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STATEMENT OF PURPOSE
14 June 2010
This document is available in large font, Braille, audio format and multiple languages. Please speak to the Registered Manager for any of these requirements
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Introduction

Healthvision UK (Healthvision), based in London, is a part owned subsidiary of Healthvision (New Zealand) Ltd. Healthvision UK was established in October 2007 by Chris Doherty, Managing Director, to provide support and personal care, which would help older people and people with disabilities to remain independently and safely in their homes. Healthvision operates within the geographical areas of London and surrounding counties.
Healthvision provides a comprehensive range of domiciliary care services and is developing relationships with local commissioners.  Healthvision aims to become a leading name in care in all of the areas in which it operates, providing a high quality and responsive service to those who choose to use these services. The organisation plans in future to extend its community (domiciliary care provision) to residential, nursing homes, day care centres and extra care facilities. 
The Healthvision mission is to provide a high quality and efficient care service for people, whilst maintaining their independence at home. The mission statement adopted by the Directors in October 2007 is:

	Mission Statement
To provide comprehensive community based home care and support for people in their home that meets or exceeds their expectations, and the expectations of funders and referrers.




Healthvision takes pride and satisfaction in providing a high quality and competitively priced domiciliary care service, tailored to meet the needs of individuals. We consider that the regulation of a care workforce is extremely important and welcomes the concept of the Care Quality Commission (CQC) and the National Minimum Standards. 

Our Aim

It is the aim of Healthvision to deliver a service of personal care and associated domestic activities to dependant service users living in their own homes. This will be achieved by promoting a standard of excellence which embraces fundamental good care practice. To achieve our aim we will encourage, promote and facilitate the professional development of those managing, supporting and delivering care services. The organisation will comply with the requirements of relevant regulatory bodies, legislation and guidance, and ensure that the care service is delivered in accordance with agreed purchasing contracts/ care agreements and agreements.

Company Objectives

· To achieve a reputation in the community care sector for excellent clinical expertise that result in positive outcomes for our clients and funders. Hallmarks characterising our service are empathy and innovation. 

· To ensure the service provided is flexible, attentive and non discriminatory. The organisation will respect each individual’s right to independence, privacy, dignity, fulfilment, and the right to make informed choices and to take risks.

· To undertake a general risk assessment of environmental Health & Safety hazards within the home of each new service user, and ensure that areas of concern are reported to the service user, and or their representatives. The risk assessment will take into account the service user’s right to make their own life choices.
· To ensure that each individual’s needs and values are respected in matters of religion, culture, race or ethnic origin, sexuality and sexual orientation, political preference, marital status, parenthood, disabilities or impairments.

· To ensure good management and implementation of a formal programme of staff selection, recruitment, training and personal development ensuring that statutory obligations are met.
· To ensure continuity of care by matching care worker and service user as closely as possible, by keeping service changes to a minimum, but where changes are unavoidable, to provide the service user with advance warning  as far as is possible.

· To ensure each service user has a copy of our complaints and compliments procedure.

· To maintain respect and empathy in all aspects of our customer service through effective communication with all stakeholders. 

· To be innovative and responsive to technological opportunities that facilitates our goal of cost effective service delivery.
Range of Services Provided
Healthvision provides a full range of services to users within their own homes. A summary of which is listed below. A more comprehensive list of services can be found within the organisations service user guide:

Personal Care: Is defined as assistance with tasks requiring a certain amount of close personal contact, assistance provided may include, but is not confined to, bathing/ washing, oral hygiene care, dressing, undressing and grooming, food preparation and feeding. Encouraging and participating in the use of aids and adaptations, management of incontinence. It should be noted nursing care is not included.

Domestic Care:  Is defined as assistance with cleaning, simple household tasks, shopping, pension collection and laundry.
Complex Care: Is defined as assistance with all aspects of daily living for those for those with acute conditions, specialist training and coaching a requisite for carers in this field. Conditions include:

· Advanced Dementia

· Spinal cord and brain injury’s

· Physical disabilities

· Neurological disorders

· Palliative care

· Mental health

· Learning difficulties

Respite Service:  Is supervision and monitoring to ensure safety for the service user while the main carer takes a break.

Companionship Service: Is defined as accompanying users on outings etc.

Night Care:  Is defined as sleeping in duties, awaking duties.

Live-in-Care:  Is a service that places a care assistant to live within the home.

· Office Hours: Mon – Fri, 9.00am to 5.00pm. (Except Bank Holidays) 
Out of Hours, Emergency Service Operates from;

· Bank Holidays and Weekends from 07.00 am to 10.30 pm.

· Mon – Friday evenings from 5.00pm – 22.30 pm.

· Arrangements are made for employees working outside of normal hours of operation.

Hours of Service Provision: Healthvision may also carry out services outside these hours when asked; an example of this is with sleeping and living in arrangements as required. 
People for Whom Services are to be Provided
Healthvision offers its services to clients irrespective of their race or ethnic origin, creed, colour, religion, political persuasion, marital status, parenthood, sexual gender/ orientation, disabilities or impairments. Healthvision has developed processes and services to support all categories of services for adult service users in need of domiciliary care, enablement, respite care, palliative care.  This in turn has enabled the organisation to develop clear service eligibility criteria for those who wish to access the services that we have on offer.  Currently we offer services to a varying range of client groups including:

· older people

· sensory impaired

· physically disabled

· respite for carers
· people with HIV / AIDS
· people who are terminally ill
· people with learning disabilities

Overview of the Process of the Delivery of Care
Care is needs led and service users are able to discuss their own level of service provision. This means that there is no standard service and each requirement involves an individually assessed package of care.

The Care Plan: When purchasing a package of care privately the care plan is drawn up by Healthvision in consultation with the service user, relatives and others involved in the service users care. Packages of care are also provided to local authorities and primary care trusts, or indeed other commissioners. In this instance the care plan will be drawn up by the relevant referral teams and passed to Healthvision in writing by the placement teams. Healthvision endeavours to commence services within two days of the care plan being received, Where possible and appropriate services will commence sooner.

In line with government legislation a risk assessment which will incorporate a COSHH assessment will be carried out before care commences. Once care is being received a community care review will take place at 6 monthly intervals, this mainly depends on the complexity of the care being delivered.

In all circumstances concerning private funded service users there will be a written contract agreed and signed by both service user and Healthvision within seven workings days of commencement of services.  A sample copy of the contract is listed below under the title Key Contract Terms and Conditions. Charges are discussed and agreed before services commences. These charges are payable fortnightly.
Key Contract Terms & Conditions
This section of the Statement of Purpose identifies the key points of the contract terms and conditions under which care staff are supplied.
NOTE - Draft Agreement only – subject to practical and legal verification.
CONTRACT TERMS AND CONDITIONS

Introduction
This document sets out the respective rights and responsibilities of the management and staff of Healthvision UK and the Service User.  Healthvision is regulated by the Care Quality Commission (CQC).  We aim at all times to reach or exceed the National Minimum Standards for Domiciliary Care Agencies laid down by the government.  (If you would like to see a copy, please ask any of our staff).  

Our commitment is to excellent customer services, quality care and the protection of service user rights including privacy, dignity, independence and security that are sometimes threatened by disability or illness. We recognise that providing care is a co-operative process and will consult appropriately with service users and stakeholders. This document should be read in the light of those principles.

Healthvision is a domiciliary care business specialising in the supply of carers for domiciliary care at home.  Please read the following terms and conditions carefully along with the service user’s guide supplied to you.  They will form the contract between you and Healthvision.  If there is anything in these terms that is not clear or about which you require further explanation please raise it with us before agreeing to use our services.  

Prior to entering into these terms and conditions a member of our staff will visit the service user at home in order to discuss your requirements, carry out a care needs assessment, develop a care programme and check that you have read and understood these terms and conditions.  A charge may be made for this service.  During this visit the member of staff will also discuss and agree with you the hourly charge for the provision of the carer’s services.  We will prepare a personal care plan following discussions with you which will set out the care to be provided and the arrangements for doing so.  

At regular intervals during the course of the assignment, a member of our staff will ensure that the agreed care plan is being properly carried out by the care assistant and that you are satisfied with the service.  A review of the care plan will also be discussed so as to determine whether any changes are necessary to the care plan.  This will mean that from time to time we will contact you by telephone and/or visit your premises in order to inspect the work being carried out by the care assistant.

The Contract
These Terms and Conditions constitute the contract between Healthvision UK Ltd (known as Healthvision) and the service user for the provision of a care assistant to the service user and apply to all assignments. Healthvision also supplies a Service User Guide that should be read along with these terms and conditions. No variation or alteration of these Terms and Conditions shall be valid unless approved in writing by a director of Healthvision.
The Service User
The person, for whom the service will be provided, referred to throughout this document as ‘the service user’.
The Provider
The Agency providing the service is Health Vision UK, Ago House, Kilburn Park Rd, London, NW6 5LF
Agreement of service provision
Health Vision will provide services only after the following arrangements have been conducted and agreed by all parties involved in the arrangement of service provision process -
A full care needs assessment form has been completed by a trained member of staff.

A full risk assessment has been completed and any recordings of risks or dangers have been rectified and agreed by Health Vision and service user. The service user has been made aware, by this process of the responsibilities of themselves and the agency in relation to Health and Safety matters. 

Any equipment that is required is in place and has been serviced in accordance with manufactures instructions. 

The care plan has been correctly drawn up with the service user/representatives and has been signed for agreement by the service user and or representatives. A care plan review date has been set which is no longer than 12 months from the commencement of services.

Electronic Monitoring
As evidence of each visit and confirmation that the call was made at the appropriate times, carers are required to log in and out for each visit. This is simply done by the carer calling a free phone number (0808 156 1658) at the beginning and end of each visit. No costs are incurred by the service user. If the phone is faulty or not connected, please contact the office. 
Termination
If the service user reasonably considers that the services of the care assistant are unsatisfactory, the service user may terminate the assignment by instructing the care assistant to leave the assignment immediately.  The service user must notify Healthvision immediately in the event of the termination of any assignment.  Healthvision may at its sole discretion reduce or cancel the charges, or still charge for the actual time spent and duration engaged with the service user.
Cancellation
Where the service user wishes to cancel an assignment 24 hours notice to Healthvision is required and failing that the service user may be liable to pay a cancellation charge to Healthvision equal to the hourly charge rate. Conditions may apply.
Charges
a) The service user agrees to make payment to Healthvision in accordance with the hourly rate agreed between the service user and Health Vision at the commencement of the assignment and as may be varied from time to time during the assignment. (please refer to our published rates for private service users)

b) Healthvision’s charges and the relevant payments referred to in clause (a) above are invoiced to the service user on a fortnightly basis and are payable within 14 days.  Any queries regarding Healthvision’s charges, as detailed on the invoice, must be notified to Healthvision within 7 days of receipt of invoice.  If no query or queries are notified within the aforementioned period then the service user shall be deemed to be fully satisfied with Healthvision’s charges and is liable to pay the full invoice amount within 14 days.  Queries raised against invoices shall not preclude Healthvision from seeking to recover the full invoice value from the service user, subject to any changes caused by the query or queries.
c) If the payment in full is not made within 14 days of the date of an account Healthvision shall be entitled to charge interest on the outstanding amount at the rate of 3% of the balance due for each month outstanding.  Healthvision may take such action as it considers fit (including the use of debt collection agencies and/or legal proceedings) to recover all sums owing to it. The service user shall refund all costs and expenses incurred by Healthvision in taking such action in respect of sums due from the service user, to Healthvision on demand.

Law
These Terms of Business are governed by the law of England and Wales and are subject to the exclusive jurisdiction of the Courts of England and Wales.

Withdrawal of Service

Should Healthvision wish to cancel services provided to a service user (for example an abusive service user), where attempts to resolve the problem have been unsuccessful, information will be shared and discussed with all relevant parties and a notice of 7 days will be given allowing the purchaser adequate time to replace the services of Healthvision. If at any time the care worker is in danger of assault, sexual harassment or serious health and safety risk Healthvision reserve the right to withdraw services with immediate effect.
Liability / Insurance

Whilst every effort is made by Health vision to ensure reasonable standards of skills, integrity and reliability from the care assistant carrying out the assignments, no liability will be accepted by Healthvision for any loss, expense or damage arising from any failure to provide a care assistant for all or part of the assignment.  For the avoidance of doubt, Healthvision does not exclude liability for death or personal injury rising from its own negligence.

	
	Employers Liability
	Public Liability

	Insurer


	Prime Care
	Prime Care

	Sum Insured


	£10,000,000
	£5,000,000

	Expiry date


	7th Aug 10
	7th Aug 10


Complaints Procedure
How to complain to Healthvision
This section sets out and explains to customers of Healthvision how to make a complaint, and provides a complaint form, which may be used for this purpose. Refer to Complains Form in Appendix 1. 
Why is a complaints procedure needed?
Most service users are generally happy with the care service provided by Healthvision, however, from time to time you may feel you need to complain about an aspect of the service.   We would welcome your complaint as an opportunity to put right what has gone wrong. Complaints will in no way prejudice the service you receive.

What should I do before submitting a complaint?
Before submitting a formal complaint, please see whether the matter you are unhappy about can be resolved by an informal discussion with the care assistant concerned. It may be there is a simple misunderstanding, which can be easily put right. At the same time, please be sure in your own mind that the matter you wish to complain about is something Healthvision is responsible for. In deciding this you may wish to consult your Terms and Conditions of Business and the Service Users Guide. If Healthvision arranges care at the request of social services you may wish to inform them of any complaints. Your social services case manager will provide their procedure.

How should I make a complaint?
You can make a complaint in two ways:

· Telephone Healthvision’s registered office and ask to speak to the Registered Manager or Care Coordinator.
· Write to Mr Chris Doherty, Managing Director, setting out your complaint.   


Who will deal with the complaint?
The Manager who is responsible for arranging your care will answer the complaint within fourteen days. If a full reply is likely to take longer, then you will be given a timescale within which your complaint will be answered.

What happens if I am not happy with the response?
You are entitled to write to the Director, stating why you are not happy with the response you have received.  If after this stage there is still an unacceptable outcome, you have the option of obtaining independent advice.
Where can I obtain independent advice?
At any stage in your complaint you may wish to have independent advice. A local Citizen’s Advice Bureau or Social Services office may be able to help. Your local MP or Councillor can also give you independent advice. You may also submit your complaint to the Care Quality Commission at CQC, Finsbury Tower, 103-105 Bunhill Row, London EC1Y 8TG. Alternatively you can e-mail enquiries@cqc.org.uk. A body called the United Kingdom Home Care Association (UKHCA) is also helpful, and can be contacted at Group House, 2nd Floor, 52 Sutton Court Rd, Sutton, Surrey, SM1 4SL, telephone 020 8288 5291.     

Can I present my case in person?
You have the right to meet a staff member in person at each stage of the complaints procedure, if you wish to do so. A friend or adviser to help you put your case may also accompany you.

Finally
Most complaints arise out of misunderstandings, Healthvision staff genuinely wishes to help, and we urge you therefore to discuss any problem with us at the earliest opportunity. Our aim is to provide you with a quality service at all times.

For the purpose of license and registration to the Care Quality Commission (CQC) the following applies:
Mr Chris Doherty      
Responsible Individual
Penny Bussey 
Registered Manager

The Quality Assurance Process
Health Vision maintains a continuous review of the effectiveness of the company policy, plans and processes to ensure that the quality of service objectives are being met in all areas.

We operate an internal audit programme, which periodically assesses the effectiveness of the Healthvision Quality Management System. This identifies opportunities for improving the processes key to our delivery of care services. The audit follows the good practice associated with the EQFM Business Excellence Module of continuous self assessment and includes a review of all of our operational activities including:

· Recruitment.

· Induction.

· Training.

· Assessment of care service requirements.

· Care planning.

· Delivery of care.

· Progress reviews of care assignments.

· Closure of care assignments.

· Satisfaction Surveys
· Commission of Social Care Inspection Reports

· Senior Care worker monitoring of staff

Other sources of information that link into our quality assurance programmes include:
· Compliments: Positive feedback regarding aspects of the care service
· Comments: Still positive but possible scope for improvement.
· Concerns: Negative feedback where action may be required to address a problem.
· Complaints: Serious concerns on the part of the service user, requiring formal action.
Policy & Procedure Documentation
Health Vision operates with a comprehensive range of policies and procedures that are communicated to our staff. The policy documentation of the organisation fall into 6 main categories, these are:

· Care Management ( 16 policies)

· Protection (4 policies)

· Health & Safety ( 13 policies)

· Recruitment & Retention ( 5 policies)

· Human Resources (12 policies)

· Organisation ( 16 policies)

All policies and related procedures are fully accessible by the employees of Health Vision and are communicated throughout the organisation. A summary of the main list of polices that are in place are as follows:

· Health & Safety statement

· Manual Handling

· General Confidentiality

· Whistle Blowing

· Protection of Vulnerable Adults

· Data Protection 

· Recruitment & Selection
· Record keeping

· Infection Control

· Food Hygiene

· Fire safety

· Complaints

· Dealing with Accidents and Emergences
· Equal Opportunities
· Challenging Behaviour and Violence Aggression
· Staff Supervision

· Quality Assurance

· Grievance 

· Disciplinary
· Capability

· Control of substances hazardous to health (COSHH)

· RIDDOR
Healthvision has adopted the United Kingdome Home Care Association medication policy and related procedures. This means that we operate as a provider at levels 1, 2 and 3. As long as there are clear procedures and documentation for monitoring and recording in place.  (These operating levels are in the Service Users Guide).  

Partners/Associates

Healthvision works in partnership with Local Authority Departments and other approved/registered agencies to ensure quality services.

Healthvision is a United Kingdom Home Care Association (UKHCA) member. The UKHCA are a trade body that promotes good practice within the care industry. The UKHCA contact details are as follows:

United Kingdom Home Care Association Ltd. 
Group House, 2nd Floor, 52 Sutton Court Rd, Sutton, Surrey, SM1 4SL

Telephone 020 8288 5291.     
Email: enquiries@ukhca.co.uk
Registered in England No. 3083104

Healthvision is an approved provider of home care services within the following London  boroughs:

· Brent
· Kensington & Chelsea

· City of Westminster

· Camden

· Hammersmith & Fulham
Healthvision is a registered provider with the Care Quality Commission, Certificate Number G620002215. The CQC regulates the care industry. The contact details are as follows:

Care Quality Commission at CQC, Finsbury Tower, 103-105 Bunhill Row, London EC1Y 8TG. Alternatively you can e-mail enquiries@cqc.org.uk Previous inspection reports can be downloaded from the website www.cqc.org.uk
The General Social Care Council (GSCC) is another organisation where you can obtain up to date information and advice. The GSCC can be contacted on Tel: 020 7397 5100 , The GCSC, Goldings House 2 Hays Lane, London, SE1 2HB.
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