
SERVICE USER

GUIDE

[image: image1.png]k L
High View *

Inspiring Change




Index
1. Summary of the Homes Purpose……………………………………..4
1.1 Aims and Objectives……………………………………………………………...4
2.1 More Specific Objectives Include………………………………………………5
3. Environment..............................................................................................…...6

4. Services………………………………………………………………………………6

4.1How do we meet your individual needs……………………………………….6
5. How do we Provide Specialist care………………………………………………………7
5.1 Services will include………………………………………………………………………7
5.2 Daily Activities……………………………………………………………………………..7
5.3 Residents will be encouraged to attend………………………………………………7
6. Leisure Activities……………………………………………………………………………7
6.2 What do we believe………………………………………………………………………..7
7. Quality…………………………………………………………………………………………8
8. Involvement…………………………………………………………………………………..8
9. Residents Rights…………………………………………………………………………….9
10. Parents/Carers involvement……………………………………………………………..9
11. Visiting ………………………………………………………………………………………9
12. Smoking……………………………………………………………………………………..9
13. Fees…………………………………………………………………………………………..9
14. High View’s Care Charter……………………………………………………………….10
15. Residents should expect………………………………………………………………..11

16. How to Complain………………………………………………………………………….11
16.1 Complaints Procedure…………………………………………………………………13
17. Trial Period………………………………………………………………………………...13
18. Your Room…………………………………………………………………………………15
19. Personal Possessions…………………………………………………………………...14
20. In house Services………………………………………………………………………...15
21. High View will provide you with……………………………………………………….15
22. Health Care………………………………………………………………………………...15
24. Medical Care……………………………………………………………………………….16
25. Visitors……………………………………………………………………………………..17
26. Pets………………………………………………………………………………………….17
27. Activities……………………………………………………………………………………17
28. Leaving……………………………………………………………………………………..17
29. Money ………………………………………………………………………………………18
30. Insurance…………………………………………………………………………………..18
31. Health and Safety…………………………………………………………………………18
32. Fire Alarm………………………………………………………………………………….19
33. Communication and confidentiality…………………………………………………..19
34. Changes to this agreement……………………………………………………………..19
34.1 Signatures on behalf of High View…………………………………………………..19

35. Contract Agreement……………………………………………………………………...20
35.1 Terms and Conditions of Residency………………………………………………...21
1. Summary of the homes Purpose 

High View road provides short, medium and long term care for adults 18 – 65 with complex needs resulting from substance misuse resulting in poor cognition.

Individual may present as having:

1 Challenging behaviour

2 Mental Health problems 

3 Learning disabilities  

4 Brain Injury 

Our Philosophy is to enable residents to live semi independent lives in a secure environment that enhances and promotes independence. In doing this raise their self esteem, enable them to develop coping skills with the ability to make informed choices and facilitate change.

1.1 Aims and Objectives

High View seeks to provide and maintain a homely, supported, living environment which enables residents to feel safe, secure, valued and empowered to pursue interests to the fullest.

High View provides long term care for users 18 – 65 with:

1 Alcohol and drug related Problems 

2 Dementia resulting from alcohol and drug misuse 

3 Challenging Behaviour due to substance misuse

4 Mild learning disabilities due to substance misuse
5 Acquired Brain Injury due to substance misuse 
We recognise the challenges that life presents and the importance of maintaining ones independence so we at High View strife to:

1 Developing individuals abilities to make informed choices 

2 Recognise the importance of being able to control and manage lives challenges

3 Provide individual structures and boundaries to develop realistic routines

4 Facilitate full participation in community activities

5 Offer professional support to ensure users are able to effectively communicate their needs 

6 Work proactively with users to develop strategies to live independently.
7 Actively encourage nutritional dietary programs with a focus on a balanced health living.

2. More Specific Objectives Include:
1 Planning, implementing and monitoring a person centred programme covering all key areas of their development.

2 Supporting residents through individual and group work sessions

3 Encouraging and facilitating decision making through the setting realistic goals, choices appropriate to their individual abilities and needs.

4 Enable residents to access a full range of community facilities.

5 Actively promoting and advocating integration back into the community irrespective of age, religion, race, sexuality and disability

3. Environment:

The home is situated in a residential road close to a bus route and main line railway station. It is also close to Dulwich and Crystal Palace recreational park which are within a short walk of the home. There are and various amenities for leisure pursuits and hobbies.

High View provides a family atmosphere, with en-suites for up to seven people. The layout is such that residents can enjoy a measure of privacy, comfort and security. The house has been extensively refurbished to a high standard and providing a delightful spacious accommodation with lockable doors. The communal rooms consist of 2 delightful lounges with hi-fi, Televisions and Video recorders. The Dinning and kitchen areas are spacious and adequate for multiple use.  Laundry facilities are in the basement for residents to use on designated days.

We at High View aim to demonstrate a positive value to care, focusing on meeting individual needs in a small group.

The décor and furnishings reflect our values of living in a pleasant and comfortable environment. 

At High View we intend to create a stable and consistent environment with the correct balance between care and control where everybody is involved in the care of the home and all its facilities. We have a door entry system to ensure the safety of service users.
4. Services 

4.1 How do we meet individual needs
1 Individual assessments care management of individuals

2 Individual life skills programs in the home

3 Involvement of carers, parents, relatives and significant others in the care plan

4 Setting of realistic and achievable goals

5 Appointment of a key worker on arrival to the home

6 Full record keeping of daily progress reports and monthly reports to the social worker

7 Ensuring compatibility of Residents in the home

5. How do we provide Specialist Care:

All residents will be registered with a local GP, Dentist and Optician

5.1 Services will include:

Regular liaison and escorts for appointments with local Psychiatrists, Psychologists, continents advisors, OT’s, physiotherapists and other specialists

5.2 Daily Activities:

All residents spend at least one to two days a week at home where they take part in a supervised and structured life skills program.

This will consist of personal care, domestic activities and shopping trips to the local supermarket.

5.3 Residents will be encouraged to attend:

1 Local day care facilities

2 Educational , vocational, Attend identified work experience training

3 Therapeutic activities organised in house 

4 Encouraged to attend community Education Courses in the local colleges

5 Individual programs will be structured around chosen activities and interests via workshops organised in the home.
6. Leisure Activities:

At High View we believe that a wide range of interests and activities are essential to the well being of individuals. Out door activities are regularly organised out of the home.

These include:

1 Visits to the theatre, cinemas, pub lunches, evenings out

2 Visits to the library and museums of interest.

3 Gardening for those interested in horticulture

4 Encouragement to churches or Mosques  
5 Residents are also encouraged to take part in evening clubs and activities in the local area.
6.2 What do we believe?

1 That quality counts and  protects

2 Users rights are advocated and enhanced

3 We are innovative and proactive in working towards goals and aspirations

4 That every one is an individual 

5 That we are an organisation created to provide value for money 

7.  Quality:

We are committed to the provision of services to a high standard and there fore demonstrated by the following:

1 Work in partnership with residents, carers, relatives and significant others.

2 We undertake regular reviews of services and evidence outcomes of care plans.

3 Residents are regularly consulted with comments and complaints taken on board to ensure continuous improvement of services.

8.   Involvement:

1 Residents are actively encouraged to participate in all aspects of their care and running of the home. This is achieved through weekly residents meetings.

2 Residents are encouraged to speak for themselves and respect one another while resident at High View.

9.  Residents Rights:

Every resident has a right to their privacy and peaceful atmosphere in the home.  Residents are asked to respect one another and abide by the rules of the home. 

Should this not be the case, residents have the right to complain following High Views complaints procedure.

10. Parents/ Carers Involvement:

Parents/carers and friends are welcome in the home. High View works in partnership with Parents/carers and other professionals involved in the lives of residents. 

11. Visiting:

Visitors are welcome to visit. Visiting times are from 8.am - 9.00pm and negotiable over the week ends. Consideration is to be given to other residents.

12. Smoking:

There is a No Smoking policy with in the home. Residents will have to smoke out side the premises.

13. Fees:

The current weekly fees for living at High View is from £1200.00 per week (2009/2010) for board and lodging with 24 hours staff support and supervision depending on individual needs.

Fees can be paid by placing authority or private funded
14. High View’s Care Charter:

The aim of the home is to provide the best possible quality of life for adults with Alcohol and substance misuse problems entrusted in our care.

To recognise that care and support can only be achieved by taking a holistic approach which involves, professionals, relatives, friends and significant others.

To provide services that addresses the needs of short stays as well as permanent residents. To provide in-depth assessments of need so that rehabilitation can contribute to positive self-image and the ability to live productive lives.

To recognise that residential care is not simply the alleviation of aloneness, dependency and isolation but a positive experience that promotes good health development.

To ensure that residents are comfortable safe and secure and the knowledge that their experiences and opinions will be valued and respected 

To ensure that staff embrace these values through training and development and part ethos of the day to day running of the home. Supervision and training is given to maintain these standards and that each resident is taken as an individual

To ensure residents that copies of the charter are given to residents and that the complaints procedure is clear and available to all.

To ensure all that the home offers a good quality service to facilitate change with the organisational philosophy reviewed regularly to ensure that this is achieved year on year.

15. Resident should expect:

1 To be encouraged and assisted in maintaining a high quality of life

2 To be encouraged to maintain independency

3 To have their requests  dealt with curiously and in a timely manner

4 To be encouraged to fulfil their emotional and social needs

5 To be encouraged to follow there religion of choice

6 To remain with their chosen General practitioner if they should chose to do so

7 To bathe, wash and use toilet facilities in private 

8 To have their care needs evaluated and discussed at regular intervals with management to ensure that their needs are fully met.

9 To be cared for by appropriately trained and qualified staff

10 To be able to receive visitors at the designated times

11 To have and advocate, advisor or solicitor of their choice

12 To access a telephone in privacy

13 To be encouraged to participate in decisions involving their lives

14 To be encouraged to participate in recreational activities in the home and community

15 To be able to receive a quality services that is consistent and appropriate to their needs

16 To have a key worker, a brochure, a statement of terms and condition of their residence prior to admission. 

16. How to Complain:
At High View we want to know what you think of our services and value all your comments. We will listen and follow through any cancers or complaints presented big or small.

Complaint can arise through simple misunderstanding or genuine dissatisfaction.  Usually, discussing the matter determines its cause and a solution that satisfies can be found.  If you are unhappy in any way at all, please tell us so we can do something about it for you.

Complaints often provide an opportunity to do something better in future and as such form part of our policy to engender a culture of continuous improvement.  Therefore, we operate a “no blame” policy so that any complaint allows full, thorough and open investigation because persons involved are not “threatened” by the outcome.

A separate file/record is kept of any complaint or concern which can be inspected at any reasonable time on request as well as on any relevant care plan, personal file etc.

Our service standard requires an acknowledgement from us of your complaint within 72 hours and resolution within 21 days through a nominated person.

Should the nominated person be absent through holiday or sickness etc., then a temporary nominee will handle the matter in their absence in order that the service standard be maintained.

The Registered Manager reviews complaints and concerns on a monthly basis to ensure they are satisfied and that any issues upon which we can do better in the future are put into place as part of our policy of continuous improvement. 

If you have a complaint or concern:

The person to discuss it with in the first instance is:

Senior Residential worker 

…………………………………………………………..

This person is responsible for acknowledging your complaint within 72 hours and responding to it within 21 days.

To provide peace of mind that we have recognised your complaint we will keep a written record of it that you may inspect.  We will also keep a record of what we have done to seek to satisfy the matter.

We will always try to do our best to resolve your complaint, but, for some reason we may be unable to do so to your satisfaction.  If you wish to contact a more senior person to take your complaint to, the person to take it to is:

 Homes Manager …………………………………………………………..

This person is responsible for acknowledging your complaint within 72 hours and responding to it within 21 days.

If our response fails to satisfy your concern:

If our efforts to satisfy your concern (complaint) fail to result in an outcome you are not entirely happy with you should raise the matter with Our Inspectorate, their details are:

Our Inspectorate:
Care Quality Care Commission

Contact:

 James Pitts
Address:
CQC London registration Team, Citygate, Gallowgate, Newcastle Upon Tyne NE1 4PA
Telephone:

030000 616161
Email:

enquiries.london@cqc.org.uk
16.1. Compliments Procedure

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 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 too.

Of course, if you are that pleased, a letter to the manager is very welcome.  The details for such a letter are:

High View Residential Home 

84 Thurlow Park Road 

London SE21 8HL

Good news is always encouraging, if you could send us a copy of that letter, we can use it to encourage others too by passing the information on.

The Registered Manager keeps a separate file/record of any compliments received and you are welcome to look at this at any reasonable time on request
17. Trial Period

The first four weeks of my stay will be on a trial basis. If at the end of this time I decide to move on, or the home feels this is not the right place for me, my placement can be terminated with a 28 days notice given.
18. Your Room 
You will be given keys to your room, which will be treated as far as possible as your private space.

You are welcome to bring your on personal belongings - some items of furniture but must comply with safety regulations and at the manager’s discretion.

Furniture in your room will include the following:

1 A clean and comfortable Bed suitable to your needs

2 Bed linen

3 Curtains or blinds

4 A mirror

5 A bed side lamp and table

6 A Comfortable  sofa 

7 Draws and enclosed hanging space for cloths

8 Two accessible double electric sockets

9 A bedside table

10 En suite facilities

11 Carpets

12 Lockable storage space for medication, valuables and money

I will be responsible for the up keep of my room cleaning it regularly with the assistance of staff if necessary. I will keep the rest of the home clean and tidy and will not deliberately damage anything, If so a charge will be levied to replace the item.

19. Personal Possessions

1 You are encouraged to bring to your room some possessions however subject to health and safety assessment of High View 

2 Items of significant value should be passed to management/ staff for safe keeping. Should you wish to keep it in your room no responsibility will be taken by the  home 

3 All items of clothing should be marked with your name. The home will not take responsibility for loss or damage of items of clothing.

20. In house Services

1 Bed Linen and towels will be provided and laundry services on specific days. Toiletries, cloths, newspapers will be paid by you separately.

2 Fees will include all foods plus items of packed lunch on outings

3 I will help in preparing and cooking meals and clearing up afterwards

4 High View will make sure that some one will give me advice and help to ensure that I eat a health nutritious diet

5 High View will ensure any cultural, medical and religious diary needs are fully met.

6 Snacks and refreshments are also available 

21. High View will provide you with:

1 A key worker providing guidance and structure in your day

2 A written service users guide and go through details of your care plan

3 A Care Plan which takes account of your   - religious, race, gender age, sexual orientation disability or special needs

4 Encourage involvement in Care Plans and decisions about your day to day life at High View

5 Setting and hosting you six monthly review and if more frequent ensure significant others (social workers, carers, G.P.’s Family etc) are informed and available to attend.

6 Provide an appropriate adult as and when required. 

7 Trained Staff available 24 hours a day to provide care and assistance.

8 Escorts to appointments on health grounds.

9 Transport will be charged  at 70pence per mile

22. Health 

High view will promote and ensure basic health needs met like wise access to health care services. 

We will do the following:

1 Provide opportunities for exercise and physical activities

2 Monitor and encourage residents attend to their personal and oral hygiene

3 Support self care whenever possible

4 Ensure access to hearing and sight tests and appropriate aids

5 Provide information and advise about entitlements to health care

6 Ensure all residents are registered with a GP of their choice 

7 Regular assess to nutritional meals and monitor weight loss and gain

8 Facilitate safe administration of medication according to ability to self medicate

9 Facilitate access to specialist medical, nursing, dental, pharmaceutical, therapeutic and hospital/ community health care 

10 Inform your next of kin or significant others of serious illness or death.

23. Care:

1 A full assessment of your care needs will be undertaken before admission to ascertain what level of care is required 

2 A care plan will be drawn with you involvement and regularly reviewed as goals are achieved

3 The care plan will set out details of all aspects of your health and social care needs. 

4 Staff will be available to assist you with care needs as and when required

24. Medical Care:

High View will ensure you have access to local and community health services:

1 If you are ill High View will help you to see a doctor or hospital

2 You will l work in partnership with High View to follow the Doctors instructions and plan of care.

3 High View will follow its medical policies and procedures regarding administration of medication for those unable to self administered.

4 Staff will ensure medication routines given by the Doctors are fully understood and clear

5 For those unable to self medicate the medication policy will apply (medication kept in lockable draws in the office)  

Residents Meetings:
I understand these meetings are important as they are a forum for me to be a part of the home and my suggestions are valued. I agree to attend meetings every Month - Mondays for half an hour

25. Visitors:

1 Visitors are welcome at reasonable times

2 I understand that I may have visitors at the home provided the do not disturb the other residents that live in High View

3 Visitors will be asked not be allowed to stay overnight with out permission from management

26. Pets: 

Pets are not allowed in the home however exceptional circumstances may be granted but must be agreed by other residents.
27.  Activities:

High View will organise and give me the opportunity to undertake activities of interest. It is hoped this would enable me to learn new skills and work towards independency in the future. Activities will include all daily living skills – eg cooking, washing, ironing going to the day centre, evening classes and clubs f interest, outings to local amenities and attending religious services of my choice.

1 I understand that I do not have to attend any of the suggested activities if I do not wish to do so, however make an effort to try at least one.

2 I agree to spend at least one – two evenings a week socialising and joining in home activities in the home.

28.   Leaving:

1 I understand that on signing the agreement my room is reserved for 3 months before it is reallocated to another resident. If I am not living there I will still have to pay for the room. 

2 I understand that as long as my charges are up to date and I do not break the house rules I can live in the house for as long as I want.

29.   Money:
High View staff are not allowed to handle any of your finances, without prior written consent.  If this is necessary all records and accounts will be kept up to date and can be viewed by yourself or your representative when requested.

I will be expected to inform staff about what will happen to my things when I die. High View will help me to attain professional advice and support if necessary. Staff will not witness or become executors to my will.

30. Insurance:

You will be expected to make your own arrangements for insuring your personal belongings and valuables because High View can no be held liable for any items which are lost or stolen.

31. Health and Safety:

Staff at High View will ensure your health, safety and welfare, as far as practical.  We will operate in accordance with and comply to all relevant legislations
32. Fire Alarm:
High View will regularly test the fire alarms and I must take part in all fire drills and vacate the building at whatever time the fire alarm goes off.
33. Communication and Confidentiality:

All information we have about you, is treated as strictly confidential. We will only communicate information about your care and health to family and friends if they have been nominated by you or if we have consent from you to do so.  

34. Changes to this agreement.

 I understand that High View will change any part f this agreement at any time provided they tell me 4 weeks before doing so.
34.1 Signatures On behalf of high View 

I have read and understood this agreement and represent and confirm that it presences a contract for……………………………………………………………
To live at 9 High View Road SE 19 3SS
I have read and understood this agreement 

On behalf of High View……………………………………………………………..

Service User………………………………………………………………………….

Date…………………………………………………………………………………….
35. Contract Agreement
This agreement is to tell you what High View will provide when you live in one of our homes

You will get £………… From the government to pay £………….to High View every week.   High View will ensure you have:

1.
A comfortable bedroom with a personal shower 

2.
A communal kitchen and dinning room to prepare and eat your meals 

3.
A well kept Garden for relaxation and gardening activities

4.
A comfortable home to share with other residents in the home

5.
A Spacious bedroom, food and heating through out the year to keep you warm

6.
A communal telephone, electricity stereo and Television in two different Lounges

7.
Comfortable furniture in the home and recreational activities like watching TV, listening to music and playing pool

8.
Laundry facilities to wash and dry your cloths, baths and showers in most of the rooms

9.
Planned holidays, trips and outings

10.
People to support you in your new home 24 hours a day

You will have to pay you fees to continue to stay in your new home 

35.1 Terms and conditions of Residency 

I ……………. Sign this agreement that I will be allocated room………   as my Bedroom until I leave.

Services 

High View will provide services and care in line with my needs to promote independence, build my self esteem and enhance my quality of life.

High View provides 24 hours care and support and assistance will be provided to ensure advice and individual care needs are fully met.

We however expect residents to respect the privacy, dignity and rights of others and that they will be treated with courtesy and consideration at all times.

Accommodation

High View will provide and maintain a safe, secure, comfortable clean home environment

High View will furnish, decorate and keep the home in good decorative condition at al time.

I ……………. will share the house with other people accommodated at high view.

Activities

High View will organise and give me the opportunity to undertake activities of interest. It is hoped this would enable me to learn new skills and work towards independency in the future. Activities will include all daily living skills – eg cooking, washing, ironing going to the day centre, evening classes and clubs of interest, outings to local amenities and attending religious services of my choice.

1.
I understand that I do not have to attend any of the suggested activities if I do not wish to do so, however make an effort to try at least one.

2.
I agree to spend at least one – two evenings a week socialising and joining in home activities in the home.



