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The Pines Home Care
STATEMENT OF PURPOSE AND SERVICE USER GUIDE
DETAILS OF ALL THE LOCATIONS AT WHICH THE SERVICES PROVIDED FOR THE 
PURPOSES OF THE REGULATED ACTIVITY ARE CARRIED ON.

The Pines Home care offers full home care service providing all aspects of personal care in individual’s own homes.

Personal care meaning: - assisting with bodily function such as bathing, feeding, toileting, dressing, medication or encouragement to carry out these activities such as prompting someone to get dressed or make some food.  This may also include giving emotional support.  
The Pines Home Care also provides a supporting service for individuals that may not include personal care. This may be supporting the individual to become or remain independent within the community. We may help them find work or activities.

We also support people that may have offended in the past and need support to get back skills that they may have lost or lack confidence in. 

Our aim is to provide a professional high standard of care that is flexible and appropriate to your needs.
The Pines Home Care company name is The Pines Homecare LTD. 
AIMS AND OBJECTIVES

To provide competent caring qualified staff that have undergone their DBS. 

To provide personal care and support to you if you are unable to do this yourself.

To provide this care in your own homes at a time convenient to you.

To offer support on an individual basis, respecting your dignity, privacy, diversity, independence, rights and choices.

To promote well-being for all

To maximize your independence and your participation in your care needs.

To provide well trained staff that are concerned for your welfare and help maintain your health, hygiene & safety.

To maintain and improve your quality of life through carrying out a thorough assessment before we provide the service and ensuring is regularly reviewed to re-assess needs.

To ensure that we are fit for our purpose. We examine our operations constantly to ensure that we are successfully achieving our stated aims and objectives. We always welcome feedback from our service users and their relatives.

In addition, staff recruitment is rigorous and potential staff require a DBS check (applications are checked via the Criminal Records Bureau), ISA first check, and at least two carefully cross-checked references.  All new staff are interviewed by Managers and service users before employment.  Staff’s training needs will be constantly monitored and reviewed to ensure that appropriate skills and numbers of staff available match those required for the quality care and support of service users.

The social, emotional and spiritual needs of the individual will be met by maintaining developing relationships with family, friends and social networks.

It is our aim to encourage service users to be as independent as possible but with the assistance available as required according to their needs.  We particularly encourage the use of independent advocates wherever possible. We are keen to maintain and improve on individual’s quality of life.

MISSION STATEMENT
Our mission is to provide social care services which enable people to reach their full potential as active citizens.

We aim to equip people with the skills and confidence to live as independently as possible whilst maintaining a focus on their rights and need for self-determination.

Furthermore, we strive to enable individuals to actively participate in their local community so as to increase their social networks, minimise social isolation and maximise citizenship.

REGISTERED PROVIDER

Helen Somerville – Responsible individual, Director and Secretary of The Pines Homecare LTD
Cornerways

School Lane

Ringwood

Hampshire

BH24 1LG
helenluckystar@yahoo.com 

07810 893140
Helen Somerville has been the owner and responsible individual of Sandbourne House and The Pines Residential Care Home.  She also manages a supporting people’s home, Capstone Home.  Helen has had experience in the care sector for over 17 years.
Claire Selby- Director of The Pines Homecare LTD
Cornerways

School Lane

Ringwood

Hampshire

BH24 1LG
01425 471255
email@pineshomecare.co.uk  
Claire Selby has had over 20 years experience working with different client groups, including learning disabilities, mental health, elderly and dementia.  Claire has an intermediate and advanced GNVQ’s, NVQ 3 and 4 in care and has completed her Registered Managers award. Claire is also a qualified First Aider. 

Debbie Gaskin- REGISTERED MANAGER and Director of The Pines Homecare LTD
Cornerways

School Lane

Ringwood

Hampshire

BH24 1LG
01425 471255

email@pineshomecare.co.uk  
Debbie has worked for the Pines Home Care Ltd for 9 years. Debbie in this time has worked her way up the company and now manages the day to day service. Debbie has completed her RMA level 5 in care. 
THE SERVICE THAT THE PINES HOME CARE PROVIDES

The service users that we provide for as an agency are: -
· Dementia

· Learning disabilities or autistic spectrum disorder

· Mental Health

· Older People

· People who misuse drugs and alcohol

· Physical Disability

· Sensory Impairment

The type of care that we provide involves personal care and the following which: -
· assisting with bodily function such as bathing, feeding, toileting, dressing, medication or encouragement to carry out these activities such as prompting someone to get dressed or make some food.  This may also include giving emotional support.  
· Care falling just short of assistance with bodily functions, but still involving physical and intimate touching, including activities such as helping a person get out of a bath and helping them to get dressed.

· Non-physical care, such as advice, encouragement and supervision relating to the foregoing, such as prompting a person to take a bath and supervising them during this.

· Emotional and psychological support, including the promotion of social functioning, behaviour management, and assistance with cognitive functions.
HOW TO ACCESS OUR SERVICE

Referrals can come through social services or privately through individuals that are looking for support or via their family. 

We accept referrals via phone, email or fax. 

On receipt of any enquiry a visit to the individuals’ home or hospital will be made by either one or both of the Registered managers. We will also like to gather information from any current care providers and social workers to ensure that we have all the information needed to ensure we can provide the right care, this forms our initial assessment. This information is used to produce a person-centred care plan, so that the staff that are supporting individuals are clear on their duties. 
Before support starts, we will also carry out any risk assessments. After 6 weeks we will review your care plan and make sure all are happy with the levels and type of support. 
Web address 

www.pineshomecare.co.uk 
OFFICE HOURS
Monday to Friday 8-4
Saturday and Sunday Closed

OUT OF HOURS 

Operates 24 hours a day by the management team for staff and service users for emergency situations only. 

To contact out of hours call 01425 471255
FEEDBACK FROM QUALITY ASSURANCE 2018
	xxx seems very happy these days and I'm sure this has a knock-on effect on his health problems which seem to have settled down, and its great news that he continues to lose weight. Debbie always goes the extra mile and always lets us know of any news. 

	We have always found the staff and services at XXX very satisfactory


COMPLAINTS AND COMPLIMENTS

We always encourage open communication about your satisfaction or dissatisfaction with the service we provide.  We want you to know that you can always tell us about your experiences of the service you receive and we welcome suggestions from you on how we can improve things.

We intended to ensure that complaints are dealt with properly and that all complaints or comments by service users and their relatives, carers and advocates are taken seriously. It is not designed to apportion blame, to consider the possibility of negligence or to provide compensation; it is not part of the company’s disciplinary policy. This organisation believes that failure to listen to or acknowledge complaints leads to an aggravation of problems, service user dissatisfaction and possible litigation. The organisation supports the idea that most complaints if dealt with early, openly and honestly can be sorted at a local level between just the complainant and the organisation. The complaints procedure is made available to service user and families in their service user Guide. A copy is always kept in their Care Plan in their homes and available in a format that can be understood.

It is always encouraging when you feel motivated enough to compliment us or a member of staff for something you feel they have done well, “over and above the call of duty” etc.  Naturally, we want to ensure others know you have passed on a compliment because they too feel encouraged and this filters down to the standard of care we provide.

We are happy to receive any compliment in whatever manner you see fit.  If it is possible that you can let the Registered Manager know of your compliment this helps us ensure that others may be encouraged to let us know.  It is important that staff have positive feedback which helps to balance any negative views of their performance.  Everyone needs to know how well they do, as well as areas where improvements are required.

DATA PROTECTION GDPR

Privacy Notice

The Pines Home Care Ltd is a domiciliary care business, owned by Helen and Bob Somerville, Claire Selby and Debbie Gaskin. This privacy notice explains how we use any personal information we collect about you, during the information gathering process known as an Assessment of Need. Topics covered are:

What information do we collect about you?

How do we use such information?

Access to your information and correction

What information do we collect about you?

The nature of our service means that very personal and sensitive information is discussed, openly and honestly, in order to ensure we can meet your health and social care needs in ways that are unique to your individual circumstances.  The specific type of information is required in order for us to meet our legal and regulatory obligations as a registered provider. 

The Lawful Bases which we use are contained within the Data Protection Act 2018 and are 

Consent: the individual has given clear consent for us to process their personal data for a specific purpose.

Contract: the processing is necessary for a contract you have with the individual, or because they have asked us to take specific steps before entering into a contract.

Legal Obligation: the processing is necessary for us to comply with the law (not including contractual obligations). Health and Social care Act

How information about you will be used.

We may share information regarding your care with those who have a need to know, namely Health Professionals, such as GP’s, District Nurses, Hospitals etc., Local Authorities, includes departments such as Social Services, Housing, Day Centres etc. Any relevant person identified by you, such as an L.P.A and our staff.
We will not share your information with anyone except those indicated above, unless required by law.

Personal information supplied to us is used in a number of ways, for example.

To agree a Care Plan

To review your care needs

To monitor your medication

To help us improve our services

How will we use this information?

Upon completion of your Assessment of Need, we compile a Care Plan which sets out tasks, aspirations and outcomes in order to meet all your identified needs and this is regularly reviewed and updated.  This includes liaison with all those involved in your care such as family, your representative relevant health and social care colleagues and other professionals.

Access to your information and corrections.

All files held in your name are available for your perusal and you can ask us to remove information which is inaccurate.  Please email or write to us at The Pines Home Care Ltd  Cornerways, School Lane, Ringwood, Hampshire, BH24 1LG enquiries@thepinesgroup.co.uk. Where you use our website, cookies are text files which collect log on information and visitor behaviour information.  Cookies track visitor use and compile statistical reports on website activity. You can set your browser to accept or decline cookies.  Please be aware that a decline preference may mean a loss of function in some of our website features.

For further information on cookies visit: www.aboutcookies.org or www.allaboutcookies.org
The data controller and processor is Claire Selby 
                                                          ----------------------------------------------------
Thank you for contacting us and we look forward to working with you in the future.

If you have any further questions please do not hesitate to contact us.

Debbie Gaskin

Registered Manager

Tel : 01425 271255
management@thepinesgroup.co.uk 

Claire Selby 

Registered manager and Director

Tel : 01425 471255
management@thepinesgroup.co.uk 

RAISING CONCERNS
If you could like to raise a concern, complaint or compliment then please use the details above or the following: -
Local Authority-funded Service users

Any service user part or wholly funded by their Local Authority can complain directly to the complaints manager (Adults) who is employed directly via the Local Authority.

Relevant Contacts

Local Authority Complaints Manager (Adults)

Bournemouth 

Adults Complaint Manager

Telephone: 01202 458953
Email: socialcarecomplaints@bournemouth.gov.uk 

Address: FREEPOST RTKS-LEBR-YTAR, BLC, Town Hall, Bournemouth, BH2 6DY
If you would like someone to help you make the complaint, the Adult Complaints Manager may be able to arrange an advocate to speak up for you and help you.
Dorset 
Name: Complaints Officer
Dorset County Council complaints

Dorset County Council
County Hall
Colliton Park
Dorchester
Dorset
DT1 1XJ

dorsetdirect@dorsetcc.gov.uk
Tel:01305 221061

Hampshire 

Office hours

0300 555 1386 

8.30am to 5pm, Monday to Thursday

8.30am to 4.30pm Friday

Textphone 0300 555 1390

Out of hours

0300 555 1373 

5pm to 8.30am, Monday to Thursday

4.30pm Friday to 08.30am Monday

All day on Bank Holidays

The Parliamentary and Health Service Ombudsman
Millbank Tower
Millbank
London
SW1P 4QP

Tel. 0345 015 4033

The Local Government Ombudsman

10th Floor,

Millbank Tower,

Millbank,

London

SW1P 4QP

Advice Line Tel: 0300 061 0614 [for complainants]

The Care Quality Commission

Citygate

Gallowgate

Newcastle Upon Tyne

NE1 4PA

Tel. 03000 616161
The legal status of the service provider

Care quality Commission Registration provider ID: 1-1537300172
Company status: Limited company
Company House registration no: 6968283
Name insurance company employer and public liability: ZURICH insurance company 

Employer and public liability Policy no: ZHC7758
The statement of purpose fully complies with:
Regulation: Regulation 12 Health and Social Care Act 2008 (Regulated Activities) Regulations 2014
This is because providers who comply with the regulations will:

-Have a statement of purpose that is kept under review and give a copy to the Care Quality Commission.

-Notify the Care Quality Commission of any changes to their statement of purpose.
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