QUALITY ASSURANCE POLICY

1.  Assessment  
At Bells Home Care Ltd we believe quality standards not only lie with care staff, but essentially from the initial assessment and design of personalised care plans. The agency believes that having the highest quality care is the absolute right of all of our service users. The continuing aim of the organisation is to provide a professional and efficient service to meet all of the requirements of its service users and the long term goal is to obtain the highest possible level of satisfaction from service users and relatives.

All service users of this agency should:

· expect the highest quality care possible

· be given a say in the running of the organisation through routine evaluations of each care episode and a larger survey of service user opinion carried out on an annual basis. Comments and feedback are also sought from service users' relatives, carers, friends, advocates and other stakeholders

· be free to complain about any aspect of the running of the services provided and to have their complaints welcomed and acted upon promptly. To this end the agency operates a robust complaints procedure. (See the agency's Complaints Policy and Procedures for details on how this works.)


 Following an initial enquiry, one of our qualified Care Co-ordinator will assess the service users individual home care needs. Our Care co-ordinator will assess what level of assistance the service user requires, such as help with washing/dressing/feeding/prompting medication and mobility etc. They will also carry out a Health & Safety Risk Assessment to ascertain that the service user and our care staff have a safe environment to work in, any transferring equipment such as hoists, bathroom aids, mobility aids etc. are in place. During the assessment service users and their family members will have the opportunity to ask any questions and address any concerns that they have about our care staff and our service. 
The Fundamental Standards:  Good Governance. Regulation 17 of The Health and Social Care Act 2008 (Regulated Activities) Regulations 2014, which relates to the protection of service users and others who may be at risk, against the risks of inappropriate or unsafe care and treatment, by means of the effective operation of systems. 
2.  Person Centred Care Plan
Bells Home Care Ltd care staff are crucial in helping people to be cared for at home, making it possible for service users and their unpaid carers to take part in decision-making and restoring their faith in their own resources and their sense of control over their lives. 
The service begins with a comprehensive risk assessment, carried out by qualified supervisors, which leads to an in-depth person centred care plan to identify the needs and preferences of the people we support. Service users are fully involved from the beginning in decisions about their care and we welcome input from their family members and/or medical professionals, should they wish so, so that we can build a plan of care tailored to service user requirements. Conducting a detailed assessment and getting to know the service users and their particular needs, will ensure that we deliver a home care service which is exactly what the service users are looking for. Once the has a complete assessment of the needs, likes and dislikes, they complete the Person Centred Care Plan. The Care Plans are constantly being reviewed and updated, so as service user needs change or grow, our service grows with them.
 The supervisor /care coordinator will monitor the service to ensure that we are achieving all the requirements agreed in the care plan and they will visit every three months as part of the level of quality we are expected to achieve by the Care Quality Commission and our own company standards.
3. VISION AND VALUES 
Our Vision- People with individual needs living the lives they choose 
Our Values -These are the values that guide our decisions and actions and which underpin the principles to which we are committed:
 • Respect and support the rights of people to be involved in decisions that affect their lives. 
• Welcome diversity and ensure fairness across all aspects of our work 
• Value the people who use our services and their contribution to communities 
• Recognise the important contribution our staff and partners make in the delivery of our services 
• Be honest, open and accountable in all that we do 
• Ensure our high standards are maintained whilst providing cost-effective value for money services 
• Ensure we are economically viable, environmentally sound and socially responsible 
• Aim for excellence and encourage a culture of innovation, expertise and continuous improvement
4.Procedures
Every member of staff of the agency from the top to the bottom is expected to demonstrate a total commitment to quality and quality improvement in every aspect.
In particular:
· the management team have the responsibility for establishing, maintaining and implementing a quality management system for the agency. This system helps to set standards and to make changes to achieve the standards and the process is reviewed regularly
· every employee is responsible for the quality of their work and is trained to perform their duties to our specified quality standards

· the organisation has an annual development plan for quality improvement drawn up as part of its business plan and which is based upon feedback from service users, staff and relatives. 

· the agency is consistently listening to its service users and stakeholders and conducts annual user satisfaction and feedback surveys using a standardised questionnaire and follow up interviews with a random sample of its service users, representatives and stakeholders. The findings are analysed and incorporated into its development plan

· the agency's managers monitor closely the quality of its staff's work by regular supervision, which includes direct observation of people's care practice and occasional unannounced visits to service users' homes when staff are expected to be there

·  the agency has a timetable for regularly self assessing its activities against each of the domiciliary care standards, information from which informs its improvement and annual development plans.

5.Finding the Right Carer(s) for the service users 
When considering a care staff for you we will take into account your personality believes and religion, interests and hobbies.  As we aim for our service users to have a positive experience of our home care service, we will always endeavour to make that perfect match for the service user. Although at work, we always remind our care staff that we are in other people's homes and we expect them to respect the service users, their home, their family/friends and visitors.  Accordingly we expect our carer workers to be treated with the same respect.There to enough staff to make sure that the service user receive a reliable service that is not rushed. Staff have the right mix of skills to make sure you are kept safe. 
6.Client Diary Notes
As part of our quality monitoring system a Client Diary Notes is maintained in each home and our care staff document all the tasks and activities that they have completed, plus any information relevant for the next carer call as this ensures good communication practices and good continuity of care.  At the front of the Client Diary are the detailed tasks that the care staff must complete at each visit. The Client Diary notes are confidential and collected every month on the same date so our care staff will be mindful and respect service users privacy, by ensuring that the diary is out of view of others that may visit your home.
7.  Continuity of Care
Attaining and maintaining our excellent standards of care is paramount to our quality monitoring of our service to clients. Any client concerns from a care staff are immediately brought to the attention of the Management, which then escalates the matter to the appropriate person i.e. family, public health nurse, physiotherapist or occupational therapist etc.  Any changes to the client care plan, change of carer request, complaints etc. are all noted in the clients confidential file. 
8.Carer Reviews and Spot Checks
Bells Home Care Ltd will have Care co-ordinator for each area. The Care co-ordinator makes on-the-spot visits to the clients' homes to supervise our care workers at work, and ensure that our clients are receiving the best of care.  They will also review all the duties being carried out with the client and ensure that the clients individual home care plan is being carried out as agreed. Our policies and procedures set out how we are to meet the standards, and the training, development and supervision of our staff ensures that they have the right knowledge, experience, skills, attitudes and behaviours. We audit, monitor and review our services through internal and external assessment, and all improvements are fed back into the system to ensure that we are continuously improving our services. We also regularly monitor new legislation and best practice and ensure our policies and procedures are updated.
The management team are committed to the idea that in order to provide a quality service, the organisation requires high quality staff who are suitably trained, supervised and supported. In particular we are committed to ensuring that:

· each member of staff has a personal development plan in which their training needs are identified and a plan made as to how such needs will be met
 Business Objectives are cascaded down through the organisation at Performance Appraisal and monitored during Supervision.
9.  Client Reviews
Each Client Care co-ordinator will review your care plan on a regular basis to ensure our quality standards are being met to the service user satisfaction. This review allows the client or their family to discuss the care on a regular basis, it is an opportunity for the service user to be completely honest regarding their care plan, the care you are receiving from our Carers and your overall satisfaction with our service.  The client review is always confidential. Our Care co-ordinator and Management team always welcome and actively seek feedback from our clients, as we are constantly looking at ways to improve our service. 
10.  Client Booklet
Each client will be issued with a Bells Home Care Client Booklet.  This guide will all the information that the service user require on our services provided, health and safety, staff recruitment and training, staff policies and procedures, money management, key holding, supplies and equipment, feedback, and complaints procedures.  The Client Booklet will also have the contact information for Management on the front.
11. Complaints, Compliments, Comments (CCC) 
These provide a useful source of feedback on the performance of the services and opportunities for improvement. The Care co-ordinator acts as Complaints Officer and ensures all CCC received are dealt with in a timely manner by the Manager. 

