For a flexible and understanding service

For a flexible and understanding service.

Flexicare Home Services UK LTD, has an emergency on call line,
this line is purely for emergencies only.
If you require emergency assistance please dial

01452 306296
If there is no answer please leave a message and we will get back to you straight away.
If your situation can wait till a working day please telephone in office hours.

Flexicare Home Services UK Ltd
Gloucester Office
Unit 1/2, The Steadings Business Centre, Maisemore Court, Maisemore, Gloucester GL2 8EY
Telephone: 01452 306296 Email: anna@flexicareuk.co.uk www.flexicareuk.co.uk
For your attention: If you have any issues regarding abuse the address and
telephone number is below...
The Safe Guarding Team:
Adult Helpdesk, 4th Floor, Block 4, Shire Hall, Westgate Street, Gloucester GL1 2TG
Telephone Number: 01452 426868

Management Structure
The Board of Directors

Responsible Indivdual
(Responsible to the CQC)

Registered Manager
(Responsible to Responsible Indivdual)

General Manager
(Responsible to the Registered Manger)

QCF Level 3 Team Leader
(Responsible to the General Manager)

Community Personal Assistants
Accountable to the Level 3 Team Leader
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Flexicare UK Ltd
Business Objectives
• Maintain Consistency of Purpose: We will formulate Long Term Plans, and from them Short Term Plans.
Resources will be allocated to Long Term Plans.
• Adopt Best Practice: We will recognise that commonly accepted levels of service satisfaction are no longer
acceptable, and will commit ourselves to researching Best Practice and continuous improvement to achieve
that level of excellence.
• Institute Quality Assurance not Quality Inspection: we recognise that inspection is wasteful and resource
hungry. Quality Assurance based upon continuous improvement principles will lead over time to responsibility
for quality service being shouldered by all employees.
• End Lowest- Tender Contracts: We recognise that lowest price does not necessarily provide “Best Value” and
neither does highest price. We will examine all supply relationships, and focus on those which as a part of
Long Term planning Relationships, providing lowest total cost not initial cost.
• Constantly Improve the System: We will constantly improve the system for planning and service delivery, and
promote innovation. Management will continue to focus on their role of continually working on the system.
• Institute Training on the Job. Employees including Managers will be encouraged to constantly update and
improve skills by modern on the job methods.
• Institute Leadership: Managers will focus on consistency and consistently communicate that focus and be
action orientated.
• Drive out Anxiety: We will encourage effective two way communication in order to drive anxiety out of the
organisation so that everyone can effectively work together.
• Break down Barriers: We will break down barriers between departments and staff areas and encourage
everyone to work in cross dimensional teams.
• Eliminate Arbitrary Numerical Targets: We will eliminate standards that numerical quotas for the workforce
and numerical goals for Managers: and substitute with helpful leadership in order to achieve continual
improvement of Quality and Productivity.
• Permit Pride in Workmanship: We will remove any barriers which rob workers of the right to pride in their
workmanship. This inspires a focus on quality.
• Encourage Education: Flexicare needs good people who are constantly improving along with its ambitions.
Education will be paramount at all levels of the Organisation.
• Top Management Commitment: We will clearly define top managements permanent commitment ever
improving quality and productivity, and out obligation to improve all of these principles. Implementation
implies a dedication to action.

3

4

For a flexible and understanding service

5

Introduction

Welcome to Flexicare Home Services UK Ltd.We are extremely proud of our organisation
and the team we have assembled to meet your personal home care requirements.
Flexicare Home Services UK Ltd covers the County of Gloucestershire. Services
will be delivered within a 30 mile radius from the Head Office. In the event of a Care/
Support package being 24 Hour care, this will be within a forty mile radius.

Flexicare Mission Statement
Flexicare is committed to providing our clients with an individual and holistic
package of care or support within their home environment.
This care will be delivered with
Compassion
Consideration
Respect

About us
The Flexicare Team are committed to providing the highest standard of personalised
care or support for you.
You will always be at the heart of our service, planning and delivery. The company
has an eighteen year track record of providing safe, compassionate and well led
community care/support responsive to your needs (CQC 2014/
Fundamental Standards).
With The Care Act 2014 driving the care industry rapidly into the future,
your health, wellbeing and security, peace of mind are what we aspire to at
all times.
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The Care Package can cover:

General Q&A’s

• Personal Care
• Rehabilitation Care
• Dementia Care
• 24 Hour Live In Care
• Palliative Care Support
• Social Care
• Travel Companionship
• Domestic Care
• Companionship
• Light Home Maintenance
• Shopping and Pension Collection
• Holiday(s)/Provision of PA to accompany you to the
Ballesol Care Village in Spain for your health and wellbeing
Flexicare Home Services UK Ltd. is registered with the Care Quality Commission
to provide services for:
• Older people
• Older people with dementia
• People with physical disabilities
• People with sensory loss
• Terminally ill people

What qualifications will the staff providing my community care/
service possess?
All Flexicare staff have had full training in: moving and handling of people, first aid,
medication management, pallative care and understanding dementia. Also mandatory
Health & Safety, Food Hygiene and Infection Control are taught at induction. All staff
are trained face to face by experts with experience.
Since the 1st April 2015, all Flexicare Personal Assistants are undertaking the new
‘Care Certificate’ launched by NHS England, Skills for Health and Skills for Care.
The objective being to ensure all Personal Assistants delivering your care and support
practice professionally with knowledge and best practice. Flexicare are very proud of
their affiliation with local universities to promote research and development of our
staff team.
The Company work closely with Spirited Training for all mandatory training.
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General Q&A’s

Flexicare ethical practices
At the heart of the Flexicare service is a range of ethical practices and procedures that
will give you reassurance that we always strive to give you the best service we can.
• Management will ensure that Company Values and Mission are put into practice at
all times. The Company will always take remedial action in the event of a breach of
our Values and or Mission.
• Our staff respect each other’s talents and abilities thus enhancing an
open culture.
• Mutual respect lies at the heart of our services and is evident to those receiving
personal care (founding mission statement 1997).
• At all times Flexicare employees will respect the dignity of the individual and their
ethnicity, culture, faith, age, gender, sexual orientation and disability.
• Senior management constantly monitor service quality, enabling any adverse
comments to be taken seriously and where necessary, entered into our formal
complaints procedure.
• Flexicare places great importance on the continuing development of its staff, valuing
their commitment and encouraging them to develop within their profession in order
to enhance the service they provide.
• The Flexicare work ethos is based upon team work with employees supporting each
other

What are the procedures for safeguarding me and my Personal Assistant?
All Personal Assistants have contact with Head Office, where our trained consultants
are based.
For eighteen years Flexicare has had an excellent Health & Safety record. We are
determined to maintain this for the future.
The Company Health & Safety Handbook contains Policies & Procedures, which
the staff have to understand and observe. This leads to a safe and healthy working
environment to the benefit of Clients and staff. The Registered Manager monitors
your care service with risk assessments reviewed on an ongoing basis.
Flexicare has a strict key-holding policy. This requires your written consent for your
Personal Assistant to hold your keys with details of any relevant security arrangements.
Staff are trained to respect your property and to see that you are properly secure
within your own home before they leave the premises.
All staff are thoroughly checked during the recruitment procedure, including those
checks legally required by the Indepedent Safeguarding Authority. Flexicare Home
Service UK Ltd. maintains a full Domiciliary Care Providers Insurance policy arranged
through the Hiscox DCPI.
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Will my Personal Assistant be able to give me my medication?

General Q&A’s

The Personal Assistants will be able to help you take your medication. They will assist
you to take it in any way they can, they can collect your prescription and medication
from the GP surgery or the pharmacy and document this in your home record.
The giving and taking of medication requires a degree of flexibility in order for your
home arrangements to succeed. As we are committed to working with you and other
professionals with responsibilities for your well-being, this will ensure that the best
system for the administration of medication is adhered to.

What about Moving and Handling?
Our Personal Assistants are trained to the highest standard in Moving and Handling.
Our unique approach ensures all your Moving and Handling will be fully assessed, and
personalised to your specific needs.

What happens if my needs change?
Because we assess your needs at the outset, we can quickly adapt these to suit your
changing requirements. As you would expect, we will involve you in a reassessment and
planning of what you want, there is no charge for this, and the new care package will be
agreed with you including any additional charges before it begins.

If there is an emergency situation with me, my family or within my home
could the staff cope?
Flexicare staff are trained at induction to adhere to the Company Emergency Procedure
in the event of any medical/ domestic or personal emergency. The staff have direct
access to senior management and/or emergency medical advice.

Are there any circumstances in which Flexicare may be unable to deliver
my service?
Sometimes a hazard will be identified which exposes yourself or the Personal Assistant
to an unacceptable level of risk.
Most of these are covered by the Flexicare Health and Safety Handbook and the
Employee Handbook. They cover violence towards a member of staff, physical, verbal
or mental abuse, harassment, intimidation and bullying. If you wish we can let you
have a copy of these documents.
Exposure to an unsafe environment or toxic substances hazardous to health within
the client’s home or vicinity may result in an assessment of how best or whether to
continue with your care.
No list can be exhaustive but the final decision will be at the discretion of the
Registered Manager, who will write to you detailing the reasons why the service cannot
be delivered.
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What happens if my community personal assistant is sick/absent?
Because there will always be unavoidable absences, through sickness for example,
Flexicare has an alternative cover system to keep our services in place. We will keep
you informed of the arrangements being made and tell you when normal service is
going to be resumed. We do all we can to keep any interruption in your care package
to a minimum.

If I have concerns about my care or the service how do I raise these?
We maintain a culture of openness and transparency which means that we are able to
clear up most misunderstandings very quickly. However if a client wishes to make a
complaint our formal complaints procedure is in place to enable them to take this up
with the Registered Manager, anonymously if they wish.
The Care Quality Commission requires that we maintain an approved system for
monitoring our Clients’ satisfaction and we take this very seriously. We encourage our
Clients to voice their concerns in any way they wish.
A copy of our complaints procedure is on page 12. All complaints will be
acknowledged in writing immediately and investigated. We look to resolve them
within 28 days.
And of course if you feel happy with your care service we shall be delighted to hear
either verbally or in writing.
Flexicare is proactive in ensuring its Clients are satisfied. The Registered Manager may
visit you, with your permission, to check that your service is being delivered as planned.

Your Information
With your consent, we will share your information with other multi disciplinary
organisations. All of your confidential information is stored securely in locked cabinets
within a locked office, the Registered Manager has access to the cabinets only (Data
Protection Act 1998).
The Company may at times need to share information with the Multi Disciplinary
Team. Your permission will always be sought prior to this. This is also detailed in our
Company Procedures.
Please email all feedback to anna@flexicareuk.co.uk
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What if I need to cancel my Flexicare service?

General Q&A’s

Should you wish to cancel our services on a temporary basis Flexicare requires a minimum
of one week’s notice by telephoning the Head Office on 01452 306296. This enables us
to redeploy your Personal Assistant.
To cancel our service on a permanent basis, we require a minimum two weeks notice
in writing. However in the event of a real emergency then our service may need to be
cancelled with immediate effect. This can be done by telephoning the Head Office. Out
of hours your calls will be redirected to the Manager on call.
Real-time technology will facilitate extra hours or cancellation(s) as you require them.

How often are invoices raised and how do I pay?
Health/Social Care Commissioning: Invoices are raised two weekly and are
payable within fourteen days from the date of the invoice.
Private: You pay by standing order from your bank account. This makes it easier for both
yourself and the Company. The company are happy to receive payment by cheque or
BACS, please discuss your preferred payment option when you sign up for our services.
Should you require services that are not within your care package, these will be invoiced
separately.
We aim to be flexible on payment methods to suit our customers needs.
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Flexicare Home Services UK Ltd Operations
All services offered are detailed in the Statement of Purpose and Service
Users Guide.
Your Services will be arranged following an assesment by the Registered Manager or a
Competent Area Manager.
The minimum Community Care Package the Company can provide will be
no less than one hour per week.
if more than 30 minutes travelling time can we add extra time will be charged once
agreed.
Flexicare Home Services UK Ltd Personal Assistants cannot carry keys or be responsible
for locking or securing your property without your signed authority.
Services will be flexible and responsive to your needs as far as possible.
24 hour care may be provided either as a routine service or as a result of an emergency
situation.
The Company will withdraw its services if the Health and Safety of the Personal
Assistants is in any way compromised.
All Personal Assistants carry identification badges with them at all times for your peace
of mind and security.
In the event of any emergency Flexicare Home Services UK Ltd can be contacted out of
hours when every effort will be made to provide a solution to the problem.
Once a contract has been set up no refunds will be made. Two weeks notice must
be given to cancel a contract. (This includes all emergency situations which will be
assessed individually. In the event of respite care and hospital admissions becoming
necessary, appropriate arrangements will be made)
Commissioning Invoices will be raised every two weeks and are payable within thirty
days. In the event of an unsettled invoice the service will be withdrawn seven days
after the thirty days.
Private client payments where services extra to the contract are required will be
invoiced two weekly.
Where services are rendered outside the normal contract an invoice will be sent on a
bi-weekly basis.
We can assist with your security with key safe management.
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Flexicare Home Services UK Ltd Complaints Procedure
The outcome of the Company Complaints Procedure will be that the person making the complaint
will be satisfied that his/her complaint has been:
• Listened to
• Addressed in a Professional and Satisfactory Way
• Has reached a satisfactory conclusion
You or Your Relative/Advocate can complain by:
• Telephone: 01452 306296
• Email: anna@flexicareuk.co.uk
• In writing to the Head Ofﬁce:
Flexicare Home Services UK Ltd, Unit 1/2, The Steadings Business Centre, Maisemore Court,
Maisemore, Gloucestershire GL2 8EY
We will address your complaint in the following way:
• We will acknowledge your complaint in 24 hours and start to investigate
• We will resolve your complaint within 28 days
• We will document all aspects of your complaint. If you require any documentation we will
ensure these are sent within 28 days
The following Chain of Command will be used for all Complaints:
• In the First Instance please address your complaint to:
The Registered Manager at the Head Ofﬁce:
Mrs Sarah Zielinski, Flexicare Home Services UK Ltd
Unit 1/2, The Steadings Business Centre, Maisemore Court, Maisemore, Gloucestershire GL2 8EY
• If you are not satisfied that your complaint has been addressed to your expectations please
address your complaint to:
The Responsible Individual of the Organisation
Mrs Anna Macey-Michael, Flexicare Home Services UK Ltd
Unit 1/2, The Steadings Business Centre, Maisemore Court, Maisemore, Gloucestershire GL2 8EY
• If you are still not satisfied that your complaint has been handled to your expectations, please
address your complaint in writing to:
The Board of Directors, Flexicare Home Services UK Ltd
Unit 1/2, The Steadings Business Centre, Maisemore Court, Maisemore, Gloucestershire GL2 8EY
You may at any time complain to the:
CQC, ‘Citygate’, Gallowgates, Newcastle-Upon-Tyne NE1 4PA Telephone: 03000 616161
If you are not satisfied your complaint has been acknowledged and resolved sufficiently you can contact:
Local Government OMBUDSMAN. Helpline: 0300 061 0614. Open: 8.30am-5pm Monday to Friday.
Other channels for your compliant may be via:
•
•
•
•
•

Your local Commissioning Group (CCG)
Your GP
Age Concern
Your Key Worker/Social Worker
District Nursing Team
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Social Care Information
Keeping vulnerable adults in Gloucestershire safe from abuse
Who is a vulnerable adult?
A vulnerable adult is someone aged 18 or over who is or may be:
• In need of community care services because of a disability, age or illness and is
• Unable to take care of themselves, or unable to protect themselves against significant harm or exploitation
(No Secrets 2:3)
What is abuse?
Abuse is a violation of an individual’s human and civil rights by any other person or persons. It can consist of
a single act or repeated acts and can take the following forms:
Physical abuse
Emotional abuse
Neglect
Sexual abuse
Financial abuse

Discrimination
Institutional Abuse

Including hitting, slapping, pushing, kicking, misuse of medication and
inappropriate restraint or control
Including verbal abuse, humiliation, bullying or the use of threats.
The repeated denial of help that a vulnerable adult needs which, if withdrawn,
will cause them to suffer.
Direct or indirect sexual activity where the vulnerable adult cannot or does not
give their consent.
Including theft, fraud, exploitation, pressure in connection with wills, property
or inheritance, or financial transactions, or the misuse or misappropriation of
property, possessions or benefits.
Including abuse based on a person’s ethnic origin, religion, language, age,
sexuality, gender or disability.
Including poor care standards, misuse of medication, inappropriate restraint,
lack of privacy or personal dignity, lack of flexibility, control and choice, lack
of appropriate care planning and reviews, restricting access to toilet or bathing
facilities and lack of record keeping.

Who commits abuse?
Vulnerable adults may be abused by a wide range of people including :
• relatives and family members,
• professional staff,
• paid care workers,
• volunteers,
• other service users,
• neighbours,
• friends and associates,
• people who deliberately exploit vulnerable people and strangers.
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Where does abuse happen?
Abuse can happen anywhere, for example:
• In the street
• At home
• At a friend’s house
• Where you work
• At a day centre, residential home or college
• Somewhere you spend your free time
What are the signs of abuse?
Possible signs of abuse could include:
• Injuries - bruises, broken bones and burns
• Lack of personal care
• Bills not being paid
• Sudden loss of assets, friends of family threatening an individual to gain access to money etc
• Not getting to medical appointments
• Change in behaviour or mood
• Unexplained withdrawal from normal activities and friends, family or community
How can I report my suspicions of abuse?
Initially you should tell someone you can trust. This could be:
• A family member
• A friend
• A member of staff
• A social worker or nurse
• An advocate
If you or the individual is in immediate danger, need medical attention or if a crime has been committed call
the emergency services on 999.
If you or an adult you know may be at risk of abuse you should contact Gloucestershire County Council’s
Adult Helpdesk on 01452 426868.
“There can be no secrets and no hiding place when it comes to exposing the abuse of vulnerable adults.”
(DoH: No Secrets)
It is everyone’s responsibility to report abuse of vulnerable people.

15

Flexicare Home Services UK Ltd
Unit 1/2, The Steadings Business Centre
Maisemore Court, Maisemore
Gloucestershire GL2 8EY
Telephone: 01452 306296
Email: enquiries@flexicareuk.co.uk

