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Issue date

10t July 2019

Statement of Purpose

Introduction

This document summarises information about the Company for our Customers, their families, friends, advocates, formal
and informal carers, other representatives of our Customers and potential users of our service.

Legal Status

CSN Care Group Limited t/a Carewatch is a Limited Company (registered company number SC617634)

Mission Statement

"Our Company provides a range of solutions to individuals and families who need care and support within their own
homes, enabling them to preserve their independence and dignity. We do this with dedication, integrity and
compassion. We strive to develop and improve the services we offer, the solutions we deliver and the support we give
to our staff and all those within the Company’s family."

Carewatch provides flexible, community based care and support of the highest standard that promotes independence,
dignity and choice, respecting the rights of people who use our services, providing them with the opportunity to live the
life of their choosing regardless of age, sex, gender identity, marital status/civil partnership, religion or belief, race or
disability and continually monitoring and striving to improve the services we offer, the solutions we deliver and the
support we give to our Care/Support Workers and all employee’s within the Company.

Company Values

e Respect for people
e Passionate about Quality
e Deliver positive outcomes

Our aims and objectives

We are committed to providing high quality domiciliary care services which enable our Customers to live in their own
homes with tailored support, promoting and maintaining their independence for as long as possible. We continually strive
to develop and innovate to ensure that our Customers are receiving the best in responsive, quality services, which
maintain their independence and dignity.

We will:

e Involve our Customers in planning a comprehensive and detailed individual assessment of needs, focusing on outcome
based support, providing the Customer with a person centred support plan which reflects their individual assessment
needs

e Acknowledge the vital role of family carers and others involved in the lives of the people that use our services and will
endeavour to support and work with these people as partners in the planning and delivery of services

e Ensure Customers expectations of our services are met; this will include knowing who will deliver their service and
when

e Provide information to people that use our services in an appropriate manner or format which Customers can
understand and acknowledge

e Communicate with people that use our services in a respectful, dignified manner that Customers can understand and
acknowledge

e Ensure people that pay towards the cost of their service have a clear set of written terms and conditions detailing their
obligations
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Provide support for Care/Support Workers, and promote lifelong learning and investment in their continuous
professional development

Principles of our service

Customers have the right to expect:

Personalised support appropriate to their identified needs delivered by staff whose education, experience, training
and attitudes make them suitable for such a role and who will provide care in a dignified, respectful and outcome
focused manner

To have their thoughts, opinions and attitudes respected and considered

To have access to personal files and information held about them

To have access to the Carewatch formal complaints procedure and to be represented by a relative, friend, advisor
and/or advocate if required

To have their values, beliefs and chosen lifestyles respected at all times

To have access to an interpreter or interpreting/signing service if required

To have their personal dignity respected at all times irrespective of any physical or cognitive considerations

To be encouraged to be as independent as possible including positive risk taking and to live a preferred lifestyle which
is, as far as possible, focused on their personal choice and control

To have the right to say who will and who will not enter their home

To remain living in their own home for as long as it is their wish to do so

To have personal privacy for their belongings and their affairs

To be recognised as an individual making their own decisions on matters which affect them, and to participate, where
possible (with the help of a friend/ advocate/ relative if so desired), in the planning of their care plan, reviewing the
care delivered and agreeing the format/content of their personalised plan of care

To remain in contact with personal friends, relatives and religious representatives of individual faiths and to be
supported, if required, in maintaining such relationships and arrangements

That Carewatch will recognise and fully understand the needs and rights of their relatives, friends, advocates, formal
and informal carers

To never be discriminated against for any reason, including but not limited to race, age, culture, nationality, religion,
sex, sexual orientation, physical and cognitive considerations

That Carewatch will recruit and retain a sufficient ratio of staff to meet service demands

That Carewatch will employ competent and trustworthy staff, to in include conducting a Criminal Records Check
That Carewatch will recruit self-motivated staff who will be provided with on-going supervision, guidance, training
and, where funding is available, support to obtain relevant professional qualifications

Person-Centred Services

We will:

Plan and develop personalised support plans detailing personal beliefs, preferences and outcomes identified for the
Customer receiving the service

Respect the Customers wishes in decisions regarding their service package including when it is delivered and by whom;
Provide information in a format of the Customer’s preferred style and/or language

Acknowledge the value of informal carers and others in the lives of the people that use our services

Observe holistic approaches in relation to person centred services

Independence

We will:

Develop each service in the context of what the Customer can do, not what they cannot
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e Aim to create a climate in the delivery of care which fosters positive attitudes in those around the Customer which
focus on capacities, not disabilities

e Value each person we support as a whole, aspiring to meet not only their physical needs but also their emotional,
psychological and social needs

e Encourage and support people who use our services to be as independent as possible and to carry out their own
support tasks where possible

e Support the people that use our service to live the life they choose even when this involves risk; informed risk taking is
an important part of personal fulfilment and independence

e Alleviate loneliness and isolation by encouraging those who we support to engage with family and friends, and to
participate in social inclusion within their community

e Encourage Customers to take on as much responsibility as possible for their own care and management of their
medication

Rights

The Company will respect the right of people that use our service to live the life of their choosing regardless of age, sex,
gender identity, marital status or civil partnership, religion or belief, race, sexuality or disability.

Dignity, privacy and respect

We will:

e Ensure that any records of the service provided are only disclosed to those with a legitimate reason to know the
information they contain

e Allow Customer’s access to their personal records in keeping with current legislation

e Promote the dignity, privacy and human rights of people that use our service, minimising any feelings of inadequacy,
inferiority and vulnerability which Customer may experience

e Address Customers in the manner of their choosing

e Respect the right of Customer’s in choosing the gender of their support worker

e Treat people who use our service with consideration, courtesy and respect

e Handle personal information with care, sharing such information with the Customer’s consent only where necessary.
Personal information will be shared with the Customer’s best interest and personal safety in mind

e Only enter Customer’s rooms within their property only with their express consent

e Respect that all Customers’ possessions are private, and instruct staff in accordance with the principle that they are
guests within the Customers home

e Recognise that Customers have a right to conduct confidential conversations without being overheard or observed by
a Care/Support Worker

e Safeguard people that use our services against abuse by identifying risks before they arise and by responding quickly
and appropriately to any concerns, in compliance with current legislation

e Ensure that equipment used in the delivery of our services is fit for purpose, safely operated, and used in a way that
promotes dignity and independence

e Support Customers to keep well-nourished and hydrated, and supported in the enjoyment of food and drink in a
dignified manner

e Provide Customers with respect that reinforces personhood, responding to specific cultural demands and
requirements that aim to maintain Customer/staff relationships that are trust based but appropriate to the
relationship of employee to Customer.

Maintaining service standards

Carewatch is committed to ensuring that services continue to meet Customer’s needs. Throughout our service provision
we ensure that we have a systematic, on-going monitoring process. Delivering a high quality service is one of our main
priorities; we achieve this through a number of ways.
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We will:

e Maintain comprehensive accurate records of the services delivered and of the people whom we support

e Handle such records in accordance with relevant law and recognised good practice

e Continually review our services to ensure that the support we provide is based on current best practice

e Continually monitor the quality of services using a range of methods, mainly by talking to the people we support, but
also formally via 6 monthly Telephone Monitoring reviews, 6 monthly Customer Reviews which are undertaken face to
face, completion of annual quality assurance questionnaires, annual updates of assessments and care plans unless this
is required earlier

e Ensure that Customers are aware of how to make a complaint and feel comfortable using the complaints procedure

e Ensure that any complaints are dealt with quickly and effectively

e Measure the success of each service in terms of whether personal outcomes have been met

e Have risk based contingency plans to ensure continuity of service

e Maintain systems for dealing effectively and efficiently with emergencies

Provision

Locations in England are registered to provide the Regulated Activity of Personal Care under the Service Type of Domiciliary
Care.

Locations in Scotland are registered to provide Support Services Care at Home.
Locations provide services within some or all of the following Customer Bands:

e Learning Disabilities or Autistic Spectrum Disorder
e Older People

e Younger Adults

e Children and Young People

e Mental Health

e Physical Disabilities

e Sensory Impairment

e Dementia/ Cognitive Impairments

e People who misuse drugs and alcohol
e People with eating disorders

e Services to children

Kevin Nutt (Nominated Individual with the Industry Regulator)

Kevin is a qualified lawyer with approaching 20 years of experience in the health and social care sector. He has extensive
knowledge and experience of providing and managing care services at various operational and management levels; and to
the exacting standards of the industry regulators, service users and best sector practice.
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Nature of Service

LEGAL STATUS

CSN Care Group is a Limited Company

CAREWATCH CARE SERVICES LIMITED
PROVIDER/REGISTERED ADDRESS

Unit 4 Rankin House
Murdoch Court
Roebuck Way
Knowlhill

Milton Keynes

MKS5 8GB

PROVIDER/REGISTERED ADDRESS
TELEPHONE NUMBER

01908 039530

NOMINATED INDIVIDUAL WITH THE
INDUSTRY REGULATOR

Mr Kevin Nutt — Managing Director CSN Care Group Limited

NOMINATED INDIVIDUAL
QUALIFICATION AND EXPERIENCE

e LLB. Hons. Law Degree UCL 1984 — qualified lawyer 1986

e Operational Management roles at Care Solutions Group

e Contracts Tenders and Business Development roles with Care UK and
Voyage

e Senior Management role with Carewatch since 2014

e Various roles in community based voluntary organisations

INDUSTRY REGULATOR ENGLAND

Care Quality Commission
Citygate, Gallowgate, Newcastle upon Tyne, NE1 4PA

Tel: 03000 616161
Email: enquiries@cqgc.org.uk
Web: www.cgc.org.uk

INDUSTRY REGULATOR SCOTLAND

Care Inspectorate
Compass House, 11 Riverside Drive, Dundee, DD1 4NY

Tel: 0845 600 9527
Email: enquiries@careinspectorate.com
Web: www.careinspectorate.com
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Company Service Locations

Registered Manager & Contact Details

Carewatch (Bentley Grange)

Bentley Grange, Binder Lane, Hailsham, East Sussex, BN27 1FA

Helen Kitcher
E: helen.kitcher@carewatch.co.uk
T:01323 406 189

Carewatch (Brighton)

Unit 3, English Business Park, English Close, Hove, East Sussex, BN3 7EE

Sharon Dickins
E: Sharon.dickins@carewatch.co.uk
T:01273 207111

Carewatch (Colebrook House)

Royal Military Academy, Off Red Lion Lane, London, SE18 4AP
Richard Neve House, 57 Plumstead High Street, London SE18 1SS

Amber Williams

E: amber.williams@carewatch.co.uk
0203 953 7940

020 8316 8668

Carewatch (Cranbrook Court)

Cranbrook House, Pembury Road, Langney, Eastbourne, BN23 7FD

Louise Savill
E: louise.savill@carewatch.co.uk
T:01323 406191

Carewatch (Harborough)

Unit 7, The Point Business Park, Rockingham Road, Market Harborough,
Leicestershire, LE16 7QU

Claire Williams
E: Claire.williams@carewatch.co.uk
T: 01858 466999

Carewatch (lpswich)

1A Norfolk Road, Ipswich, Suffolk, IP4 2HB

Deborah Stennett
E: Debbie.stennett@carewatch.co.uk
T:01473 216112

Carewatch (Isle of Wight)

10 Pyle Street, Newport, PO30 1JW

Claire Martin
E: cmartin@carewatch.co.uk
T: 01983 530981

Carewatch (Moorlands Court)

Moorlands Court, Hindhead Gardens, Northolt, Middlesex, UB5 5FD

Catherine Kotamo
E: Catherine.kotamo@carewatch.co.uk
T:020 8842 4304

Carewatch (Norfolk)

High House Barn, Colton, Norwich, Norfolk, NR9 5DG

Amanda King
E: amanda.king@carewatch.co.uk
T: 01362 696967

Carewatch (Thames Valley)

Clyde House, Reform Road, Maidenhead, SL6 8BY
Maudsley House, Ray Street, Maidenhead, Berks, SL6 8PS

Tara Mair
E: tara.mair@carewatch.co.uk
T:0118 957 2844 or 01628 564707

Carewatch (Verdon Roe Court)

1 Flaxen Road, London, E4 9FA
127 Dames Road, Leytonstone, London, E7 ODZ
Windmill Court, 4a Weale Road, London, E4 6BP

Leala Sullivan

E: Leala.sullivan@carewatch.co.uk
T: 0203 953 1520

T: 0203 953 1530

T: 0203 946 6699
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My Life Living Assistance (Kent)

5 & 6 Dennehill Business Centre, Denne Hill Farm, Womenswold, Nr
Canterbury, Kent. CT4 6HD

Also Registered for TDDI

Shelly Watson
E: shelly.watson@mylifelivingassistance.co.uk
T:01227 937780

My Life Living Assistance (Lewes)
The Mallings, 112 Malling Street, Lewes, East Sussex, BN7 2RG

Also Registered for TDDI

Sarah Shaw
E: sarah.shaw@mylifelivingassistance.co.uk
T:01273 483111

New Directions Specialist Support Services

95 Southbury Road, Enfield, EN1 1PL

Coral Howlett
E: coral.howlett@carewatch.co.uk
T:020 8367 1155

Branches registered in Scotland with Care Inspectorate

Registered Manager & Contact Details

My Life Living Assistance (Edinburgh)
Ground Floor, 7 Walker Street, Edinburgh, EH3 7)Y

Gail Pitbladdo
E: Gail.pitbladdo@mylifelivingassistance.co.uk
T:0131 603 4449
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