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Introduction
Welcome to 1st Homecare.  The aim of 1st Homecare is to provide domiciliary care to the highest standard, enabling clients to remain in their homes for as long as possible with dignity and independence.   We want to protect and promote the privacy, dignity and independence of our clients, providing assistance to them with daily tasks, companionship and care as needed.  The wishes of our clients will always be of the highest priority, and we respect and support their right to personal choice at all times.  

In order for us to provide the best service we can to our clients, it is essential that we all share a common philosophy in the way we approach and perform our individual and collective duties and responsibilities.  Our recruitment process is aimed at finding staff who share the Vision, Mission Statement and Values of 1st Homecare that are set out below.
   
Set out in this handbook are key terms of your employment, and important and useful information regarding your engagement with 1st Homecare.  Please read this handbook carefully alongside your Statement of Terms and Conditions of Employment, together these contain the terms and conditions of employment.  Please raise any questions you may have with your Manager. 

We look forward to you starting work, and hope that you will enjoy a long and fruitful career with 1st Homecare.


John 					Annabella
CEO					Training and Compliance Director
 	
Our Background

1st Homecare Solutions Ltd. was set up in 2009 to provide personalised quality care, with tailor made care packages to suit individual needs and requirements.  John and Annabella took over 1st Homecare Solutions Ltd. in May 2012.  In May 2016, 1st Homecare (Oxford) Ltd (then Civicare) was purchased, followed by the purchase pf 1st Homecare Kings Langley (formerly Ainsworth Care) in June 2019.   Together these are referred to as “1st Homecare”.   


Our Vision, Mission Statement and Values

Our Vision
We want 1st Homecare to be an outstanding care provider within the North Western Home Counties, providing our clients with first class care and achieving the best possible outcomes for them. 
Mission Statement 
1st Homecare’s mission statement is its objectives, which are as follows:
· To assist clients to maintain their independence and quality of life in their own home
· To provide the best possible service with a friendly, caring and compassionate approach
· To provide appropriately trained and skilled staff that fit our clients’ needs
· To provide continuity of care wherever possible 
· To respect the dignity and privacy of our clients
 
Our Values

The values of 1st Homecare are its guiding (core) beliefs and ideals that drive it and define its character and underpin the mission statement and vision.  All our staff will be expected to hold and adhere to the same values.  It is a key part of recruitment to identify and select those interviewees who have shared values and who will therefore uphold and promote 1st Homecare’s values.
The following are 1st Homecare’s values:
1.Compassion
Compassion is at the heart of everything we do for our clients, combining humanity, kindness and care.   

2.Respect and dignity
We value each of our clients as an individual.  We respect their aspirations and commitments and seek to understand and promote their priorities, needs, abilities and limits.  When providing care, we treat our clients with dignity, we aim to support and empower them and to respect their right to make their own decisions. 
3.Openness and honesty
We are open and honest about our service.  We say what we can and cannot do, we will provide our clients with the service that we have undertaken to provide and will not take on a client where we do not have the capability to provide the service needed.  Our fees are transparent: we charge our clients in line with what we have recorded in our contract – there are no hidden fees.  While we work hard to provide the highest quality service, if we get it wrong, we will say, and we will learn from what went wrong and make appropriate changes to our service and to our operations to improve the service we provide.  We believe in a non-hierarchical and “open door” approach, whereby any member of staff can speak to senior management and the directors.   We seek to employ care workers who are able to take responsibility and who are not afraid to own up if they get something wrong, and who are willing to learn and develop from their mistakes and who have the courage to speak out if they see something that they think is wrong.   
4.Collaborative working
We firmly believe in taking into account the views of all those involved in the care of our clients -social workers, family members, doctors, nurses, office staff and carers – and in working with them all.  Each carer is a valued part of our team and we listen to our carers and value their contribution and input, given that they see our clients on a daily basis and are often the first to notice changes in the wellbeing and health of our clients. 
5. Commitment to quality of care
We believe that we can only provide the best possible care if we recruit, train and retain the best staff who share 1st Homecare’s values and who are committed to 1st Homecare’s vision.  We value our staff for their commitment and passion in providing our clients with great care.  We recognise that mistakes do occur, but when they do, we expect an honest reflection from all those involved so that future errors can be prevented.
6 Caring with a smile
Everyone responds to a smile.  We believe that there is always time for a smile, no matter how busy life is.  We know some of our clients spend long hours alone and look forward to our carers’ visits to brighten their day.  We aim to recruit cheerful staff and expect them to try to leave their problems at home and to do their best to bring a smile to all those they see or speak to during the course of the working day. We also believe this applies to office staff using the phones for much of the day because we believe that you can always hear a smile!

The basic principles underlying the service provided by 1st Homecare Solutions 

The basic principles underlying our support to vulnerable people are the following:
 
· Privacy of Clients: The client has a right to privacy with regard to both personal affairs and  belongings
· Confidentiality of Information: The client’s rights to confidentiality must be safeguarded
· Personal Dignity, Independence and Individuality: Irrespective of the severity of a client’s physical difficulties or mental infirmity these should be respected and maintained
· Fulfilment of Aspirations: Clients must have their social, emotional, spiritual, cultural, political and sexual needs accepted and respected
· Consultation: Clients will be consulted about their care arrangements and involved in discussions about any proposed changes to those arrangements and be fully involved in and fully informed about the individual assessment of their care needs. Clients’ consent will always be sought to the Care Plan drawn up for them.  If clients are not able to consent themselves whether through physical or mental incapacity then consent will be sought from their appropriate representative.  
· Personal Choice: Clients must be allowed to exercise, to their full potential, personal choice in opportunities and lifestyle. Where, for reasons of mental incapacity, the person who is being cared for is not able to participate fully in Care Planning, consideration will nevertheless be given to wishes expressed by them
· Review: Clients will have a regular review of their individual circumstances

· Services Information: Clients will be fully informed about the services provided by 1st Homecare

· Complaints and Protection:  The client will have access to a formal complaints procedure and to be represented by a friend or adviser if they so wish


Your Role and Responsibilities 
You, as part of 1st Homecare’s care team, are a key member of our organisation.   The interaction between you and 1st Homecare’s clients is critical to their experience of the services provided by 1st Homecare.  It is through your commitment and expertise that they can continue to live their lives at home with the maximum of dignity and independence.  Your job description is contained in Appendix 1 at the back of this Employee Handbook.    Please read this Handbook and your job description thoroughly and carefully so you understand fully your role and responsibilities as a member of 1st Homecare’s team. 

Remember that you should always work in a way that is in line with 1st Homecare’s Values.  

Employment Checks
 As you will be working with vulnerable people, we need to check your status on the register of persons considered to be unsuitable for employment with vulnerable adults and to carry out a criminal record check on you before you can start work.  You gave us your authorization to do this when you signed the job application form.  Please note that your employment is subject to us getting satisfactory results from these checks. We cannot employ you if we do not get satisfactory results.  

It is a key term of your contract of employment that you will immediately inform your manager if at any stage during your employment with us you get a criminal record for any reason, for example as a result of the administering of a caution or a warning by the police, a criminal conviction of any kind, or you are referred to a register of barred care workers.
 
Your Employment terms
As you have accepted our offer of employment and are joining 1st Homecare we issue you with a Statement of Terms of Employment (Statement of Terms) and this Employee Handbook.  Your Statement of Terms and this Employee Handbook together cover all the terms and conditions of your employment.

Other employment 
You must not enter into any other form of work or activity whilst in 1st Homecare’s employment which could be seen as being in direct competition with 1st Homecare.  We expect that none of our employees will be involved in any activity outside working hours which could result in adverse publicity to the business.  
Personal Details
Please keep us informed of any changes in your personal circumstances e.g. new address, telephone number, next of kin. It is important that we keep such information up to date, so that we can make contact with you whenever we need to.

Probationary Period of Employment
When you join us there will be an initial probationary period of three months, during which your work performance and general suitability will be assessed by us.  If we find these satisfactory, your employment with 1st Homecare will continue when the probationary period ends.  We will give you appropriate training, support and encouragement during this period to help you reach the standards required.   If by the end of the period your work performance is not up to the standard required by 1st Homecare and/or we do not think you are suitable to undertake care work for 1st Homecare, we will end your employment with 1st Homecare.    1st Homecare reserves the right to extend the probationary period for the purposes of making a full and fair assessment of you.

This does not restrict 1st Homecare’s right to terminate an employee’s employment before the end of the probationary period in appropriate cases.   
 
Job Flexibility
It is an essential condition of your employment that you are prepared to adopt a flexible approach to the times and location of your work.  We are dependent on this flexibility to allow us to meet the needs of our clients and adapt to the changing nature and volume of the services we provide, and ultimately to protect the future of the business and its employees.
 
Policies and Procedures
Electronic copies of the Policies and Procedures are available online on 1st Homecare’s website, www.1st-homecare.com.  Click on the staff section, then enter your username and the password that you will have been given on joining.  If you cannot find your login, please contact the Office and ask for your login details.  Additionally, each office has a file with a hard copy of 1st Homecare’s Policies and Procedures and this is available for you to refer to whenever you wish to.  You will have been shown where you can find this, at your induction.

These Policies and Procedures have been drawn up to ensure that the Company complies with the law and provides the best service to its clients, and they cover very important matters relating to the care of 1st Homecare’s clients, including administration of medication, handling of clients’ money and gifts and gratuities, safeguarding vulnerable adults, moving and handling, infection control and health and safety.  It is very important that you get to know these Policies and Procedures as a priority, to ensure that you provide care in accordance with the standards and rules set by 1st Homecare, and that you follow these at all times during your employment.  You will be tested on your knowledge and understanding of them during the course of your employment.  Remember these exist for both your own and the clients’ protection. 

Equal Opportunities
1st Homecare is committed to equal opportunities for all carers and clients.  We have therefore adopted an Equality and Diversity, Bullying and Harassment Policy to ensure that no-one is unlawfully discriminated against.  We are committed to applying this policy throughout all areas of our business.  Any breach of the policy will lead to disciplinary action, and in the event of a finding by 1st Homecare that there has been a breach of the policy the sanctions may include dismissal.
 
Non-Harassment Policy
Harassment in the workplace, in any form, is unacceptable and will not be tolerated by 1st Homecare. We are committed to ensuring that we are able to provide a working environment that is free from harassment and have adopted an Equality and Diversity, Bullying and Harassment Policy.  Any breach of the policy will lead to disciplinary action, and in the event of a finding by 1st Homecare that there has been a breach of the policy the sanctions may include dismissal.
 
Induction Training
You will be put through an induction procedure on joining 1st Homecare, where you will learn about 1st Homecare, its practices, policies and procedures.  You will be enrolled on a training course where necessary, to ensure that you are appropriately qualified.  You will also undertake work shadowing for an initial period on joining.

On joining you will be asked to sign a Training Costs Repayment agreement.  Please refer to the Staff Training and Development Policy for further information regarding training.

Training – Ongoing
It is very important that you undertake training during your employment, to be able to provide the best care possible to clients, and for your own development as a carer.  You will be required to update your skills and knowledge at regular intervals, for example, in relation to moving and handling and safeguarding, and will be trained in any job specific skills required in your role.  Should management identify any gaps or deficiencies in your knowledge or skills, you will be asked to undertake training in the relevant areas.  

You will be supported and encouraged in your job and will be offered opportunities to develop your career by attending training and working for higher care qualifications in your own time.  Training may be provided by external trainers or delivered by management, and may be provided at 1st Homecare’s offices, including in the course of staff meetings, or externally.  Certain training events are compulsory, other training may be on a voluntary basis.  1st Homecare’s Staff Training and Development Policy provides further information on the requirements and opportunities for training within 1st Homecare, or else you can talk to the Training Director, Annabella Rennison, or your Branch Manager to discuss training matters.
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If you fail to turn up for training without good reason, 1st Homecare reserves the right to recover  reasonable training costs it has incurred by charging you £30 for a half day or £60 for a full day’s in-house training (meaning training delivered at 1st Homecare’s premises by external trainers), or the full cost of the course in the case of external courses.  Such sums may be deducted from your wages in accordance with the paragraph below in this Handbook, “Deductions from Wages”, and/or your Statement of Terms, and also pursuant to the “Undertaking to Repay Training Costs” (if you were asked to sign this Undertaking).  Failure to attend training may also mean that we may no longer consider it safe for you to perform certain duties so your allocated hours may be reduced as a result until the necessary training has been completed.

Work Performance, Supervisions and Appraisal and Spot Checks 
Your performance at work will be regularly reviewed through supervisions, appraisals and spot checks.  In the event 1st Homecare identifies any areas for improvement this will be discussed with you and you will be offered the relevant training, support and encouragement to reach the standard expected by 1st Homecare.  If 1st Homecare identifies performance problems that amount to negligence or carelessness, then this may be referred to the disciplinary process.  Always be aware of your own skills and capabilities: do not carry out any tasks you do not feel confident or competent to complete and contact the Office to let them know.  Always contact the Branch Manager or On call manager if you are in any doubt what to do at any visit.
Please refer to the Appraisal and Supervision Policy for further information on performance reviews.  
Wages
Your Statement of Terms sets out your rate of pay and the frequency and method of payment.  For carers, the rate of pay is on an hourly basis.  Your wages will be paid by Bank transfer into your bank account on the last Monday of each month in the case of Leighton Buzzard, and on the last Thursday of the month in the case of Oxford.  You will be given a payslip showing how your gross pay has been calculated, and the deductions that have been made.  If you find any problems with your pay e.g.  underpayment, overpayments, incorrect deductions, you should raise the problem with the Finance Manager.  Please note that in the event of an overpayment, the excess payment will normally be deducted in full from your next payment. You will be given advance warning of any such deduction.  Any individual hardship will be taken into account and 1st Homecare may as a result be willing to allow repayment over a longer period.

Holiday Entitlement
The holiday year runs from April to March.  Holiday entitlement is set out in your Statement of Terms.  The rate of pay quoted in your Statement of Terms is exclusive of holiday pay.  Holiday pay is accrued by 1st Homecare at the rate of 12% of your pay and will be paid to you as and when you request such pay in respect of holiday you wish to take.  1st Homecare will pay up to the total amount accrued in the next available payroll run (provided the request is made by the cut-off date for payroll of 1 week before pay day) and this amount will be subject to tax.  

Holiday requests must be made in writing using the forms provided and are subject to the approval of your manager. All requests must be made as early as possible but always more than four weeks prior to the 1st day of holiday requested.  No more than two weeks holiday may be taken at any one time.

With regard to holidays over weekends, weekends will be part of entire weeks booked off as holiday.  You are not permitted to book off any more than two additional weekends out of your scheduled weekends to work per year as holiday.  This is because we always find it difficult to staff the weekends so we have to limit the numbers of weekends taken off per year.

Travel Expenses
We will reimburse you for authorised and legitimate travel expenditure reasonably incurred by you during the proper performance of your duties. 

Availability for Work
Availability must be notified to the Co-ordinator using the availability forms and any changes to your general availability must be agreed 4 weeks in advance.

Doctor and other appointments should therefore be made outside your hours of availability as we may require you to work additional calls to those initially given to you (for example due to taking  on a new client at short notice or because another carer has gone off sick) 

Legally you may not work more than 48 hours a week on average over a prescribed period unless you have chosen to opt out of this limit.  You may sign an opt out agreement to record your decision to opt out of the limit and may withdraw this opt out at any time by giving 1st Homecare notice as stated in the opt out agreement.  

Work Attendance and Timekeeping 
In order to be able to provide a good service to its clients, 1st Homecare relies on you to attend work at the times that you have agreed you will do so.  Your rota will be prepared on this basis.  If for any reason you wish to change the rota issued to you, then you must notify the Office by the date and time specified by the Co-ordinator when issuing your rota.  We all work together as a team and when you fail to attend a client you let the client down, who is a vulnerable adult, and you also let down 1st Homecare and your colleagues. We view non-attendance/missed calls extremely seriously and will immediately investigate any case where a carer fails to visit a client.  Depending on the outcome of the investigation we may start disciplinary action which may result in dismissal.  

If a critical reason arises that prevents you being able to make a visit you have undertaken to do, then you must telephone the Office as a matter of urgency.  You must tell us the reason why you are unable to work and if you can, how long you are likely to be unable to work.  

Good time keeping is also of the utmost importance in the lives of the people to whom we provide support.  You must make every effort to arrive at the client’s premises on time.  Please call the Office urgently if you are running late in attending work.  Repeated late attendance will be investigated and may result in disciplinary action being taken.

Communication 
The main form of communication with the Office will be via mobile phone – both texts and voice messages. It is therefore important for you to have a charged phone with you at all times that you are working and that you respond to any requests to call the Office as soon as possible.  If you are on a care visit to a client when the Office contacts you, please call the Office back as soon as possible after the visit.

Record of Attendance and Timesheets 
We operate a signing in system whereby you evidence your attendance to the client and any other authority.  You must sign in and sign out on the daily record sheet kept in the client Care Book at every client visit, recording the times of your visit.  Additionally, we use a call logging system called CM2000 which evidences arrival and departure time of each visit. Persistent failure to log in and log out may result in a disciplinary action.

Your copy of your weekly rota contains highly confidential client information and must be kept safely and not lost or left with any other person.  Any member of staff who mislays rotas or lets any other person have access to them, will be dealt with under the disciplinary procedure.    

Sickness Absence and Pay
1st Homecare operates Statutory Sick Pay (“SSP”) in accordance with the statutory provisions. You must telephone the Office as soon as you know that you are unable to attend work and let management know, giving details of the nature of your illness and the day on which you expect to return to work. You must inform 1st Homecare immediately of any change in the date of your anticipated return to work.

Sickness absences of up to and including seven consecutive days must be fully supported by a self-certificate and thereafter by one or more doctor’s certificates (fit notes) provided to management at intervals of no more than seven days during the period of sickness absence.

We use a system called the ‘Bradford’ system which measures not just the numbers of days taken off as sick but also the pattern of sickness. Staff members whose pattern of sickness is unusually high may be subject to performance review and disciplinary proceedings. 

Compassionate Leave
Compassionate leave may be requested when a close member of your family is seriously ill or has died. You must telephone the Office to request such absence and you must keep the Office informed of your likely return date.

Deductions from wages
You agree that during or on termination of your employment  however termination arises, 1st Homecare may deduct from your wages (including, in relation to termination of your employment, deductions from your final salary payment and/or from any outstanding payments due to you), sums in respect of any amounts owed by you to 1st Homecare.  For the sake of clarity, this can include (but is not limited to) sums in respect of any of the following: the repayment of training costs; repayment of any loan made to you; any over-payment made to you; any Company property not returned to 1st Homecare including your name badge, id. badge and uniform(s).

Tax Year Details 
The tax year changes over in the first week of April each year, and following the end of the tax year, we will issue Form P60 which indicates the total pay you have received over the previous tax year and the relevant deductions that have been made for National Insurance and Income Tax.  Please note we are unable to provide duplicate copies of Form P60 so please ensure that you retain this document in a safe place.
 
Pension 
Please refer to your Statement of Terms for details regarding pensions. 

 
Identification Badges and “My Name Is” badge
Your ID badge must be carried with you at all times when you are at work.  You must ensure that you keep your identification badge safe and do not misplace it.  You must report lost or stolen identification badges immediately to management.  You should return your badge when you leave 1st Homecare, together with your “My Name Is…” badge.  An amount will be withheld from your wages as per the paragraph “Deductions from Wages” when you leave if you have not returned these badges by then, and this amount will be refunded once you have returned them.  
 
Personal Hygiene, Uniforms, Personal Appearance & Appropriate Dress
You should ensure that you are clean and tidy when you turn up for work.  You work near to clients and it is vital you maintain good personal hygiene and that your uniform is clean and smart.  You should avoid wearing strong perfumes or deodorants as these can affect some clients adversely.  You are required to wear 1st Homecare’s uniform when working.   Please see Appendix 2 for the 1st Homecare dress code policy.  Your uniform must be returned when you leave employment.  The cost of any unreturned uniforms will be deducted from your final termination payment.  You are responsible for ensuring that your uniform is kept clean and in good repair.

 Smoking
Smoking is strictly not permitted at 1st Homecare’s offices or within clients’ homes or in close proximity to clients’ homes.  It is also not allowed whilst a client is in your car.  If you are a smoker, it is important to follow good hygiene rules and to wash your uniform frequently.  Keeping mints and mild deodorant sprays in the car to freshen up after smoking before visiting your next client is a good idea.

Using your Own Car
If a client asks you to take them somewhere in your own vehicle, you should refuse unless the Care Plan provides for this service to be provided.  You are responsible for taking out your own suitable vehicle insurance cover – this must be fully comprehensive with class 1 business insurance (not just third party).
 
Mobile Telephones and Driving
You must comply with the following:
 
· Never make or receive calls when driving unless using hands free equipment; 
· Never send or read text messages while driving;
· Check for messages, send texts and deal with any calls (if you do not have hands free equipment) when you are safely parked and the engine is switched off; 
· The only exemption to the above procedure is calls to 999 in genuine emergencies where it is unsafe or impractical to stop. 

Personal Telephone Calls or texts
While you are working, personal telephone calls are only allowed in the case of emergency.  Mobile phones should be switched off during client visits or put onto “silent” mode.  No personal telephone calls or text messages may be made or taken when visiting a client.  You are not permitted to use the client’s telephone except on behalf of the client.    

Buying or Selling of Goods
You are not allowed to buy or sell goods for your own profit while you are working.  It is strictly forbidden to make any offer to buy anything from a client or sell anything to a client or try to persuade a client to buy or sell any item.  
 
Handling Client’s Money
If during the course of your work, you are required to handle a Client’s money, you must follow the laid down procedures in the client’s Care Plan and in 1st Homecare’s “Handling of Clients’ Money, Gifts and Gratuities Policy”.  You must never act as a signatory to a client’s will or similar legal document, or be a beneficiary of a client’s will and you must not accept gifts of any kind except with the express authority of the Branch Manager and in accordance with 1st Homecare policy.  You must never ask a client to lend you money.

Information About Clients
Information about each client’s care needs is detailed in his or her Care Plan. If you are attending a client for the first time, you can make yourself familiar with the client’s needs through reading the Care Plan  - you can read the Care Plan in the Office – or by speaking to the Office (to your Manager, Assistant Manager, senior carer or Supervisor, co-ordinator or administrator).  If you have any doubts or questions, please contact the Manager, or the On Call manager outside Office hours.  On each occasion on which you attend a client you should record on the daily record sheets brief details of duties carried out and general information regarding the client’s situation.   Please also use this daily record sheet as a means of communicating information to the next carer on duty with the client.

Complaints and compliments
If a client or his or her family or representative makes a complaint to you, you should respectfully draw their attention to 1st Homecare’s Compliments and Complaints Procedure, a copy of which will be in the client’s Care Book.  In the first instance, you should immediately notify the Manager that a complaint has been made.   

We always like to celebrate good care and compliments made regarding you will be passed on to you.
 
Protective Clothing or Equipment
 Where protective clothing or equipment is issued to you, this is done for your protection as well as the protection of others – please refer to 1st Homecare’s Infection Control Policy.  Protective clothing should therefore be worn or used at the appropriate times. Remember that you have a personal responsibility for your own health and safety and that of others and you should ensure that you exercise this responsibility carefully, both through your actions and in the maintenance and care of such clothing or equipment.
 
Infectious/Contagious Illness
You must follow 1st Homecare’s Infection Control Policy.  If you are suffering from such a condition that persists, then you must not report for work without your doctor’s clearance.  If in any doubt please notify us and consult your doctor.
 
Personal Property
Please avoid taking valuable personal items to work and do not leave anything valuable either unattended or overnight. We cannot accept liability for the loss of or damage to such personal property brought onto either our premises, or clients’ premises. 
 
Personal Safety Whilst Travelling in the Community
For your own safety, you must comply with the Personal Safety at Work Policy.  Please make sure you familiarise yourself with the safe working practices set out in this Policy.  

Confidentiality
The information held by 1st Homecare regarding its clients is highly confidential and must not be disclosed to anyone outside 1st Homecare.  The rota given to you each week must be kept securely and not lost (if in paper form) or left open for others to view (if on your phone), as it contains confidential information regarding clients.  You must not disclose any Key Safe codes known to you to any person who does not work for 1st Homecare and must not take any person with you in your car to visit clients unless the person is also an employee of 1st Homecare.

You must not remove any documents or other items which belong to 1st Homecare or which contain any confidential information, from 1st Homecare’s premises at any time without proper advance written authorisation.

You must not discuss any matter relating to other clients, with a client, and should not discuss personal matters relating either to yourself or other carers, or any matters regarding 1st Homecare’s business or staff arrangements, with any client.  These are matters which are confidential.  You should never take any person to the client’s house, and never allow anyone to gain access to the client’s home, who is not authorized by 1st Homecare to do so.

Professional boundaries
You may form a close working relationship with your clients and we encourage this relationship but you should always remember that you are there to care for the client and that you are not there in the capacity of a friend, and you should always behave in a professional way.   You should focus only on the client’s needs and wishes.  Do not at any time discuss 1st Homecare or other carers, or your personal situation, with a client.  You should normally never visit the client other than in your capacity as a carer.  Remember that you are there as an ambassador for 1st Homecare, and that how you behave will have a major impact on how the client and other members of the public view 1st Homecare.  Inappropriate behaviour will be investigated and may lead to disciplinary action.  
 
Non-solicitation of Clients  
It is a condition of your employment that if on leaving 1st Homecare you join another care agency that competes with the business of 1st Homecare within the area of 10 miles surrounding Leighton Buzzard and Aylesbury (for employees of 1st Homecare Solutions Ltd) or of Oxford (in the case of employees of 1st Homecare (Oxford) Ltd) you may not, for a period of 12 months after the termination of your employment, approach anyone who is a client or employee of 1st Homecare at the date you leave 1st Homecare, with a view to soliciting the client’s business, or the employee to leave, for the new company you are working for.  

Health and Safety
The Health and Safety Policy and Procedure is displayed on the notice board in 1st Homecare’s office, is available in the Policies and Procedures file in the office and is also available online in the staff section of 1st Homecare website.  Please ensure you familiarize yourself with this as it contains extremely important information.

Personal Data 
1st Homecare holds and uses certain personal information (personal data) regarding you that it collects during the recruitment process and your employment.  Please refer to Appendix 3 of this Employee Handbook for information about the personal data it collects and holds, and how 1st Homecare uses it.
 
Leaving employment
Your Statement of Terms sets out the notice period you must give and are entitled to receive.  If you wish to terminate your employment then you are required to do so in writing. Such letters should be submitted to your Manager or in his or her absence, to the CEO, John Rennison, and must comply with the notice period required as set down in your Statement of Term.  If your employment is terminated by the Company this will be confirmed to you in writing.  If your employment is terminated summarily by the Company following disciplinary proceedings then you will not be entitled to any notice period.
 
You must work cooperatively during your notice period, as needed by 1st Homecare, unless you are requested to cease work before your notice expires. Due to the nature of your position 1st Homecare may, at its absolute discretion, require you not to carry out any visits after notice of termination of your employment has been given whether by you or by 1st Homecare.    

1st Homecare may report your conduct to the CQC, and the current barred workers register, if your conduct while employed by 1st Homecare is such as to suggest that you should not be employed in a position with access to vulnerable people.
Recouping training costs on termination of your employment
During your employment, 1st Homecare will have paid for internal and external training courses for you.  On joining 1st Homecare, you will have agreed to refund or reimburse training costs (through your Statement of Terms and/or by signing an Undertaking to Repay Training Costs) in respect of training provided to you within the 6-month period immediately prior to the date on which your employment terminates, however termination arises. “ Training costs” can include the full cost of courses provided by external training companies and the costs of providing internal training (training held at 1st Homecare premises but provided by an external trainer), chargeable at £60 per day and £30 for a half day’s training.  The amount you shall be required to reimburse 1st Homecare in respect of Training Costs shall be 100% of the total Training Costs incurred.  This is a genuine attempt by 1st Homecare to assess and cover its loss arising on termination of your employment and is not intended to be a penalty for leaving employment.  1st Homecare can deduct the amount from your wages in accordance with the provisions of this Handbook (“Deductions from Wages” above in this Handbook) and/or your Statement of Terms.

Return of 1st Homecare’s Equipment / Property
If either you or 1st Homecare terminate your employment, you must return your uniform, any mobile telephone given to you and any other property belonging to 1st Homecare including your copy of the Staff Handbook, prior to leaving employment.  You must return to 1st Homecare upon request and, in any event, upon the termination of your employment, all documents and tangible items in your possession that belong to 1st Homecare and which contain or refer to any confidential information.  You must also return your copy of the Employee Handbook.
 
If, on leaving 1st Homecare, for whatever reason, you fail to return any Company equipment/property held by you during your employment, before your employment terminated, an amount equal to the cost of the property/equipment will be deducted from any final monies due to you.
 
Disciplinary Proceedings 
Please refer to the Discipline and Grievance Procedure for details of 1st Homecare’s procedures on disciplinary matters. 

Raising a Grievance
Please refer to the Discipline and Grievance Procedure.

Whistleblowing
We always want our staff to report anything that they believe amounts to bad practice or that could be a Safeguarding issue.  If you report a matter but are not satisfied with the actions taken by 1st Homecare or if you feel unable to report a matter for any reason, please refer to 1st Homecare’s Whistleblowing Policy.
 
Alterations and Modifications to the Employee Handbook
 1st Homecare reserves the right to make reasonable alterations to this Handbook and any other terms and conditions of service. Minor changes of detail, such as to procedures, may be made with a general notice being provided to you. Significant alterations will only be implemented following full consultation with all affected employees.  



APPENDIX 1 TO EMPLOYEE HANDBOOK – JOB DESCRIPTION FOR CARE WORKER
Key principles of the role
As part of the care team, you are a key member of our organisation and an ambassador for 1st Homecare with a commitment to promoting 1st Homecare’s Vision, Mission Statement and above all its Values.
Always acting in a polite and professional manner.  Maintaining the correct relationship with clients, other carers, Office staff, managers and other people involved in the care of clients.  
Providing practical and emotional support and encouragement, companionship and physical care to clients in their daily life, enabling them to remain in their own homes for as long as possible with the maximum of dignity, independence, and quality of life.  
Carrying personal care out with the utmost consideration for the client’s dignity and privacy.
Respecting each client’s home and belongings, remembering you are a guest in the client’s house.
Having the ability to work alone and independently but also be a team player who promotes partnership working by building positive working relationships with the Office team, the other 1st Homecare carers, and with all organisations and agencies involved in the support and care of clients
Having the ability to provide safe and compassionate care that is focused on the individual needs, wishes, beliefs and values of clients and the outcomes they want from the care provided by 1st Homecare.  
Promoting and safeguarding clients’ well-being and interests.  This includes reporting any concerns that someone may be acting in a way that may harm a client.  Remembering “safeguarding is everybody’s business”
Supporting clients to make decisions and respecting their right as an individual to make choices, including as to how they live their lives.  
Remembering the person behind the client you are caring for: respecting the value of each person you care for, remembering that they have led a full life, respecting what he or she has to say, how he or she likes to be addressed, and recognising their skills and achievements as unique
Promoting equality and diversity and taking account of the customs, values, and spiritual beliefs of clients
Having the ability to listen and communicate clearly
Keeping information regarding clients confidential in line with 1st Homecare’s policies and procedures.  This includes your rota, and Key Safe numbers.
Being open and honest, being willing to take responsibility for your actions and being willing to learn and develop including through mistakes you make.
Duties 
· Following the Care Plan, which may include provision of support in any of the following ways:
· Personal care including showering and bathing, dressing and grooming, toileting and continence care, dental hygiene
· Prompting, assisting or administering medication, application of creams, eye drops or ointments, and other medication support, also providing specialist support where training is given
· Helping the client to decide what to eat and drink, giving encouragement and help to eat and drink well, preparing and serving food and drinks
· Going shopping for the client
· Clearing up and keeping the client’s kitchen clean and tidy
· Carrying out housework
· Promoting food safety and hygiene
· Carrying out manual handling moving and lifting in a safe manner in line with training received and with the 1st Homecare policies and procedures, and in a manner that respects the privacy and dignity of clients
· Providing support with social and physical activities and mental stimulation during companionship visits, according to the client’s interests and wishes e.g. going out shopping, to see friends, go to church, promoting hobbies and recreations such as reading, looking at photo albums etc
· Supporting clients through illness, whether chronic, temporary or terminal including providing end of life care
· Supporting clients with retaining or regaining physical independence
· Record keeping in line with required standards 
· Reporting all incidents, accidents, errors and near misses as well as any changes in the health and wellbeing of the client, any suspicions of abuse and any poor working practices observed in other carers
· Providing input into client Care Plans at review times
· Complying with 1st Homecare’s agreed ways of working including your statement of terms, your Employee Handbook and 1st Homecare’s policies and procedures, and with all managerial instructions and guidance given to you
· Maintaining good personal hygiene and a professional appearance in line with 1st Homecare’s policies
· Taking part in staff meetings, surveys or otherwise providing feedback to contribute constructively to the maintenance and continuous improvement of the quality of service provided by 1st Homecare
· Attending all training activities organised by 1st Homecare and showing a commitment to ongoing professional learning and development
This is not an exhaustive list and may be added to or amended by 1st Homecare at any time. 


APPENDIX 2 – DRESS CODE FOR CARE WORKERS

	[bookmark: _Hlk531172950]
BLACK TUNIC

	
· As supplied by 1st Homecare
· In summer, black polo shirt which can be bought from 1st Homecare

	
BLACK TROUSERS
	
· Trousers – not jeans, jogging bottoms or leggings.


	
BLACK SHOES
	
· Flat Shoes/Trainers or flat black boots worn under trousers


	
HAIR
	
· Must be tidy at all times. 
· Shoulder length or longer should always be tied up
· Hair bands should be plain, smart and in keeping with the uniform
· No hairbands or bows to be worn that could possibly get caught up


	
JEWELLERY / WATCHES
	
· Wedding band and Stud earrings only.
· No other bracelets, watches, necklaces, rings or other visible body jewellery.
· No dangling jewellery allowed, for the safety of clients and carers


	NAILS
	· Should be short and clean
· No nail varnish, no acrylic nails
· No false nails
· No nail accessories


	
MAKE UP
	
· Kept to a minimum.
· No false eyelashes.


	
· TAKE ALL OUTDOOR CLOTHING OFF BEFORE STARTING CALLS 
– HATS, COATS, GLOVES AND CARDIGANS.
· DO NOT REMOVE SHOES, WEAR OVERSHOES IF PROVIDED, WIPE FEET BEFORE ENTERING
· I.D. CARDS TO BE CARRIED AT ALL TIMES, “MY NAME IS…” BADGE TO BE WORN




Please Note: Regular spot checks will be carried out to ensure that this is being adhered to.




APPENDIX 3 - SHORT FORM GDPR DATA PRIVACY NOTICE TO APPLICANTS AND EMPLOYEES 

On 25th May 2018, the General Data Protection Regulations (GDPR) came into force.  These concern the protection and processing of people’s personal data (information). 
We hold and use certain personal information about our applicants and employees.  This is necessary in order to be able to comply with our legal, regulatory and contractual obligations, including our obligations to you as our employee, and to provide our clients with care and support services.  
The personal information we collect and hold and how we use it
The personal information that we collect, hold and use regarding applicants for employment with 1st Homecare includes personal information such as name, address, telephone number, date of birth and contact details, driving licence details, education and training history, employment history and eligibility to work in the UK, ID documents, bank details, referees, information on criminal records, and any medical conditions disclosed.  
We will continue to hold this information during your employment and will also collect, hold and process additional types of personal information during the course of your employment with 1st Homecare.  This will include sickness records and benefits, holiday records, payroll related information, training and qualifications, disciplinary and performance records, appraisals and supervisions and spot checks, incidents and accidents, terms and conditions of employment, criminal convictions arising during the course of employment, and compliments and complaints.   
We use this information for the purposes of your employment, including to carry out pre-employment checks, to ensure you are trained to do your job, to carry out administrative tasks and generally, to fulfil our legal regulatory and contractual obligations.
Sharing of personal information 
We share data with third parties where it is necessary for the purposes of carrying out pre-employment checks, to provide care and support services, and to fulfill legal, regulatory and contractual requirements.  
We have policies on keeping our employees’ personal information secure, and check that the third parties we share personal information with also have systems and processes in place to keep the information secure.
We do not and will not share your personal information with any third party for any other reason.  We do not and will not sell or trade any personal information regarding you.


The lawful basis for collecting, holding and using personal information
We collect, hold and use personal information for the purposes of your employment, to provide our clients with care and support services and to comply with legal and regulatory requirements.  We do not generally require specific consent to collect, hold and use personal information but if this were necessary we would ask you separately for your consent.  
Your Rights
You have rights in relation to your personal information, such as the right to access your personal information that we hold.  For further information on your rights, including the circumstances in which they apply, see the Guidance from the UK Information Commissioner’s Office (ICO) on individuals’ rights under the General Data Protection Regulation.  
How long your personal information will be kept
We will normally hold personal information regarding applicants and employees for as long as we need in order to comply with our legal and regulatory requirements.
Raising a complaint or concern
In the first instance, you can raise a concern using our grievance procedures.
You also have the right to lodge a complaint with a supervisory authority.  The supervisory authority in the UK is the Information Commissioner who may be contacted at https://ico.org.uk/concerns/ or telephone: 0303 123 1113.
Changes to our data privacy notice
We may change our data privacy notice from time to time, when we do we will inform you via email or letter, depending how we normally correspond with you.
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