard information:

- Details about the nature of the allegation recognising that sometimes the initial information is va
and may only be in terms of general outline

- Their right to be accompatiedy subsequent interview

- The name of a Fair Treatmenouddoi soeppattl oc

- Areminder about any support available through the company and outside support

- Any additional spedaifformation such as restridiowsrking arrangements
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If an employee fails to attend an investigatory hearing, kiesniplinanappéaaring, a decisiwhether

to postpone or adjourn the hearing or to proce
conducting the hearing. In the event of a hearing proceeding in the absence of the employee he/she will
the opportunity to subnyitveitten representations, witness statements and documentary evidence which
he/she wishes, and these will be considered at the hearing. In addition, the employee may be represent
provided for in the following bullet point and have his/her tbbyptksiEnepresentative. Custom Home
Care Ltd. wildl normally require written confir

unable to attend any hearing or intilenviealth reasons.

Employees will hdke right to be represented and accompanied by his/her trade union representative, or
another employee who is not involved in the investigatiplinapyocedure at each stage of the
disciplinary procedure and the initial investigation.

Employees will have the right of appdaltages of the disciplpragedure.

Any disciplinameasures imposed other than dismids disregarded for any future disciplinary purposes
after the period specified by the Disciplining Officer or disciplinary panel has elapsed.

Custom Home Care Ltd. will ensure that all investigations andnditensliasnhandled as promptly as is
reasonably practicable.

Where an employee is charged with a criminal offence, the fact that the criminal offence has not yet bee
the courts will not prevent disci@alotemy being taken, arising from the same event(s) / incident (s).
Wherever possible, problems relating to unsatisfactory perfoonauatevill be dealt with by the nearest
level of management / supervision to the individual or source of the problem.

If a member of staff is an accredited representative of a recognised Trade Union, thaction eitiplinary
be taken against them until all the circumstances of the case have been provided and discussed with a

official of that said Trade Union.

Counselling Interview

v

The immediate line mansigeuld consider whether the matter warrants diactigimanyis of a very minor

nature not justifying any stage of formal disciplinary warning.

Where the immediate line maoagsiders the matter is of a minor nature not justifying any stage of formal

disciplinamyarning then he/she should:

- Discuss the matter with the employee on an informal basis with no other party or representative
present.
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- Explain any shortcomings in conduct or perfanti@mo®urage improvement. Feedback should
be constructive with an emphasis on finding ways in which the employee can remedy any
shortcomings.

- Listen to any explanations put forward by the érfjitdgmmes clear that there is no case to
answer this should be made clear to the employee.

- Where an improvement is required make sure that the employee understands what needs to be
how performanceconduct will be reviewed, and over what period. The employee should be told
if there is no improvement the next stage would be the formapdiseiglireary

- Take care that a counselling intels@swot turn into a formal discipiezaiyg as this may
unintentionally deny the employee certaie.ggiotbe accompanied. If during the interview it
becomes obvious that the matter is more serious the discussion should be adjourned. It should
made clear that the matter will be pursued under the formal disciplinary procedure.

- Keep a brief note of any counselling for r

Supervision Note Form (Appendix 1).

¥ Counselling does not constitute discaaitiaarnor any stage in the formal disciplinary procedure and this
should be clearly explained to the individual at the beginning of the discussion.

Disciplinary Procedure

Investigation
All employees have a responsibility to bring any inappropriate bepeyp@urconduct to the notice of their line

managefsupervisor. Where a line manager / supervisor considers that a breach of discipline may have occurrec

should inform the Registered Mamageminated Individual

If the Rgisterettanageor Mminatethdividuakconsiders that a breach of discipline may have occurred they, in
conjunction with the appropriate line miaugugpevisor, will agree the further action necessary. Where an investigati
is required an outline action plan will be prepared by the line manager / supervisor and a person appointed to ul

the investigation.
Investigations will normally be undertaken by the Registered Manager or someone in higher authority within the
The employee(s) concerned must be informed an inisegiigaticerried out and must be told of the subject of that

investigation. It is expected that the employee concerned will need to be interviewed during the investigation an

will therefore be informed of his/her right to be acdoyrgpdmnéete Union representative or work colleague.
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The investigatianenever possible should be started immediately and completed as soon as is reasonably practi
accordance with the timescale in the compiaaasipliments policy. The purpose of the investigation is to establish
whethethere is a case to answer.

The objective of the investigatiorobtain all relevant information. This will include interviewing all relevant witness
taking statements, obtaining any documeidimgeand contacting any appropriate agencies outside Custom Home
Care Ltd. In this respect it should be noted that the company is required to offaliegho6and complaints

Custom Home Care Ltd. also operates in accordance with the policy concerning the Disclos(D&8arring Service
Allegations made which have a bearing on the service provided to clients will be referred to and dealt with unde
operating procedures. illaestigatiqmrocedures will therefore be determined by those procedures and may vary frc
those stated in this policy where only Custom Home Care Ltd. determines the investigation procedure.

The investigatishould be undertaken by an officer other than the one who carries responsibility for disciplining tf
employee concerned. Only in exceptional circumstances, where there is no practicable alternative, should an of

out an investigation whichleaalto disciplinastion for which he/she is the responsible designated officer.
Investigations will be undertaken in accordance with the timescales provideddgulatibeisCQC

DBSmay direct an investigdtidre undertaken involving a range of interested parties. Wherever possible, Custom
Home Care Ltd. will seek to be a party to the inv
maintained as the employer of the persondgaimatiegations have been made. When Custom Home Care Ltd. is
not a party to the investigation then there will usually be a need for Custom Home Care Ltd. to undertake its ow
investigation in order to comply with a range of employment legistetiitre asquelements of referral to the DBS

list if required. The outcome of the investigation will usually take the form of a written report containing the appr
information and consideration of evidence including ceradbeifiteecessargn the balance of probabilities.

The report will be confined to considenatiethethere appears to be a case to answer.

The Registered Manager must be satisfied that a thorough imxe$t@gatiandertaken. If satisfied there is a case
to answer, the matter should be referred for a formal tisaiplipavyhere it is decided there is no case to answer

the individual must be informed accordingly without delay.

Action when an employee leaves Custom Home Care Ltd. employment

In someasesan employee may leave before the investagabiean completed. Employees may also leave after the

investigation has been completed but before it has been possible to arrandeeardigciplioeggding to a
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disciplinary hearing will not always be appropriate and there are likely to be a range of options. Custom Home C

will consider the appropriate action in such cases and discuss the matter with the DBS

Anonymous informdn®ustom Home Care Ltd. will act on allegations from anonymous sources. Custom Home C

Ltd. reserves the right to safeguard the identity of informants where it believes that individuals may be at risk be

their disclosure of information. SdbalSastom Home Care Ltd. policy on Whistle blowing.

Prior to or during an investigatitay become necessary to suspend an employeedsafedutyrd individuals

and maintain the integrity of the investigation process. In such circumstances the employee will receive normal |
entitlemente. the normal contraours payment that would be receivable had the period of suspension been worke
Suspension from duty is a neutral act, not disgipbnaagd the employee concerned should clearly understand this

when being suspended

The main criteria on which suspension should be considered are when contincingdattendance
Compound an alleged offence.

Frustrate or interfere with any investigation

Jeopardise the safety or wellbkthg employee against whom the allegations are made.

Be perceived as not being in the interests of, or for the protection of clients and/or other staff.

T & & €& ©

Suspension may be also dirbetmlise af DBSstrategy meeting. Suspension should not be prolonged and

should not last longer than necessary.

If suspension is made verbally then the decision to suspend should be confirmed in writing no later than the follg

working day. No appeiilbe permitted against a decision to suspend.

Any suspension should be as short as possible and will not normally last longer than titeive@@hereks.

other agencies are involved then the inveatigadisoiplingoyocess may be extended.

Suspension periddso matter how shiowill inevitably be traumatic for the individual concerned. Custom Home Car

Ltd. will therefore arrange fAkeeping in toucho re

During suspension staff should not visit their plagardéssonmkvited for appropriate mé¢etnagsll be requested

to hand over any keys they hold, Custom Home Care Ltd. paperwork or any other Custom Home Care Ltd. proy
their possession. Staff members who are completingilaaldd/ie suspendtedn this. During suspension staff

will be required to make themselves available foramtestiewd inform Administrative Manag#reyare not

available
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Staff who have been suspented: there is no subsequent disciplittiiyne will have any period of suspension

removed from their personnel records.

The decision to suspend will usually be agreed between the larelrtrenRgelistered Manager and will normally
be invoked / implemented at management level or above, although in exceptiona.ginalmastadhees is
imminent danger or unacceptable risk, it may be necessary for a different level of person to suspend initially an

subsequently have this action confirmed by a manager or above. Suspension will be confirmed in writing.

Where an employee has been susptralide mana¢@rshould consider the need to inform othewipaople
be affected, suchdigntsrelativesand other staff. Such notification will usually be subjesstiiciiss

Custom Home Care Ltd. regards suspension as very much @fdessaberteason warrants immediate
suspensigrandwill actively seek other means of responding to aitagmttomee to support staff. Measures such

as:

¥ Ensuring that ardividual does not work alone while the invegstigatols.
¥ Some restrictiotesworking only contracted hours.
Y More frequent supervision or a combination of these.

Each individual situation wilbbsidered according taittemstancesd our proposals will be made, where
appropriate to the DB8weveit should be noted that the final decision on a response to an allegation will be
confirmed after the allegation has been considered by a DBS strategy meeting and any recommendations that |

made.
Notification to the Barred List

TheDisclosure Barring Serfiid&$is responsible for maintaining the previously titetiFRDGHsts and terms
them the DBS Barred Lists. Further information regarding this is available on theyDBSkiuehsietat

barrineserviceheck/dbbarredists

Custom Home Care Ltd. is required to notify the Disclosure BafDB$ SHraitg employee who is suspected to
have harmed a vulneradldt. This can only be done when it has been found that allegations against an individual
some element of substance after completion of an invBséidaB&Referral Guidance and official form is available

on the company server or for downtgadugt'government/publicatior®fdislsormandguidanceA copy of the

Guidance is also shown in Appendix 7.

See also theBSReporting Procediméhis publication.
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Disciplinary Hearing

Where there is a case to answer, the employee should be informed in writing of the allegations made against hi
should be given f i viiemedgnddate of the HearinggThelemplayde will @so beqmvided with
a copy of the report prepared by the investigating officer including the evidence gathered on which the decision
is a case to answer has been based and a reminderightis/beraccompanied

Where witnesses are required to attend, arrangements should be made by those calling them to ensure their av

the hearing.

There is a duty upon every employeeperate with any investigptesonnel when required by giving evidence
and/or appearing as a witness. Every effort should be made to release withesses without compromising the sen
provided by Custom Home Care Ltd.

Individuals who make allegations under whistle blowing provisions will have their identity safeguarded by makin

transcripts etc. presented at hearings anonymous.

The Registered Manager amshiar office staff mendktbe present at all discipliveangs and will have a full

involvement in the disciplinary proceedidgBkamndtions.

The disciplindmgaring itself should usually take the following pattern, requiring the designated disciplining officer

¥ Introduce those present.

¥ Explain the purpose of the hearing i.e., indicate that it is aldiacipgra@nyvened in accordance with
Custom Home Care Ltd.od6s Disciplinary Policy to

appropriate) to consider a report concerning the issue(s) together with any other evidenaseelevant to the

¥ Outline the nature of the hearing i.e., that the allegations(s) is/are viewed seriously and may result in dis

action including dismjsshkere appropriate.

Y refer to the principles which govern the hearing:
- That full and fair consideration will be given to all issues pertinent to the case.
- That all relevant evidence will be considered.
- That the employee or his/her representative will have the opportunity to present his/her case, del

answer and defend him/herself against the allegation(s).

¥ Describe the procedure to be followed and ensure this is understood by the individual:
- At any time during the hearing the disciplining officer shall have the right to ask questions of anyc

present.
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The employee or his/her representative shall have the right to ask questions of any witness. For 1

purposethe employee concerned will be counted as a withess. Where (under Whistle blowing
provisions) the identity of a witness is being protected then questions may be asked of the invest
officer.

- The disciplining officer will consider the invesatiGwhere applicable and appropriate) and any
other documentary evidence.

- The investigating officer shall remain in attthrdagbeut the hearing. Provided he/she is not the
officer responsible for taking disciptitaryhe/she shall present the findings of the investigation

- The investigating officer shall answer questions from the employee and/or his/her representative
from the disciplining officer and/or personnel representative.

- Any witnesses called either by the investigating officer or the employee should not be present at
hearing before giving evidence. Witnesses called in support of the allegations shall first be questi
by the employee or his/her representativendrairttibe disciplining officer. After giving evidence
witnesses may be asked to remain available for clarification purposes but shall not remain in atte
thereafter. Custom Home Care Ltd. will agree to witnesses being supported if they wish. Every ef
be made to give reasonable opportunity to employees to attend hearings.

- The employee or his/her representative will be invited to make statements and present evidence
whether oral and/or in writing to explain, deny, offercinitigasitaghces, otherwise comment on
the allegation(s).

- The employee and/or his representative will then answer questions from the disciplining officer at
from the personnel representative.

- An opportunity willgdeen for any other relevant remarks from any party.

- All parties, including the investigating officer shall then withdraw. The disciplining offider and Dire
then deliberate in private. When a conclusion is reached the disciplining officer should give his/he
decision orally to the employee at the time of the hearing or defer the decision for further conside
The outcome must be confirmed inwititindive (5) working days of the decision. If the decision
takes the form of any disciplctionthen such written confirmation will detail the rightaofcappeal
the means of making an appeal.

The disciplining officer will usually be the formal linéwod@adgrels above the person against whom allegations

are made.

When considering the need for disciplining action the disciplining officer must be satisfied that:
¥ An investigatiand hearing have been conducted in accordance with the procedure.
¥ The offence(s) has/have taken place on the balance of probabilities.

¥ The disciplinamjes have been considered and applied.
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¥ The disciplinawytcome contemplated is reasonable in the circumstances and reflects the seriousness of
offence.

Disciplinary Outcomes

Where a disciplinaffence has occurred, the disciplining officer has a range of sanctions available. Before detern
the appropriate sanction/penalty it will be necessary to distinguish between different levels of seriousness of cot
behaviour. The level of otcowi | | refl ect the seriousness of the

disciplinary record, if applicable. Any level of outcome may be given for a first offence i.e., it will reot be automati
first offence g.l | Arfeisudtt ofnf eandd, risft aswvafrfnii i ent | )

gross miscondesten dismissalWhere disciplinary actioeqgigiredhe following warnings will normally apply:

Formal Oral Warriinugually for minor offences. Individuals should be told that a note will be kept on file for thr

months.

First Written Warnigually for more serious offences or where tharetimatation of minor offences.

Individuals should be told that a copy will be kept on file for six (6) months.

Final Written Warnimsgually where the employee has received a previous warning and furthreaynisconduct

warrant this level of warning. There may be occasions when misconduct is considered not to be so serious as tt
dismissdlut serious enough to warrant only one written warning which will be both first and final. A final written v
should contain a statement that any further misconduct will lead to dismissal. Individuals should bédold that a c

kept on file for twelve (12) months.

Dismissdileither with contractual notice or pay in lieu of notice owilisrissatice in cases of gross

misconduct

There may be occasions vadegending on the seriousness of the misowoticed, it will be appropriate to enter
the disciplingpyocedure at first or final written warning stage. There also may be occasionswitheatdismissal

notice is applicable.

ReprimaridLine managers may need to reprimand staff because of an isolated and minor offence that may no

warrant formal disciplimatpn. Such action would normally be undertaken using the Custom Home Care Ltd.

supervision procedure.
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In any incident involving a shortfall of monies or materials with a monetary value as a result of the improper acti
employee, such as theft, falsification of records or claims or malicloustdantémee Care Ltd. reserves the right
to make good the shortfall via an agreed deduction from salary, after formetiahscipleratlyis policy.

Where the amount of any shortfall exceeds any salary that may be due then Custom Home Care Ltd. will consic

pursuing recovery by other means.

The date of the disciplining odrthedatefrom shict eotce wili taken w
effect in cases where notice is given. The date o

commencement of any other discipénaity.

The outcome of the discipliveaging may also be subject to further procedures under the Disclosure Barring Servi

see Appendix 2.
Appeals
Principles to be upheld

The following principles will need to be upheld when considering appeals

¥ Employees have the righppeahgainst a disciplinarning or penalty only after it has been imposed.
Appeals will usually be considered by a manager who is senior to the disciplining officer with support fro
DirectarThe officer hearing the appeal will not have been involved in the circumstances or procedures le

to disciplinary action. Appendix 3 details the allocation of responsibility for appeals
The process will be carried out fairly and objectively.

Any warning/penalty/decision will stand apileasybmitted has been considered.
Whatever the outcome, making the apipaeai be held against the appellant.

T © & ©

Appeal hearings will be a one stage process where the decision is final.

Appeals should be maderiting to the Administration Diwattior five (5) working days of receipt of the written
confirmation of the disciplo#pome. Employees have the right ofcappeyalgrounds but appeal hearings are

usually requested on one or more of the following grounds:

¥ Procedural defects in the investigation
¥ Insufficient evidence in the findings.

¥ Penalty imposed believed by the appellant to be too severe on thiabissis of the
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V¥ Failure toonsideany mitigating circumstances.

Y Inconsistency.

Individuals will have the right to submit relevant additional material or information but should explain why (if app

they didndét submit it when ardisoplhaptoceduses.at e t heir ¢

Appeals Procedure

The appellant will be given notice in writing at least seven (7) calendar days in advance of the time and place of
hearing. Appellants will be able to be represented by his/her Trade Union Representative or another employee
allowed to calitnesses and produce/present relevant documents at the hearing. The Investigating Officer and th:
appellant or his/her representative should advise each other of such documents and/or withesses to be present
working days prior to the hearingewgvidence to be presented should be copied in advance to any relevant
involved partiddo evidence will be presented to thelegayésd on the day of the appeal hearing.

The Investigating Officer will summarise the invespigidtwainich will incorporate the consideration of any additional
information that may have been provided since the diisaiftiganythe presence of the appellant and his/her

representative and may call witnesses.

The appellant and/or representative will have the opportunity to ask questions of the Investigating Officer and to

witnesses.
The Appeal Officer may ask questions of the Investigating Officer and witnesses.

The appellant and/or representative may put his/her case forward in the presence of the Investigating Officer ar

witnesses.

The Appeal Officer may ask questions of the appellant and witnesses.

The Investigating Officer will have the opportunity to sum up the case for the company.

The appellant or representative will have the opportunity to sum up his/her case.

As a matter of course, any witnesses will withdraw immediately after giving their evidence. If, for some exceptio

any witnesses remained in the hearing they will withdraw at this point. The Investigating Officer, the appellant al

represetative will also withdraw at this point.
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The Appeal Officer will make their decision in private. No person who has acteadfimtiesigg@ogyOfficer for
the case being considered may be present.

Before making the decision, the Appeal Officer may recall any of the previous participants to the hearing, to cle:
points of uncertainty ensuring the recall takes place in the presence of both the investigating officer and the apg

his/her rresentative.

The Appeal Officer should give their decision orally at the time of the hearing or defer their decision for further
consideration. In any event, the decision of the Appeal Officer will be given to the appellant in writing within seve
calendar daystht appedlearing. If the appellant has exhausted thepnatezdatese/she may have the right to

refer their case to an Employment Tribunal.

If the decision of the Appeal Officer is to reinstate an appellant whom the Disciplining Officer has dismissed the
employee will be entitled to normal pay (contracted hours) for the period between theamibthal disenigsal
the reinstatement.

Appeal s against an oral warning shall be nfhigie to
may be the officer to whom the disciplining officer reports or someone more senior, if appropriate. An employee
receives an oral warning must be informed of his/her righndf thepgadngements for making such an appeal
including the identification of the officer to whom the appeal should be made.

There will be no further right of appedle r Cust om Home Care Ltd. d&ds Disci

Appeal Officer.

Code of Conduct

Reasonable standards of behaviour and conduct are expected of all members of staff. At no time should the col

employees be detrimental to the interests dftaliigarid, the public image of Custom Home Care Ltd.

All employees are required to adhere to the Code dbCdadlibtare Support Workers and Adult Social Care
Workers in England as determined by Skills for Care. The Codis af/@itattlecin the company server or for
download attp://www.skillsforhealth.org.uk/component/docman/doc dowodtsadt2itvitichealthcare

support.html

Custom Home Care Ltd. will adhere to the Code of Practice for Employers of Social Care Workers determined

General Social Care Council for England. The Code of Practice is available on the company server or for downl
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http://www.skillsforcare.org.uk/DodinrayiStandards/cedés

practice/Codesofpracticeforemployersofsocialcarewcilleemptyees have access to these Codes of Practice.

Custom Home Care Ltd. and its employees are also subject to the requirements of the DisclogldB3®arring Servi

a summary of which can be found at Appendix 2.

Misconduct

The following is a guide to actions that will be considered as unilessnithéce are clear and mitigating

circumstances:

C CE CE & C  C © ©

T © & €© ©

Unauthorised absence and poor timekeeping.

Unsatisfactory record of attendamekability.

Refusal to carry out a reasonable instruction.

Lateness, unpunctuality, or failure to comply with notified and agreed shift rota.

Leaving the workplace without permission or without due cause.

Negligent performairceespect of Health & Safety rules.

Disorderly behaviour whilst on duty.

Negligence causing injury or damage to property.

Improper use of working lmufBustom Home Care Ltd. equipment or rimefedaigelephone, office

equipment, stationery, postage and internet access and trinBrmiShigge actions may constitute gross

misconduétdepending upon the circumstances.

Disclosure of confidential inforr@atioauthorised or inappropriate contacts. Such action could be consider:

as gross misconddepending upon dieumstances

Receiving or obtaining a benefit from outside Custom Home Care Ltd. where the benefit or payment is t

influence or can be seen to influence future decisions of Custom Home Care Ltd.

Failure to comply with Custom Home Care Ltd. rules and specific workplace rules, i.e., individual suppor

guidelines (where applicable) relating to perfeafetppeconduct.

Failure to comply with thesnooking policy, e.g., smoking in a prohibited area.

Unhygienianproper unsuitable appearance or condition which can reasonably be expected at work.
Motoring offences, e.g., speeding, using a mobile phone whilst driving, committed whilst on duty.
Plagiarism or collusion with others in the completiovodt Bivsubmitting such work as their own.

Failure to adhere to the Code of Practice for Healthcare Workers.
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The foregoing offences do not constitute a comprehensive or exhaustive list of those regardeiflesx@sisconduct

other than those listed may also be regarded as misconduct.
Gross Misconduct

The following is a guide to actions that will be regarded by Custom Home Care Ltd. as émossmisgeaduct

who commits any of these offendbereilbre be regarded as having fundamentally breached hiséifer contract
empl oyment and can expect to be summarily dismiss,:
Summary dismissahich idefined as termination of employment following an inkastigttan notice or

payment in lieu of notice, will be the usual action taken against an employee on the first occasion on which any

offences is committed.

YW Theft, attempted theft or unayadrtha of afellevdemplaysesoe s s
visitor, or Custom Home Care Ltd. property or money.

¥ Malicious damage to property belonging to a client, or fellow employees or Custom Home Care Ltd.

¥ Falsification of any document or documentation requiringdtoimgdetigoyment which undermines the
relationship between the employee and Custom Home Care Ltd. as his/her employer, for example, clien

documentation, application xpense claim, siektificatesr timesheets

¥ Unacceptable behaviour towardslgatgor visitors in the course of the work of Custom Home Care Ltd., ol
on Custom Home Care Ltd. premises, client premises or premises where the client is the tenant or owne
involving:

- Violent behaviour including assault or physical provtbhoagibn or
- Extreme verbal abosénsolence.
- Obscene or indecent behaviour in the course of work or on Custom Home Care Ltd. premise
- Colluding with other employees to improperly influence the outcome of an investigation
- Gross negligence in the perforrofdates.
- Sexual, racial harassmeéntimisation and/or bullying
- Discriminatiam the grounds of sex, race, rekgimic origidisabilityage and sexual
orientation
- Serious and deliberate violation of Health & Safety rules and standards which cause or coulc
cause risk to the individual, other empitigaesr the public.
- The consumption of alcohol or illegal drugsdutyi@being found to be under the influence
of alcohol or illegal drugs whilst on duty.
- Sleeping on duty.

- Neglecof clients for whom Custom Home Care Ltd. has responsibility.
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- Criminal conduct outside the workplace, which reflects adversely upon Custom Home Care L
ont he empl oyeeb6s suitability for the job.

- Misusing information subject to the Data Protek9@fh Act

- Unauthorised use of personal computer disks or storage devices not approved and checked
Cust om Ho mamidsratiee Manager. 6 s

- Disclosure of confidential inforratioauthorised or inappropriate contacts.

- The discovery of a conviction not declared under the Rehabilitation of Kdftevidghg A,
disclosed at the time of employment.

- Failure to adhere to the Code of Practice for Healthcare Workers.

- The discovery of inclusion on the barred list indicating that the individual has been excluded
working with vulneraulalts.

The foregoing offences do not constitute a comprehensive or exhaustive list of those regarded as gross miscon

Offences other than those listed may also be regarded as gross misconduct

Feedback

Investigation and/or disciplmmacgedings into allegations of misdevitketbier proved or not), results in tensions
and usualipfluencether staftlientsand relatives. It is therefore important that the outcome of any allegation is

communicated to all the people involved and/or likely to be affected.

The actual feedback could be a delicate issue that will need to be handled sensitively and with due consideratio
guestion of confidentialibhe appropriate line marsgrrid therefore arrange to provide feedback to the relevant
people.

It is not possible to specify theaxacsgementsut it is likely that feedback will consist of a combination of written an
oral communicatinoluding individual or group meetings as considered neceassauynistdhece§uidance will

be taken from the Di3Sappropriate.

Return to Work Meeting

On return to work following disciplitiary the employee will need to discuss and agree with his/her §ne manager
action plan and any support or ttaimingg about any necessary improvement. Such supporhehdatede
and progress assessed as part of Cwmaytcantnbutelto theactCra r e

plan and will ask to have a copy of the plan and review updates.
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On return to work where there has been no case to answer the employee will need to be supported. The extent
nature of support should be considered and agreed
external counselling servide e@uhelpful in such circumstances.

Custody and Retention of Documents

The investigatiand disciplingoyocedures will generate pagergnvestigation reports, records of disciplinary

and/or appelagarings. All papers related to investigation and disciplinary procedures will be retained by the
Administrative Managdro wi | | ensure they are scanned, saved t
confidentialipplicy.

Performance ManagerReatedures

The aim of the procedures set out in this section are intended to providerageag@meantcsystem that
addresses situations when employees fail to meet and maintain the required standards of performance.

As outlined in previous sections of this policy, Custom Home Care Ltd. will ensure that all matters considered w

to performancganagement are dealt with in a fair and consistent manner.

Procedure

It is important that steps are taken to ensure that inadequate jsedfemtneditbeas soon as possible so that

remedial action can be taken. This will usually be done as part of thregsrvidigrerformance is discussed.

Line manageitserefore have an important formal role in identifying where the performance by individuals falls sh
requirementsine Managealso have a very important informal role during the initial identification of inadequate
performance when very often pointing out minor deficiencies and supporting individuals will generate the neces:
improvement. The recording of such discuséienequilred in all cases and will become essential in those cases

where improvement does not occur.

If standards are falling short of expectations, this should be clearly exgpgpime@niti¢hey should be given

the opportunity to explain the reasons for this.

It is vital that the causes of the failure to meet the required standards are fully considered so that issues such a:

trainingr support can be addressed.
Discussions of this nature must be clearly recorded and documented e.g. in supEtisisiomteay also take

place outside the formal supervision process and notes of any discussions of this nature should also be made a

with the supervision file for the employee concerned.
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If the work performaatthe individual does not reach the required standards following these discussions and a
reasonabliémeof work has elapsed,liime Manageshould discuss the issue with the Registered Manager or
Nominated Individufalfollowing this discussion it is felt that further formal action is requined\iaeadiedll

planto hold a formal performance interview

Formal Performance Interview

Stagel

After hearing the reasons for faidiogiéwe the required standard of perfgorihahdee Manager may deem it
appropriate to register with the employee that his/her performance is a cause for concern and will issue a verba
It is stressed that at this stage, the employee should be informed about what is expaatedtahlis/tierff

performance. The interviet@s should clearly outline:

The improvement expected.
The time within which that improvement is to be attained.
How and when that improvement will be assessed and by whom.

T T C Cc

What will be the likely consequences of not achieving such improvement?

A date should be set to review the position depending on the individual Gineunottaotése interview
(Appendix &)ill be kept with the local supervisiofApperdix 1) and copied tAdnainistrative Managko will

issue written confirmation of the verbal warning.

Notel at this stage there would be a range of potential consequences depending on the individual circumstance
the probationary pefardexample a short period of time in which to demonstrate improvement to the required star
would be appropriate with an early consequence ofwdisra@msahictual notice of one week should the improvement
not be achieved. For employees outside of the probation period, they will be afforded an appropriate time scale
demonstrate improvement to the required standard with escalating wasitilege\vemdyabslismissal or

downgrading where relevant.

Stage?

If theLine Managbelieves that there has been no improvement or insufficient improvement following the verbal
warninghen the employee will be instructed to attend a further piatimrigaidee instruction, which must be in
writing must give the employee at | east asdemiach ( 7)

the employee of their right to be acconyyami€hde Union representative or a fellow employee.
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The performanicegerviewvill be conducted by the relevant person (refer to Apfen@edstered Managkr

also be involved.

After |l istening to the employeebs reasomaywbhe f ai
offer further support as appropriate. The involveth®jratgorfeel that the reasons for not achieving the required
standard are unacceptable and would then need to advise the employee that theistpeafoaunaader

concern, and unless there is an early and sustained improvement there would be a further performance intervie

In some cases, after listening to the reasons for failing to achieve a satisfactory iR@gstenseit)dnager

may feel that sufficient support and trasmedgeady been provided and that it would be appropriate to consider
disciplinamgction including the possibility of termination of employmenR&yistesatidvlanadmzls that there

are insufficient reasons given for failing to achieve the required level adhparéown#eocewvarning will be
administered. The Registered Manager or Nominateavimdiigival advice where termination of employment is

being considered.

Where thRegistered Managashes to offer further support to help the employee achieve the required standard th
an action plan will be prepared by the Divebted and agreed by the employee. The action plan will outline the
practical arrangements including individued$psksibilitiesd timescale together with an agreed date when

performanceill be reviewed.

Stage 3

If the work performaatthe individual does not reach the required standard followingdh&iaterdetine
Administrative Manageuld be consultedplifropriatéhen th&egistered Managkould arrangestage 3

interview accompanied by the Nominated Indifatdoaing discussion, the employee fails to offer satisfactory
reasons for under achievenmaRegistered Managhould issue a final written warning. Clear expectations of
performance should then be set out and it should be explained that unless an immediate improvement is achiev
sustained then any further demonstration of failing to reach the requidid-esattdardismis$ais will be

confirmed in writing.

Stage 4

If the employee fails to achieve the required standard of detfowiranaetion at Stage 3, the Registered Manager

or Nominated Individu#llconvene a further intewitwthe employee.

Unless there are extenuating circumstances and if in the judgement of the Registered Manager or Nominated Ir

the employee is unable to achieve the required level of péhieengplogee should be dismissed with contractual
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provisions. This is to be confirmed in writing with the reason for bieendish@itta¢ employee is incapable of
meeting the requirements of their job.
Appeal

Any individual shall have the right ofatgiages one to four by writing Aalthi@istrative Managghin five (5)
working days of the receipt of the letter confirming the action. Jrioeegyresils detailed in the previous appeals

section under Disciplinary Hearings. Appendix 3 details the allocation of responsibility for appeals.

GrievancBrocedureAlso see related poliGomplaints and Complinfeolisy

Introduction

The Grievan&rocedure provides employees with a mechanism to address problems or concerns that are a
them while at work. These concerns may be about their work, their working environment, the people we su

working relationships with colleagues oemeamiag

Custom Home Care Ltd. also has a M&dibtypand procedure to assist in the resolution of conflict at work. It |
not possible to provide a comprehensive list of all the issues that might give rideutocsargeesiatheemore

common issues include:

Terms and conditions of emplayment

Health and Safety

Relationships with colleagues or management.
New working practices.

Operational and organisational change.

> > > > > >

Equal opportunities

Employees can seek confidential advice from the Nominatexnt Autihridstahtive Managfeany time
regarding any aspect of their employment with Custom Home Care Ltd. If staff are in any doubt about how
proceed with a grievaricey can contact the Nominated Indivitiralristrative Managjezctly in

confidence.

Principles

A The process will be carried out fairly, objectively and will be free from any discrimination
A Individuals have the right to submit relevant material or evidence. They may be asked to explain wh

concerns havet been raised earlier, in relevant circumstances.
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A Any decision made that caused the employee to raise aviristzauacentil the grievance or appeal
process has been concluded.

A If the grievanasupported, that decision may be overturned or amended.

A Whatever the outcome, lodging a griemhnoe be held against an individual unless the grievance is
found to be malicious. In such circumstarneegltlyee raising the grievance may be subject to formal
action under Custom Home Care Ltd. o6s Discipl

A Individuals have the right to be acconipeaiatrk colleague, Fair Treatment officer or their Trade
Union representative at any formal meeting relating to their grievance

A This procedure should be used in conjunction with the Employee ForRat@devafoem
(Appendix 4), and the Complaints and Comipoiiognts

Procedures

There will be 3 stages to the grigwaneslure:

1) Informal stage.
2) Formal stage.

3) Appeal stage.

Any grievanceegar di ng Cust om Home Car e Lt dAdninsstrapvel i cy o

Manageor Registered Manager.

Informal stage

Anyone with a grievastoaeuld, wherever possible, raise the matter with their immediate. liInecasmsager
wheresensitivitis required, for example, byliyitngidation, sexual and/or racial harasswieste the

complaing about immediate line management it may not be possible for the employee to raise their concerr
their line manager. In such instances, it is appropriate for the employee to seek confidential advice from the
Registered Manager or Nominated aidividther line manager, or their Trade Union representative before

invoking the formal grievance procedure.

If the grievanteabout a decision made by thedimegehe/she should try and resolve the matter with them

informally first. The line manager should:

A Arrange to see the employee at the earliest opportunity.

A Keep comprehensive notes of the discussion and any outcomes of the meeting (Appendix 5).
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A Fully consider their comptainsideringny further information or explanation. Inform them that you may
need to involve others at this stage.
A Discuss the situation and try to give them a better appreciation of the basis for the decision (about v

staff member is aggrieved).

p>N

Give them a response to their grievtimes explanation and make a record of the response.
Advise them of the formal griepaocedure if they are still dissatisfied.

> >

Keep a note of the discussion and discuss with their lireg thairagext supervision.

I f the empl oy e e dssunablenmresblvedhe grieiariesammplerifahe aoghgkimbt
about a decision that has been made by that line manager, or if it is out of the remit of that line manager, tr
employee should approach the person who is responsible. If the aggrieved is unhappy with the outcome of

informal meeting, émeployee must put their grievance in writing within one (1) month.

Formal Stage

It is preferable to deal with comphéanteallif possibleHowever, individuals have the right to invoke the formal
grievancprocedure if their concerns are of a more serious nature or if they are dissatisfied with the outcome

informal stage.

All formal grievances must be made in writing within one (1) calendar month of the issue/decision that has
the grievanc8taff should clearly state that it is a grievance. A grievance can be raised by one or more empl
Line managers who receive a formal grievance in writing should foAdanthistaative Manawer

Registered Manager. When a grievance has been received, the Registered Manager anreisgaasion with

manager or the Nominated Indjvitlldéecide which manager is to consider the grievance.

Formal procedure:

1) A formal meeting should be arranged within fourteen (14) days following receipt of the grievance
2) The employee will be notified of thérdagmd location of the meeting by letter fradmihestrative
Manager
3) The letter will inform the employee of their right to be acaimpanesding by either a work
colleague, or Trade Union Representative.
4) The employee should not be accompanied by a companion whose presence would prejudice the he
5) The employee and their companion should make every effort to attend the meeting. If the date and 1

inconvenient the meeting willdneareged up to a maximum of two occasions.

Disciplinary and Grievance Policy © 2014 Custom Home Care Ltd. Pageb20f470



Custom Home Care Ltd. i Ei

6) The companion will be able to address the hearing or to assist the employee in putting their case ac
however they wild/l not be allowed to answer ¢

7) The meeting is an opportunity for the employee to explain theinghevatioey think it should be
resolved.

8) It may be necessary to adjourn the meeting for any further itnzstiggtize necessary. When

considering the formal grieyémeenanager must:

A Ensure theynderstand the basis for the grievance

A Check the grievarmas been submitted within the time limit or agree to consider the grievan
in exceptional circumstances where the time limit has not been met.

Ensure all the information relating to the giseaaaitable.

Ensure all aspects of the grieemaeadnsidered and responded to individually.

Check that procedures have been followed correctly.

Check that the management decision was reasonable in the circumstances.

> > > > >

Check there has been no discrimatadion stage on grounds of age, sex, race, marital

status, colour, sexoaéntatiqror disability

9) Following the meeting and any subsequent invéstigadioager hearing the appkalecide what
action, if any, is required.

10) TheAdministrative Manag#irnotify the employee of the outcome of their griewaimgg setting out
within the bands of confidentvailiti/action Custom Home Care Ltd. intends to take to resolve the
grievance.

11) The lettewill also inform the employee of their right tif ygyeate unhappy with the outcome. The
manager hearing the grievanust be prepared to overturn or amend a previous decision if it becomes

apparent that it was not soundly based.

Appeal Stage

Where the employee feels that their griea@not be satisfactorily resolved they have the rightte appeal
decision. Appeals should be made in writing to the Registered\sliaiageatve Managehin seven (7)

days of receipt of the written confirmation of the outcome.

Employees have the right of appaalgrounddyut appeaksre usually based on one or more of the following:

A Procedural deficiencies.

A Insufficient evidence or information.
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A Inconsistency.
A Failure to consider any extenuating circumstances.
Individuals will have the right to submit any relevant additional material or informatioi misheeppeal

asked to explain why they did not provide it earlier.

The appedalill be dealt with impartially by a manager more senior to the one who hearanthéasieoance

previously been involved in the matter.

TheAdministrative Managdrwrite to the employee inviting them to attend heaapuealhe letter will notify

them of their right to be accomnteElmeeting by a work colleague, or Trade Union Representative.

The manager considering the apiidallow the same guidelines as above and will also need to consider the
action taken in response to the grieVaeamanager hearing the appeal must also be prepared to overturn or

amend a previous decision if it becomes apparent that it was not soundly based.

TheAdministrative Manag#rnotify the employee of the outcome of theim eypipieal within seven (7) days of
the hearing. The letter will also inform the employee that the appeal decision is final. There is no higher inte
process to appeal the decision of the gribeameer, the employee may exercise their statutory right to make

claim at an Employment Tribunal.
Action aft@onsideration of grievance

If the line managiercides to overturn or amend the alégiisadrthen he/she must:

A Speak to the original decisiaker first explaining the reasons for the demisidnrtoor amend.
A Consider whether any further trairdiegelopment for the original decision maker is necessary or if thei

is any action which can be taken to prevent inappropriate decisions being made in future.

If the line managiecide®NOTo overturn or amend the ordpeaiorthen he/she must:
A Speak to the original decisiaker explaining the reasons for the decision.

Overlapping grievanoe disciplinacgses

Where an employee raises a grieamog a disciplinprgcess the disciplinary process may be temporarily
suspendeith order to deal with the grievance. Where the grievance and disciplinary cases are related it may

appropriate to deal with both issues concurrently.
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Allocation of Responsibilitigisciplinary and Grievdpaiecy
The following table details the allocation of disciplining responsibility
Cases relating to: Investigating Officer  Disciplining Officer Level of Appeal

_ Registered Manager /
Care Worker Line Manager ] o Director
Nominated Individual

Office Based Works-ci Line Managér Registered Manager / Direct
irector
ordinators Administrative Manag: Administrative Manag:
) LineManagefr _ o _
Senior Care Workers Nominated Individual Director

Registered Manager

Line Managsr Registered Manager Nominated Individual Director

Registered Manager /

i o Director Director Board Member *
Nominated Individual
Senior Management Directof Chief Executive Office Board Member *
_ _ o Chairpersaof the
Director Chief Executi@dficer Board Member
Board*
Chief Executive Office Board Member * Chairpersaof the Boart *

*An appropriately skilled person from an external agency may be appointed.

Allegations made or concerns raised against a Board member will be Gfaimeet softiieconsideration.

Glossary

Disciplining Officar an individual appointed to run a discipliratigation

Fair Treatment Officean individual appointed by the directors of the company to ensure the employee under

disciplinamgction is treated fairly and in accordance with regulations.
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AntiBriberyCorruptiqgrand ProfessiomaundarieBolicy
Aim

The purpose of this policy is to establish controls to ensure compliance with abirémljcabteortuption
regulations, and to ensure that the Cdtmlpsesgudtlse bus
principlesf professional bounddredsieen management and care staff, and management/care staff and
clientfamilies/representatives

Statement

Briberys the offering, promising, gadgagptingr soliciting of an advantage as an inducement for action which is
illegal or a breach of trust. A bribe is an inducement or rewanahuffedpdprovideid gain any commercial,
contractualegulatoryr personal advantage.

It is Custom Home Care Ltd.o6s policy to cenduct a
tolerance approach to bribery and corigtiare committed to acting professionally, fairly and with integrity in all ot

business dealings and relationships wherever we operate and implement effective systems to counter bribery.

Custom Home Care Ltd. will uphold all laws relevant to countering briberyaaddndtitpegiiound by the laws of

the UK, including the Briher2010, in respect of our conduct.

Bribergnd corruptienr e puni shabl e for individuals by up to t
taken part in corruption, we could face an unlimited fine, be excluded from tendering for public contracts and fac
to our reputation. We theredkeeour legal responsibilities very seriously.

It is important to observe professional bolretlages management and care staff as well as clients and their
relatives, friendssitorsand representatives. Behaviour outside these boundaries should be regarded as potentiall

abusive and a reason for disciftany.

Scope

Who igovered by the policy?
In this policthird partsneans any individual or organigéiiowhichn employee comes into cahligicigheir

work. For Custom Home Care Ltd., this includes actual and potential clients, faimilgsess golidects,

advisergepresentativemnd officials.
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This policy applies to all individuals working at all levels and grades, irafluzbrgjedaitagers, directors,
employees (whether permanent, fixed term or temporary), consultantsatoetacdeconded staff, home
workers, volunteers or any other person associated with Custom Home Care Ltd.

The termrofessional boundarglefined as a limit to a set of behaviours that allows all parties to engage in a suppc
professional relationship based on trust, respect, and the appropriate use of power. Profeasiotied limitsdaries

which protect the space between staff/ management

Itcovers:

>

Bribes.

Giftsand hospitality.

>\

Professional Relationships

> >

The use of banter

Bribes

Individualswust not engage in any form of bribery, either directly or through any third party (such as an agent or
distributor).

Giftsand Hospitality

It is often difficult to prevent elderly cliestsofndng their gratitude for excellent serviferdhgoon discussion

with the Directamd senior office staff exception to gratudg agreed. A client who is deemed to havermapacity
personally thank a carer by giving them a low cost, small box of chocolates. In all other circumstances, Custom
Care Ltd. staff are not permitted to accept gratuity of any kind. An eNipld&skntesborrow morfim a

client nor accept it if offered by theRlbase see tli@mplaints and Complinfeolisyfor further information.

It is prohibited fod6 wmermrmphoyriendg of s ea acldibemtu sa
least may be construed as improper.gkatudyp onus cardé is a card offered
purchases that can be used to make purchases in ditoee Feoranstance, if a care worker shops for a client at a
supermar ket that off er <hoatrust fordhe angployeato alect tha pbints ek. or their |

own card and the disciplipagedure will be invoked.
Employees must not offer or give any gift or hospitality:
A Which could be regarded as illegal or i mproper

A To any public employegovernment officials or representatives.
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A Which exceeds £5.00 in value.
Empl oyeeds responsibilities

I't is the empl oyeebs rurdergtamdnd ¢omplylwithtthys pdliay. ensur e t ha
The prevention, detection and repobtiigpf and/or other forms of corangtithe responsibility of all those

working for Custom Home Care Ltd. All employees are required to avoid any activity that might lead to, or suggt
breach of this policy.

Each employee must notifyLtineitManager manager as soon as possible if they believe or suspect that a conflict

with or a breach of this policgdwasred anay occur in the future.

Any employee who breaches this policy will face distiphinaryich could result in disfoisgabss misconduct
Custom Home Care Ltd. reserves the right to terminate the contractual relationship with workers if they breach t
Recordkeeping

Custom Home Care Ltd. has a strict recorddadiegiagd keeps financial records and has appropriate internal

controls in place which will evidence the business reason for making payments to third parties.

Each employee must declare and keep a written record of all hospitality or gifts accepted or offered, which will &

to managerial review.

All accounts, invoices, memoranda and other documents and records relating to dealings with third parties, sucl
clientssuppliersand business contacts, should be prepared and maintained with strict accurate and completenes
accounts musdak det &k efpacidloiffate or conceal i mproper

How to raise concern

Each employee is encouraged to raise concerns about any issue or suspicion of malpractice at the earliest pos:
If an employee is unsure whether a particular act constitutes briberyarittreyptiave any other queries or

concerns, these should be raised witheanager one of the company directors.
What to do if an employee is a victim of bribery or corruption

It is imperative the employee informsdhdanager one of the company directors as soon as [jaftioézl a
bribe by a third party, is asked to make one, suspects that this may happen in the future, or believes that they a

of another form of unlawful activity.
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Protection

Empl oyees who refuse to accept or offer a bribe,
sometimes worried about possible repercussions. Custom Home Care Ltd. aims to encourage openness and wi

any employee who raises germaincerns in good faith under this policy, even if the allegations are mistaken.

Custom Home Care Ltd. is committed to ensuring no employee suffers any detribrenaat&a@iusing to

take part in bribery or corrymtidsecause of reporting in good faith their suspicion that an actual or potential briber
other corruption offense has d#te@ omay take place in the future. Detrimental treatment includes dismissal
disciplinamgctionthreatsor other unfavourable treatment connected with raising concern. If an employee believes
they have suffered such treatment, they should inform the Registered Manager or Responsible Individual directl
matter is not remedied, the employee shoh i se it f or mal | procedsre. ng t he c o myg

Professional Relationships

We recognise that it is often difficult to draw precise lines defining appropriate behaviour, so we encourage staff
transparent in their dealings with clienteensgdand to discuss with managers any difficulties which arise. The neec
of clients is at the centre of our practice. Likewise, the company also hascastiafy angaetationship which

might threaten that objective should be questioned.

Professional relationships must be distinguished from personal relationships. Although we believe that staff can
properly gain satisfaction from developing and sustaining relationships with clients, the key consideration shoul
be the needstbie person rather than the personal or mutual satisfactions which characterise personal relationshi
Staff must therefore on occasions hold back from allowing a relationship to develop a dimension or to a degree

personally would find satigfym the interests of ensuring the needs of the client remain paramount.

Any member of staff who feels a relationship that might be judged inappropriate is developing should discuss th

with their manager. The action to be taken might include:

varying t he golinaticdntacrvetimtbagperson dut i es
discussing the situation frankly with thetpexestablish appropriate boundaries

having a chaperone present whenever there is any contact

> > > >

moving either the client or the staff member to another work setting.

Where the overstepping of professional bobadagsslted in harm to the client, the staff member will be subject to
disciplinampvestigatidifollowing local safeguarding procedures). This could result in the person being dismissed ¢

referred to the DB® possible inclusion on its barred list(s).
The Use of Banter

It is well known in the care industry that the usebaftbdrg®veen staff and between staff and clients may

sometimes be used to alleviate stress or as a method of superficial cd&danmtenicatiphowever, be harmful if
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used sarcastically with the intent to cause emotional distressnoruhitetion is perceived by others as inferring a

relationship beyond the professional.

Employees who engage in bawistrbe aware of the potential for their behaviour to be misconstrued with the
consequence of individuals believing they have formed a friendship with the user. In a power setting, such as be
member of management and a subodtimatarer and a cli¢i can lead to the inference of an inappropriate
relationshift. is best practice for all members of Custom HomelGamatlttakir use of banter, although we do
understand it may play a role in forming a therapeutic relationship with clients. Staff should examine their motive
use of banter and closely monitor the response of a client to it, ensuringnttodivené@rlyiag interaction is purely
professioné.g.to help put a client at ease or diffuse a stressful situation).

Sexual Boundaries

Tomaintain professional boundar@tke trust of clients, staff must never display sexualized behaviours towards a
client. These may be definedttaswords, or behaviour designed or intended to arouse or gratify sexual impulses ¢
desiresSexual behaviours icentude buaire not limited to sexual advanhieeg.refer to a full spectrum of behaviours,
actions and attitudes ranging from naive understanding of relationships to predatory behaviour. All forms of sex
behaviour between staff and clients are inappropriate aethéy mnpdik judgement of the staff member and/or

constitute abueétrust or authority. Some examples of sexualized behaviours include:

physical contact which might be seen as suggestive
sexual innuendo and/or insinuation

inappropriate dress (please see Dress Code)

> > > >

inappropriate use of language (verbal aritddicdyjsfies the need of the staff member and not have any
benefit for the client.

A Flirtatiousness

There are alseverabehaviours, while not necessaraah of sexual boundaney inadvertently lead to
displaying sexual behaviour towards clients or carers. All employeeawaustdredselfognise these behaviours.

They include:

A Revealing intimate details about oneself.

A Giving or accepting social invitations where this may be sexually motivated (including where this may be
misconstrued).

A Seeing a client outside of the normal working envétgnmens(i t i ng a persondés hon
without a prior appointment/call time.

A Communications that are not rel evant to the cl
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All staff must be aware that some breaches of sexual baynbarteemed a criminal offence under the Sexual
Offences Act 2003.

Training and Communication

All employeese made aware of the bribersyptigrand professional boundaoésyduring induction trairsing
arerequired to read the relevant sections of the Staff.Hdhelimpdéyeaseasked to formally accept conformance
to this policy on an annual basis (Appealilierployees must sign a Professional Boundaries Declaration to indica

they understand and accept the companyds policy a

Ourzeretolerancapproach to bribery and corruptishbe communicated to all supplietisird parties at the

outset of our business relationship with them and as appropriate thereafter.
Who is Responsible for the Policy?

Thecompany CHaas overall responsibility for ensuring this policy complies with our legal and ethical obligations,

that those under our control complyMi¢hGEO is also bound byetings of the policy.

TheAdministrative Manadgearonjunction with the Registered Maaagaimary and deyglay responsibility for
implementing this policy, and for monitoring its use and effectiveness. They must also deal with any queries on
interpretation. Management at all levels are responsible for ensuring those reypenivagl¢tostivane of and
understand this policy and are given adequate and regaaritraining

Monitoring and Review

TheAdministrative Managiirmonitor the effectiveness and review the implementation of this policy. They will ann
consider its suitabibityequacynd effectiveness. Any improvements identified will be made as soon as possible ar
employees updated of the changes made.

Allemployees are responsible for the success of this policy and should ensure they use it to disclose any suspe

danger or wrongdoing.
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Appendix lLAntiBriberyand Corruption Employee Conformance Stat@umsérn Home Care
Ltd

Name:

Employee No.:

Addresa:

Conformance Statement:

I, the undersigned, being an employee of Custom Home Care Ltd., hereby acknowledge thatl have read the Anti-Bribery
and Corruption Policy and agree to adhere to the standards detailed therein.

Signed: Date:

Supervigor:

Signed:

Date:

OFFICE USE ONLY

Recorded by:

Signed:

Date:
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Appendix 2ProfessionBloundaries Declaration

have been informed not to breach professidmeh arkoeriesth

either colleagues or clients and their families. This includes the followingtisabsiive non

(1) Any personal information about yourself or family that may put yourself or others at risk from any form of
discriminatia abusand could involve the following: the office, police, Social Services, anetee CQC
possible legal action against yourself and the company.

(2) Do not accept gifts under policy and procedures over the value of five pounds (£5.00) and if you do rece
you must report this and must be registered in the office gift and gratuities book.

(3) Do not accept any mdnay clients as this could put you at risk of a Safeguestitiagthat could
involve the following: the office, police, Social Services anar thee@@Qqssible legal action against
yourself and the company.

(4) Do not discussything with clients or their families and/or friends that may be classed as inappropriate or
offensive to others. This may include such things as: language, swearing, and inappropriate materials st
certain types of magazines.

(5) Do not invite clients or their families to your property.

(6) Do not discuss anything you have heard within your office environment, such as discusBamnts,about staff,
or the business.

(7) Do not slander or give the company a bad name as under yweumsamtdicbnditions. This could be
classed as gross miscorahuattyou could be dismissed. This statement also includes perigass of training
the trainawill inform your manager.

(8) You must report anything that may be classed as a safeguarding concern to your manager immediately.
fail in your responsibility to report this, it could result in digmplioadismissal

(9) You must not overstep any trairgfegssional boundavieen dealing with our clients, such as invasive
procedures for which you have not been properly trained or authorised in writing to do, as it could lead t
safeguarding investigation

(10)You must, under Health and $edéthation, report any health issue you may have, and update your health

declaration form when something has changed, or when you have been asked to complete a new form.
allows the compaayfulfiits duty of care

Please sign the declaration over the page.

Antibribery, Corruption, and Professional Boundar@g@diaytom Home Care Ltd. Page630f470



Custom Home Care Ltd.

I am signing to indicate | have reamhd@ctood aadh in receipt of a copy.

Staff Member:

Print Name

Sign Name

Date

Custom Home Care Ltd. Representative:

Print Name

Signature

Date

Position
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Confidentializmd Data Protectolicy

Custom Home Care Ltd. i s r egi sontheDathProtectioh Registeeand nf o
complies with the Data Protectia99&:t

The Data Protection 898www.gov.uk

The Data Protection 888 controls how personal information is used by orgaunssatiesssy the government.

Everyone who is responsible for usimgudéitdlow strict rules catlath protectigminciplesThey must make sure

the information is:

Used fairly and lawfully.

Used for limited, specifically stated purposes.

Used in a way that is adeqreéyantand not excessive.

Accurate.

Kept for no longer thameisessary

Handled according to peoplebs data protection
Kept safe and secure.

> > > > > > D> D>

Not transferred outside the UK without adequate protection.
There is stronger legal protection for more sensitive information, such as:

Ethnic background
Political opinions.
Religious beliefs
Health.

Sexual health.

Criminal records.

> > > > > > >

Sexual orientation

Purpose of thdecument

A To provide our staff and clients with mechanisms that will ensure the protection of their data.

A To ensure the required rules are followed regarding data protection.

Statement Regarding All Electronic Data

All electronic data held by Cutone Care Ltd., whether this be personnel records, client records, files relating to

policies and procedures, legislation, Health aftk&afétye documentation, correspondence by letter/compliment
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slip, images, scanned documentation relating to the day to day running oé tipcbaokipgnin§urance, bills),

and files relating to Custom Home Care Ltd. o0s web:
People Planner and its affiliate software is protected by AccesatiiedddCand Planrsegurity protocols.

Shared data relating to Sheffield City Council clients is sent via Secure File Transfer providedieg smyGomms

personal information is diséemilis sent via password protected and enenyailed e

Computer use is also confidential. Initial log on screens require the entry of a password. Screen savers are set

activate after five (5) minutes of inactivity and require a password to be entered upon resumption of activity

Electronic Mail

Custom Home Care Ltd. 6s bulONOS&S Isincladesassworgptactok,age i s
automated server bapk and SSCertified data transfers which are managed from high security data centres. An
antispam and amirus package has also been purchased asancaithe standard business email account. In

addition, any aihsent from @customhomecare.org includes a disclaimer stating:

This email and any files transmitted with it are confidential and intended solely for the use of the imtosdtizpr entity to

are addressed. If you have received this email in error please notify the system manager. This messaigé contains confic
informatioand is intended only for the individual named. If you are not the named addressee you should not dissemine
distribute or copy thimail. Please notify the sender immediatehaibyf gou have received thmaieby mistake and

delete thismailfrom your system. If you are not the intended recipient you are notified that disclosing, copying, distributing
taking any action in reliance on the contents of this information is strictly prohibited

Written Materials

All written materials are treated carefully; materials containing personal information no longer of use are destroy
materials include, print scrédeasn d wr i tt en notes of a personds name ¢
a candidate fil e i n otkoovledggmaterals suehsas prebdratativofesekly any t r |
statistics/call I ogs etc. Any information pertain
destroyed if not a mattenefayrd ostored securely in a lockable filing cabinet if retention is required. Upon offer of
employment, individuals are required to complete a detailed health aje stiprah@ipportunities form. These

forms are marked O6CONFI DENTI AL6 and are kept in a

Desks should not have confidential infdeftadittron display where someone walking by the desk could view such

information.

For ease of disposal of all confidential material a paper shredder is provided in the office. If accesstto the shred

available, the material is cut up or torn to the smallest size possible before disposal.
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Verbal Communications

All conversations related to the company or any of its staff, clients, finapleessteatggither knowledge
staff member hiascause @forking for the company, whether conducted inside or outside the organisation should

of a professional nature and shoudlidgiose any information that is not already held within the public domain.

Shoula staff membezceive a telephone call enquiring about any deteglgrhedtifirst validate who the caller is
andmake sure thaye talking to the correct pefsmymust ask at least three questions which only the caller would
be able to answer easily. These questions include personal information such as date of birth, place of birth, pos

mobileaaumbemr other information.

Staff are not permitted to make statements to the media. If approached by a member of the media so not respol
guestions they ask. All communications to the medimauesthrough the office by theti@ERegistered

Manager of an officially appointed individual. If staff discuss company business with the megractdudisciplinary
may be invoked.

Personal Data

Custom Home Care Ltd. will hold computer records and perstatingl filetaff and clients. These will include

staff employment applicatrefisrencedank detajlperformanappraisals, holiday and sickeessds,
remuneration details and other records (which inc
purposes). Custom Home Care Ltd. requires such personal data ffmparstratieind management
purposes and to comply with its obligations regar
is as prescribed by law.

I n terms of t Castom hgne CGarec &l.dnay peocesstpersoraltdata of an employee for personne
admi ni stration and management purposes (including
purposes) and may, when necessary for those purpaaed) detlkeavailable to its advisors, to parties providing
products and/or services to the company (including, without limitation, IT systemscuppliefits and payroll
administrators), to regulatory authorities such as the Care Quality tG @nynigstiemtial purchasers of the

company or its business (on a confidential basis) and as required by law.

Custom Home Care Ltd. ma)handle, proceseanddivulge fwhethbrén the bif theo vy |
European Union or elsewhere) such information as may be necessary for the company or its agents to perform
business or duties.

Personal data held by Custom Home Care Ltd. relating tcablvegtsreviiain confidentidkess requested by a
verified, legitimate individuglthe client themselves or an individual with Power of Attorney), or as required by law

(e.g.jin the event of a criminal investigatieatlof a client). Paper records will be held in a lockable filing cabinet in
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a secure building monitored by CCTV. Electronic records will be encrypted, kept on password secured compute
secure server. Staff will not be permitted to remove personal data from the office to work on an unsecured syste
Portable devices for wit domiciliary software will hold no personal data regarding clients, information will be

accessed througbernamandor passwolelN verified software

ConfidentialiBolicy

Staff may not (except in the proper course of his/her duties or unless ordered to do so by a court of competent j
during, or at any time after employment, divulge to any person, or otherwise make use of any confidential inf
He/she shall use his/her best endeavours to prevent the imgiegesuwrsg; communicatioh confidential

information.

Confidential information will be deemed to extend to all confidential technical and commercial information incl
not limited to the contents of reports, specifications, quotations, computer records, client lists, pricdsschedules, |

etc.

These restrictiomisove shall not apply in respect of any information which is or has become available in the publi
domain (otherwise than by a breach by the employee of this clause), or which he/she is required to disclose by |
competent authority, or whichtloy ofrthe mp | cagsigrengnis are part of his/her own skill set and knowledge.

Subject Access

Employees and clients have a general right of access to their own personal data if it is held and processed in ar

automated system or in a relevant manual filing system that is structured in relation to individuals

The amount of personal data we hold about a person and how we process it depends on the nature of their rela
with us. We may therefore hold some documents or other records that refer to people by name but that are not

as accessible persatath because they are ndtital relevant filing system

Access requests must be made in writing, with enough information to find the data requested and proof that yoL
subject in question. We need two proofs of identity such as a copy of a birth certificate, passport, driving licence
tax bill ca letter to you from us or from a government department. At least one item must include a photograph o

signature.

You can request access to your personal data by telephoning 0114 275 9703 or by emailing your request to

wecare@customhomecare.org

Once we have all the information we need to deal with a request, we will respond within 40 days.
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There are some exemptions to the right of subject access. For example, we can withhold data that refers to oth

who have not consented to disclosure or might cause serious harm to you or anyone else.

You only have the right to access your own personal data. You do not have the right to access personal data ak
members of your family or your friends unless you have written proof of your authority to act on their behalf. Eve
meet thisequiremente may need to ask you for more information before replying or refuse your request because
our duty to keep personal data confidential.

Under the Data Protectiomwictnust try to keep personal data accurate and up to date. If you think that your pers
data is inaccurate, you can write explaining why and asking us to correct it. We will reply within 21 days to advis
we have processed your request.
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ConsenPolicy

Introduction

Clients have a fundamental and etfhtéb determine what happens to them. Validsdbesefadre central to
providing care. |t is important to ochngieeicansestcaol i en
also withhold it and this should be respected.

Consentan never be implied; it can either be given or withheld. A person may indicatg their aotisaatand
thereby allow care to be carried out. Empl oyees o

compliance with a procedure as a form of consent.

Custom Home Care Ltd. discusses cl tbearmbeinggivereAsgat wi
of the initial assessment, Custom Home Care Ltd. will determine whether the client has made any advance deci
had a legally appointed representative.

Under the Mental Capacitg &0 5, a c o i & o tngastheeclei mustibé assessed to be able to
make a specific decision at the time it needs to be made.

6Comsertf ers to the permission gi ventoleyalditmudtbeent o

voluntary, informed, specific and current.

Purpose

The purpose of the ConBelity is to inform care workers who need to obtaiitbensirgctly from a client or

from a legally responsible individual for activities uthdiengkes.
Policy Statement
In the first instance, clients are presumed to have the caaeeitiyeir own decisions

A presumption of capagplies each time a client is requitecideabout a new issue or a new situation.

Clients may expect to be supported to make decisions that affect them if support is required.

> > > >

Decisions abaldyto-dayissues such as what to wear, are made by clients and if support is required, famil

a legally responsible individual or close friend may provide it informally.

A When a client is unable to make a critical decision without asastélgoe athegally responsible
individuategardinthe best interests of the client, may provide informal support to make the decision.

A In cases of disagreement about what constitutes the best interest of the client or particularly critical deci:

legally responsible individual; with sfestgicmakindunction may be required to give or withhold consent
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A ln the absence of any o6advanced decisionsod or
Regi stered Manager, wil/l consider whether deci

A Foremployees of Custom Home Care Ltd. to be protected from any liability which could arise from a sce
such as this, they must:

- Have taken reasonable steps to assess.capacity
- Reasonably believe the person lacks capacity

- Reasonably believe that the decision is 1in

A Regarding medications, clients are required to sign a Medication Administration Authorisation Form (Apj
If a client isnable to sign, then an appointed representative may do so on their behalf.
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Appendix iLMedication Administration CoReamnt

I hereby give authorisation for Custom Home Care Ltd. to arrange for a Care Workertinassstandh tfe

medicatioas prescribed by my doctor, dentist, nurse prescriber, or other authorised prescriber.

| also give authorisation for the Care Worker to admprisserihed medicaiioaccordance with the agreed non

prescribed medication list. Any changes or additions will have to be checked and authorised in the same way.

| understand that:

A

A

The Care Worker cannot administer anything which is not already in the Medication Administration Recc
(MAR) Chart.

The Care Worker will not assist me with any medication that is above prescribed or recommended dosa
Anyone who assists me with my medication to record full details of any assistance and medication given
Prescribed medicatiwunst be recordedtiba Medication Administration Record (MAR) Chast and non
prescribed medicatiornthe Neprescribed Medication List.

Social Services may need to ask me and maybe other people about what medications | am taking.

| agree that:

A

I will make available to the Care Worker the MAR Chart and corroaud&cetiating to my medication

and care.

| authorise my Care Worker and/or their managers to liaise with my GP, Pharmacist or any other prescri
my medication and any arising issues.

I will give full information to my Care Worker about my medication including what | have and have not ta
| will give full-operation in the implementation of this agreement and issues concerning my medication
including the storage and disposal of medication that is no longer prescribed, out of date or is spoilt and

be used safely.

Please fill in details on next page
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Client Details

Date:
Surname:
First Name(s):

Date of Birth:
Address:

Signature:

Assessor Details

Assessor Name:

Signature:
Tel. No.:

GP Details
GP Name:
Surgery:
Tel. No.: Fax No.

Pharmacy Details (hominated by client)

Pharmacy:
Tel. No.: FaxNo.:

How prescription will be
supplied to Pharmacist:

Pharmacy agreement to supy

MAR Charts YES A NO A
Hospital Pharmacy agreemer ~ ~
(where applicable) YES A NO A
N.B.: Copies of this form must be:
Kept in the clientbés file

Sent to the client

Sent to Custom Home Care Ltd.

> > > >

Faxed to the Pharmacist
A Faxed to the GP
The Pharmacist will Supply MAR Charts only in receipt of this Authorisation Form
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Continence Policy

Introduction

Custom Home Care Ltd. understands that incdlutasenfceladder or bowel control) can be a difficult and
embarrassing issue for those who suffer from it. Custom Home Care Ltd. believes in a positive and constructive
continence promotion. The ¢ onhpda noyr boeilnieevietsa btlheadt pia
may happen to more people as they grow older. Therefore, with good advice and support, sufferers may be abl
to manage their continence or be treated to reduce the effects of incontinenceC&estodthdefeeaims

to promote and maintain the continence of its clients for as long as possible, and believes that the management
incontinence should be based on high quality indi"
in turn assi with maintaining their digméityndependence as fas atvays possible

Aim

This policy outlines the values, principles and procedures relating to Custbn Higpeéd@&eineto continence

care.
Policy

Custom Home Care Ltd. believes in providing high

needs are recorded in the individual ds care plan
needs assessmentdwn up in partnership with the client or

continence needs.

Custom Home Care Ltd. believes that it is important that care staff can identify developing continence problems
early so that they can be assisted in receiving prompt and fair access to medical or other health care resources,
Incontinence hasnypaausesand many types can be treated or cured, despite age, especially if diagnosed at an e

stage.

Therefore:

A Where continence problems are identified, the client should be fully assessed to establish the cause of t
problermand this should be reflected in the care plan. This should be conducted by someone qualified to
perform such an assessment such as a Senior Care Worker with experience in continence care, and / ol
district nurse where relevant. The care plan shaeld dedcription of help required by caeegstadfy

to get to the toilet etc.), and the use of any continence aids.
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A Where necessaay, office staff memivar | | contact the clientds GP or

referral to a local specialist continence(gemnécally based within the local NHS hospital).
A Initial or ongoing care options which should be available to clients and supported by care staff include:

- Access to supply of pads, continence aids and / or other supplies.
- Assistance with access to toilet facilities or the use of aids.

- The option for referral to the clientds GP ol

A Staff should be aware for information purposes, that if the client is referred to their GP or continence nur
GP or continence nurse may be able to assist with such things as:

- General advice regarding healthy living, in particular diet, and drinking appropriate fluids.
- Reviewing medication.
- Bladder and bowel traipmogrammes.

- Pelvic floor exercises.

A Clients who suffer from incontishoo#&l be assisted by care staff to:
- Maintain dignity
- Maintain personal hygiene.

- Use appropriate continence aids effectively.

A Service users should be assisted to the toilet if it is indicated in their plan of care.

All precautions should be taken to avoid accidents and spillage of urine, etc.

. >

A Spillage and accidents should be cleaned up as soon as identified using the materials and protective clo

available for this purpose.

Individuals with urinary incontineaaceecome dehydrated either through fluid loss, or fear of drinking fluids anc

having 6anlaccesdemportant that staff encourage c

At all times, staff should be aware that incocdindr@ca source of significant embarrassment for many clients.

Staff must therefore treat clients with gigraity and understanding at all times.
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Training

All new staff should be encouraged to read the company policy on continence and a section of the Induction
Programme is devoted to this. Care staff must be aware of the aidoatradabée, their correct use, capacity
and when they will need to be changed / replaced.

Continence Policy © 2015 Custom Home Care Ltd. Pager60f470



Custom Home Care Ltd. i Ei

DBSReporting Procedure

Overview

The BsclosurarringServicdDBS, isresponsible for maintaining the previously titleddP@d@HAsts and terms
them the DBS Barred Lists. Further information regarding this is available on the DBS website at
https://www.gov.uk/discldsaneneserviceheck/dbbarredists

The Disclosure Barring SeBadoed Lisegulations is set out in the SafeguaErdlimigerable Groups Act 2006.

Custom Home Care Ltd. is required to notify the Disclosure Barring S#raite éDBByee who is suspected to
have harmed a vulneradldt. This can only be done when it has been found that allegations against an individual
some element of substance after completion of an invBEstigalB& Referral Guidance and official form is available

on the company server or for downkagu @twww.gov.uk/government/publicatimisfdiiformandguidance

Who is checked against the Barred List

There is a statutory requirement on providers of care to check if an individual is includediforinélyeaBarred List

about to offer an individual employment in a support/care position:
Y In a care home involving regular contact with residents; or

Y Providing personal care in individual ds own ho

The DB$heck should be made prior to the appointment of the care worker to the care position. Employment mu
offered to an individual who is on the Barred List

Checks against the Barreddisbnly be made via the &B&art of a Disclosure under the Police Act
1997. This is undertaken by Custom Home Care Ltd. as an essential part ofpfeeesstuitment

Referring Persons for inclusion on the Barred List

There is a statutory requirement on Custom Home Care Ltd. to refer care workers to the Disclo$ore Barring Ser

possible inclusion on the Barrad tlistfollowing circumstances:

¥ Custom Home Care Ltd. (the pranadetismissed the worker on the grounds of misdosithector not in

the course of his/her employment) which harmed or placed at risk of haradaltvulnerable

¥ The worker has resigmnetiredor been made redundicircumstances such that the provider would have
dismissed him/her, or would have considered dismissing him/her, on such grounds if he/she has not res

retiredor made redundant.
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¥ Custom Home Care Ltd. (the prdwvaden) such grounds, transferred the worker to a position which is not a
care position, or

¥ Custom Home Care Ltd. (the prdwaden) such grounds suspertidedvorker or provisionally transferred
him/her to a position which is not a care position but has not yet decided whether to dismiss him/her or t

the transfer.

In deciding whether an individual should be referred to the Disclosure BarimgjuSeywice the Barred List
Custom Home Care Ltd. must decide whether, in their view, the individual has been guilityobf misconduct

harmed or placed at risk of harm a vuladudble

The Safeguardiviglnerable Groups Act 2006 (SVGA) places a legal duty on employers and personnel suppli

refer any person who has:

¥ Harmed or poses a risk of harm to a ehifteabladult
¥ Satisfied the harm test, or

VW Received a caution or conviction for a relevant offence.

Referral following police charges

A referral to the D&®uld also be made in circumstances where a care worker has beatissnsgseded
resigned after having been charged by the police with offences agaiadtita|rerdlideawaiting the outcome of

criminal investigatosririal.
Custom Home Care Ltd. Procedure Following Disciplinary Outcome

When a disciplinaptcome includes any of the situations outlined in the four points above, Custom Home Care L1
be required to inform the Disclosure Barrinddd@mistderation of inclusion on the list. Referral twilhbeDBS
made after completion of Custom Ho mabearh@ar afterlexpid/ oféo s

theperiodn which to make an appeal.
Information to be provided with a referral

Please see the Disclosure Barring SlecuiceeridBSReferral Guidance: Completing the Aopendix #. This
document is also available online at:
https://www.gov.uk/government/uploads/system/uploads/attachment data/féérZ8@Peddiance.pdf
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Implications of Inclusions on the Barred List

For providers of care

The Act requires providers of care to check BaerBiBEistefore offering any individual employment in a care
position. If they discover that the individual is included on the list, the provider of care must not offer that individi

employment in a care position.

Additionallyhere a provider of care discovers, through whatever means, that an individual already occupying a

position, is included on theEB®d Listhe provider must cease to employ that individual in a care position.

For Individuals

An individual who is included on the Bagitddrias a confirmed or provisional listing may not be offered work in a

care position.

It is a criminal offence for an individual confirmed on thetB&medinigly apply for, offer scdeptor do any
work in a care position. It is not a criminal offence for an individual who is provisionally listed to seék employme

a position.

Provisional inclusion on theEaBi®d List

TheDBSwill initially examine the quality of the information submitted in the referral form. They may decide not to
if the case is clearly not suitable for inclusion or may seek more information from the provider before considerin
to proceed Wwits decision to provisionally include the individual on the Baeraihiisill be to make decisions

about the provisional listing of individuals as quickly as is reasonably practicable.

Having been that the information provided with the referral form is compidtidideaD&3 provisional listing.
If it appears from the information submitted that it may be appropriate for the individual to be included on the lis

will provisionally include him/her.

Action following provisional listing

If an individual is provisionally included on the BieddBSgill confirm this with the organisation (the person who

made the referral) and wil/l i mmedi at el y thenftauld m t h
make written representations direct to the DBS as to why he/she should not be confirmed on the Barred List. TF
provide the individual with full details of the information submitted by the referring organisation and will usually c

papersa the individual.
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The individual will be given twagity(28) days in which to make written observations, or to indicate that he/she intt
to make observations within a reasonable period. If observations are not reedil’athkbat2B$lecision based

on all available evidence.

All representations made by the individual will be passed to the referring organisatBimilarlgheDBS.
would expect to be able to provide the individual concerned with copies of all papers submitted to them from the
organisation. This process of inforgattieringand exchange will continue for as longessfiitéhe DBS to be

satisfied that he has sufficient information to enable them to come to the opinion which they are required to reac

IftheDBB et er mi nes that the i ndi vi dukdthegwill mmedatelyranmowel d
the provisional entry from the list.

IftheDBB et er mi nes that the i ndivi du &lfchildrenntlzeynwell tremdeade, d |

in the light of all information before them.

If the information is such that there is no indication that the individual presents a riskhieiroaitdecwilttoety

be confirmed on the Barredbrigtinerabéelults.

ImmediatelytheDB& s made his decision notice of it will b

referring organisation. At the same time the individual will be either removed from, or confirmed on, the list.

Appeals against provisional listing

An individual who has been provisionally included on thef@ameceLtisan nine months, may seek leave of the
Care Standards Tribunal (the Tribunal) to have the issue of his/her inclusion on the list determined by the Tribur
of by the DBS the individual has also been provisionally included on the Betilelddrisefstie may, if he/she

so wishes, only seek leave of the Tribunal to determine his/her position on that list.

If the individual who is provisionally included on the Baresfliltsstis also the subject of any civil or criminal
proceedings in connection with the allegations of nhis(sireloahnot apply to the Tribunal until six months after
those proceedings have been disposed of. This may meamethanthielay before applying to the Tribunal has

to be extended.

The Tribunal has issued its own guidance for appellants in how to use its services and havCtpledgd# appeals
this guidance are available from the Care Standards Tribunal Secretariat at 18 Pocock Street, London SE1 0BV

guidance is also available on the Tribunalhitebsite/w.justice.gov.uk/tribunaistaadards
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Regulatory Bodies

As soon as a care worker is provisionally included on the pramgut kéderral to appropriate regulatory bodies
such as the Care Quality Commmsgsibe considered by the person who made the referral to the Barred List. Whe
a worker is removed from the Barred List, the person who made the referral, if he/she is aware of the removal, <

inform the regulatory body of the removal.
Confirmed listinigeemoval from the Barred List

There are three ways in which individuals may seek removal from tharBelyed List
A Secretary of Stateds power to remove an indivi
A Appeal to the C@tandards Tribunal

A Application for review of inclusion on the Barred List

Further details of the appropriate circumstancesapea@alentand procedures applicable together with other
relevant information can be obtained from the Department of Health, PO Box 777, London SE1 6XH, telephone
5455 or mail doh@prolog.uk.com

Additional guidance and related material can be accessed on the internet at
https://www.gov.uk/government/organisations/degheeitnt For a qui ck find, type

search box.
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Dress Code Policy

Introduction

Custom Home Care Ltd. is a company that supports and seeks to encourage individuality and cultural difference
way that people with whom we work and people that work for us can express their individuality is by how they d
present themselveastom Home Care Itd. acknowledges that fashions and conventions for dress will change on |
regular basis and as such expects to see this reflected in the way some people choose to dress.

Custom Home Care Ltd. also believes that people should be judged and accepted by their conduct and persone
than how they are dressed.

The dress coaéll also need to apply differently to the various roles for people who work for Custodm Home Care
Therewill be significant health and safety issues which require certain standards of dress which may exclude the
of jewellery and certain types of fadiwears e st andar ds are set oRBRdicywithin

Moststaff and managers employed by Custom Home Care Ltd. are role models for the people we support, and v
ensure that people do not draw negative attention to themselves especially whilst.ifitiaeetam@myaumiigt
be mindful of the image we are presenting especially whilst being associatedadithis/ulnerable

Thisdresscodei ms t o set some hel pful indicators as to t|
than be prescriptive about what people should wear, thus stifling individuality.

Legislation
The dress cotias also been produced in line with the following legislation:

A Sex Discriminatiaot 1975.
A Religious or Belief Regulations 2003.
A Disabilitiscriminatigkct 1995.

Sex discrimination

Custom Home Care recognises that within this dreissimpadetant that deenotimplement different requirements

for men and women, such as:

A Women must wear skirts.
A Men should not have long hair.

A Men must wear a collar and tie.

Rather than rules imposed as above the company expects that both sexes are required to dress to the same o

standards to ensure that neither is treated less favourably.

Dress Code Policy © 2014 Custom Home Care Ltd. PageB20f470



Custom Home Care Ltd. i Ei

Religious or Belief Standards

People will be allowed to dress differently due to theiulteligicethrociginor belief reasons. There have been
many cases recently reported within the media of people havinglaestticgamstheir clothing.

Whil st Custom Home Care Ltd does not wish to rest:
health and safety concerns which will mean the wearing of some clothing is not safe for the staff or person they

supporting.

Where this is thaseany decisions must be evidenced clearly under appropriate legislation such as health and se
regulations. If any member of staff believes that their clothing is being discriminated against on reliigious or belit
Custom Home Care Ltd encouttagyetaff member to follow the griga@ingeto have the matter dealt with urgently

and formally.

Disabilitpiscrimination

Custom Home Care Itd. will not discriminate against clothing that needs to be worn or maybe cannot be worn (s
tie due to neakjuriess and wi | | b e s e nadditibonCustem Home Care ptek woslld notbegpech e e
staff to wear clothing which could highlight disatbiétyhealth issues such as the wearing of a colostomy bag.

Custom Home Care Ltd. will also support variations in firessasods related to someone's impairioregt or
termmedical conditidnine Manageneed to be aware that there may be the need for reasonable relaxation to the
dress codé&taff who may need such support should be made to feel confident and aware that they can ask for it
someone is not legally "disabtdgkation may be helpful to allow return to work following fan exandple.

If a person believes that they are being discriminated against on these grounds they should make their line mar

aware or follow the Grieviwadiey procedures.

Different Roles

Office Based Workers

The overriding principle ioffiaébasedstaffshould present a clean image with clothing of their choosing appropriate
to the tasks they are required .$ome staff willt naturalyuwanttmt her
present a smart/formal image whilst others will be more comfortable in.CEsose elathing to present

themselves in a more formal way will often value having a separate wardrobe of clothes which are set aside for
whilst that may not be such an issue for those dressing in a moreltesdabsipeallows for either style for

these staff within reason.

Dress Code Policy © 2014 Custom Home Care Ltd. PageB30f470



Custom Home Care Ltd. i Ei

Staff and managers should use an element of their judgement and cordetermsemsgtime most appropriate

dress codr the people they will be in contadthwgtis especially applicable when travelling to work with external
partners.

Staff working with clients in their homes

Staff working with clients in their homes must follow the standaridcass waakers. This includes:

Black trousers (leggings, jeggings or jeans must not be worn).
Sturdy flat black shoes that cover the toe.

Appropriate tunic.

Appropriate PPE

ID badge.

> > > > >

Clothing should allow unrestrici@dmenshoes should have a good grip to avoid slipping. Tunicsitubeé PPE
provided by Custom HomelGdrhowevei, t i s t he empl oyeeds responsi bil
trousers. Custom Home Care Ltd. reserves the right under health and safety regulations to intervene in some in
regarding the suitability of clothing and footwear.

Unacceptable Clothing Standards

The following items of clothing are not accepted regardless of role or gender:

A Discriminatory clothing

>

Clothing with slogans or text which could be considered offensive

>

Clothing with slogans or text of a sexual nature

>\

Clothing which is overly provocative or skimpy

>\

Clothing whichushygienic

>\

Clothing which restricts the ability of the staff to carry out their work safely
The above applies equally to both sexes.

Jewellery

Staff will need to be aware of the potential hazard that can be created by wearingecgrtamckaueleny

chains, large earrings in pierced ears or body jewellery in other parts of the body.
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A risk assessmafitvearing such jewellery will need to be undertaken and local action to remove the risk. If nece:

this will be done by asking staff to refrain from wearing it whilst at work.

False Nails and Nail Varnish

Whilmot wanting to undermine nor remove an individu
the wearingffalsmai | s or nail varnish (even when applied t
duties of the care staff may be impeded by doing so and could-teadamicrassn or infection of the client or
themselves.

Monitoring the Dress Code

It is the responsibility of.the Manags) to ensure that the dressisatthered to. They will inform the individual(s)
if it is deemed that their standard of dress is inappropriate. This will be stated giving a clear rationale (within pol
guidance) rather than exer@gingpn

Issues relating to dress sbdelld be addressed at the time rather than wait for supervision as it is difficult to recall
specific detail about clothing worn previously.

Training

Potential staff should be informed of the dresmoarféer of employment. A copy of the dress code is available in th
Staff Handboakd all staff will be required to make themselves familiar with the policy during induction.
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Duty of Cafeolicy

Introduction
Duty of Caiis defined simply as a legal obligation to:

A Always act in the best interest of individuals and others.
A No act or failure to act in a way that results in harm.

A Act within your competence and not take on anything you do not believe you can safely do.

A care worker owes a duty ofaé#ne people they support, their colleagues, their graplsgesnd the

publicEveryone has a duty oficérs not something that can be ignored.

When act i ng interest,a capeavorkeonusét do sb with thét penseminless the care worker has

evidence that the person lacks capanie thdecisiomat the time it needs to be made.

If the care worker is employed directly to support someone in their own horsid| dppliescare

Essential Standards

A People should be treated with respect, involved in discussions about their care and treatment and able t

influence how the service is run.

A People should receive safe and appropriate care that meets their needs and supports their rights.

A People should have their compistieted to and acted on properly.

A Keep your knowledge and skills up to date.

A Provide a service of no less a quality than that to be expected based on the skills, responsibilities, and r:
activities within ytnadeor profession.

A Beableto know what must be done to ensure that the service is provided safely.
Keep accurate and contemporaneous records of your work.

NS

A Not delegate work, or accept delegated worthepdessn to whom the work is delegated is competent to
carry out the work concerned in a safe and appropriately skilled manner.
A Protect confidential informetiogpt where the wider duty obictire public interest might justify disclosure.

How duty of cazentributes to safe practice

Duty of care means that employees must aim to provide high quality care to the best of their ability and say if th

any reasons why they may be unable to do so.

When professionals act within a duty thiegamaust do what a reasonable person, with theanttéaicigground,

can be expected to do. So, for example, an accountant must get their sums right and apply for the right tax exel
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their clients. In the same way, a care provider is expected to be trustworthy, in accordance with their code of pr

apply suitable skills when carrying out care services.

Providers and care workers must always take reasonable care. This means they must:

A Keep their knowledge and skills up to date.

A Provide a service of no less quality than that to be expected, basedesptmsibiitissnd range of
activities within thearkor profession.

A Beableto know what must be done to ensure that the service is provided safely.

A Keepaccurateandiod at e records of the care and suppor:t
capacitand the rationale for any decisions that are taken on their behalf.

A Not delegate work, or accept delegated workhepéessn to whom the work is delegated is competent
to carry out the work and vice versa protect confidential éximeptatibere the wider duty obictre
public interest might justify making it known.

Allthese things help to ensure that employees are working safely and professionally. The M@ém@ACapacity Act
provides a framework to empower and protect people who may.lack capacity

The legal principles of the MCA state that we must:

>

Assume people have capaigss there is evidence to sugihestvise.
Do all we can t o noanake théirowndacisiomsoneds capacity
Not assume that someone who makes an unwise deasjoaciacks

Act in a persond6s best interest.

> > > >

Apply the least intrusive intervention.

Why is it important to let people make their ownwkeisgwvas possible? People can become depressed,

demotivated and more dependent if they are not allowed to make their own decisions and take risks.

Know how to recognise and handle comments and complaints

In any type of job that involves working with people there will b&soomepddititem will seem trivial (but should not
be dismissed as there could be something more serious underlying i@ leenn plainindeed be more serious.

As well as complaints, you may receive comments about the quality of care provided or suggestions as to how t
things. All comments and complaints should be treated seriously and not just dismissbdo@ptamentaian
help i mprove the service provided to the peopl e b

and Complimemslicy and Procedure for further information.
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It is important to be aware that people who use C
differently from the employee. They have different lifestylesestatiosand situations. Complaints, properly
handled, are an excellent way of improving the service Custom Home care Ltd. provides.

Know how to recognise and handle adverse e

Risk managememtd assessment helps keep people safe. Part of risk management involves recognising and re

adverse event s, i ncidents, errors and O6near mi ss e

A Trips and falls
A Medication errors
A Challenging behaviour

A care worker needs to know .Knmwngthecomreetsegponses will dlso tielp

to prevent similar things happening in the future. See the HealtAddicg fafetsther details

When your employeros instructions conflict

It is Custom Home Car e Lt.Howdwr, ifasiichna situatiomdidtoccur,dhe f®llowiny e
information is relevant. There may be times when the dufyaégaree an individual or group of staff to question or

chall enge their employerés instructions. For exam
do and what they believe is in the best interest(s) of patientst¢s¢nddecalib of colleagues or themselves, or the

wider public interest.

Your obligation to work in accordance with the lawful contractual instructions of your employer may be challeng

certain circumstances.
For instance:

A Where an instruction is unlafdukexample requiring individuals to drive vehicles or operate machinery they
are not qualified to drive or operate.

A Where an instruction is clearly tinsigfer in breach of a statutory requirement or a serious health and safet
risk.

A Where an instruction conflicts with statutory rights andiofaligetamgle insisting staff breach anti
discriminatidegislation or the Working Time Regulations.

A Where an instruction i s oidorexamgpleimposing obsiouply andy e r 6 s
intolerably unfair requirements on employees.

A Where there is insufficient direct insirdictierample where there are conflicting instructions from different
managers.

A Where an instruction conflicts with implied contractualsiygi@sc i al | 'y t heoritheirdi vi du.

Code of Professional Conduct
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Before any changes are made to working arrangements, services or resources, employers and employees mus
that all the duty of c&guirements can be met. If you become worried that a situation could lead to your duty of c:
beingcompromisethen you should raise these concerns to ensure your duty of care and the public interest is

safeguarded.
Some examples of situations where the expectations of your employer may conflict withmyglot idotyde:care

A Being expected to undertalex@gssive or unsafe workload, for example being expected to take on too ma
calls or cope with inadequate ratios of staff.

A Being asked to implement questionable delegation of tasks or roles, for example being asked to take on
you are not trained for or to delegate tasks to someone else who is not properly trained.

A Being told to follow potentially unsafe instructions, for example, being asked to undertake a task with ina
or faulty equipment.

A Being expected to work in an environmentumsiafe ifor staff or patients/service users, for example poor
hygiene leading to infections.

A Being harassed at work by othenstaéfgersr members of the public or suffering fromdostyéss.

Working in a workplace where a climate of fear prevents proper concerns about patient/service user car

safety being raised.

A Being asked to collude in inappropriate allocation or reduction of resources not in the best interests of

patients/service users.
Whistleblowiagd the Publicterest

Under the Public Interest Disclosire9A@t8 wor ker s have a right to 6bl o
are conflicting with their duty to act in the public interest. Examples might include where an individual believi
practices or equipment are dangerously unsafe serialeraisuse of funds or resoargegud or waste)

is discovered. Every employer should have a whistleblowing procedure in place to facilitate the disclosure of

of sensitive information.

Someone making such a disclosure must do so in good faith (even if later it turns out to be untrue) and mus

that at least one of the following tests is met:

That a criminal offence has been or is likely to be committed.
That someone is failing, or will fail, to comply with legal obligations.
That a miscarriage of justice will occur or has occurred.

That there is a health and safety risk or there is a risk of damage to the environment.

> > > > >

That information about these issues has been, or is likely to be, deliberately concealed.

For further information, please sééh@iteblowiiplicy
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Equality.egislation

The Equaliyct2010 outlines antidiscrimination legislation covering six main equality strands: age, disability
gender, race, religiom belief and sexual orientation

As part of the Equalicyin England, Scotland and Wales, any public authority or organisation which carries ou
public function, is legally obliged to eliminate disciomgsatime users and staff by adhering to the public sector
equality duty. The duty covers the six strands outlined above as well as gendgareggmssigament

maternity. Custom Home Care Ltd. must have due regard to the need to eliminate unlawful discrimination,
harassmeiaind victimisation and foster good relations between different groups. iBiadrieachtioihthe

duty of carend must be challenged.

Pl ease see Cus Whstebleivwngre Ar@sariminatiotPdliciedfer further information.

Duty of Care Policy © 2014 Custom Home Care Ltd. Page900f470



Custom Home Care Ltd. i Ei

Emergency Contingency -Rieameral

A contingency plan is required to ensure service delivery for vulnenasikechadtbidbring adverse situations.
This general contingency plan is implemented if staffing levels drop to a level where usual operations cannot tal
The most Bky reason for the implementation of the plan is multiple staff absences at the same time. Please also

Emergency Winter Contingency Pdbicyprocedures during operational disruption in winter.

It is the responsibility of the Registered Manager or the most senior staff member on duty to make the decision
the Contingency Plalh clients are categorised by the severity of their care needs. A traffic light system (RAG
below) is in place to highlight those most at risk. This infecoadietn iBeople Planrekccess Care Planning

Critical risk client is reliant on time critical medications and/or has no potential support
friends, neighbours etc.

Moderate risk client is not reliant on time critical medication and has some potential su

. Low riski client can manage for brief periods, is not reliant on time critical medications

support from family, friends, neighbours etc.

A Clients in the red category will be attended to as a matter of priority.

A Once the contingency plan has been initiated, officelstaff c ont act each cl i ent
telephone to update them on the current situation.

A Those clients at low risk will recedpeiwgltalls throughout the day to ensure they are coping.

A If at any time during-eihg calls, it appears that the client is unable to cope with the situation, a decision

be made to escalate their priority.
Contingency arrangements under high pressure circumstances may also include:

A Changing call times so vulnerable clients with no other support networks, who require critical medical an
physical support, or who are wholly dependent on the care and support of our care staff, have their neec
first.

A Contacting clients and their family to ask for assistance with some support calls we would normally atter

A Altering the length of calls to include critical support only.

It is the responsibility of the Registered Manager or the most senior staff member on duty at the time to conclud
Emergency Contingency Plan protocols. All staff currently working, and all affected clients will be informed whel

protocol has ended.

For information related specificRIQMEL9 please se@ovid19Statemenand Govt. Guidance
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Emergency Winter Contingesioy
Aim
All companies that work in the fodtvier a service are often crippled by adverse weather conditions, particularly in

winter. When a company is providing an essential service, such as domiciliary care, andtbats lceryspftcare
becomes essential to have a winter continggnenglaia delivery of service.

Custom Home Care Ltd. is committed to ensuring continuity of care during the winter months and has develope
contingency plan for such a purpose. This document sets out the steps that are taken by Custom Home Care Lt
ensure appropriate arrangerasnia place to provide high quality and responsive services through harsh winter

weather conditions.

What are harsh winter weather conditions?

For the purposes of this contingency plan, harsh winter weather conditions arralagsribadoasce or a

combination of both, that creates severe disruption to transportation, and makes travelling difficult or impossible

Activation of the plan

A During wintesenior office staffill monitor weather foredadgo ensure the company is fully aware of
potential disruptions.

A Upon the forecast of inclement weather, the Registered Manager, or designated person for the shift, will
company on alert.

A A message will be sent to all staff expected to work upcoming shifts indicating they should be prepared 1
implantation of the contingency plan.

A The Registered Manager or designated person for the shift, will make the decision prior to the start of th
implement the plan if necessary.

A Once the decision has been made to implement the plan, a message will be sent to all staff expected to
current shift that the plan has been implemented and they will be asked to contact to office to indicate w
they are able to make theitovaprk.

Prioritising care calls

A Al clients will be categorised by the severity of their care needs.
A A traffic light systéRAG)s in place to highlight those most at risk. This information is visieleyagainst

in the client database.
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Critical risk client is reliant on time critical medications and/or has no potential support
friends, neighbours etc.

Moderate risk client is not reliant on time critical medication and has some potential suf

Low riski clientanmanage for brief periods, is not reliant on time critical medications ar
support from family, friends, neighbours etc.

A Clients in the red category will be attended to as a matter of priority.

A Once the contingency plan has been initiated,
telephone to update them on the current situation.
A Those clients at low risk will rageioeingcallsthroughout the day to ensure they are coping.

If at any time dunimghbeingcalls it appears that the client is unable to cope with the situation, a decision w
be made to escalate their priority.

Facilities available for the contingency plan

A 4xdoffroad vehice
A regular vehicles.

A Provision for emergency accommodatiomestaffjf necessarngtCity Road.

Once the planimsplemented

A Staff whoanattend work through their own means will work as normal.
A Staff who are unable to attend work as normal will be assessed by their proximity to areas of work, and f
of pick up.
A The 4x4 vehislwill begiven to those staff who will abétichl and Moderate risk cligtreckeis
installed ovehicles for safety and insurance purposes.
A Ifnecessanyn extreme circumstantesix4 will be used for dropping several care workers at Critical calls
and pick them up before moving on to the next set of Critical calls.
A In relation to office staff, there will always be at least two staff available to:
- Make outbound call updates.
- Make webeing calls
- Answer incoming calls to field enquiries from clients.
A If weather conditions are very severe, Custom Home Care Ltd. has the facility for office staff to stay ovel
nearby accommodations.

A The orall24/7 facility will function as normal.

This plaris updated prior to each Winter
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End of Life Policy

TheDeath of a Client

Domiciliary care often involves situations where expewggentdd deattay occuvVhilét may not be possible

to anticipate the timing of death, Custom Home Care Ltd is committed to providdigrpiiethssiorapectful

service should such an event occur. This encompasses suitable and sufficient guidance for the care worker whe
present, and the provision by the Client of appropriate contact details for his/her relatives.

Responsibilities

The Training Officer is responsible for ensuring all care workers are versed in the End of Life Policy and Proced

Registered Manager is responsible for ensuring that all staff comply with the policy and procedure.

Procedure
Upon the deatifia Client, the Registered Manager must be immediately informed.

When deatb expectethe nsur e t hat the Client s Oandthefwishesargs ar e
observed throughout, the following points will be dealt with by the Registered Manager in conjunction with the re

emergency/social services departments.

¥ Details of next of.kin

¥ Final wishes.

¥ People to be informed on the dititd individual.

¥ Existence and location of any will or advance statemenpmextofitaninstructionsR# ¢ee Mental
Capacity policy).

Preferences related to the funeral and disposal of the body.

Religious and cultural practices to be observed.

Person to be responsible for making arrangements and takintyfesponsikiih e Cl i ent 6 s

T © © C©

Any personal requests.

Toensure the physical, psycholapaéijabnd emotional needs of the Client are met throughout the process of

dying and deatine following must be arranged:

Y Staff trainirg care for people who are dying so that the staff can make every effort to ensure that the

experiences a peaceful and pain freevesglier possible
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Physical care to be given in private and thefdigniBlient to alevays maintained

Clientds wishes r e glouldbe disgussespectednd adrriedcoat wighin then d =

bounds of current laws.

Every effort must be made to prevent and panmaie@ain control measures should be assessed and

monitored using criteria explicit to the individual.

Supporters, (whether family, friends or spiritual) of a Client who is dying are empowered to stay with
for as long as they wish, unless the Client makes it clear that he/she does not wish them to.

The needs of the supporters are to be attended to along with the needs of the dying Client.

After deattne body of the Client who has died has to be handled in accordance with the religious and ¢

beliefs of the Client and removed with dignity

All arrangements for the funeral to be made by theardrttbElévent of there being none, arrangements

to be in accordance with the Clientds wishes.

Inorder to ensure the dedith Client is communicated fully, as required by legislation and good practice, the follow

must be informed where required by the Registered Manager:

T & & & €© ©

Care Quality Commission

GP.

Family/friends as identified in care plan.

Any involved religious leader/minister.

Any involved Local Authority Departments or Department of Health.

Finance Department.

In the event of sudden and unexpectedtdeihowing must be informed or dealt with:

v
v
v
v
v

I f a

Registered Manager who will inform Directors.

Emergency servi¢@snbulance, Police).

GP.

The Direci(s).

And to refer any members of media to the Chief ExecutiveDinet@sjant

family member or the Clientbés representative

the Social Services who will deal with:

v

Completion and storage of personal records (see Record Maolagement
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¥ Disposal of medication (see Medicatioarrbpoycedures).
¥ Collection and listing of personal jewstleeyand property.

¥ Arrangements for the disperpabpérty to the authorised recipient.

Bereavement

The loss of someone close is always a painful experience thus family, friends, and staff alike, may require supp
time.

Assistance can be offered by:

¥ Acknowledging loss.

Showing genuine concern.

Support whilst making funeral arrangements.
Offering time.

Supporting family and/or friends after funeral if appropriate.

T & € © ©

Offering staff counselling.
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Equality AntdiscriminatidrCultural Awarenéxdicy

Statement

Custom Home Care Ltd. is committed to achieving a working environment which propjEsusgtyadity of

freedom from discriminatiothe grounds of race, national or ethnicetiggior belief, gender, gender
reassignmerdgexuabrientatigrelass, marital status (including mawigiy relating to sexual orientation),
pregnancgnd maternity, agéesabilityor special need. The company is also committed to building a workforce that i
diverse and reflects the local comr@usityn Home Care Ltd. understand the issue around the lack of male carers
the care indusagd employnale carerBeing an Equal Opportunity Employer, Custom Home Care Ltd. strives to
ensure the talents and resources of all our employees are utilised to the full. As such the company is committed
adoptingmplementingnd monitoring a Policy of Equal Opportunities for all employees guarardgisiregdiee non

of discrimination inwrkplace

DefinitionfDiscrimination

The company interprets discrimiastioa treatment of an individual less favourably on the grounds of race, nationg
ethnic origimeligioor belief, gender, gender reassigramem| orientatietass, marital status, civil partnerships,
pregnancgnd maternity, adésabilityor special needs.

Discriminati@an take many forms:

Direct Discriminaticd®ustom Home Care Ltd. defines direct discramsitadioreatment of an individual
unfavourabbecause @ particular characteristic which is protected by law. The refusal to appoint someone to a

particular post because of their race would be an example of direct discrimination.

Indirect Discriminati@ccurs when an unnecessary condition or requirement is imposed, such that a consideral

smaller proportion of members of one group could comply as compared to the remainder of the relevant popula

A Job advert stating good standard of written English is needed for a job as a labourer.
A Promotion is offelmbed onontinuity of service. Women employees will have shorter continuous service tt

men because of career breaks for family reasons.

Victimisatiotis the less favourable treatment of an individual because he/she has asserted their rights under the

opportunity law or assisted a colleague to assert their rights in this regard.

Harassmeni s any wunwanted c¢ onducdrresultsantanintimidating,thastdie, an i nd

degrading, humiliating or offensive environment for them.
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Disabilitiscriminaticis the less favourable treatment of an indiéddusé @ characteristic relating to the

i ndi vi du @heré are edcemiandin theiEgugl Opportunity Act 2010 in which diagriminagicagarded

as unlawful. Fexamplean individual may be discriminated dgaswsiodisabilityo meet the special needs of that
individual, such as providing specific services and facilities designed to improve access for people with a disabil

Areas of Discrimination

A Recruitmeand Selection.
A Promotiomdvancemerand retention.
A Service delivery and publicity

SettingequalityPrioritiesTargets Plans

Our services are designed to support people to rernamrimuthity, to minimise dependency and to reflect diverse
lifestylesThe approach described below reflects how we address setting targets and developing action plans wh
consideringquality priorities in service delivery.

We consider the following areas when we are setting priorities and targets for clients and creating a care plan tc
them:

A Disabilitydiversityrace and culture, gengiemder reassignmeetiual orientatj@ayereligionand spiritual
needs.

Ability and willingness to be supportedaneself

Support networks.

Can specialist equipment or assistive technology improve things?

Information needs.

Communication needs.

Ability of person to identify own risks and solutions.

Least restrictive options.

Social isolatiam exclusion, plus opportunities for inclusion.

Quality of life outcomes and risks to independence of not supporting choice.

> > > > > > > > > >

Language needs.

The same process applies to our actions as an organisation in respect of:

A Recruitment

A Dismissalnd retirement.
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Managing Staff.
Pay and benefits.
Working hours

> > > >

Training ardkvelopment

Implementirigqualitpf Opportunity

The Registered Manager and Administrative dlanagempany oversee effective implementation of our policy.

| t Oldne Mamagfers r esponsi bility to ensure that all staff
action.

RecruitmenandSelection

Recruitmenind selection decisions will belmagdd ofair and objective criteria and in accordance with Custom

Home Car e L andselgdionpalioy.r ui t ment

All staff involved in recruitmend s el ecti on wi | | be trained and full
Opportunity and RecruitmuedtSelection Policies.

Job and person specificatithioe limited to those requirements, which are necessary for the effectivad performance
the job.

The company will positively seek to encourage applicants from the local community by circulating job advertiser

through local media including newspapers, job centres, employment agencies and local community groups.

TrainingndDevelopment

As part of the induction traialhgew staff will be made awtre Bfjual Opportunity policy present at Custom Home
Care Ltd. and will be trained accordingly. Existing staff will have refresher sessions and appropriatettraining to €

they are up to date with any changes to the policy.
Training programmes will be designed to support the aims of the policy. Care will be taken to ensure that all trai
materials do not stereotypgudicegr discriminate in any way. Every effort will be made to ensure external courses

also meet these requirements.

Part of the trainimgpgramme includes educating staff about the importance of respecting different cultures and be

This will be achieved through training modules such ativiegsiitpd inclusion; digiitjhome care and
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residential care; and the princiglessofcentredare, where we will equip staff with cultural competence by

developing cross cultural skills.

Training opportunities wild/l be based upon a membe!
workrelatedourses. Whenever possible, practical widlib@grranged so that all categories of staff may attend, for
example patitne workers.

Where English is not a first language for a member of staff, every effort will be made to sign post and encourage
improve their skills if required.

All staff are required to attend an annual review process which involves discussion of available and appropriate
opportunities as well as including career developmental aspects.

Equalitie$raining

We undertake equalities training

A As part of the induction process.
A During regular team meetings.

A By using the SGHearning and social care online traisingce.

Training content includes:

A The law covering all the protected characteristics and what behaviour is and is not acceptable.

A The risk of ignoring or seeming to approve inappropriatemhepevsnmal liability.

A How discriminatican affect the way services are delivered and the impact that generalisations, stereotype
bias, inappropriate languageiodag y oper ati ons can have on peopl
promotiomgcognitiomnd respect.

Monitoring activities and responsibilities.

Our equality policy, why it has been introduced and how it will be put into practice.

Our commitment to equality and culturally appropriate services.

Guidance on religious beliefs, holy books, sghgimlsand approach to prayer.

Information on dress codes, religious importance of particular clothing and jewellery.

Awareness of specific hairdrebsithgngand personal care needs.

Family values including naming systems.

> > > > > > > D>

Dietary considerations such as forbidden foodstuffs, avoidance of alcohol or stimulants as well as methc

food preparation.
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A Awareness of festivals, ceremonies, religious celebrations.

A Death and dying practices and customs.

Disability

The company will ensure as far as resourctsaalbowpremises and information are accessible for people with
disabilities, and wherever possible, Custom Home Care Ltd. will make reasonable adjustments so that it improv

quality of the working environment for those individuals.

In this respect, employees with physical disabilities will only be prohibited from positions where the job duties in

activities that would make it impossible or inherently hazardous to perform.

AdaptingVorkingnvironment

Custom Home Care Ltd is committed to recognising
needs regarding the observance of their faith such as specific prayer times. Requests for annual leave to attenc

festivals Wbe respected and accommodated as far as is practicalveriimigthéronment.

DisciplinandGrievance

All staff and clients have access to company cpnogkaihies as well as the formal feedback channels if they feel
that they have been unfairly discriminated against. All complaints and grievances in respect of equality and equ
opportunity issues will be thoroughly investigated and dealt avithgoresisient manner.

Monitoringrrangements

Monitoring of equality in practice is carried out anonymously and will consist of a statistical analysis of the ethni
sex, age, contratatus and disabitifyall staff (see AppendiQuality Assurance Questionnaire and Appendix 2
End of Employmé&eiedback Questionnaire, Appenéiguial Opportunities Recruitvh@mitoring Form). Of

particular importance will be the statistics showing the number of:

Staff in post.

Applicants for employments.

Terms and conditions of emplayment
Staff receiving training

Promotions offered.

Transfers.

> > > > > > >

Work/ life balance, flexible employment opportunities.
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A Disciplinary, dismiszaharassmesituations.
A Leaving employmeasignatiomy redundancy.
A Staff satisfaction levels.

Monitoringfstaff

Custom Home Care Ltd. will monitor the effectiveness of the steps taken to ensure iscalalayspomtseity
Those steps viiitludejuestions and inviting feedback about issues during first pesfwdeeeback sessions
with staff and clients and formal feedback mechanismdédonitlmrdselatives (see quality assurance forms).

The company will regularly monitor the composition and movement of staff to ensure equality of opportunity at &
the organisation.

The Company will also monitor records of those applying for work to ensurdabisaniobitzdeoplace.

CommunicatitigePolicyto Staff

Key elements of how we communicate the equalities paticiutiestaff

Thorough induction and ongoing teyistienns.

Provision of copies of equalities and diedicséy and procedures.
Provision of staff handbook including equalities.

Provision of Codes of Praictiteding Skills for Care codes.

Briefing on diverse client needs for individuals.

Care staff receiving directions fratimeiManageand Senior Care Workers.

Care staff readindiomebasecdcare records.

> > > > > > > D>

Utilising specific Skills for Care Knowledge Sets on Dementia and Leatoiaddbésaojliglity
aspects.

A Monthly staff newsletters available online for use with translation services.

Protectin§taffromUnlawfuDiscrimination

We have gesponsibility to protect staff from direct or indirect disasaowaditive perceptichased
discrimination, harassieariassment by a third party, victimisation or discrimination adisagjlftand avill
take appropriate actions to deal with actual or potential situationg ddithirggkimdnade available on combating

any form of discrimination.
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Our policies in relation to equality and dikersitften and set out to ensure widespread promotion and application

including:

A Instructions to those concerned with regragheetidbn, remuneration, trainshgromotion and the
provision of services include:
- Use of widespread advertising to reach all sections of the local community.
- Requirement to use open recruitretads to ensure equality.
- Training on interviewhniques focusing on competencemtilithasedselection.
- Guidance aidingn the recruitmgmbcess to those candidates who require extra help.
- Selection processes using application forms and set job desnhipticesetguality.
- Following the latest Equaliguman Rights Commission guidance on pay and benefits when
reviewing remuneration.
A Information available to employees, recognised trade unions or other represeapleygesips of
include:
- A written Equaliylicy.
- ldentification of the Registered Manager and AdministratinvétMaasggarsibility for equality and
diversitynatters.
- The employédmndbook with content on equality at work.
- Staff code of conduct which makes discrimiottidsatioand harassmesgecific disciplinary
matters.

- Policies on religieexualitgisabilityandother diversifgpects.

A Information available to clients includes a User Guide which clearly states our responsibilities to protect :

any type of unlavdigcrimination

SupplierandContractors

Custom Home Care Ltd. will ensure that, if required as the company grows saippbetsactiotenance
companies, referral agenciesthed organisations that are connected to Custom Home Care Ltd. are fully aware o

commitment to Equal Opportunities.

Responsibilities

The Directors of the company oversee effective implementation of our policy.

Every member of staff is required to support this policy and therefore prevent atgkdigcpiateatiotne work

environment.
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BreachesfthePolicy

The terms of the policyyaaplally to all staff, board members, clients and any organisations involved with Custom

Home Care Ltd. Any breaches of the policy will be taken seriously and could leadttordisciplinary

LegislativEramewofforEquaDpportunitiesidAnti DiscriminatoBractice

Equalitct2010.

The Sex Discriminathoih, 1975, 1986 and 1999.

The Race Relations Act, 1976.

The Race Relations (Amendment) Act, 2000.
TheDisabilitipiscriminatigkct 1995.

The Human Rights 2@98.

Employment Equal@gxual Orientation) Regulations, 2003.

> > > > > > > D>

The Commission for Racial EqualityCode of Practi ce.
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Appendix iLQuality Assurance Questionnaire

Quality Assurance — Telephone Check
MOTE: Checks should be carried out when the care worker is not present.

Call details

Client:

Address:

Date of

Date of birth: check:

Name of person carrying out the check:

Reason for

check: Foutine [

Mon-routing (give reason) [

It the person spoken to was not the client, who was it?

Name Role | relationship to the client

Questions

Ask the client (or their representative) the following;

=
=]

Yes

Do your care workers arrive when expectad?

Do your care workers stay for the full ime required?

Do your care workers treat you, your home, and your possessions with care and respect?
Do your care workers uphold your dignity?

Do your care workers protect your privacy and confidentiality?

Do your care workers respect your lifestyle, beliefs and culture?

Do your care workers ask you how you want your service delivered?

Do your care workars work at your paca?

Do your care workers encourage and support you to do things for yourself where you can?
Do your care workers do everything you expect of them?

Do your care workers complete tasks to your satisfaction?

Are you hiappy with the number of different workers that visit you?

Have we missed any calls to you since the last ime we reviewed your senvice?

Are you told when your care worker is running late (or early)?

Are you happy with the way we manage your care workers?

gooobooooooobooOdgadab
O ogooooocooooobpoboooaoao

Do our managers and office staff treat you with courtesy and respect?

Equality / Arttiscrimination / Cultural Awareness Policy © 2014 Custom Home Care Ltd. Pagel050f470



Custom Home Care Ltd. i ;i

Provide turther details on any ot the above responses as appropriate:

Owerall Satisfaction
Ask the client (or their representative) the following:

How satisfied are you with the service (tick one)?

Very dissatisfied [0  Dissatisfied O  Meither satisfied nor dissatisfied O
Satisfied O Verysatisfied O |
Any other comments?
Ask the client [or their represantative) if there is anything else they would ks to say:
Signature of person carrying out check: The information recorded represents the views of the names psople as
described to me during the telephone check.
Signed Dated
Further actions
Were any safeguarding concems identified? Yes — refer to safeguarding procedures O No O
Are any follow up actions required? Yies — please detail below L No O
; Actioned
Details Sined Taied
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Appendix REnd of Employméniestionnaire

End of Employment Questionnaire — Custom Home Care Ltd.

Name:

Employee No.:

Position:

Length of time with the company:

1) Will your next job be in a related field? Please tick. YES

NO O

2) What is your next job? (optional)

3) Who is your next employer? (optional)

4) Please rate your satisfaction with the following on a scale of 1-5 (1 = Low 5 = High). Please tick.

Low High
Training 1 2 3 4 5
Quality of supervision 1 2 3 4 5
Utilisation of my skills 1 2 3 4 5
Recognition of my achisvements 1 2 3 4 5
Co-operative, friendly work environment 1 2 3 4 5
Organisational support 1 2 3 4 5
Overall level of communicafion 1 2 3 4 5
Communication with co-workers 1 2 3 4 5
Salary 1 2 3 4 5
Benefits 1 2 3 4 5
§) Why are you leaving Custom Home Care Ltd? Please tick.
Other employment (] Medical reasons (]
Relocation O Study O
Retirement O Personal O
Comments:
6) Please check each factor that influenced your decision to leave the agency:
Salary (] Upper management (]
Benefits (] Lack of organised support (]
Advancement opportunities (] Lack of organised appreciation (]
Retirement O liness O
Maving (] Work-related stress/burnout (]
Hours worked (] Performance appraisals (]
Workload O Client O
Safety factors (] Paperwork (]
Training O Complex requlations and palicy O
Supervision (] Court-related issues (]
Equality / Artiscrimination / Cultural Awareness Policy © 2014 Custom Home Care Ltd. Pagel070f470




Custom Home Care Ltd.

Comments:

7) Of the reasons you checked in number 6), please indicate your top three.

Reason 1:

Reason 2:

Reason 3:

8) What would have encouraged you to remain with Custom Home Care Ltd.?

9) What part of your job did you most enjoy?

10) What part of your job did you least enjoy?

11) Would you recommend Custom Home Care Ltd. as an employer? ¥YES OO

NO O

Comments:

Additional Comments:

Signature of exiting employee (optional):

Date:

Thank you for your feedback. Please return the completed for to the Administrative Director. Your comments are

kept in confidence and aggregated with other responses in summary reports.
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Appendix BApplicant Equalitdenitoring Form

Applicant Equalities Monitoring Form

We are an equal opportunities employer. In order to monitor the effectivenass of our equalities policy, we need to gather
some information from you. The reason this information is collected on a separate document to your application form is so
We £an ensure our selection process does not discriminate against you.

The decision to invite you to interview will be made without reference to this document, so pleass complets it honestly and
in full. The information you provide is confidential and will be used only for monitoring purposes except where there is a
genuine requirement for an employee from a certain minorify group. If you would like more information on our equalities
palicy, either now or at any other stage during your application process, please do not hesitate to ask.

Your equalities information

Your surname

Your first name
Your date of birth
Your gender Male O  Femae O Other [

Please select your ethnicity from the following list !

White Briish O Mixed white & Asian O  Any other Asian background O
White Irish O Any other mixed background O  Black African O
White gypsy or Irish traveller U Indian [0 Black Caribbean O
Any other white background ] Pakistani O  Any other black background O
Mixed white & black Caribbean [0 Bangladeshi O Amab O
Mixed white & black African O Chinese O  Any other ethnic group O
Disabilities: Yes O (please specify below) No O

What is your sexual orientation?
Heterosexual (straight) [0 Gayman (] Lesbian (] Bisexual [0 Prefernottosay O

What is your marital status?

Married O Civil partnership 1 Neither O
What is your religion / denomination?
Anglican (C of E) [0 Easten Orthodox O Muslim O Wiccan O MNoreligion O
Baptist [0 Anyother Christian [0 Sikh (1 Rastafarian O
Roman Catholic [0 Buddhist O Spiritualist 0 Bahd'i O
Methodist O Hindu O Pagan O Zoroastrian O
Pemtecostal Christian [0 Jewish O Jain O Anyotherreligion O
Signed Dated

1 The ethnic and religious classifications listed are bazed on recognised UK government classifications. No offense is infended to
those who do not se= themselves as falling within one of the categories; such individuals should s2lect any other ethnic group or
any other religion as applicable.
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Falls Policy and Procedure

Statement

Within the social care industry, it is generally recognised that clients are often at risk of falls. This can resultin s
injury and, where they are persistent, impair quality of life. Individuals receiving care are at greatdernisk of falls d
environment, medical conditions, and frailties; for example, physical inactivity, difficulties in walking and moving

poor balance, household hazstals

Aim

Al t hough it is Custom Home Care Ltd.o&s policy is
falls can occur. In the event of aalli@git is, therefore, important that staff members (or whoever finds the person
who has fallen), take the appropriate action to enable the client to recover as quickly as possible while reducing

and psychological damage or injury caused bl thal&dlimportant that every occasion is fully recorded and

reviewed to prevestacurrence.

Every fall is likely to be different, and staff will need to respond to individual circumstances. This policy aims to ¢
guidance to staff and allow them to respond safely and effectively to a fall incident. In most instances, staff will f
person hafalleng.g. trippedslippedor fallen because of physical reasons) in their absence, but sometimes during
their visit to the personds home. Il n some cases, |

has been unable to get up and seek help. In, stafbsesd to:

Stay calm
Make or ask for an i mmedi ate assess(famny)t of t he

Enable the person to recover or call for help depending on the situation

> > > >

Report, record and hehgvew the occurrence.
The companyb6s aims are al ways to:

A Minimise the risk of injury or further injury by ensuring the environment in which the incident occurred is
safe as possible

A Putin place measures to help the person recover and reduce the risk of fracture or further injury to the p

A Investigate the underlying causes of the incident
A Review the individual 6s care plans anf(hcludingsk as
equipment and appliances).
Procedures

When a service user has fallen, or has been found on the floor, staff members should do the following.
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A First, check for any existing hazadadsgers.
Staff should not attempt to enfaken client.

. >

A See if the client who has fallen is respangieascious, albeit temporarily dazed or shocked. If they are
responsive, provide reassurance and comfort the person.

A Ask the client to stay still before chedifigy, pain, loss of sensation (feeling), loss of movement in arms
and/or legs, swellings, visijpleyand deformity, which might indicate a fracture. Also, check,for sickness
confusion, drowsinetiriumand agitation.

A Seek medical help from an appropriate source if that is indicated or contactca breatifanageice.

A 1lf there is no evidence of injury and no signs
get up independently if possible. For example, ask them to first roll over, then get on their hands and kne
before using a safe meassmort.g. nearby chairs, to stand up

Continue monitoring the personés condition and

N >\

A However, if the person is evidently unresponsive or unconscious, check their airways, breathing and circ
line with emergency first aid procedures before calling immediately foergeeinatdetegy GP, NHS

111,0r ambulance service. Take further action with the advice given.
Staff are also advised and instructed to act on the following possibilities:

A A person who is suspected of having any serious head injurshaufchobtrbe movdalt made as
comfortable as possible in their current position until medical help is available.

A In the event of a person being unconscious and appearing seriously hurt or ill, it is important to check wi
they have made out any advanced care piemegicscitate statements, etc. that need to be passed on to
emergency medical teams.

A Staff should only carry out actions in line with their tracongpetenceand confidengeotherwise they
should ask the person to remain where they are until it is assessed as being safe for them to move
independently

A In the event of their being present when a person begins to fall, they should always aim to reduce the im
thefaby using the O6assi st endantlAskidtirg trdainatlgehtian tgy/ingeto | e ar |
stop the fall as this may cause injury to the client or td~threecar@aple, if a pefaamtsthey might help
the person to fall more gently by going with the flow of the fall rather than try to prop the person up. Rath
grab a person who is falling they might be able to remove objects that would cause them harm if they cr:
into them. thbugh each situation is different care workers are expected to respond consistently to reduce

minimise injury in that event.

Following the Incident
After the fall incident, the following should take place:

A In some cases, it will be necessary for the company to inform relatiteelgaktedrdsentative.
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A Staff must compl eepatfotmhanad recadihe inciderdathencatitogl e n t
A If the client is aeSfield City Council clientyraoward form should be completed and emailed to the relevant
Council department.

Training

Dealing with common accidents and emergencies, such as a fall, is covered during asduentiaf theiniteglth
and Safetnodul e and the Health and Safety training mod
policy on falls.

Further Information

For additional general information, see Blseitlieand HandlRalicyand relevant traingegtions within the

Inductio®olicyincluding First Aid
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Handover Policy

Introduction

In any handovenocedure, theelibeingof the client must be central to the whole process. To ensure that Custom
Home Care Ltd.o0s service is as efficient as possi
handover procedures are required between eacloligsit émad between each shift. The key to effective handover is

communication whet her this is in a clientbds home or i n t

To ensure that this is carried out, Custom Home Care Ltd. requires all levels ofcbmanmicatsbn utilised
and that a completed handoxraris available from each shift to the next to be compleiteel Matiager

The two essential items required for a successful internareandover

1) Communication L{ctient).
2) Handover Form (staff).

A handoverrocedure has also been developed if the client wishes to change care provider.
Communication Log

The CommunicationLog t he record of daily activities | eft i
property. This will update each carer at every visit to the property on the situation of the client atdaeetime of thei
cal. Thepersonwt i ng in the Communicati on lawdgrivaopiswhattheyme mk

write. The Communication Log should include the following information:

Activity undertaken by the carer.

Notes on the general wellloditiee client.

Whether anyone edé=ndethe property.

Brief detail of medication gifi@lhinformation to be recorded on MAR chart.
Signed with full name.

Date.

Time of arrival.

> > > > > > D> >

Time of departure.

N.Bd If information of a personal nature requires recording, this should be signposted in the Canghaunication Loc

relevant note made directing staff to the location of the personal information.
Shift Handover Form

The Shift Handover Form is a summary of any important information that has occurred during a shift which shot
referenced by the subsedLiaetManageas a general situation report. This form stays in Feedfite is broken

into four main sections relating to:
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Staff.
Clients.
Systems and hardware.

> > > >

Office building and grounds.

If no important information requires passing on to the incoming shift relating to a paitieuldaragahthdd
write O6nothing to reportd in the appropriate sect

It is the responsibility of.the Manag#ey complete the form in consultation with their care workers, senior care
workers and worksoecdinators. It is vital that all staff know to communicate important infdcmatManadbe

during eacthiftso they are able make an accurate situation report. An example of the Shift Handover Form is se
Appendix 1.

Handover Procedure for a Client Wishing to Change Care Provider

When a client wishes to change their care provider, it is essential that Custom Home Care Ltd. work in conjunct
the new care provigteni ni mi se or exclude any disruption in th
continual reassurance and a positive message from both the outgoing and incoming care provider

When Custom Home Care Ltd. is informed that a client is leaving our care, we will arrange with the new care pr
undertake a joint shadow visit to ensure that all relevant information is passed to the new care provider. This joi
visit shodlbe undertaken by a senior manager. More than one shadow visit can be arranged if required.

Materials to be handed over or discussed include:

A Personal CaRdan.

A Communication liogustom Home Care Ltd. will allow the last three days of communications to remain at
property on the proviso that the information is returned to Custom Home Care Ltd. afperite prescribed
Arrangement with the new care provider will be made to facilitate this.

A Medication Record

A Details of prescribed medication
Information relating to the new care provider should be left with the client duripgribd.handover

I f any materials belonging to Custom Home Care Lt

Items may include consumables such asagiowesovershoesic.

A Handover to New Care Provider form should be completed and signed by doihlqterties service handover
(Appendix 2). A copy of this form should be kept by the office for therfrdsuldredPA.
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Appendix 4Shift Handover Form

Shift Handover For&dCustom Home Care Ltd.
Day: Date: Time: am/pm
Shift:
Outgoind.ine Manageédame:
Outgoind.ine Managesignature:
Details of important information relating to Staff:
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Details of important information relating to Clients:

Details of important information relating to systeméamtivare (computers, rota system, network,
printers, fire alarms, fire safety, first aid equipment etc):

Details of important information relating to office building and grounds:

IncomingLine Managedame:

Incoming_ine Manage®ignature:

Day: Date: Time: am/pm
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Appendix RHandover to a New Care Provider Form

E)

Handover to a New Care Provider Ed@ustom Home Care Ltd.

This form is for joint completion by a Custom Home Care Ltd. manager and a representative o

provider.

Joint shadow visit(s) undertaken: ) .

(Please indicate number of joint shado| YESA NOA No. of visit(s):

Visits)

If NO, please indicate reason(s

Iltem Handed Over| Discussed

Personal CaRian A A

Materials handed over or discusse( Communication Log A A
Medication Record A A
Deta_lls c_)f prescribed A A
medication

Provision made for return of Comm - n

Log to Custorhlome Care Ltd.? YES A NO A

How will the Comms Log be returnq

to Custom Home Care Ltd.?

If NO, please indicate reason(g

Property belonging to Custom YES A NO A NA A

Home Care Ltd. removed

If NO, please indicate reason(g

Custom Home 8:féoft1dH0me

Care Ltd. Ma n a'g er

HE NS e Signature:

Rep. New Care iz NeV.V Care

Provider P_rOV|de|

' Signature:
Date: Time: am/pm
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Health and Safétifire Policy

Purpose of this document

This document ensures all staff are aware of potential fire risks &ire FReegulddioresjuire all Domiciliary Care
Agencies to observe specific requiréomedtge the risk of a fire occu@usgom Home Care Ltd. has followed
these regulations accordingiptect staff, clients and other people wdrecoayeCustom Home Care Ltd. and its
related activities.

The Fire Procedures Policy is availableadehafthem be aware of potential fire feamhrdsks. The policy also
informs staff of what to do in the case of a fire and how to best ensure the safdtard dibats,

By following the Fire Procedures Policy, staff will utilise the most effective weapon in firefighting, namely, prevel
How Fires Start and Spread

For a fire to start, three things are needed:

1) A source of ignition.
2) Fuel.
3) Oxygen.

If any one of these is missing, a fire cannot start. Taking measures to avoid the three coming together will there
reduce the chances of a fire occurring. The main source of oxygen for a fire is in the air around us. In an enclos
this is proded by the ventilation system in use. This generally falls into one of dypatatagaiéew through
doorswindowsa nd ot h e2mechanieal dir canditipning systems and air handling systems. In many buildin
there will be a conaltion of systems, which will be capable of introducing/extracting air to and from the building.

Fire is spread by three methods:
1) Convection

Fire spread by convection is the most dangerous and causes the largest nuemblededtimjuifében fires start in

enclosed spaces such as buildings, the smoke rising from the fire gets trapped by the ceiling and then spreads |
directions to formeaerdeepeninigqyer over the entire room space. The smoke will pass through any holes or gaps
the wallgseilingand floor into other parts of the building. The heat from the fire gets trapped in the building and th

temperature rises.
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2) Conduction

Some materials, such as metal shutters and ducting, can abstrenbest iatalthe next room, where it can set fire

to combustible items that are in contact with the heated material.

3) Radiation

Radiation heats the air in the same way as an electric bar heater heats a room. Any material close to a fire will :
heat until the item starts to smolder and then burn.

Smoke produced by a fire also contains toxic gases which are harmful to people. A fire in a building with moder
fittings and materials generates smoke that is thick and black, obscures vision, causes great difficulty in breathi
can block the escapates. It is essential that the means of escape and other fire precautions are adequate to ens
that everyone can make their escape to a place of total safety before the fire and its effects can trap them in the
building.

Protection from a Fire

There is a shared responsibility for fire prevention between Custom Home Care Ltd. staff, clients, and/or the ow
landlord of a residence if different from the client.

Custom Home Care Ltd. acknowledges that we are as|
workplaceslowever, we have a responsibility to ensure the safety of our staff as well a® ahthsey wkcare
supportWe thereforausftind the appropriate balance between those aspects. Custom Home Care Ltd must ensul
that environmentssaéeb ut t hat equi pment and procedures do no
abilities.

A fire risk assessmisrgssential. This will be carried out by a Senior Care Worker in every home in which we prov
support. The outcome of the fire risk assessment will determine the extent to which Clstistafiamee Care

directly involved in fire prevention procedures and which procedures will be implemented.

The risk assessmenist be completed at the commencement of client services and therein after, annually. A cop

which is to be kept on file in the main office by the HealthGifideBafety

The original assessment is to be kept in the Client User Handbook.

Fire Risk Assessment
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Please see the document Risk Assessments for the fire risk fassesSnenthe assessment has been
completed,ine Manageor another responsible person must use the information to determine the level of interver
required by Custom Home Care Ltd. staff on a regular basis to ensure adequate fire prevention procedures are
implemented and are appropriate to need(s).

FireLogbook

Custom Home Care Ltd. provideslaglir@ok(produced for each house annually and available on request). Itisto k
completed from the commencement of service to the client and therein after, annually. It should bei kephwitldnstl
own home. The Himgbookas numerous recording tools for staff and clients to use to ensure that adequate fire

prevention procedures are followed as identified by the fire risk assessment

The Firekogbookontains the following where appropriate:

>\

Fire Safetylan.

Means of Escape Checks.
Fire DrillRecord.

Fire Extinguisher Checks.

>\ >\

Smoke Alarm Checks.
Other Fire Equipment Checks.

Contractor Serviclkgcord ser vi cing i s the responsibility

> > > > >

Staff Training Record.

The Fire Saféd®yan

This fire safety plan will detail:

How to minimise the risk of fire.
Basic fire safegquirements set out in the tenancy agreement.
What to do in the case of a fire.

How to raise the alarm.

> > > > >

Means of escape.
Means of Escape Checks

A Check the property to make sure that there isipobuildbish or other material, which might block
corridorgupboardsy stores.

A Ensure that any room or cupboard which contains electrical efgysdepisclear
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Fire DrillEscape Plan Record

A Itis recommended that a fire drill is carried out at least twice a year. If the assessment has determin
a drill is not required there should be an escape plan instead. The escape plan must be discussed w
Clients at least twice a year.

A Once a drill has been carried out the record must be completed identifying the time the evacuation tc
place, the length of time the evacuation took and any action which mdydeateqllitieel fire
brigade for the purposes of a drill as it is an offence to do so.

A Care Workers/Senior Care Workers must clearly explain and demonstrate basic fire prevention rules
Clients so they may remain safe in their homes. This should be done at the commencement of servic
should also be repeated as and when necessar)
mi sso.

Fire Extinguisher Chedigsresent)

A Test each extinguisher provided monthly, visually examine them to ensure that there is no corrosion,
nozzle is not blocked, the safety pin is not bent etc.

A Record the last service carried out by the approved contractor and when the next service is due

Smoke Alarm Checks

A Smoke alarms should be cheekethriyand it is suggested that they be checked monthly, however this
may differ according to recommendations. How they are checked will also differ in each scheme acc
to the recommendations.

A Where appropriate, ensure that the position of any magnetically held doors, automatic opening smok

or windows are returned to their normal position after the test is complete.

Other Fire Equipment Checks

A Carry out monthly checks of any other fire equipment that may be within the home e.g.

Emergency lighting, fire blankets, firanthogmstic retainers etc.

ServicinRecords

A Clients or the clientds representative must ¢

the intervals specified in the fire equipment maintenanteteshtrecutomatic fire detection
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equipment. Equipment that has not been serviced must be recorded and measures taken to ensure
servicing takes place.

A A Certificate of Inspection is to be kept within the Client Handbook for each client and recorded in the
Log Boak

Staff Training Record

A Itis important that staff and clients, if appropriate, receive the opportunity to discuss and review fire
on a regular basis. The fire service recommends that new staff are given instruction twice within theil
month of employment on firemitem and the procedures applicable to the home they are working in.

A Thistrainlmpay be provided oO6formallyd or 6informall

ensure all staff have had the opportunity for training.

Fire Safetyquipment

A Fire Notices
- Make sure you are familiar with the fire pr
- For domestic home environments no procedures will usually be on display. However, all staff shc

familiar with evacuation procedures.

A Equipment
- For your own general safety and that of your fellow workers and clients do not prop open fire doors
not tamper with firefighting equipment where present.
- Damage or misuse of fire doors and firefighting equipment must be reperiddriaghe
- Be aware of the procedure if you finde ficay to raise the alarm.

- In the case ofiiee,you should be aware of the position of the nearest fire extinguisher.
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Fire Extinguishers and Fire Equipment

The company will provide ermantgible extinguishers for the main office that must be properly labelled.

FireExtinguishers

Note that Custom Home Care Ltd. does not expect staff to attempt to fight fires. However, all staff should be far
the location of any equipprevided in cateey need to tell other people such as a member of the fire authority.
Advice from the local Fire and Emergency Service is to ensure staff raise the alarm and get to safety and be rez
inform members of the Emergency Service of the specifim&taacesaelating to the scheme. Individual staff

should not compromise their ogty bgftaking any unnecessary or inappropriate risks.

Fire Precautions

One of the greatest hazetdsh could affect a place of work or home is fire. The main purpose of fire protection
| egislation is to safeguard I|ife. It is Custom Ho
injury, loss of life or damage duedwthineak of fire.

Emp | Regspandbditiésffice location)

Custom Home Care Ltd. will endeavour to ensure that:

A All employees receive instruction in FirenB#tfsty, including the following topics, in Ifidaiciiog

Means of raising the alarm.
Means of summoning the Fire Brigade
Location of fire appliances

Evacuating the premises

> > > > >

Inrhouse refresher trainiilgthen be carried out annually.

>

All firefighting equipment is checked regularly and examined/maintained by a competent person annuall

A full fire evacuation drill is arranged at least once in every 12 months

. >

A Records are kept regarding fire prevention activitiesn@reiaingenance) and any fire incidents in the Fire
Log Boak

A Smoke detectors should be tested and checked every month

These duties are the responsibility of the Health aDffiSafetytiene Manager
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Fire Procedures (office and Client home)

A specific evacuation procedure exists for each work area, but in general terms the rules are:

Priorities on discovering a fire:

1. Raise the alarm by shodiiRgand activate any electrical fire alarm.

2. If possible, isolate the fire by closing the door to the room after exiting.
3. Dial99%to alert the Fire Brigade.

4. Assist with the evacuation of others if it doesprotmise your own safety.

NBad staff should be aware of the priority of Client evacuation upon the advice of a qualified member of the fire
authority (for more advice contact your local fire authority and request a visit).

On hearing the alarm raised:
1. Check that the fire is not in your area.
2. Remove self to a place of safety/Fire Assembly Point.
3. Assist with the evacuation of others if it does not compromise your own safety.

4. Ensure the Fire Brigade has been called.

For further information, see the Emergency Evacuation Plan below.

When the Emergency Services arrive, be ready to provide details about the property so that decisions can be nr
dealing with the fire. Information such as the number of people left in the building, their physical ability, location
bedroonif(appropriate and at night) or last known location, position of firefighting equipment, position of mains s

particularly, gas and electricity.
Emergency Fire Evacuationi RI&C Ltdb60 City Roa82 1GE

Office Staff Trained in Fire Safaty:

VW Susan Smith
¥ Coral Grant

¥ Katia Davis (reserve).

Location of Fire Log Book

Y Kitchefi 2rddrawer of plastic cabinet under bench to the left of the sink.
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Location of Fire Exits

Fire Exits are marked with the following sign:

ER<L2

Y Front Door.
¥ Back Sliding Door.

Y Window in Registered

Assembly Point

Manager 06s

Of fice.

The Assembly point sign is located on the wall facing the front door upon entry to the office.

In case of fire your
assembly point is:-

The location of the assembly point is:

¥ Forecourt of Autotronix Vehicle Diagnostics.

Fire Safet§equipment:

Kitchen

VW Smoke alarm.

VW Fire blanket on wall to |eboier.

Hall

VY Smoke alarm.
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Main Office

¥ A powder fire extinguisher is located on the floor inside the doorway next to cabinets marked above with

following sign:

k2

SRR

Safeguards

¥ Once the office becomes occupied, the front door and backreliiilg diolocked for ease of egress.

Action on Discovering a Fire

There are two smoke and fumes detectors in the officé pbtvai;and a staff member discovers a fire, the
following should be observed:

¥ Raise the alarm by shoutikgi r e , fire, firelo
¥ DO NOTearch for the origin of the fire.
¥ Call the fire brigade by di@88g

Action on Hearing the Fire Alarm or Verbal Warning

If the fire alarm sounds or a verbal warning is given, staff are required to fpHowabke below

Leave their area of work by the nearest fire exit.
Gather at the assigned assembly point.

Adhere to any instruction given by the Fire Marshals.
DO NOPDlock fire exits.

DO NOWaste time by collecting personal items.

DO NOTeturn to the building until giverll tHieaiby the fire brigade or attending Fire Marshal.

T & & © © € ©

At this point in time, staff numbers are insufficient to warrant a roll call. When staff numbers increase abt

required level, a staff roll call will be implemented.
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Calling the Fire Brigade

Y After raising the alarm ring the fire brig#fe on

\S

Give details of the address:
560 City Road, S2 1GE.

Opposite City Road Cemetery.
Accessed through the double iron gates next to Autotronix Vehicle Diagnostics.

Code for gated®14unless already open.

T & © ©

1stbungalowown the drive

Helping Visitors, or Individuals with Mobility Problems

Fire Marshals wear high visibility vests visitors must follow their instructions.
DOescort visitors and members of the public out of the building.

DOassist anyone with mobility difficulties (Disabled staff have a Personal Fire Evacuation Plan).

T © & ©

If there is a disabled or injured person who cannot leave the building, tell tieXAE T disbed] they
are. This information will be passed to the fire brigade and the evacuation of the individual made a priori
feasible.

Attempting to Fight the Fire (if safe to do so)

¥ A staff member m&VER ut t hemsel ves in harmbés way.
¥ Prompt use of a fire extinguisher can prevent a minor fire becoming a major incident.

V¥ If a staff member encounters a fire, they must only use a fire extinguisher if it is safe to do so and they h

trained in its use.

¥ They must leave as soon as the extinguisher is empty or if the fire grows.
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Fire Safet®ffice Layout

CUSTOM HOME CARE LTD. FIRE SAFETY
560 CITY ROAD BACK
S2 1GE

FIRE EXIT

RECISTERED MANACER'S OFFICE

MAIN OFFICE

EXTINGUISHER

i

FIRE BLANKET SMOKE ALARM

BATHROOM

L

SMOKE ALARM

KITCHEN

FIRE EXIT

FRONT
‘ ASSEMBLY POINT
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Health and Safétglicy

Custom Home Care Ltd. regards the promotion and effective management of health and safety measures as es
all staff.

It is therefore our policy to do all that is reasonable and practicable to prevent ill healtmddesuagkeibjury

property arising from the work of Custom Home Care Ltd.

In so far as it is reasonable and practical to do so and where it is within our control we will provide and maintain

Safeand healthy working conditions.

Adequate trainjrigstructiomformatioand supervision.

Work equipment which is safe and appropriate for the use intended.
Safe working practiggecedureand controls.

Opportunities for consultation on bafdtiiand welfare matters.

T & & C © ©

Adequate arrangements for reporting adcigeigtsand dangerous occurrences.

This policy, the organisatiuttureand the arrangements in place to manage health, safety and welfare are subjec
periodic and ongoing review and are therefore subject to change.

Directars Responsibilities

The ultimate responsibility for Health & Safety restomitati@ErectorHowever, in practigis responsibility is
delegated to certain individuals within Custom Home Care Ltd. The He&lterarch$ébetgustom Home care
Ltd. is seen in Appendix 1.

The Managing Direttas the overall operational responsibility for Health & Safety matters within Custom Home C
Ltd.Day to day oversight of that responsibility is however deleBagidteréNanagemwho will undertake the
role of nominated officer and appointed person under the Heallegishi®afety

TheRegisterelanagenas c¢cl ear responsibilities for epolgwis i ng

understood and observed by all staff within their operational control.

Alloffice staffill be responsible for ensuring that:
Communication and Consultation

A The Health and Safetyicy Statement is brought to the attention of all employees.
A Information concerning safety is communicated to all employees and any matter concerning safety raise

employee is investigated and the appropriate action taken.
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A The Health and Safefficer is advised of any safety matter which cannot be effectively remedied.

Custom Home Care Ltd.

>

Any meetings regarding safety are organised as and when required.
A Any matter concerning Health andraisfetyby any employee or client under their support is communicated

to the appropridtme Manager

Systems of Work

A Safe systems of work are implemented so that all work within the area under their control is carried out i

accordance with Statutory and in - house Regulations and relevant Codes of Practice.

Accidentand Il Health

A All accidents arising out of the work activity are thoroughly irecstigated, reported as detailed in the
acciderincidenteporting procedure.

Equipment and Facilities

A All areas of the service under their control are maintained in a condition that is safe and without risk to h
that any defective equipment or facilities reported are, where necessary, taken out of use until repaired
replaced or appropriat@ads takei®ffice employees are required to congaktssessmeitisplay

Screen EquipmémdorkstatioBhecklist form.

Emergency Equipment

A All first aid and fire equipment is in a good condition, adequately maintained and readily available for use

Hazardous and Dangerous Substances

A Al staff safely handisg,and store any hazardous substances in accordance with established rules and

procedures.

Monitoring

A Continual monitoring of the effectiveness of the Safety Policy is undertaken and any necessary changes
made and maintained in line with development.

A Support is given to enable staff to implement all aspects of the Safety Policy.
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All monitoring procedures are co-ordinated, tlexaesinksind action taken in any area shown to be a
hazard or not complying with statutory legislation.

Regular inspections of equipment, as required by statute, are carried out and necessary records kept.
Regular inspectigiithe operations within their areas of control is carried out to ensure that the objectives

Safety Policy are being achieved.

Training and Instruction

A

> >

Upon employment, all employees are required to undergo an induction procedure, part of which include:s
trainingn the health and safety policy. This includes the location and use of safety equipment, fire and fir
facilities. All employees are instructed concerning safe systems of work.

Safety trainimghedules are identified and implemeaitéevals under their control

All staff under their control are adequately trained and instructed to perform all the tasks required of ther
aware of all known hazerdsemselves which may exist within the operation of those tasks.

All staff under their control are instructed regarding the provision, location and use of safety equipment &
making every practical and reasonable effort so that employees use the safety equipment provided.

All staff under their control are instructed regarding the provision, location and use of first aid equipment

All staff under their control are instructed concerning relevant safe systems of work.

Employees Responsibilities

All employees of Custom Home Care Ltd., regardless of position or occupation, have general duties under Sect
8 of the Health d®dfetyat Work etc. Act 1974 and other related legislation.

Everyone employed by Custom Home Care Ltd. has a responsibility:

¥ To take reasonable care of their own safety and the safety of anyone else who may be affected t

they do or fail to do at work.
¥ To co-operate with Custom Home Care Ltd. to enable compliance with any legal duty or requiren

¥ Not to interfere with or misuse, intentionally or recklessly, anything provided in the interests of sa

It is important that everyone is aware of their legal responsibilities and work together to achieve a high standard

Penalties

Criminal sanctions apply to the Health andt$sdéetyetc. Act 1974, and it is important that everyone is aware of the

responsibilities under the Act.

Health and Safety Policy © 2014 Custom Home Care Ltd. Pagel310f470



Custom Home Care Ltd. i gi

Failure to observe the requirements of the Health d&aliSagetgl/or deliberately ignoring procedures can have

serious implications that may well result in seriotiseifgligwing action will be taken against individuals who ignore

or deliberately undermine Custom Home Care Ltd. ds

1. Action Taken by Custom Home Care Ltd.

An employee will be liable to disciptitiany if he/she is found to have acted in any of the following ways (Please nc

this list is not exhaustive):

¥ Wilful damage to, misuse of or interference with any item provided in the interest of health, safety or we
work including the defacing of anysigbgel, warning device.

VY Misuse of chemicals, or hazardous substances or toxic materials.
¥ Horseplay or practical jokesthean accidemiccur®r not

¥ Making false statements or in any way deliberately integfddagagifiollowing an accatetdngerous

occurrence.

¥ Wilful breach of Health and SRdédsg.

Following a thorough investighsiciplinargction may ultimately result in disrdegsahding on the seriousness of
the offence.

2. Action Taken by Enforcing Authority
Should a serious accidetncident occur at work, an inspector from an Enforcing.4utteaitly and Safety
Executive, Environmental Health Officer etc.) may decide to carry out their awn investigation

Following the investigatioey may decideattagainst the organisation or an individual employee. This may result in

prosecution within a Magistrates Court or even a higher court depending on the seriousness of the offence.

A person found guilty of an offence relating to a breach of the Health & Safety at Work Act may be liable on sun
conviction to a maximum fine of £20,000 sixeionéprison sentendgonviction at a Crown Court can lead to an

unlimited fine and/or two (2) years in prison.

From January 2a08Health and Saf€@yfences Act 2009:

¥ Raises the maximum fine which may be imposed in the lower courts to £20,000 for most health and safe

offences.
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¥ Makes imprisonment an option for more health and safety offences in both the lower and higher courts.

¥ Makes certain offences, which are currently triable only in the lower courts, triable in either the lower or |

courts.

Health and Saf@®yles - General safety in the workplace

This section covers the following topics:

Protective clothing and equipment
Vehicles

AccidentHealth and Welfare
Notices

Manual Handling

> > > >y > >

Fire Procedures & Safety

>~

Risk Assessment

COSHEH Control of Substances Hazardous to Health
First Aid

Accident/Incident RepoitRiIPDOR

Contractors Arrangements

>~ >~

Electrical Safety
Gas Safety

> > > > >

Infection Control Policy

The following rules cover the main areas of your working environment.

Due to the constantly changing environment fn a c¢
Health and SafetyWork, but if you raadjerstandnd follow the rules below you will be helping to comply with your

legal duty and contributing to the safe running of your workplace or home.

If you do not understand what is expected of you or if you are unsure about the safety ruire Sferadgieryour

or Health and Saféfficer as soon as possible.

General Safety in the Workplace

¥ Avoid any obstruction of passageways or stairs or creating tripptritpbatrels

¥ Never leave cables trailing across floorsiecésssirgnd then only if the appropriate warning sign is used.
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V¥ Itis important that your work area is kept clean and tidy and that you pay attention to the general housel
of the workplace/clientds home by regularly re

¥ Spillages must be cleared up as soon as possible.

Protective Clothiswgd Equipment

¥ Protective clothing and equipment are provided where necessary for your personal protection. Any loss,

misuseor fault with these items must be reported to your Line Manager as soon as possible.

VY Theyshould beusstdyeda nd mai nt ai ned in accordance with m

Vehicles

¥ Never drive a company vehicle if you are not authorised to do so and for which you do not hold the appr

licenseCompanyehicles are fitted with a tracker for safety and insuranc@\NButpasesss use only).

¥ Only use vehicles for the purpose they are provided and within operational guidelines. Do not overload tl

beyond recommended capacities or carry unauthorised passengers or loads.

¥ If you are suffering from a medical condition or illness that could affect your driving or operating ability o
have consumed algoholyou must noverseer drive any company vehicle.

¥ Always check your vehicle prior to use according to any laid down guidelines.

¥ Do not try to alter or tamper with the vehicle. Itis a criminal offence to use a mobile phone whilst driving

phones must not be used when driving on Custom Home Care Ltd. business.

Traffic Offences

¥ Any financial penaltidimes incurre@.g.parking, speeding or other road traffic offences will be the sole

responsibility of the individual staff member

¥ Custom Home Care Ltd. will not reimburse any fines imposed on individual employees that may be incul

whilst driving on Custom Home Care Ltd. business

VY Road traffic offences imposed on individual employees may also become the subjactiohdisciplinary

including the possibility of dismissal
Accidents

¥ All injuriesr accidents must be reported thigeuvilanager

¥ Always seek medical attention, no matter how slight your injury may appear and always ensure that detz

your accideanhd/or injury are entered in the Accideas Book as possible after the injury or accident.
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¥ All accidents and dangerous occurrences must be repottiee tolgoagerherever they occur.

VY If you suffer from any medical condition which could affect the safety of yourself or others you must infor
Line Manager the Health and Sag@ftycer.

Y If you are taking any prescribed medidatiorrould affect you, especially if yowdhiaegou must
inform yowine Manager the Health and Safficer.

Y If any company property is damaged this must be repottiat thlgnager

¥ If you see a situation in which a potential acaideeturor an injury could be sustained you should report

this to yoltine Manager the Health and Safgffjcer immediately if you cannot effectively deal with it.
Notices

V¥ Instructions and safety information about domestic appliances and household equipment must be read ¢

always observed

¥ You must comply with hazard and warning signs and displayed notices.
Manual Handling

Please see thiéoving and HandlRalicy

Fire Policy

Please see separate policy.

Risk Assessment

The Management of Health and &aféork Regulations 1992 (and subsequent amendments) impose a specific du
on employers to carry out a suitable and sufficient assessment of potential risks to the health and safety of emp

anyone else, arising out of a work activity.

Ri sk assessment must be carried out by a competen
employees carrying out risk assessments are competent to do so, and with this in mind guideénes and training

available for all staff of whom this duty may be required.

It is the aim of Custom Home Care Ltd. to devise and implement safe systethscefrigiekas far as is

reasonably practicable.

Definition of a risk iftTeanlkeerd ifkred m h@roaln @ thias Heeael thhar
realisedThe EXTENT of the risk covers the number of people affected and the consequdreresdiaitkem
reflects both the LI KELI HOOD and SEVERITY of the |
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Safe Systems of Work

Toestablish a safe system of work it is necessary to carry out a riskfAassasassanent of the risks in the
workplace can be obtained by using the following 5 steps:

1) Look for and list all hazards

2) Decide who might be harmed and how.

3) Evaluate the risks and decide whether existing precautions are adequate or whether more should be dol
4) Record your findings.

5) Review your assessment and revise it if necessary.

Remember:
HAZARDneans anything that can cause harm, e.g., chemicals, electricity, client.

RISKis the chance that somebody will be harmed by the hazard.

Separate procedures exist to assess the hazard and risk due to the behaviour of clients, ethosgare Plans and
procedures form part of the overall risk under Health.and Safety
Please see the separate doclRimnAssessment Form for Client and Care Worker.

Pregnant @nen

The Management of Health and &afétrk Regulations 19B@gulations 16, 17 and djuire a further risk
assessmemthere the work is of a kind that could present a risk to new or expectant mother$iue tiskir babies
assessment must include an assessment of stctoishdy with tiegulationthe woman must notify the
employer in writing of her pregrthatghe has given birth within the fash#isgr she is breast feeding.

Control of Substanétsardous to Health (CQSHH

Due to the nature of the work undertaken by Custom Home Care Ltd., there are unlikely to be many substances
COSHHvill be relevakitn exampl e of Custom Home Care Ltd.ds CO
Appendix 2.

Using chemicals or other hazardous substances at

So,the law requires employers to control exposure to hazardous substances to préec@oifitie aith
Substances Hazardous to Health Regulations 200P{l&Csddidratiuties and responsibilities on Custom Home

Care Ltd. and its employees.
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Custom Home Care Ltd. shall try to limit exposure to and, where necessary, monitor the udeazbedigigstances
to healthCarewill be taken with the introduction of new substances and the risks will be assessed as required. It |
responsibility of time Managéndividual homes), the Health and Gffifety (offices), to ensure that the

regulations are adhered to.

Custom Home Care Ltd. shall also ensure the cdliettidatehformation on the toxicity and potential bfizards
substances used by the organisation wheni€@&hbnForexampleyhere there is a warning label on products
This information shall be collated by the Health a0iSafetyd will be available to the appropriate responsible
person(s).

Risk assessmenmitil be carried out on any new products in use, even if in conclusion it is found that there is no

significant risk, this will be recorded on an assessment form and kept for future reference and monitoring purpo:

Custom Home Care Ltd. shall ensure that:

¥ Where a risk is identified, control measures are implemented.

¥ Dangerous substanaes stored as recommended by the manufacturer.

¥ Incompatible substances are kept at different locations.

¥ Employees are notified of any specific precautions needed for the use of any substance.
¥ Employees are provided with adequate protective clothing and equipment

¥ Exposure is kept to a minimum.

Custom Home Care Ltd. shall also monitor the implementation of the policy and related procedures to ensure th

continued effectiveness.

It is the responsibility of the Senior Care Mferkdanagand the Health and Saificer to ensure that risk
assessments are carried out and the above requirements adhered to.

Hazardous Substances

Hazardous substances include:

¥ Substances used directly in work activities such as adhesives, paints, cleaning agents.
¥ Substances generated during work activities such as fumes frosoldelitigg or

¥ Naturally occurring substances such as grain dust.
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Y Biological agents such as bacteria and othergainisons which can be found in nearly all working environments.

Examples of the effects of hazardous substances include:

Y Skin irritation or dermdtésause ckin contact.
¥ Asthmdecause afeveloping allergy to substances used at work
¥ Losing consciousnbssause difeing overcome by toxic fumes

VY Infection from bacteria and other micro-organisms.

Custom Home Care Ltd. provides support to clients ihahestlmvafore, our workplaces are domestic homes
wheranostoutine substances encountered will be those that are typically uAedathmaeommercial

substances used, the presenpetfof a warning label will indicate whether G@&ENANt. For example, there is

no warning | abel on ordinar workymws @lo Ind twasalvien g ou

but there is a warning label on bleach, and so COSHH does apply to its use in the workplace.

Summary of COSHiquirements:

Assess the risks.
Decide what precautions are needed.
Prevent or adequately control exposure.

Ensure that control measures are usediatained.

T © & © ©

Prepare plans and procedures to deal with acaigimisgnd emergencies.

¥ Ensure that employees are properly informed, trained and supervised

Notedt he HSE gui dance includes a further two requir.:

appropriate health surveillanceb6.

Due to the nature of the work of Custom Home Care Ltd. these two specific requirements are not therefore

detailedMonitoring and surveillance of substances used at work will be undertaken by responsible persons.

Step 1 Assess the Risks

Decide whether there is a problem with the substances being used, or to those which empldyessiske exposed
assessmemtill identify the hazardous substances in the workplace and consider the risks these substances pres

peopl eds heal tdontractorard vigitor€eganing angd btheynmiatsnance tasks will be included as
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well as consideration that certain groups of people could suffer more from expoistoe ékamptbgnegnant

women.

Senior Care Workers or other qualified staff wild./l

do the assessments for the office.

Employees will have detailed knowledge of what really happens in the workplace and should therefore be enco
play an active part in the risk assessomags. Employees and safety representatives must be informed of the resu

of the assessment.

Where information is required about products and substances used which cannot be obtained from the data prc
the product (usually on the packaging label) then informatioregestedotom the Health & Safety Officer using
the COSHAroduct Data Sheet (&ppendix 2 Custom Home Care L&dControl of Substances Hazardous to

Health (COSHH) Product Data Jorm

Step 4 Decide what Precautions are Required

If you identify significant risks, decide on the action you need to take to reduce or remove them.

Keep a record of the main findings of the assessment using the risfoass@dseneabrd should be made as

soon as practicable after the assessment and contain enough information to explain the decisions you have tak
whether risks are significant and the need for any controAfseasa@sl the actions that employees and others

need to take to ensure hazardous substances are adequately controlled.

Step 3 Prevent or Adequately Control Exposure

The COSHiggulations require you to prevent exposure to substances hazardous to health if it is reasonably pra
to do so.

There are likely to be few substances used in the work of Custom Home Care Ltd. that will requifeocontrol meas

those substances that require control then ways of controlling exposure might include:

Changing the process or activity.

Replacing the substance with a safer alternative.

C © C©

Controlling exposure at source.

¥ Provide personal protective equipment.
Or any combination of the above.

Feedback from employees is likely to be an important consideration in prevention and control as will be the resy

reported incidents that may require the risk asse$smmenised.
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Step 4 Ensure that Control Measures are Used and Maintained

Employees are required to make proper use of control measures and tolrieyeoM aledeenre responsible for
ensuring that staff do use the control measures and repOdrdefenteasures are required to be kept in efficient
working order and in good repair.

Step 5 - Plans and Procedures to Deal with Abwdaritsand Emergencies

Due to the range of level of ability and understanding of our service users it would be appropriate to consider a
procedure and response to accimherdentsand emergenciéscal procedures should include warning and
communicatisgstems to enable an appropriate and immediate Eesfadnserocedures will be determined by the
risk assessmaeantd will include some aspects of the individual care plan such shataessdoe degree of
actual support provided, t dtedocalplahs williindluda dontactidetaen t 6 s
& where, what steps to take to ensure the safety of those concerned, how to restore the situation to normal and

arrangements.

Step 6 - Ensure that Employees are Properly Informed, Trained and Supervised

You should provide employees with suitable and sufficient imétnuctib@md traininghich should include:

The names of substances they work with or could b aqubteeirisks created by such exposure including:
Access to any safety data sheets that apply to those substances

The main findings of your risk assessment

The precautions they should take to protect themselves and others includuigjtersalal/ees,
contractors

How to use personal protective equipment and clothing provided

Emergency procedures which need to be.followed

You should adapt and update the inforimsttioctjormnd training take account of significant changes in the type of
work carried out or work methods used. You should also ensure that you provide information that is appropriate

level of risk identiféedl, in a mannand form in which it will be understood by employees.

First Aid

We have duties under the Health andHeseyijdRegulations 1981 to provide adequate facilities and equipment to

enable first aid to be rendered to our employees should they sustain injury or become ill at work.
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Our First Arovision takes account of the number of persons employed, the size of our establishment and the h:

and risks involved in our activities.

FirstAidPersonnel
The Regulations specify 2 classes of Frestsdithel. These are:

Appointed Persons

Where the risk is minimal a person without specialayair@rappointed by the employer to take charge of an injury
or illness. Should a serious injury or major illness occur in the workplace this person will have the responsibility
summoning headp. calling an ambulance. This person should have had instruction in resuscitation, controlling ble

and the care of an unconscious patient.

First Aiders

A First Aidés a person who has been trained and holds a curre@éFiifitailissued by an Organisation or
employer whose traiming qualifications for First Aiders were at the time of issue of the certificate approved by the

Health and Saféyecutive for the purposes of the Regulations.

The number of first aid personnel will take account of anticipated absences such as annual leave and training

requirements.

There must always be at least an Appointed Person on the premises duringltwerdtasiy flolerthat all staff

have received instruction to become an Appointed Person.

First AidBoxes

First aid boxes will be made of a suitable material and so designed as to protect the contents. All boxes will be ¢

marked, with a white cross on a green background.

All first aid boxes will be stocked in accordance with the contents list which is included within thigeséstion. This li

the requirements of the Regulations. Only the contents as specified within the list should be kept in the boxes.

All establishments will need at least one first aid box. Each box will be placed in a clearly identifiedend readily ¢
location. Every First Addekppointed Person will have accessénsaehe first aid box. Cost for replenishment of

First Aithox contents will come from R&R.
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First Aithformation

The regulations require employees to be informed of the arrangements that have been made in connection with
provision of first aid including the location of edaqitiesgnd personnel.

Information on first aid will be included in the induction programme for any new employees and existing employ

informed of any changes which are made.

First Aidits Contents List Guidance

The guantities of each item depend upamkiplac&Sometimes the regulations change or are updated.

Essential items to be included:

General guidance leaflet on first aid.

Individually wrapped sterile adhesive dressings (assorted sizes) appropriate for the work environment.
Sterile eye pads.

Individually wrapped triangular bandages (preferably sterile).

Safety pins.

Medium sized (approx. 12cm x 12cm) individually wrapped sterile unmedicated wound dressings.

Large (approx. 18cm x 18cm) individually wrapped sterile unmedicated wound dressings

C & T © © © © ©

Disposable gloves

Where sterile water or sterile normal saline in disposable containers needs to be kept near the first aid box bec:

water is not available, at least the following quantity should be kept

Y Minimum container si2éoml

Y Minimum amount - 900ml.

Additional first aid material may also include:

Antiseptic wipes.
Blanket

Face shield

T & T C©

Scissors
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17} Tweezers

1] Notepad and pencil
1Z] Clips (for bandages)
2] Clear/fabric tape.

The quantity of each item isdeteemined by the Health and &xfietgr according to the number of employees at

the individual workplace. Monthly checks of the contents should be carried out. First aid kits are provided for the
employees onAny first aid materials required by clients should be provided separately. The Health and Safety O
to check the expiry dates on items on a regular basis.

Travelling First Aids

A travelling First Ridshould be availahieehicles used to trans@tientsor where activities are taking place away

from the home environneegtholidays. The contents of small travelling first aid kits should include:

6 x Individually wrapped sterile unmedicated adhesive dressing
1 x Card giving general first aid guidance

1 x Large sized sterile unmedicated dressing

2 x Triangular bandages

2 x Safety pins

Individually wrapped moist cleansing wipes

T & © © © © ©

Disposable gloves

Other necessary items may include:

¥ Protective plastic aprons
Y Papetowels.

¥ Disposable plastic waste bags.

Infectious Diseasa®l First Alrecautions First Aiders Should Take

See separate policy of Infection Control Farstsid related circumstances.

First Aiders must continue to take the basic hygiene precautions which are part of standard first aid procedures

the risk of contracting/transmitting infections, and conditions such as AIDS.
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Examples of the necessary standard precautions which our First Aiders are required to follow, are these:

¥  Always wash hands before and after applying dressings.

¥  Always, before treating any casualty, cover any exposed cuts or abrasions on their own skin with a wat
dressing. When treating a wound, any persauffdring from skin disease, chapping or an open or
unhealed wound of the hand which cannot sensibly be covered with waterproof dressing should wear
disposable gloveéster use, these gloves must be disposed of properly.

¥ Whenever blootusbe cleaned up, always wear disposable plastimgkkseand protective eyewear
and an apron, and use paper towels. After being used to clean up blood the items used must be placec
plastic bags and disposed of safely, preferably by burning

1] Soiled clothing will be washed or cleaned in the normal way.

¥  Any area of the work environment where blood has been spilt will be disinfected by a mixture of 1 part
10 parts of water, taking care to protect expodetkskssary, mopping up will be done using paper
towels soaked in bleach solutidefemgercontaminated areas for thirty minutes before removal and
destructioThe wet area must then be dried thoroughly.

¥  As soon as possible wash their hands in soap amdwaghrany exposed skin that has been in contact
with another personds bl ood.

¥  Always wash as soon as possible in clean cold tap water if thedipgiepoeyes have been in
contact with another personds bl ood.

1] If a cut or puncture wounecisived when treating a casualty always wash thoroughly afterwards and then
seek medical advice.

7] Give mouttomouth resuscitation if judged necessary in any idegiglewithhold it in an emergency
when anot her p e rNs case®fsinfettionfhas beea ngported from any pait sf khe world

because gfiving moutle-mouth resuscitation.

Mouthpieces may be used for resuscitation, but the sorididaimvagsay be used only by First Aiders who

have had special traimintdeir use.

Accident/Incident Reporting and Ree®thiROR

All employees will be instructed in dowdarit reporting procedures during induction, and the completion of Custo
Hom&Care Ltd. 6s Injury or Danger ous d@iegdnductiore lhiseveryRe p o

empl oyeeds responsibility to ensure that this doc!

The Administrative Manage(where necessary) inform the Health artex8ateiye if the accideiryor

dangerous occurrence is notifiable under current legislation. Notification will usually be made through the intern
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AccidentsAction to Take

All accidents involving personalshguriyl be reported to the immediate supervisor and to theFkppAiaed
Person. An assessment should then be made of the seriousness of the injury by the immediate supervisor and
the First Aider or Appointed Person can cogdéitnithoita serious nature or if there is any doubt, you are

recommended to send the injured person to the nearest hospital for appropriate treatment.

If the injury is of a minor nature first aid treatment should be giventhisjtfidoniogtant that the Accident Book

is fully completed either by the injured person or a responsible individual on his/her behalf.

If the injury is of a serious nature and the person is taken to hospital thesheeittebe Boakpleted and the
incident reported tolthree Managand the Health & Safety Officer.

Accident® Clients, Visitors and Members of the Public

Should a non-employee suffer injury in our working environment, the circumstances mustlierbfsorsegtto the
and a thorough detailed investigaigirbe carried out byLihe Managas soon as is practicable following the
incident. In the absence dfiteeManageand if further medical advice or treatment is necessanytiadin the
person should be advised of the aticaidaint.

The procedures for recording the details of theraedeas stated previousigddition, if the injury is to a client,

a Personal Accident Record form must .also be comp!

Accident Prevention

It is vitally important that all accidents, incid

and thoroughly investigated in order that appropriate action can be taken to prevent a recurrence.
In addition, any hazard must be reported immeddeelyfiedgnd remedial action taken as soon as is reasonably

practicable.

The Accident Reporting Bbonld be used to notify the Health andDaferyof all accidents, injuneislents,

dangerous occurédences and Onear misses

The Accident Reporting Folimlways accompany an accidgintation but could be completed on its own to notify a

dangerous occurrence or O6near missb©b.

Obtaining Reporting Forms

Accident report forms are available from the office. If the incidemeRHDERORe RIDDOR form is available for

online processinghdtps://www.hse.gov.uk/forms/incAleopy of the entered form must be saved in the appropriate
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fol der on Custom Home Care Ltd. o6s secure server a

Administrative Mandgeiarchiving.

An Accident BosKocated with the FirsBaixlat the City Road office. Any report made in the Accident Book will be
duplicated for digital storage. It is the responsibility of the Administratienstaedlat sufficient forms are

available in the Accident Book. Replacement books are to be purchased online. Once an Accident Book becom
will be archived securely and replaced.

Electrical Safety

We have a duty to comply with the regulations in so far as they relate to matters WITHIN OUR CONTROL.
A risk assessmavitl be carried out for all carers who may use electrical equipment/appliances to establish that it
reasonable for them to do so.

Employers Duties

Empl oyers are required to maintain Custom Home Ca
for use WHEN PROPERLY USEDom Home Care Ltd. is not responsible for maintaining or ensuring up to date
safety certificates/ maintenance certificates for

Permanent Installations

A Custom Home Care Ltd. will ensure that any maintenance work carried out is to the standard
recommended by the current editionnsttithiion of Electrical Engineers Regulations for Electrical

Installations (IEE Wiring Regulations).

A The fixed electrical installations at our premises will also be inspected and tested at intervals of fivi
years or as and when necessary. The ingpectest will be carried out by a professionally qualified
Electrical Engineer, or a contractor approved by the Nation& duspddtibiectrical Installation
Contracting, or a member of the Electrical Contractors Association, or a suitably qualified person a

on behalf of one of these.

A The inspectioertificate issued will be kept in our maintenance records.

Responsibility for the actual arrangements for inspeetsbing will rest primarily with the owner(s) of buildings that
we use. Custom Home Care Ltd. 06s r es p avhoswill bndértakey wi

the work and to be satisfiede installatiomsve been inspected and tested when required.
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Portable Electrical Appliances

Portable electrical appliataetems powered electrically and supplied via an electrical lgahaunid feag
inspectehnd examined by a competent person at regul ar
inspectioshould include a visual examination for defects, as well as tests for earth continuity. \lghist PAT testing
compul soryvy, it is Custom Home Care Ltd.odés policy

operation.

Though not exhaustive, examples of portable electrical items used by Custom Home Care Ltd. include:

Extension cables Projectors Cordless phones Scanners

Desk top computers Television sets Answering machines Electric kettles
Laptop computers  DVD players Mobile phone chargerCD players

PC monitors Radios Vacuum cleaners  External hard drives
Shredders DesKamps Toasters Electric heaters
Printers Photocopiers Microwave ovens Extension gangs

Custom Home Care Ltd. will ensure that all portable electrical appliances are tested prior to use (unless purcha:
with a Guarantee), and annually thereafter.
Extension Cables

Extension cables, which are used both within and outside are probably the most abused plées @irequipment
often kinked or knotted, trodden on, kicked about and generally disregarded as pbibestehblessstisuld be
rewound carefully into their containers or rolled up in smooth coils whheririrusseunwind knots and kinks

before connecting to equipment and electricity sources.

Most importantly connect RCDs (ResiduaD@uwices), otherwise known as trip switches, between the source of
electricity.€.,the plug point) and the plug or other connection on the device.

Electrical Control Equipment
We have a duty under the regulatainays keep access to all control equipment clear and unbhistiadted

ensure speedy access to this equipment for maintenancé peifpesdsoard at the City Road office of Custom

Home Care Lid.inthe cupboard to the far right upon entry through the front of the property.
Empl oyeesd duties

A Employees must not attempt to repair electrical faults (staff will be expected to replace light bulb:

replace electric plug fuses on a like for like basis but will not undertake any other electrical repair
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A To co-operate with management to enable any duty placed on us according to these Regulations

A To comply with the provisions of these Regulations in so far as they relate to matters which are
OUR CONTROL.

A To look for visible signs of damage or fault in equipment.

A To use equipment only for the purpose it was made.

Gas Safety

Badly fitted and poorly serviced gas boilers, cookers and fires can cause gapliesikasiitdssarbon

monoxide poisoniRgsponsibility for the aerahgements for inspeetnwhtesting by a Gas Safe registered gas
engineer wil/l rest primarily with the owner (s) of
will be to co-operate with landlords and comtrectaitsundertake the work and to be satisfied that all gas appliance:
have been inspected and tested when required. Appliances/equipment that will require testing (including a soun

on all gas pipe work from the gas meter to appliances), are:

A Central heating combination boiler.
A Gas hob.

A Gas meter.
Empl oyeeds Duties

All employees who have access to the City Road office will be instructed as to the location of the gas meter anc
emergency control valve (ECV) for cutting off the gas supply in the event of a gas leak.dlivaysRémhust be

accessibldf an individual can smell gas, they must call T@8G2d bh 9%thd take the following precautions:

Turn gas off at the ECV.
Turn off the appliance if you think it is leaking gas.
Open doors and windows to ventilate the property.

Do not smoke or strike matches.

> > > > >

Do not turn any switches on or off.

If an employee feidllshey must visit their GP or A&E department and indicate that their symptoms may be related

carbon monoxide poisoning.

Il n a Clientds Home

It is the responsibility of the owner of a property to ensure that all safety checks are undertaken relating to gas ¢

in the property. If the client does not have thetc@petitg that safety checks are carried out annually then the
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clientbés representative must ensure that applianc:
provided.
I f an incident occurs whilst Custom Home Care. Lt

must be followdHa client is unconscious or appears unwell where carbon monoxide may be suspected, staff are
advised to c8®9immediately and contact Tran€g@06n111 9%thd then follow normal incident protocols. Please

seeAppendix BCarbon Monoxitdormation Sheet

Infection Control

Please semfection Control Policy
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AppendixilCust om Home Car e Hietathyds Heal t h

Management
Committee - incl.
Director/Nominated
Individual

Heatlh and Safety Registered
Officer /f QA Manager
Manager

Administrative
Manager

Senior Carers

Carers

Private Clients
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Appendix RCOSHHProduct Data Form

Custom Home Care Ltd. - Control of Substances Hazardous to
Health (COSHH)
Product Data Form

Name of Reporting Individual:
(plzase print)

Position:

To: The Health and Safety Officer

Mame of Client:

Address where item located:

Product Name:

Manufacturer’'s Name:

Supplier's Name:
(if applicable)

Supplier's Address:

Product Status:
(Irritantitoxic/harmful etc_)

Description of Product and Usage:
{e.0. gasfliquid/solid -
cleaning/disinfectant)
Manufacturer's Product Safety
Data Received? YES NO
[Please tick)

Flammable:

[Please tick) YES NO

Toxic:

(Please tick) HEE LT
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Appendix 3Carbon Monoxibidormation Sheet

For accuracy purposes, information in this sheet has been directly obtained from the Gas Safe website and may

online atittp://www.gassaferegister.co.uk/learn/carbon_monoxide poisoning.aspx

Carbon Monoxid€0), cannot be seen, tasted or smelled. It can kill quickly with no warning.

Unsafe gas appliances produce a highly poisonous gas called carbon monoxide (CO). hsarelta@sse death
serious long term health problems such as brain damage.

Remember the six main symptoms 1

look out for: @ D) -
N
1. Headaches.
2. Dizziness.
3. Nausea. HEADACHES BREATHLESSNESS
4. Breathlessness.
5. Collapse. .& Le
6. Loss of consciousness. LIS NF COMTIRSNESS

Being aware of the symptoms could save your life.
Carbon monoxide symptomigaéef | u, food poisoning, viral infectio

common for people to mistake this very dangerous poisoning for something else.

Other signs that could point to carbon monoxide poisoning:

Y Your symptoms only occur when you are at home.
¥ Your symptoms disappear or get better when you leave home and come back when you return.

¥ Others in your household are experiencing symptoms (includiramgldbepetspear at a similar time.

What should | do if | experience any symptoms of carbon monoxide poisoning?

¥ Get fresh air immediately. Open doors and windows, turn off gas appliances and leave the house.

¥ See your doctor immediately or go to htefghaim know that you suspect carbon monoxide poisoning. The

can do a blood or breath test to check.
Y If you think there is immediate danger,@abEngergency Helpline on 0800 111 999.

VY Get a Gas Safe registered engineer to inspect your gas appliances and flues to see if there is a dangerc

problem.
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Don6ét assume your gas appliances are safe: get a

way to prevent yourself and those around you from incurring serious illivesgaragleathmonoxide exposure.

What is carbon monoxide?

Carbon monoxide (CO) is a highly poisonous substance produced by the incomplete burning of gas and Liquid
Gas (LPGThis happens when a gas appliance has been incorrectly fitted, badly repaired or poorly maintained. I
also occur if flues, chimneys or vents are Bliveketisolidels such apal, wooghetroland oitan also produce

carbon monoxide.

What is carbon monoxide poisoning?

Carbon monoxide poisoning occurs when you breathe in even small amoWite ofythie igjeesathe in carbon
monoxide, it gets into your blood stream and prevents your red blood cells from carrying oxygen. Without oxyge
body tissue and cells die.

Levels that do not kill can cause serious harm to health when breathed in over a long period of time. Long term
carbon monoxide poisoning include Paralysis and brain dalmageri®effacts occur because many people are
unaware of unsafe gas appliances and subsequent gas leaks.

How do | avoid a carbon monoxide leak in my home?
Your home may show signs of carbon monoxide. Any one of the following could be a sign that there is carbon n

in your home.

¥ The flame on your cooker should be crisp and hlakkowamyorange flames mean you need to get your
cooker checked.

¥ Darkstaining around or on appliances.
¥ Pilot lights that frequently blow out.

VY Increased condensation inside windows.

If you have a faulty appliance in your home, it could lead to carbon monogdeyaisgasiappliances

checkedb avoid carbon monoxide poisoning.

You are particularly at risk from carbon monoxide poisoning while slaspiog may not be aware of early
carbon monoxide symptoms until ités too | ate. Do

monoxide is present. These will not make a sound to wake you up if the poisonous gas isapeedeapinbile you
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InductioRolicy
Policy Aim

This policjlustratet he val ues and principles behind Custom Hc

Inductiotrainingefers to the initial training given to new membetsooiestathem to their position and the
workplace in general. It is designed to allow new staff to work effectively and safely after commencement of em

Custom Home Care Ltd. believes thaplanmvet programme of induction, teaididgvelopment is essential to
ensuring good practice and an excellent standard of service. Without a programme of induction, new staff mem|
not be fully aware of their role and responsibilities within the company and be unable tofizilesvacampany

procedures.

Custom Home Care Ltd. Is committed to achievinmpasithg tiational minimum standards on trathing
requires the Registered Manager of the company to ensuiedillidiethtseeds are met by appropriately trained
staff. Inductioraining is @ntegrgb art of Custom Home Careds staff dev

The Custom Home Care Ltd. Inductgdamme is developed in accordance with the Common Induction Standards

developed by Skills for Care (Englahid) reviewadnually

Policy Scope

All rw staff members includintinfidland paitme staff are included istope of this poliktapplies tboth

inexperienced and experienced new staff members at any level.

The Inductid®rogramme

All new care staff receive a structured inductioprogiamgne which will be held at the first available opportunity
after their enhanced DBS ben approved and receitfaperienced staff will have their prior knootesidered
during traininigor instance, they may be asked to take the legtbdpiagtical training exercises.

Theprogrammeoves all key policies and procedetatng to cliecdre, welfarprotectiomnd safety, and all those

relatingo staff health and safety as required byotied stathdards and regulations.

The programme is brokenviriyg12) sessionsrmodules thatay beéaught via BowerPoiprresentatidn a
classroom environmardur trainimgomsr undertakemlinghrough our Staff Pateglending on the prospective
empl oyeefs training .Atdhe doaclusion df Eaclr sespiongethe traoneesis reguirpdea i e

complete a seriesas$essmenuestions with a pass mark of 75%.
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Assessmerg a combinatiomadiltiplehoicejuestionandhandwritteresponsed.rainers are given a choice of
delivering assessment in multiple choice form or in handwritten bludtihde fchoice questimay beompleted
via the Staff Porbal our website printed and marked by .haghén submitted online, the questemgoemarked
and submittedh autsend emdibr review lille TraimeHandwrittenesponses are submitted in personeaiked
by the Trainer.

An overview of the Indu&eassions is listed below.

A Session 1 What is Domiciliary Care, Role of a Care Worker, DuGooieGHr€onduerson Centred

Care, and Record Keeping

>

Session 2 Personal Development, Quality Assurance,dagulitgrsity, and Whistleblowing

>\

Session 3 Abuse Awarenemsd Safeguarding

>\

Session 4 Infection Control and Prevention
Session 5 Food Safety akiygiene

Session 6 Personal Caamd Continence Care

> > >

Session 7 Pressure Sorasd Ulcer Awareness
Session 8 First Aidhwareness

Session 9 Healttand Safety

> > >

Session 10Fire Safetfwareness

Session 11 Medication AwarenasdSession 12Moving and Handliag taught in a small group classroom
environment with haadgracticalkercises and role playstom Home Care Ltd. has a senior member of staff who
has undergone a Train the Trinese in both Medication Awareness and Mowangllargd Fhe compamys a

variety of equipment used specifically fenrhdalsng and Handling trainiclgding: a hospital bed, electric hoist

with slings, a wheelchair, slide shedts;nandoardsamongst other aids

If our itouseTraineis unavailable, Custom Home Care Ltd. hires a fully qualifiediestameain theedication

Awarenessnd Moving and Handigggions in our-site trainingpoms.

In addition to the standard Indiiciiming, Custom Home Care also offers a variety or speciakseademning
topics such as:

A Dementia

A Parkinsonds Disease
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A 98iolp

This list of additional traiciogsess revieweakgularihgndrelevant topics added. They also form part of our Training

and Personal Development objectives.

On the completion of induction trainingh e i nducteebés training record wi /|

the employee awarded a certificate of completion.

A new employee may also complete the Care Ceftiihageclosely mirrored biypductioProgramméirough
the company. All traimmgt er i al s i ncluding wor kbooks, presentat
available on our company server.

Additional Information

Custom Home Care étdployees are paid for the timewpertakingroup and ofarone trainingessions and
for shadowing experienced staff in the fisldrd is kept of training and shadowingaimest is made the

employeat the coigasion of their probationary period
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Infection Control Policy

Introduction

The Infection Control Pelibyoul d be read in conjuncti onPolicy.t h Cust
Infectioontrol covesswide range of policies, procedures and techniques intended to prevent the spread of infec
diseasesveryoneorking withihe care industry, or receivingigateisk of spreading infection, especially if they
encountdslood or other bodily fluids such as urineytaeiasyr sputum. These substances may contain infections
that can spread if adequate precautions are not taken.

Policy Statement

Custom Home Care Ltd. recognises the potential implications of uncontrolled infections and believes that adher

strict guidelines on infection cismdfgbaramount importance in ensuring the safety of both clients and staff.
Custom Home Care Ltd. will adhere to all infectitagstatian including:

Health & Safety at Work Act (1974).

Public Health Infectious Disdzagslations (1988).

Reporting of Incidem#seases and Dangerous Occurrences Regulations (1995).
Control dubstances Hazardous to Health Regulations (2002).

Environmental protection Act (1990).

Food Safety Ad990).

> > > > > >

Access to a copy of these legislations is available upon request in the office.
Aim

The aim of this policy is to reduce the incidence of infectistatf aidritse local community. Preventing the

spread of infection will help to reduce:

Staff and client discomfort.
Worsening of a clientds current condition.
Avoidable hospital admissions

Costly interventions

> > > > >

Absence of staff due to sickness
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Responsibilities

All Staff are required to take individual responsibility to reduce the spread of infection by:

A
A

A

Abiding by the guidance within the policy and angdtaiofiogns received.

At all times, observing high standards of hygiene to protect themselves and their clients from the unnece
spread of infection.

Reporting infectious diseases in accordance with(S&I®&EEPR of regulations).

All managers are responsible for the implementation of the policy by:

A
A

Ensuring staff have sufficient tramdrighowledge to implement safe working practices.

Ensuring that assessment of the level of risk relating to specific infections is conducted and measures pl
place to minimise the level of risk.

Ensure that protective equipment and appropriate facilities are available to staff to implement the guidan
policy.

Monitor the implementation of the policy and iR{i2DEOR

Occupational Health

Custom Home Care Ltd. managers will consult with an occupational health service to gain further advice on ma

specific cases of infection.

Guidance for Staff

Universal Infection CoRrotedures

As it is not always possible to identify those who are likely to spread infection, due torilgbtsarffidentiality

individuals, staff should always follow safe working practices, known as universapiefeatitonsorithalse

include the following:

A

Hand washifigHand washing is the single most important measure in reducing cross- infection. Thorougt
washing must be carried out correatbgatadly, including

- On arrival and before Il eaving a clientds hom¢
- Between direct contactedtinclient, after handling any body fluids, waste or soiled items.

- After handling specimens.

- After using the toilet.

- Before handling foodstuffs.
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A Exposed cuts and abrasions, especially on the hands and fingers must be covered with waterproof dres:

A Utmost care must be taken to prevent puncture wounds, cuts and abrasions from needles and other sha
i nstrument s. otclrs,iashauld edreafed idmediatatyibydemaouraging bleeding for
approximately two minutes and washing well with soap and water before being covered with a dressing.
accident should be repoAd€dP or occupational health service should be contacted for advice as soon as
possible.

A If the skin becomes contaminated by @nffbddit should be washed immediately with soap and water. If
eyes or mouth are contaminated, they should be treated immediately by irrigating with copious amounts

A Appropriate protective clothinglovesapronsshould be worn when there is a possibility of direct contact
with any bdg fluid, contaminasenifacesand equipment. These must be disposed of appropriately and
promptly and never worn outside the home.

A Staff should treat every spillage of body fluid or body waste as quickly as possible. Staff should wear prc
glovesand aprorsnd use disposable wipes wherever possible.

A Linen that is foul or infected should be stored in a separate bag, laundered as quickly as possible, follow

instruction carefully on disinfection procedures.

>

Appropriate clothing that carasity laundered should be worn when there is a risk of cross infection

>\

Hair should be clean and if long, tied back, particularly if dealing with open wounds or handling food.

>\

Nails should be kept short and clean

>\

Minimum jewellery should be worn particularly on the hands.

Waste Management

Cleanliness and waste mat@nigissential process in the control of infection is cleanliness in the workplace.

A Workplaces and inherent furniture and fittings must be kept sufficiently clean.
A Waste materials should not, so far as is reasonably practicable, accumulate in work places, except in su

receptacles.
Clinical Waste

Different types of waste present different fiagdhésControlled Waste Regulations 1992 define clinical waste as

follows:
Any waste consisting wholly or partly of:

Human or animal tissue.

A
A Blood or other body fluids.
A Excretions.

A

Drugs or other pharmaceutical products.
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A Swabs or dressings.

A Syringesieedlesyr ot her sharp instruments. Sharps must
that complies with UN 3921 and BS 7320 Standards. Sharps bins shediltiednt items forced into
them.

Unless this waste is rendered safe it may prove hazardous t@acyyrdesmity

Tocarry out a risk assesspedmical waste is categorised into five groups (see Agaadories of Clinical
Wastg Local procedures must be established to deal with segregation, handling, packswiagedaldelling,

transportation of waste from the clientds home.
Staff Protection

All care workers are advised to have inoculation for Hepatitis B on appointment. Care workers are also encoura
have other vaccinatierss tetanus, tuberculosifiuenzaCoviel9,and pneumonia.

Travel

All care workers supporting clients to travel abroad are advised to have the recommended inoculations for the ¢
which they are travellifngequired due to the possibility of pacaletmits, they must comply wiikaatfomules
on return to the UK.

First Aid

SeeHeah and SafeBolicy First Aid

Pets

Many clients have theirownpetst i s not gener al plap foncareavweonkersttchadend tethei t
needs of pets. Most clients will be responsible for attending to the needs of their animals or arranging for the att
of their petds needs. The exception to this inclu
client has a certified assist or certified companion animal, the requirements for care workers will bé autlined in t
individal care plan. Risk assessmdglitse done orcaseby-casenstance and guidance sought from relevant
bodiesifrequirdln d er excepti onal <circumst anwithaf fullaiskdssassment i f

undertakerspecial permission may be granssdigiance with pets.
Food Hygiene
Food and drink are potential sources of ifffe@imure the prevention of contamination it is essential that:

A Personal hygiensisupulousnd that Food Safety guidelines and adaingys implemented

accordance with the standards required by the Food(%884y, Aobd Hygiene regulations (1995).
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A Any member of staff who becomes ill while handling food should report this at once to their manager, co
their GP and only return to work of food handling duties when their GP states that they are safe to do so

A Thorough hand washing, clean protective clothing and a clean environmeripreeadsegtitiows an
effective hand washing technique).

A Noone should work in a kitchen with uncovered cuts, infectious disease, skin infection or infestation.

A Areas used for food preparation and storage should be kept scrupulously clean.

Isolation @lients

A rational approach using risk assessustiie employed, including guidance on whernsisetatioed, for how
long and what procedures are involved. Infections where isolation is usually (eoyiatE® chatkdapox,

shinglesand Norwalk virus (winter vomiting virus).
Training
All staff will be required to read this policy and discuss its implementation with their manager during induction.

All staff will be required to undertake a brief onlire@tnaaimginfection Control Awareness.

Infection Contrallicy © 201Bustom Home Care Ltd. Pagel610f470



Custom Home Care Ltd. @

Appendix iLCategories of Clinical Waste

The Health & Safety Commission (HSC) in 1992 categorised Clinical Waste
GROUP A

A Soiled surgical dressisg&bsand all other contaminated waste from treatment areas.
A Material other than liners from cases of infectious disease.

A All human tissue (whether infected or not), animal carcasses, tissues froswitisgmatbdessings.
GROUP B

A Discarded syringes, needles, cartridges, broken glass, and any other sharp instruments.
GROUP C

A Laboratory Waste.
GROUP D

A Certain Pharmaceutical and Chemical Waste.
GROUP E

A Used disposable bed pan liners, urine containers, inpanisnemt® forma bags.

COLOUR OF BAG TYPE OF WASTE

Normal household wasi®mot to be used to store or

transport clinical waste.

All waste destined for incineration (specialised collec

Yellow .
service).

Wasted.g.,nursing home waste) to be disposed of by
incineration or deep landfill (specialised collection

Yellow witiBlack Band

Waste for autoleaning treatment before ultimate

S disposal (specialised collection service).

Yellow bagare not to be filled greater than five kilograms and should be stored in a locked/lockable, impenetrabl
container.
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Appendix REffective Hand WasHhieghnique

3. Palm to palm fingers
interlaced

5. Rotational rubbing of
right thumb clasped in left
palm and vice versa

Infection Contrallicy © 201Bustom Home Care Ltd.

2. Right palm over left
dorsum and left palm over
right dorsum

4. Backs of fingers to
opposing palms with
fingers interlocked

6. Rotational rubbing,
backwards and forwards
with clasped fingers of
right hand in left palm and
vice versa
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InternetE-mail and Mobile PhoRelicy

Introduction

The purpose of this policy is to ensumthayees of Custom Home Care Ltd. understand the way in which electror
mail (email) and the internet should be used in the organisation. It aims tcraai @edhiat énternet are used

efficiently for their intended purpose without iaffalgaguirements or creating unnecessary business risks such as:

Breaching confidentiality

> >

Disclosing commercially sensitive information about Custom Home Care Ltd.

>~

Vicarious liability for the actions of Custom Home Care Ltd. employees including potential legal consequ

noricomplianoeith the Data Protection Act

Scope

All employees of Custom Home Care Ltd. are subject to this policy. Failure to comply with the policy may lead t
disciplinamgction, including dismissalAt t he same ti me, an empl oyeeds cc

illegal and they may be personally liable.

For a specific statement on the use of sociahthatkasaging appkease seieSocial Media / Messaging App

Statement

All Custom Home Care Ltd., including commuaérsgieemaignd mobile phones are provided primarily for

business purposes and for carrying out activities consistent with company duties and responsibilities as employ

Incidental and Occasional Personal Use

Incidental and occasional personal use of these systems is permitted, subject todh&imstrictitins policy.
Any personal use of the Interreeha i | is expected to be on the empl oy

personébés job responsibilities.

Appropriate Use

Employees should not engage in any activity, whichistakdefatyr likely to have negative repercussions for the
companyexcept to the extent required for the proper perfornofidcgies an employee must not upload,

download, use, retdistributeyr disseminate any imagesntexérialgr software which:
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A Are or migbeindecent or obscene.

A Are or might be offensive or abusive in that its contebieia pexsamal attack, rude or personally critical,
sexist, racist, or generally distasteful.

A Encourage or promote activities which make unproductive use of their time.

A Encourage or promote activities which would, if conducted, be illegal or unlawful.

A Involve activities outside the scope of their resparfsibiii@siple, unauthorised selling/advertising of
goods and services.

A Might affect or have the potential to affect the pedoimancel a mage or over |l oad t}
network and/or external communications in any way.

A Might be defamatory or incur liability on the part of the company or adversely impact on the image of the
company.

Use of Enall

Care should be taken when usitail @ecausengail messages are perceived to be less formal thasgaper
communicatiamd there is a tendency to be lax about their content. Employees must bear in mind that all expres:
fact, intention and opinion-wiaikcan be held against them and/or the company in the same way as verbal and wr

expressions or statements.

An employee must not include anythingnmaigrfa which they cannot or are not prepared to account. An employee
must not make any personal statements or statements on behalf of the company that defames or may defame |

damage the reputatioanyfperson.

E-mailmessages that have been deleted from the system can be traced and retrieved. Therefore, all persons ha
part in creating or forwarding any offendiilgan be identifiedndils, both in hard copy and electronic form, are

admissible in a codraov.

InterneE-mail

Access to alimail internet sitesg. HotmailGooglenail etc) is not permitted due to the potential threat of viruses
being spread and infecting the netiverkxception to tlEIONOSE&L webmail, which is the wen version of out

email server and is subject to the same security as desktop emails.

Use of the Internet

Bear in mind when visiting an internet site your

activity engaged in, undertaking given or transaction made might impact on Custom Home Care Ltd.
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A Always ensure the company is neither embarrassed nor liable in any way by your use of the internet. If y

doubt, avoid such action.

A Do not knowingly download any software, binary or bitmap files. In any event, before downloading any s

you must obtain the prior permissionldhgddanagerhis also includes laptops.

A All material whictd@vnloadeidom the internet or received from any external source will be subject to Cust

Ho me Car irudsofavardand fisewall,iThe same applies to any materials which you intend to loa

onto the system acCbh /iDVD driyebashdriyéria mentbory cabithes also agplie®ton
any devic-device transfer (e.g., mobile/tablet to PC via USB, BluetootAn@rofdagee must ask
permission from thame Managbefore uploading any information to the system. Please also see the

companyds Data Protection Policy regarding use

A An employee must not make any personal statements or statements on behalf of the company which de

may defambbel.or damage the reputation of any person.

A The following activities are expressly prohibited:

- The introductionpaicket sniffirng password detecting software.

- Seeking to gain access to restricted areas of the network.

- The introduction of any form of computer virus.

- Other hacking activities.

- Knowingly seeking to access data known to be or ought to be known to be confidential.

Except to the extent required for the proper perfornodgoer duties:

A Do not access or download any material that is porotigrespeag: illegal.

In addition to breachindehas of the employment cotfiefdllowing activities are criminal offences under the
Computer Misuse Act 1990:

A Unauthorised access to computer miaghiacking).

A Unauthorised access with intent to cofadailitate the commission of further offences.

A Unauthorised modification of computer material.

Use of Mobile Phones and Devices

Mobile phones provided for Custom Home Care Ltd. business should not be used to make personal calls, whicl

include all text messaging. There may be an incidental and occasional urgent need to ugehooragary mobile

anything more williddentifiecand individuals asked for reimbursement of the cost.
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Company mobile phones should not be used to send personal text messages or access numbers containing off
messages, images, sdiledor potentially criminal material.

It is a criminal offenckekd omake or receive phone edildriving. Staff are not allowaktmakeor receive
phone calls whilst driving on Custom Home Care Ltd. business. Whilst not necesdaaityldichasgibienma

may be used if fitted to the vehicle. Any Custom Home Care Ltd. staff identified as usinghdedrobilg phone
(that is not hands free), will be subject to disxfibmary

Due to potential disruptibiteon duty, staff should ensure that their personal mobile phiyneseal&or work
purposes(g.access téccess Care Planniogntacting the office)

Camera and Video

Most mobile phones have the facility to take either pictures or record video. For the purposes of this policy the v
camera is used to include any equipment that can be used to capture still or moving images.

As a ruld is an invasion of privacy to take photos or record video of a person without their jiitfarenedlisonsent
breach the Data ProtectiarSfaff should not use mobile phones to capture or record unless it is an urgent matter
strictlyelated to their duttbey have the consent of individuals inaot/adthorisation from managebuetita

scenario might include recording evidence to back up clainiseafemjuagely maintaiegaipment, dangerous

occurrences etc.

Confidentiality

All information relating to our customers and the business operation of the company is confidential. Employees

expected to treat electronic information with teresaséey would paper based information, which is confidential.

All such information must be kept secure, used only for the purpose(s) intended and not disclosed to any unautl
third party (which may sometimes include other employees of)the company

A practical way of upholding confidenitiailitgna i | s i s to use peopleds iIinitia

that this is done for all information relating to individuals.
Inadditiornthe following steps can be taken:

A Passwords will be issued to computer users by Custom Home Care Ltd.

A Keep passwords safe. Do not disclose them to anyone (except to the Administrator).
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A If employees believe that their password hasimemisethey must inform faministrative Manager
immediately and the password will be changed.

A When not at the computer employees should ensure that no sensitive information is left on the screen fo
to see.

A Insoménstances,t may al so be necessary to 6l ockd the
access any information. As a rule, the screen saver should be set to come on after five (5) minutes of in
and require logon after waking up.

A If a document is highly confidential or sensitive in nature, you should stowiridtoayprisate
equivalent password protected directory (all passwords to be registetetingtiative Manager

A Copies of confidential infornsitamnd only be printed out as necessary (retrieved from the printer
immediatélyandstored or destroyed in an appropriate manner.

Monitoring

All Custom Home Care Ltd. resources, including compiltens] eoicemail are provided solely for business
purposes. Staff should be aware that a complete and continuounaéd@ord imiternet access will be maintained.
The content ofmails rmy also be monitored. Any attempt to hide or delete files associated with the monitoring of
equipment is forbiddam deleting history folders. Staff identified undertaking such an activity will be subject to

disciplinargction.

At any time and without prior notice, Custom Home Care Ltd. maintains the right and ability to examine any sys
inspect and revialldata recorded in those systems. Any information stored on a computer, whether the informati
contained on a hard daexeernal storag®,in any other manfseich as print server lagay be subject to scrutiny

by the company.

This examination helps to ensure compliance with internal policies, supports thfamerfaahiavestigations,

and assists the management of information systems.

Staff should be aware that monitoring of computer use will take place. This monitoring will be undertaken either

a planned monitoring programme or at random. The monitoring team will maintain records of monitoring activity

If during live monitoring inappropriate material or use is identified the WMdmagetrditaraail the appropriate
office staff membéth the findings. It will be the responsibility of the lineorfaioagéris up and report back.

Due to the nature oftibsinesst is highly likely thamail and internet traffic will be monitored and tracked, not only

as part of the management and day to day operation, but also by other functions such as quality assurance and

development and support.
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Care of Equipment

Employees are responsible for any equipment provided to them by Custtid.HomesGhesefore responsible
for looking after the equipment. Staff are required to take adequate precautions lmgaiastidhefage,

Employees will be responsible for damage or loss of equipment due to proven negligence and will incur cost of

replacement. A practical example of negligence would be leaving equipment on display in a car.

Misuse or neglect use of company equipment and facilitiemailemdsnternet will be treated in the same way as

any other resource and could result in disaggloramgcluding the possibility of dismissal
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Lone WorkirRplicy

Introduction

Working alone presents a unique health and safety problem, since at least on initial considesttisarevorkers
their own safety. However, as far as the Health aatd/@adetfict 1974 is concerned, the responsibility of the
employer to ensure the safety of lone workers does not differ much from that of their responsibility to ensure the

employees working in a group or under close supervision.

Thisputs a duty on every employer to ensure, as far as is reasonably practicadaéetyrsntieadttiare at work
of employees. The duty therefore applies to lone workers. Custom Home Care Ltd. is rdqugedadkiognsider
hazardsand to take stepsremluceisk adar as is reasonably practicable.

Employees are also required to take reasonable care for the health and safety of themselves and of other persc

might be affected by their acts or omissions.

Definition of Lone Working

The Healthand Satety e cut i ve (HSE) defines | one working as i
s u p e r.Withis CustandHome Care Ltd this definition can apply to several categories of employee including:

A Care Workers who work one to one with clients or who may be left alone while other staff accompar
clients.

Care Workers who work at night.

Staff required to attend meetings and who may travel alone.

Office based staff who may be alone for parts of the working day.

Office based staff who may work late or work at weekends.

> > > > >

Staff who occasionally work from home.

Employees do not therefore have to be working in completetisoi@ti@to be considered a lone worker.

Considerations

There are generally four (4) main hezeotsider when staff are working alone:

lliness.
Injury.

Aggression.

> > > >

Violence
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Risk assessmestwould therefore be undertaken so that safe systems for managing the risks can be determined.

Risk Assessments

Working alone within a service or office base:

A
A

>

>\ >\

>\

Ensure that you have read and signed any existing risk assessments that are in place and follow the
Avoid dangerous locations such as top of the stairs, restricted places or if applicable where equipme
could be used as a weapon.

Be aware of potential escape routes and check that they are clear of obstructions.

In the event of an incident occurring that requires additional suppaihénitamadenmediately

If they aranavailabléhen contact the on-call staff member.

Always ensure to record any incidents or near misses andimédvtarthger

If taken ill aghiftthen inform the works co-ordindtimedvlanagey arrange cover. If they are
unavailabléhen contact the on-call staff member.

Ensure the property is secure before the second to last member of staff leaves the building.

Ensure that you knowwhereabouts of the telephone, if available carry a cordless or mobile phone on

your person

Working alone in the Community

A

> > > > D> > >

>

Staff should always use their Access Care Planningabibbfgtbremd havemergency numbers
already listetl can besed to track general location based on call logs.

Staff on field work other than care calls should record areegeiticegnd estimated time of arrival
home to inform other stdlffedf plannaghereabouts

Staff should alwagrssurehteywork within any guidelines that have been written up and agreed.
Wear appropriate clothing and footwear.

Carry their personal assault alarm and know how to use it.

Knowtheiroute and destination.

Assess the risks prior to the activity.

Always be awardlmgirenvironment and the activities planned within it.

If in doubstaff shoulelxercise cautiorhey shoulibt enter a potentially dangertuagion bseek
assistance.

Ensure that the property is securely locked.

Ensure @tyare aware of the on-call telephone numbers in case of an emergency.

Iftheyare aware of any personal reasoriseyimay be more at risk working alone during the night, it is

the individual 0sLineBanagernsi bil ity to inform th
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A Iftheyhear a noise outside, telephone thePOIibE©OPut yourself potentiadanger.
A Staff shoulabt go outside unless following fire evameatoiures.

Training

All employees need to be adequatelydraingdnductiand lone workers may rasklitional trainimgpersonal
safetyStaff have also been issued with personalvdlatr&® lighting that emit a piercing sound of 140 decibels. The
alarm sounds if a button is pressed or if pulled from a |Stgfndibive informed of this during training.

Communication

Additional arrangements will be necessary in most cases either with the employee reporting at suitable intervals
employee being contacted at suitable intbevdisgree of risk will determine what constitutes a suitable interval. The
means of communicasdor themployer tetermine but the telephone is an obvious means with mobile phones al:
very likely to feature

Tasks not to lbedertaken
Written procedures should be issued stipulating the system of work and identifying those jobs which staff shoulc

undertake whilst working aangnanual handling activities or some interactions with Clients who display challengi

behaviour.

Ability of Individual

Whether or not a person is allowed to work alone depends both on the degree of risk posed by the work and the
individual. The person doing the work should be responsible and properly trained.

General Advice to Staff
lliness/Injury

Staff may become ill or sustain an injury whilst working alone. A system needs to be in place to allow the ill or in
person to summon assistdhoey also be necessary to have a system in place to ensure adequate emergency cc

for staff who may not be able to continue to work so that support for clients is maintained.

Aggression
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A person on the brink of physical aggression usually has (3) three choices:
1) To attack.
2) To retreat.
3) To compromise.

If you think the attack is imminent:

A Avoid dangerous locations such as the top of the stairspastsotgulaces where equipment
could be used as a weapon.

A Be aware of potential escape routes, keep yourself between the aggressor and the door and, if p
behind some form of barrier.

A Never turn your back, move backwards gradually. Be prepared to move quickly, never remain al
with an actively violent person.

A Never deliberately walk into trouble to test your abilities, in any physical contact everyone
behurtand you may risk a counter claim for assault.

A Low arousal principles can also be used when facing aggression:

- Stay calm.

- Maintain a safe distance.

- Use eye contact but do not stare.

- Speak gently.

- Listen to the person (try to understaradtagition and time).

- Distract the person.

- Remove any demands you may be placing on the person.

Violence

Violencat work is not only physical violence. Employees can face many other forms of violence including verba

mental abuse, discrimingtimassmerdand bullying

There is npatterrio the type of individuals who are at risk, however the greater the contact then the greater the ri

additorp | ease al so s ee Cu sRolicyfor ludherguiddree. e Lt d. 6s Equal i

Visiting other peopleds homes

Custom Home Care Ltd. supports a variety of people who live in their own home, and as such all our staff and n

must ensure they respect this rather than seeing
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Inadditiorstaff and managers may also visit family of the people we support at their own home and as such mus

any

necessary precautions. Lone workers, particul

risk than workers whoato n

Therefore, below are some basic steps to take:

A

> > >

>\ >\

Before visiting someone6s home al ways be aware
risks, layout of the premises.

Always remember that you are going into their home, their territory where they feel in control. Your job ¢
may represent a threat to this.

While there, remain alert and watch for changes in mood or expression.

If you feel at risk then leave as soon as possible. Remember that your own safety is more important thar
completing the purposgaf visit.

Do other people know where you are going and when you should return?

What are theheckinarrangemenisvho, when and how?

Do you have a mobile phone/number&money

Make sure you have your personal alarm.

PLANor being safe whilst out and about

Pi Prepare yourself for the journey

> > > >

Wear sensible clothing.

Wear appropriate shbeslking quickly is usually safer than running.
Know your route.

Tell someone where you are going and when you expect to return.

Assess the risks.

L7 Look Confident

> > > >

A

Be alert.

Radiate confidence.

Watch your body languastand tall and look alert.
Carry a mobile alarm if necessary.

Wear clothes you can move in easily.

AT Avoid whenever possible walking alone at night

A
A

Decline offers from strangers.

Keep to familiar territory wherever possible.
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Keep to busy ameHlitroads.
Dono6t t aikkeep t® & safe touteceuen it takes longer.
No spur of the moment changes.

> > > >

Try to keep a hand free.

NT Never Assume

A lt wondt happen to me.
A Itis only a short journey.
A He/she/they look respectable.

Finalfydondt i gnore your instincts.

The reporting of an Incident

The reporting of incidents is an essential feature of risk assedsmenat the risk is reconsidered in the light of the
incident itseficcidentsnjurieand near mi sses should be reported us

procedure.

In re-assessing ikt will be necessary to consider what additional measures might need to be introduced to ful
reduce the risk in the future. As part of the action, then consideration should be given to providing support to the
employee who has experienced the ireidplatyees themselves may well experience feelirpslobifesger

where emotional support might be needed. Staff should be encouraged to consider the external counselling ser
perhaps discuss the matter withdhle &ied safety officer.

Practical help might also be needed to anyone who has experienced an incident. They may need assistance to
incident report or indeeepora n i nci dent; transport home or t.o the
Other longer-term support might be needed such as time off from work, a different work location, change of duti
victim support from the police etc.
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Managing Challenging Behaviour Policy

Introduction

Custom Home Care Ltd. recognises that the behaviour of clients may, at times, become challenging for staff an.
frustrating for the client. Challdvegjiagiounay occur for a variety of reasons, and Custom HomerGaicektd.

a service that is appreciative of this, and carers who are able to cope in situations where behaviour is classed a
challenging.

Aim

This policy aims to outline types of challenging behaviour staff may face and to provide strategies for coping in 1
situations. Custom Home Care Ltd. is committed to providing care to cliemespéitt digghitywderstanding even
though at times this may appear difficult. This policy is designed to promote a greater understanding of what chi
behaviour is and the reasons for it. It also provides coping mechanisms for situatimnsperatiosadedyf, whilst

still treating the client fairly and without prejudice.

What is Challenging Behaviour?

A personds behaviour can be defined as O6challengi
leads to a poorer quality of life. It can be gmysicatab r envi ronment al and i mpact
everydagctivities. Challenging behasaouinclude aggressionshegthdestructivenesmd disruptiveness. The

absence of any form of behaviour at all can also be considered challenging.

Challenging behavicam often be seen in people with conditions that compromise cosuchrasdtaming

difficulties or demenitiethese situations, behaviour may also be describedmgendaelsaviour, neuropsychiatric
symptoms of dementia, behavioural and psychological symptoms of dementia (BPSD), amongst others. Other ¢
such as stroke, multiple sclerosisltigiffizith speech etc., may also lead to challenging behaviours.

As communicatigrthe main way in which we interact with others, illustrate likes, dislikes and express needs, pro

in communication can become very frustrating for the person/people involved, often resulting in challenging beh

the behaviour succeedslireamg the desired outcome, it may become repetitive.

Types of Challenging Behaviour

The following may be considered types of chh#baginghowever the list is by no means exhaustive.
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A Physical aggression.

- To others hitting, kicking, biting, pushing, scratching, grabbing.

- To self intentional falling, $&lfm.

- Verbal aggressio@ursing, swearing, aggressive screaming, temper outbursts.
Hallucinations.

Delusions.

Depression.

Apathy.

Repetitive activity or métwandering, pacidgsrobing, rummaging.

> > > > > >

Repetitive vocalisaii@uestioning, screaming, calling out.

>~

Resistant to personal care.
Sexually inappropriate behaviours.
Eating inedible items.

Seeking an exit, food, family.

Guarding constantly watching or standing by doors but not trying to exit.

> > > > >

Sleep disturbandeimisomnia, niglitne wandering and restlessnessnaagapping.

Common Unmet Needs

As stated previously, the catalyst for challenging behaviour is often an inability to communicate needs effectivel

most common unmet needs of a person exhibiting challenging behaviour are:

Relief from pain or discomfort.
Social contact with others.
Sense of occupation and sensory stimulation.

Positive sedfxperiences.

> > > >

Control over onedbs own | ife.

Furthemformation is available in the section directly below.

Understanding and Dealing with Challenging Behaviour

As arulewhen dealing with challenging behaviour from a client, the first positive step is to understand that the be
is not necessarily meant to be personal, overtly aggressive, disruptive, or harmful. It is merely the individual tryil

communicate a ddbey are otherwise unable to articulate.

Use the ABC approach to understand and identify possible causes for challenging behaviour.

Managing Challenging Behaviour Policy © 2014 Custom Home Care Ltd. Pagel770f470



Custom Home Care Ltd. i Ei

A A= Antecedentwhat has happened just before the challenging behaviour.
A B= Behavioiirthe behaviour displayed by the individual.
A C= Consequenég¢he events occurring because of the challenging behaviour.

The idea behind this approach is to try and identify triggers for the challenging behaviour so that a carer can ide
modification may needtobetmade duce the chance of recurrence. Car
is a response to a situation. Whilst the carer may find nothing unusual in the situation that instigated challenginc
behaviour, the client i@ansideration of the following possible triggers shasiddredhen dealing with

challenging behaviour. If a casgh&&nowledge to understand the reasons for challenging behaviour, they are mo
equipped to cope with it.

=

Medical reasons

Problems with hearing aid or glasses.
Discomfort.

Pain.

Constipation.

> > > > >

Infection.

>\

Fatigue.

>\

Depression.
Dehydration / malnutrition.
Side effects of medication.

> > >

lliness.

Emotional disturbance
Being reminded of a traumatic incident.

Being scared of someone.

> > >N

Missing someone close to them.

Dissatisfaction / frustration or communicaf#glioire
Unable to tell carer what he/she wants / needs.
Unable to explain something.

Unable to understand.

> > > > W

Feels insulted / frustrated.

Overwhelmed by surroundings
Area clustered with objects the client cannot recognise or finds frightening.

The client does not know where the bathroom is.

> > > A

The client does not kidnere they are.
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A Noise.

A Unfamiliar people (even if the client knows the people).

A Too dark.

5. Doing Something or trying to do something

A The activity is too complex.

A The activity is boring.

A The activity is unfamiliar.

A Instructions are overwhelming.

A Lack of cordination.

6. Responding to carer expectations / responses / facial expressions
A The carer may show frustration or anger with the client.

A The carer may rush the client in a task.

A The carer may be critical or laugh at what the client is doing.

A The carer may show disappointment.

A The carer may act in a condescending manner or ignore the client.
A The careros facial expression alarms the cli

Practical examples may include such things as:

A Moving a body part that is painful.

A Approaching someone frehind and startling them.

A Trying to put someone to bed when their favourite TV programme is on.

A Talking when they may be trying to listen to the news on the TV or radio.

A Turning lights off when the client usually sleeps with a night light etc.

A Not being understanding or tactful, for instance if a client wildetoepigzk to their sister who
has passed away stating, AYour sister died t
technique such as, AYou really miss your sis

somethingingh meant i me?0
A carer should follow these general guidelines when faced with challenging behaviour:
Stay calm and do not take the behaviour personally.

A
A lndicate that you recognise and understand t
A Use reassuring words and speak in a calm and respectful manner.

A

Use noiverbal ways to reassure the client.
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A Avoid escalating the situation (perhaps stop the current activity and divert attention by doing someth
else).

A If a client is threatening a carer physically, talk to the client edrabtémingrmanner, showing
understanding and consideration. Do not be condescending or sarcastic. Step back and move away
seeking an exit. Contact the office to make tleofi theaituation. The carer may also need to contact
t he c | i e fi9BdéependiBdon thea level of thieat.

A If the client is threateninghseth, talk to the client calmly {threziening manner, showing
understanding and consideration. Do not be condescending or sarcastic. Step back and move away
seeking an exit. Contact the office to make them asingatibtih The carer may also need to contact
t he c | i e 89 deéemndiGdon the level of thieat.

N.Bda carer must not purposefully put themselves at risk in any situation.

Support when Dealing with Challenging Behaviour

In the first instance, care workers should contact the office and $jiealtarthgar Line Manager for advice
and guidance. If the situation warrants immediate support due to threat or risk to them or the client, the care wol

should di®l99and then contact the office to apprisénthditanagéLine Manager.

Care workers are al murs bpedmrlisttmrequest guidancetin sttuatiens of ichallermgingd |
behaviour.

If a staff member is struggling with the emotional aspects of caring for someone with challenging behaviour, Cu:
Home Care Lthnoffer support through additional texdimgferral to a counsellor if the carer feels unduly stressed.
It is, however, hoped that correct initial training and mentoring will provide care staff with the coping mechanism
with challenging behaviour.

If a care worker has been harmed through an incident involving challenging behaviour, Custom Home Care Ltd

support the care worker to the best of its ability through various means. These include:

Empl oyerés liability insurance.
Directsrs di scretion regarding sick pay if time of

Referral to an occupational health specialist.

> > > >

Referral to the Custom Home Care Ltd. counselling service for support and therapy.
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Parental Leafolicy

Introduction

Employees are entitled to leave relating to npatemmityand adoptioihis may also be termed shared parental
leaveThis policy aims to ensure that employees who are new or expectant mothers can remain in employment \
their Health and Safating put at risk in accordance with UK employment legislation, and that their employment ri

are protected. This policy also optiteesityand adoption leave and statutory pay.

Maternity Leave

All female employees, regardless of length of service are entitled to mitiermtydaawsvn interest to make your
Line Manager aware that you are pregnant as Custom Home Care Ltd. would not wish to expose you to unnece
during the pregnang€gu should inform the appropriate person as soon as you are confident of the date your baby
due. This will assist the company in ensuring continuous cover of your duties. Up to the commencement of matt
leave, you will be entitled to paid ledtentball necessary clihiospitagnd other related medical appointments.

You will be required to produce a medical certificate confirming the date of confinement.

Maternity leave and maternity pay have separate entitlements as outlined below.
Every female employee is entitledttoWity ( 52) weeks 6 maternity | eave

A Ordinary Maternity Lezsmprising the first twesity (26) weeks.
A AdditionaWaternity Leaveomprising the last tweity26) weeks.

The earliest leave can be taken is eleven (11) weeks before the expected week of childbirth. Employees must t
least two (2) weeks after the birth.

Employees are entitled to up to ten (10)-keepictydays during their maternity @aastem Home Care Ltd. will
pay the employee for tliegesand it will not affect SMP. The emplitly@paid their standard rate

Statutory Maternity PayIP)

Statutory Maternity Bayayable to all employees who have completsikt{@éhtyweeks continuous service with
the company into the qualifying week of their piegidiegnth (pweek before the week the baby is due. In
addition, you will need to have earned an amount equal to the Lower Earnings Limit for National Insurance Con

(LED. The period for which SMP may be paid is known as the Maternity Pay Period.
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Payment will be:

A 90% of average weekly earnings for the first six (6) weeks.
A Basic SMP or 90% of average weekly earnings (AWE) for the remaining 33 weeks, whichever is lower.

Women who are entitled to SMP and whobés expected -
tax yeai,e.,1st April will have their rate of SMP adjusted relating to any changes in Theer&Jstom

Home Care Ltd. employees will receive maternity pay equal to 90% of their AWE for the first six (6) weeks of m:
leaveand then the new rate of SMP (if this has increased) for the resraEen@&)iveeks.

Rates may be checketitabs://www.gov.uk/matepaeave/pay

PregnancdRelated lliness

If an employee is absent from work because of a peégjedritigess or confinement on or after the start of the
fourth (4 week before the baby is due, the Maternity Pay Period will start from the day following the first comple

they are off sick from work for that reason.

If an employee is already sick with a preglaadyiliness in the fifthW&ek before the baby is due and the
pregnancy related illness continues into thetjoumetbk(the Maternity Pay Period must start four (4) weeks before th

expected date of childbirth.

Sicknes3rigger

Maternity leave will start automatically if an employee is absent from work fetadqutérestcgiuring the four

(4) weeks before the start of her expected week of childbirth, regardless of the requested start date for maternit

Maternity Certificate

An employee mpsbvide medical evidence of the date their baby is due. This should be in the form of a Maternity
CertificattMAT B)lwhich will be provided by the doctor / midwife fourteen (14) weeks before the baby is due. The
certificate should forwarded #diménistrativdanagesissoon as it is received and, in any case no later than three

(3) weeks after your maternity pay is due to start.

Notice of IntentimnTake Maternity Leave

A pregnant employee will be required to notify the cberpatgntibn to take maternity bgahe
fifteenth (P week before her expected week of childbirth. The employee will need to tell Custom Home
Ltd:
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A That she is pregnant.
A The week her baby is expected to be born.
A When she wants her maternitytteatast.

The employee will be able to change her mind about when she wants to start her leave providing she ¢
least twerdgight (28) a y s Oinwritng.i ¢ e

Return to Wolfter Maternity Leave

The expected date of return to Wdrk determinedthg start of maternity leaNmlly indicated by the graplo
Custom Home Care assumeempbyees will takieeir full entittement to ordinary and additional maternity leave in
calculating the expected date of returnualesslotherwise informed

An employee who wants to return toefaydhe end of their full entitlement to maternityllesesl to give eight
8 ) wrmtecdn svifiting of the date they wish to return to work.

An employee is forbidden to return to work in the two (2) week period after the birth of a child.
The employeeasonot need to notify the compamitiimg of their intendetdrn to wodate if they are taking the full

period of ordinary or additional materniti/taageer, they are entitled to return to work at any time during the perioc
of maternity leave excluding the two (2) weeks after the birth of their child, pravidirg they gifrefice. we e k s |

llinesAfter Maternity Leave

An employee is no longer able to extend the period of matamnitedkeategrounds. If they are ill at the end of the
maternity leave the normal rules on sitieesse apply.

If the employee decides not to retworkitiey must inform Custom Home Care Ltd. as soon as possible, so that
arrangements can be made to cover their position.

line manages soon as possible for processing.

Any gueries about Maternity loggay should be made té\thmeinistrative Managdine manager
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Paternitizeave
Eligibility
Employeesustsatisfytte following conditiomgualify for paternity leave. They must:

A Have or expect to have responsibility for the

A Be the biological father of the child or the m
Home Care Ltd. for tweity26) weeks leading into the fifteéitivédk before the baby is due.

A Have worked continuously for Custom Home Care Ltdsiiof26entgeks leading into the fifteéith (15

week before the baby is due.

Employees arequired to completeHcertificatéAppendix 1) to confirm they meet the eligibility criteria. A copy of
theselfcertificatean be obtained from the Adminiditatieger

Lengtlof Paternityeave
Eligible employees will be entitled to take:

A One (1) week or two (2)leavensecutive weekso6 Ord
A Uptotwenyi x ( 26) waterkitgedve Aul ahly if theanothelr eadmpter returns to work.

Employees can choose to start their paternity leave:

A From the date of the childés birth (whether th

A From a chosen number of days or weeks after th
expected).

A From a chosen date.

If an employee wishes to change the start date of their paternity leave, they must give Custom Heme Care Ltd,

eight (28) daysd notice.

Only one period of leave will be available to employees irrespective of whether more thapesae shitthés born

same pregnan@g. twins).
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Additiond®aternitizeave

Anemployee is entitled to between two (2) ansixv2éjywveeks of AdditiBagrniteavaelepending on how

much unused maternity (or adoption) leave their partner has.

Empl oyees must give Custom Home Car e LtLdaveswmriax ( 6)

end dates.

Employees will only be able to take Adelitienati.eavebefore the"bf April 2015, after this date, employees must
apply for Shared Parental Lsaeerelevant section of this policy).

Statutory Paterritgty for Ordinary and AdditRatalnity Leave

The Statutory PaterRity (SPP) rate for Ordinary and AdBititamalty Pay is the same as the standard rate of SMP,
or 90% of averageekly earnings (AWIEsHE Rates may be founchéps://www.gov.uk/patepaigeave/pay

Employees who have average weekly earnings below the Lower Earning Limit for National Insurance Purposes
qualify for SPP.

Any moneyou receive is paid in the same way as your salary (monthly). Tax and National Insurance will be dedt

Notice of IntentimnTake Paterniigave

Employees will be required to inform Custom Home Care Ltd. of their intention to take paternity leave by the fift

(18" week before the baby is expected. The notification will need to include:

The week the baby is due.
Whet her you wish to take one (1) or two (2) we
Whether you intend to take additional leave.

> > > >

When you want the leave to start.

Employees are allowed to alter the start date of leave as long as Custom Home Care Ltd. is ghigint at least twen

(28daysa@ notice

Application

Employees who wish to apply for SPP need to cosglfesrtiheatéAppendix 1) and return it tAdhenistrative
ManagemBy completingealfcertificateemployees will be abkatisfy both the notice and the evidence conditions for

paternity leave and pay.
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Additiondhformation

Employees will be entitled to return to the same job after paternity leave. Employees will be protected from suffe
treatment or dismidsaltaking, or seeking to take, paternity leave.

Shared Parental Leand Pay (SPL and ShPP)

From thetof April 2015 AdditidPeaterniteavebecamé&hared Parental Ledwmployees may be entitled to SPL
and ShPP if:

A Their child is due on or aftettAprd 2015.

An employee can begin SPL if the§géskeand they or their partner end maternityrleglirquish maternity pay

prematurely. The remaining leave will be available as SPL. The remaining weeks of pay will be available as Shi

The employee can share this leave with their partner if they are alSPlelggilecfose how much time each will

take.

An employee has the right to take SPL in up to three (3) separate blocks or smaller blocks if agréesl with the Dir
and it is at their discretion.

In mieR021, www.gov.uk released an online tool to assist with the calculation of shared parental leave and pay.
Employees can make use of itrigre//www.gov.uk/ihareeparentaleavepay.

Adoption Leave

The rights to adoption and paternity leave and pay will entitle employees to take paid leave when a child is newl
for adoption. Adoption leave and pay will be available to:

A Individuals who adopt.
A One member of a couple where a couple adopt jointly (the couple may choose which partner takes the &

leave).

The partner of an individual who adopts, or the other member of the couple who are adopting jointly, may be en
Paternitizeaveand Pay or Shared Parental laeal/Bay after theof April 2015.

Lengtlof Adoption Leave

Statutory Adoption Leavdtytwo (52) weeks. It consists of:
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A Twentgix (26) weeks of Ordinary Adoption Leave.
A Twentgix (26) weeksAdditionaAdoption Leave.

Only one (1) period of Adoption Wwéblre available irrespective of whether more than one (1) child is places for
adoption as part of the same arrangement . I f the

will be able to continue adoption leave for up&pvedghis(after the end of placement.
Eligibility
To qualify for Adoption Leavemployee must:

A Be newly matched with a child for adoption by an approved adoption agency.
A Have worked continuously for Custom Home Care Ltdsiio(2&entyeks leading into the week in which
they are notified of being matched with a child for adoption.

Employees wilht qualify for Adoption leave if they:

Become a special guardian or kinship carer.
Adopt stepchild
Have a child through surrogacy.

Adopt a family member.

> > > > >

Adopt privately.q. without the permission of a UK agency or authority).

Statutory Adoption Pay

Statutory Adoption PS4P) will be paid for thirtg (39) weeks at the same rate as Statutory Matem@9oRay
of average weekly earniA¥¢Epefore tax if this is |é&&stes may be found hettes://www.gov.uk/empleyers

adoptiompayleave

SAP will be paid monthlgployees who have average weekly earnings below the Lower Earning Limit for Nationa
Insurance purposes will not quaBiyRSAP will start when Adoption ishegun.

Notice if the IntentiorTake Adoption Leave

Adopters are required by Custom Home Care Ltd. to notify their intention to takenttioptendreér)edays of
being notified by their adoption agency that they have been matched with a child for adoption. The notification v

include:

A When the child is expected to be placed with the employee.
A When the employee wants their Adoptiotolstante
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Custom Home Care Ltd. will be required to respond to a notification of leave plamnegght{228h dagsityrhe
response will include the date on which the employee is expected to return if the full entittement of adoption lea
taken.

Start Dates

Both paid Adoption Lemwe Paternityave will be available to employees where an approved adoption agency notif

the adopter of a match with a child.
Adoption Leagan start on any day of the week and be taken:
A For UK adoptions, up to fourteen (14) days before the date of the placement (date the child starts living \

employee).
A For overseas adoptions, when the child arrives in the UK or within 28 days of this date.

Changing Dates

An employee must notify the company withieigive(®8) days if the placement (or UK arrival date for overseas
adoptions) changes. An Employee must gireuetowolke ¢ o m,
date.
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Matching CertificateOfficial Notification

Employees will have to provide Custom Home Care Ltd. with documentary evidence of the adoption. This will b
Matching Certificktem the adoption agency in the case of UK adoptions, or an Official Notification of the date the
entered the UK in the case of overseas adoptions. Without this proof, AatapB@PLesavsot be granted.

Paternitizeaveand Pay (Adoption)

Following the placement of a child for adoption, eligible employees have the right to take leave to care for the n
to support the adopter.

Eligibility

Employees will have to satisfy the following ctuglitdifysfor Pateriigave They must:

A have or expect to have responsibility for the
A be the adopterds spouse or partner.
A have worked continuously for the company for B&diegkato the week in which the adopter is notified of

being matched with a child.

Employees must completelfassessmefdrm (Appendix 3) to confirm they meet the eligibility criteria. A copy of the
form can be obtained fromAdneinistrative Manager

Lengtlof PaternityeavgAdoption)

Eligible employees will have to satisfy the following toapditifynfor Paternigavg Adoption).

A Have or expect to have responsibility for the

A Adopterds spouse or partner.

A Have worked continuously for Custom Home Care Ltdsiio(2&entyeks leading into the week in which
the adopter is notified of being matched with a child.

Employees can choose to start their paternity leave:
A From t he d alacement (whethbr¢his is barliér drdater than expected).
A From a chosen number of days or weeks after th

than expected).

A From a chosen date.
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Leave can start on any day of the week owmix®a foll.
days, or eight (8) weeks, of the childds pl acemen;
whether methan one child is placed together.

Statutory Paterrftsty (Adoption)

The Statutory PaterRiy rate for adoption is the same as the standard rate 80&MP average weekly
earnings (AWE) if this is Rates may be checked tgnes://www.gov.uk/adojasteave/pay

Employees who have average weekly earnings below the Lower Earning Limit for National Insurance purposes
qualify for SPP. Any mgoeyreceive is paid in the same way as your salary (monthly). Tax and National Insuranc
be deducted.

Shared Parental Leand Pay (SPL and ShPP) for Adoption

Employees may be entitled to SEEhERif:

A Their child is adopted afterth&/Spril 2015.

SPL and ShPP must be taken within one (1) year of adoption. The employee has the right to take SPL in up to t

separate blocks, or more depending on@gect@r i is acoms@tationonith the Registered Manager

Return to Wohter Adoption Leave

The expected date of return to work will be determined through the application for adoption leave and will be inc
the response letter mentioned above. Custom Home Care Ltd will assume the employee will take the full entitlel

Adoption Leaualess otherwise stated.

An employee who wishes to return teefooek he end of their full entitl eme

of the date they intend to return to work, either on the initial appbcati@nléemstage.

Employees will be protected from suffering unfair treatmentfor thgmigsal seeking to take, adoption leave.

Sources of Information

Full advice and guidance on Statutory Maternity aRdtéadfytion rights for employees is available from the

following sources:
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https://www.gov.uk/browse/empb@gpbe/tinieff

gov.uk

ACAS

http://www.acas.org.uk/index.aspx?articleid=1362

The Citizends Advice Bureau

http://www.adviceguide.org.uk/england/work e/work rights at work e/parental rights_at_work.htm
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Appendix iLSelf Certificate for Patetr@ye-orm

SelfCertificatdor Paternity.eave-ormd Custom Home Care Ltd.

Surname or Family Name:

First Name:
Employee No.: NI No.:

Dates For Leave
If the baby has not been born, give the date it is due Date:
If the baby has been born, give the date on which it was due Date:
andthe actual date of birth Date:

I wish to take one weeksd paternity |Date:

| wish to take the second consecutive week commencing on Date:

| wish to take Additidreterniteaveof weeks duration, commencing| Date:

I will return to work on Date:
Declaration

You must be able to tick all three boxes to be eligible for paternity leave and pay.

| declare that:

| am: )
A The baboyds father
A Married to or ircizil partnershipith the mother, .
A Living with the mother in an enduring family relationship but am not an imm A
and ) .
Al wildl have responsibility for th A
and )
A 1 will take time off workufmport the mother or care for the child A
Signed:
Date:

Return this form to thedministrative Managand keep a copy for your records.

*Only same sex couples can get Civil Partnerships. A Civil Partneoshiprtzah toea marrigen Decembert@®14 in England and Wales.

OFFICE USE ONLY

Recorded A Date: Signature:

Passed to Payroll A Date: Signature:
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Appendix RApplicatiofor Adoption Leave

Applicatiorfor Adoption Leavieormd Custom Home Care Ltd.
Surname or Family Name:
First Name:
Employee No.: NI No.:
Dates For Leave
Date notified by the adoption agency that a match was made(Dibenod Kificial Date:
notification (overseas) )
Date the child is expected to be placed Date:
or date the child was placed Date:
Do you intend to return to worlddfiption Lea¥e YES A NO A UNDECIDEDA
| wish to begin Adoption Leave Date:
I will return to work on Date:
Date:
o Date:
Dates of Annual Leave (to be taken beforéddppften Leabet within the leave year 5
ate:
Date:
Declaration
| declare that:
| am: ]
A The sole adoptive parest .
A Adopting a child with my partner A
If adopting a child with your partnétlUbe able to tick this box. ..
A My partner is not taking adoption leave A
Additionalocumentation required (please enclose)
A Matching Certificptevided by the adoption ageocy .
A Copy of the official notification A
Signed:
Date:
Return this form to thedministrative Managand keep a copy for your records.
OFFICE USE ONLY
Recorded A Date: Signature:
Passed to Payroll A Date: Signature:
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Appendix BSelf Certificate for Applicafi®taternityeavg Adoption)

SelfCertificatdor Paternity.eave(Adoption) Forrd Custom Home Care Ltd.

Surname or Family Name:

First Name:

Employee No.: NI No.:

Dates For Leave

Da'ge_ no_tified by the adoption agency that a match was made(Ditendf Kificial Date:
notification (overseas)

Date the child is expected to be placed Date:
or date the child was placed Date:
| wish to begin Paterngigivg Adoption) on Date:
I will return to work on Date:

Declaration

You must be able to tick all three boxes to be eligible for paternity leave (adoption) and pay.

| declare that:

| am:
A Married to or in a @uaiitnershfpwith the adopter, .
A Living with the adopter in an enduring family relationship but am not an imn A
and ) .
Al wildl have responsibility for th A
and )
A | will take time off workutgport the adopter or care for the child A
Signed:
Date:

Return this form to thedministrative Managand keep a copy for your records.

*Only same sex couples can get Civil Partnershiparth@slilip can be converted to a maomadecembert14 in England and Wales.

OFFICE USE ONLY

Recorded A Date: Signature:

Passed to Payroll A Date: Signature:
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MediatioRolicy

Introduction

This policy provides information for staff to ensure that:

¥ Clients retaiadministeand control their own medication where appropriate or play as active a role as pos:

in maintaining responsibility for their own medication.

¥ Where clients cannot maintain responsibility for their own medication, that staff are safeguarded by follo
procedures as laid out within this policy.

¥ Medication is used in an appropriate way for each individual client.

¥ Medication is obtained, administeredsatetgaihd reviewed regularly.

Principles

Below are the principles which staff and Managers of Custom Home Care Ltd. are required to uphold whilst sup

clients to maintain responsibility for their own medication.

1]

Consenfrom the individual to receive medication must always be sought. Where there are issues about the
of an individual to give consieen consent will need to be agreed as part of the individual care planning proc

This consent can be from Social Services a family member or an appointed advocate.

Individuals are to be encouraged and supported to take responsibility for administration and storage of f

medication, following assessment of ability the level of risk and agreed as part of the individual care plannin

Where individuals require support, @ae andsupport Plais to be completed indicating the exact nature of

support thatveryonwill require from staff, whilst still promoting the greatest level of independence possible.
Prescribed medicat®the property of the individual and must not be used for the treatment of anyone else.

Medication must not be used for social cguiristoment. In the context of managing challenging behaviour,

medication must be used strictly in line with written guidelines, as prescribed by the relevant professionals.

Medication should not be given to individuals who have refused to take it. If medication is to be taken with
drinks, thenthiusb e agreed as a part of the clientds care

the medication can be covertly administered in this way and included in the written support plan.

Accurate and comprehensive records of all aspects of medication storage and adminiatvedigsr must be

maintained
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Responsibilities

The following section outlines the responsibilities that staff and Managers of Custom Home Care Ltd. have whil:
supporting clients to manage their medication.

A All Staft who administer medication or who are responsible for the storage of medication must abide by Shef
Council Medications Policy and Procedures primarily. Custom Home Cares Policy and Procedures mirror this

Failure to follow the guidariten this policy may lead to disciptitianybeing taken.

If errors are made with the administratesticztiothen the member of staff concerned will depending on the
severity and circumstances, may not be allowed to administer medication until the incident has been investi

may have to attend retraining, and may receive frequent monitoring and sesspetency as

A Office staff who directly supervise staff administering medication must abide by this policy and monitor practi

are also required to ensure that staff receive approprisdepponiagd are assessed for their competence.

A The Registered Manager, the Quality Assurance Manager and the Responsible-lhdividaal overall

responsibility for the monitoring of quality assurance. This is achieved by:

- Regular policy review.
- Monitoring of medication errors.

- Responding to external monitoring and recommendations.

Training and Quality Control Manager and Senior €alag must ensure the implementation of thelaaining

and to work with managers to arrange appropriate training opportunities.
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Appendix lLAgreement to Mediati@ustom Home Care Ltd.

Agreement to MediatiérCustom Home Care Ltd.
1) Botparties undertake to |Iisten to each
2) Both parties undertake to ipemative towards resolving the conflict.
3) Both parties agree to remain respectful towards each other throughout the course of]
4) Both parties acknowledge that the process is reliant on good will and commitment to
good faith.
Signed: Date:
Signed: Date:
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Appendix RAgreement Reached by Mediatiastom Home Care Ltd.

Agreement Reached l\ediatior® Custom Home Care Ltd.

Name: Payroll No.:

Name: Payroll No.:

We, the undersigned, have agreed to:

Name: Signed:
Name: Signed:
Date: Date:

In the presence of (Mediatol

Noted Completed agreementscargidential to the parties themselves and only they can agree
else having a copy.
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Appendix BReferral for Mediatidbustom Home Care Ltd.

Referral for Mediati@dlCustom Home Care Ltd.

Date Received Reference
Location:

Referrer / Contact Name! Tel:
1st Mediator: Tel:
2nd Mediato(if applicabte) Tel:
Venue Details: Tel:

Party A Contact Details

Party B Contact Details

Briebackground to case:

Process Steps

Party A

[ Party B
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Appendixd4Me di at or 0's

E)

C a 8 GusthsHomesCarmlgd t For m

Medi at or 0 s

C a s @CustomnsHen=®Earenlgdn t Form

Medi at or 6s Assess Medi at or 6s Assess

All issues Communication
resolved: Improved:
Some issues Relationship
resolved: improved:

. Some forward
No issues
resolved: _movement Sl

’ ISsues:

Other: Other:

Admin Checklist

Date

Activity Record

Time Taken

General information and
confirmation of separate sessions
sent to parties:

Setting up sessionsg

Parties informed of next step:

Running sessions:

Information sent about ground rul

Administration:

Venue / refreshments booked:

Agreement completed:

Agreement circulated and reviewe

Agreement finalised:

Evaluation sheets issued and
returned:

Other preparation / activiplease specify:

Mediation Policy © 2014 Custom Home Care Ltd.

Page2000f470



Custom Home Care Ltd. i Ei

Appendix bMediatiokvaluation FoinCustom Home Care Ltd.

Custom Home Care Ltd. is committed to improving the mediation. In ord=ononmtest@ask colleagues
who have recently been involved in mediation to give their views and experiences of the process.
The company would be grateful if you could complete this feedback sheet andidetimiatiato/thanager
within the next seven (7) days, using a sealed envelopentai&ed RAPETRESID NA L 6

All information is treated in the strictest confidence

Understanding Mediation

1) With whom did you speak to get more information about mediation?

~

A Line Manager

A Union Representative

~

A The Office

~

A Other (please specify):

2) Why was the mediation process proposed as a possible way forward?

~

A Breakdown in relations with peers

A Breakdown in relations with management
A Discrimination

A Bullying / Harassment

A Other (pleaspecify):
3) What was your understanding of the process prior to meeting with the mediators?
A

Very good
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4) Was the information about the mediation process easy to understand?

Strongly Agre«  Agree Neither Disagree

MediatiorPolicy A A A A

Website information A A A A

Telephone Contact A A A A
Timescales

5) How much time elapsed between agreeing to mediation and being contacted by a m

A 1 week or less
A Between 1 andv2eks

A Between 2 and 3 weeks

~

A More than 3 weeks

6) Was this acceptable?

~

A Yes

~

A No

7) How long did you subsequently wait before the mediation session?

A 1 week or less

A Between 1 and 2 weeks

~

A Between 2 and 3 weeks

~

A More than 3 weeks

If more than 3 weeks, how long did you have to wait?
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Organisation of the Day

8) Was the location suitable?

~

A Yes

~

A No

9) Do you feel you had sufficient breaks during the day?

Strongly Agree  Agree Neither Disagree
A A A A

10) Were you able et food / drinks as appropriate?

~

A Yes

~

A No

11) How long did the mediation last?

~

A 2 hours or less

A Between 2 and 4 hours
A Between 4 and 6 hours
A Between 6 and 8 hours

~

A More than one day

The Mediator(s)

12) Did the mediator(s) explain the prodaflg to you?
Strongly Agree  Agree Disagree Strongly Disagre

A A A A

13) Were the mediator(s) supportive?

Strongly Agre¢  Agree Disagree Strongly Disagre
A A A A
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14) Did the mediator(s) understand the issues between the two parties?

Strongly Agre«  Agree Disagree Strongly Disagre
A A A A

15) How important is the grade of the mediator to you?

Very Importan Important Not very Importa Irrelevant

A A A A

16)I f you had more than one mediator, di

Help the proces Hinderit Have neffect

A A A

17) If there was more than one mediator involved, did the mediators work well together?
Strongly Agre«  Agree Disagree Strongly Disagre

~ ~

A A A A

18) Do you have any other views or comments about the mediator(s)?

MediatiorDutcome

1990verall, did you find the mediation é°
Very useful Useful  Quite usefu Not useful at a
A A A A

20) Overall, how satisfied were you withsem®@ice you received from the mediator(s)?

Very satisfied Satisfied Dissatisfied Very dissatisfiel

A A A A
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21)Was the i ssueée?

Completely resolv Partially resolve  Not resolved

A A A

22) How do you feel about the outcome of the mediation?
Verysatisfied  Satisfied Dissatisfied Very dissatisfies

A A A A

23) If resolution was reached, was an Agreement Reached by Miediatmympleted and
signed?

~

A Yes

~

A No

24) If no, briefly outline the reason why.

Additional Feedback

25) Doyou think the process could be improved? If so, please indicate how.

26) Would you use mediation again if necessary?

A Yes A No A Not sure
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27) Would you recommend mediation to others?

~ ~

A Yes A No A Not sure

28) Please use the space below to detail any other comments you may have.

About you

29) Are you male demale?

A Male A Female

30) How do you class yourself ethnically?

~

A Whitg British A Asiari Bangladeshi
A Whité Irish A Asiari any other Asian background

A Whité any other white background A Black Caribbean

A Mixed White and Black Caribbean A Blacki African

A Mixed White and Asian A Black any other black background
A Mixed Any other background A Chinese

A Asiari Indian A any other ethnic background

A Asian Pakistani A Prefer not to say

Thank you very much for completing this questionnaire. Your viessstnbute to the development and

improvement of the mediation process for future users.
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MedicatioAwarened3olicy

Introduction

This policy provides information for staff to ensure that:

¥ Clients retaiadministeand control their own medication where appropriate or play as active a role as pos:

in maintaining responsibility for their own medication.

¥ Where clients cannot maintain responsibility for their own medication, that staff are safeguarded by follo
procedures as laid out within this policy.

¥ Medication is used in an appropriate way for each individual client.

¥ Medication is obtained, administeredsatetgaihd reviewed regularly.

Principles

Below are the principles which stafisaaders of Custom Home Care Ltd. are required to uphold whilst supporting

clients to maintain responsibility for their own medication.

1]

Consenfrom the individual to receive medication must always \Whemutigre are issues about the capacity
of an individual to give consieen consent will need to be agreed as part of the individual care planning proc

This consent can be from a family member or an appointed advocate.

Individuals are to be encouraged and supported to take responsibility for administration and storage of f

medication, following assessment of ability and level of risk and agreed as part of the individual care plannin

Where individuals require support, Sugpart Plais to be completed indicating the exact nature of support that

each individual will require from staff, whilst still promoting the greatest level of independence possible.
Prescribed medicat®the property of the individual and must not be used for the treatment of anyone else.

Medication must not be used for social control or punishment. In the context of managing challenging b

medication must be used strictly in line with written guidelines, as developed by the relevant professionals.

Medication should not be given to individuals who have refused to take it. If medication is to be taken with foo

thenthimusb e agreed as a part of the clientdés care p!

Accurate and comprehensive records of all aspects of medication storage and adnailwstyatien must

maintained
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Responsibilities

The following section outlines the responsibilities that staff and Managers of Custom Home Care Ltd. have whil:

supporting clients to manage their medication.
A All Staft who administer medication or who are responsible for the storage of medication, must abide by thi
Failure to follow the guidance within this policy may lead tcadisaipheary taken.

If errors are made with the administraiexstiastionhen the member of staff concerned will not be allowed to
administer medication until they have completed an action plan and possibly retested and deemed compete

A Office staff who directly supervise staff administering medication must abide by this policy and monitor practi
are also required to ensure that staff receive approprisdepeoniagd are assessed for their competence.

A The Registered Manager/Responsible Individoave an overall responsibility for the monitoring of quality

assurance. This is achieved by:

- Regular policy review.
- Monitoring of medication errors.

- Responding to external monitoring and recommendations.

Trainers (may be senior carers, registeradageror designated personjnust ensure the implementation of the
traininglan and to work with managers to arrange appropriate training opportunities.

Types of Medication

These are the main types of medication:

Y Prescribed Medication
¥ P.R.N. Medication
¥ NonPrescribed Medication

¥ Controlled Drugs
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Types of Medication and Recording

Medication Record

This record is designed to keep togjithere r ecor di ngs r el evant to an indi
records are easily accessible for staff and Clients to use.

It is good practice to put a photo of the client on the front of the medication recording booklet.

The record should be taken to @R, p aappoimtments and pharmacists when asking advice about medication.

The record contains the following formats:

Title Details

Individuals Medication Summary | provides at a glance information relevant to the individual and the medication t
See Appendix 4 Includes a summary of the support required by the individual to take medicatio

summary of how medication will be prescdbeztiaind collected from the pharmacy

Prescribed Medication Record o ) o ] ) )
) The format staff use to record administrationaatministration of prescribed medig
See Appendix 2

PRN Medication Guidelines There should beplace a set of guidelines obtained from the individuals GP for

medication should be given

PRN Administration Record The format staff use to record when PRN has been offered or administered, a 1

also be made withindhdeal t h Changes6 section o

Non-Prescribed/Home Remedies The list of approvednPrescribemhedicatiofor an individual signed by either a GP

See Appendix 3

pharmacist
Non-Prescribed Medication The format staff use to record when Non-Prescribed hesilmetiomffered or
Administration Record administered

Additional Medication Information| A pl ace for staff to record additio
such as why and when medication is to be increased or decreased for an indiv

medication is to be discontinued

These formats are not teelbeved under any circumstaReesrds, once complete must be retained and archived

with the rest of an individual s recordings. New |
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Prescribed Medication

Medication prescribed by a GP to be taken or administered at specified and regular intervals.

Entering Medication Information onto the Charts

It is preferred that the Senior Caocersl medication information themHehigss not possible then it can only be

delegated to a member of staff that has passed their medication assessment of competence.

Using the relevant recordingatthe medication details are to be written down clearly in the space provided. Itisv
important the information is:
¥ Copied from the label accurately. Ipd?ia@éso information is clear and easy to read.

¥ Includes theitialof the recorderthe space provided.

¥ Checked yysecond staff member (who has passed their assessment of toepsiedecinformation
is correct and corresponds with the label and initials in the space provided.

Itremains the responsibility of office staff to ensure that recordings are accurate, clear and easy to read.
Entering the Timing of Medication
Where a GP prescribes that medication is to be taken twice a day (bd) ideally theteosimpapd(be a

thereabouts) between each dose admieigteBach and 8pm.

Where a GP has prescribed that a medication is to be taken three (tds) or four (qds) times a day the waking hot

be divided equally to identify the timing of administration.

Recording when Prescribed Medication has been Adwimesipresicribed medicatisnbeen

administered, a record must be made immeblatdynkon thePrescribed Medication Record

The staff member who administered the medication must initial against the relevant box for the medication givel

time as shown on the chart.

NonrAdministratiam Refusal of Medicatifomedication is offered and refused by a client then staff must complet:
the section6 Medi cRadasdritedMedication Redotlis sectisn neust alst be completeédh e
when medication has not been administered for any othsddi@sally, the reason foadoninistration MUST

be clearly documented in the Clients commlogcation
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Nonradministration must also be recorded iRithea | t h se@ibnaitl@mnsdnications Lognd all the
team members on duty informed. Office staff may also need to be informed as outlined in the guidelines for eac

individual client and medication.

In relation to nadministration of prescribed medica¢idical advice must be sought. This information may be sough
from the GP, NHS Direct, community nurse or if applicable the clinical psychiatric doctor. Staff will need to provi
accurate information for the medical advisor and clearly recogihtbe adttiee a | t h SEdiian ofghe s 6

Communications Log

P.R.N. Medication

Medication prescribed for an individual, to be taken when required, rather than at specified times of the day.

Guidelines for when to Admin#ien PRN medication is prescribed, it is essential that clear instructions are
received from the doctor describing the circumstances PRN medication sheytigos giyemp(oms,
behaviours), the amount to be given, and how often the dose may be repeated.

Staff must only administer the medication in line with these guidelines.

This information must be clearly recorded by the person who received the instructions from tARMoctor using the
Medication Guidelinésrm andigned by that person.

Staff should ask the doctor to sign the record of the guidelines. If it is not possible to obtain the Doctors signatur

this should be recorded using the Additional Medication Information format and the office staff informed.

Recording when PRN has been offered or Admivieie RN medication has been administered or offered to
the Service User, a record must be made immddatelnkon thdPRN Administration Recdhdit relates to the

specific medication, recording the date, time, dose, whether it was administered or offered and the reason.

Administration must also be recorded inithea | t h se@ibnaftt@amsndnication Lognd all the team
members on duty inforrifibd office staff may also need to be informed as outlined in the guidelines for each indivi

client and medication.

OnePRN Administration Recamdist be used for each individual PRN medication, with the instructions written

accurately and clearly in the space prbifiéeent PRN medication must not be entered on the same sheet.
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NonPrescribed Medication

Medi cation for which a prescription is not needed

remedi esd and nutritional supplements.

Gaining Agreemertion-Prescribed/Home Remedies List

Staff should always consult a pharmacist as to a suitable remedy if they are required to administer the medicatic
must ensure that the pharmacist is aware of all the prescribethenetigatiakes.

Otherwises nqui ri es should be submitted to the clientods
medication would be suitable to the individual alongside their prescribé&teaibdicati®R should sign the non
prescribed sheHtthe GP is unable or unwilling to sign the sheet may take to the pharmacist and ask them to app

and sign for the medication listed instead.

The | ist of suitable remedies should also be revi
prescribed medicatiStaff must not themselves introduce any form of medication, vitamins, alternative therapies,
including homeopathy etc., to the clients.

Administering or OffeNiiigen the need for this type of medicatior arifes ¢lient has a headache), then staff

must refer to th®n-Prescribed/Home Remedies &isfff may administer the medication but only in accordance with
the manufacturerds instructions as written on the
Non-prescribed medicatiaat only be administered for a limited period and the GP contacted if symptoms persist

there is a need for further treatment.

Recording whelonrPrescribelfledicationas been offered or AdminisiheaiNonPrescribelfledication
has been administered or offered to the client a record must be made biatie dikbelyHENonPrescribed
Administration Recordecording the date, time, medication, dose, whether it was administered or offered and the

reason.

This must also be recorded in the a | t h se@ibnaiti@amsndnication Log

Controlled Drugs

If a client is prescribed mediealich is classified as contralgdnforphine), then there are additional requirements

for administration and recording. (In accordance with the Misuse of Drugs Act 1971 & Misuse of Drugs Regulati

¥ Specific guidelines will be drawn up for each client receiving controlled drugs. The administration of which sk
two staff who have received traiming present throughout the administration and both to sign the medication re

sheet and clearly indicate that the drug being administered is a controlled substance.
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¥ The controlled medication must be returned to the pharmacist as soon as it is no longer required (unless in
of t he avhenigghduld be redamedturitil it iwlckther her e wi I | be a Corone

Administering Medication

Good practice guidelinésr administering medication can be found in Appendix 1 to this policy.

Selfadministration of Medication

Wherever possible, clients should be encouraged to become responsible for the administration of their own mec

Risk Assessinlfjit is deemed appropriate that acelieiresponsible for their own medication, then a formal
agreement must be made following detailed discussions with the client, involved relati@R a8draoy Carer,

other relevant health professionals involved. A detailed assessment of ability and risk will need to be completec
an individualised plan developed.

When a client is deemed to have cagpagitynay become responsible for all aspects of their own medication, includ
visits to their GP for reviews and obtaining their own medication from the local chemist.

The use of appropriate self-administration sygtdhosnadrays, Medi-wallets) could be used to minimise the risk of

errors in self-administration.

Methods of Administration
Staff magdministgratches, oral and topical administration, ear drops, eye drops and inhalers, thickening agents
sachets requiring fluid to administer. Staff must not administer medication in any other form.

Members of staff agt permitted to administer injections under any circumstebiadbmay supervise competent

clients while they administer their own injections but are not to manually assist in giving any injections

For administering eye, ear drops and inhalers each medication will have its own guidance contained within its p

with which staff must make themselves familiar with.
The administration of enemas, suppositories and pessaries should only be done by thersistrict nu

A specifiSupport Plamust also be completed for each client who is prescribedimtbaisatiorms, which will

give staff detailed guidelines for administration.
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Administering Medication

A Medication must be offered to the clients at ihelitiated on their medication chart or as near as possible
to those times.

A Each chart must be checked thoregarging he cl i ent 6s name, date, whi
andensuring that it has not already been signed as given.

A Before administering from an individual container, the label instructions must be read carefully ea
regarding

- The Clientds name.

- The type of medication and method of administration.
- The time of administration.

- The dosage and quantity to be given.

- The expiry date/date of dispensing.

A For medication with limited life after opaniagéms, ointmerttjonsand eye drops which must be used
within 28 days), the first date of opening must be written clearly onTiesatatimeist be checked before

administration as well as the overall expiry date.
A A check must also be made that the name of the client being given the medication corresponds with th
container.
Medication must not be administered from containers which are not clearly labelled.
Medication dispensed for a client must never be administered to any other person.

I f staff have concerns r eg.amnusudlgr gdvecs reactpres or other  t |
health problems) they should seek advice from the GP before offering the medication to the client. Chal
clientds healt h m@anmmunicatibnsLagndioféice stadf cnost beé mfdrmadn t hei r

A Advice must be given to the client taking the medication of any special requirements or problems relati
medicatiomr,g.if alcohol should not be taken.

A Hygiene requirements must be observed when administering all typesidf.thaditatashing and not

handling tablets unless wearing suitable gloves
A Light plastic glovesist be worn when applying any cosatment®yr lotions.

A Advice must be taken from the pharmacist as téabletgmeary be cut or crushed to assist with swallowing
or to enable the Client to receive the corrdttalusts are to tgt,then a special tablet cutter musicoke

and glovesorn if tablets need to be handled.

A The contents of capsules must never be removed from the coating before being swallowed.
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A Clients must always be offered a drink when taking oral medication.

A If a client refuses to take phescribed medicatithe advice of the Chemist, Community Nurse or GP should
be sought regarding the time limit before the disposal of the refused medication.

A A recording of the refusal must be made using the relevant sBctiscribethéledication Recatdng

with any known reasons.

Spoilt Medication

A Any medication which has been spoilt (dropped, came into contact with fluids, incorrectly taken out fror
blister etc) is required to be listed spottienedication chagp any shortages in medication can be
accounted for.

Covert Administration of Medication

A Written instruction must be agreed and documented with the GP, Social ServiceCkhamilyfahdl/ or
and inclusive risk assessstenild also be completed. Covert administration of megitationthe best
interest of the client who would not normally take required medication. It could also be at the clients re
this is how they have always taken tablets. Clear instructionrfrasbéhddgBmented for each individual
and followed for each prescribed medizc&insure the most effective administration of the prescribed
medication

Obtaining, Storage, Recording Stock and Disposal of Medication
Obtaining Medication

Prescribing\ll medication will be prescribed by the General Practitioner and prescriptions dispensed by the loca
phar maci st, ensuring that the Aexemption from chal
been made i n tstaféshauld énsuretthétsepe@taneseriptivhsane ordered in accordance with the

sur ger y 6 sThis mayincludeeondering by telephone, letter or via the internet.

Container¥he medication should be requested to be dispensed in the container which the clients or staff have

is the safest to useg(Nomadrays, Blister packs or individual bottles etc).

Checkingdnce medication is dispensed then it must be checked, ensuring that the correct asteivecas been

and that the container is labelled with the following information:

¥ Name of the person for whom the medication has been prescribed.
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Name and strength of the medication.

>\

>\

Dosage and frequency of administration.

>\

Expiry date of theeparation or the date of dispensing.

>\

Nameaddressand telephone number of the dispensing Chemist.

>\

Address and Date of Birth for whom the medication is prescribed.

Recordinggtaff must ensure that information is transferred accurately and clearly by writing the information (usir

capital letters) in the space provided on theMedication Recofdrmat.

The amount of medication received must be recordéedicatien Record

Errorsin the case of any discrepancies, staff should contact the dispensing pharmacist immediately and inform

staff.

Storage of Medication

A Clients are responsible for the storage of medications if they have capacity

A If the client is deemed not to have cagiacitye of medication becomes the responsibility of family or
another responsible person.

A In exceptional circumstances, staff may have written permission (see authorisation form) to access me

stored in a |l ocked box or safe in the cliento:

Special Storage RequiremPatticular attention must be paid to specific storage requgemikigtstation,
where the medication may be stored in a sealed marked container placed in the fridge (whether this container i

will be based on a risk asseskment

Keeping Tablets SeparAlitablets must be kept in their own separate bottle or container, and different tablets mu
be mixed in the same bottle (apart fromedieltion systemisgblets must not be placed in any other containers

(including daily dosset boxes) prior to the time of administration, unless they need to be taken out of the house
client on a visit, or day care activites t hi s case the container mu st be ¢

name and strengthhaf medication.

ReturningDisposal Medicatioff medication has been discontinued or is no longer required by the client it must b
returned to a pharmacist as soon as possible. The MedicatiostRecootpleted showing the same details
recorded as when the medication was received. A signature from the pharmacist must be obtained to validate h

receipt of the medication.
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Lost Medicatidhany medication is completely lost, then the advice of the pharmacist should be gained as quickl
possible as there may be a need to inform the police. A written record must also be made of the type and amot
medication lost.

Deathln the event of the demth client medication should be left for any lawful authority to take should the inciden

to a coronerds inquest.

Ensuring Safe Practice

Staff Training

It is essential that all staff who are supporting clients to take medication receive apgmdpaiatesteasimegnt of

their competence before they are authorised to administer any form of medication unsupervised.
In House Induction
Training will commence during the in house/scheme induction programme (see induction check list).

It is important at this early stage that staff have an opportunity to:

A Deal with fears and anxieties.

A Become familiar with the MedicatioraRdl&t@ndards for safe storage and administration

A Gairthe skills needed for safe administration by practising under supervision.

A Become familiar with recording systems.

A Become familiar with the fiMedication Competen:t
A Become familiar witbdicationsed by the clients they are supporting.

Assessment of Competence

The aim of the assessment is to ensure high standards of safety in the administratése atmedschtiod

maintained\ll staff are required to demonstrate their competence before they administer any medication unsupe

The assessment should be carried out by direct observagisimgestafiedication to the clients that they.support
However, there may be some instances where fissibbleatn d @1 ay 6l er si mul ati on a

acceptable.

The assessment may be carried out by a senior member of the office staff, and it is their responsibility to ensure

assessment has taken place.
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The assessment will be recorded Medieation Competency Assessnieotr m, whi ch must be
Personnel File

The assessments are required to be completed at least every six months for all staff who administer medication
receive a certificate of completion after each Medication Competency Assessment.

It may be appropriate to assess staff more frequently if, e.g.
A There is a significant change in the clientos

A There is a change in the system being.gselanging to or from monitored dosage cassettes.

A There has been concern about safe practice either by individual staff or the whole staff team.

If staff are not found to be competent when assessed, an action plan will be developed by the assessor and imy

This plan should outline the areas where further work is required and what additional suppdievpldesprovided
for re- assessment should also be included.

POL8 1023 Medication Awareness Policy © 2014 Custom Home Care Ltd. Page2180f470



Custom Home Care Ltd.

PROTOCOL FOR MEDICATION ERRORS

v

MEDICATION ERROR OCCURS

Seek medical advice from GP or NHS
111, carry out their instructions and
record in the communication log.

L 4

Contact Senior Carer

¥

l

The Senior Carer advises next of kin and
assures them that all procedures are
being followed. Ensures that a medication
error form is filled out.

Senior carer [ manager ensures that
the GF'sM111°s advice is followed.

Senior Carer ensures a manager is
informed.

Y

The manager files a copy of the
Medication Error form.

Y

If Senior Carer is unavailable,
contact a manager

¥

If 3 manager is not available,
contact the on-call operative.

¥

In association with the informed managsr, the
Registered Manger will investigate the situation. The
Registered Manager may delegate the investigation to

another manager.

h d

Data from the investigation will be
received and reviewsd.

¥

A decision will be made Dy the
investigating manager as to action o
be taken.

Y

The medication error is then recordad

against the staff members parsonnel file.
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Decision Making Protocol

Type of Error

Frequency of Errors

Consequences

Mitigating Circumstances

Actions to be taken to rectify the situat

>

> > > > >

p

Is the error a recording error, administering €

minor, significant, life threatening?

Has the person committed the same error pre
If yes, tvhat extent?
Has this person committed a different me

error previously?

Was the client harmed?

Were there any health implications from the ¢
What are the actual or potential consequenci
error?

Categorise into:

Life threatening.

Serious lack of controlling medical problem.
Not serious but lack of controlling medical prt
Minor or insignificant effect on medical proble

What were the circumstances of the error?
Were there unuswé#icumstances that may
influenced the medication error?

Were there other people partly respoasibl
pharmacists, other staff were misinformed, |

checks not carried out.

Did they report it immediately?
Did they seek medical advice and carry it out
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Range of Options or Outcomes for Staff

N.B.All reports of medication errors must be recorded in the personnel file. The report should include the error t
occurred and action that was taken including the considerationfReggstdrgifenager in determining that

outcome. Where disciplimetign is undertaken it must be done in accordance with the arrangements outlined in
Custom Home Care Ltd.ods policy.

The following options may be outcomes chosR®edigtreilianager in response to medication errors. One, a
mixture, or all of the list may be considered as possible outcomes based on the factors listed above.

Supervision A Discussed and recorded in supervision notes

Shadowing A The staff member will work alongside a cangtieteual.

Coaching A The staff member can complete a Coaching Plan

Training A The staff member may attend a courbewsértraining

Re-testing A The staff member is re-tested for competence in administering medication

Review A The procedures in the service and care plans are reviewed and additional
introduced

Suspension A The staff member is suspefidedadministering medication until further notic
additional training

) A A verbal reprimand is given and recorded on suspension notes.
Reprimand
Monitoring

Alternative Care Situations

In any situation where the care of clients is the responsibility of people other than Custom Hoeng. Care Ltd. staff,
clients who may go on visits with family araiedagupst is essential that effective commursigstigons are in
place. It must be ensured that the supply of medication for this period is adequate, is clearly labelled and it is st

that where possible, recording systems are maintained.

It is also advisable that all non-prescribed mgtlieattorthe client during this period is recorded and the staff notifie

on the clientds return to their car e.
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Appendix lLGood Practice Guidelines

Good practice guidelines for staff when administering medication:

> > D>y > > >y D> D> D>y D> D> D>y D

Dot the recording form when taking the medicationcountaihtrebefatas given to the client.
Involve the client as much as possible.

Use alarms/reminders to alert when medication is due.

Colour code times of medication on the chart.

Alwaygheck the back of the spoon in case the tablet is still there.

Always wait to ensure that the client has swallowed the medication.

Clear instructions must be provided when new medication has been prescribed.

The route of administraignear, nose, mouth should be included on the medication chart.
Put an elastic band around the boxes that are not in use.

Start opening at one end of a blister pack and then open in order without leaving gaps.
If there are named days on the pack then make sure to open the correct day.

Ensure the strip of the blister pack is completely empty before disposing

All creams must be dated on the box and the tube when opened.
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3

Prescribed Medication Record - Custom Home Care Ltd,

Page Number of

Appendix 2Prescribed Medication Record

Name: Address - DOB:
Month/Year | GP: | Allergies:
Medication as Per Label Time | 1 Tl & | e[| |12|13|14| 15|67 18|19 20| 21| 22| 23|24|25|25[27 2820|303
NEI'PE Time
AM
DDSB nitials
Insbructions:
LUMNCH
TEA
Recorded By Checked By P
Medication as Per Label Time | 1 7le|ls[w|m|w2|a|u|ls]w|w|w|w|20|2]2]m]24|s5(x|27|28]=|a]a
Na'ne Time
AM
DDSB nitials
Instructions
LUMNCH
TEA
Recorded By Checked By P
Medication as Per Label Time | 1 7le|ls[w|m|w2|a|u|ls]w|w|w|w|20|2]2]m]24|s5(x|27|28]=|a]a
Na'ne Time
AM
DEEB rutials
Instructions
LUMNCH
TEA
Recorded By Checked By i
CODES: R- Refused |_§-Self / F-Family | N-None to Give / 0-Other{enter explanation in log) / V-Verified FOR - 4032 - Pre afion Record 5 Cusfom Home Care L
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Appendix BNonPrescribed Medica#aministration Record

MNon Prescribed / Home Remedies List

Mame:

Address:

GP NHame:

Address:

CHC Ltd. Client No.-

It iz recommended that the following remedies are suitable for use, according to the manufacturers” instructions:

For dry coughs: Simple Linctus
Pavacol D Linctus
For nasal congestion: Karvol capsules

Menthol crystals inhalation

For sore throats:

Glycerine

Honey and lzmon lozenges

For diarrhoea: Oral rehydration salts
e.0. Dioralyte, Electrolade, Rehidrat
For constipation: Senna fablets B.P.

For indigestion:

Magnesium Trisilicate mixture
Aluminium Hydroxide tablsts

Gaviscon

Others (please specify):

GP_ ! Pharmacist Signature:

Date:
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Good Praches Statsments

Avourabe Clear Fscorde: Al enfies should be Cearfy wrifien in black ink no coredion fiuld showld be used. Amy srrors Fede showld be oossed Hvough with one

sraight line. Mon-prescribed medication should only be ghven I B appears on B Non-Presorbed’Home Remedies Ist A record of adminisiration: must also b= made In
the *Heaith Changes saction of e dient's Communication Log

Tick Ons
_ o _ Reason for being Administered or Staff
Date Time Madication Do Admin- | Offered .
] Offarsd Signatura
Extared
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Appendix 4Client medication Summary Form

Detailz
MAME LEGAL

STATUS

NHS Mo.
ADDRESS

SPECIFIC HEALTH NEEDS
DOE. Epilepay, Diabetes et
ALLERGIES
RELIGION
G.P. Detailz Next Of Kin
MAME NAME
SURGERY

ADDRESS
ADDRESS

TEL.
TEL. RELATION
Senior Care Worker (social worker or digtrict nurse)
MAME TEL.

LOCAL

ADDRESS AUTHORITY
Registered Manager
MAME TEL.

Current Pregcribed Medication

Total Dose | No. of times )
MEDICATION per day Common Side Effects
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PRN Medication

MEDICATION

Total Doze

No' of times
per day

Commaon Side Effects

Summary of Support Required To Take Medications

Summary of How Medication is Prescribed and Collected / Delivered Etc.

Trooade datmin mhoul ow ofen DeesoTions e pregared, wil Medcaton D& denered of oieted, Wi

FRaMm acy 40 JoU USE ROW Wil S00GerE B cotaned from the Eam acy et

Shift Supervisor's Signature
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Appendix BPRN Medicatidwministration Record Form

Client Mame:
Address:
GP Name:
Address:
Client Mo
Good Practice Statements
Apourabe Clear Regorde: Al enries should be clearsy writen in black ink no comeciion fuld should be used. Any emmors rade showld be orossed through with one
siraight lime. A recond of adminlstration must also e made in the dient's Communication Log.
Tick One . ..
Date Time Madication Dosa Aomin- | Ofersd Reason for MG"I%:MI"'"HM or si;tjfum
istarad
POLS 1023 Medication Awareness Policy © 2014 Custom Home Care Ltd. Page2280f470



Custom Home Care Ltd. i Ei

Moving andandlingolicy

Definitions

Moving & Handling (Manual Hyrapiexations are defined as:-

¥ Any activities requiring the use of force exerted by a person to lfampushofhdrwise move or
restrain any load.
Aloadis defined as:
¥ Any moveable object, animate or inanimate.
(Regulation 4 - Occupational Health & Safety standards (manual handling) Regulations 1998)

Principles

Custom Home Care Ltd. recognises its responsibility to ensure that all reasonable precautions are taken to |

and maintain working conditions that anealtiigand compliant with all statutory requirements and codes of

practice.

It is the policy of Custom Home Care Ltd. to ensure that so far as is reasonably practicable, staff and clients

are protected from the risk of ioayise afioving and handling operations.

This is to be achieved by:

A Operating a o6mini mal handling policyd where

as is reasonably practicable.

A Where the need for moving and handling cannot be avoided, then the operations will be assessed fo

level of risk of injury involved.

A Taking appropriate steps to reduce the level of risk of injury as far as is reasonably practicable, inclu

provision of equipment and handling aids.

A Al staff will be given such informiagtonctiond trainings is necessary to enable safe moving &

handling relating to their specific role.
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Risk Assessment

Risk assessment may be defined as:

A AA calcul ation of posedcby&mokirmland handingapetatiorg $houtd they h
become a reality, weighed against the control

Risk assessmemised to be completed on all moving and handling operations that pose a potential ris

It is the responsibility of the Senior Care WarkerManagey ensure that they are completed,
implementednd reviewed regularly.

Once the level of risk has been determined then an action plan for reducing the risks must be drawn

The rislassessmesupport plan (see document entitled Risk Assessment for Client and Care Worker)

and any following guidelines must be recorded on the format provided.

A All care staff should also conduct a personal risk assfesentiety perform any. thitks felt that
the risk is significant, this should be reported and reassessed, a formal risk assessment must be car

out for that client and documented.

Moving and Handing Guidelines

A Written guidelines should be available to staff on all moving and handling operations that involve any

of risk.

A The guidelines should give clear information on how the operation should be carried out, how many

are required and the equipment to be used.
Staff then have the responsibility to carry out the operation following these instructions.

If the operation involves the moving and handling of a Client, then a copy of theairsk assessment

guidelines in the form of a support plan is |

A These guidelines and support plans must be reviewed at least annually and more frequently if any

circumstances change.
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Equipment and Wheelchair Servicing

All equipment provided to assist with moving & handling mustbeditiarsafe

I f equipment is the property of the Client, it i
equipment has taken place and all service records are up to date. If the Client is deemed nahémhave capaci

the responsibility for equipment maintenance falls to family or another responsible individual.

i.e., staffnust do an initial assessment of a wheelchair to ensure that it is safe to use and in working order. F
plates must be present, brakedumasbrand tyres fully inflated with no perishing of the wheel. If the
wheelchair is deemed unsafe to use, it is the responsibility of the Client to either repair or provide a new cha
the client is deemed not to have cateitthe responsibility falls to family or another responsible individual

Custom Home Care Ltd. will be unable to use unserviced equipment, it is therefore essential that Clients an
memberstc.are made aware of their maintenance responsibility during sign up and in writing in the Client Us
Guide

Guidance for Staff

The following section outlines the responsibilities of the various post holders in relation to implementation of

policy.
All Staff

All staff are required to comply with the provisions of the moving and handling operations regulations 1992,
accordance with traiging advice received. Every employee must ensure that they do not act in such a way

which may affect their own health and safety, or any other person. They have a duty to:

-

A Ensure that they use any aids and equipment that is provided fao tedurcafbyrisk of injury.

A Visually inspect any handling aid or equipment before they use it each tima¢therensteeo

obvious defects which may compromise their safety or that of others.
A Report and not use faulty equipment.

A Ensure that they follow a safe system of work as in the generalathaoy gpetific moving &

handling guidelines for that operation.

A Ensure that they are dressed appropriately to undertake moving and hanctimjceakée

clothing that does not restrict movement or compronasd flarétyclosed non-slip shoes.
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Report to theéime Managany conditions or changes in health that could affect their ability to comply

with this policy or any specified moving and handling guidelines.

Attend trainisgssions and implement the aglvere anthform theltine Managé#rthey identify

additional training needs or do not feel competent to perform their duties.

Report all accidents and dangerous occurrenc
Procedure to ensure that an investigatiake place and remedial action can be implemented (refer
to the Health & Safety Policy).

Senior Carellsine Manageand Managers

Senior CarellsineManagersind all Managers, have responsibility to:

A Ensure that all staff, including relief staff, are aware of this policy.

A Ensure that all moving and handling operations within their area of responsibility are assessed and tt
any risks are reduced to as low a level as is reasonably practicable.

A Ensure all staff receive adequate tsaitiivag they may comply with this policy.

A Ensure that all staff are competent to perform their duties under this policy.

A Ensure that all accidents and dangerous occurrences that occur have been reported in accordance v
Custom Home Care Ltd.ds policy ( Rwdtigatednd o t he
remedial action is taken as necessary.

A Ensure that moving and handling guidelines have been drawn up for all operations that have any de
of risk of injury, and ensure they are readily available to relevant staff.

A Monitor and review the moving & handling skills and practices in the workplace.

A Identify new and unique handling situations.

A Where appropriate, liaiseanitbffice staff membes di scuss with the Clien
referral to the Physiotherapist or Occupational Therapist for advice and recommendations where the
moving and handling operation involving a Client carries a significant level of risk or the equipment
spplied is not sufficient for the Clientds ne

A Inform the Registered Manager, where appropriate, that a referral is to be made to an Occupational
Therapist or Physiotherapist.

A Act as a role model for colleagues in the safe handling of loads.

Managers

In addition to their responsibilities as a member of staff, Managers or Directors also have a responsibility to:

Y Act as a source of reference and advice on madsigtarglissues. This will include the

recommendation of small assisting/handling aids to assist staff to sugpgogtiGHieshise}s).
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Y Support staff in the development of appropriate moving and assisting guidelines and support plans.

VY Liaise with staff, Managers, Physiotherapists and Occupational Therapists on resolving specific mov
and assisting difficulties relating to the support of Clients.

¥ Provide trainiagd updating to staff on moving and assisting.

Y Ensure that he/she is kept up to date with new developments relating to moving and assisting issues

Moving and Handlimginers

All moving and handling trainers will have achieved accreditation in the delivery of moving and handling trair

They will have an additional responsibility to:

¥ Act as a source of reference and advice on moving and handling issues. This will include the
recommendation of small handling aids to assist staff to suppgridiiiersbdets).

¥  Support staff in the development of appropriate moving and handling guidelines and support plans.

¥ Liaise with staff, Managers, Physiotherapists and Occupational Therapists on resolving specific mov
and handling difficulties relatinggoppert of Clients.

¥  Provide trainiagd updating to staff on moving and handling.

¥  Ensure that he/she is kept up to date with new developments relating to moving and handling issues

Health and Safé{ficer

Has additional responsibility to:

¥  Ensure that moving & handling practices are in keeping with current Hebdthistantib8 afat/
regulations.

¥  Monitor and ensure that reported iapdidangerous occurrences due to moving and handling tasks

have been investigated and appropriate action taken.
Training

All staff will receive traimmgoving and handling, including induction training and an annual refresher.
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Staff will receive trairirad is relevant to the range of moving and handling tasks required in their work as
described below:

¥ Introduction to principles of moving and handling.
¥ Moving and Handlirigobjects.
¥ Moving anlgandling of people.

¥ Supporting Clients with specific moving and handling difficulties.

All staff will be required to complete a confidential Health Questionnaire on employment by Custom Home C
Ltd. (see Appendix 1) which will be used to assess whether they are fit to complete any practical exercises c
the course.

The trainewill discuss any health problems identified with the staff member and make further recommendatio
regarding the trainamgliaise with théime Manageggarding fitness to work if appropriate.

Records will be kept of all staff attemdameeing and handling traimiregcentral database. All staff will have

full knowledge of manual handling from the staff induction training. A certificate will be issued to all staff mer
to indicate they have completed the manual handling section of the induction progeawfimg)(See A
Further mandatory training will be wundertaken th
Ltd.Inadditioreach member of staff will be given an individual training record, which is to be stored in their st
developmeniefiand taken to any training for updating. Trainers will sign to specify exactly the training that ha:
been delivered to each member of staff.

Monitoring of this Policy

Adherence should be monitored by all managers.

Issues of concern should be raised with the Health &fticeafety
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Appendix iLIndividual Health Question(iivging and Handling

Name (please print):

During your employment you will be required to participate in client and/or. blgjentursatetiiaking

manual handling trainyrogy will also carry seuterapractical exercis€®rthe traindp train you safely and

provide the guidance pertinent to you personally, they need to knowZpkistihgroppdition which you

may have. It is therefore an essential requirement to complete this form prior to the start of any training. Fail
do so will result in you being excluded from the training.

If you knowingly give incorrect information, Custom Home Care Ltd. can bear no responsibility for any result
pain or injury.

You are required to place a tick in the box adjacent to any factors which could affect the way in which your t
is provided and sign below. You must tick all boxes relevant and at least one box must be ticked.

¥ | suffer from back, neck or shoulder pain or injury.

¥ | suffer from knee, hip, elbbayldeqr other joint problem.

¥ | am receiving treatment for a condition which may affect my ability to partic
activity without pain or injury.

Y | am pregnant, have given birth in thentasth® or am breast feeding.

¥ None of the above applies.

If you have ticked any of the points above, tivéliregedr further information fromyecestargdvice
may be sought from ydéone Manager Health and Saféxfficer.

N.B. Should you suffer any discomfort or injury during the traiaingust stop what you are doing and
report this to the trainenmediately.

Signature:

Date:
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Trained s Not es

Discussed with Participant:

Further Comments:

YES 8 NO &
Exempt from practical activities in training

Exempt from trainingpurse: YES § NO 3o

Trainebs signatur e:
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Appendix 2Certificate of Induct@mmpletion

Certificate of Completion

Let it be known that

= Moving and Handling

n  Fire Safety
= Smoking/DrugsiAlcohol

= Safeguarding/Abuse

has successfully completed the following topics comprising The Induction

Programme for Custom Home Care Ltd.

= Medication Awareness = Complaints & Compliments
»  Infection Control m  Health & Safety
=  DPA & Confidentiality n  Dress Code
= Lone Working m  Personal Care
»  Duty of Care & Person Centred Care = Sickness & Annual Leave »  Communication & Development
Signature (Training Officer): Date:

fa
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Occupational Health Policy

Introduction

Occupational heatthhe applied science concerned with the effects of work on health. It is also concerned wit
how an employeeds state of health influences t he
health and the healtbtbérsat work and Custom Home Care Ltd., will ensure that everything that is reasonably
practical is done to protect the healtewipboyeest work and thereby our clients. This policy is to be read in

conjunction with:

A Health and Saféglicy.
A SicknessAbsence and Annual Leave Policy.

Principle Aims

To assist with the identification and managementisk$fiealth

To support staff who are ill to remain at or return to work, as appropriate.
To improve work opportunities for those with disabilities.

To manage weardated aspects of illness.

> > P> > >

To promote good hetthetter equip staff to workamdtb make informed lifestyle choices.

Policy Statement

Custom Home Care Ltd. is committed to ensuring that the potential for ill health or injury arising from emplo
with the company is minimised so far as is reasonably practicable. We will ensure the identification of health
to enable the implemiéoeof the necessary control measures and as necessary, appropriate occupational

health interventions.

Custom Home Care Ltd. will encourage an atmosphere where managers take an active interest in the healtl
wellbeingf their staff and ensure early identification and managenweldtedithealth (see Sickness

Absence and Annual Leave Policy).

We will enable staff to raise, discuss and resolve indivelatddvoelalth issues through the involvement of

and consultation with an Occupational Health Service (OHS). Employees may be referred to an external OF
through their GP or other prafess@ustom Home Care Ltd. will ensure that staff who are identified as
particularly at risk dfathlth from their work or whose health affects their work, are provided with appropriate

advice and support.
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Company Responsibilities

Custom Home Care Ltd. will ensure that the health of staff is not adversely affected by their work through:

A

>> > >

> >

>~

Staff

Proactively considering the effect of work activities on health, so enabling the introduction of appropr
measures to eliminate/ minimise any adverse impact.

Ensuring risk assessments are undertaken that consitied/bdalth hazards

Providing appropriate informatsbryctiomnd training staff with regards to health risks.

Ensuring the early intervention and managementlatedoitkealth issues.

Implementing the appropriate working arrangements, reasonable adjustments and support for staff v
are identified as being at particular risk.

Working with the Registered Manager and external Occupational Health Service as appropriate.
Ensuring that staff are aware of the Occupational Health arrangements of the company.

Providing free eyesight tests for Visual Display Unit users on their request or where there is visual
difficulty in carrying out display screen work.

Are responsible for:

>

The care of their own health and wellbeing

Making informed life choices with regards their health.

Informing their manager of any health condition that might affect or be affected by their work activitie
workplacer other persons.

Caooperating with their managers and others with regards to the implementation of appropriate meas
to control health risks in the workplace and elsewhere.

Undertaking a saisessment for the use of display screen equipment and workstation if computers ar
used as part of their job role (Appendix 1).

Arrangements for Occupational Health Referral

a

Custom Home Care Ltd.ds Occupational Heal th Serv

Service (SOHAS)p://www.sohas.ca.uk/
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When required, staff will be referred through their GP to SOHAS for matters concerning:

A

> > > >

Il health, which might include staff who:

- Have suffered an accideijury at work.

- Have suffered iliness and absence from work which may be attributedeovinenscekiisg
arrangements.

- Have suffered iliness and absence from work which, whilst not attributable to the working
environment / arrangements, requires support and management to facilitate a safe return to work

mai ntain the .employeeds well being

Attendanamanagemergyidancegnd advice as appropriate in respect of:

- The development of appropriate strategies for minimising absence and achieving the earliest pos
return to work.

- The support that can be reasonably provided, inaregesmfealth problems, to proactively
manage and rehabilitate staff back into work.

- Conseguences of a health condition upon work and attendance

Adjustments under the Disdbisityiminatigxct for advice on the impact of a disabilibyk /
attendanceslated issues, together with adjustments that Custom Home Care Ltd. should reasonably |
expected to make to accommodate a medical condition in compliance with the DDA.

Workstation and workplace ergonomics, and advice on work organisation and layout.

lIthealth retirement and advice on eligibititgdtinikbarly retirement.

Health surveillance.

Informatiomstructiomnd training

- SOHAS provides various traatigges and sources of information for enmpémaarersnd

employees.

Advice and guidance on matters concerning:

- Disease transmission and infection.control
- Driver safety.

- Musculoskeletal disorders.

- Travel advice.

If an employee is to be referred through their GPI&) Gwastom Home Care Ltd. will write to the GP

requesting a medical report and recommendations (sedBsekmesand Annual Leave Policy).
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Confidentiality

The Occupational Health Service will hold information about the health of staff. Information and records will

divulged to any Amedical staff without the written cohismimember of staff concerned.

This policy is reviewed annually.
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Appendix iLDisplay Screen Equipment and WorlStdid@msessment ChecKIiBISE

Displary noremn pouapesen| |56}
wprisixhan ohecidist

Thiz iz a web-friandly
varzion of Display
zoreen equipment [DSE}
warksfafion chechiist

publizhed 0513

Display screen equipment (DSE)
workstation checklist

Workstation location and
number (if applicable): s s e nenes

L=

Checklist completed DY: o ercerssssssrssssmssss s ssssnnas

Assessment checked DV:  ccecrere e ssssrersss s s ssesrnnens

Any further action needed: Yes/MNo

Follow-up action completed On:  .cccccssssssssmmess s e ssnes

The following checklist can be used to help you complete a risk azsessment and
comply with the Schedule to the Health and Safiety (Display Screen Equipment)
Regulations 1802 as amended by the Health and Safety (Miscollaneous
Amendments) Regulations 2002,

The questions and ‘Things to consider' in the checkdist cover the requirements of
the Schedule. If you can answer "Yes' in the second column against all the
quastions, having taken account of the Things to consider’, you are complying.
You will not be able to address some of the questions and ‘Things to consider’, eg
on refiections on the screen, or the ussr's comfort, until the workstation has bean
installed. Thess will be coversd in the rick asssssmant you do once the workstation
i inctalled.

Work through the checkiist, ticking either the "es' or "Mo” column against sach
rick factor:

B Yes' answers require no further action.

B ‘Mo’ answers will reguire investigation and/or remedial action by the workestation
asseesor. They should record their decisions in the “Action 1o take' column.
Assecsors should check later that actions have been taken and have resoived
the problem.

Rememiber, the checklizt only covers the workstation and work emaronmeant. You
alzo need to make sure that risks from other aspects of the work are avoided, eg
by giving users health and safety training, and providing for breaks or changes of
activity. For more advios on these ses Working with display screen equipment
(DSE): A brisf guide.

Page 1 of 10
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Health and Safety

o

I I

Iz the keyboard separate from This iz a requirsment, unless the

the scresn’? task makss it impracticable (eg
whens thers izaneed to use a
portabls).

Does the keyboard tit? Tilt meed not be built in

Iz it possible to find a Try pushing the display scroan

further back to create mors room for
the keyboard, hands and wrists.

Users of thick, raised keyboards
may need a wrist rest.

Dmsﬂmmhmmnd Training can be used to prevent:

m  hands bent up at the wrist;

m  hitting the keys too hard;

m  overstretching the fingers.
Ara the characters clear and Keyboards should be kept clean. i
readabls? characters still can't be read, the
keyboard may need modifying or
replacing.

Use a keyboanrd with a matt finish to
recuce gare and/or reflection.

Ceepiay sorsen equipment [DEE) worketation checkdat Page 2 of 10
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Tick
¥

Is the devios suitable for the
asks it is used for?

Can the user easily adjust
software settings for spoed
and accuracy of pointar?

If the user is having problems, try a
different device. The mouse and
trackiall are general-purposs
devioss suitable for many tasks, and
available in a varety of shapes and
sizes. Altamative devices such as
touch scresns may be bettar for
some tasks (but can be worss for
others).

Most devices are best placed as
close as possible, eg right baside
the keyboard.

Training may be nesdad to:

prevent armn cvemaaching;
sncourage usars not to bave
their hand on the device when it
is not being used;
encourage a relaxed am and
straight wrist.

Support can be gained from, for
exampls, the desk surface or arm of
a chair. If not, a separate supporting
device may halp.

The usar should be abls to find a
comfortable working position with
the device.

Ses if cleaning iz required (eg of
mouse ball and roliers).

Cheack the work surface is suitable.
A mouse mat may be nesded.

Users may need training in how to
adjust devics sotlings.

Ceepiay sorsen egquipment [DEE) worketation checkdat

Health and Safety
Exscutive

Action to take

Page 3of 10
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Risk factors Tick
answar

v

Arg the characters clear and
readabla?

Health
and safety

Iz the text size comfortable to

Iz the image stabls, e free of
flicker and jitter?

Iz the screen's specification
suitable for its inended usa?

Arg the brightness andfor
contrast adjustabla?

Does the scresn swivel and

Ceepiay sonsen equipment [DEE) worketation checkdat

Healfth and Safety

Action to take

Things to considor

Make sure the scresn is clean and

Cheack that the text and background
colours work well together.

Softwars sattings may nesd
adjusting to change text size.

Try using differant scresn oolours 1
reciuce flicker, eg darkar
background and lighter text.

if there are =till problems, get the
sat-up checked, eg by the

equipmeant supplier.

For example, intensive graphic work
of work requiring fine attention to
=mall detasls may requirs large
deplay screons.

Separate adjustment controls are
not essantial, provided the user
can read the screen easly at all
times.

Swivel and tilt need not be built in;
you can add a swivel and tilt
mechamsm.

Howewver, you may need to replace
the screen if:

u  swiveltit iz absant or
unsatisfactory;

work is intensive; andfor

the user has problems getting
the screen 1o a comfortable

Page 4 of 10
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Risk factors ck
Swar

[

Are adustable window

coverings provided and in
condition?

Iz the softwars suitable for the

Use a mirmor placed in front of the
screen 1o check whers reflections
are coming from.

You might need to move the
screen of even the desk andior
chield the screen from the source of
the reflections.

Screcns that use dark characters

on a light background are kes
prons to glare and refiections.

Cheack that blinds work. Blinds with
verical slats can be more suitable
than hornzontal ones.

if these measures do not work,,
consider anti-glare screen filters as a
last resont and seek spacialist help.

Softwars should help the user camy
usar-friendhy.

Check usars have had appropriats
training in using the softwares.

Softwars should respond quickly
and clearly to user input, with
adequate feedback, such as clkear
help messages.

Ceepiay sorsen equipment [DEE) worketation checkdat

Healfth and Safety

Page &of 10
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Healfth and Safety

ings to considor Action to take

Craate mors room by moving
printers, reference materials s1c

if mecesszary, consider providing new
power and telecoms socksets, =0
squipment can be moved.

There should be some scope for
flexdble rearrangement.

positioned to minimiss
uncomfortable head and eye
| movemsnts.

Are surfaces free from glars Consider mats or blotters to reduce

and refloction? reflections and glare.

Iz the chair suitabls? The char may need repainng of
replacing if the user is

Iz the chair stable? uncomifortable, or cannot use the
adjustment mechanisms.

Does the chair have a

working:

m  =sat back height and tilt

adjustment?
m  zsat height adjustment?
m castors or glides?
Ceepiay sorsen equipment [DEE) worketation checkdat Page & of 10
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Healfth and Safety

Risk factors Tick Things to considor Action to take

answar

I L Y R
Iz the chair adjustad comactly? The usar should be able 1o camy out

Consider training the usar in how to

adopt suitable posturss while

working.

The arme of chairs can stop the
user getting closs enough to uss the
equIpmEnt comfortabhy.

Move any cbstructions from under
the desk.

The ussr should have a straight
back, eupported by the chair, with
relaxed shouldars.

Adjust the chair height to get the

eyes at roughty the same user's ames in the right position, and

height as the top of the DSE? then adjust the DSE hesght, if
Necessary.

Are feet flat on the fioor, f not, a footrest may be needaed.

without too much pressura

from the seat on the backs of

the legs?

Ceepiay sonsen egquipment (DEE) worketation checkéat Page 7 of 10
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v

Things to considor

Healfth and Safety

Action to take

Iz there snough room o
change position and vary

Iz the lighting suitable, eg not
1o bright or too dim 1o work
comfortalhy?

Does the air fesl comfortabls?

Are levels of heat

Are levels of noise

Space is neadad to move, stretch
and fidget.

layout and check for obstructions.

Cables should be tidy and not a mip
or snag hazard.

Users should be able to control light
levelz, ag by adjusting window
binds or light switches.

Consider shading or repositioning
light sources or providing local
lighting, eg desk lamps (but make

Can heating be better controlled?

Mors ventilation or air conditioning

may be required if thers is a lot of

slectronic equipment in the room.

Cr, can users be moved away from
the heat source?

Consider moving sources of noiss,
eQ printars, away from the user. If
not, consider soundproofing.

Cezpiay sorsen equipment [DEE) worketation checkdat

Page 8of 10
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m  Has the checkist covered all the problems they may have working with their DEE?

m Have they expenencad any discomfort or other symptoms which they attributs to working
with their DSE?

m  Has the user been advised of their entitlement 1o eye and eyesight testing?

m  Doss the user taks regular breaks working away from DSE?

Write down the details of any problems here:

Cezpiay sonsen egquipment (DSE) worketation checkEst Page 8of 10
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Healfth and Safety

Further information

Working with display screen equipmemt (DSE): A brief guide Leafiet INDG38({rewd)
HSE books 2013 www.hse.gov.uk/pubnsindg3e.him

For information about health and safety, or 1o report INCONSISISNCISs OF INAcCUracies
in this guidancs, visit www has.gov.uky’. You can view HEE guidancs onling and
order priced publications from the website. HSE priced publications are also
available from bockshops.

© Crown copyright 2013
First publizhed 2013
ISBM @78 0 7176 6621 1

You may reuss this information (excluding logos) free of charge in any format or
medium, under the terms of the Open Government Licencs. To view the licencs
vist www_nationalarchives. gov.uk/doc/open-govemment-icence’, writa to the
Infiormation Policy Team, The Mational Archives, Kew, London TWE 40U, or email
psi@nationalarchives. gsi.gov.uk.

Some images and illustrations may not be owned by the Crown 50 cannct be
reproduced without permission of the copyright owner. Enguiries should be sant 1o
copyright@hse.gai.gov.uk.

This guidance is issued by the Health and Safety Exscutive. Following the guidance
i not compulsory, unless specifically stated, and you are free to take other action.
But if you do follow the guidance you will nomally be doing encugh to comply with
the law. Health and safety inspectors seck 10 sacurs compliance with the law and
may refer to this guidance.

Pubézned by the Health and Sefsty Becutive 05713 Page 10of 10
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OnCall Policy

Introduction

Custom Home Care Ltd. recognises the importance of having a suitably qualified and experienced member:
teamalwaysvailable to staff and clients for advice and suppoallsenvace will ensure that a staff member
is always availablgtside of normal office working bersitall system will ensure the following takes place:

A An orcallrota will be established monthly that will be distributed to all staff takinggadirt on the on
service.

A The mobile aralitelephone numbers for senior management will be circulated to all staff with details
regarding when it will be appropriate to accesslthezniice.

A The mobile number relating-taltmare issues for clients will be included in the Client Wset Guide
clearly marked.

A There will be an annual review of the service.

Function of the Service

>~

To provide support for staff when the relevant maineg#iaoager not available.
To provide support for clients outside of our core office hours.

> >

N.B:Staff are to only use theadiservice for issues that need to be dealt with immediately and cannot
wait for the return of the relevant managerManager

Provision

There will be one senior care workaltduring out of office hours for clients.
There will be a dedicatedatimobile number to be used to contacicdderoanager.
During out of office hours, the office phone line will be diveriemllsetviean

> > > >

When a member of staff contacts-th#semior carer, and the senior carer is unable to deal with the
issue, the senior carer will contact¢h# manager.

A ltis expected that thealimanager would provide advice and guidance over the telephore and the on
call senior carer consequently advise the staff membeall Tienager should only attend the

situation in exceptional circumstances.
Management

A Staff orallwill be scheduled forcalh duty for one week at a time.

Oncall Policy © 2014 Custom Homé.@are
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A AManagewill be responsible feominating the-oallrota and ensuring operational staff have up to
date information.
A Custom Home Care Ltd. will providéistaffwith a mobile phone. The phone naisiglys kept

with thermvhile owall.

Monitoring

A Oncallstaffwill be required to keep a log of all calls received and action taken to be submitted at the e
ofthe weekspentaal Thi s | og will be scanned and save:
An example of thecom | | manager 6s | og sheet is seen in |

A Senior Care Workersalwill also be required to keep a log of calls received and submit this at the
conclusion of theirma | | s hi ft for scanning and saving ol
the Senior Care Workecalhlog sheet is seen in Appendix 2.

A The Registered Manager will conduct an annual reviesati§yiseeon

Code of Conddot Orcall Staff
Whilst ogal| staff:
MUST

A Keeponcallmobilgohone on at all times and ensure it is in good working order.

A Mustlways keep the log sheet with them

A Ensure that thage always contactable

A Ensure that confidentialitgaintained if taking messages at home or in public places.

A Ifitis essential to visit a client, or another staff member whist they are with a client, notify the person
involved how long it will take them to arrive. This should be no longer than one (1) hour from the time
the call. If the-oallresponder is delayed by unforeseen circumstgricaHi¢), the responder
should contact the individual and inform them of the delay, logging this on the log sheet.

A Liaise with the relevant manager or Registered Manager, once they are available, particularly if issue

concern become evident.
MUST NOT

A Consume alcohol and/or drug.

A Use the mobile phone whilst driving unless it is connectelahddugédavice.

Oncall managesse always responsfble

Oncall Policy © 2014 Custom Homé.@are
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A Finding alternative cover if they cannot be availablesitabeagreed in the rota and inform the
Registereflanageof any alterations.

A Planning annual leave as far in advance as possible.

Oncall Policy © 2014 Custom Homé.@are
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Appendix lLExample of @ha | | manager 0s Log
Oncall Manager Log Shégtustom Home Care Ltd.

Name of person completing log:

Name of person contactingcall manager:

Contact number of person contactingalh
manager:

Date of contact: Time of contact:

Reason for contact:

If a client is involved, please state name and address of client:

Advice given / Action taken:

Name of any additional
people involved?

Situation resolved? YES A NO

If NO, state any follow up actions:

Registered Manager ~
informed? YES A NO

If YES, state reason:

Signed:

Oncall Policy © 2014 Custom Homé.@are
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Appendix RExample of @all Log Sheet

Custom Home Care Ltd.

E)

Mame of person
completing log:
natc:uﬂ ngfﬁ Person Calling Address Reason for Call Action Taken / Advice Given ”“ﬂ:ﬁ"‘m“gﬁ"'

ves O
o O
ves [
o O
ves O
o O
ves [
o O
ves [
o O
ves O
no O

Signed:
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Personal CaRmblicy

Policy Aim

This policy applies to staff working for Custom Home Care Ltd. This policy relates fundamentally to the deliv

of care to people who use Custom Home Care Ltd. &

an intimate nature hereafter idferssntimate care

Policy Statement

Custom Home Care Ltd. recognises that elderly people aréovaitnesgiiies policy provides good
practice guidelines that will supportesédbiishing and maintaining boundhifstsenabling them to

provide treatment and/or support to people.

Personal car e i s -imag&k €Ehg intnate reture df many care intan@mtidns, if roe | f
practised in a sensitive and respectful manner, can lead to misinterpretation, which may result in allegations

abuse

Appreciating the diverdiipdividuals and the importance of recognising their individual ethnic, religious and
cultural needs will be an important part of planning their care and support. Not understanding the cultural
background of an individual can lead to confusiondardtanislimg, with some individuals believing that

they have been the subject of abuse

This policy endorses and discusses staffédés rel at
Home Care Ltd. intends to create a hostile environment for abusers and protect against inappropriate or

unscrupulous practice whilst safeqgutngintegrity of its staff.

Procedure Statement

All staff that are required to provide intimate parsonally responsible for ensuring that their actions

comply with this policy and other guidance policies.

Procedure

A Intimate care is defined as any care task associated with bodily functions, body products and persc
hygiene, which demands direct or indirect contact with or exposure of the masculine or feminine pa
of the body.
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A

A

Intimate care should alwaysibee wed from the individual 6s per:
beliefs and views, particularly religious or cultural.
Some examples of intimateieltee:

- Dressingnd undressing

- Assisting with going to the toilet.

- Changing continence.aids

- Providing cathdstomaare.

- Bathinfhowering

- Washing intimate parts of the body.

- Changing sanitary ware.

Care staff should obtain cofreentan individual prior to providing intimakéisgyenciple

reflects the right of people to determine what happens tooities engh a fundamental part of

good practice. Staff that do not respect this principle may be liable to legal action.

Care staff must ensure the relevant national minimum standards are met in relation to the provision
personal care.

Where an individual lacks capagitye or refuse congermtimate catteen the principles of

O6best interestd must apply (Refer to consent

Privacy and Dignity

A

Touch

't is every persono6s i nandtheseboundariegWwiltbetrom s et h
person to person. These should be remembered when considering the importance of privacy and
dignityto an individual whilst providing them with Intimate care.

Staff need to recognise that individuals with decnémtiaental illness learning disabdamn

be disinhibited and do not necessarily recognise their need for privacy.

A per sonds pmustbalwayyrespentaith chiefgl cangidgration to any cultural

issues.

Staff need to be extremely vigilant in their approach to the pEvgayskmipgortegtognising

that an indivi du arkvénsion mayave deen sdakea gwiayessnply becausadh u s
the way in which they view the role of staff.

Staff should consider using alternative skills, other than touch, when workingength individuals

verbally prompting an individual to caeskidte themselves.
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A Staff should remember that it is not their r
care but to help/facilitate them to have those needs met.
A When providing intimate, saaéf touch should be at a level appropriate with the task.

Intimate Care

A Prior to delegation of intimateéasksthe senior staff should be assured that the member of staff is
capable and has received appropriate induction, statutory and mandaswgdrdaring with
Custom Home Care Ltd.o&6s training policy. The
needs of the client.

A Riskassessmemtu st be undertaken on all i ndi vidual s
to assess the level of care/supervision required. This must be clearly documented in their care plan.

A All staff undertaking intimatenaseensure that they minimise the risks of acquiring a health
associated infection through appropriate hand hygiene and use of personal protectivie equipment (PF

A A member of staff of the same gender as the individual should normally providerintimate care
occasions when intimate care cannot be provided by a member of staff of the same gender, the
following issues shoulddresidered

- The wishes of the person requiring care.

- The consequences of the person not receiving the care.

- The consequence for the personds health.

- Whether the urgency of the care needed makes it an immediate necessity (for example,
resulting from an episode of inconjinence

- Whether the need for intimateaanee postponed until someone of the same gender can
be present.

- Level of risk to individual/staff.

A Any intimate cdreing offered by a member of the opposite sei gbssilllgbe given in the
presence of another person of the same gender as the person receiving care. If an individual refuses
chaperone, staff may refuse to give intimate care (except for immediate necessity); staff must give th
reasons to the person coedesind to their manager as soon as practicable.
A When intimate chias been required and a member of staff of the same gender has been requested
and is not available, this must be brought to the attertioa lfathagar charge. In addition, a
brief entry in the communidabioks required for each occasion (or shift) and will state:
- Date.
- Time.
- Care given.

- Immediate necessity which led to opposite gender intir@izig giaen.
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- Reason why a member of the same gender was not available.
A ltis the responsibility of staff, through record teeeinigor the frequency of same gender staff not

being available for intimatenesads. Record keeping will highlight staffing or procedural implications

and enableine Manageto take considered and responsive action.

Personal CaPRelicy © 20X2ustom Home Care Ltd. Page2600f470



Custom Home Care Ltd. i gi

SafeguardiriReopldolicy
Adults

The Safeguardiviglnerable Groups Act 2006 defines a vuhtkeiable

A Those in residential accommodation provided in connection with care or nursing of domiciliary care
services.
A Those receiving health care.

Those in lawful custody or under the supervision of a probation officer.

S

A Those receiving welfare services of a prescribed description or direct payments from a social servic
authority.

A Those receiving services, or taking part in activities, aimed at people with disabilities or special nee
because of their age or state of health.

A Those who need assistance in the conduct of their affairs.
Aim

As a provider of services to our clients, Custom Home Care Ltd. recognises that our staff will have contact v
range of vulnerabilities dayto-daybasis. It is our aim to provide staff that will have a positive influence on
those cared for and to aid in the developmeestefeseland social awareness of those people.

This policy and accompanying procedural guidance is designed to promote the weltamup§ytdnerable
protect from potential alaumgkto protect staff from potential false allegations of abuse.

All staff are expected to adhere to this policy ertmpurdgrulnerablgroups in the course of their work,

whet her in someoneds home, on client premises or

Custom Home Care Ltd works with its clients to help ensure the safety and protecgooupbwiltierable
the intention of giving them the very best level of care and attention. We believe that:

Abuse is never acceptable.
Abuse involves thealmde per sonds right s.

All people have equal rights to protection froam@lexgdoitation.

> > >y >

All parties involved with the care of vulgeraptchave a responsibility to meet and exceed

minimum standards of protection for them.

Safeguarding Peoptdicy © 2016 Custom Home Care Ltd. Page2610f470



Custom Home Care Ltd. i éi

Methods

Custom Home Care Ltd. will meet our commitment to protecidultadrableabuseough the following

means:

A

Safe Recruitiiigve will adopt stringent vettingedackion processes to prevent people unsuitable
to work in a care environment from being employed by the company.
Awarenesiswe will ensure that all staff are aware of the probleraraf #imiseks to vulnerable
adults. Inappropriate practice or types of abuse may be described as:

- Physical.

- Psychological / emotional.

- Neglect

- Sexual.

- Financial / material.

- Discriminatory.

Preventiohwe will ensure, through awareness and good practicantthatistaff minimise the
risks to vulnerallgults.
Reporting we will ensure that staff and others are clear on what steps to take where concerns arise
regarding the safety of vulneadhlts.
Respondirigwe will ensure that action is taken to support and protectdulteveidee
concerns arise regarding possible abuse
Promote advocacy which will ensure that those mostinudoerefyl@re able to:
- Have their voice heard on issues that are important to them.
- Defend and safeguard their rights.
- Have their views and wishes genuinely considered when decisions are being made.

- Explore choices and options.

Forthe above standards are met, Custom Home Care Ltd. will:

A

Train our staff in the principles of safe recruiting and interviewing of potential members of staff for a
care setting. We will ensure that our recpuiboeshires include checks on suitability for working

with a client group.

Preparerainand support our care staff to be able to promote the safety and welfare of vulnerable
client groups.

Train our staff on protection issues and to identify possible sighAs phetnfseur staff

inductionye inform our staff how to report possible abuse and whistleblowing.
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>

We will work in conjunction with our clients to ensure their protection.

We take seriously any concerns raised through investigations via our Complaints Procedure.

We will take positive steps to ensure the protection ofaduftsrabie are the subject of any
concerns.

We will listen to, talegioushand support vulneraielts, staff or others who raise concerns or
who are the subject of concerns.

Staff may also contact:

- Sheffieldbds Adult Social Care Helpline

- The Disclosure Barring Seovide 691 66 22 55.
- The Care Quality CommissiddB8000 61 61 61.

We will act appropriately and effectively instigatipgratiog with any subsequent investigation

on

We will maintain and adhere to all relevant regulations and guidance set up by, but not limited to:

- IndependeStafeguardinuthority.
- Disclosure Barring Service

- Care Quality Commission

Staff Code of Conduct

Our staff code of conduct detailed in the Employee. ISaaiflinoast never:

> > > >y >y > P>y D> D> D

>

Hit or otherwise physically assault or physicadlljesitsise

Develop physical/sexual relationships with clients.

Develop relationships which could in any way be deemed exploitive or abusive.

Use language, makggestionsy offeadvicewhich is inappropriatfensivegr abusive.
Behave physically imanner which is inappropriate or sexually provocative.

Have a client with whom they are working to stay overnight at their home.

Sleep in the same room or bed as a vulmersdewith whom they are working.

Do things of a personal nature that they can do themselves.

Condone, or participate in, behaviour which isgkdfgat, abusive.

Act in ways intended to shame, huididtiepr degrade or otherwise perpetrate any form of
emotional abuse

Discriminate against, show different treatment towards)ienféwdiie exclusion of others.
Accept moneljrect from the client for personad gpjoy personal favours or jobs outside the
remit of the job, or work privately for the client unless agreed in writingfb@wsDineétome
Care Ltd.

Safeguarding Peoptdicy © 2016 Custom Home Care Ltd. Page2630f470



Custom Home Care Ltd. i gi

A Agree to witness or be named as either an executor or beneficiary of a client or relatives will or

testament.

This list is not exclusive or exhaustive. The principle is that staff should avoid actions or behaviour which me

constitute poor practice or potentially abusive behaviour.
It is important for all staff and others in contact with gronpsatie

Be aware of situations which may present risks and manage these.
Plan and organise the work and the workplace to minimise risks.

As far as possible, be visible in working with vghoezble

> > > >

Ensure that a culture of openness exists to enable any issues or concerns to be easily raised and

discussed.

A Ensure that a sense of accountability exists between staff so that poor practice or potentially abusi\
behaviour does not go unchallenged.

A Talk to vulneralalgults about their contact with staff or others and encourage them to raise any
concerns.

A Empower clieritgliscuss their rights with them, what is acceptable and unacceptable, and what they

can do if there is a problem.

Responding to Whistle Blowing and Allegations of Abuse

By a Member of Staff

Anyallegation of abusade by a member of staff will be investigated and reported in conjunction with Custom

Home Care Ltd.ds policy and procedure.
By a Client

Any allegation of abosele by a client regarding a member of our staff will be investigated and reported in line
with the Custom Home Ca rBRolicjandProdesureCompl ai nt s and

Confidentiality

All suspicions and investigations are kept confidential and shared only with those who need to know. If there
concerns within a setting it is important that all relevant parties are made aware of them. Any information sh

with external agencieoisedunder the guidance of the Independent Saféguhaodityg
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Other Relevant Documentation

The following processes and policy documents should be reviewed in conjunction with this
document.

Complaints and Complinfeolisy and Procedure.
Employment BxOffenders Policy and Procedure.
DBSReportingrocedure.

Whistleblowifplicy and Procedure.

Equalitand Diversity Policy.

Recruitmen$election and Vetting of Gaigdort Staff.
Employee Handbook

Client User Guide

> > > D> > > >

Children

Introduction

As a domiciliary care company, it is possible that our carers may visit clients when there are children presen
theproperty. As part of our Safeguardirefures, it is necessary to provide a policy on the safeguarding of
children in these circumstances. This policy should be read in conjunction with our policy statement on the
safeguarding of vulnerabldtsMost of theformation relating to child alisgkescription and effects has

been derived from the NSPCC webhsitespcc.org.uk

Definition of a Child

For the purposes of this policy, a child is a person under the age of eighteen (18) years.

Definition of Abuse

Child abusaccurs when a child is negldwaechedor not provided with proper care. Children may be abused
in many settings. In a family, in an institution or community setting, by those known to them or more rarely, ¢
stranger. There are different typbssdand a child may suffer more than one of them. Abuse may take

place on a single occasion or may occur repeatedly over time.
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Types of Abuse
Physical Abuse

The deliberate physical injury to a child, or the wilful or neglectful failure to prevent physical injury or sufferin
This may include hitting, shaking, throwing, pbisomggr scalding, drowning, suffocating, confinement
to a room or cot, or inappropriately giving drugs to control behaviour.

Emotional Abuse

The persistent emotional ill treatment of a child such as to cause severe and persistent adverse effects on a
childbébs emotional devel opment. I't may involve <co
inadequatey valued in so far as they meet the needs of another person. It may involve causing a child
frequently to feel frightened or in danger, or the exploitation of acrhilgti®@ome level of emotional

abusas involved in all types of ill treatment of a child, though it may occur alone. Domestic violence, adult
mental health and parental substance abuse may expose a child to emotional abuse.

Sexual Abuse

Thisinvolves forcing or enticing a child to take part in sexual activities. The activities may involve physical
contact including penetrative aRgenetrative acts. They may inclugd@miact activities, such as

involving children looking at, or in the production of, pornographic material or watching sexual activities, or
encouraging children to behave in sexually inappropriate ways. Seyualsbis®lve the use of the

internet or other electronic technology.

Neglect

The persistent failure to meet a childds physica
significant harm. It may involve a parent or carer failing to provide adequate food, shelter and clothing, failin
ensure access to appropriatkoa care or treatment, lack of stimulation or lack of supervision. It may also

include neorganic failure to thrive (faltering growth).

Female Genital Mutilation

Female circumcision is the practice of partial or total removal of external female-gexiiEdia for non

reasons, often undertaken as part of a cultural, social system or religious beliefs.
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Child Trafficking

Atype of abusehere children are recrumededor transported and then exploited, forced to work or are
sold.

Grooming

Consists of children or young people being mentally manipulated either online or in real life for the purposes

sexual abus® manipulation.

Harmful Sexual Behaviour

Thisrelates to children who develop harmful sexual behaviour and harm themselves.

Institutionablise

Thiss$ either the abusyg adults working in a position of trust, either employed or voluriteancapacity
organisation or association that has responsibility for or provides activiti€adayrghitdsation or
association acts as the organisational base bringing adults and children together which provides the opportt

for exploitation of abusers. Institutional abuse often involves many children over a long period of time.

Behavioural Abuse

This s wh e n behavitur, such@salcahol nonsumption or consumption of illicit substances, places
then at risk of significant harm. However, if the child has achieved sufficient understanding and intelligence
capable of making up their own mind, then reflettad showatter for professional judgement, rather than
standard. The police are responsible for dealing with any associated criminal aspects of behaviours which a

a criminal nature.

Who Could BeAbuser?

Children at risk may be abused by anyone, including relatives, carers, professional staff, care staff, voluntee
neighbourgiendsor other clients. Professional status or title does not guarantee safety. More than one persc

may abusa child and some sources of risk will abuse more than one alleged victim.
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It can be difficult to understand why anyone would waatdbilablissome instances, the abuse may not
be deliberatmaliciousyr premeditated. It can happen when people are tryindoestbutierunaware
of what is the right thing to do.

Signs of Child Abuse

The signs of child abase e n 6 bbvieukawmaly 8 chi |l d may not tell anyon
Children may be scared that the abuserowilldimdile worried that the abuse will get worse. They may think
t hat tohneer etbhse ynocan tell or that they wonodot be be

Someti mes, children donot e v e.Mherefeetd of abuse maplzet what

short term or may last a long time.

Sexual Abuse

Children who are sexually abused may:

A Stay away from certain people.
- They might avoid being alone with people, such as family members or friends.
- They could seem frightened of a person or reluctant to socialise with them.
A Show sexual behaviour thatdéds inappropriate f
- A child might become sexually active at a young age.
- They might lpEomiscuous.
- They could use sexual | anguage or know info
A Have physical symptoms.
- Anal or vaginal soreness.
- Anunusual discharge.
- Sexually transmitted infection.

- Pregnancy

Neglect
Children who are neglected may have:

A Poor appearance and hygiene.
- Be smelly or dirty.
- Have unwashed clothes.
- Have inadequate clotheng,no winter coat.
- Seem hungry or turn up to school without breakfast or lunch money

- Have frequent untreated nappy rash in infants.
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A Health and development problems.
- Have untreated injurieedical and dental issues.
- Repeated accidental injuaesed by lack of supervision.
- Recurring illnesses or infections.
- Not been given required medications and vaccinations.
- Poor muscle tone or prominent joints.
- Skin sores, rashes, flea ldtediesor ringworm.
- Thin or swollen tummy.
- Anaemia
- Tiredness
- Faltering weight or growth and not reeléfgpmental milestones (known as failure to thrive).
- Poor languagggmmunicatigor social skills.
A Housing and family issues.
- Living in an unsuitable home environment for example dog mess being left or not having any
heating.
- Left alone for a long time.

- Taking on the role of carer for other family members.

Physical Abuse

Bumps and bruises dond6t necessarily mean a child
is not one sign or symptom to identify that aaihigdliased physically, but if a pattern develops or an

explanatios inadequate, the matter should be raised as a safeguarding issue.
Children suffering physical abagehave:

A Bruises.

- Commonly on thead but also on the ear or neck or soft areas such as the abdomen, back and
buttocks.

Burns or scalds.

Bite marks.

Fractures or broken bones.

> > > >

Other injuries health problems.

The child may be withdrawn, suddenly behave differently, be anxious, clingy, depressed, and aggressive or
trouble sleeping. They wet the bed or soil themselves. They could take risks, miss school, change their eatir
habits, present obsessive behase&harm or have thoughts of suicide. As a carer you may not be privy to all

these signs, however, it is good practice to be aware of them.
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Female Genital Mutilation

FGMor female circumcision is the partial or total removal of external female gemthtal fierasoms. It
may also be known as cutting or gucunacisiomReligious, social or cultural reasons are sometimes given

for FGM, however, FGM is child, abigstangerous and a criminal offence.

The term FGdbvers all harmful procedures to the female genitafieetbcaiqrurposes. There are no
medical reasons to carry out FGM, it does not enhance fertility and it dbédbidsafekdt is used to
control female sexuality and can cause sel@nglasiihglamage to physical and emotional health.

FGMhas been a criminal offence in the UK since 1985. In 2003 it also became a criminal offence for UK
nationals or permanent UK residents to take their child abroad to have female genital mutilation. Anyone fot
guilty of the offence faces a maximum qfdioaltieen years (14) in prison.

A girl or womeyn whods had FGM

A Have difficulty walksitiinger standing.
Spend longer than normal in the bathroom or toilet.
Have unusual behaviour after an absence from school or college.

Be patrticularly reluctant to undergo normal medical examinations.

> > > >

Ask fohelp bumay not be explicit about the problem due to embarrassment or fear.

Most girls are aged between five (5) and eight (8) wleenrBQt it can occur at any age before marriage

or having a baby. Some girls are babies when the procedure is carried out.

Girls living in communities that practice FGH are most at risk. The World Health Organisation as of 2012 ha
collected data of FBMwentgeven (27) countries in Africa and Yemen, however, FGM is practiced in other
countries in the Middle East and in Asia. In the UK, the Home Office has identified girls from the Somali, Kel
Sudanese, Sierra Leonean, Egyptian, Nigeriam,\gitreai, Kurdish and Indonesian communities as most

risk of FGNHome Office (20E8male genital mutilation: resourcdlmdon]: [HM Governméntppy

is also available on the company server.

Families who practice Mot regard it as abuisenstances where a risk of FGM is suspected,

professionals will give families advice and information that is sensitive to their culture and beliefs, but they w
also makedtear that FGM is illegal. The local authority can apply for a court order to prevent a child from bei
taken abroad for mutilation. This should be to prevent the child from undergoing FGM rather than removing

from her family.
Children who have already undergorehb@®ibe offered medical help and counselling.

The national FGipline is: 0800 028 3550.
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Child Trafficking

The Council of Europe, ratified by tevéiidment 20@@ntified child trafficking as:
The recruitmemtansportation, transfer, harbouring or receipt of a child for the purpose of exploitation.

Child trafficking is child abDk#dren are recruited, moved, or transported and then exploitgdtkprced to

or sold. They are often subject to many forms of exploitation.

A child sexual exploitatibtips://www.nspcc.org.ukfisiehtidabusétypesofabuse/chisexual
exploitation/.

benefit fraud

forced marriage
domestic servitude such as cleaning, childcare, cooking

forced labour in factories or agriculture

> > > > >

criminal activity such as pick pocketing, begging, transpontorgidgugs,cannabis farms,
selling pirated DVDs, bag theft.

Many children are trafficked into the UK from abroad, but children can also be trafficked from one part of the
to another. Trafficked children experience multiple fornadfradgleet. Physisakualand emotional
violence are often used to control victims of trafficking. Children are also likely to be physically and emotione

neglected.

Children are often tricketedor persuaded to leave their homes. Traffickers use grooming (see section on
grooming) techniques to gain the trust ofanaihyiol, community. They may threaten families, but this is not
always the case. Traffickers may promise children education or persuade parents and their child can have a

better future in another place.

Sometimes families will be asked for payment towards the service a trafficker is providing, for example, sorti

out the childés documentation prior to travel or

Traffickers make a profit from the mohiy earns through exploitation, forced labour or crime. Often this is

explained as a way for the child to pay off a debt they or their family owe the traffickers.

Child trafficking requires a network of people who recruit, transport and exploit children &aalyoung people.
group or individual has a different role or task. Some people in the chain might not be directly involved in
trafficking a child but playraipather ways such as falsifying documents, bribery, owning or renting premises
or monelaundering€eModern Slavery: Statutory Guidance for England and Wales (under s49 of the Modern
Slavery A@015) and Nétatutory Guidance for Scotland and Northern Ireland
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment data/file/1031731
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ernslavengtatutorguidance ew -nonstatutorguidance sni_v2-final.pdf A copy is available on the

company seryer
Traffickers may be:

A Individuals or small groupgho recruit a small number of chitdten from areas they know
and live in.

A Mediurssized groupsvho recruit, move and exploit, often on a small scale.

A Large criminal networkisat operate internationally, can deal wighddighrruptiomoney
laundering and large numbers of idtiRadmond, P. 2010 'Defining organised crime in the
context of human traffickingWylie, G. and McRedmond, P. (eds.}ndffitieng in Europe:
character, causes and consequences. Basingstoke: Palgrave Macii®lign. pp.181

Signs that a child has been trafficked maghwabimsut you might notice unusual behaviour or events.
These include a child who:

A Spends a lot of time doing household chores.

A Rarely leaves their house, has no freedom of movement and no time for playing.

A Is orphaned or living apart from their family, often in unregulated private foster care.

A Lives in substandard accommodation.

A 1l sndt sur eityovtowwntcheyrecimunt ry,

A Is unable or reluctant to give details of accommodation or personal details.

A Might not be registered with a school or a GP practice.

A Has no documents or has falsified documents.

A Has no access to their parents or guardians.

A Is seen in inappropriate places such as brothels or factories.

A Possesses unaccounted for noommods.

A Is permanently deprived of a large part of their earnings, required to earn a minimum amount of
moneevery day or pay off an exorbitant debt.

A Has injuridsom workplace accidents.

A Gives a prepared story which is very similar to stories given by other children.

There are also signs that an adult is involved in child trafficking, such as:

Making multiple visa applications for different children.
Acting as a guarantor for multiple visa applications for children.
Travelling with different children who they are not related to or responsible for.

Insisting on remaining with and speaking for the child.

> > > > >

Living with unrelated or newly arrived children.
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A Abandoning a child or claiming not to know a child they were previously with.

Children may be at risk of trafficking due to:
A Inequalities between countries, such as different ederatimynent opportunities.
A Poverty.
A The effects of war.
A Demand for cheap or free labour or a workforce who can be easily controlled and forced into crimir
activity.

Low levels of education.

C I

A Lack of equal opportunitiissriminatipar marginalisation.

However, there are some issues that particularly affect children, such as:

A Ineffective or no child protection services.
A Social customs like children being expected to respect and follow the adult in charge.
A Failure to uphold children's rights.

Grooming

Grooming defined as someone building an emotional connection with a child to gain their trust for the purpo
of sexual abuse exploitation. Children or young people can be groomed online or in the real world by a

stranger, or by someone they know, for example: a family member, friend or professional.

Groomers may be male or female. They can be any

they have been groomed, or that what is happening is abuse

Groomingccurs both online and in person. Groomers will hide their true intentions and may spend a long timm

gaining a childés trust. They may also try to ga

Groomers do this by:
A Pretending to be someone they are not, for example saying they are the same age online.
Offering advice or understanding.
Buyingyifts.
Giving the child attention.

Using their professional position or reputation.

> > > > >

Taking them on tripgtingser holidays.
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Once groomers have established trust, they will exploit the relationship by isolating the child from friends or

family and make the child feel dependent on them. They will use any means of power or control to make a c

believe they have no choice Hatwdat they want.

Groomer s may toacontrot drighterctiee chiild Soenetimésshéy will blackmail the child, or

make them feel ashamed or guilty, to stop them telling anyone ahout the abuse

A Online Grooming

Groomers can use social nsédis instant messaging ambgding teen dating apps, or
online gaming platforms to connect with a young person or child.
The groomer can spend time | earning about
profiles and then use this knowledge to help them build a relationship.
It is easy for groomers to hide their identifytbalingetend to be a child and then chat
and become 6friendsé with the children th
Groomers may look for
1) Usernames or comments that are flirtatious or have sexual meaning.
2) Public comments that suggest a child haskieeselbr is vulnerable
Groomers donodét al ways target a particul ar
hundreds of young people and wait to see who responds.
Groomers no longer need to meet the children in real lifeemalneseasingly,
groomers are sexually exploiting their victims by persuading them to take part in online sexua
activity.
When sexual exploitation occurs online, young peopdersuadbd or forced to:
1) Send or post sexually explicit images of themselves.
2) Take part in sexual activities via webcam or smartphone.
3) Have sexual conversations by text or online.
Abusers may threatento sendividps) r copi es of conversatior
friends and family unless they take part in other sexual activity.
Images or video may continue to be shared long after the sbasatapped.

A Children who are the victims of grooming may:

Feel ashamed.
Feelguilty.
Be unaware that they are being abused.

Believe that they are in a relationship w
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Harmful Sexual Behaviour

Harmful sexual behaviour includes:
A Using sexually explicit words and phrases.
A Inappropriate touching.
A Using sexual violence or threats.

A Full penetrative sex with other children or adults.

Children and young people who develop harmful sexual behaviour harm thems&Nélsli@mdaottiers.
young people who develop harmful sexual behaviour have usually experehnedlabudemselves
Children who have been sexually abused may not know what has happened to them is wrong. This can leac

normalisation of harmful sexual behaviours towards others.

Children and young people who thigirsierothers and sisters may be motivated by jealousy or anger. Power
is an important factor in sexual abuse. A chil d@

needing to abuse others.

Children who sexually abtisers are likely to:

A fAHav e -mgulation andecopfng skills.

A Experience social anxiety and a sense of social inadequacy.
A Have poorly internalised rules for social behaviour.

A Possess a poorly developed or primitive sense of morality.
A Lack secure and confident attachments to others.

A Exercise limitedlfcontrol analct out their emotional experiences through negative or otherwise
inappropriate behaviour

A Have littlmsight into the feelings and needs of others and, indeed, their own mental states.
A Place their own needs and feelings ahead of the needs and feelings of others.
A Exhibit a poorly defined sense of personal boundaries

A Have developed strong and not easily corrected cognitive distortions about others, themselves, anc
the world they share have def i ®Rich B (201h), soci al
Understandingssessingnd rehabilitating juvenile sexual off@mdkesl, New Jersey, Wiley).

A Society and culture have a big impact on what children think about sex and sexuality. What they se
and read on television, the internet and in other media can reinforce these ideas.
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A Children using mobile phones andhetwiatking sites may also come across sexually explicit or
pornographic images and video.

A Case studies of boys with harmful sexual behaviours have found common concerns around
masculinity, gender roles and sexual iDentigyr(, A. (200@6)ung men who have been
sexually abused: a case study gufcigichester: Wiley).

How to tel!]l i a childdéds behaviour iI'S nor

Children develop and mature at differeM/hatesvorrying for a younger child might be normal behaviour

for an older child. If a child looks or acts a lot older or younger than their age, this could be a cause for conc

However, if a child develops more slowly than ot
l earning disabilities, it could be a sign theyor
All ages:

A Talks of being left home alone or with strangers.

A Poor bond or relationship with a parent, also known as attachment.
A Acts out excessive violence with other children.
A

Lacks social skills and has few if any friends.

Under 5s:
A Doesno6t cry or respond to parentodos presence
A Reaches developmental milestones late, such as learning to speak, with no medical reason

A Significantly underweight but eats well when given food.

5i 11yearolds
A Becomes secretive and reluctant to share information.
Reluctant to go home after school.
Unable to bring friends home or reluctant for professionals to visit the family home.
Poor schoattendancand punctuality, or late being picked up.
Parents show | itt]l endbehavieura¢sshool.i n chi |l dds perf
Parents are dismissive andegponsive to professional concerns.

Is reluctant to get changed for sports etc.

> > > > > > >

Wets or soils the bed.

Safeguarding Peoptdicy © 2016 Custom Home Care Ltd. Page2760f470



Custom Home Care Ltd. i gi

1% 16yearolds

A Drinks alcohol regularly from an early age.
Is concerned for younger siblings without explaining why.
Becomes secretive and reluctant to share information.
Talks of running away.

Shows challenging/disruptive behaviour at school.

> > > > >

Is reluctant to get changed for sports etc.

Bullying and Discrimination

Bullying and discriminati@nalso forms of ahuskether the bullamother child or young person or by an
adult. Bullying includes:

Hitting.

Taking someone's personal things.
Namecalling.

Racist bullying

Being bullied because of being gay.

> > > > > >

Being bullied via the Intennby mobile phone.

Emotional Abuse

Emotional abumsethe ongoing emotional maltreatment or emotional neglect of a child. It is sometimes called
psychol ogical abuse and can seriously damage a c
official definition of this may mean conveying tbat dhdly are worthless or unloadégquatey valued

only insofar as they meet the needs of another person. It may include not giving the child opportunities to

express their views, deliberately sildwecimy making fun of what they say or how they communicate.

It may feature age or developmentally inappropriate expectations being imposed on children. These may inc
interactions that are beyond a chil dbés devel opme
exploration and learning, or preyéné child participating in normal social interaction. It may involve seeing or
hearing the-iteatment of another. It may involve seriouqiballydtigg cyber bullying), causing children

frequently to feel frightened or in danger, or the exploitation of chitdnetion
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Some level of emotional alsuseolved in all types of maltreatment of a child, though it may occur alone.

Specifically, emotional abuse encompasses:

Humiliating or constantly criticising a child.

Threatening, shoutingctilaor calling them names.

Making the child the subjgoke$ ousing sarcasm to hurt a child.
Blaming, scapegoating.

Making a child perform degrading acts.

Not recognising a child's own individuality, trying to control their lives.

Pushing a child too hard or not recognising their limitations.

> > > > > > > >

Exposing a child to distressing events or interactionmmedtiambuse drug taking.

>\

Failing to promote a child's social development.

>\

Not allowing themhawve friends.

>\

Persistently ignoring them.

>\

Being absent.
Manipulating a child.

Never saying anything kind, expressing positive feelings or congratulating a child on successes.

> > >

Never showing any emotions in interactions with a child, also known as emotional neglect.

Emotional abus®y be describedpassiveoractive

Passive Emotional Abuse

1) Emotional unavailabilijere a parent or carer is not connected with the child and cannot give them
the love that they deserve and need

2) Negative attitudesich as having a low opinion of the child and not offering any praise or

encouragement

3) Developmentally inappropriate interaction with #ithehiékpecting the child to perform tasks that
they are not emotionally mature enough to do or speaking and acting in an inappropriate way in fron
a child
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4) Failure to r ec o gthmscanenean ancabuit telgirdy on aicmldlto fulfil theira | i t y
emotional needs and not recognising that the child has needs

5) Failure to promote social adaptatibencouraging a child to make friends and mix among their own
social peers.

Active Emotional Abuse

Active emotional abhae been defined as:
A Spurning (rejecting).
A Terrorising.
A Isolating.
A Exploiting or corrupting.

Why Emotional Abtsgopens

Periods of high stress and tension, such awmaneyi es or unempl oyment, can
away from providing the emotional love and support that a child needs.

They may:
A Be emotionallyavailable becaulBey're not around or too tired.
A Forget to offer praise and encouragement.

A Expect a child to take on too much responsibility for their age, for example caring for other family
members.

A Be oveprotective, limiting opportunities to explore, learn and make friends.
A Expect a child to meet their own emotional needs.

A Take out their anger and frustration on their child.

If a parent had a bad experience when they were a child or has bad role models around them now, then this

affect the way they look after their own children.

Some parents may find it difficultiéwstand why their child is behaving in a certain way, and they can react

badly. For example, they might think that their baby is crying to annoy them.

Emotional abus®y also be caused by a poor bond or relationship between a parent or carer and their child.

Safeguarding Peoptdicy © 2016 Custom Home Care Ltd. Page2790f470



Custom Home Care Ltd. i gi

Custom Home Care Ltd.od6s Position

Custom Home Care Ltd., like all other providers, has a statutory duty to report any concerns regarding the
wel fare of children present i rWhistwe gomotéxpectlowr mes t c
staff to be expert on child welfare, we do understand that it is our responsibility as a care provider to ensure
staff are versed in the signs and symptoms.of abuse

Responsibilities of Staff

Staff working in clientds homes where children n
Staff must ensure that significant concerns for theokvallttgidgare reportedltoeamanager the
Registered Manager. Staff will be required to make a written statementiiipypbclixoke the
appropriate procedures to protect the child, involving Social Services and/or the police as appropriate. Whel
staff are unsure and need guidance about safeguarding issues, they are encouraged to seek support from tl

nominated managesopervisor.

Under no circumstances should a member of staff promise secrecy if concerns are such that a referral must

made to the appropriate agesca f eguar d t he chil dés wel fare.

Custom Home Care Ltd.o6s Responsibility

It is not Custom Home Caredespdrssibility to investigate claims or suspicions of cl@igsatimsidome
Care Ltd. will, however, take responsibiityaoting and informing the relevant safeguarding body if
suspicions of safeguarding children have been brought to our attention by staff, clients, or through direct cor
Direct contact may be described as a child speaking to a staff member or a staff member witnessing an inci

of child abuse.
The Safeguardingdy Custom Home Care Ltd. will notify is:

Sheffield Safeguardii@hildren Board Tel: 0114 273 4855.
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Appendix AStatement Relating to SafeguadCigldren Form

Date of Statement:

Statement Made By

Statement:

Who was informed (tick as
appropriate)

~

Supervisor A

Registered Manager A

~

Name of Person Informed:

Position:

Signed:

Print
Name:
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Deprivation of Lib€BwLs) andiberty Protection Safeguards AdH8y

Introduction

This policy should be read in conjunction with the Safeguarding Pdoplbriedilicysummarises the
Deprivation of Lib&afeguards (Ddl-8namendment to the Mental Capac2§0&ctit also introduces
Liberty Protection Safeguards (LPS), the Law Con

DoLSensures people who cannot consent to their care arrangements in a care home or hospital are protecte
those arrangements deprive them of their liberty. Arrangements are assessed to check they are necessary :
i n the per son 6 stationbaedghe righthotcleallerge & deprivaiba are other safieguards that
are part of DoLS.

What is Deprivation of LiBerty

Article 5 of the Human Rightsatet that 'everyone has the right to liberty and security of person. No one
shall be deprived of his or her liberty [unless] in accordance with a procedure prescribed in law'. The Depriv:
of Libert$afeguards is the procedure prescribed in law when it is necessary to deprive of their liberty a resid

or patient who lacks capacity to consent to their care and treatment to keep them safe from harm.

A Supreme Court judgement in March 2014 referae teiresee whether a person is being deprived of
their liberty, which consisted of two questions:

A Is the person subject to continuous supervision and control?
A s the person free to ledvsizh focus arot on whether a person séemvanto leave, but on
how those who support them would react if they did want to leave.

If someone is subject to that level of supervision, and is not free to leave, then it is almost certain that they a
being deprived of their liberty. But even agiti tegt can be difficult to be clear when the use of restrictions

and restraint in someone's support crosses the line to depriving a person of their liberty. Each case must be
considered on its own merits, but in addition to the two 'acid test' questions, if the following features are pres

it would make sense tsan a deprivation of liberty application:

frequent use of sedation/medication to control behaviour

regular use of physical restraint to control behaviour

the person concerned objects verbally or physically to the restriction and/or restraint
objections from family and/or friends to the restriction or restraint

the person is confined to a particular part of the establishment in which they are being cared for

> > > > > >

the placement is potentially unstable

Deprivation of Liberty (Dahd)Liberty Protection SafeguardsRaliR$)© 21 Custom Home Care Ltd. Page2820f470



Custom Home Care Ltd. i Ei

A possible challenge to the restriction and restraint being proposed to the CoorttbfProtection
Ombudsman or a | etter of complaint or a solicit
A the person is already subject to a deprivation of liberty authorisation which is about to expire.

Restraint and Restriction

The Mental Capacityallows restrictiomsnd r estraint to be used in a pe
the best interests of a person who lacks capacity to make the decision themselves. Restrictions and restrair

must be proportionate to the harm the care giver is seekingnd pegverduale:

A the use of some medication, for example, to calm a person

A close supervision in the home, or the use of isolation

A requiring a person to be supervised when out

A physically stopping a person from doing something which could cause them harm
A removing items from a person which could cause them harm

A holding a person so that they can be given care, support, or treatment

A bedrails, wheelchair straps, restraints in a vehicle, and splints

A

repeatedly saying to a person, they will be restrained if they persist in a certain behaviour.

Such restrictionsrestraint can take away a person's freedom and so deprive them of their liberty. They shoul
be borne in mind when considering whether the support offered to a person is the least restrictive way of

providing that support.

Final decisions about what amounts to a deprivation of liberty are made by courts. The Code of Practice for
Deprivation of Lib&afeguards gives examples of where courts have found people being and not being
deprived of their liberty. These examples, together with other cases which have gone to the courts, should b

used as a guide.

Care providers don't have to be experts about what is and is not a deprivation of liberty. They just need to ki
when a person might be deprived of their liberty and act. When care providers are putting together the care
of persons who are unaldernieent to their care, they should consider whether anyoeststtaoms

being proposed in the best interests of the person amount to a deprivation of liberty.

How is Deprivation of Lil#artijoroised Under DoLs?
The Deprivation of Lib®afeguards (DgLcan only apply to people who are in a careltuspigabr This

includes where there are plans to move a person to a care home or hospital where they may be deprived of

liberty. The care home or hospital is calfesh#iggnguthoritin the Deprivation of Liberty Safegnards.
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relation to Custom Home Care Ltd., it is possible we may have a client who has been subject to a DoLs ordé
during a stay in a care home or through hospital atinsttgarkpractice to understand the procedure.

Where a managing authority thinks it needs to deprive someone of thenullzesityfothigys to be

authorised bysapervisofyody They can do this up to 28 days in advance of when they plan to deprive the
person of their liberty.

For care homes and hospitals, the supervisory body is the local authority where the person is ordinarily resic
Usually this will be the local authority where the care home is located unless the person is funded by a diffel

local authority.

The managing authority must fill out a form requesting a standard authorisation. This is sent to the supervis
body whicmustecide within 21 days whether the person can be deprived of their liberty.

The supervisory body appoints assessors to see if the conditions are met to allow the person to be deprived

their liberty under the safeguards. They include:

A The person is 18 or over (different safeguards apply for children).

A The person is suffering from a mental disorder.

p>N

The person lackapacity to decide for themselves about the restricticaare proposed so they

can receive the necessary care and treatment.

The restrictiom®uld deprive the person of their liberty.

The proposed restrictiosu | d be in the personbés best inter

Whether the person should instead be considered for detention under the Mental Health Act

> > > >

There is no valid advance decision to refuse treatment or support that would be overridden by any D

process.

If any of the conditions are not met, deprivation of liberty cannot be authorised. This may mean that the care

home or hospitalischange its care plan so that the person can be supported in a less restrictive way.

If all conditions are met, the supervisory body must authorise the deprivation of liberty and inform the persor

managing authority in writing. It can be authorised for up to one year.

The person does not have to be deprived of their liberty for the duration of the authorisation. The restrictions

should stop as soon as they are no longer required.

Conditions on the standard authorisation can be set by the supervisory body. These must be followed by the

managing authority.

Standard authorisations cannot be extended. If it is felt that a person still needs to be deprived of their libert

the end of an authorisation, the managing authority must request another standard authorisation.
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Urgent Authorisations

A person may need to be deprived of their liberty before the supervisory body can respond to a request for ¢
standard authorisation. In thiasstionghe managing authority can use an urgent authorisation. Urgent
authorisations are granted by the managing authority itself. There is anfursicdnapléteyand send to

the supervisory body.

The managing authority can deprive a person of their liberty for up to seven days using an urgent authorisat
can only be extended (for up to a further seven days) if the supervisory body agrees to a request made by tl

managing authority to do this.

When using an urgauorisatiothe managing authority must also make a request for a standard
authorisation. The managing authority must have a reasonable belief that a standard authorisation would be

granted if using an urgent authorisation.

Before granting an urgent authorisation, the managing authority should try to spé&akrtdstredfamily,
carers of the person. Their knowledge of the person could mean that deprivation of liberty can be avoided. T

managing authority should make a record of their efforts to consult others.

Safeguards for People Who May be Deprived of Their Liberty

The first safeguard is the assessment process for a standard authorisation which involves at least two
independent assessors who must have received training for their role. There will always be one mental heal
assessor and one hest t eassessar whse will stop deprivation of liberty being authorised if they do not think

all the conditions are met.

Familyfriendsand paid carers who know the person well should be consulted as part of the assessment
process. They may have suggestions about how the person can be supported without having to deprive the
their | iberty. Those pvhocpnlrepresertthemchava @right to the seppdrtafmi |
an Independent Mental Capacity AdWek@deduring the assessment processlvwangsthe fifth principle

of the Mental Capacity that any decisionmade a per sondés best interests

their rights and freedoms, should be borne in mind.
If standard authorisation is granted the following safeguards are available:

A The person must be appointed a relevant per s
be a family member or friend who agrees to take this role. If there is no one willing or able to take thi
role on an unpaid basis, the supervisonyusbggy someone, such as an advocate, to do this.

1 The person and their representative can require the authorisation to be reviewed at any time, to see
whether the criteria to deprive the person of their liberty are still met, and if so whether any condition

need to change.
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1 The person and their relevant person's representative have a right to challenge the deprivation of lib
in the Court of Protectipany time.

T I'f the person has an unpaid relevant persono:
entitled to the support of an.IMG&Ayood practice for supervisory bodies to arralg€fow an
explain their role directly to both when a new authorisation has been granted.

1 The home or hospital should do all it reasonably can to explain to a detained person and their family

what their rights of appeal are and give support.

When DoLs Cannot Be Used

The Deprivation of Libgafeguards can only be used if a person is in hospital or a care home. If a person is
living in another setting, including in supported living or their own home, it is still possible to deprive the pers

their liberty in their best interests, yiplaaion to the Court of Protection

If a person isliospitathey should not be subject to the Deprivation Skffégeryds if they meet the

criteria for detention under the Mental Health Act

The Deprivation of Libgafeguards should not be used if the main reason is to restrict contact with individuals
who may cause the person har m. I f i tanapplicaioa| i e v e d

should be made to the Court of Protection

If there is a dispute about where a person should stay, an authorisation does not resolve the dispute. The C
of Practice of the MeBtgbacity Astys that unresolved disputes about residence, including the person

themselves disagreeing, should be referred to the Court of Protection

Deprivation of Liba#tithout Authorisation

If you come across someoasétting who may be deprived of their liberty you should bring this to the
attention of the manager so they either change their care or seek authorisation. Other options are to inform
supervisory body, to make a safeguarding alert to the |lgcalradatbbalienge what may be an unlawful

deprivation of liberty in the Court of Protection

Notifying the CQC

If acommunity providech as Custom Home Caraedaiests an authorisation of a deprivation of liberty
from the Court of ProtectimnCQ@ust be informed once the outcome ilgraaamitting a Statutory

Notificatiohsee Appendix 1.
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Featuresf the Liberty Protection Safeguards

In July 2018, the government published a Mental Capacity (Amendment) Bill whiplaitieskbyDibeS
Liberty Protection Safeguards (LPS). This passed into law in May 2019. Under LPS, there will be a streamlir

process to authorise deprivations of liberty.

A

I n 1 ine wit h stuggestiotheystart@iolyearsotdi Themedsao statutory definition
of a deprivation of liberty beyond that in the Cheshire West and Surrey Supreme Court judgement of
March 20I4theacid test
Deprivations of libentysb e aut hori sed in advance by the o6r
- For NHS hospitals, the responsible body w
- For arrangements under Contideadth Caeut si de of a hospital,
will be their local CCG (or Health Board in Wales).
- In all other casiesuch as in care homes, supported living schemes etc. (including for self
funders), and private hospitals, the responsible body will be the local authority.
For the responsible body to authorise any deprivation of liberty, it needs to be clear that:
- The person lacks the capacity to consent to the care arrangements
- The person has a meditsdrder
- The arrangements are necessary to prevent harm tedahgecsoacangroportionate to
the likelihood and seriousness of that harm.
Todetermine this, the responsible body must consult with the person and others, to understand what
the personés wishes and feelings about the ai
An individual from the responsible body, but not someone directly involved in the care and support o
the person subject to the care arrangements, must conclude if the arrangements meet the three crite
above (lack of capacity; mental disorder; reog gsityportionality).
Where it is clear, or reasonably suspected, that the person objects to the care arrangements, then a
more thorough review of the case must be carried out by an Approved Mental Capacity Professional
Where there is a potential deprivation of liberty in a care home, the Act originally allowed for care ho
managerkif the local authority felt it was appropoidédad on the assessments of capacity, and
the judgment of necessity and proportianaligss their findings to the local authority as the
responsible body. This aspect of the Act has generated some negative comment, with people feeling
that it might lead to insufficient independent scrutiny of the proposed careGoresidennents.
this, the government has confirmed that this provision will now not be implemented when the new
system comes into effect in April 2022. It will instead be kept under review.
Safeguards once a deprivation is authorised include regular reviews by the responsible body and the

right to an appropriate person or arndivEpfesent a person and protect their interests.
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A As under Dol 8 deprivation can be for a maximum of one year initially. Under LPS, this can be
renewed initially for one yeaaftedthat for up to three years.
A Again, as under Dott® Court of Protectidhoversee any disputes or appeals.

The new Act also broadens the scope to treat people, and defizie fibertyofn a medical emergency,
without gaining prior authorisation.

The target date for implementation is now 1 April 2022. Prior to this Afadlekviromsuliation planned for
2021, both a single Mental CapaatydddPS Code of Practice, and regulations, will be laid before
Parliament and subsequently published. The sector trusts this will bring clarity to some outstanding questior

about how LPS will work in practice and the training and implementation required.

Appendix 4Statutory Notificatic@utcome of an application to deprive a person of their
liberty

See following page.
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Notification about the outcome of an application to
deprive a person of their liberty

Regulation 18(2), Care Quality Commission (Registration) Regulations 2009

Use this form:

* as soon as vou know the cutcome of an application to deprive a person of their liberty

* to tell us about the cutcome of the application to deprive a person of their liberty

+ t{o tell us about the outcome of any application made to the Court of Protection. Do this
even where you have not made the application yourself. For example, the local
authority may have applied fo the court

« t{o tell us if an application iz withdrawn

Do mot tell uz you are making an application. Only tell us about outcomes or
withdrawn applications.

Completing this form

You must provide an answer to every field marked with an astensk (*). Other fields are
optional but if you have the information please provide it. We will reject an incomplete
notification and return it to you.

If you use a computer you can move from answer to answer using your tab’, down arrow,
and page down keys. You can also click from answer to answer using a mouse. You can
put an ‘X' in checkboxes using your space bar or mouse when the box is highlighted. %ou
can go backwards to change your answers using vour page up key, up arrow key, or
MOouse.

You can complete this form on a computer using ‘Microsoft Word® or "Open Office’. Open
Office is a free programme you can download from www opencffice org. The spaces for
answers will expand while you type if needed.

Data protection

Do not include the name of any person in the form, other than the name of the person
completing and submitting the form.

Information on how CQC processes and protects personal information, and on the rights of
data subjects, are published on our website at hitp:iiwww . coc.org.uk/about-us/our-
policies/privacy-statement

Submitting the form
Return the completed form to: HSCA nofifications@cge.org. uk

& Care Qualty Commission - Produwct 10: 100088 w5 (December 2020) Pape 1
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e Your reference
Your notification reference Click or fap here fo enter fext.

This iz your organisation’s choice of unique reference for this notification. We will use it if
we need fo ask you for more information.

Section 1: The application
Do not tell us you are making an application.

Only tell us about outcomes or withdrawn applications.

1.1 About the application

*Application made to [ The Court of Protection

O A supervisory body
If supervisory body, which? Click or tap here fo enter fext.
*Date application made Click or tap to enter a date.
*Was thiz a repeat or follow-on O Yes
application? O Mo

1.2 Outcome of the application

*What was the oulcome of the application”

O Authorised

O Mot authorised

O Withdrawn

O Qutcome not yet known - do not complete this form

If you do not know the outcome of the application, do not complete this form.

When you know the outcome of the application, proceed to Section 2.

ality Commission - Motific
erty. Product I0: 100098 w5
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Section 2: Provider and location

2.1 Provider details

*ZQC provider 1D

Click or tap here fo enter text.

*Mame of provider

Click or fap here fo enter fext.

2.2 Location details

*Z0QC location 1D

Click or tap here fo enter text.

*Mame of the location

Click or tap here fo enter fext.

*Locafion address line 1

Click or tap here fo enter text.

Location address line 2

Click or tap here fo enter fext.

*Town/city Click or tap here to enter fext.
County Click or tap here fo enter text.
*Postcode Click or tap here fo enter fext.

*Hegulated activities

Click or tap here fo enter text.

2.3 Person completing this form

*Full name Click or tap here fo enter fext.
*Job fitle Click or tap here fo enter fext.
*Date submitted Click or tap to enter a date.

Email address

Click or tap here fo enter fext.

*Telephone number

Click or tap here fo enter text.

Alternative contact name

Click or fap here fo enter fext.

Email address

Click or tap here fo enter fext.

Telephone number

Click or tap here fo enter fext.

a
roduct 10 100098 w5

ty Commission - Motific
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Section 3: The person

*Unigue identifier

Click or tap here fo enter text.

*Date began to use semvice

Click or fap to enter a date.

*Month of birth {mm)

Choose an item.

*Wear of birth (yyyy)

Click or fap here fo enter text.

ou should use the information that th
complete this part of the form. If you d

& person or their representative has given you fo
o neot have this information, select ‘Mot known'.

Gender at time of this notification

J Female

O Male

J Other

O Mot kmown

If other, provide further infermation

Click or tap here fo enter text.

Does the person identify as
transgender at the time of this
notification’?

OYes
O Mo
J Mot kmown/person does not wish to disclose

Sexual orientation

T Bisexual

T Gay or leshbian

O Heterosexual'straight
J Other

O Mot kmown

If other, provide further infermation

Click or fap here fo enter fext.

Religion or belief

[ Atheist or no religion

O Buddhist

2 Chrigfian (including Church of England, Catholic,
Protestant and all other Christian denominations)
J Hindu

O Jewizh

I Muslin

O Sikh

J Any other religion

O Mot kmown

If other, provide further infermation

Click or tap here fo enter text.

fy Commission - Notification abo
t I0: 100098 w5 {Decamber

o

2020

ut the

DUtCom
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Ethnic group

Asian or Asian British O Bangladeshi

O Chinese

O Indian

O Pakistani

O Any other Asian background, describe

Black, Black British, Caribbean or O African background, describe
Adrican O Caribbean

O Any other Black, Black British or Caribbean
background, describe

Mixed or multiple ethnic groups O White and Asian

J White and Black African

J White and Black Canbbean

O Any other mixed or multiple background, describe

White O Eritish - English, Welsh, Scoffish or Morthern Irish
O Irish

O Gypsy or Irish Traveller

 Roma

O Any other white background, descrioe

Other ethnic group [ Arab
0 Any other ethnic group, describe

For any other ethnic group, provide | Click or fap here fo enter fext.
further information

Or, if the person’'s ethnic group is O Not kmown
not known:

ality Commission - Mo
erty. Product I0: 100088 w5

Deprivation of Liberty (Dahd)Liberty Protection SafeguardsRaliR$)© 21 Custom Home Care Ltd. Page2930f470



Custom Home Care Ltd.

Dizability, impairment or long-term health condition

Does the person have any of the following impairments, dizabilities or long-term health

conditions?

Sight impairment [blindness or partial sight)

O Yes
O Mo
O Mot known

Hearing impairment {(deafness or partial hearing)

O Yes
O Mo
O Mot known

Speech impairment

O Yes
I Mo
O Mot known

Maobility or gross motor skills impairment (such as using large
muscles of body in legs, torso or arms, for activities such as
walking or sitting).

Thiz can include balance, strength or coordination.

O ¥es
O Mo
O Mot known

Manual dexternty impairment (fine motor skills - such as holding
cutlery or using a keyboard)

O ¥es
I Mo
J Mot known

Learning disability (such as ability to concentrate, learn or
understand)

O Yes
O Mo
O Mot known

Aufistic spectrum conditions

O ¥es
I Mo
J Mot known

Other neurodiverse impairment (such as ADHD, dyspraxia or
dyslexia)

O Yes
O Mo
O Mot known

Memaory loss (for example people with dementia)

If memory issues are associated with a learning disability,
select ‘Learning disability’ instead.

O ¥es
Mo
J Mot known

Mental ill health

O ¥es
Mo
J Mot known

f an application fo deprive a
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Stamina problems, breathing impairment or fafigue O Yes

O Mo
O Not known

Progressive and long-term health conditions (such as HIV, O Yes
cancer, multiple sclerosis, epilepsy) O Mo

O Not known

Other impairment, disability or long-term health condition O Yes

O No
J Mot known

If ‘other impairment, disability or long-term health condition’, provide further information
Click or tap here fo enter fext.

Funding (non NHS services only)

How is the person’s care funded? O Self funded
(non NHS services only) O CCG (whole or part)
O Local authonty (whole or part)

Hame of CCG or LA (if funding the Click or fap here fo enter fext.
care in whole or part)

& Care Quality Commission - Mot on about the outcome of an application fo deprive a person of their
berty. Product 10 1
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Section 4: Reason and outcome

Tell us why the application was made.
If the application was authorised, describe:

+ any conditions attached
* how you are meeting those conditions.

Ifthe application was not auvthonsed, give details of the court's order.

If you withdrew the application, explain why.

Click or tap here fo enter fext.

Send us the form

Return your completed form to: HSCA nofifications@cge.org. uk

& Care Qualty Cormimission - Modification about the cutcome of an application to deprive a person of their
berfy. Product 10: 100088 w5 {December 2020)

Pape &
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Prohibited Duties Policy

Aim

The aim of this policy Isttheactivities care workers are not permitted to undertake. This may be due to

severateasons, primarily:

1) Health and Safety

2) The activity requires specialised medical knowledge or experience.

NoteCl i ents requiring specific medical attention

or their consultant.

List of Prohibited Duties

> > > >

> B> > D> D> B> >

> > > > > > > D>

>\

Cutting toenails

Cutting fingernails

Cutting or styling hair.

Using a wet razorshave (all razors must be electric).

Removing or replacing catheters.

Syringing ears or administering warm olive oil etc.

Cleaning ears with cotton.buds

Any injection

Blood sugdevel checks.

Changing or filling oxygen bfitisss certified as competent by relevant bodies).
Liftinga client from the floor alone (unless emergeimgand handling techniques are followed).
Tracheotonoarei such as changing tubes or oral suction (using a tube to remove mucus from your
throat).

Colostomylleostomy care (unless certified as competent by relevant bodies).
Haemodialydi®eritoneal dialysis (unless certified as competent by relevant bodies).
PEG feedirand care (unless certified as competent by relevant bodies).

Changing dressings

Lancing of boils

Removal aplinters

Administering medication to a client in the rectum or vagina.

Filling dosset boxes for medications.

CPR(unless authorised by and under the guidance of emergenoyeded9ie@s a medical

emergency).
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AntislaveryolicyStatement

Opening statement from senior management

Custom Home Care istdommitted to preventing acts of moderrashwenyan traffickiregm occurring

within its business and supply chain and imposes the same high standards on its suppliers

Modern slavery encompasses slavery, servitude, humaanchféok@ablabour CAlstom Home Care

Ltd, we recognise the global impact of slavery and trafficking and as a socially responsible organisation
understand that we have a duty to assist in combating such practices. We are committed to acting ethically
with integrity in all business dealya/eshave created effective systems and controls to safeguard modern

slaveryaking place within our business or our supply chain.

Structure of the organisation
Custom Home C@alLimitedompany registered in England and Wales.
Duediligence

As part of our efforts to monitor and reduce the risk of slavery and huo@sutrafgokitign our supply
chains, we have adopteeragprocedures and continue to review our processes and best practice guidance

with a view to:

Identifying and assessing areas of potential risk in our business and supply chains
Monitoring potential risk areas in our business and supply chains

Reducing the risk of slavery and human traffakirigg in our business and supply chains

> > > >

Providing adequate protectiavhiistieolowers

ContractomndSuppliers

Asa careprovidemyeinevitablgealwithseveraputsiderganisatioras suppliersfgoodsandservicesVe
knowthattheseorganisatiomsightormpartofalongesupphchainWemakeallreasonableffortgsoensure
thatnolinkinthesupplyhainis producingoodsandservicesnadeunderconditionsfmoderislaveryr

whictmightinvolvdwumartrafficking
Weexpecallourcontracto@ndsupplierto havea similazerotolerancandduediligencapproacto

moderslaverandhumarraffickingndonlyworkwithorganisatiorisathaverobusantimoderslavery

policieshatoperatén othepartsoftheirsupplychairandwhocomplyviththeModerislaveryct2015.
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Weexplaimn ourrepliesobusinessashorespondotendersandadvertsorgoodsindserviceghatwewill
checkftheyemplopeoplaindecconditionsfmoderslaverandif theydosimilachecksvithother
businessastheirsupplichainindoingso,weexpecthosebusinesse® havetakerallreasonableffortgo

excludeheirsupplierfromcolludingvithmoderislaveryractices.

Allstaffmembersarticularthoseaesponsiblerprocuringoodsandservicesareexpectetbreporany
concernaboutnyissueorsuspicionfmoderslavennanypartsoftheirdealingattheearliespossible
stage.

Anyoneaisingoncernabouslaverprhumarnraffickinthataffectshecareservicavillbeprotectetlythe
s e r wihistléléwsngolicy.

We do not consider that we operatedisihggttors or locations because our staff and atgppéieesl in
the UKIt is only under extreme circumstances (e.g., shortages due to pandemic) when we may need to sour

supplies from overseas.

Clients

As a carprovidemwe ensure no vulnerable adult in our care is subject to any conditions that meet the Care Ac
(andsimilar) definitions of modern slévibge aresuspiciongformatioly evidence that aystom

Home Care Ltd. clieares victims of, or at risk of, becoming victims of modern slavery, exploitation or forced
labourthe companill take immediate protective action by alerting the appropriate safeguarding authority or
police and apply all safeguarding procedures that then follow.

Staff

Custom Home Care Ltd. doeemploy staff under any conditions that might make us vulnerable to
accusations or suspicions that we are employing people under conditions that would amount to modern slav
and exploitation as defined. All staff are subject to rpooadcheets that comply with both employment law

and registration requirements with pay and conditions of employment that meet all statutory requirements.

If we have evidence that any of our employees are subject to exploitation and forced labdhe by third parties,
companywillexercise our duty of ¢areur employees by reporting our concghistlasiowerso the

police or local unit responsible for investigating modéordsieidergn further investigation or action. We

would not act or discriminate against the employee if they are meeting all the required employment conditior

and had been recruitedprdcedurdsi ne with the servicedfd
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Training

We invest in educating our seniorestafftmeydind procurement teams to recognise the risks of modern
slavenand human traffickimgur business and supply clianmoyees are encouraged to identify and

report any potential breaches ofdhe p &Amti$lavery Policy. Employees are taught the benefits of

stringent measures to tackle slavery and human trafficking, as well as the consequences of failing to eradice

slavery and human trafficking from our business and supply chains.

Furtheactiongndsignroff

AtCustom Home Care tdthains committed to preventing slavery or humanftaaffiokimgring in our
business or supply chains, and we intend to continue to strive to improve and strengthen the existing safegL

we have in place.
This statement is made in accordance with section 54(1) of the Mode20 i aaredhcOiostitubds

Custom Home Catdo glodern Slavery Statement for the financial year ending 23. NaeCtEZBind
senior managers happroved this statement.

Signed,

Stephen EIlI€EOCustom Home Care Ltd.
202
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Record ManagemBoticy

Policy Statement

Custom Home Care Ltd. recognises that maintaining records relating to the client and their care helps prote
client against unsafe or inappropriate care arising from lack of proper information (Regulation 20, Health anc
Social Care Act 2008).

Records that contribute to the safety of the client, the safety of care workers and the effective and efficient

running of the service will be maintained, updated and accurate.

Scope

This policy is applicable to the care records of all clients of Custom Home Care Ltd. It relates to the creation
maintenancstorageand destruction of these.

Creation and Maintenance of Care Records

Records kept in the home

Prior to the commencement of the service, a representative of Custom Home Care Ltd., usually the Senior (
who will be responsible fardimating the care for that client, will visit the client to discuss and assess their

care needs. A care plarbw/illritten with the client to address those needs.

Risk assessmente | at i ng t o t h asedandithe cate érvirormment wil| be eapudédp me n t
Custom Home Care Ltd. supplies all clients with a care plan folder and these documents will be kept in this |

in the clientdés home to ensure theyvidngteecaae&c cessi b

A copy of the initial assessment and risk assessments will be held electronically in the Custom Home Care |
office along with a record of communications relating to the client. The electronic record will be accessible tc
office care team and wéb&ncontinuity of care. Following reviews with the client, the assessment

documentation may be updated or replaced. Old assessments will be removed and returned to the office for

secure storage.
Recording Care
The following will be documented in the care records:

A On the o6care givend chart, the care worker wi

during the duty and sign at the end of the entry.
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A On the Comments sheet, t he care worker wil/l |
circumstances or health, or care needs. Any accidents involving the client or care worker, no matter
minor, should be documented here. Also inabtider amfprmation that would assist the next health
or social care worker to ensure continuity in the provision of care.

A On the medication administration record, the care worker will record any assistance with medication,

record it on the appropriate MAR according t ¢

Any changes or significant occurrences should al

electronic record to aid in the continuity of care.

Wherever practical or reasonable, the care records and notes should be completed in the presence, and wit

cooperation of the client.
Care workers should ensure that:

A All care records and notes, including care plans, adatsidaed timed. The signature should
appear at the end of the entry. Where an entry goes on to a new page, the date (cont.) should be ad
to the date column on the new sheet.

A All entries into the file are dualand accurate and maintain the digaitpnfidentiatiy

clients.

Storage

Records kept in the homéaevilla safe place as agreed with the client, being mindful that the folder contains
confidential informatond s houl d not be | eft where it can be
record should be easily accessible to Custom Home Care Ltd. workers, and the office should be made awar

the location changes so new carers can be informed.

Records of care given older than three months are transferred to the Custom Home Care Ltd. office for safe
keeping. At the end of the service, the Senior Care-8Vorkercoat i ng t he clientds ¢
and all care records, which reheaproperty of Custom Home Care Ltd., are returned to the office. Should the
client die whilst Custom Home Care Ltd. are providing care, the care worker present should remove the care

record from the home and return it to the office at the eauliést opport

Records that are returned to Custom Home Care Lt
electronic system. Information stored electronically is encrypted and accessible through password logon onl
(see Confidentiasityd DPA Policy).

Records relating to clientsd care are kept for a

with the statutory record retention regulations, after which time they are deleted.
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Destruction

Paper records that have been scannaendarenot Cust om F
required to be kept by &aesdestroyed on a fortnightly basis by shredding in accordance with the Data
Protection At998.

Electronic records are deleted afterabgearstatutory retention time.

All new staff will be made aware of the policieprotedtitmn and on confidengalipart of the induction
process (see Inductmticy and Confidentiality DPA Poljcgndwill be made familiar with care records
and documents used by the company.

Quiality of record keepiiigbe monitored by unannounced observations of practice (spot checks), and audit of
clientds records during visits by a Senior Care

Data Protection
Custom Home Care Ltd. is regi sontheDathProtecion t he | nf
Register.

Where a request for access to a record is made, all legislation and guidance in respect of the Freedom of
Information A2000 and the Data Protectiot©QA8tis followed. Custom Home Care Ltd. has procedures in

place to deal with requests of records (see Data Protection Policy).
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Recruitmeand Selection Policy
Aim

The aim of the recruitrpelity is to provide guidelines to ensure a consistent approach to the recruitment of
Custom Home Care Ltd. staff.

Statement

Custom Home Care Ltd. aims to employ the highest level of candidates possible in each of the roles offered
within the company. Our company takes a different approach to employment within the domiciliary care indL
After researching the current matket\vdewing service user feedback from other companies available in
reports freely published on the internélpgag Francis, 2Q18plin Angel, 201®Jatosevic, et al.,

2001)(Yeandle, Shipton, & Buckner,, 280k¢s & Groom, 2044 have determined the following issues

affect the quality of service delivery:

I High turnover of staff.

I Atopheavydissemination of salaries.

I Too many service users per company for the number of care workers.

I Too many service usercpmpany for-oodinators to effectivetprctinate whilst concentrating

on care related tasks.

Custom Home Care Ltd. strongly balldvese issues are related. Our recrtmdesglection policy
attempts to remedy these problems. We have therefore split hedindeanfioto two distinct job

descriptions and entitled them:

1 Works cordinator.

1 Shift cprdinator / Supervisor.
The Works adinator will have no care responsibilities, although a background in care is desirable.

The Shift eardinator / Supervisor is responsible for managing th@kiodteioand undertaking the care

responsibilities normally completed by the traditionabrdieaibro

This effectively releases Wortidamators from a potentially highly stressful position and ensures that the right
person is sent to the right place at the righttimeeperiods where the company is not of a sufficient size to

support these individual roles, tasks will be delegated to general managers and senior carers.

As a family founded business, it has been agreed those members of the faniidg iandissgtather

Directors in agreement, do not take the typical salary of these positions. Rather a reduced, but functional, sz
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is drawn. Money saved from this endeavour is used for theafeaddiineat care staff as our focus is on
person centred care. In our opinion, person centred care cannot occurtefibetaxsbalareed

company where a large portion of revenue is allocated to few individuals.

In addition, our selection process is potentially more stringent than other companies. It is our policy not to ut
agency workers. Custom Home Care Ltd. wishes to ensure we employ individuals who are drawn to the car
industry because they truly evisdre for the vulneralnld elderly.ofacilitate this, we offer a fair pay

systemCar ersd wage rate includes additional compen s
and drivers. Staff are paid time and a half on BankNtiliaiggss and other senior staff are salaried and

paid overtime for out of hours work (e.g., if a salaried individual picks up care calls before 9am or after 5pm)

Principles of the Policy
All processes and stages of the recraitmeht sel ecti on policy should refl
commitment to equality and fair treatment.

Before any recruitm@noicedure is set in place, a thorough review is undertaken to establish whether there is &
need to fill a vacancy.

Advertising must be relecantiseand aimed at attracting appropriate staff.

A Custom Home Care Ltd. application pack will be sent out, which includes:

\

>

A job descriptiohthe post.

\

Person specification
A medical declaration form
DBSCode of Practice.

> X x>

EquaDpportunities form
An availability check/Agtpendix 13).
Custom Home Care Ltd. statement on the reofiéxotanders

b N

A Confidential A4 envelope.

>

A Confidential small envelope.
Prior to sending, the pack is cross referenced with a check list to make sure all items are included (Appendi:

Short listing for posts based upon the person spsbificlatibe undertaken by the Administrative,Manager

the registeredanageand the nominated individual.

For senior positions with statutory responsibilities, more than simmulditeeiorolved insiherdisting

procedure.
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The short listing and the subsequent irdeErgeeshould be undertaken by the same people. This will assist

with ensuring consistency of consideration during the selection process.

Referencesill be obtained after an offer of appointment, or, if appropriate, prior tafttiesinfguircant
agrees.

Interview formats may vary as appropriate to the job and person $hectfieditiaiways be a panel
interviewat which set questions will be asked of the candidate.

Appointments should only be made where candidates meet the requirements of the persdragpecification
potentially capable of carrying out all duties of the job.description

All candidates interviewed will be notified of the outcome in writing.

Unsuccessful internal candidates will always be offered a debriefing session with a member of the interviewi
panel. If the individual cannot be contacted by telephone, a letter will be sent. Requests for personal debrief

sessions will normally be met.

All adverts and person specifications must reflect the needs of the vacancy. Posts are confirmed after succe

probationary assessment

Review of the Vacancy

The first question to be asked of recrisitniethea vacancy exists? Potential vacancies usually arise
through an employee leavihgaause alevelopment. Sosi®rtermvacancies may arise due to long

term sickness maternity leader example.
When vacancies arise, the post will automatically be reviewed in the light of developing needs of the compa
The following questions should be asked:

A What tasks or areas of responsibility/ skills are involved?
A Is the work to be carried out in the begffitiestandcosteffectivavay?
A Does the job need to be redesigned?

A Does the work need to Beganised?

Review of the vacancy will be carried out by at least omecDiretotion with an individual in a senior

position.
The Administrative Managleceordinate the arrangements for recrahdentl have responsibility for:

I Confirming details ofwtheancy including job descripgoson specificataoml advertising

requisition.
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1 Setting up arrangements for short listing, informal interviews (if appropriate) and formal interviews.

1 Confirming appointment of successful candidates.

Job Descriptions

Job descriptions are standardised and are available for every level of position. An example of a job descripti

for a care worker is seen in Appendix 2.

All job descriptions are reviewed annually and amended as required based on the changing needs of the

company or requirements of legislation.

For all positions, the job descipiibperson specificatiust be approved by a Dirdedoithe post of

Registered Manager and above, descriptions must be approved by the Chief Executive Officer.

Al'l job descriptions will include a requirement

policy and will undertake other duties as deemed necessary for the smooth running of the company.

Person Specification

Prior to advertising, the Administrative Malhggepare a person specifi¢atitie post in question. The
person specification will be based on the requirements of the post as detailed in théppeddiscBiption
shows an example Person Specification for a care worker. It will specify an essential and desirable list of cri

which are:

Job related.
Ability based.
Clearly defined.
Measurable.
Prioritised.

Agreed.

> > > > D> > >

Consistently applied.

Essential requirements are those which are crucial for theesfbemeatesf the duties in the job
descriptiorDesirable requirements are those which, esdenigivould enhance the effective
performance of the post. The requirements detailed ingpegiecatanill constitute the selection criteria

for the appointment.

The person specificatiilhbe sent to the applicant with the vacancy statement and joim description

application pack.
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Advertisements

All requests for advertisenmeuss reach the Administrative Matadgast one week prior to the proposed

advertisement date.
Advertising should be designed to attract the maximum number of suitable candidates.

Advertsvill be placed in the appropriate local newspaper, job centre, and online job vacancy web sites. In ca

of senior posts, national publications may be utilised.

The advert must be conoiselableand unambiguous. It should state the name of the organisation, job title,
remuneration, job location, any essential qualifications or experience and information on how to get further
information and an application pack. An example of a job adeevofkentwath for online and newspaper

publication can be seen in Appendix 4.

Responses to Enquiries

All people requesting further information will be sent:

I Ajob descriptiohthe post.

I Person specification

1 A health declaration form.

I DBSCode of Practice.

1 Equal opportunitfesm.

1 An availability check list

I Custom Home Care Ltd. statementrearthignemtf exoffenders
1 A confidential A4 envelope.

I A confidential small envelope.

Application Form

Custom Home Care Ltd. uses a standard applickbioméstrposts (Appendix 5).

The first page of the applicationvforin | include the reference number

personal details, a general health questamhaifermation about personal transport.

The form also includes a section for the disclosure of criminal background, asking that all offences be declal
Having a criminal record does not necessarily preclude employment by Custom Home Care Ltd., depending

the nature of the offence. Pleasgusstatement on recruitimieekoffenders
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The application fal®o includes a statement indicating the candidate, if offered employment, will be subject tc

an enhanced disclosure check from the Disclosure Barring Service

The form includes a section feducatananctairashd ng t he c &

references

There is also a section where the candidaticate how they meet the requirements of the Person
Specification and a space to include additional information if required.

Short Listing

A date for short listing will be arranged at the same time as the advert is submitted. Short listing will take pla

within one week of the closing date.

Short listing of all vacancies must be carries out by more than one pecssppitetiens reach the
essential criteria, short listing can be further cdrzsiddredesirable criteria.

The candidates on the short listing must bear in mind that a wide range of personal and voluntary experienc
compensate for the lack of professional experience and qualifications.

Applications received after the closing date may be considered if their late arrival is due to circumstances st
as postal strike, administrative error, or in the case of internal delay by endorsement of a Director

Interviews

Selection by interviswa subjective process. The purpose is to gather information from the candidate to
supplement the applicationifoontier that an informed decision as to suitability for the role can be

determined.

The interview most cases will consist of;

¥ A formal interviewiront of a panel where the candidate will be subjected to a series of relevant

guestions relating to the post (Apperdangple of interview questions for a care worker).

Y A perioavhere the candidate can ask questions of the pategView

Questions will be sent to the int@am@ivprior to the interview. The interview panel (or as many Senior
Management Personnel/Directors as possible) should have been involved in the short listing of candidates.
interview panels must be clear regarding the format of the intendemtifcatithre of the Appointing

Officer who chairs the panel.
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The panel must always consist of at least two people, the final decision as to the size of panel should rest w

the Appointing Officer.
Standard information must be given out and alkkedratews.

At the conclusion of each inteaedidates should be informed of the timidga$ittimakingrocess
and how they will be notified.

The panel should not discuss individual candidates until all the interviews are completed and should then gr
applicants in accordance with the person spdfitai@ost and the grading system on the interview

guestions where the highest scorer will be the most appropriate. Sc@ringasefi@ins & poor answer

and 2 is a good answer (Appendix 6). This score will then be used in conjunction with the written assessmel
establish the candidate moabgeir the position.

When the decision has been reached, it is the responsibility of the Administmainfermahager

successful candidate. This will be done initially by telephone. Once the successful candidate has indicated t
acceptance, the unsuccessful candidates will be notified by letter as soon as pogsiBgAibpendix

successful candidate has accepted the position over the phone, a letter of acceptance will be sent by the
Administrative Manager which will detail the job role, the offer of employment and terms and conditions
(Appendig).

Ifthere is none suitable for the advertised position, no appointment should be made. The post should be
reviewed and if appropriaiajvertised.

Any unsuccessful internal candidate should be given the opportunity of an early meeting with a member of |

intervieyanetoreceive feedback.

Any applicant who wishes to make a cabplaitie recruitmpracedure will be given written details on
how to proceed with the complaint. In the first instance, they should make their intentions known by contacti
the Administrative Manager

All notes taken during any intestiayd be collected by the Appointing Officer or Administrative Manager
after the decision of appointment has been made. Notes on the successful candidate showing reasons for
appointment should be kept on their personpefHifgs/sical and electrdfites on unsuccessful

candidates, with reasons for not appointing, should be kept on file for a period of three (3) years.

In relation to Senior Management positions and recruiting for posts that have statutory responsibilities, the C

Executive Officer will be involved in the short listing and interviewing process.

Reference®isclosures and Qualifications
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Referencasiust be taken up immediately after interviewing. If circumstances requin@yrbtetakens

up before interviews are held with the approval of the applicant.

Custom Home Care Ltd. require at least two refarieast®ne employer reference and one character
reference that covers a minimum of twelve months prior to the date of the applicaiandA)pendices

¥ Previously employiédhe applicant has worked at any time within five (5) years prior to the

applicatiomt leastwo (2) written referer(tiee (3) is preferabteluding where the person has
previously worked for more than three (3) months in a position involving workadithsyulnerable
and a reference relating to the last position held is required.

¥ Not previously employiadhe absence of any employment or where an applicant has not worked

recentlye.g. career break, then Custom Home Care Ltd. wiledtaezictareferencesr take

references from previous employers. Each situation may need to be assessed on an individual basis

Previous work with vulnesahi#s:where a candidate has previously worked in a position which involved

work with vulnerable adults, verification of the reason why the employment or position ended should be obte
It may sometimes be difficult to obtain such verifigatioause of the length of time since such a position

was held. Custom Home Care Ltd. will send an employer reference request and send a follow up after two v
if the original reference is not returned. If the second reference request is hiottvedunates] wien no

further follow up will be sent and the reference deemed to be that all reasonable efforts have been taken to
obtain verificatidrne prospective employee will be asked to proffer another reference.

All referencasust be obtained in writing. In the event of delay or the need for clarification a telephone call is
permissibléut the referee must confirm in writing what was said on the telephone. The Appointing Officer, wil
speaks to the referee should make a note of what is said and compare it to the written confirmation when it |

received.
Refereemust be asked to comment against the job désciipti@ost.

All appointments are made subject to Custom Home Care Ltd. receiving a satisfactory Enhanced Disclosure
Barring Servicheck. Successful candidates will be required to provide information tchalbdwcadeBS

requested online through a reputable DBS online service. Information required includes:

Proof of identity

Proof of address

Proof of National Insurance number

I nformation relating to the individual 6s pl a

Details of any name changes (if applicable), including dates.

C & & & & ©

Information relating to any convigtiapglicable), including dates.
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The Disclosure will then be sent to the individual who will be required to present it to the Administrative Man

for copying and recording purposes.

The fee for the Disclosure will be met by Custom Hom# tbarerbfmloyee leaves the company before the
completion of their probationary (sxiotbnths), the cost of thedd8Sk will be deducted from the
empl oyeeds final wage. The employee .is made awar

Tocomply with the relevant standards of care regulations, candidates will not be permitted to commence wo
Custom Home Care Ltd. until the following documentation is received:

An Enhanced DBleck.
Proof of eligibility to work in the UK.
A full employment history

A completed health questionnaire

T & & €& ©

Documentary evidence of relevant qualifications and training
Appointments

The letter of appointment forms the aufirgraptoyment, the following information is included:

Location.

Position.

Probation.

Remuneration

Leave Entitlement
Termination

Hours of wark

Data protection.

Policies and procedures.
Dress code.

Disciplinary and Grievance
Sickness

Smoking, Drugs and Alcohol
Briberynd corruption
Medical fitness.

Qualifications

C CE CE C C T C C E & T T T & € € ©

Welcome.
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The Administrative Managest open a personnel file for each new member of staff on confirmation of

acceptance of a pastl assign a unique employment number

A letter of acceptance should be sent to the new member of staff for signing and is to be returned to Custorn
Home Care Ltd. prior to their commencement date.

New Employees

Custom Home Care Ltd. must be confident that new employees are competent and able to undertake the fu
range of duties required.

All new employees will be subject to an induction programme based on Costanddrdfunctitre

Care Certificate

Offers of employment will not be confirmed until new employees have satisfactorily completed a probationar

periodf siX6)months.

The probationary peisottherefore used to undertake regular and formal assessments of the capability and

suitability of new employees.

During the probationary perio€ ust om Home Care Ltd. is only requi
of employme@ustom Home Care dtaks however have to follow a statutory procedure before dismissals
can take place. If a dismisssingonsideredhen Senior Management should aldrteidanagg) at

the earliest opportunity.

Dismissaluring probation will need to be confirmeRdyyisteremanageafter consultation with the

Directors.

An extension of probatiay be appropriate in some circumstances such asatiskneas or where
Manageror the Registered Manager and another manager considers there is some other genuine reason wi

someone has not confirmed their suitability during their first six (6) months of employment.

An extension of the probationary @gritda maximum of three (3) months) will only be approved in
exceptional circumstances. Where an extension ofigcohatitaredppropriate this will be confirmed in

writing by the Administrative Manager

End of Employment

There are a variety of ways in @mhjgloyment may end. These are discussed below and include resignation,
redundancy, retirement, voluntary redundancy, @schissalination of employment without giving notice.

At the conclusion of employment, there are rules governing the return of company property and the repayme
any outstanding monies. These are also discussed in depth below. At the cooynsitnintimmplals

will be asked to complete an End of Empl@yestionnaire Form for feedback purposes (ABpendix 1
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Resignation

Resignatias governed by the Terms and Conditions of Employment when an employee is first employed by
company. Rules for resignation will depend upon the length of time an employee has been with the compan

If an employee is still within their probationgryipettied this be six (6) months or the extended nine (9)

mont hs, employees are obliged to give one (1) we
If an employee is out of their probationary periddey ar e obl i ged to give fou
writing.

Redundancy

Whil st it is Custom Home Care Ltd.o&6s intention t

therefore provide reasonably secure employment for its employees, we are not immune to the variability of t
economy. Should it be necessemgate redundancies, the following procedure will take place.

Where the need arises for a reduction in the size of the workforce, management will enter into consultations
the entire work force, with a view to establishing whether the proposed job losses can be achieved by mean
other than compulsory redunda@grsideration will be given specifically to the following alternative options,

subject to Custom Home Care Ltd. o6s i mmediate bus

A Imposing an immediate ban on further recofiierstaff, other than where this is essential.
A Considering redeployment and/or retraining of surplus personnel.

A The implementation of temporarydagdftjmaorking, jesharing, etc. where appropriate.

A Inviting applications for consideration for early retirement and/or voluntary redundancy.

Compulsory Redundancies

If it is decided Custom HOare Ltd. needs to make compulsory redunaensits
A Identify which employees will be made redundant

A Make sure those employees are selected fairly and will not be discriminated against.

Fair selection criteria will include:

A Skillsgualificationand aptitude.

A Standard of work and/or performance
A Attendance
A

Disciplinary record
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It may be decided to select employees blesehoaf service (last in, first out) if this process is justified
without any discriminafitis however, will not be the sole criteria used for deciding redundancies.

We wilhotuse the following as selection criteria as determingdby.uk

Pregnandmaternity/parental leave.
Acting as a trade union rep.
Joining or not joining a trade union.

Parttime or fixe@rm employment.

> > > > >

Age disabilitygender reassignmemarriagand civil partnershrigligioor belief, sex and sexual

orientation

>~

Pay and working hours

Redundancy Consultations

If more than 20 employees need to be made redhimdan§Odayperiod, Custom Home Care Ltd. will
follow écollective consul tawwigovnuldfewentHar20 ensployteesd o wn
are to be made redundant, we shall follow good practice guidelines. These state that all employees should &
fully consulted along with their representatives if they exist. Consultation does nagtesmeoatend in

howeveit will be undertaken with agreement as the aim. It will include discussion on ways to minimise

redundancies.

Notice Periods for Redundancy

Custom Home Care Ltd. follows the guidelines set out by the UK governnuentiibhese are:

Length of Service Notice Given

1 month to 2 years At least a week

2 years to h@ars A week for every year emplc
12 or more years 12 Weeks

Voluntary Redundancy

Custom Home Care Ltd. may at its discretion invite applications for voluntary redundancy as part of its re
organisation plans to minimise the need to compulsory redmganaes may not be automatically
selected for redundancy simply because they have applied. The same criteria will be used for compulsory

redundancy above.
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If an employee wishes to be considered for voluntary redundancy, they must make their wishes known in wr
to the Registered Manager.

Redundancy Pay

To be eligible for Statutory Redundancy Pay as per www.gov.uk, an employee must:
A Be an employee working under a cohénagtloyment.
A Have at |l east 2 yearsd continuous service.
A Have been dismissed, laid off or ubmtimaorking.

Any payment due will be made in the employeebd

(@)
(72}
—

Statutory pay rates are based on an employeebd

(@)
(7]
Q)

the date of dismisdgdsed owww.gov.lemployees receive:

A 1.5 weekso6 pay for eatbhthdgyear of empl oyment af
A A weekso6 pay for eachibighdag.r of empl oyment aft
A Half a weeksd pay for ehirthday.year of empl oymen:

Length of service is capped at 20 years and weekly pay is capped at £508. The maximum possible amount
redundancy pay is £15,240.

Retirement

Custom Home Care Ltd. does not operate any compulsory or contractual retirement age. Instead, we opera

flexible retirement policy which allows employees to choose to retire at any timesiafidivthécage of

A An employee who decides to retire (at any time after age 65) should provide written notice to their lin
managen accordance with the terms of their ajrenaployment.

A Upon receipt of this notice, our administration will arrange to meet with the employee to discuss
preparation for retirement and, where relevant any pension provision.

A Employees may inform Custom Home Care Ltd. up to two (2) or three (3) years before the time they
intend to retire of their intentions.

A Pension provisibemployees will either be involved in the government pension scheme for which we

do not provide details, or a company pension scheme, details are available separately.

Dismissal

There are several ways by which an employee may be dismissed. Thesdwerealismissal

FOR- 40660 Care Worker Application Form @C281®n Home Care Ltd. Page3160f470


http://www.gov.uk/

Custom Home Care Ltd. . i éi

Capability.
Conduct
lliness (being unable to fulfil substantive post).

Something that prevents an employee legally being able to do their job.

> > > > >

Some other substantial reason (SOSR).

When Custom Home Care Ltd. dismisses someone due to their capability or conduct, the employee will hav
been processed through either the MACAW or dimtipéidang. Please see the relevant sections of the
Employee HandbaolPolicies Manual for full details.

Sometimes an employee will need to stop working daenalldralth. Dismissatowever, the last

resort. Custom Home Care Ltd. will strive to consider as many ways as possible of helping our employees f
remain in work. This will include consultation with their GP, assessment by an occupational therapist, makin
reasonable adjoments. If an employee is unable to perform their duties after all efforts have been made, it me

be fair to dismiss the employee even if they are disabled.

An employee may also be dismissed if something occurs that prevents them from legally doing their job. Thi
may be something such as being charged with a criminal offence that prevents them from working with

vulnerabladults.
SOSR may include the following:

A Business rerganisation where the business is not making redundancies but making changes to
Terms and Conditions. If the employee does not agree to the changes, SOSR is a potential fair rea
for dismissal

A Conflicts of interest where it can be proven that the employee has accessrifwooatioarcial
the employee has close connections with a competitor or there is a genuine fear the employee may
leak confidential information

A Personality clashes or irreconcilable differences between colleagues can amount to SOSR. Howev
the conflict must cause substantial disruption to the business and all attempts at resolving the issue
such as redeployment, change of work pattern dod,mhadétfailed.

A Breakdown in trust and confidence where the company can show we have acted fairly and within a

reasonable range of responses.

Terminating Employment without Giving Notice

If an employee terminates their employment without giving or working the required period of notice as indica
above and in the Terms and Conditions of Employment, the employee will have deducted from any terminat

pay due, an amount equal to th@aaldiiost of covering their duties during the notice period not worked.
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This is an express written term of the afrnagloyment. An employee also agrees to such a deduction by
accepting or being given online access to the Staff. Handbook

Restraint in Employment

It is a condition, both during and for up to six (6) months after the end of emplom@hbyeat\aitl ex

not solicicontactr approach any client of Custom Home Care Ltd., who at any time during the preceding six
(6) months of such employment end has done business with or been a client of the company, in order to obt
or attempt to obtain their business. After end ofearptey eemployee must not divulge the details of any

client of Custom Home Care Ltd. to a competitenipheyerlso agrees that after end of employment, for

a period of six (6) months, they will not employ or entice or endeavour to entice away from Custom Home C
Ltd. any person employed by the company in the six (6) months immediately precediraytherdate of empl

end

Return of Company Property

On the termination of employment, employees must return all company property which is in their possessior
for which they have responsibility. Failure to return suctegeltnis) ik cost of the items being deducted

from any mont&ythe employee or added to the cost of any court action taken against the employee.

Items that are considered company property include:

A Stationery and writing materials.

A Any documentation such as Handpolitigsand traininmaterials.

>

Any computing equipnsaftwarehardware, includiagtop®relectronic storage devpresided
by the company.

Any mobile phone, SIM card and charger.

ID badgéholder and break away safety lanyard.

Any items of PBHch as winter shoe spikes, glwessor overshoes

Any item of clothing such as tehidsjacketsor fleeces.

> > > > >

Hand sanitising gel and clip bottle.

This is an express written term of the afr@nagloyment. An employee also agrees to such a deduction by

accepting this Handbook.

Repayment of Outstanding Monies

On the termination of employment, Custo@ateite. has the right to deduct from any termination pay due

to an employee, any advances of wages whloange may have made.
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If an employee terminates their employment prior to the completioocnirsetfaindsg by Custom Home
Care Ltd., we have the right to deduct the cost of the course form any termination pay due to the employee.

Custom Home Care Ltd.

insufficient funds are available, the employee must make repayment through a direct bank transfer or a pers
cheyue made payable to Custom Home Care Ltd. Failure to repay these costs will result in court action bein

taken against the employee for recovery purposes.
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Appendix AChecklist of Iltems in Job Application Pack

ITEM CHECK
Job description aspkcifications n
Application form N
Health declaration form N
Equal opportunitiesm f
DBScode of practice n
Availability checklist n
Statement for the recruitiofeekoffenders n
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Appendix RExample Job DescriptiQare Worker

Job Description

Custom Home Care Ltd. provides a programme of personal care and household care management that is
personalised for eatient through the utilisation of a care plan. The role of a Domiciliary Care Worker is to
work without direct supervision in the home of the client providing care and support including personal, sociz
and domestic supporindividualicdresahd sapdontplani ng t o t he cl i €

Aim
The aim of the position is to enable clients to remain safely in their own home with as much independence &
possible. This requires providing care and support in a professional, discreet andvhasingwagsner,

ensuring the cl i ernstmaistained ght to privacy and digni

Accountability
This position reports initially to Senior Care Staft,itteeMtreagand ultimately the Registered Manager.

Main Tasks and Responsibilities
1) To provide personal and practical care to clients with a wide range of vulnerabilities, illnesses and ne

2) To assist clients with rising in the morning, dressing, undstssgigathing and going to the toilet
where required.

3) To prepare or assist in the preparation of meals and drinks throughout the day and evening.

4) To set tables and trays for meals where required, serve meals, feed clients if necessary, wash up, cl
and tidy away.

5) To assist clients with mobility problems and other disabilities includinguicbatmentee use
of aids and personal equipment.

6) To help in the promotion of the mental and physical activities of clients through engaging in conversa
trips out, sharingaitivities such as reading, writing, hobbies and recreation in order to help the service
user remain as independent and engaged as possible.

7) To undertake or assist with light household duties such as making beds, tidying rooms, vacuuming,
emptying commodes.

8) To undertake or assist the service user in the laundering of clothes.
99 To assist with or administer clientds medicat

10) To help care for clients who may be in the final stages of life, and treat them withaslgsolute dignity
respect.

11)To read and to write clégeaok, Imgdicdtion fotms and Ginaricig n t 6
transaction sheets to ensure an accurate record of activities undertaken and the status of the client a
time of each visit. To record accurately any changes that have occurred and other relevant informat
To provide a signature with each entry and be mindful of comments written so as not to unintention
offend or upset clients or their family/representatives as they are entitled to read the communications
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12)To be vigilant regarding the <clientdise needs
Manag¢rs ) any safeguarding issues whi orhurggnn t he
attention.

13) To report immediately to management any noticeable changes in health, behaviour or circumstance
the client whilst maintaini.ng the clientos ri

14) To beavailable to work as and when agreed with Custom Home Care Ltd and give appropriate notice
unavailability.

15) To carry out accurately and in a competent manner, instructions froomendeagzgeand
senior care workers, adhering to the care plans of individual clients.

16) To be practive when talking and listening to clients, allowing them to make their own personal choic
in their own home.

17) To advise manager(s) and/or supervisor(s) of any ideas that may improve the level of service delive
to clients.

18)To adhere to the time frame of home visits a
the client signs supplied time log sheets at the end of each visit indicating accurate arrival and depar
times. To deliver time log sheets tfiitkeon a weekly basis for processing. If information is to be
recorded electronically, to ensure that accurate information is reported.

199To work only to Custom Home Care Ltd. &6s regul
accurate documentation and receipting of any transactions.

200To participate in reviews of clientds care pl

21) To be aware of, and adhere to, the tasks and activities wbidie mndertaken as part of care

duties as described in the companyds Prohibi
office.

22)To be familiar with Cust Palicy &hd toectivElp pramote gafed . 6 s
wor king practice. To ensure ful | andpyocgudresance

Copies of these policies are available in the office.

23) To record and report any acaddntident which may occur, no matter how minor or whether an
accident or incident has occurred to a client or care worker.

2)To ensure the Companyé6és Complaints Policy a
concernsorcomplaineai sed by service users or their car

25) To understand and comply with both Company and legislative requirements regardamgiconfidentiality
data protection.

26) To conform to all policies and procedures laid down by Custom Home Care Ltd. relating to carrying
the above duties and in other duties as may be required in order to ensure the smooth running of
company.

27) To participate in induction and regutaismtrainirag directed by manager(s) and supervisor(s).

28) To be available for an annual Personal Performance Review, which will be recorded in your persor
record.
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Person Specification Including Competencies

ke

o

1. QUALIFICATIONS REQUIREMEN

a. NVQLevel 2 in Health and Social Care or other equivalent qualificati| Desirable

b. GCSE Maths and English Desirable

2. EXPERIENCE

a. At least two @@nciliayyeaerossmilaefield e r i | Essential

b. Experience of team working Desirable

3. SKILLS

a. Good written communicatidis Essential

b. Good verbal communicakils Essential

c. Understand the effectagefing, disabilitgcapacity and illness and the € Essential

these can have on a client

e. Ability to follow instructions Essential

f.  Ability to use your own initiative Essential

g. Ability to tirreanage efficiently Essential

4. KNOWLEDGE

a. Knowledge of Care Quality Comn8ssimfards of Care Essential

b. Knowledge of and commitment to a person (Client) focused method Essential
Essential

Knowledge of Health and Safety

Knowledge of legislation relating to social care, eg. Mental CHpatdiit
and Social Care Act

Essential

PERSONAL CHARACTERISTICS

Professional approach to work

Essential

Tactful and diplomatic approach to others with the ability to cg
individuals

Essential

Essential

c. Positive and enthusiastic about the business

d. Has the desire to offer the best service possible to clients Essential
e. Committed tmntinuous improvement of the service and systems Essential
f. Committed to personal development of self and others Essential
6. OTHER REQUIREMENTS

a. Ability to work flexibly including evening and weekends Essential
b. Full driving licence Essential
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Appendix 4Example Job Adverts

Social MediAdvert

CARERS WANTED

BE A LIGHT IN JOB VACANCIES FOR:
THE DARK Male and female

domiciliary care
@s workers

Custom Home Cdre Ltd. [FieinSesmmnin:
oy e : ¢ Assist the elderly and
mw‘v.r? lore o W&W

vulnerable to live as

CALL US NOW ON:  [renentyos

¢ Pay rate up to
nspected and rate A

560 City Road
Sheffield, S2 1GE

www.customhomecare.org

WebsiteAdvert

@Cus’rom Home Care

NOW HIRING
Male & Female

CARERS - Full Time
560 City Road, HELP US

Sheffield

S2 1GE MAKE A

Call us now on: D”:FERENCE

0n4 275 9703

www.cus‘romhomecore.org
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Appendix BExample Job Application Form

Care WorkérApplication Form

If you need this form in large print, please contact the office.

Please complatfields in black or blue ink using BLOCK CAPITALS. If you need help, please ask.

Part Oné your personal details

Title (Mr, Mrs etc. Sex Femaled Male
First name Last name
Address

Postcode
Phone Mobile 2 Landlined  Other?
Other phone Mobile 3 Landlined  Other?d

Email address

NI Number

How did you hear about this job?

Google 3 Other search engine 3 Company website 3
recruizone.com 3 indeed.co.uk 5 Other website 3
Leaflet 3 Newspaper advert 3 Jobcentre ]
Refer a Friend 3 Word of mouth 3 Other (specify) ]
If you were told about this job by someone who works for us, please tell us their name:

Do any other gfour close friends or relatives already work for us? Yes®d No 3
I f you YapBasegive tbeir bames here:

Can you prove you are legally entitled to work in the UK? Yes? No 8

I f you Yamsvavdocumeht(spwill you supply as proof?
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Have you worked recently in a care support role? Yes? No 8
I f you Yamiavwas yur standard rate of hourly pay? Please indicate |

A Rate of pag: per hour

Part Two youravailability

It is really important to us that we know when you are available for work so please do your best to ensure th
information you provide in this section is correct.

What is the earliest date you could start work with

Do you have any holidays etc. already booked? Yes?d No 8
I f you Ya pBdasegve dhtesdbelow:

Do you have the use of your own vehicle for work? Yes® No 3

Please tick here to indicate when you would usually be available for work:

Morning Lunchtime Teatime Evening
Monday 0 % % g
Tuesday 4 4 4 g
Wednesday 3 8 5 3
Thursday d 5 5 3
Friday g % 5 g
Saturday 0 % 5 g
Sunday 0 % 5 g

Is there anything else we should kadwawut your availability?

Part Threeyour skills and qualifications

Please tell us about the languages you can speak and / or write:

Language | can speak | can write thi My level of My level of skilli My level of ski
this language language skill isBASIC COMPETENT is:ADVANCEL
English 3 3 4 3 5
3 3 3 3 3
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Do you have an N\@LF Level 2 (or above) in Health & Social Care? Yes? No 3

Have you completes the Care Certificate (England only)? Yes?d No d
I f you Yea »®Bihe of the abdve, you must provide a certificate or other

completion.

Please tell us about any other relevant formal qualifications you have achieved (including a
or English qualifications):

When did you leave ftithe education? Mor Year

GO TO PART FOUR.
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Part Four your work history

We are required by law to make sure we know about the work you have done in the past, as well as the pembdsiyotiengydyaverspdherefore, please list
yourfull employment histbere, including any periods when you were not working (along with an explanation of what you were doind)e¥@ufrigay use extra s
need more space.

Please start with your current or most recent employment and work backwards.

Employer and location (or educatio| Your job role (or, if studying,

From(month and year) To (month and yea establishment) your course)

Why you left (if applicable)
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kC)

From (month and yeai

To(month and yean

Employer and location (or educatio
establishment)

Your job role (or, if studying,
your course)

Why you left (if applicable)
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Part Fivé your referees

Please details fourpeople we can write to for a reference. The first of thesestleepieur current or most recent
employer. The other referees will ideally be your most recent previous employers.

If you cannot provide details for four previous employers, you may substitute one or more of these with a referee who v
former tutor or teacher when you were in formal education.

If you cannot provide details of a teacher or tutor, we may accept a personal reference from a person of professional
standing (e.g. a doctor, lawyer, accountant, recognised religious leader or teacher) who knows you, either professional
personally.

You must not give the names of friends or relatives or colleagues who are / were not senior to you as referees. All
referencesvill be verified.

First refereg¢should be current or most recent employer)

Refereeod Position

Name of organisation, school or college

Address and postcode

Phone Email

Dates of employment or study to
Month Year Month Year

Second referee

Refereebod Position

Name of organisation, school or college

Address and postcode

Phone Email

Dates of employment or study to
Month Year Month Year

Third referee

Refereebd Position

Name obrganisation, school or college

Address and postcode

Phone Email

Dates of employment or study to
Month Year Month Year

Fourth Referee

Refereebd Position

Name of organisation, school or college

Address and postcode

Phone Email
Dates of employment or study to
Month Year Month Year
If any of the above referees are outside the European Economic Area, please tickcheve toctzcsienf them. J
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Part Six criminal record

Yourappointment will depend on the satisfactory completion of a criminal records disclosure, but that this stage, we nee
you to answer the following questions truthfully.

Have you ever received any convictionsc aut i on s, reprimands or final

as defined by the Rehabilitation of Offenders Act 1974 (Exceptions Ordesatr@Ated in 2013 by SI
210 1198)?

Yes o No 8

To your knowledge, are you currently the subject of any criminal proc@edéxgsiple: charged or
summoned but not yet dealtaviguy police investigatian

Yes 8 No 3
Is there any reason that you cannot work in a regulated activity?
Yes o No o

I f you answer ed guéesiang pleaseprovidedetails:f t he t hr ee

Do you conserb our applying for an enhanced criminal records disclosure on you and to our retaining
a copy of your disclosure certificate during the period of your employment to until a new disclosure is
completed (whichever occurs first)?

Yes 3

Note that jfonce a DBi$as been completed, it is discovered you have failed to accurately disclose the information
requested above, the company reserves the right to terminate you employment without notice. Please be aware, howe
that having a criminal recondomiiecessarily mean we cannot emplbjf you would like to know more about our

policy on the recruitnudrexoffenderplease ask.

Part Sevensuitability for the job
Pleaseead the care worker job descapiibanswer the following questions.
Have you read and understood the care worker job des@ription Yes 8

The position for which you are applying requires physical effort (including sitting, standing, carrying, walking, moving ar
handling people), mental effort (including dealing with emergencies and short notice changpadedvork in a fast
environmenthd possible emotional / psychological effort (including dealing withdetedaimeging behaviour in

a potentially stressful environment).

Do you have any health conditions that would prevent you from meeting these intrinsic requirements for
which the company might need to make reasonable adjustiieyes? please be aware that we may
need to discuss these with you at your interview Yes® No ?

I f you a mplsaseproeds briefdetadls;, 6
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Part Eightdeclarations

Please read the following statements carefully. If there is anything you do pt#asedesktéedore
you sign at the bottom of the page.

I, the job applicant named in the front of this form, confirm that the information | have given in this applicatiol
accurate and true to the best of my knowledge. | also understand and agree that:

A The company may make checks to verify the information | have provided;

A Providing misleading or false information in this form or at any other tapplatiog fhrecess may
disqualify me from appointment or, if | have already been appointed, may result in my dismissal

A The personal information | have provided in this form (and any other personal information that | or my referees
may provide) is confidential and will be handled in line with the Data Pe8&ction Act

A The company will use the personal information | have provided to decide if | am suitable for the job | have appl
for;

A Until | am employed, the company will not use my personal information for any purpose other than monitoring i
own recruitmeprocesses and that if the company does use my personal information for statistical analysis, it wil
be anonymised;

A If my application is unsuccessful, the company will keep only basic information about me and destroy the rest;

A If my application is successful, my personal information will be used for legitimate purposes in relation to my w
(my contraof employment, which | will sign before | start work, will include further detail on how my information
will be used.);

A The company may process my personal information for the purposes described above or as otherwise permitte
or required by law in line with its registration with the Information Commissioner.

A Any offer of employment will depend on the receipt of satisfactory employraent iedesatisfestory
completion of a D&fck (see part six above);

A The company will bear the cost of my initheDIB®owever, | understand that if | leave the company during
my six month probation period, | will be required to pay back that cost (£50.40). The cost will be deducted from
final wage and listed on my payslip. The company will bear theutast DBShghecks required.

A 1 will be required to complete-enmpidyment induction trapriogramme prior to my starting work with the
company.

A My attendancé the induction programme will not indicate any offer (on the part of the company) or acceptance
(on my part) of employment and that the time | spend on the induction programme will therefore not count as
working time for the [purposes of calculatimgthp any 6 s compl i ance with Nati ol

A 1 will be liable for the cost of my inductionarailingany uni form given to me i f
employment within six months and that this sum will be deducted from my wages.

Signed Dated

What happens now?

A

If you received this form by pagtturn it to us along with you completes Equalities Monitoring Form. We will be
in touch with you to tell you whether yoinwitiédeo an interview

If you downloaded the form from the intepet it to the office (you will find the address on the website) or
email it tawecare@customhomecareMage sure you also download and complete the Equalities Monitoring
Form. We will be in touch to tell you whether you will be invited to an interview

If you completed the form at our offfend it to the person who gave it to you, along with your

completed Equalities Monitoring Form. It will be explained to you what will happen next.
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This page is for office use only

Application assessed by:

Name Position

On the basis of the completed application,fisrthe applicant suitable to progress to a selection
intervieve

Yes o No 8

I f O6Nod, please explain why:

Please ensure applicant rejection ladesent to any unsuccessful candidate.

Successful applicants should be invited to an inte(aiéatter template is provided for his purpose).

Signed Dated

Additional Notes:
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Policy Statement on tRRecruitmenof Exoffenders

A As a company using the Disclosure and Barring Seyvica (bBSas sess applicantés sui
trust, Custom Home Care Ltd. complies fully with the DBS Code of Practice and undertakes to treat all applicat
for positions fairly. Custom Home Care Ltd. undertakes not to discriminaté anjesipmgaioka
Disclosure on the basis of conviction or other information revealed.

A Custom Home Care Ltd. is committed to the fair treatment of its staff, potential staff or users of its services,
regardless of race, gender, reléginnal orientatioasponsibilities for dependants, age, physical/mental
disabilitpr offending background.

A Custom Home Care Ltd. has a written policy on the retexiffemdersvhich is made available to all
Disclosure applicants at the outset of the recruitment process.

A We actively promote equality of opportunity for all with the right mix of talent, skills and potential and welcome

applications from a wide range of candidates, including those with criminal records. We select all candidates fc
interviewased on their skills, qualifications and experience.

A Disclosure is requested after a thorough risk adsassnoécated that one is both proportionate and

relevant to the position concerned. For those positions where a Disclosure is required, all application forms, jol
adverts and recruitrmigfs will contain a statement that a Disclosure will be requested in the event of the
individual being offered the position.

A Where a Disclosure is to form part of the requdtrassit we encourage all applicants called fortmterview
provide details of their criminal record at an early stage in the application process. We request that this informe
is sent under separate, confidential cover, to a designated person within Custom Home Care Ltd. and we
guarantee that this infoonasi only seen by those who need to see it as part of the recruitment process.

A The nature of all positions within Custom Home Care Ltd. allows us to ask questions about your entire criminal
record. This covers any offences committed as a juvenile and includes cautions, reprimands and final warnings
administered by the Police.

A We ensure that all those in Custom Home Care Ltd. who are involved in itecessuiiaveribeen

suitable trained to identify and assess the relevance and circumstances of offences. We also ensure that they

have received appropriate guidance anditrdir@mglevant legislation relating to the employment of ex

offenders, e.g. the Rehabilitation of Offenders Act 1924.

At intervigver in a separate discussion, we ensure that an open and measured discussion takes place on the

subject of any offences or other matters that may be relevant to the position. Failure to reveal information that i

directly relevant to the position soudghtead to withdrawal of an offer of employment.

We make every subject of adbB&k aware of the existence of the DBS Code of Practice and make a copy

available on request.

We undertake to discuss any matter revealed in a Disclosure with the person seeking the position before

withdrawing a conditional offer of employment.

p>

p>

p>

On the 29 May 2013, legislation came into force that allows certain old and minor cautions andtcomvictions
longer be subject to disclosure.

A In addition, empl oyers wil |l no | onger be able to
convictionsinto account when making decisions.

A All cautions and convictiofisr specified serious violent and sexual offences, and other specified
offences of relevance for posts concerned with safeguarding children and viddeitshleill remain
subject to disclosure. In addition, all convictions resulting in a custodial sentence, whether or not
suspendedwill remain subject to disclosure, as will all convictions where an individual has more than
one conviction recorded.

Having a criminal record will not necessarily bar you from working for Custom Home Care Ltd. This will depend on the
nature of the position and the circumstances and background of your offences.

If you are unsure about whether you need to tell us about any previous offence please Contact the Administrative Man:
so that we can discuss and consider the information.
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Appendix Salnvitation to Intervieletter

Custom Home Care Ltd

560 City Road
Morfolk Park
Sheffield

32 1GE

Tel: 0114 275 9703
Email: wecare@cuslomhomecare.org

This information will be copied and used if you are successful at the interview. If you are unsuccessful, the copied
documents will be confidentially destroyed.

Evidence of Qualifications

Youwil also be required to bring to the interview evidence of any relevant qualifications and grades attained as indicated

on your application. Please bring original documents.
Directions
| enclose a map showing the interview location.

Right to Work in the UK

Under the provision of the Asylum and Immigration Act 1996, Custom Home Care Ltd. must verify your permission to work
in the UK. Please bring documentary evidence (originals only) of your immigration status to the interview {e.g. Passport,
workvisa efc.).

Confirmation of Attendance

Please contact Katia Davis on 0114 275 9703 to confirm whether or not you will be attending the interview.

Yours Sincarely,

Katia Davis
Administrative Director

Enc.

Cusiom Home Care Lid is registered in
England and VWaies Mo, 9236056
Fiepstered Ofice: 102 Snape 4 Lane,
Decaleld, Derbyshire 518 2GP
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Custom Home Care Ltd

560 City Road
Norfolk Park
Sheffield

S2 1GE

Tel: 0114 275 9703
Email: wecare@customhomecare.org

Directions

ByBus

No's: 41, 42, 44, 49, 50, 53,120
By Tram

The closest tram stop is Spring Lane, serviced by the Blue and Purple routes.

Custom Home Care Lid i5 registered in

England and Wales No. 5235086

Registered Ofice: 102 Snape M Lane,
| Dronteid, Derbyshee 518 268
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Appendix GExample Intervi€@muestiontor a Care Worker

Interview Questidas Carer Position

Use additional sheets of paper if required.

Name of Applicant: Date: Time:

Name of Interviewer(s):

Question 1

Can you tethe why you would like to work in care?

Question 2

Can you tell me a time when you showed care and compassion to a person who was not related to you?

Question 3

People who receive care can be from very different backgrourtel n&ahagweyou could support
peopleds choices, beliefs, or preferences?
Question 4

Can you tell me about an unexpected emergency you had to deal with and how you dealt with it?
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Question 5

Can you give me examples of types oyalbunsay have come across while being a care worker? What
would you do if you suspect abuse is happening?

Question 6

What is your experience of working within a team and why is this important to maintain?

Question 7

Ifyou are working alongside another carer on a double call and they ask you to do a task you have not been
trained for, what would you do?

Question 8

What are your expectations regarding care? What is your understanding of care and do you think you would
capable of dealing with bodily fluids?
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Question 9

What experience, if any, do you have in care? E.g.: a family member, friend, or work related.

Question 10

Do you drive?

What is your availability?

What areasould you be willing to cover?

Question 11

Are there any further comments you would like to discuss or tell us about?

Question 12

How did you hear about us?
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Statement

If you leave before your probationaryigeoiaghleted (6 months is no issues), you will be charged an
administration fee of £75 that will be deducted from your final wage. This covers the cost of office time spen
covering your shifts and updating systems.

The cost of your uniform, tunics, and coats will e extra if you do not return them, or they are not in a
good/reusable condition.

The cost of your DBBould you have needed one, will be extra.

Please sign to acknowledge your awareness of tieedasieA document relating to these charges will
also need to be signed if you are successful at interview

Print Name Sign Name

Signed on behalf of the compa

For office use

Interview Failed

Reason

Interview Passed

Training Dates Discusse(

ID Documents Copied

DBSDiscussed with Kat

Uniform Size
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AppendiXi Example of Unsuccessful Applicant Letter

Applicant’s Name 580 City Road
First Line of Address Norfolk Park
Second Line of Address Sheffield
City .

Post Code

Date: INSERT DATE
Dear INSERT APPLICANT NAME

Fe: INSERT POST TITLE

Thank you for attending the recent interview on INSERT DATE for the position of INSERT POST TITLE.

| very much enjoyed meeting you to discuss the role. | have now had the oppaortunity fo consider all of the candidates
against the criteria we have specified for the job. The decszion has been a difficult one, as the overall standard of
candidates was high. After careful consideraton | regret to inform you that on this occasion we have deoded not o

progress your application any further.
If you would like fzedback fram the internew, please don't hesitate to contact me on the number above.

Thank you for your interest in Custom Home Care Ltd. and | wish you every success in your future carser.

Yours Sincerely,

Katia Davis

Administrative Manager
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Appendi8i Example of Successful Applicant Letter and Terms & Conditions

Custom Home Care Ltd

560 City Road
Narfalk Park
Sheffield

82 1GE

Tel 0114 2759703
Email- wecamni@cusiomhomecans. on

STRIGTLY CONFIDENTIAL

Following your recent intenizw, | am pleased fo offer you the position of CARE WORKER. | hope you will enjoy wour role with Custom
Home Care Ltd. and make a significant contribution fo the success of the company.

Terms and Conditions

Location
Yiou will repart to our main office at 560 City Road, Sheffiekd, 52 1GE, but will be subject to home start on most days. The company
reserves the right, with appropriaie consuliation, to change your base should it be reguired.

Position
The roles and regponsibilifies of fés posifion will b= described separately in an attached Job Descripion. This is a permanent position.

Probation

A six [6) meonth probafionary peniod will spply to this role. During this time, you will receive advice, fraining and guidance fo help you
become famibiar with and competent in the role fo which you hawe been appoinisd. The appointment is subject to the salisfactory
completion of the probafionary pesiod, which itself is subject to fesmination during any stage. See Termination and Ending your
Contract fior further details. Pay for training during probation will be added to your wage at the conclusion of fhe probafionary period.

Remuneration
Your wage is 2t the rate stated on the cover sheet, and subject to the normal deductions regquired by law including taxation, national
inswance and siatutory government pension.

Yiou may be automatically enrolled into the Government Pension Scheme (True Potential), depending on your level of earmings;
hiwezver you may opd out. Should you choose o take out a Perzonal Pension Plan, this is a private matier betwesn yourself and the
finamcial insfitution concemed, and does not involve the company in any way.

‘Your wage will be paid monthly on the 28 day of every month unless the 257 falls on a Sunday or Bank Holiday when you will be pad
on the last banking day prior to this date. You will need to fill in the enclosed Employes Information form for BACS payments o be
made to your account.

If the company makes an overpayment to you, to wkich you are not entitied, or is more fhan you are enfiled, you agree to allow fhe
company o recover the overpayment by deduciions from your wage or ofher payments due o you. Any deductions will normally be
mads over the same peniod that the overpayment was mads. Itis in your interest to requlary check your pay slips.

Leave Entitlement

*  The company keave year runs from the st of April 10 fe 31st of March.

*  Anrwsl Leave Entiflement is deduced pro rata as follows: Excluding the & bank holidays, 20 days represent 4 weeks paid
holiday for somecne working 5 days awesk. Should an employes only work 2 days 2 week then fhair holiday entifliement
will b= 2 days x 4 weeks holiday = 3 days paid keave.

= Mon Siatutory days will be accrued throughout the yvear at a rate of 1.75 days per month.

*  |fan addificnal bank hobdzy is declared by the Govemment for special reasons (e.g. Foval wedding, national day of
mourming ete.), Custom Home Care Lid. is not cbliged to honour payment of this addiional holiday and it must be taken as
part of the employes's normal hobday entiflement

*  |fan employes is scheduled towork on @ bank holiday, the day may be taken on a different day of the year as part of the
employee's noemal holiday entilement
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Leave should be taken within one year of faling dus wpon negodation with your Shift Supendsor or manager subject fo service
requirements.

Arrangements for payment of holiday pay are as follows;

= A holiday form must be submitted to fhe Shift Supervisor four [(4) weeks prior to the ntended holiday.

= Short noBice holidays may be granted subject to service requirements and at the discretion of fhe Shift Supenisor.

= The company &0 has a policy on berezvement or compassionate leave. Pleaze se2 the emploves handbock for full policy
details once fhis has been issued o you.

For furiher information conceming leave, please see Custom Home Care Lid's Sickness, Absence and Annual Leave Policy. A copy
iz available in the office or online by logging in fo the Staff Portal.

Termination and Ending your Contract
Customn Home Care Lid. may terminate yowr employment by giving the following period of notics.

- During Probation: 1 week or paymentin ey,
- Afier Probafion: 4 weeks or paymentin leu.

If the reason for termination of the contract is due to gross misconduct, or matesial breach of a provision within yowr confract including
confidentiality, dismissal will occur immediately with no pericd of nofice required to be served.

If you wish o end your contract and leave the company, you must give four (4) weeks' nofice in writing both during and after probafion
10 ensure service delivery.

If you leave the company during your peobaSonary penod, fe following will be deductzd from your final wage:

= The cost of runring a DES check (if one was reguired)

= Uniform fee of £17.50 if your uniform is not refumed or if it is soiled!\damaged upon refum.

= Admin fee of £75 to cover addifional administrafive and accountancy costs for ending employment. A list of what this covers
can be provided on request.

Hours of Work — Care Worker

Yiour working howrs will be dependent on your availabiity at the rate stzied on fie cover sheet. Custorn Home Cars Ltd. operates 2
shift schedule for care workers (Am, Lunch, Tea, Bed). Full shifis typically comprise an AM and Lunch run fogether or 3 Tea and Bed
run together. At times, you may be required to underiake work in order fo ensure service delivery. The Company upholds the Working
Time Dirsclive legislation; however, you have a perzonal legal right to opt out from this legislation if vou wish. Please find enclozed the
Working Time Cirective opd out form which you may complete if desired.

Emergency Contact Details
Fleass recond your emergency contact details / Mext of Kin using the enclossd Employes Information form. This is for your safety.

Data Protection

Yo will be required at al times to uphold the company's Corfidentiality and Diata Protection pelicy. A copy of the policy is available in
the office or online. You will be apprised of this duing induction training. During your employment with Custom Home Care Lid,, you
may become aware of information relating fo the business, including, but not limited fo chent lists, trade secrets, client detailzs and
pricing structures. Confidential information, including, but nat limited to the above, and any or all documents crested by you in the
cowrse of your employment remanm the sole property of Custom Home Care Lid. You shall not, either during or sfter your employment,
without prior consent of Custom Home Care Lid, directly or indinecty divulge fo any person, or use the confidential imformation for your
owin or another's gain_

Policies and Procedures and Staff Handbook

As an employes, you will be reguired fo cormply with company policies and procedures. Failure to comply with these may result in
disciplinary action being taken aganst you. Al policies and procadures are available through the Staff Portal on the Company website
af wwaw cusiomhomecare.org. Please speak to the Admin Manager for password access. The Staff Handbook is also availsble fo you
on the company website. You may view it directly on fhe website, or download a personal copy in POF format
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Dress Code
You are expected to comply with the company dress code. You will receive details of this during induction, and information iz available
in the Staff Handbook.

Social Media Statement

Employess should nof engags in any activity which is ilegal, distasteful, defamatory, or likely to have negative repercussions for the
company or bhing the company or its employees into disrepute. This is the case even if the company is not named, but may be
discemed via your association with if. Please see the Infermet, Email and Mebile phone Policy for complete details.

Disciplinary and Grievance

Should discipinary aciion be necessary, this will b taken in acoordance with the company Policy and Procedure on Disciplinary
Artion. ou have 3 rght of appeal against this as outiined in the Procedurs. If you have a grisvance i relation to your employment,
then you should follow the procedure cutlined in the Company Grievance Policy and Procadure. You should initislly discuss any
griewance with your immediate superior.

Sickness

Yiou are required fo report any sickness absence as soon a3 possible to your immediate superior, and provide cerfification of sickness
in Iine with company policy when approprate. We operate a Bradford Facior / MACAW procedurs for sickness and absence. See the
3aff Handboox for details.

Smaoking, Drugs and Alcohal

Smoking on company premisss is prohibited (excepdin designated arsss). Breach of this regulafion may result in dsciplinary action.
E-cigarettes may be used with permission on company premises. The faking of drugs (with the exception of prescribed drugs) is
shictly prohibited on company premises. If you iake pregcribed medications, wou will be reguired fo fill out an Employes Medication
Side Effects Form availzble from the offics. This is for your safsty.

Eribery and Cormuption

The Company has a siict anti-bribery and corupfion policy in line with the Bribery Act (2010). if you bribs (or atiempt to bribe) another
person, intending either to cbtain or retain business for the company, or o obitain o refan an advantage m the conduct of the
company's business this will be considersd gross misconduct. Similarly accepting o allowing ancther person fo accept 3 beibe will be
considersd gross misconduct In these circumstances you will be subject to formal investigation under fhe company's discipinary
procedures, and discipinary action up to and including dizmissal may be applied.

Medical Fitness

It iz & condiion of your employment that the company is satisfied on your medical fitness to carry out your duties. This appointment is
condifional on @ completion of a stringent company health questionnaire and assessment by a company appointed medical
practiicner of occupational therapist if required. Should it be deemed necessary during e course of your employment, you may be
required to attend a medical examination from fhe company appoinied Doctor | Occupafional Health Senice,

Qualifications

Your employment with the Company may be dependent upon the possassion of particular qualifications or registraiion with a statutory
Body or other Audhority, evidence of fhis must be produced on request. Failurs to produce such evidence may lead to the termination
of your employment.

Social Media | Messagin 5 Code of Conduct
Custom Home Care Lid. has a strict Code of Conduct relaing to social media and messaging apps. Please read and sign the Code of
Conduct availsble in the office prior to accepiance of this confract

Restraint in Employment

It iz & condition, both during and for up fo six () months after termination of employment Sat wou will not solict, contact or approach
any client of Custom Home Care Lid., who at any ime during the preceding six (8) months of such termination has done business with
of been a dient of the company, in order to obiain or attempt to obtain their business. Afier terminafion, you must not divulge the
details of any client of Custom Home Care Lid. to @ competitor. You also agree that after termination of your contract, for 2 pedod of
s5ix {8) months, you will nod employ or entice or endeavour to entice away from Cusiom Home Care Lid. any person employed by the
comparniy in the six {8) months immediately preceding the date of termination.

Welcome
Custom Home Care Lid. would Iike o fske this opportunity fo welcome you to our feam and wish you a long and rewsarding carser with
us. Please fill out fhe accepiance form on fhe following page and refum it to the Administrative Managsr.

Mﬁr W 5
Kafia Davis BA (Hons [
Adrrinistrative Manager
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Appendi?i Request for Referend&employer

|%'| Custom Home Care Ltd

Name of Referee

First Line of Address
Second Line of Address
City

Post Code

Date: INSERT DATE

Dear INSERT REFEREE NAME

Re: Employment reference for INSERT APPLICANT NAME

We have received an application for employment from INSERT APPLICANT NAME, secking a position with our company
in the capacity of INSERT JOB TITLE. We understand the applicant was previously employed by your company.

Accordingly, we would appreciate if you could fill out the accompanying form.
Please advise whether your reference should be held confidential.

Thank you for your anficipated co-operation.

Yours Sincerely,

Katia Davis BA (Hons |)
Administrative Manager

Enc]
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Request for Employment Reference Form — Custom Home Care Lid.

Mame of Referee:

Hame and
Address of
Organisation:

Hame of
Applicant:

Address of
Applicant:

Date of Birth:

Post Applied for:

Section 1

The applicant states that she was employed by you | from | | io: |

< thig information correct? YES ] NO ]

T NO, pleass siate the correct dates: from | | to: |

n what capacity was she employed and please give defails of responsibilities?

Feazon for termination:

Section 2

n relafon to the applicant and their abiity, please would you comment on the following:

Relations with others:

Relations to colleagues:

Relafions with the public:

Quick to understand and grasp implications of situatons / mformation:

Reequest for Employment Reference Fom @ 204 Cusiom Home Care Lid. Poge 3 of &
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Alerinesz and intelligence:

Works withiwithout miremum supervision:

Quality of work — does ehe see work theough to completion and iz it accurate and Gorough?

ks sfe dependable | reliable under pressure?

ks e able to manage Gme effectively and prioritice workdoad with the appropriate use of recources?

ks z'he capable of uzing their own nitiative; have you or your collzagues ever had concerns over the
individuals behaviour or udasment 7

ks z’he able o communicate deary and appropriately at all levels, both orally and in writing?

Section 3

How many days sickness has /e taken in the last 36 months?
[f the: penicd of employment wes lese than 3 years, on how many occasions

was she gick?
Section 4
Has sihe ever received any disciplinary action whilst
under your employ? YES |:| NO |:|

HYES, what was the nature of the offence?

What action was taken?

Dioes your organisation have a policy on expunging disciplinary reconds | ves [] wo [_]

Reesguest for Employment Reference Form @204 Cusiom Home Care Lid. Poged of&
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from personnel files? |

If YES, after what pesiod of time?

Section 5
Did e'he comglete a cafisfactory probationary period? | ves [] wo  []
If NO, why was the period exiended, for how long?

Section &
In your opinion, does s'he hawve sufiicient knowledge of Health and Safety legislation and best practice?

Section T
In your opinion, does 2'he have knowledge and experience of, and have an acfive commitment o equal
opporfunity in senice provision and employment?

Section §
Since this post requires dizciosure of any comvictions received by the applcant under the Rehabilitaton of

Offenders Act, 1974, Exernplions Order 1285, it would be in order for you 1o reveal any information you have
regarding the apglicant.

Section 9

Pleazs comment on the applicant’s suitability for this post. Please give evidence (0 support your comments.

Section 10
Do you know of any ofher reazon why thic person chould not be
appoinied to the post? YES |:| NO |:|
Fesque=t for Employment Rizference Fom 2014 Custom Home Care L. Foge 5 of6
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I YES, please give reasons for your view:

Pleass confirm whether fhis applcant will receive a copy of this reference YES |:|
from you, or otherwize know its content?

If NO, would you have any objection to its contents being revealed during YES |:| NO
the course of the selection process?

NO

||

Thank you for taking the time to complete this Employment Reference.

Name:

Signed:

Position in Organisation:
Date:

Pleasze use the stamp and addressed envelope provided to return this form.

Reesquest for Employment Reference Form @204 Custom Home Care Lid. PogeBofé
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Appendix(li Request for Referencgharacter Reference

|‘%1 Custom Home Care Ltd

560 City Road

Name of Referee

First Line of Address ey
Second Line of Address 9Z 16t
City .
Post Code >

Email. wecare@cusiomhomecare org

Date: INSERT DATE

Dear INSERT REFEREE NAME

Re: Character reference for INSERT APPLICANT NAME

We have received an application for employment from INSERT APPLICANT NAME, seeking a position with our company
in the capactty of INSERT JOB TITLE. The applicant has given us your name as a character reference,

Accordingly, we would appreciate if you could fill out the accompanying form.

Thank you for your anticipated co-operation.

Yours Sincerely,

Kata Dawis BA (Hons 1)
Admnistrative Manager

Enc.
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Request for Character Reference Form — Custom Home Care Ltd.

STRICTLY CONFIDENTIAL
MName of Position
Applicant: applied for:
Question Reply

1) How long has the applicant been
known to you?

2)  Areyou related to the applicant?

3} What knowledge do you have of
hisher expenience in domicliary care,
including any voluntary work?

4)  What would you say was hisher
atfitude towards people in general?

5}  How committed would you say helshe
would b= in this post?

&) How adaptable would you say helshe
would be in different situations?

7} Would you say helshe has a senge of
humour?

&) Would you zay helshe is able to
communicate well with all lewels of
people?

%) Would you zay helshe is honest?

10} Tothe best of your knowledas, is
heishe in good health?

Do you wish to make any further comments?

Name:

Signed:

Date:

Pleaze use the stamp and addreszed envelope provided to return this form.

Request for Chapscher Refersnce Form @ 2014 Cusfom Home Care Lid

Page 3cf3
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Appendixlli Employee Information Form

Section 1 - Personal Details

Employee Surname: Employee First Name:

Title: Date of Birth:

Gender: Male O Female O Other O (Please specify if you wish)

Marital Status: Single O Married O Divorced O Widowsd O Separated O Cohabiting O Civil Parnership O
Full Address: Post Code:

Home Telephone Maobile:

E-mail address: Mational Insurance No.:

Section 2 — Emergency Confact Details

Full Name: Relationship:
Tel. Day:
Address:
Tel. Hight:
Post Code: Mobile:

Section 3 - Job Details

Job Title:

Work Location: Start Date:

Section 4 — Bank Details

Account Holder's Name:

Account Type: Bank Account [0 Building Society Account OO0 Mame of Bank:
Branch:
Sort Code: Account No.: BS Ref No_

Due to the Data Protection Act, the company must receive bank details that are completed by the individual. Piease note it is your
recponsibility to enzure that bank details supplied are correct.

Section 5 — Employee Declaration

| confirm that my details are complete and correct and acknowledge that incorrect details will lead to the form being retumed to me
and will deday zalary payments. Please return this form to the office for processing

Signed: Date:

OFFICE USE ONLY
Date Received in Office: Passed to Payroll:  Yes [ Processed: Yes [
Signed: Diate:
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Appendix2li Availability Checklist Form

Please indicate on the tadlew which days and times you are available for work by ticking the availability box.
For instance, if you are generally able to work Tuesdays betd@enPLitGOtick in the Available box
under Tuesday for the row-1400.

Monday | Tuesday | Wednesday Thursday| Friday | Saturday| Sunday

Available| Available| Available| Available| Available| Available| Available
07006

Al A | A | A | A | A | A |

Available| Available| Available| Available| Available| Available| Available

s e s s s s e 1109
A A A A A A A [P

Available| Available| Available| Available| Available| Available| Available

s ' s s ' s ' 150@
A A A A A A A |1

Available| Available| Available| Available| Available| Available| Available

1806

Al A | A | A | A | A | A =@
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Appendix3lil End of Employméniestionnaire

E)

End of Employmefuestionnairé Custom Home Care Ltd.
Name:
Employee No.:
Position:
Length of time with the company:
1) Will your next job be in a relafiedd? Please tick. YES A NO A
2) What is your next job? (optional)
3) Who is your next employer? (optional)
4) Please rate your satisfaction with the following on a scafe(@f-1Low 5 = High). Please
tick.
Low High
Training 1 2 3 4 5
Quality of supervision 1 2 3 4 5
Utilisation of my skills 1 2 3 4 5
Recognition of my achievements 1 2 3 4 5
Cooperative, friendly work environment 1 2 3 4 5
Organisational support 1 2 3 4 5
Overall level of communication 1 2 3 4 5
Communication withwaokers 1 2 3 4 5
Salary 1 2 3 4 5
Benefits 1 2 3 4 5
5) Why are you leaving Custom Home Care Ltd? Please tick.
Other employment A Medical reasons A
Relocation A Study A
Retirement A Personal A
Comments:
6) Please check each factor that influenced your decision to leave the age
Salary A Upper management A
Benefits A Lack of organised support A
Advancement opportunit A Lack of organisappreciation A
Retirement A lliness A
Moving A Workrelated stress/burnout A
Hours worked A Performance appraisals A
Workload A Client A
Safety factors A Paperwork A
Training A Complex regulations and policy A
Supervision A Courrelated issues A

Recruitment and Selection Policy © 2014 Custom Home Care Ltd.
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Comments:

7) Of the reasons you checked in number 6), please indicate your top three.

Reason 1:

Reason 2:

Reason 3:

8) What would have encouraged you to remain with Custom Home Care Ltd.?

9) What part of your jalid you most enjoy?

10) What part of your job did you least enjoy?

11) Would you recommend Custom Home Care Ltd. as ¢
employer?
Comments:

>

YES A NO

Additional Comments:

Signature of exiting employee (optional): Date:

Thank you for yodeedback. Please return the completed form to the Administrative Mémager

comments are kept in confidence and aggregated with other responses in summary reports.

Recruitment and Selection Policy © 2014 Custom Home Care Ltd. Page3550f470



Custom Home Care Ltd. i Ei

Recruitmewnf Exoffenders PoliSyatement

On the 29 May 2013, legislation came into force that allows certain old and minor cautions and tcomig
longer be subject to disclosure.

A

A

As a company using the Disclosure and Barring Seyvica (bBSassess appl i c 4
trust, Custom Home Care Ltd complies fully with the DBS Code of Practice and undertakes ¢
applicants for positions fairly. Custom Home Care Ltd undertakes not to discriminat@ynfairly
subject of a Disclosiased ononviction or other information revealed.

Custom Home Care Ltd is committed to the fair treatment of its st&dff potesatialof its services,
regardless of race, gender, relggirnal orientatisasponsibilities for dependants, age, physical/n
disabilitgr offending background.

Custom Home Care Ltd has a written policy on the retextffiemtiersvhich is made available to
Disclosure applicants at the outset of the recruitment process.

We actively promote equality of opportunity for all with the right mix of talent, skills and poten
applications from a wide range of candidates, including those with criminal records. We seleg
interviewased on their skifjsalificationand experience.

A Disclosure is requested after a thorough risk adsaess$naécated that one is both proportionate
relevant to the position concerned. For those positions where a Disclosure is required, all apy
advertsand recruitmdnriefs will contain a statement that a Disclosure will be requested in the ¢
individual being offered the position.

Where a Disclosure is to form part of the regmotrasst we encourage all applicants called for in
to provide details of their criminal record at an early stage in the application process. We requ
information is sent under separate, confidential cover, to a designated person within Custom
and we guarantee that this infonrgatioly seen by those who need to see it as part of the recrui
process.

The nature of all positions within Custom Home Care Ltd allows us to ask questions about yg
record. This covers any offences committed as a juvenile and includes cautions, reprimands
administered by the Police.

We ensure that all those in Custom Home Care Ltd who are involved in firecessuitavenibeen
suitable trained to identify and assess the relevance and circumstances of offences. We also
have received appropriate guidance anditréir@inglevant legislation relating to the employment
offender®.g.the Rehabilitation of Offenders Act 1924.

At interviever in &eparate discussion, we ensure that an open and measured discussion take
subject of any offences or other matters that may be relevant to the position. Failure to revea
is directly relevant to the position sought caald/igallawal of an offer of employment.

We make every subject of addB& aware of the existence of the DBS Code of Practice and m
available on request.

We undertake to discuss any matter revealed in a Disclosure with the person seeking the po
withdrawing a conditional offer of employment.

lnaddi tion, employers wil!/ no | onger be ab
convictionsnto account when making decisions.

All cautions and convictiofigr specified serious violent and sexual offences, and other specifie
offences of relevance for posts concerned with safeguarding children and vddetes) heill
remain subject to disclosure. In addition, all convictions resulting in a custodial sentence, whg
not suspendedwill remain subject to disclosure, as will all convictions where an individual has
than one conviction recorded.
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Right of Searélolicy

Statement

Due to the nature of our business and the legal responsibility the company holds to ensure the welfare of its
clients and staftke, Custom Home Care Ltd. employs a Right Bb®arch

Searches are random and all employees are subject to be searched unless there is reasonable belief an
employee has concealed company property or the property of a client with a view to removing it into their so

possession.

Searches will be carried out by a fully trained manager and a witness, both of whom shall be the same sex ¢
employee being searched. The withbssalvilhys preséotensure that the search is carried out in line with

procedure. The individual being searched has the right to assign their own witness.

The search will be conducted as far as practicably possible out of view from the public and other members c
staff.

All searches will be fully recorded by management using a Righeodr@eaydform (Appendix 1). A
Directowill monitor all search reports to ensure fairness, consistency and that the same staff are not being

targeted continually.
Employees will be informed of the reason for the search before it is carried out. A manager will:

A Remind the employee that the company has a policy on conducting random searches.

A Gain the consaitthe individual to participate in the search.

A Point out that if an employee refuses to agree to the search, then the company will contact the police
and request they undertake the search.

A Indicate that if the employee leaves the premises, having refused to be searched, and before the pol
arrive, that the refusal witbbbsidereith reaching any disciplidagysion. The normal result of this
would be dismisbaked on having reasonable grounds for believing the employee had been involved

in gross misconduct

When undertaking a search, the manager will:

A Ask the employee to empty out the item to be searched before checking to see if anything has been
concealed. This may be a beay, laoot or glove box etc.

A On searching a person, ask the individual to undo any cuffs, unroll rolled up sleeves, and remove ou
garments such as apyeveastcoatshoesand sock&Jnder no circumstances will the manager

ask the employee to remove any items of clothing that would expose their underwear.

Sickness, Absence and Annual Peésy © 2014 Custom Home Care Ltd.
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A Ask the individual to empty their pockets and where possible turn thelmeivisidelear view of
what, if anything, is contained within.
A Possibly ask the individual to turn over their waistband.

The manager must never touch the individual being searched.

If this procedure is not followed or the manager goes beyond the bounds of what is reasonable, the manage

may find themselves cited for assault or indecent assault depending on the infringement.

If a manager was cited, this would have grave implication for the company as well as the manager, as the
company may be deemed vicariously liable. This implication acts as a counter measure to ensure that any
search that is undertaken is carried ol witictest procedural measures.

Sickness, Absence and Annual Peésy © 2014 Custom Home Care Ltd.
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Appendix LRight

Ltd. i %i

of Searé&tecording Form

Right of SearcRecording ForCustom Home Care Ltd.

Employee Name: Employee
No.:

Date oSearch: Time Of_
Search:

Manager _ _

Conducting Search Signature:

Witness to Search: Signature:

Empl oyeedosSeatch ns ent

Signed:

| hereby consentallow thebovenamednanager to conduct a search of my property under the Right to §
of Custom Home Care Ltd.

Record of Search and Manager{

Record of Material
Property Searched;

Police called?

N N If YES, please statg
YESA NOA | time ofcall and
reference no.:

Was the search

carried out in = = Verified and Signeq

accordance with YESA NOA by Witness:

policy?

Were any item(s) discovered during the sea YES A NO A

If YES, please list

item(s):

Ma n a qReporb s

Directod s Nar Dlre'c'too 5
Position

D_|rect00 s Date:

Signature:
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SicknessAbsence and Annual Leave Policy

Introduction

SicknesSchemes recognise that employees need to be treated in a considéreteemaiorfeily

recover from sicknassl return to work fully fit.

Custom Home Care Ltd. is aware that empl oyeesbd &
colleagues, and any action, which can be taken to reduce this burden, is in the interests of all employees. It

essential that elhe Managetake an active role in managing siaksesse.

We are committecttaouraging good employee atterdaeaiseand we will deal sensiteslsistently,

and constructively with all employees.

Policy Aim

The aim of this policy is to:
VY Identify the standards of attenéapeeted.
¥ Make sure that absence is managed in a fair, appsitivéatend consistent way.

¥ Outline the approach that supervisors and managers should take when dealing witkritong and short

absence

¥ Provide practical support and encouragemenaboulirzigy necessary improvements in
attendance
This policy is not intended to force staff to attend work when they are unfit to do so. It is important, however,

everyone recognises their personal responsibility to achieve an acceptable level of attendance

General Guidance

This procedure applies to:
¥ Uncertified or certified dlbom sicknesdbsence.
¥ Longterm absenchie to ill health.

We will deal withissues| at i ng t o conduct underproteduee Thar st om

following are examples of issues that would normally be dealt with under the disciplinary procedure.

¥ Failure to follow workplace procedregperiing sicknesssence.
¥ Where absence forms a repeated pattern, such as days off before and/or after weekends / bank
holidays.

¥ Where there is evidence that you are not actually ill.

Sickness, Absence and Annual Peésy © 2014 Custom Home Care Ltd.
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General Responsibilities

Office Staff

Office staffre responsible for monitoring absence within their team, conducting return to work meetings

following any period of absémaropriate action must be takeanage absence levels within their team.

¥ Where the level of attendengesatisfactory, thifice staff memineust review the situation with
the employeand provide support as approdiegnust also set review dates and monitor
progress accordingly.

v Office staff memberay issue formal warnings but where there is a possibility that the outcome of the

formal action will be dismiasahior manageiust chair the formal hearing.
Employees

Employees should make every effort to ensure that their level ohagentteneuired standard and,
where appropriate, take advantage of any support identified (such as attending occupational health

appointments) to ensure satisfactory attendance.

The Right to Be Accompanied

The formal stagegsho$ procedure are set out in Stages 1, 2, 3 and 4 and do not include return to work

meetings.

Employedsave the right to be accompanh#dformalstages of the procedure by eithetimdutifficial
of a recognised trade union or a colleague of Custom Hontar(@éogddshve no right under this

procedure to be accompanied by anyoraedtises a family memtiemdor legal representative.

The only exceptions to this rule are:

Y Wherdghe employee hasen absent due to Hergn ill health and yoiedllth retirement is being

considered, in which chsgmay need the support of a family member, friend or medical practitioner.

Y Where it would be a reasonable adjustment under thBiBisabitigtigkct to allow appropriate

external support.

Statement alury Service

Sickness, Absence and Annual Peésy © 2014 Custom Home Care Ltd.
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If a staff membenlssent from work because theaked for jury service, Custom Home Care Ltd. is

obligated to allow this to take place. We do, however, ask that the staff member keeps the company informe

to the length of time the service is liable to continue. Should there be any exisanatsgttamay

result in double pay or loss of pay, the Board of Directors will use their discretion regarding this matter to en

the employee is not out of pocket.

Attendancand Il Health

v

There may be various factors both within and outside the workplace that cae affpct oy e e 6 s

health and wellbeing

Eachcasemust be judged on its merits. We will provide managers with guidance so that they can dea
with these issues appropri&tiywill only use the formal stages of this policy in situations where

either the frequency or the duratiom ef e mgicknesgbsende $s an issue.

Office staff membet8 find it helpful to keep secure records showing the duration and reasons for all
periods of sicknedssence. BEse records will allow senior marageasitor sickness absence
levels and enable problems to be addressed at an early stage.

Pregnaneselated sicknesdll be recorded in the nommgbut no formal action should be taken in
respect of pregnamelated absence. It may be necessary for Custom Home Care Ltd. to obtain

information from a GP to ascertain the likely duration and/or frequency of absences.

Disabilityelated absence must be managed in a way that does not breach the Disability Discriminatio
Act 199%Dffice staff membamgst get advice freemior managexbhien dealing with disability
related absence.

If you choose to have elective surgery where there is no pressing medical need, for example cosmet
surgery, you must take annual leave for the duration of thEfadblsentime off is required for
recuperation, Statutsigk Pay (SSP) will be gaithg the absence.

Sickness, Absence and Annual Peésy © 2014 Custom Home Care Ltd.
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Sicknesg\bsence Procedure

Outline

v

If a member of staff is ill and they are due to attend work ooars&jnirey must phthree
officeor the On Call Individudlof office hours

If a member of staff fails to attend a taursejue to sicknesben the staff in the training
department wil |l ln@managéry t he staff memberods

Employees will normally be expected to provide information about their illness together with some
indication of how long they are likely to be absent from work. Custom Home Care Ltd. acknowledges
that employees may not be able to be specific, bitahepaville indication bearing in mind the

nature of the illness, severity of synghtoms

Staff are expected to cottaodffice or @allpersonaljyand only in exceptional circumstances will

it be acceptable for someone else to contact the company on behalf of the employee.
Notificatioof sicknedsytext of emasl not acceptable.

The initiaontact about sicknabsence sets the agenda for further contact between the employee
andoffice staffnd so it is important that staff adhere to the requirement to make personal contact. If
employees ammable to give any idea of the length of atheeniegular contact should be made to
inform the line managigrogress. Regular contact should be made during any sickness absence

which will be important in helping to clarify the arrangements for return to work and inclusion in rotas
Ongoing absence where no contact is made and where the absence is not covered by certification (s
orfit notewill be regarded as unauthorised absence which could result iadfisnipiiciading

the possibility of dismissal

Initial Absence (1 to 7 days)

v

v

A selertification foiineither provided by Custom Home Care Ltd. (Appendix 1) or obtained through
the following liriktps://www.gov.uk/government/publicationsiikpaygmployeestatement

ofsicknessc?2. This form will be required for any sickness absence for up to seven (7) consecutive
calendar days.
Custom Home Care Ltd. may also request a medical certificate for absences of less than seven (7)

calendar days when it feels that additional confirmation of illness is required.

Any absence due to sickrieskiding cancelled overtime due to sickness, will be included as sick and

therefore will require a form and return to work interviews.
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Continuing Absence (Ebaigri 8+ days)

v
v

A continuing absence of eight (8) days or more will require a medical certifitiatetedm a GP (

Any certified absence (doctords note) must r
consecutively, the misprgpdnay be recorded as unauthorised absence and may incur disciplinary

action.

A

I f an employee has a doctordés note that is f¢
off note before returning to work. This is a sick note that specifies a date on which the employee is fi

return to work rather thape¢hedhe employee should refrain from work.

Employees who have been admitted to hospital will be able tozesiefor @artificate to confirm
their period of hospitalisation which will be accepted by Custom Home Care Ltd.

Employees will be expected to make regular contact througholtragiesrisitkhesso
apprise the company of their progress. A telephone call by the employee anc#favetiffto
membeis considered regular contact. In exceptional circumstances only, a representative of the

employee may make contact.

Long Term Sicknessl Implications for Holiday Entitlement

v

If an employee is off on long term siakdasaunable to take their full leave entitlement, they may be

able to carry over a maximum of nine (9) days into the following financial year.

A request to carry over holiday entitlement due tqsaekAppendix 3) must be completed and

approved by the Administrative Manager

If an employee is absent for longer than twelve (12) months dudtie siciptegse will not

accrue any annual leave during the period of absence.

If an employee wishes to take annual leave whilst they are absent dube¢y siclgiedstain a
|l etter from their doctor (at the employeeds ¢
harmful to their recovery. This will be treated as annual leave for the duration of the holiday period ar

normal arrangememwtstdooking annual leave must be followed.

If an employee falls sick during annual leave, they will be treated as being on sick leave from the dat

a doct or @redited with annuwmliedvegsafication will not be sufficient.

Medical Suspension

v

If an employee attends work anditteeManager a manager has genuine concern for their state

of health, he or she may decide to suspend the employee from duty (being sent home sick).
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¥ The decision to send an employee home sick will be taken as a last resort, and only after discussion
with the employee regarding the concerns for theirand|beauyest for the employee to seek
medical advice and a sickoexdsication.

Y If the employee refusesl.iheManageqr other manager can decide to suspend the employee on
medical grounds, usually after discussion with one or more of the Directors and the following issues
have been fully considered:

- The severity of the employeebs health ¢
- The possible effectoontoudutyt he empl oyeeds
- The possible effects on clients and other employees etc. if tretinpleyee

duty.

¥ If theLine Manager other manager decides to suspend an employee on medical grounds, they must
advise the employee of the following:

- The employee must remain contactable and available during normal cdre hours (9am
5pm) to attend a meeting(s) as required.
- The employee must notify the Administrative iMtamedjately if they change

address or phone number during the period of suspension.

¥ The Administrative Managewrite to the employee confirming and summarising the reason for the

medical suspension.

¥ An office staff memdwed a Directori | | review the employeeds suUSfF¥

and confirm the outcome of the review in writing.

¥ As an alternative to susperamoffice staff membtemanager may consider limiting the duties of
the employee or transfer the employee to another area of work depending on the nature of the medic
issue (light duties).

¥  With exception, having suspemdethployee on medical groandsfice staff memiber
discussion with one or more Directors, must refer the employee to a G.P. for a medibal assessment
can determine the employeebs ability/fitness
issues such as a viral infedignd f | u) , where it would be inappr

for an employee who has contact with elderly or immune to compromise clients/staff by being at worl
Y The empl oyeebs suspension wil/ end when they

¥ All Custom Home Care Ltd. employees have a contractual obligation, whilst on medical suspension,
attend a medical examination on request. If the employee refuses this request, the employee will be
informed that they need to provide Custom Homewithrarhpropriate medical assessnent
evidence that they are fit to return to work. However, this does not mean that Custom Home Care Lt

cannot seek a second opinion.
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v

If the employee continues to refuse to provide an appropriate medicaCassasshheme Care
Ltd. will base decisions on continuing employment on the information available.

Recording Absence

v

Line Managewill be required to keep a confidential record of dirs¢énssskney Care
Workers under their purte@nsure the smooth running of the service.

Theofficebasednanagerwill be responsible for recording ahsémgehe available tools in the
Access Care Planning soft8aeAppendices 4 and 5 for examples of unavailability data due to

absence.

The Administrative Managalyses ttaata and responsible for keeping accurate return to work
dataline Manageare required to provide staff absence information to the Administrative Manager for
the analysis of data
- Understand the underlying causes of absence by examining trends and patterns in absence
taking.
- Prioritise action towards teogdoyees who have the highest levels of absence.
- Feed absence statistics back to employees and managers.
- calculate an estimate of the benefits of absence management strategies and other
interventions designed to reduce absgnstréss management interventions)
- Estimate the costs of absence to the organisation.

- Put together absence statistics for external benchmarking against other organisations.
For each period of absence relating to siakreds/idual Absence Record will be filed in the
empl oyeebds Perg.onnel File (Appendi X

For periods of absence relating to {ralidgy, bereavemetot, the overall absence record is

sufficient.

Dealing with Shddgrm Absence{Idays)

Return to Work Meeting

v

Following any period of sickaassfice staff membeAdministrative Managkmeet with the

employet
- Welcome the employee back to work.
- Ask how the employee is and t aebsehcescuss th
- Discuss, if appropriate, whether the absence was due to any lomgdymigealtth

condition.

Sickness, Absence and Annual Peésy © 2014 Custom Home Care Ltd.

Page3660f470



Custom Home Care Ltd. i Ei

- Discuss, i f appropriate, whether the empl
Custom Home Care Ltd. can make any adjustments to assist the employee, such as if the
e mp |l oy e evéridoadeas a congributing factor to their absence, and to discuss if the
reduction of this could be beneficial to both the employee and Custom Home Care Ltd.

- Discuss, if appropriate, whether Custom Home Care Ltd. can provide support to help the
employee continue to attend work. Consider factors such as the possibility of stress, hazards
bullyinfharassmenemployee shortages, job design, size etc.

- Remind employees of the need for good attendaimtain efficient service delivery.

- Certify the selértification form provided by the employee.

- Discuss whether the employee is still taking or needs to take medication, if so, whether there
are any side effects or implications whilst at work such as the ability to drive. If the employee
on medication with side effects, a medication formrhubtéedf i N t o be f i |l ec
Personnel File by the Administrative Mapggedixi7Notification by Employee of
Medication Side Effects).

- Update the employee on any relevant matters that may have occurred whilst they were abser

Y If an employee was absent for a reason which they are uncomfortable sphésilaiatjeir
about in eeturAoworkmeeting, the employee should contact the Administrativan i amager

be possible to arrange the meeting with an individual with whom the employee feels comfortable.

¥ Return to work meetings should take place as soon as possible after the employee returns to work
following a period of sickabsence. Unless not practical due to sickness, leavengede
business reasons, teeirAoworkme et i ng shoul d take place withi
I f t he e nynéMapage dnavailabée uanohee Manager manager can undertake
the meeting.

¥ Details of sicknessist be recorded on theceedification form andrétarroworkmeeting form
(Appendix 1 and 2). Time Managaray keep a copy for their own records and a copy will be sent to

the Administrative Manager go i n the employeeds Personnel

The Informal Stage

¥ An informal approach will be the first step when an employee returns ffoim sitkiaésesplace
asa returttowork meeting arranged byitteeManager Administrative Manager sReturro-

WorkForm will be completed (Appendix 2).

Y The purpose of any informal meeting between the employeedvidriibges to identify and
examine any areas of concern, and to make sure that theleanlylayekerstands future

expectations regarding attendance
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¥ ThelLine Managshould keep a note of any meetings (such as a diary note), but other than the self
certification and return to work meeting form, no record or details of the meeting will be kept on the
empl oyeebds personnel file.

The Formal Procéddanaging AttendanCapability at Work (MACAW)

Y ltis essential that Custom Home Care Ltd. deals with frequent and persistent aliserige promptly,
and consistently to demonstrate to all employees that Custom Home Care Ltd. regards absence as ¢
serious matter. If an employee is frequently and persistently absent, the formal procedure will ensure
that Custom Home Care Ltd. takes the appropriate action

¥ Where concern is expressed and an employee has breachaiossickagsrameters after an
informal meeting, the Formal Stage of the Hekimswill be triggered. The sickness absence

parameters are as follows:

- Three (3) periods of sickimes (6) months or an absence totalling ten (10) working days or
more in the last twelve (12) months.

- 6 periods of sickn@ssix (6) months.

- 12 periods of sicknassvelve (12) months.

- Or there appears to be a pattern to the days the employee has been absent (e.g. consistently
sick on a Saturday).

The Formal Stage

Stage 1

¥ Line Manageor managers will always arrange to have a Stage 1 meeting with anyone who has hit th

sicknesabsence trigger points.

¥ The meeting will allowLihe Managef Manager to consider if it is appropriate to issue the

employee with a verbal warning regarding attendance

¥ ThelLine Manager manager will write to the employee confirming that a Stage 1 meeting will take

place. A sample letter can be seen in Appendix 8.
¥ The letter confirming arrangements for the digtipiiawill give the employee at least seven

(7) working daysd noti ce absence hne remindtithe emplioyeev, g
of their accompaniment rights.
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¥ The interviewll be carried out byltime Manageho will be accompanied by either the
Administrative Manageihe Registered Manager.
Y After hearing the reasons for sickhesse Manager manager may deem it appropriate to
register with the employee that their absences are a cause for concern and will issue a verbal warnir
¥ The following points are to be taken into consideration regarding action to be taken:
- The employeebs absence record.
- The fairness, consistency and merits of the information presented during the meeting.
- The efforts the employee has taken to improve their attendance
- The extent to which the employee may have contributed to the situation, such as not attendin
medical appointments etc.
- The requirements of employment legislation which states that the employer must act
reasonably and treat each case fairly and on its own merits.
- The status of warning that the employee is currently under.
¥ The Administrative Managerssue a written confirmation of the verbal warning. This will be kept on
the employeeds Personnel File for three (3) |
V¥ Itis stressed that at this stage, the employee should laelyisguirig they should be informed
what is expected of their future atteiatswarg
¥ The intervieand notes should clearly outlimxpeete@nprovemerhe time within which that
improvement is to be attained, how that improvement will be assessed and by whom, and what will k
the likely consequences of not achieving such improvement.
¥ A date should be set to review the position depending on the individual circumstances.
¥ N.B: Atthe review, if sufficient improvement has been achieved then the employee should be advise
accordingly and reminded of the parameters that will trigger any furtheinliew emtioagif
there has not been suffisigmtovemerthen action should follow in line with stages 2 to 4 of the
Formal Sicknelsgerview procedure. In insufficient improvement cases then action will probably be
generated by further sickabsence before the end of the agreed revielipefidanagewill
therefore need to be alert to such absences and arrange to liaise promptly with the Administrative
Manageand Registered Manager.
Y Any warnings issued under Custom Home Care LI
applicable to managing sicknedsence.
Stage 2
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v

v

1J]

I f t he e mpl dogsaat ithgrovasufticentydaftan theeStage 1pnbeadene and

one of the parameters has again been breadtiee Ma@mager manager may decide in

consultation with the Administrative Marsigerproceedings for a Stage 2 interview.

The Administrative Managerl | gat her evi denc distbrytoostmwt he e mp |

insufficient improvement or no improvement has been made in attendance.

A letter will be sent to the employee confirming arrangements for a Stagel 2rintrgiea/the
empl oyee at | east seven (7) working days6 not
have regarding attendameremind the employee of their right to have a Trade Union representative

present at the meeting (Appendix 9).

During the intervjete following procedure will ensure Custom Home Care Ltd. takes the appropriate
action.

- If appropriate, thme Manager manager may have referred the employee to an
Occupational Therapist.

- If this medical opinion confirms that the employee has an underlying medical condition, the
Line Manager manager should ensure that recommendations are followed, and the
employee receives sufficient support. The employee should be informed that their attendance
will continue to be monitored. The existence of an underlying medical condition does not
preclude a first written warning being issued if attendance continues to be unsatisfactory.

- If the medical opinion confirms that there is no underlying or substantial health reason for the
absences, or there has been i nssindetheci ent
Stage 1 warning, the employee may be given a first written warning (Appendix 10). A copy of

the warning letter wildl be kept in the em

The employee will then be allowed a twelve (12) month review period for improvemedht in attendance
at the conclusion of this period, the employee has reached the required standard of attendance, the
Line Manager manager will inform the employee in writing that no further action will be taken.

I f t he e mpl contiruesdoshe unsatisactody aOustoen Home Care Ltd. will move

proceedings on to Stage 3.

First Written Warnirgtage 2

v

I f, following Stage 1 of doésmaimprovesufécently,they t he

may be given a first written warning.

The first written warning informs the employee that their absence record is viewed as a serious mattt

and one that the employee andlitteiManager manager must address.

The employee will be informed in writing of:
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- The reason for the warning.

- The details of the review period.

- The standard of attendaxpected.

- The consequences of failing to meet the specified improvements.

- The right of appeal
¥ The employee will also be informed that the warning will remain in place for up to twelve (12 )months
Y The e mhpihedanagednmanager can, at any point, refer the matter to a further formal meeting

if the employee does not make sufficient improvement in attendance

Y If the employee has reached an appropriate standard by the conclusion of the r&#ew period, the

Manageor manager will inform the employee in writing that no further action will be taken.

Stage 3

Y I f the empl dogsaaithgrovasufficentdfalowng Stage 2, Custom Home Care Ltd.
will progress the employee to the next stage of the procedure.

¥ ThelLine Manager manager will write to the employee to confirm that a Stage 3 meeting will take
place (Appendix 11).

W iIilf it is found t hasnotreabhed the neguired gtendaéds, theadmpleyeednayn ¢
be issued with a final written warning (Appendix 12). A copy of this warning letter will be kept on the
empl oyeebds Personnel File for twelve (12) mol

v If, at the end of the period allowed for improvement, the employee has reached the required standar
attendancehelLine Manager manager will inform the employee in writing that no further action will
be taken. However, if the employee has further abskimee®ahager manager will refer the

employee to the final stage of the siakdesssence policy.

Final Written Warnii@iage 3

V¥ If the employee has already had a first written warning and thehmagteatimmgeoved
sufficiently, the employee may be given a final written warning.
¥ A final written warning notifies the employee that if their ddtendah@aprove to an acceptable
level within the specifie they will be invited to a further meeting at which Custom Home Care Ltd.
wi || consider whet her oftemployneentwiththa compatyhe e mpl o)
¥ The employee will be informed in writing of:
- The reason for the warning.
- The details tife review period.
- The standards of attendampected of the employee.
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- The consequences for failing to meet specified improvements, which may be the termination
your contraof employment.

- The right of appeal

Stage 4 Dismissal

Y If an employee has already been given a final written warning and thbasattenidapice/ed
over the review period, despite encouragement and assistahogsefidantger manager, a

further formal meeting will be held.

Y Custom Home Care Ltd. could decide at this m
employment on the grounds that the employee is incapable of attending work on a regular basis due
health reasons.

¥ If Custom Home Care Ltd. decides to dismiss the employee, they will be informed in writing of:

- The reason for the decision.

- The period of notice the employee is entitled to.

- The date from which the disrassiféctive.

- Arrangements for the employeeds final pay

- The employeebs right of appeal

¥ An example of a letter of dismeasdle seen in Appendix 13.
Right of Appeal
First/Final Written Warning

¥ If an employee wishes to apgeatst their first/final written warning, they must do so in writing.

¥ This letter must be sent to the Chair who heard the case in gtage®witin ten (10) working

days of receiving the first/final written warning.

¥ Where possible, Custom Home Care Ltd. will hear thighapfiiabn (15) working days of

receiving the request.

¥ Where possible. The appéhbe heard by a manager more senior than the original Chair.

Dismissal
Y If an employee wishes to apgeaist dismisstiley must do so in writing to the Managing Director

within ten (10) working days of receiving the letter confirming dismissal.
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¥ The Managing Diregtrthen set up an appealel which will include at least two Directors of
Custom Home Care Ltd.

¥ As far as possible the appi#labe heard within thirty (30) working days of receiving the request.
¥ Custom Home Care Ltd. will deal with alliapgrealsy and, after such an gppeamployee will

have no further right of internal appeal. However, the employee does have the right to apply to an

employment tribunal.

Dealing with Letegm Sicknegshsence

Process

¥ If an employee is absent ordongsicknesdsence (more than eight (8) days eatapro
equivalent for part time staff), the following procedure will make sure that the appropriate action is
taken.

Y Before taking any act i orineeMagager mandger mestmp| oy e e 0 ¢
e

establish the current medical opinion on th
to a GP at this time and a medical report fr
instance.

¥ Custom Home Care Ltd. will ask for the emgloysento us requesting a medical report from the
employees GP. You will be informed of your rights under the Access to Medical Reports Act 1988.

V¥ If the employee refuses {mpevategither to provide medical evidence or to submit to an
independent medical examination, we will base our decision on the inforraatiteblegrithve

this may result .in the employeebds dismissal

¥ Having received medical evidence, or in the absence of such evidence if the employee has refused t
cooperate, Custom Home Care Ltd. will arrange a formal meeting with you, as set out in the section
dealing with shtgtm absence, to discuss your hadltibsence from work. The meeting will either
be hel d at whomdoranothér suitablenyehue, whicheles is most convenient for the
employee.

¥ If, according to medical opinion, the employee is likely to return to work in the foreseeable future, the
Line Manager manager will discuss the following issues with the employee at the formal meeting:

- How best to arrange the employeebs return
three (3) days a week to start), bearing in mind the service requirements of Custom Home Ce
Ltd.

- Whether it would be feasible to make temp
such as altering hours or days of work, redistributing work duties and,atipspirapriate,

the employeedbs physical work environment
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V¥ If, according to medical opinion, it is unlikely that the employee will be able to return to work or to the
normal duties in the foreseeable future, the company will discuss the following options with the
employee:

- Making permanent adjustments to the empl o
hours or days of work, redistributing duties and making adjustments to the physical work
environment.

- The possibility of redeploying the employee to another appropriate post within Custom Home
Care Ltd. on the same salary and terms an
may only be possible if a current opening is available in a ddféhentamgzany,

however, we will make every reasonable effort to find alternative employment.

vV 1 f Custom Home Care Ltd. is unable to keep t|
taking medical advice, we cannot make any reasonable adjustments or find any suitable alternative
work for the employee, we will inform the employledlibbtitkthiat the employee will be dismissed

on the grounds of incapability.

¥ Custom Home Care Ltd. only considers dismissing an employee on the grounds of incapability due t
health when we have considered all the available facts and medical reports and investigated the
following factors:

- Current medical opinion shows that the employee is not able to return to their substantive pos
in the foreseeable future.

- It has not been possible for Custom Home Care Ltd. to make any reasonable adjustments to
the employeebs existing post.

- The employeebs medical condition prevents
within Custom Home Care Ltd.

- The employee has refused to consider or accept suitable alternative employment within
Custom Home Care Ltd., where available.

¥ If Custom Home Care Ltd. decides to dismiss the employee, the normal conditions for the company
giving the employee notice applies, even though, in practice, the employee may not be able to work
their notice.

¥ Custom Home Care Ltd. may dismiss the employee at any time as long as the company has evidenc
of the employeebs incapability as outlined al

¥ The decision to dismiss the employee will be confirmed in writing.

¥ The employee has the right to sggaeast the decision to dismiss them on the grounds of
incapability. Any appeal must be made in writing to the ManawiitlgiDteec(@0) working days

of receiving the dismikitdr.
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v

Independent of, and separate to the decision to dismiss the employee, Custom Home Care Ltd. can
explore options to retire the employee on grounds of ill health if the employee is eligible for such.

Retirememin the Grounds of Il Health

v

Under their normal arrangements for such mati
Pension Scheme wil/ consider the GPOs r ecomme
for work.

If it is decided that the employee is incapable of performing the duties and responsibilities of their
substantive post due to permanent ill health, Custom Home Care Ltd. will arrange a home visit or a

meeting at some other mutually agreed locatiansexplaio the decision to the employee.

The administrators of the Pension Scheme in consultation with medical advisors may decide that the
employee is permanently unfit to carry out their normal duties, but they may recommend that Custon
Home Care Ltd. look for suitable alternative emplpgrharitiep for the employee. In this case,

Custom Home Care Ltd. will make every effort to redeploy the employee within the company, even if
work is not at the same | evel as the empl oye:

The DisabiliBiscriminatidkct 1995 states that employers must make reasonable adjustments
wherever possible. If Custom Home Care Ltd. does not have any suitable alternative employment

available, the employee may be eligible to retire on the grounds of ill health.

If medical retirement is recommended, Custom Home Care Ltd. will write to the employee to arrange

meeting to confirm this decision and advise the employee of the right to bataheamgetinigd

At the meeting, Custom Home Care Ltd. will explain that the company is serving the employee with ¢
notice to terminate their employment on the grounds of ill health.

The employee will have the opportuedydodand the employee will also have the right to appeal
against the decision.

Custom Home Care Ltd. will confirm the decision in writing.

Any appealgainst a dismisealthe grounds of ill health retirement must be sent to the Managing

Directowithin ten (10) working days of receiving written confirmation of the decision.

Procedure for Managing Meetings at Stages 2, 3 and 4 of thadSidkeesse Policy

Preparation for a Meeting

v

I f a Stage 1 warning has not |, €Eustonhdome Care i mpr

Ltd. will have to follow the formal stages of the procedure.
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v

Custom Home Care Ltd. will write to the employee at least five (5) working days prior to the date set
the for mal meeting to discuss the issue of t|
agreed).

The letter should contain any supporting information relating to thesattesgizimes the dates

of the employeebs absenceBE.qgthedate chanyidocnalr d of a
meeting(s).

The letter will also give details of the individuals who will be present at the meeting. This will normall
t he e mipne Managend a manager with the next level of responsibility in the role of Chair.
Meetings at Stage 4 will be chaired by a manager at the level of Director

The letter will also inform the employee that they have the right to beat¢tbempeatiad by a
trade union representative or a Custom Home Care Ltd. colleague.

The letter will also inform the employee that, after due consideration of all the facts and circumstance
CustonHome Care Ltd. may take formal action against the employee. If the hearing is a Stage 4

meeting, the letter must confirm that disnaiggadsible outcome of the hearing.

I f the employeeds trade union representative
meeting, the employee can suggest an alternate time and date for the meeting, as long as it is within

five (5) working days of the initially proposed date.

If the employee suggests an alternate date, they should consider the availability of the other people
required to attend. For instance, it would not be reasonable to propose a new date when the employ:

knew their manager would be unavailable.

Condudr Formal Meetings

1J]

v

Normally, formal meetings will be conducted in line with the procedure outlined below. In certain
situations, however, such as if the employee is sufferingefrarill loeglth, it may not be
appropriate to adopt such a formal process. In subleldaselanager manager will agree

changes to the approach with company directors prior to the meeting.

After discussion with the DLme#Manbgerrmanagend t he

can use their discretion to adopt the following procedure as appropriate.

Guidance for the Chbaithe process of conducting meetings (and specifically Stage 4 meetings) can

be found in Appendix 14 of this Policy.
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Addition@icknes€onsiderations

Communicable Diseases

v

Where an employee is known to be suffering from a communic@bie rdislesise tuberculosis,
hepatitisCovidl9, the employee may be removed immediately from duty.

The employee shall remain excluded from work until medical advice is received stating it is appropri
for the employee to return to work.

These statements do not affect the rights of those individuals diagnosed as suffering from a

communicabiseasdutare designed to protect colleagues and clients from any possible risk.

Sick Pay

1]

Custom Home Care Ltd. does not offer a company sick pay scheme at the time of the writing of this
Policy.

Allemployees are entitled to apply for Statutory Sick Pay. Forms are available in the office from the
Administrative Managyeaivailable for download firem.gov.uk.B Statutory Sick Pay does not

start until the fourth day an employee is off sick, so the employee will not receive payment for the firs

three (3) days of sickness

Custom Home Care Ltd. does, however, reserve the Bghtpolusey er 6 s Di scr et i on

payment when an employee is ill.

The decision to pay an employee if they are ill will depend entirely on the nature of the sickness

absence and the circumstances of the employee.

Custom Home Care Ltdnatitliscriminate against any individual when choosing to pay or not pay
sick pay. Each case will be dealt with on an individual basis and reviewed by a committee of Directol

An empl oyee wil/l not be eligible for Employe:l
sicknesand must apply for normal Statutory Sick Pay.

Empl oyer6s Discretion to pay sick pay will g
if the individual or their dependants are liable to suffer extreme hardship.

Application for Employerods Discretionary sicl
undertaking adventure or dangerous activities such as, but not limited to, competitive sports (football
boxing, rugby etc.), parachuting, parasiitigghangliding, abseiling, burgeeping, mountain

climbing etc.

Employees who engage in adventurous or dangerous activities should consider taking out their own

personal insurance policies to replace lost income due to injury.

Sickness, Absence and Annual Peésy © 2014 Custom Home Care Ltd.

Page3770f470


http://www.gov.uk/

Custom Home Care Ltd. i Ei

v

A request to be considered for Employerds Di:
If an employee is unable to complete a written request, Custom Home Care Ltd. will accept a written
request from the employeebs representative.

If an employee is absent from work duertgpkacimcident for which Custom Home Care Ltd. has
been judged liable, then the employee has the legal right to make a péasonaidejucyrrent

laws.

In cases where absence is due to third party invelgerantt(affic accidertere the employee
is to receive compensation), and the employe:
Custom Home Care Ltd. will seek to recover payments made during absences. Employees who mak

claim for compensation must makaredilanager manager aware of this provision.

Custom Home Care Ltd. will review its Policy on siclafisesiceand sick pay as a matter of course,

and inform all employees of any changes made to the Policy in writing.

Annual Leave

Annual Leave Entitlement

T © © ©

The Company leave year runs from the 1st of April to the 31st of March.
Employees are entitled to tvedgtty (28) days paid annual leave.
This entitlement includes the 8 bank holidays in each year.

Excluding the eight (8) bank holidays, the twenty (20) days represent four (4) weeks paid holiday for
someone working five (5) days a week. Should an employee only work two (2) days a week then the
holiday entitlement will be two (2) days x fols(fiplidssy = eight (8) days paid leave.

NonStatutorgays will be accrued throughout the year at a rate of one and three quarter (1.75) days

per month.

If an additional bank holiday is declared by the Government for specipRegabwedding,
National Day of Moureiieg), Custom Home Care Ltd. is not obliged to honour payment of this

additional holiday and it must be taken as p:

If an employee is scheduled to work on a bankhegliddlybe paid time and a half for the day and
the day deducted from their entitlement. If an employee is not scheduled to work but the day does nc
fall on their regular RDOs, the employee will be paid holiday pay. If the employee is not scheduled tc

work and the day falls on their regular RDO, they may take the holiday day at another time.
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Requests for Time Off

Y Empl oyees are required to give four (4) week:
annual leave form (Appendix 15). Forms are availabéeNranageor the Administrative
Manager

Y Shorter periods of notice may be considered under exceptional circumstances and must be made in

writing to the Administrative Manager

¥ Substituting annual leave for siciinssisce will not be accepted. Some employees may think about
taking annual leave when they are ill, but this will hide any real patterns of sickness under the absen

monitoring procedures outlined in this Policy.

¥ Annual leave during sickabsence is not normally accepted, however in some circumstance it may
be in the employeebs best interests. I f an el
due to sickness, they must obmhaosthstatingthathe er f |
annual leave requested will not be harmful to their recovery. This will be treated as annual leave for 1

duration of the holiday period and normal arrangements for booking annual leave must be followed.

Y If an employee falls sick during annual leave, they will be treated as being on sick leave from the dat

a doct or @reditad with annuwmliedvegsadfication will not be sufficient.

Compassionate Leave

¥ There is no curretdtutory requirement for Compassionat®limapaid. However, Custom Home
Care Ltd. understands that if an employee suffers bett@avieraemry difficitte and the
company will therefore grant a paid compassionate leave of three (3) days.
Y The employee will need to fill in a Request for Compassidoate drehgabmit it to thieie
Manageor the Administrative Marfagepproval by a Dire@ppendix 16).
¥ If an employee suffers a bereavehmntvill be entitled to compassionate leave following the death
of:
- Spouse or the person you live within a stable relationship.

- Fathenmotherprothersister child,orgrandchild.
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Appendix iLStatutory Sick Pay Form

HM Revenue Statutory Sick Pay (SSP)
& Customs Employee's statement of sickness
About this form

Statutory Sick Pay (55P) is money paid by employers to their employees who satisfy the conditions for
payments when they are ill and unalle to work.

Please fill in “Your statement’ below when you have been sick for four days or more in a row.

Your statement
About you
Surname or family name What date did you Last work before your sickness began?

DD MM YYYY

First narme(s)
What time did you finish work on that date?

(enter time in 24 hours)
Title - enter MR, MRS, MISS, M5, or other title

Was your sickness caused by an accident at work or an

National Insurance number mgustria o ?

No Yes
) If you answered 'Yes, you may be abie to get Industrial Injuries

Date of birth DD MM YYYY Disablement Benefit. If you want information about claiming

this benefit, ask at any Jobeentre Plus office or go to
' " www.gov.uk

Clock or payroll number Signature

About your sickness. Please give brief details
Date DO MM YYYY

What date did your sickness begin? DD MM ¥YYY Phone number

What date did your sickness end?
If you do not know, please leave this blank.
DO MM YYYY

The dates you put in these two boxes may be days you do
net normally work. If you are sick for mane than seven
days, your emplayer may ask you for a medical statement
of fitness for wark it note’ from your doctor.

What to do next

Please:

+ give your completed form to your employer. It will help them to decide if you can get SSP
+ keep a copy for your own information,

If you can get S5 your employer will pay you in the same way they usually pay your wages.

IF you cannot get 55F your employer must give you form SSP1 to tell you why. You can use form 55P1 to
support a claim for Employment and Support Allowance,

If you disagree with your employer's decision you can ask HM Revenue & Customs for a decision about your
entitlement. You must do this within six months of the first day that you are notified of your employer’s

decision. Phone our Statutory Payments Disputes Team on 03000 560630.
Please turn over

SC2 Page 1 HMRC 1213
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Appendix 2Return to Work Form

Strictly Confidential

Custom Home Care Ltd. — Return to Werk Form

Full Name:

Employee No.:

Position:

1. First date of absence:

| Last date of absence:

. Was the absence related to a previous absence? | YES | [ NO |
3. Reason for
absence:
4. s there any possibility of a recurrence? YES NO
2. Did you visit a doctor? YES NOQ
If YES, give details of doctor and
surgery:
6. s further medical freatment required? [ YES | [ NO |
If YES, give details, e g. medication,
side effects, any work implications?
7. Any work problems which are connected to the absence? | YES | [ NO |
If YES, what ars they and what can
be done to alleviate them?
8. Self-certification form completed? [ YES | [ NO |
9. General comments from Shift
Supervisor/Manager — including
agreed action (continue on addition
sheet provided if required).
10. Comments by employes:
Sickness History
Mumber of short term absences (1-7 days) in Instances: Mo. Days:
the last 3 months
Mumber of long term absences (8+ days) inthe | Instances: Mo. Days:
last 3 months
Mumber of short term absences (1-7 days) in Instances: Mo. Days:
the last 12 months
Mumber of long term absences (8+ days) inthe | Instances: Mo. Days:
last 12 months
Employee Signature: Date:
Interview conducted by:
Signed: Date:

Sickness, Absence and Annual Peésy © 2014 Custom Home Care Ltd.
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Strictly Confidential

Continuation Form - enter the no. of the question you are responding to in the box on the left.
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Appendix BRequest to Carry Over Annual Leave Form

Request to Carry Over Annual Leave — Custom Home Care Ltd.

In exceptional circumstances due to sickness or service requirements, annual leave may be carried forward
into the first 3 months of the next annual leave year provided the employee agrees to defer their leave.
Complete in BLOCK CAPITALS and tick appropriate boxes.

To be completed by the employee

Surname:

First Name(s):

Employee No.:

NI No.:

In accordance with provisions of Custom Home Care Ltd s Sickness, Absence and Annual Leave Policy (Nov.
2014), | hereby notify my employer that | intend to carry over Annual Leave.

No. days carried over:

MNo. hours carried over:

Reazon for the carry over of Annual Leave:

Signature:

Date:

To be completed by the Administrative Director

Leave Policy (Mov. 2014).

| have checked the relevant supporting documentation required for the leave request and confirm that the
leave required complies with the terms outlined in Custom Home Care Ltd.'s Sickness, Absence and Annual

Application Approved: YES O NO O
Name: Signature: Date:
Telephone: Mobile:

Email Address:

Comments:

Personnel File updated:

OFFICE USE ONLY

YES O

Name:

Signature:

Date:
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AppendixUEx amp | e

of

C u s overall abbtenoeaecdda r e L t

staft availability for [ | N

Availability Unavailability Overview  Analysis
All
.H

YYYYYYY

10/11/2021
04/11/2021
05/08/2021
19/07/2021
09/07/2021
06/07/2021
04/05/2021

22/04/2021

¥ ¥ ¥+ ¥ ¥+ ¥+ + o+ 4

22/11/2020

21/11/2021
04/11/2021
22/08/2021
22/07/2021
16/07/2021
06/07/2021
04/05/2021
22/04/2021

22/11/2020

10:00

00:05

00:00

00:00

00:00

00:05

00:05

06:00

00:05

23:00

23:00

00:00

00:00

00:00

22:00

23:00

23:00

23:00

13:00h

22:55h

24:00h

24:00h

24:00h

21:55h

22:55h

17:00h

22:55h

Sick
Sick
Sick
Sick
Sick
RDO
Sick
Sick

Sick

Y

YY Yy

YY Y Y

YYYYYYY

Y

Y
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Appendix 6Example of Monthly view of absence data

staft availability for | | | o @
Availability = Unavailability Analysis
November 2021 m!' week day
Mon _________Twe _______ Wed T Fi___________Sa___________swm B
1 2 3 4 5 6 7

8 9 10 m 12 13 14

15 16 17 18 19 20 21
[00:00 - 00:00 Available | [00:00-00:00 Available _| [00:00-00:00 Availzble _ [00:00-00:00 Available | [00:00 - 00:00 Available | [00:00 - 00:00 Available _ [00:00-00:00 Available |
1000-2300Sick | [10:00-2300Sick | 10:00-2%00Sick | 1000-2300Sick | [1000-2300Sick | 10:00-2300Sick | [10:00-2300Sick |

« « < (=] [ ] > »

Please noteany record in RED supersedes the availability in GREEN.
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Appendix BIndividual Absence Recording Form

Individual Absence Recording Form — Custom Home Care Ltd.

Employee No.:

Employee Name:

Position:

Age:

Gender:

Absence Start Date and Time:

Expected Return Date:

Actual Return Date and Time:

Reason for Absence: (indicate code)

Self-certification: YES O NO O
Medical Certification: (doctor's note) YES O NO O
Return to Work Interview Completed: YES O NO O
Work Related Cause? YES O NO O DON'T KNOW O
Referred to Occupational Health: YEES O NO O

Additional Notes from Return to Work Interview:

Record Complete: YES O NO O

Example codes for reason for absence: A1 = depressions, A2 = back problems, A3 = musculo-skeletal
problems (arthriis efc ), Ad = cold, flu efc. (see form entitled Coding System for Recording Absence for a
full list of codes)

Sickness, Absence and Annual Peésy © 2014 Custom Home Care Ltd.
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Appendix i7Notification by Employddexfication Side Effects

Notification by Employee of Medication Side Effects — Custom Home Care Ltd.
Instructions: This form is to be completed by the employee and submitied to the Administrative Director.

Any individual employed by Custom Home Care Ltd. has a responsibility to notify their employer of any side
effects associated with prescription medication they may be taking for Health and Safely reasons. This is o
ensure that the company is aware of any issues regarding the safe and effective performance of duties or
operation of equipment. Employees are not necessarily required o disclose the name of medications, but the
possible side effects must be disclosed.

Employee Name: Employee Mo

Position:

Medication Mame (if employes
wishes to disclose):

Possible side effects:

Medication Mame {if employee
wishes to discloss):
Possible side effects:

Medication Mame (if employee
wishes to disclosa):
Possible side effects:

Medication Mame {if employee
wishes to disclose):
Possible side effects:

Medication Mame (if employee
wishes to disclosa):
Possible side effects:

Medication Mame (if employee
wishes to disclose):
Possible side effects:

Medication Mame {if employee
wishes to discloss):
Possible side effects:

Signed: Date:

Continue overleaf if required.
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Appendix BNotification Letter for a Stage 1 SiéWdrsssce Interview

Custom Home Care Ltd

Employee’s Name 560 Cty Road
First Line of Address Norfolk Park
Second Line of Address Shefield
City $2 1GE
Post Code
Tel: 0114 275 9703

Email: wecare@customhomecare org
Date: INSERT DATE

Dear INSERT EMPLOYEE NAME

Stage 1 - Absence interview

| am writing to inform you that you are required to attend an interview on INSERT DATE at INSERT TIME, which will be
held at the Registered Manager’s Office, City Road, Sheffield, S2 1GE.

We will discuss your sickness record at this interview as you have hit the trigger points set out in Custom Home Care
Ltd.'s Sickness, Absence and Annual Leave Policy. | have attached details of the periods of your sickness absence for
discussion during the interview.

You may, at the conclusion of the meeting, be issued with a verbal waming.

At the interview, you may be accompanied by either a trade union representative or a Custom Home Care Ltd. work
colleague.

Yours Sincerely,

INSERT NAME OF MANAGER

INSERT JOB TITLE OF MANAGER

Custom Home Cane L0 is regisiensd I
England and Wales No 5236058
Regssnag Ofice. 102 Saape il Lane
Deonfiel, Derbyshive 513 2GP
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Appendix BNotification Letter for a Stage 2 Sichhsssice Interview

Custom Home Care Ltd

Employee's Name 560 City Road
First Line of Address }
Second Line of Address
City

Post Code

Date: INSERT DATE

Dear INSERT EMPLOYEE NAME

Stage 2 - Absence Interview

| am writing to inform you that you are required to attend an interview on INSERT DATE at INSERT TIME, which will be
held at the Registersd Manager's Office, City Road, Sheffield, 52 1GE.

This meeting will be chaired by INSERT CHAIR™S NAME and we will discuss your sickness record at this interview.
Following your Stage 1 interview held on INSERT DATE, at which you wers given a verbal warning, this meeting will
determine whether any further action under Custom Home Care Ltd.’s Sickness, Absence and Annual Leave Policy is
warranted.

| have attached details of the periods of your sickness absence for discussion during the interview.
“You may, at the conclusion of the meeting, be issued with a first written waming.

Al the interview, you may be accompanied by either a frade union representative or a Custom Home Care Ltd. work
colleague.

Yours Sincerely,

INSERT NAME OF MANAGER

INSERT JOB TITLE OF MANAGER

Sickness, Absence and Annual Peize © 2014 Custom Home Care Ltd.
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Appendix Ti0Stage 2 First Written Warniregter

Custom Home Care Ltd

Employee's Name 560 City Road
First Line of Address Norfalk Park
Second Line of Address Sheffield
City §2 1GE
Post Code
Tel: 0114 275 9703

Email: wecare@cusiomhomecare.org
Date: INSERT DATE

Dear INSERT EMPLOYEE NAME

Stage 2- First Written Waming

| refer to the recent Stage 2 absence interview that you attended with me on INSERT DATE at which INSERT
ACOMPANYING INDIVIDUALS NAMES accompanizd you OR at which you choss not to be accompanizd (choose

appropriate).
Atthis mesting we discussad the following issues PROVIDE SUMMARY OF ISSUES.

Atthe meeting | explained to you the importance of your attendance at work and that your recent level of sickness

absence was unsatisfactory. | also informed you that weneeded to see a significant improvement in your attendance.

Having considerad the available information, comments from your Shift Supervisor or manager at the absence interview
and the responsss from you and your representative (delete as appropriate), | am issuing you with 3 first written
warning. This will remain on your Personngl File for 12 months. In addition, your absence record will be closely monitored
over the next 12 months.

‘Youwas also informed that if there was insufficient improvement in your attendance, we would move to Stage 3 of the

procedure for managing absence, which could involve taking further formal action against you in line with that procedure.

Youmay appeal against my decision. If you wish to appeal, you must do 50 in writing to me within 10 working days of

receiving this written confirmation of your first written warning.

Yours Sincerely,

INSERT NAME OF STAGE 2 CHAIR

INSERT JOB TITLE

Cusiom Home Coare L is registered in
England and Wales Mo, 5235056
Regiswred Ofice: 102 Snape HEl Lane,
Crorbedd, Cerbyshire 518 26°
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Appendix XINotification Letter for a Stage 3 Sichhsssice Interview

Custom Home Care Ltd

Employee’s Name 560 City R
First Line of Address }
Second Line of Address
City

Post Code

Date: INSERT DATE

Dear INSERT EMPLOYEE NAME

Stage 3 — Absence Interview

| am writing to inform you that you are required to attend an interview on INSERT DATE at INSERT TIME, which will be
held at the Registered Manager's Office, City Road, Sheffield, 52 1GE.

This meeting will be chaired by INSERT CHAIR™S MAME and we will discuss your sickness record at this inteniew.
Following your Stage 2 interview held on INSERT DATE, at which you were given a first written waming, this mesting will
determine whether any further action under Custom Home Care Lid.'s Sickness, Absence and Annual Leave Policy is
warranted.

You may, at the conclusion of the meeting, be issued with a final written warning.

At this interview, we will discuss your sickness record following our last Stage 2 interview, to determine whether further
action is required under our procedure for managing absence. | have attached details of the periods of your sickness that
we will be discussing in this inferview.

At the interview, you may be accompanied by either a trade union representative or a Custom Home Care Ltd. work
colleague.

fours Sincerely,

INSERT NAME OF MANAGER

INSERT JOE TITLE OF MANAGER
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Appendix Ti2Final Written Warniregter

Custom Home Care Ltd

Employee's Name 560 City Road
First Line of Address Norfalk Park
Second Line of Address Sheffield
City §2 1GE
Post Code
Tel: 0114 275 9703

Email: wecare@customhomecare.org
Date: INSERT DATE
Dear INSERT EMPLOYEE NAME
Stage 3 - Final Written Warning

| refer to the recent Stage 3 absence interview that you attended with me on INSERT DATE at which INSERT
ACOMPANYING INDIVIDUALS NAMES accompanied you OR at which you chose not to be accompanied (choose
appropriate).

Atthis meeting we discussed the following issues PROVIDE SUMMARY OF ISSUES.

Atthe mesting | explained to you the importance of your attendance at work and that your recent level of sickness
absence was unsatisfactory. | also stressed that we needed to see a significant improvement in your attendance
immediately.

Having considered the available information, comments from your Shift Supervisor or manager at the absence interview
and the respenses from you and your representative (delete as appropriate), | am issuing you with a final written
warning. This warning will remain Iive on your Personnel File for 12 months. In addition, your absence record will be
Closely monitored over the next 12 months.

‘Youwas also informed that if there was insufficient improvement in your attendance, we would move to Stage 4 of the

procedure for managing absence, which could involve taking further formal action against you in line with that procedure.

‘Youmay appeal against my decision. If you wish to appeal, you must do so in writing to me within 10 working days of
recaiing this written confirmation of your final writtzn warning.

Yours Sincerely,

INSERT NAME OF STAGE 3 CHAIR

INSERT JOB TITLE

Cusiom Home Care Lid is registersd in
England and Wales Mo, 5236055
Fegisiered Ofice; 102 Snape HEl Lane,
Dromedd, Desbyshire 518 269
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Appendix Ii3Stage 4 Letter Confirming Dismissal

Custom Home Care Ltd

Employee's Name 560 City Road
First Line of Address Norolk Park
Second Line of Address Sheffield
City §2 1GE
Post Code
Tel: 0114 275 9703

Email: wecare@customhomecare org
Date: INSERT DATE
Dear INSERT EMPLOYEE NAME
Stage 4- Dismissal

| refer to the recent Stage 4 absence interview that you attended with me on INSERT DATE at which INSERT
ACOMPANYING INDIVIDUALS NAMES accompanied you OR at which you chose not to be accompanied (choose

appropriate).
Atthis meeting we discussed the following issuss PROVIDE SUMMARY OF ISSUES.

Having considered the available information, comments from your Shift Supervisor or manager at the absence interview
and the responses from you and your representative (delete as appropriate), | have decided that it is appropriate to
dismiss you on the grounds of incapability.

Under your contract of employment, you areentitied to TIME PERIOD notice from Custom Home Care Ltd. to terminate
your contract. A payment for the appropriate period of time will be made to you via payroll on the next payroll due date.

‘Youmay appeal against my decision. |f you wish to appeal, you must do so in writing to the Managing Director within 10

working days of receiving this written confirmation of your dismissal.

‘Yours Sincerely,

INSERT NAME OF STAGE 4 CHAIR

INSERT JOB TITLE

Cusiom Home Care Lid is regisiered in
England and Wales No. $235056
Eegistersd Ofice: 102 Snape 1l Lane,
Droefeid, Dartyyshins S18 268
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Appendix TidGuidance for the CloaiHolding Managing Absence Interviews

1. Begin by everyons presant and explaining their role.

2. Explainto the employes that the purpose of the hearing is to consider their lavel of sickness
absence and, having heard all the facts, to consider whether to take further action under
Custom Home Care Ltd.'s Sickness and Absence procedure.

3. [fthe employes is not represented, remind them of their right to be represented and, if
necessary, offer an adjournment for them to make appropriate arrangements.

4. Explain how the hearing will be conducted:

- The Shift Supervisor or manager will list the facts, including the background to the case
and any action Custom Home Care Ltd. has taken so far such as previous warnings
issued, the levels and details of any absences to be considered inthis hearing, any
medical information obtained and any other relevant information.

- The employes andlor their representative will have the opportunity to ask questions.

- The employee or their reprasentative will respond to the above.

- The Shift supervisor or manager will have the opportunity to ask guestions and comment
on responses given by the employes or their representative.

- The Chair and the Directors can ask questions at any stage.

5. When the steps inpoint 4. are completed, ask both parties to lzave the room while you, as the
Chair and the Directors consider the matters raised. These matters include:

- Whether the procedure for managing absence had been followsd,

- The levels and reason for the employee’s sickness absence,

- Any matters or explanations put forward by the employee or their representative,

- Any action we have taken to improve the employes’s level of attendance,

- Any medical evidence we have received, and

- Whether the employee isaware that their continuing level of absence may lead to a more
serious warning or their dismissal.

6. Askboth parties to come back and inform the employee of the action you are going to take.
This action could include:

- Taking no further formal action (the current existing absence warning will remain in force
and we will continue to monitor the employee's absence),

- Issuing the appropriate level of warning — e.g. first written or final written warning;

- Ordismissal.

T. Inform the employes of their right to appeal and that you will confirm the details of the outcome
aof the hearing in writing.
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Appendix I5Request for Annual Leave Form

Application for Annual Leave Form = Custom Home Care Ltd.

Annual Leave Request Form

Employee’s Mame: Employee No.:

The amount of notice normally required is G weeks.

over into the following year unless under exceptional circumstances.

employees working part-time.

The dates should be agreed in consultation with your Shift Supsnisor in order to ensure service delivery.
Approved Leave will be recorded by the Administrative Director for payroll purposss.

Pericds of annual lzave are to be taken from April 1= to March 31= in any one year and may not be carred

According to Policy, 20 working days plus 8 bank holidays is the annual legve entitlement. This is pro-rated for

| wish to take the following leave from my annual entitlement:

From Date: To Date (incl.):

Days taken before .

this request: Days left
Signatures

Requested by (signaturs): Date:
Authorised / refused by Shift

Supervisor: Date:
(cross out as appropriate)

Authorised / refused by Manager: Date:
(cross out as appropriste) ’

Pleasa return this form to the Administrative Director
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Appendix IiBRequest for Compassionate Leave

Request for Compassionate Leave Form = Custom Home Care Ltd.

Compassionate Leave Request Form

Employes’s Name:

Employee No.:

The amaount of compassionate leave granted s 3 days.

| wish to apply for compassionate leave.

From Date:

To Date (incl.):

Reason for compassionate leave request:

Signatures

Requested by (signature):

Date:

Authorised / refused by Director:
(cross out 85 appropriate)

Date:

Please return this form to the Administrative Director
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Appendix Ii7Request for Medical Report from GP
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