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The aim of this guide is to provide you, the resident or potential resident, and your
family, with information about the home and the company that runs it.

Colten Care was formed in 1980 when it acquired its first residential care home in
Lymington. Since then it has grown steadily and now has eighteen quality nursing
and residential care homes in the South of England.

Ian Hudson is Colten Care’s Managing Director and takes overall responsibility for the
management of Colten Care on behalf of the Directors. Ian Hudson is registered with
the Care Quality Commission as the Responsible Individual for all Colten Care’s
eighteen Care Homes.

Rodelyn Secong is currently the Home Manager for Whitecliffe House and is registered
with the Care Quality Commission as the Registered Manager. Rodelyn Secong is
responsible for the day to day operation of Whitecliffe House and is accountable to the
Care Quality Commission for the safety and wellbeing of all Whitecliffe House
residents.

Colten Care is committed to Caring for People. We do this by providing:

Individual care and service
First class food
A wide range of activities
A clean, quality built care home

Individual Care and Service

At Colten Care we have established our philosophy of care which helps us in delivering
a high standard of personalised care and service.

The emphasis within Colten Care is on “Quality of Life”.

Each resident has differing needs, preferences and interests and the care and service
delivered by our staff reflects each person’s individuality and choice.

All staff aim to preserve and maintain the dignity, independence and privacy of all
residents within a warm and caring atmosphere.

Our staff are sensitive to the residents ever changing needs and rights to a fulfilled
life.

Y:\Colten Care\Colten Care - 20111202 - Statement of Purpose\WCH SOP CCL NOVEMBER 2011.doc 3




At Colten Care, we strive to provide excellent service and care by continuously
improving what we do. We do this through:

e improving our understanding of what our customers want, by:
- care planning and regular reviews
- resident meetings
- one to ones
- resident surveys
- compliments and complaints
- listening to customer suggestions
e training our staff, in:
- care and service, eg National Vocational Qualifications (NVQs), clinical
and customer service
- health and safety, eg fire training and manual handling
- meal provision, eg food hygiene
e our values. Colten Care’s motto is ‘Caring for People’ and we help achieve this
by identifying our values:

Caring &  Compassionate
Accountable &  Attentive
Reliable &  Responsive
Ethical &  Empathetic

First class food

We recognise the importance that residents attach to the quality of their meals. Our
trained chefs prepare nutritionally balanced food to a high standard which we
continuously seek to improve. We achieve this by listening to what our residents want
and providing ongoing training and support from Colten Care’s senior catering team.
Recent awards and recognition within our eighteen homes have included the Caring
Times ‘Chef of the Year’ award, several ‘Excellent’ ratings from our regulators CQC
and 4 and 5 star ratings from Environmental Health inspections.

A wide range of activities

Each home has an activities organiser offering varied activities including creative past
times, quizzes and games, musical performances and trips out in one of our
minibuses.

Each home has also successfully created the role of social carer to meet the social
needs of residents who are frailer or who prefer one to one activities.

A clean, quality built care home
All our new homes are purpose built and all are managed and maintained by Colten
Care to a very high standard.

The Company was founded by two local businessmen who had already gained a
reputation as builders of top quality houses in the local area. They and their families
continue to run Colten Care ensuring a family ethos throughout the business.

Our housekeeping staff work hard to maintain a high standard of cleanliness in all our
homes. In a recent survey, 94% of our residents rated cleanliness in our homes as
excellent/good.

Y:\Colten Care\Colten Care - 20111202 - Statement of Purpose\WCH SOP CCL NOVEMBER 2011.doc 4



At Whitecliffe House we aim to provide short and long stay personal and nursing care
delivered by well trained and motivated staff in a homely environment where
individuality is emphasised. Our objective is to foster an atmosphere of care and
support which will both enable and encourage all our residents to live as full,
interesting and independent lifestyles as possible.

We are able to offer our service to ladies and gentlemen over the age of 65 years with
a wide range of nursing conditions or physical disability. Our staff are also trained to
provide palliative care for people with a terminal illness and we have inks with Joseph
Weld Hospice, whose staff are always available to advise. At Whitecliffe House from
time to time we are also able to offer our service to ladies and gentleman under the
age of 65 years who have similar care needs to those over the age of 65 years.

There is a lounge on the ground floor with comfortable armchairs where you can meet
with residents and friends, to watch television, have a cup of coffee and a chat, or
simply relax.

Whitecliffe House also has a dining room on the ground floor, with tasteful modern
furniture. We encourage residents to use the dining room as it is also an opportunity
to meet and socialise with others, but you can choose to have a meal in your room if
you prefer.

Friends and relatives are encouraged to keep in touch and guests are welcome to
make use of the lounge during their visit and can also join you for a meal. All we
would ask is that you give us 24 hours prior notice of anyone wishing to dine with
you.

On the first and second floor we have twenty six bedrooms with a window seat at the
end of each corridor that can be used at any time to sit quietly or just to watch the
people coming and going.

Whitecliffe House has a small courtyard beautifully planted, and making excellent use
of garden planters. Seating is available and the level paths make for easy walking. It
is also accessible to people who use wheelchairs so all can enjoy at any time of year.
Space is limited at Whitecliffe but we do enjoy barbecues in the summer months.

Staff are always ‘on hand’ and happy to assist you to make full use of any of the
facilities in the Home and in the garden.
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Whitecliffe House is purpose built over three floors and has twenty two single
bedrooms and four double, all have en-suite facilities. There is a lift located in the
main reception area which gives access to both floors.

Situated on the ground floor to the right of the entrance is the main television lounge
and opposite the front door is Manager’s office. To the left is the kitchen and dining
room. There is one bedroom on the ground floor and sixteen bedrooms on the first
floor numbered in a clockwise direction and there are also three bathrooms.

The garden can be accessed by the main entrance or through the dining room.

On the second floor we have nine bedrooms, one of which is a double and the
numbering here also follows a clockwise direction. There is a bathroom and a shower
room on this floor and also a small library and the ever important hairdressing salon.

The nurse’s room is located on the first floor.
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Welcome to Whitecliffe House and our team.

Here at Whitecliffe House we make every effort to accommodate each individual
resident’s needs and this is achieved through our highly trained multi-skilled team.

Rodelyn Secong Manager

Rodelyn joined Colten Care in 2002 as a Day Sister at Abbey View Nursing Home. She
was promoted to Deputy Matron in 2005 and Home Manager at Whitecliffe House in
2010. Rodelyn qualified as a RGN in 2001 whilst working at Singleton Hospital NHS
Trust in Swansea. She is a NVQ Assessor and qualified Mentor for student nurses in
placement. Rodelyn is currently studying for her Registered Managers Award.

In her spare time Rodelyn enjoys sports, gardening and travelling. Her son is waiting
placement for University next year.

Anne Tapley Deputy/Head of Care

Anne completed her Registered Nurse training in a London teaching hospital and
qualified in 1984. Anne initially specialised in post operative surgery and later worked
in HDU. In 2003 Anne moved to Poole working as a Practice Nurse running clinics for
Chronic Disease Management. She joined Colten Care in 2006 as a Registered Nurse
at Amberwood House in Ferndown. Anne enjoys studying and broadening her
knowledge, and is particularly interested in team development. In her spare time
Anne enjoys country walks with her Border Collie and family time with her 2 grown up
sons.

Nursing and Care staff

All our residents are cared for by our dedicated team of seven Registered Nurses and
twenty Health Care Assistants who are appropriately trained to deliver the highest
standards of evidence based care.

Our Nurses have many years of experience in elderly care and also have a wealth of
qualifications which include Diabetes, Wound Care, Respiratory Medicine, General
Medicine and Palliative Care.

Our Health Care Assistants range from Senior Carers with NVQ levels 2 and 3 to
newer staff who are working towards these qualifications. Amongst the carers we
have Manual Handling Trainers, First Aiders and Senior Carers who have completed a
course in Palliative Care.

Training is ongoing within the company at all times to maintain the high standards of
care we provide.

Activities Organiser and Social Carers

We employ a part time Activity Organiser called Kayleigh “Kay” White, who provides a
very interesting and varied programme of activities. If you have any special hobbies
or interest please let Kay know and she may then be able to include them in the
programme.

Also within our Health Care Assistant team dedicated time is given on a daily basis to

Social Care. Social care is one to one attention for the residents who may not wish to
join in the activity programme or who are unable to do so.
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Hotel Services Team

We have two Chefs at Whitecliffe House, Sharon and Zara who work opposite shifts
and are supported by two kitchen assistants. Both Chefs have City & Guild catering
qualifications.

We also have a dedicated team of three Housekeeping and Laundry staff who either
have NVQ in Cleaning and Support Services or are working towards these
qualifications.

Maintenance

John, our maintenance man, is available once a week for any resident requirements
and general Home maintenance. Please let me, Matron, or the nurse in charge know
of any maintenance problems you might have so that John can help to put them right.

Other services

Shanna Corben is our visiting hairdresser on Tuesdays and Wednesdays also at other
times by appointment. We also have visiting Chiropodists, Opticians and
Physiotherapists. On admission to the Home our staff will advise you on how to
access these services.

The Home offers training courses both in-house and externally for a wide range of
topics.

Statutory training in critical areas is given during the induction programme and all
staff are regularly updated as required by law.

Subjects include: Fire Safety, Health and Safety, Food Hygiene, Infection Control,
Manual Handling, COSSH training, Abuse Awareness, First Aid, Communication skills
and Care tasks.

In addition to training, all our staff are supported by Colten Care’s senior team of
managers and advisors.
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All staff wear badges to identify who they are and what they do. Our staff also wear
uniforms to help identify their role within the Home. They are as follows:

Uniform

Role
Deputy/Head of Care White dress or tunic with grey trim
Registered Nurses Grey dress or tunic
Health Care Assistants Grey and white strip dress or tunic
Housekeeping/Laundry Creamy yellow dress or tunic
Waiters/Waitresses White shirt/blouse with black trousers or skirt
Chefs White tunic, chef’s trousers
Kitchen Assistants White dress or tunic with black tabard/apron
Maintenance Man Black top with navy/black trousers

1 Ian Hudson h

Managing Director
L (Responsible Individual) )
1 Jan Wilson h
Director of Operations
& I J
1 1 1
[ Linda Brownlie ] 1 Elizabeth Benson h [ June Gallagher ]
Operations Manager Operations Manager Operations Manager
| J
Rodelyn Secong Whitecliffe House
Home Manager
(Registered Manager)
Anne Tapley
[ Head of Care ]

If you have any questions, please contact me any time, I am here to help.

Our team look forward to getting to know you and hope you will be very happy here.

Rodelyn Secong
Home Manager
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We aim to support each resident’s choice of lifestyle by providing an excellent level of
quality care and service.

We are passionate about treating residents as individuals; encouraging them to
exercise choice in all aspects of their care whilst ensuring that their needs and
expectations are met.

Potential residents are always seen by the Matron Manager or her Deputy prior to
admission when a comprehensive assessment is made to ensure that all your care
needs can be met, taking into account personal preference, spiritual, social,
recreational and cultural expectations and wishes. We want you to have a say in how
you live your life and to truly feel Whitecliffe House is your Home.

A meeting with the Matron Manager will be arranged with you and your family two
weeks after your admission to discuss the settling in period, but Matron, her Deputy
or Nurses are available at any time to discuss any queries you may have.

Emergency admissions to the Home are accepted only where the GP is familiar with
the services offered by the Home and is satisfied that the facilities of the Home and
the skills and experience of the staff will meet the needs of the person requiring
admission. The Matron Manager will then gather as much information as is possible
and commence an assessment on admission.

You and your family are encouraged to participate in planning your care and to be
regularly involved in updating and reviewing the plans to reflect any changing needs
or routines. Plans of care can be made accessible to you at any time and to your
relatives if you agree.

We encourage you to maintain contact with your friends and family, so have very
flexible visiting arrangements.

Whitecliffe House has a call bell system in place which is accessible to you: by your
bed, in communal areas, and in the corridors. A call pendant can be made available if
required. We aim to answer all calls within five minutes and check that this is
happening each day.

There are telephone points in all bedrooms and phone lines can be connected by
arrangement with BT who will allocate a personal number to your room and bill you in
the same way as if in a private dwelling.

There is a coin operated telephone available for use of residents who do not have their
own phone line.
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The Home’s e-mail address is whitecliffe@coltencare.co.uk and Matron is happy to
forward messages, photographs etc. to you. If you wish to bring your own computer,
we can assist with setting it up.

A post box in the entrance hall is emptied daily for outgoing post. Incoming mail will
be delivered to you in your room. Newspapers can be ordered through Matron and
these can also be delivered to your room each morning.

Residents’ meetings are held at least twice a year in the Home with Matron, and
usually a member of the senior management team attends. Any issues relating to the
Home can be raised at the meeting but there is also a suggestion box, which is
emptied weekly, situated in the entrance hall for your comments at any time.

The local library visits the Home every six weeks and will come to your room if
requested.

Colten Care recognises that meal times are a very important part of the day for our
residents. Our Chef will visit you within 48 hours of your admission to discuss your
particular likes and dislikes.

Delicious and appetising meals are prepared in our fully equipped and modern kitchen
with fresh ingredients and seasonal produce wherever possible. There is a varied
menu with a choice of dishes and special diets can be catered for. The Home employs
waiting staff to serve the meals, but care staff are on hand to assist residents who
may need some help when eating.

A pre luncheon sherry or fruit juice is offered to stimulate appetites and is an
opportunity for residents to meet each other.

Although meal times are set, residents can choose when to eat at a reasonable time
acceptable to them and the Chef. Hot and cold drinks and snhacks are available
throughout the day or night on request.

You can invite a friend or relative to lunch with you occasionally (up to twice a month)
but Chef will require 24 hours notice. A separate room can be made available on
request. More regular meals can be provided for a guest for a nominal charge by
arrangement with Matron.

Chef is always available between 8.00am and 6.00pm if you want to speak to him
about your dietary requirements.

MEALS TIMES: Breakfast - 7.00am-8.00am
Lunch - 12.15pm-1.00pm
Supper - 5.15pm-6.00pm

Our Activity Organiser plans a varied programme of activities for residents which
include trips out on the company’s mini bus. Outings include trips to the coast, forest,
countryside or sometimes a visit to one of our other Homes or to a pub for lunch.
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We organise special events such as Cheese and Wine evenings, Gala Dinners and
Fetes in the Home and regularly invite professional entertainers to perform on these
occasions.

We also have a Social Carer who provides social and recreational activities for a set
period each day for those of you who are unable to attend or do not wish to take part
in the main activity. Hand massage, reading a newspaper, writing letters or walks
outside in a wheelchair when weather permits, are some of the activities undertaken.

Colten Care is committed to maintaining and improving the service they provide and
have developed strategies to ensure that all aspects of the Home are regularly
reviewed.

In addition to inspection visits by our regulating bodies, reviews are undertaken by
Colten Care managers every 3 months to maintain quality and highlight any areas for
improvement.

We welcome comments from our residents, family and friends and regularly hold
resident meetings and use surveys and questionnaires to find out about their views.
Matron holds relative surgeries outside of normal working hours three times a year for
relatives who are unable to visit regularly, giving them the opportunity to speak with
Matron.

Should you or your relative have a complaint about any aspect of our service, please
bring it to the attention of the Matron or the person in charge who will try to resolve it
there and then. If the matter in your opinion is a serious one, or if you are still not
satisfied, you can write to Whitecliffe’s Operations Manager at our regional office (the
address is at the end of this booklet). Your letter will be acknowledged within five
working days and if required, a full investigation will be carried out. We will keep you
informed and you will be advised of the results of any investigation within 28 days.

If you are still not satisfied after the investigation or indeed, any time during the
investigation, you can contact the Care Quality Commission (the address is also at the
end of the booklet).

Suggestions and comments are always welcome and can be made in person to Matron
or can be placed in the suggestion box in the main foyer. If you would like to pay us
a compliment then please write to Matron or to the Directors of Colten Care (the
address is at the back of this booklet).

Y:\Colten Care\Colten Care - 20111202 - Statement of Purpose\WCH SOP CCL NOVEMBER 2011.doc 12



The Home has a modern Fire Alarm System fitted. Fire Exit Notices and Fire
Emergency Instruction Notices are displayed at strategic points throughout the Home.
Regular checks are carried out by our Fire Safety Contractor and records are kept of
all such checks as part of the Proprietor’'s/Manager’s responsibilities.

Staff are instructed during induction training with regard to fire safety and also attend
a minimum of two updating training sessions every year.

A fire exercise is carried out regularly on different shifts and this ensures that all staff,
residents and visitors have an understanding of their responsibilities in the event of a
fire.

Alarms and fire systems are tested every Monday at 2.00pm.
You will hear the alarms ringing and all doors will automatically close.

If the fire alarm sounds, remain where you are; staff will gather at an assembly
point where they are given instructions and you will be kept informed.

It is important that all residents sign out when going out of the Home and back in on
their return and all visitors must sign in on arrival and out on departure. This is a
requirement under Health and Safety legislation in order to prevent putting someone
at risk who could be looking for a visitor or resident who is not in the building.

We place great emphasis on promoting freedom of choice and we encourage our
residents to be as independent as they wish. However, we cannot provide a
completely safe environment and certain preferences may involve some level of risk
to you, other residents, or to our staff. On these occasions a risk assessment will
have to be carried out, usually by Matron or the sister in charge. This will help to
reduce risks but we cannot eliminate the possibility of accidental injury whilst you
exercise your independence.

We operate a no restraint policy at Whitecliffe and therefore, would only use such
equipment as bed-rails in special circumstances. We also operate a no lifting policy
for staff so consequently we reserve the right to use mechanical hoists where
necessary.

Qualified staff administer all medications in the Home but if you would like to be
responsible for your own medication we will have to make an assessment as to
whether there will be any risk to you or to any other resident. If we are satisfied that
it is safe for you to manage your medications we will provide you with somewhere
secure to keep them.
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It is our responsibility to provide nutritious and safe food for our residents. To comply
with Food Safety Regulations 1995 all food served at Whitecliffe House is monitored
from the time of delivery to the time it is served to the residents. It is not advisable
for high risk foods, e.g. food that needs refrigerating, to be brought in for the
residents to consume. Matron can provide you with a list of foods that can be brought
in.

We acknowledge that pets are part of Home life for a lot of people - but
unfortunately, we can no longer accommodate ‘four legged friends’, however, they are
more than welcome to come and visit you at any time.

All our Homes are non-smoking and smoking is discouraged on the grounds of Health
and Safety. However, we appreciate that some of you still enjoy this past time and
therefore, arrangements need to be agreed with Matron prior to admission to the
Home. Any resident choosing to smoke will have to do so in a designated area
outside the Home and may have to be supervised.

All our staff are trained to preserve and maintain the dignity, individuality and privacy
of our residents.

Your room is your private space; for example you can keep your room locked at all
times and staff should knock and only enter with your permission.

You will be able to discuss how your personal needs will be met with your named

nurse and this will be done in conjunction with risk assessments to ensure safe and
satisfactory arrangements are planned.
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We are committed to providing value for money within our comprehensive and caring
service:

The fees charged are dependent on:

1. The type of facility required, and
2.  The type of care package and needs of the individual resident.

Depending on the personal financial situation, a resident can either pay the fees
privately or receive benefits arranged by social services with a personal top up.

The current rules can be complicated and specific advice is available from the Matron.

e Accommodation

e Fully trained staff in 24 hour attendance
e Good home cooking

e Special diets

e Laundry Services

e GP visits

e (Call system

e Installation of the telephone in each room
e In house activities programme

e Dry cleaning

e Telephone calls

e Newspapers

e Physiotherapy

e Chiropody

e Hairdressing

e Pub lunches

e Entry fees on outings

We ask that fees are paid four weekly in advance and all additional expenses are paid
in arrears by direct debit.
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WHAT OUR RESIDENTS SAY

We survey our residents once a year and you are welcome to see further details of our
results by asking Matron.

Here are some of the positive comments we received, when we asked ‘What is the
best thing about Whitecliffe?’

e The staff

e The pleasantness of everybody - it's a very cheerful place

e The people and the food

e They are very cooperative about arranging visits for my family

e The privacy I am allowed

e Respect from the staff

e It's secure and light

e The waitresses are very helpful and always have a joke if we need it
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TERMS OF RESIDENCE

These Terms of Residence relate to the residential care home in which the
Resident resides ("the Home”). References to the "Resident’'s Agreement”
are to the agreement attached and made between Colten Care Limited
(referred to as "“Colten Care”) and the Resident. References to “"Resident’s
Representative” are to the signatory of the Resident’'s Agreement (if it is not
sighed by the Resident).

1

1.1

2.1

3.1

4.1

5.1

5.2

5.3

6

6.1

Standards of Care

Colten Care undertakes to maintain the minimum standards of care required by
the Care Standards Act 2000 and The National Minimum Standards.

Short Stay and Long Stay

Unless otherwise stated these Terms apply to both long stay Residents and short
stay Residents. A short stay is defined as a stay of less than 28 days.

Fees for Short Stay Residents

The fees for short stay Residents are charged at the daily rate set out in section
(8) of the Resident’'s Agreement. The total fees payable for the duration of the
short stay must be paid in advance of the Resident’s admission to the Home.

Cancellation of Short Stay

If a short stay Resident cancels his or her residency before the expiry of the
short stay period set out in section (7) of the Resident’s Agreement Colten Care
may retain such of the Resident’s prepaid fees as will reasonably cover the losses
and/or costs suffered or incurred by Colten Care due to the cancellation.

Termination for Short Stay Residents

Unless agreed in advance with Colten Care, the Resident must vacate the Home
at the end of the short stay period stated in section (7) of the Resident’s
Agreement, at which time the Resident’s Agreement shall terminate.

All amounts due to Colten Care must be paid on or before termination of the
Resident’s Agreement.

Colten Care may terminate the Resident’s Agreement by giving written notice to
the Resident (or the Resident’s representative if appropriate) of not less than 24
hours if in the reasonable opinion of Colten Care, the behaviour of the Resident
or any circumstances relating to the Resident is detrimental to the Home, the
other residents or the staff. Any fees prepaid for the period following termination
of the Resident’s Agreement will be refunded to the Resident after deduction of
amounts due to Colten Care.

Fees for Long Stay Residents

The Home's daily and weekly fees for long stay Residents are shown in sections
(8) and (9) of the Resident’s Agreement. The Homes fees are exclusive of the
NHS contribution towards the Resident’s nursing care. If the NHS contribution
ceases to be payable or if Colten Care is required to refund to the NHS any part
of the NHS contribution, the Home’s fees will be increased by the relevant
amount.
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6.2

6.3

7.1

7.2

8.1

8.2

8.3

9.1

Where the Resident is:

6.2.1 admitted less than 2 weeks into any of Colten Care’s 4-week accounting
periods, the Resident will be invoiced at the daily rate up to the end of
that accounting period and payment must be made prior to the
Resident’s admission to the Home;

6.2.2 admitted more than 2 weeks into any of Colten Care’s 4-week accounting
periods, the Resident will be invoiced at the daily rate up to the end of
that accounting period and for the period of 4 weeks thereafter and
payable must be made prior to the Resident’s admission to the Home.

The fees will thereafter be payable in advance on Mondays, at intervals of 4
weeks, by direct debit to Colten Care. Cheques or any other forms of payment
are not acceptable. Invoices will be sent to the Resident (or the Resident’s
Representative if appropriate) one week prior to the due date for payment.

Prior to admission to the Home the Resident will be asked to demonstrate that he
or she can provide funds for a minimum of three years. After this period, should
funds fall below the threshold determined at the time by the Government
alternative ways of funding will need to be explored which may include social
services funding, family or other third party top-ups. If Colten Care’s fees
cannot be met in full the Resident may be required to leave the Home. Colten
Care will give at least 4 weeks’ notice in this event.

Revision of Fees

The scale of fees will be reviewed annually, usually in February, and shall be
increased where an assessment of the Resident’s needs shows a permanent
change, if the Resident moves into a more expensive room or if there is a change
in regulatory costs affecting the Home.

All increases will be notified to the Resident (or the Resident’s Representative if
appropriate) at least 28 days in advance of the increase.

Fees payable on Temporary Absence

Fees are payable in full where the Resident is temporarily absent from the Home
save for where the absence is longer than 2 weeks (inclusive) in which case 80%
of the weekly fee stated in section (9) of the Resident’'s Agreement will be
charged, subject to a maximum of 4 weeks at that reduced rate. After 4 weeks’
temporary absence the weekly fee will be charged in full, unless condition 8.2
below applies.

Colten Care may at its discretion agree with the Resident (or the Resident’s
Representative if appropriate) a reduction in fees for any period of absence
beyond 4 weeks (inclusive).

The Resident (or the Resident’s Representative if appropriate) is required to give
at least 2 weeks’ notice to Colten Care of any planned temporary absence from
the Home and expected duration of that absence.

Interest

Any fees not paid to Colten Care by their due date will bear interest from the due
date until the date of actual payment at 4% a year above the bank base rate,
calculated on a daily basis. Any accrued interest will become immediately due
and payable together with the outstanding fees.
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10 Termination for Long Stay Residents — 28 days’ notice

10.1 The Resident (or the Resident’s Representative if appropriate) or Colten Care
may terminate the Resident’s Agreement for any reason by giving at least 28
days’ written notice.

10.2 If the Resident gives less than 28 days’ written notice of termination, Colten Care
may continue to charge the Resident at the daily rate set out in section (8) of the
Resident’'s Agreement up to the expiry of the 28-day period of notice required to
be given to Colten Care.

11 Grounds for Termination by Colten Care on Short Notice

11.1 Colten Care may terminate the Resident’s Agreement by giving written notice to
the Resident (or the Resident’s Representative if appropriate) of not less than 7
days if:

11.1.1 any amount due to Colten Care is not paid within 28 days of the due
date; or

11.1.2 the Resident breaches any serious term set out in this document or in the
Resident’s Agreement.

11.2 Colten Care may terminate the Resident’s Agreement by giving written notice to
the Resident (or the Resident’s Representative if appropriate) of not less than 24
hours if in its reasonable opinion the behaviour of the Resident or any
circumstances relating to the Resident is detrimental to the Home, the other
residents or the staff.

11.3 Colten Care may terminate the Resident’'s Agreement by giving written notice to
the Resident (or the Resident’s Representative if appropriate) of not less than 4
weeks if the Resident’s funds fall below the Government’s threshold and
alternative ways of funding, whether through social services funding, family or
other third party top-ups do not meet Colten Care’s fees in full (please see
condition 6.3 above).

12 Provisions Applying on Termination

12.1 Colten Care’s ability to claim any sums due to it under the Resident’s Agreement
shall not be affected by termination of the Resident’s Agreement.

12.2 All personal belongings of the Resident must be removed from the Home, without
cost to Colten Care, upon termination of the Resident’s Agreement.

12.3 Any personal belongings not removed from the Home by the Resident (or the
Resident’s Representative if appropriate) within 4 days of the Resident leaving
the Home may be removed by Colten Care from the Resident’s Room and will be
held by Colten Care at the Resident’s own risk.

12.4 Colten Care may take steps to store personal belongings not removed from the
Home and may recover reasonably incurred expenses in doing so from the
Resident (or the Resident’s Representative if appropriate).

12.5 If the Resident dies while resident at the Home, Colten Care’s fees will continue
to be payable until the Resident’s personal effects are removed from the Home.

Y:\Colten Care\Colten Care - 20111202 - Statement of Purpose\WCH SOP CCL NOVEMBER 2011.doc 19



13 Rights of Residency

13.1 Residency in the Home does not constitute a right to occupy the Home as an
assured tenancy under the Housing Act 1988 and does not create or infer any
right to security of tenure. The Resident will occupy the Home as a licensee
only.

13.2 The Resident shall allow Colten Care full, free and unrestricted access to the
room in order to provide the services referred to in these Terms.

14 Medical Care

14.1 The Resident must be registered with a general practitioner throughout the
Resident’s stay at the Home. Colten Care shall not responsible for the fees or
charges of any medical practitioner or dentist retained for the Resident on a
private basis.

14.2 Colten Care accepts no responsibility or liability for advice given or action taken
by any medical practitioner, dentist or other person, whether or not Colten Care
recommended the medical practitioner, dentist or other person to the Resident,
unless Colten Care has been negligent or has breached any duty it may owe to
the Resident.

14.3 Where the Resident is able to self-administer his or her own medication a
separate agreement must be signed and delivered to Colten Care.

14.4 In the event of serious illness or an emergency affecting the Resident during
residency in the Home, Colten Care will use reasonable efforts to discuss
arrangements for hospitalisation or medication of the Resident with the
Resident’s Representative, next of kin or the person notified to Colten Care as
authorised to consult with the Resident’s general practitioner.

14.5 If the Resident dies while resident at the Home, Colten Care will advise the
Resident’s next of Kin or the Resident’s Representative in accordance with the
Resident’s wishes.

15 Personal Items

15.1 The Resident, with the agreement of the Home Manager of the Home, may bring
items of furniture or other personal belongings into the Home.
Any such items must not constitute a hazard or disturb the peaceful enjoyment
or function of the Home by the other residents or staff.

15.2 Colten Care accepts no responsibility or liability for damage to or loss of cash,
credit cards, cheques, certificates, bonds, deeds, documents, jewellery, furniture,
furnishings, clothing and other personal effects of the Resident unless Colten
Care has been negligent or has breached any duty it may owe to the Resident.

15.3 All items brought into the Home must comply with existing fire and safety
regulations and all electrical appliances must be certified by a qualified
electrician. All electrical certificates must be delivered to Colten Care.

15.4 Colten Care accepts no responsibility or liability for items of clothing damaged in
the normal process of laundering unless it has been negligent in providing the
laundry service. Colten Care accepts no responsibility or liability for clothing sent
to the laundry which may require dry cleaning or any other specialised attention.
Whilst we take all care to ensure your personal clothing is laundered and safely
returned to you, we cannot take responsibility for clothing that is not labelled
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with your name, we use a simple and effective system of labelling your clothing,
please advise us prior to your admission to the home of the number of labels you
require — either 50 or 100. We will place an order on your behalf and the small
cost will be added to your invoice.

16 Insurance

16.1 Colten Care provides insurance cover to a maximum of £250.00 per item.
However Colten Care advises the Resident to provide insurance to full
replacement value for his or her own valued possessions.

17 Smoking

17.1 If the Resident wishes to smoke, arrangements should be discussed and agreed
with the Home Manager prior to admission to the Home.

18 Visiting times

18.1 Relatives and friends of the Resident may visit the Home at any time; however,
all visitors must conduct themselves in a manner so as not to disturb the
peaceful enjoyment or function of the Home by the other residents or the staff.

19 Indemnity

19.1 The Resident (or the Resident’s Representative if appropriate) shall indemnify
and keep indemnified Colten Care against all costs, claims, losses, damage or
expenses suffered or incurred by Colten Care by reason of any unlawful,
negligent or reckless act or omission or breach of contract of the Resident or by
the Resident’s Representative or by any visitor of the Resident.

20 Notices

20.1 Any notice to the Resident will be valid and effective if given by Colten Care
Limited and may be validly given or sent by post or hand delivered to the
Resident at the Home (or to the Resident’s Representative if appropriate, at the
address set out in the Resident’'s Agreement or as notified to Colten Care from
time to time).

20.2 Any notice to Colten Care may be validly given or sent by post or hand delivered
to the Home Manager at the address of the Home or to Colten Care Limited at
the registered office address at 16 Western Road, Lymington, Hampshire SO14
OHL.

20.3 Notices sent by post will be deemed to be received 48 hours after posting.
21 Matters Included and Excluded from the Fees

21.1 The following items are included in the fees set out in sections (8) and (9) of the
Resident’s Agreement:
e accommodation in the room specified in section (4) of the Resident’s
Agreement, or as agreed with the Resident from time to time;
full board;
cleaning of rooms;
provision of staff on a 24 hour basis;
nurse call systems;
reasonable choice of menus (including special diets); and
laundering of bed linen and laundry of personal items (not requiring dry
cleaning).
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21.2 The following items are excluded from the fees set out in sections (8) and (9) of
the Resident’s Agreement:
e hairdressing;

e private treatments such as chiropody and physiotherapy;

e personal items such as clothing, newspapers/magazines, toiletries;

e taxis and other private transport;

e special escort and transport services, such as for visits to hospital, dentist,
optician;

e personal dry cleaning;

e pharmaceutical, optical and dental requirements not covered in full by the
NHS;

o fees or other charges of medical practitioners;

e special medical equipment not generally available in the Home;

e outside entertainment;

e registration of the Resident’s death;

e any other service or personal requirements arranged upon request; and

e private telephone charges.

21.3 Charges for the excluded items listed above will be invoiced to the Resident (or
the Resident’s Representative if appropriate).

21.4 Colten Care may charge the Resident (or the Resident’s Representative if
appropriate) for any extensive deterioration or damage to the Home caused by
the Resident or visitors of the Resident beyond fair and reasonable wear and
tear.

22 NHS Funded Nursing Care

22.1 Colten Care will use reasonable efforts to ensure that the Resident receives
medical attention, drugs, equipment and incontinence supplies, which are
available under the National Health Service to the Resident.

23 Complaints

23.1 Colten Care is constantly endeavouring to maintain and improve its standards of
care and hospitality. Should the Resident have any comments or suggestions, he
or she should feel free to approach any member of staff, or alternatively speak to
The Home Manager or her Deputy.

23.2 Complaints regarding the services provided by the Home should be made in the
first instance to The Home Manager. If the complaint is unresolved it should be
referred in writing to the Director of Operations, Portman House, 44 The High
Street, Ringwood, Hampshire, BH24 1AG. If the complaint is serious or remains
unresolved the Resident may refer the complaint to the Care Quality Commission
(CQQC), the body responsible for regulating the standards within care homes.

24 Change of Accommodation and Services

24.1 The accommodation and services provided to the Resident may be modified from
time to time to reflect the changing circumstances and operational requirements
affecting the Resident or the Home. Where such modification is significant, the
Resident (or the Resident’s Representative if appropriate) shall be given at least
28 days’ notice of the change. Colten Care may give shorter notice in
appropriate circumstances.
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25 Amendment of Terms

25.1 These Terms may be amended from time to time to reflect changing
circumstances and operational requirements affecting the Home. The Resident
(or the Resident’s Representative if appropriate) will usually be given at least 28
days’ notice of any changes to Colten Care’s Terms and the amended Terms will
then apply. Colten Care may give shorter notice in appropriate circumstances.

26 Data Protection Act 1998

26.1 In order to undertake the care of the Resident, Colten Care must hold certain
records about him or her. The Resident’s signature (or the signature of the
Resident’'s Representative if appropriate) on the Resident’s Agreement
constitutes the Resident’'s express consent for Colten Care to hold this
information and use it for the purpose of caring for the Resident. The Resident
has the right under the Data Protection Act 1998 to ask to see a record of the
information held about him or her. Colten Care will comply with its obligations
under that Act to respond to the Resident’s request within the prescribed period.

27 Contracts (Rights of Third Parties) Act 1999
27.1 Any rights that would be conferred on third parties by operation of the Contracts

(Rights of Third Parties) Act 1999 are expressly excluded from any contract
entered into between Colten Care and the Resident.
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COMPLAINTS PROCEDURE

The Management of this home is committed to the maintenance of the highest
standards throughout but from time to time Resident’s, their representatives, or
members of staff may wish to make a complaint.

1. Informal Complaints

The complaint should be directed in the first instance to the person in charge of
the Home.

The person in charge should attempt to resolve the complaint immediately.

The complaint will be recorded in the complaints register.

The complainant will be informed of the formal complaints procedure.

2. Formal Complaints

Formal complaints should be addressed to the Home Manager who is
empowered by the Directors to investigate the complaint.

The Home Manager will contact the complainant in writing acknowledging
receipt of the complaint within 5 working days and inform them of the action
taken, or to be taken to investigate and resolve the complaint.

The Home Manager will conduct an investigation and respond in writing to the
complainant with the outcome of the investigation within 28 days.

The details of the complaint and the solution, if any, will be recorded in the
complaints register, and the Resident’s file unless specifically requested
otherwise.

3. Further Action

If the complainant is dissatisfied with the response, he/she should refer the
complaint to the Director of Operations, Portman House, 44 The High Street,
Ringwood, Hampshire, BH24 1AG.

The Operations Manager, upon receipt of the complaint, will acknowledge in
writing within 5 working days and initiate further investigations.

They will inform the complainant of the findings of the investigation and the
action taken where possible within 28 days.

4. Complaints to the Registration Authority

If the matter is unresolved, or at any time during the process, the complainant
has the right to take his/her complaint to the Care Quality Commission. In
addition, residents receiving funding from the local authority or PCT may direct
their complaint there (see contact list).

If the complainant is still dissatisfied with the response or is unhappy with the
way the Inspectors acted then the Chief Executive of the Care Quality
Commission may be contacted.

5. Complaints to Ombudsman

Finally the complainant may contact the Ombudsman if still dissatisfied with the
response or unhappy with the way the Authority carried out the investigation.

6. Exceptions

Where a complaint is of an urgent nature or directed at senior members of
staff, the proprietors should be contacted directly.
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e Staff complaints concerned with working conditions are usually dealt with
through the Grievance and Disciplinary procedures.

7. Review

e (Colten Care gives the undertaking to review complaints received over a three
month period to ensure that lessons can be learned from complaints or if any
practices and procedures need to be reviewed in the light of them.

Jan Wilson, Portman House, 44 High Street, Ringwood, Hampshire, BH24 1AG
Telephone No. 01425 482 460.

Mr I R Hudson, Colten Care Ltd, 16 Western Road, Lymington, Hampshire, SO41 9HL.
Telephone No. 01590 676 033.

Care Quality Commission, South West Region, Colston 33, 33 Colston Avenue, Bristol,
BS1 4UA Telephone No. 0117 9307110
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RESIDENT’S AGREEMENT

The Resident (or the person signing this agreement on the Resident’s behalf)
should read and understand Colten Care’s terms and conditions (“the
Terms"”) before signing this agreement. A copy of the Terms is attached to
this agreement.

1.

Resident’'s Name:

ME/MES/MISS/MS: e
Date of Birth: e

AAArI S S ...

Home: Nursing & Residential Home

Room No: | Date of Admission:

Short Stay / Long Stay (Please delete)

Residential / Nursing Care (Please delete)

Nou kW

Duration of Short Stay:
Number of Nights: ...
Arrival Date: ..o
Anticipated Departure Date: ........ccccoveviveiiieeiiiiecieeee,

Total Daily Rate (at the date on which this Agreement is signed):

Total Weekly Rate (at the date on which this Agreement is signhed):
E e Per Week

10.

The signatory to this agreement:

(a) confirms he/she has received a copy of the Terms attached to this Agreement

(b) undertakes to pay all amounts that become due to Colten Care on their due
date

(c) undertakes to ensure the Resident observes the Terms (as amended from time
to time)

(d) confirms that the Resident will not be eligible to apply for public funding for at
least 3 years and has adequate funds to enable him/her to reside in the Home
during the whole of that 3 year period, assuming a cost of at least £ at
the current level of care and at the weekly rate set out in section (9)

(e) understands that if the Resident becomes eligible and applies for public funding
but the amount that the local authority will pay Colten Care is less than the full
amount of Colten Care’s charges for the time being, then the Resident may be
required to leave Colten Care’s home if the amount of the shortfall is not paid
to Colten Care’s, either by the Resident (if lawful) or by a third party on the
Resident’s behalf.

(f) Confirms that additional expenses may be recovered by Direct Debit.

11.

CONTRACT - Please complete relevant section (a), (b), (c), (d), (e) or (f).

(a)

CONTRACT SIGNED BY RESIDENT

Signature of Resident: ...
U1 | (o [ =] PRSPPI

(b)

CONTRACT SIGNED BY RESIDENT’S RELATIVE

I/We are related to the Resident as the Resident’s and we wish
to place the Resident in the Home.
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Signature of Resident’s Relative: ...

LR UL A= 0 o (TR
S ULV [6 | <TTURTRREURTRRRTRTR

Witness Signature: ... e
FUIT INGME & AQAIESS it ettt ettt e e et e e b e e e b e e st e e e ebeeeebeeeanreens .

(c)

CONTRACT SIGNED BY RESIDENT'S ATTORNEY (UNDER A REGISTERED
ENDURING POWER OF ATTORNEY)

I/we confirm that I am/we are the attorney for the Resident under a valid enduring
power of attorney dated and duly registered with the
Court of Protection on Under the Court of Protection
(Enduring Powers of Attorney) Rules 1994 and the Enduring Power of Attorney Act
1985.

Signature of Resident’s AttOrney: ...

FUI N AN ettt e e e e e e e e e e e e e e e e e e e e e e e e e e e eeeeeeeeeee s aeaeeeeeeennnaaas
U1 Ve [6 TSR

(d)

CONTRACT SIGNED BY RESIDENT’'S ATTORNEY (UNDER AN UNREGISTERED
ENDURING POWER OF ATTORNEY)

I/we confirm that I am/we are the attorney for the Resident under a valid enduring
power of attorney dated and made under the Enduring
Powers of Attorney Act 1985 (“the Act”). I/we confirm that at the date on which
I/we sign this document the circumstances have not arisen whereby it is appropriate
for me/us to register the enduring power of attorney with the Court of Protection
under Rule 8 of the Court of Protection (Enduring Power of Attorney) Rules 1994
and section 4 of the Act. I/we undertake to register the enduring power of attorney
with the Court of Protection if and when I/we believe the Resident is or is becoming
mentally incapable (within the meaning of the Mental Health Act 1983).

Signature of Resident’s AttOINEY: .........eiuuiiiiiii i

[ U A= 0 2 T .
UL Ve [6 | <TTRUR TR URRRRRTRTR
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FUIl NGME & AQAIESS: ..ottt ettt et e et e et e e e b e e st e e e sabe e e ebeeeenbeeesnreeas
Post Code: ..o Date: e,
(e) | CONTRACT SIGNED BY THE RESIDENT'S ATTORNEY (ACTING UNDER A
REGISTERED LASTING POWER OF ATTORNEY)
I/We confirm that I am/we are the attorney(s) for the Resident under a valid lasting
power of attorney dated and duly registered with the Court of
Protection on under the Mental Capacity Act 2005.
Signature of Resident’s AttOrNeY: ...
FUIL NaMIE: et e e
FUIL AQAIESS: et et e e et e e e e et e e e e eeat e e e e eebaeeeeestaeeeseasseeaeannneens
Post Code: ... Date: i
WitnNess Signature: ... e
FUIT NGME & AQAIESS: oottt e et e e e et e e et e e s sae e e s nteaesnsaeeanneaeanreans
PostCodeDate .............................................
(f) | CONTRACT SIGNED BY RESIDENT’S DEPUTY
I confirm that I am the deputy appointed by an order of the Court of Protection,
dated to administer the affairs of the Resident.
Signature of Resident’s RECEIVEI: ... i s
FUI NG e e
U] | I (o | T RO PRSI
POSt COE! .ovorororsososeeseseosrseesesoss DALE! oot
WiItNESS SIgNature: ... e
FUIl NGME & AQAIESS: ..ottt ettt e e e et e e e s e e s be e e s beeesreaesbeaeanreens
Post Code: ..o Date:
12. | Agreed by Colten Care Ltd:

Signature: ...
for Colten Care Ltd duly Authorised)

FUI NaMN ettt
POSIEION: e DAt o
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