Service User Guide

A Quick Reference Guide to Our Services
The Spinney Residential Home
21 Armley Grange drive
Upper Armley
Leeds, LS12 3QH
Tel: 0113-2792571
Mr R & Mrs P Duffy—Proprietors

On Behalf of the Proprietors, Management and staff we
would like to extend a warm welcome to you.
The management and staff at The Spinney Residential
Home are committed to providing the very best quality
care for our residents.
We hope you find the information contained in this residents guide booklet informative and useful. It contains
brief answers to many questions often asked by our residents.
Of course if you require any more information then please
do not hesitate to approach a member of our staff who will
be more than happy to give you more detailed information.. Your continued comfort, care and well-being are
of the uppermost importance to us.
We will never forget that you are an individual and this will
always be uppermost in our minds when planning your
care with you.
Throughout your stay with us, we will endeavor to ascertain your preferences and choices in all aspects of your
care.
Our wish is to enable you to attain and remain as independent as possible.
We are here to help you maintain a quality lifestyle—
nothing is too much trouble.
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About The Spinney Residential Home
The Spinney Residential Home is a purpose built residential home for older people dedicated to
providing a high standard of care to the elderly since 1986.
The Spinney Residential Home is a large detached house situated in a quiet residential area of
upper Armley approximately 2 miles to the west of Leeds City Centre. There are two main bus
routes with the bus stops at the end of the road, no more than a 5 minute walk.
The local shopping centres of Armley and Bramley are within one mile of the home, Bramley is
also on the main line train service into Leeds.
The Spinney Residential Home can accommodate up to 29 residents.
We have 28 bedrooms, of which 25 have en-suite facilities, there are 3 bathrooms and toilets on
both floors and are accessible to all. There is also a passenger lift available for use.
The residents can relax in the garden to the front of the building on the patio area or enjoy a
more secluded area at the back of the home.

About Us
The Spinney Residential Home has been owned by Mr. Richard & Mrs. Pauline Duffy since 1993 and they have
adopted a clear hands on approach. They are actively involved with the day to day running of the home.
Richard finds himself mainly dealing with the Garden and Grounds and purchasing items needed by the home.
Pauline is actively involved in the safe running of the home and enjoys welcoming new residents to the home
and making sure they live in quality and comfortable surroundings.
Mrs Duffy has completed a course in Management in Health and Social Care at Leeds Metropolitan University.
The registered manager for the home is Mr Craig McDermott.
Craig has around 18 years experience of working in care homes and has worked in a variety of settings from
Nursing, Residential and Dementia care. Craig has all the relevant qualifications for his post as manager
(Registered Managers Award & Level 5 managing end of life care services).
Craig has been a manager of care homes for approximately 8 years and has a plethora of knowledge and experience.

The Deputy Home Manager is Mrs Karen Parker.
Karen has worked in the home since 1998 and has shown nothing but full dedication to the home and has
worked her way up to her current role of Deputy Manager.
Karen has completed her Health and Social Care NVQ’s level 2-3 and is also a trained Phlebotomist.
Karen is a very open and approachable individual and you will have no problems confiding in Karen with any
concerns or issues.

The home is also supported by a team of senior carers, team leaders and care assistants too, all of whom continue to develop their skills and training knowledge. Training is always ongoing with all staff within the home and
this shows within their work. We also have a HR and Compliance Manager, Administrator, Cooks and assistants,
Domestic Staff and out Gardener / Maintenance person.

Notes from the management
We want to make you feel welcome
We have 3 lounge areas in the home, where you can meet the other residents or entertain your loved ones. You
may invite your guests for lunch, listen to your choice of music, watch television, read or simply relax.
You may participate in some or all of the organised activities which are organised around your personal preference.

The Choice is Always Yours
Many of our residents choose The Spinney Residential Home as their permanent home, due to health and mobility requirements, or on the advice of their doctors or if they feel it would be preferable to be in a safe environment where quality care is always at hand.

Some people arrive at the home for either short term respite or long term stay, regardless of
your length of stay, we would want you to consider The Spinney Residential Home as your home.
We plan activities for residents on a daily basis and try to offer a varied programme that suits the
needs and preferences of each individual. We offer a variety of activities including music, fitness
therapy, art and crafts. Card and board games plus many many more.

Mr & Mrs Duffy
Proprietors

You can easily take a bus from across the road into town centre or the surrounding areas or we
can accompany you to the shops. The care staff are also available with notice to go to the shops
for you.
You have the freedom to spend your time however you wish to. As a measure to test the quality
of the services we provide, we ask the question:
“is the home good enough for my mother, father, grandmother or grandfather?”
If not, then it is not good enough for our residents. We always ensure that it is and take a personal interest in everything that is done at The Spinney Residential Home. If you are at any time unhappy with anything, no matter how trivial you may think it is, please let us know.

Sometimes there are sound reasons why we have to do certain things in a particular way, usually
due to health and safety regulations. We will always explain these to you in detail.
A large proportion of the policies relating to the day to day routines at The Spinney Residential
Home have evolved from the suggestions and requests of our residents and this is an ongoing
practice.
The Spinney Residential Home is run for the benefit of its residents, and not for the convenience
of the staff or ourselves. All that we do and the way that we do it is therefore, what you would
like us to do.

We welcome suggestions from all the residents of the home. We carry out annual surveys as a
minimum and also very regular residents meetings. We would also act very swiftly to investigate
and address any concerns / complaints.

Frequently asked questions.

These are among some of the questions asked and their answers:
What happens if I become ill?
We are a residential home and cannot offer full nursing care. If any of the residents become ill
they can be cared for at The Spinney Residential Home unless their Doctor and or CCG assessors
recommend otherwise in the persons best interest.
Can I bring my own furniture to the home?
The only limit placed on residents wishing to bring their own furniture is the size of the room
and safety regulation ie. Fire etc. We actively encourage residents to personalise their own private bedrooms and bring in small items of furniture and ornaments which we feel helps people
settle in to a strange environment. We will be happy to discuss with you the feasibility of bringing your own special items into the room you have chosen. We try to please.
What activities doe the home offer?
We offer a wide range of activities from outings, bingo, arts and crafts, music and movement,
communion services, quizzes, hairdresser and also chiropody services. All activities are developed in a person centred way and will do our very best to facilitate any activity that we can.
When can my family and friends visit?
The home is your home, there are no restrictions and visitors are welcome at anytime although
we do ask where possible to avoid meal times. Visitors who have travelled far are welcome to
join you for a meal. Please let us know in advance where possible.
Can I come and go as I please?
Residents are free to come and go as they please. All we ask is that you let us know that you are
going out and where possible, who with and what time we should expect you to return.
Can I smoke?
Smoking can be a danger as an accident, lighters or cigarettes could lead to fire in the home, this
is one of the reasons why the home operates a no smoking policy.

An A—Z of the Home
Activities:
We arrange a variety of regular activities throughout the year, including entertainment and
activities in and outside the home. We have trips out to local beauty spots and shopping centres
for a spot of retail therapy. We have a dedicated activities co-ordinator .
All arrangements are entirely optional and you may wish to read, watch television, listen to
music or chat with the residents or staff instead. To participate or not in any activity is always the
residents choice.
Alcoholic Beverages:
We like to celebrate when we can! You are welcome to have your favourite drinks in your room.
Arrival:
When you arrive at The Spinney you will be made
to feel very welcome. We will show you around
the home and introduce you to both staff and residents.
Baths:
Staff are always available to assist with your bathing needs. We have two assisted baths and also
a shower room / wet room located on the upper floor, and an assisted bath on the ground floor.
Beds:
We try hard to maintain a homely atmosphere at The Spinney Residential Home. We provide divan style beds and can arrange special mattresses if required.
Bingo:
We hold regular sessions where everyone can join in the fun and win a prize!

Birthdays:
We always remember your special day and the catering staff bake a cake for the occasion. We
will not, however give your age away as a matter of course, placing only a limited number of
candles on your cake.
Breakfast:
Breakfast is usually served in the dining room though, if you prefer , this can be served in your
room or lounge area.

Call Bells:
Call bells have been installed in every room including the bathrooms and en-suites. Should you
require any assistance then please feel free to use the system, it works and help will be at hand.
Care:
We are committed to providing the very best quality of care for all our residents. We never forget that you are an individual, and this is uppermost in our minds when planning your care with
yourself and also ensuring the care suits your personal requirements.
Our care records are updated on a daily basis and reflect changing requirements and priorities.
We actively encourage residents and their families to be involved in the care planning process.
We carry out ongoing monthly risk assessments and evaluations to ensure that all the information is still relevant to your current needs.
Children:
We welcome children as visitors at all times. We find their visits are therapeutic for the elderly
and always put a smile on their faces.
Chiropody:
A chiropodist visits the home every six weeks, but is available on a more regular basis if required.
Church:
We have strong links with the local churches / clergy. If you would like your local priest / vicar to
visit you, please ask the management who will arrange this for you. There are monthly services
held at the home, which everyone is welcome to join in.
Dentist:
In order to avoid the need to visit the dental surgery, one of the local dentists comes to the
home when required. He/she can advise on all aspects of mouth care and gum problems to new
dentures.
Early Morning Drink:
This is your home and not an institution. We do not make it a practice of waking you up at dawn
with a cup of tea! It is for you to advise us of your wishes. If you do like an early morning wake
up call or a drink, all you need to do is let us know.

Election time:
We will assist you with postal voting or will can support you in visiting the polling station by way
of a taxi, however this will need to be funded by yourself or a family member.
Electrical Appliances:
We request that any electrical appliance brought in to the home however big or small is checked
(PAT tested) before use. There is no charge for this check. Should the appliance be faulty, it may
cause a fire and obviously cause danger to everyone in the home. The care home has a contract
with an outside agency to ensure all electrical equipment is tested on an annual basis.
Entertainment:
There is an entertainment / activities board on display within the home and the home also arranges for external singers to visit, we also book trips out with the staff and loved ones. Friends
and family are always welcome to join in the fun at any time.
Family:
We pride ourselves on our family atmosphere. We encourage families to become involved in the
care of their relatives.
Fee’s:
There is an enormous job satisfaction in caring for older people, but providing quality care needs
to be appropriately funded. Our fees are there fore set at a level to ensure that we are able to
maintain high standards of care for each individual
Fire Precautions:
The complies with all health and safety regulations and has in place al the correct equipment and
procedures. However we need to ensure that you will be safe in the event of a fire and will
therefore complete individualised PEEP (personal evacuation emergency plan) and risk assessment to enable our staff to ensure your safety. Each staff member has a thorough knowledge of
the layout of the building and the escape routes and will be at hand should you need to evacuate
the home.

Please remember the fire assemble point is at far side of the carpark.

Games:
The home hold’s a selection of board and card games for you to use at your free will.
G.P.
Doctors will visit you at the care home should you require this. You can also stayed registered at
your own G.P. If they are willing to travel to the home, however some doctors will not accept
this, if this is the case we will be happy to support you becoming registered with our local G.P.
surgeries.
Garden:
We pride ourselves on having a front garden with patio area, and also a small secluded seating
area around the back of the building. Please feel free to use the areas as and when you choose.
Hairdresser:
We have a hairdresser who visits the home on a weekly basis, you can request a simple trim to a
perm, the hairdresser provides a service for both men and women. You are also welcome to arrange for your own hairdresser to visit the home for your personal use.
Hearing:
If you are encountering any difficulty hearing, please let us know. We can arrange for an NHS audiologist and seek advice on aids available to allow you to enjoy conversation. Radio, television
and music.
Hobbies:
We do always want to encourage you to continue with your own hobbies or explore new ones.
Please tell us about your interests. Over the years we have had pleasure in learning about helping wherever possible to attain individual pursuits. Perhaps we can suggest something that
would interest and stimulate you. The choice is virtually unlimited and whatever your circumstances there will be many interesting and relaxing ways to spend your leisure time.

Home:
We want you to think that The Spinney is your home. Tell us if there is anything that you need
and we will do our best to provide it.

Hospital:
We will help you make arrangements if you need to have treatment at the hospital.
Hospitality:
Whenever you have visitors, please extend our hospitality to them. We would be delighted to
serve tea or coffee to you and your guests, either in your room, lounge or even the garden
wherever you feel most comfortable.
If you have any visitors that have travelled a long distance, and you would like them to join you for
lunch or supper, we would be happy to arrange this for you. Please give us advance notice so that
we can instruct the catering staff to be prepared for your visitors.
Illness:
Should you fall ill whilst with us at The Spinney we will ensure that you get the appropriate help
and support from the appropriate services.
Inspection Reports:
A copy of our inspection report from the Care Quality Commission is always readily available for
you to read, simply ask one of the staff to facilitate you with a copy. Alternatively you can view the
copy that is in place within the reception area of the home.
Insurance:
The home carries all the relevant insurance that is required. We do advise that for personal
belongings like jewellery and other items of great value that you can take out your own insurance,
if you should require any support from us to help you organise this then we will be happy to help.
Jargon:
If you do not understand any term that a staff member uses then please ask them to clarify by
giving a clearer explanation.
Laundry:
All residents clothing if laundered on site except garments that require specialist cleaning.
All bedding that belongs to the home is laundered externally through a supplier to ensure high
standards of hygiene. We do ask all residents to have all their clothing labelled with their names
either stitched on with a good quality laundry marker to reduce risk of mixing up clothing. We
cannot take responsibility for clothes that are not clearly named or without laundry instructions.

Meal Times / Food:
Every effort is made to make you food that you like. If there is any special requests, please feel
free to speak to the management of the home. Special diets are always catered for. The following
times are approximate and are given as a guide.

Breakfast:
From 08.00 in your room or dining room.
Morning Coffee’s:
10.00—with a choice of biscuits and snacks
Lunch:
12.00 noon in the dining room or your own room.
Afternoon Tea & Coffee:
14.00-14.30pm—with a choice of homemade cakes / biscuits
Evening Meal:
16.30-17.00 hrs—in the dining room or your own room
Supper:
19.00hrs—a choice of Tea Coffee Hot Milky Drink, sandwiches, snacks . These items are also available
through the night on request

Medication:
Medicines are stored and dispensed at the correct times. Regular reviews of your medication will
be arranged with your GP so you know you are taking the best medication for your condition. We
have trained senior staff within the home to order your new medication with the full support
from the pharmacy.
Library:
We have a good selection of books available for you some of which are in large print. The local
library is close by in Armley and Leeds city council operate mobile libraries within the area that
carry out large print, talking books and regular books. We will help you go to the library or request them to visit you here at the home.

Money & Valuables:
Valuables must be signed for on admission into the home. We advise that very little cash is left in
the rooms. Any large amounts can be locked away for safekeeping, if need be.
Music:
We have a variety of CD’s and music players, i.e. DAB radio’s etc. for you to use at your free will.
Nails:
We have a private chiropodist that visits the home every 12 weeks as standard but they will attend
sooner should there be a need. The care staff will also support you in keeping your nails manicured
and neat.
Night Staff:
The home is staffed 24hrs a day and this includes night staff who are fully trained to support you,
feel free to use your nurse call system on a night and the staff will be in attendance as soon as possible. The staff will complete two hourly checks on you for your safety and will make you a drink or
snack if you should wish.
Optician:
As a home we use Vision Call Opticians however should you wish to keep your own optician and
they will allow this then this is not a problem.
Pensions:
We advise that you arrange for pensions etc. to be paid directly into your bank account, to avoid
having large amounts of money to worry about.
Photographs:
On admittance we will need to take your photograph for your care file but we would also appreciate if you sign the consent form for this prior to us taking the picture.

Privacy & Dignity:
Your privacy and dignity are always respected at The Spinney. If you wish to have a lock and key on
your own room for personal use then please ask a member of staff who will pass on your message
to the manager.

Quality Assurance:
The home has a robust system in place to address any Quality Assurance issues by the way of vigorous auditing from the home manager, this is an ongoing practice that ensures we are monitoring the quality of the service and addressing any shortfalls that are found. We also have unannounced visits from Leeds Contracts Department who also carries out Quality Assurance checks
and will advice us of any short falls and agree actions to rectify.
We also value your feedback and comments so we carry out annual surveys to all residents and
we will be happy to listen to all your comments / concerns / compliments.

Questions:
Staff will always take time to answer your questions and should they not know the answer they
will liaise with the home manager who will retrieve the answer for you.
Quiet:
There will always be a quiet corner in the home for you to relax and enjoy.
Religion:
We will arrange for a representative of any denomination to visit the home. For those of you
who wish to attend a religious service outside the home, arrangements will be made as required.
Safe:
Your safety whilst in our care is uppermost in our minds and we will always aim to provide a safe
and secure environment.
Shopping:
We will help to arrange a shopping trip if you so wish. Alternatively we will be happy to purchase
your items for you.
Smoking:

Smoking can be a danger as an accident with a match, lighter or cigarette can cause a fire in the
home. This is one of the reasons we operate a no smoking policy.
Social Activities:
A programme of activities have been arranged for your enjoyment. It is your choice to participate
or not. Watch out for notices of forthcoming events. If you have any suggestions as to where you
would like to go or something you would like to see in the home then just speak to the staff.

Staff:
All the staff at The Spinney are committed to delivering very high standards of person centred
care and that all your needs are met. All the staff are trained to carry out the tasks required by
yourself and should you have any questions around this then please feel free to ask the home
manager.
If at any point you are not happy with the service you receive from a staff member please discuss
this with the manager and if they have gone above and beyond their role to please you, then we
would very much like to here about this too.

We have a robust complaints procedure in place that is within this document so please refer to
this should you feel the need to complain.
Statement of Purpose:
A copy of our statement of purpose is available for anyone to see at any point, simply ask a
member of management.
Telephone:
If you would like a telephone point in your room, please discuss this with the manager. There is
also a mobile telephone for general use, please ask a member of staff should you wish to use the
phone.
Television:
Each bedroom has a TV aerial point and you are welcome to bring your own TV from home.
Terms and Conditions:
On arrival at the home you will have been issued with a contract which outlines what services
the home will supply for you, your fee level and payment arrangements. This is a binding legal
document.
Toilet Requisites:
It is requested that you provide all the necessary personal toiletries e.g. soap. Toothpaste,
strident, talcum powder etc. maybe your relatives would like to buy you any personal toiletries
you may require.

Trained Staff:
There is always trained staff on duty 24hrs a day and night.
The manager is qualified to carry out the role and safely and effectively manage the care home.
The manager has close links with all the local surgeries and pharmacists in the local area. A number
of staff are fully qualified with NVQ 2 & £’s and all other staff that have not yet achieved are working
towards this. Training is constantly ongoing at the home and this is very much actively encouraged.
Transport:
We will arrange transport for you to hospital and for appointments through the ambulance service.
Should you wish for us to book transport for you to attend personal social events then this can be
arranged but would need to be paid for by yourselves, should you require a staff member to go to
the event with you as an escort then this too can be arranged but a small charge will apply.
Understanding:
The staff here at The Spinney are here to listen, understand and talk about any anxieties,
lems or worries that you may encounter.

prob-

Visiting:
We have an open house policy here at the home and we are keen for family and friends to be as actively involved as possible. If a relative or friend wishes to have a meal, with prior notice to catering
staff, this can be arranged.
Whistle Blowing:
A copy of this policy can be found within the reception area of the home.
Wheelchairs and Special Adaptations:
If you arrive with a wheelchair or frame provided by social services, we will arrange for any servicing
or repairs that may be needed. We provide various types of equipment, which may help you. This
can also be sourced with our help through the correct channels.
X-Ray:

We do not have x-ray vision! If you have any problems or pain, please inform the staff.
Yes:
Yes is the word we like to say, where possible, to your requests.
Zest:
We hope that The Spinney Residential Home will give all our residents keen enjoyment and interest
during their stay.

Advocacy Service
What is an advocate?
An advocacy service is provided by an advocate who is independent of social services and the NHS,
and who isn't part of your family or one of your friends.
An advocate's role includes arguing your case when you need them to, and making sure the correct
procedures are followed by your health and social care services.
Being independent means they are there to represent your wishes without giving their personal
opinion and without representing the views of the NHS or the local authority.
An advocate might help you access information you need or go with you to meetings or interviews in
a supportive role. You may want your advocate to write letters on your behalf, or speak for you in situations where you don't feel able to speak for yourself.
Advocacy and disability organisations
People with learning or physical disabilities can often struggle to be listened to and have their wishes
understood. SEAP is an organisation that provides advocacy support, and wants everyone to "have
their voice heard on issues that are important to them within health and social care services".
It also provides training for advocates, volunteers and professionals who need to understand the role
of advocacy in health and social care services.
The British Institute of Learning Disabilities (BILD) works with people with learning disabilities and
their families to make sure they have the right support to make choices and decisions about their
own lives.
Mencap's advocacy service enables people with a learning disability to speak up and make decisions
about things that are important to them, while their Empower Me service provides personalised advocacy support for people with a learning disability. It aims to help people develop the skills, confidence and knowledge needed to voice concerns and secure rights.
Other advocacy organisations

Many local councils fund local advocacy services and some hospitals do, too. To find out if there are
any in your area, you can contact your local council or check its website.
If you have a care co-ordinator from your local social services or healthcare team, they will liaise
with other agencies for you.
Some advocacy services help people with a specific condition. For example, Diabetes UK offers an
advocacy service for vulnerable people with diabetes, and is available in many areas of England and
Wales. Email the Diabetes UK advocacy service or visit the Diabetes UK website.

Philosophy of Care
To provide a secure, stable and comfortable environment whilst providing a standard of individual
mental and physical care ensuring that each resident is as happy and contented as possible.
To ensure that the dignity of each resident is maintained at all times.
To stimulate and maintain physical and emotional activities by preferred choices of activities and
encouraging residents to participate in the decision making.
To enhance the quality of life by the support we provide and the surroundings that you live in.
To ensure each residents right to personal choice is maintained especially in relation to clothes, diet
and activities.
To encourage residents to care for themselves where they are willing and bale, and to regularly
update care planes to take account of this.
To ensure the resident is treated as an individual and that others respect his or her dignity,
irrespective of any disability and or frailty.
To maintain each residents rights to privacy by ensuring all staff knock before entering your room
and all other aspects of privacy will be respected at all times.
To maintain each residents right to be consulted in any proposed changes to daily living arrangements and to encourage their participation in making suggestions etc. where possible.
To maintain each residents right of choice of GP, dentist, optician, chiropodist etc. where possible.
To ensure each resident has the right to socialise with the community at large by encouraging them
to invite family, friends and other acquaintances into our residential home.
To maintain each residents right to have their political,
religious, sexual beliefs and emotional needs accepted
and respected.

Complaints & Concerns Procedure
Residents and their representatives are encouraged to seek advice and information from staff members on matters that they genuinely do not understand. We actively encourage our residents or their
representatives to speak up if they are unhappy with any aspect of the service provided.
A complaint received verbally by a member of staff should be acknowledged immediately, recorded
in the complaints register and action taken to resolve immediately. Alternatively, discuss the situation with the senior staff member on duty who will do their utmost to rectify the situation.
In the event of a complaint or concern about the care offered by The Spinney Residential Home, the
complaint or concern should be discussed with the registered manager, who is available by appointment at the homes address or by telephone. The manager will acknowledge your complaint within 4
days and respond to a complaint in writing within 28 days with the aim to rectify the situation following a full and thorough investigation.
Should a complaint be considered a serious untoward incident, it will be referred immediately to the
home manager who will in turn refer to the appropriate outside agencies / authorities. Accurate records of all complaints will be made and the Inspectors of the Registering Authority are informed of
all serious matters.
If you feel it necessary to bring your complaint to the attention of the regulator, you may contact
them at:
CQC National Customer Service Centre
Citygate
Gallowgate
Newcastle upon Tyne
NE1 4PA
03000 616161
enquiries@cqc.org.uk
What should you do if you are unhappy with the reply you receive from The Spinney Residential
Home?
The first thing you should do is tell the home why you are unhappy. Often matters can be rectified at
this stage. However, where this is not the case you will need to take the following action depending
on how your care is funded.

Complaints & Concerns Procedure
Care funded by your local council:
If you are not happy with the reply you receive from The Spinney Residential Home when you complain, you can take your complaint to your local social services department:
Adult Social Care
Enterprise House
12 St Paul’s Street
Leeds
LS1 2LE
0113 378 3903
You would need to follow their complaints procedure which will be explained to you when you call
them. The care home and the social services should try to sort out your complaint themselves and
put things right to reduce the risk of the same thing happening again.
Don’t forget you can still share your experiences of care with CQC, so they can check that providers
are meeting the minimum standards.
How to complain about a Health Care or Social Services:
If you are not satisfied with the final reply from the local social services department, you can complain to the Local Government Ombudsman. There are three Local Government Ombudsmen in
England. They each deal with complaints from different parts of the country. However, you should
first send your complaint to:
The Local Government Ombudsmen
PO Box 4771
Coventry
CV4 0EH
0300 061 0614 or 0845 602 1983

Complaints about care that you pay for yourself.
From October 2010 you will be able to ask the Local Government Ombudsmen to take up your case
if you are not happy about how The Spinney Residential Home dealt with your complaint about care
that you pay for yourself.
A resident will never be discriminated against for making a complaint. While it is important for you
to know you can complain and make suggestions, it is also important to us to feel happy and comfortable with the quality of life within the home. Therefore compliments are also always recorded so
that the standards at The Spinney Residential Home can be seen to be effective.

Terms and Conditions
Fee payable
The fee payable from the commencement of residence shall be £_______ per week.
Fees are in accordance with the DSS and the associated local authority guidelines.
Fess are payable on a four weekly basis. A private fee payer are paid per calendar month in advance
by the resident or the person financially responsible for said fees
There is no distinction between the level of care provided for private residents or the level of care
provide for third party funded residents.
Where a resident joins the home mid month a pro rata daily rate is calculated and payable on the
first day of residence. Any part of the day including the days of arrival and departure is counted as a
full day and charged accordingly.
Services provided and include in the fee’s
This agreement is for care.
This means the day to day care of the3 resident that is required in respect of the individual and personal needs.
It includes:
The provision of accommodation, decoration, furnishings, carpets etc. plus the use of the homes
Facilities which are suitably furnished and decorated.
Meals are included and consists of breakfast , lunch and tea. Mid morning, afternoon and evening
hot drinks with snacks and suitable refreshments when required.
Domestic services such as laundering of personal clothing but does not include dry cleaning, however it does include bedding and towels etc.
The cleaning of bedrooms, communal rooms and corridors etc is provided.
The provision of towels, face cloths, soaps, toilet rolls etc is also included.
Fair ‘wear and tear’ on furnishings and equipment including soft furnishings is included in the fee.
The provision of personal care during the 24 hrs period is included. The amount and type of care will
vary and depend on your own needs.
When required assistance with oral care, bathing, washing and dressing will be given.
Assistance with mobility, help with toileting and provision of a commode will be provided.
We will also provide opportunities for exercise and physical activities. We will assess the needs in relation to nutrition and monitor weight gain or loss.

Terms and Conditions
The health of each resident will be assessed on a daily basis and the residents general practitioner
will be called in as and when necessary.
Medication will be safely stored and issued to the resident in accordance with the doctors instruction and reordered as necessary.
Records are kept on all medication used.
A telephone that can be used in private shall be provided for use by residents however the cost of
the call will be the responsibility of the resident.

Charter or Rights for Residents
Each resident has the right:
Resident to be addressed as he / she wishes.
To be helped to maintain a high quality of life.
To maintain his / her independence.
To take risks related to the encouragement or maintenance of an active lifestyle.
To have his /her privacy respected.
To be treated with dignity at all times.
To have his / her social, emotional, religious, cultural and political needs accepted and respected.
To have regular defined reviews of his / her individual circumstances at which he / she has the right
to be present.
To make informed choices about his / her future personal care programme.
To choose his / her own doctor and dentist and to consult with them in private.
To be responsible for his / her own medication unless this is contrary to the advice of his / her
medical advisor.
To be cared for by adequately and appropriately trained staff and of the same gender if possible. This
to include the choice of their key worker where possible.
To receive visitors at any reasonable time.
To be provided with adequate and appropriate accommodation.
To bring personal belongings in to the home provided that they meet the standards required un the
Fire and Health and Safety Regulations.
To be consulted about the daily living arrangements in the home and participate in discussion about
any proposed changes to those arrangements.

To transfer to another home.
Not to be moved to another home without prior consultation.
To have access to a telephone.
To be provide with nourishing and appetising food.
Participate in leisure activities.
To manage his / her own financial and personal affairs.
To have access to a formal complaints procedure and to be represented by a friend, relative or
advisor if he / she wishes.
To be given value for money.
Additional Service NOT included in the fee:
A resident may require services which are not detailed above and we will facilitate access to these as
required for an additional charge.
Examples of such services are hairdressing, private chiropody, dentistry, private hearing and sight
tests, newspapers and magazines, personal telephone calls, personal television, incontinence pads,
personal toiletries and clothing etc.
Fee reductions
No reduction will be made in fees for missed meals or absences of a period of up to four weeks.
However, if the resident is admitted to hospital and the stay is longer than four weeks, the fees will
be reduced by 20%.
Termination of Residence
Residence may be terminated in some instances. Either party to the agreement shall give a normal
period of notice of four weeks, unless this is waived or is inappropriate .
Some examples where termination of residence is appropriate are given below but this is not
exhaustive:
A residents care needs are different from those normally supplied by the home.
A Doctor advices different care for the resident.
Fees are not paid in accordance with the contract.
The resident displays unsuitable or disruptive behaviour.
The residents presence causes a risk to the health and welfare of him / herself and or other residents.
Notes: 1. in this event the home management may only give 7 days notice.
2,3 in this event it may not be possible to give notice and a resident maybe asked to leave the home
immediately.

Useful contacts

Adult Social Care

British Deaf Association

Enterprise House

3rd Floor
356 Holloway Road
London N7 6PA

12 St Paul’s Street
Leeds
LS1 2LE
0113 378 3903

Email: bda@bda.org.uk
020 7697 4140

Age UK

Leeds Citizen's Advice Bureau

Tavis House

WC1H 9NA

Westminster Buildings
31 New York Street
LEEDS
West Yorkshire
LS2 7DT

0800 169 2081

0113 2234400

Department of Work and Pension

The Relatives & Residents Association
1 The Ivories
6-18 Northampton Street
London N1 2HY

1-6 Tavistock Square
London

Quarry House
Quarry Hill
Leeds

020 73598148

LS2 7UA
0113 2324000
Alzheimer's Society
Devon House
58 St Katharine's Way
London E1W 1LB
0300 222 11 22

Action on Elder Abuse,
PO Box 60001,
Streatham,
SW16 9BY.
020 8835 9280

