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Welcome to Bluebird Care. We hope
that this guide will provide all of the
information you need about our service.
If you would like to talk to us about any
aspect of your care, please do contact
us. You can find our contact details on
the back page of this guide.




This

guidetells
you about:

Our services
> Whatweaimtodo
> The services that we offer

>The people for whom we
provide care and support

> Where we provide services

> What we expect from our
customers

> Our commitment to you

>How we provide our
services; your care and
supportplan

> Changing your care and
supportplan

> Your Care Expert

>What happens when
your Care Expertis away
fromwork

> Timing of visits

> Electronic care planning

Our business

> Bluebird Care’s legal status

> Experienced and qualified
team members

> Office hours

> How to contact
Adult Social Care
Departmentof the
local authority

> Insurance cover

> Qur Bluebird Care team
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Service charges
& changes

> Charges and payment

> Postponing, suspending or
cancelling the service

> Live-in services

> The reasons we may
withdraw our service

> What happens if our
service closes or the
owner changes?
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Providing a quality service

>How we keep you safe and > Sharing information

protect you from harm aboutyou

> Proceduresto keep your > Assessing the quality of
property safe our services

>How we support you with > Getting help to complain

your medicines .
> Advocacy services

> Health and safety > Finding out more




What we
aim to do

About

our
Services

Bluebird Care provides excellent quality care to keep
you safe and comfortablein yourown home. We
believe thatit’s yourlife and your care, so it must be
yourway. We see each of our customers as unique,
with their own individual lifestyle and needs. We keep
you in control and provide you with the care and
support that you want, where and when you wantit.
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The services
that we offer

We provide care and support that may be
anything froma 30-minute visitto Live-in
Care. Our Care Experts are able to provide:

> Help with personal care and hygiene
> Help with getting up and going to bed
> Prompting or giving medicines and collecting or

returning medication from pharmacies or dispensing

GPsurgeries
> Preparing meals and helping at mealtimes
> Collecting or going shopping
> Laundry and housework

> Support with social activities such as attending a
day centre, visiting friends or family, going to your
church or club etc.

The people for whom
we provide care & support

Typically, we provide care and support to:
> People aged 18 tothose over 65

> People with physical disabilities

> People with a sensory loss orimpairment

> People with learning disabilities or an autistic
spectrumdisorder

> People with mental health problems
> People with dementia



Our

commitment

to you

At Bluebird Care we:

> Treat you with the utmost dignity
and respect

> Believe that the customer comes
first. This means that we provide
the care and support that you
need in the way that you want
it. We will always respect your
personal beliefs and life choices

> Listentowhatyou say and agree
on what we can do and how we
canprovide the bestservice for
you. Our support helps you to
keep your independence

> Are open and honest with you
about what we do. We deliver
what we say we will and provide
aconsistentandreliable service
that you expect

> Protect you from harm by
employing compassionate,
capable and reliable team
members. Our employees are
trained and knowledgeable about
your needs. They work to best
practice guidelines

> Act as a good employer to
our team and support their
professional developmentto
make sure thatthey have the best
skills to do the job well

> Give a service that provides good
value for money

>Monitorthe quality of our
serviceand regularly ask foryour
viewssothatwecan makeany
improvements that may be needed

> Take swift action in response to
any concerns about your safety or
complaints

> Respect your privacy and keep
information we hold about you
confidential (see below ‘sharing
information’ for more details,
page 16.)

>Have no right to judge how
someone chooses to live or how
their home looks. We do not
tolerate discriminationin any form



Personalised
support

"They’re so
knowledgeable
about staying
well, I feel safein
their hands”

Customer
6+ years

Whatwe expect Wevalueourteam and have legal responsibilities for

from their health and safety. We will not put members of
our team into situations where they are either at risk or

our customers where they are subject to harassment or intimidation.
We ask you to refrain from smoking during your Care
Expert’s visit.
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How we provide our Services;
your care and support plan

If you have a community care
and support plan from your
local authority, we will ask
your permission to see this,
so that we know more about
the type of care and support
you may need.

Ourmanagementteam will
arrange to visityou athome
to explain our service and
toagree on how you would
like your care and support
provided. The supervisor

will discuss any risks with
you and decide what action
needs to be taken to keep
people safe. We will record
thisin your personal care and
supportplan, a copy of which
will be made available to you
in your home.

We will only begin service
after you, oryour legal
representative has given
written consentto the care
and support plan. On rare

Changing your care
& support plan

We regularly review your care
and support plan by talking
to you about whatis working
well and what you may wish to
change. This usually happens
every six months but maybe
sooner if needed. Our Care
Experts are only allowed to
follow the instructions in the

occasions, we may need to
provide a service to meet
an emergency situation. In
these cases, we will send
eithera supervisororother
competent person to carry
outaninitial risk assessment
andto provide your care and
support. We will complete
the full risk assessments
and care and support plan
within 2 days of your service
commencing.

care plan. They cannot carry
out any other tasks.

If you would like to change
your care and support plan,
you can contact our office
and a member of our team will
visityou.



Our team
ISyourteam

Your Care Expert

Atthe end of each visit, they will record what care
and support they have given you via an
electronic care planning system. If you are not
satisfied, then you canletus know and we will
discuss this with you. If necessary, we will make
alternate arrangements for you.
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What happens when your
Care Expertis away from work?

You canrelyonourservices. We willendeavour
to keep the number of Care Experts who visit
youtoanabsolute minimumsothatyoudonot
seetoo many differentfaces. The Care Expert
whoiscomingto visityouwillalwaysintroduce
themselvesandthey will have been briefed so
thatyoudonotneedtoexplaintheirtasks.

We have enoughteam membersto coverthe
timeswhenyourusual careteamareaway. All
of ourteam are fullemployees of Bluebird Care
andarealltrainedto the samehigh standards.

Electronic care planning

There is an electronic call monitoring system
in place that the Care Expert will keep up to
date. All Care Experts have an identity badge
which they must show you so thatyou can
confirm who they are.
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Timing of visits

Care visittimes are approximate and may vary
up to 30 minutes either side of the normal
visittime. If your Care Expert does not arrive
atthe expectedtime, please allow at least 30
minutes for traffic hold-ups etc.

If he/she has not arrived after thattime,
please telephone the office so that we can
check what has happened and the safety of
the Care Expert.
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About
our

business

Bluebird Care’s legal status

We operate under licence from Bluebird Care Franchises
Ltd of 244-248 Great Portland Street (1st Floor), Fitzrovia,
London, W1W 5QX.

We are a limited liability company.

We are registered to provide care at home services by the
Care Quality Commission (CQC). The CQC website can be
found at www.cqc.org.uk and their telephone number is
03000616161.

The CQCinspectourservices to check that they are safe
and that we are meeting quality standards. You can view
a copy of the latest inspection report by going to their
website or asking our office to send this to you.

You can find more information about the Bluebird Care
network at www.bluebirdcare.co.uk

Experienced & qualified team

We are committed to having the very best care workforce
inthe areain which we operate. This means our team are all
trained to a high standard, and we encourage each of our
employees to undertake additional qualifications.
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Office hours

Our offices are open from 8.30am - 5pm Monday to
Friday during which time we will be pleased to discuss
any aspect of your care.

We also have an emergency on-call number should you
need to contact us out of office hours.

How to contact the

Adult Social Care Department of

the local authority
0300 1234040

Insurance cover

Bluebird Care has publicliability insurance and

employer’s liability insurance; however, wedo not
insure customer’s homes or contents. We strongly
recommend that thisis covered by the homeowner.


http://www.cqc.org.uk/
http://www.bluebirdcare.co.uk/

Service
charges
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& changes

Charges and payment

Weekdays

60 minutes - £36.90

45 Minutes - £32.20

30 Minutes - £25.90

Sleep In (non-waking) — £223.80 per night
Sleep In (waking) - £36.90 per hour

Weekends

60 minutes - £40.60

45 Minutes - £35.20

30 Minutes - £28.20

Sleep In (non-waking) — £253.40 per night
Sleep In (waking) - £40.60 per hour

Bank Holidays

60 minutes - £73.80

45 Minutes - £64.40

30 Minutes - £51.80

Sleep In (non-waking) - £314.70
Sleep In (waking) - £73.80 per hour

You will receive aninvoice in line with your confirmation
of instructions which you must pay within the stated
timeframe. Methods of paymentareincludedin your
terms and conditions.

You can request a statement of youraccountatany
time. We will give a minimum of 28 days’ written notice
of any changesin the fees that you need to pay.

Live-in services

As an alternative to residential care, we provide a live-in
care service. This means we will supply a care assistant
tolivein yourhome providing the support you need to
live your life during the day and provide reassurance of
having someonethere should you need them at night.
Our live-in care service supports your independence
toremain livingathome and in your community.
Thecostis subjectto an assessment. Bank holidays are
charged at an extra rate perday for Live-in care.

Cancelling or
terminating the service

If you cancel a care visit less than 28 daysin advance,
we will be entitled to charge all or a proportion of
the fees payable forthe cancelled visit. We will try
to minimise costs where practicable and provide a
reasoned breakdown of any cancellation charges.

Either you or we can terminate the Agreementatany
time by giving not less than 28 days’ written and signed
notice to the other.
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The reasons we may
withdraw our service

We would only withdraw a service as a last resort
afterwe had explored all other options. This may be
necessary when:

> Itisnolongersafe forthe customeror Care Expert
> The customer abuses our team
> The customer does not pay theirinvoices on time

> Weareunableto provide the service thatthe
customer wants

What happens if our business
closes or the owner changes?

We will give you a minimum of 28 days written notice
ifthe owner changesorintherareeventthatour
business needs to close.

If the business is planning to close, we would provide
advice and support to enable you to make alternative
arrangements. Thisincludes liaising with the Adult
Social Care Department of the local authority where
needed.



Providing a
quality service

We have comprehensive policies and
procedures for managing risks and to make
sure that we provide a safe, high-quality
service. These are inspected by our regulator.

How we keep you
safe and protect you
from harm

We carefully select our care team
and carry out checks before
they start work. All Care Experts
are then fully trained to carry out
their role safely and to recognise
signs of abuse. They will listen to
any concerns that you may have
about your safety. We have clear
procedures for reporting and
sensitively responding to any
suspicions of abuse. Care Experts
have aduty to reportany concerns,
accidents and seriousincidentsto
theirmanager.

Customers or their families
canspeaktoamemberofthe
managementteam, thelocal
authority orthe regulatorifthey are
concerned about possible abuse.

Procedures to
safeqguard customers’
property

Forreasonsof security, wenever

look after keys to customers’homes.

Ifspecialarrangementsneedto
be madetoaccessyourhome, we
encourageyoutouseakey safe.

How we supportyou
with your medicines

Our customers receive safe
and effective training with their
medication needs from our
competent team. Our medication
policy and procedures make
sure that you receive the right
medicines, in the right way at
the right time. They protect
customers and our team from
damagethat may arise fromthe
mismanagement of medicines.
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Health & safety

Wehavebothlegaland moral
responsibilitiesregarding the
health and safety of ourteamand
customers.

Wealwayscarry outarisk
assessmentpriortostartinga
service. Wewillagreeon how
theservicethatyouwantcanbe
provided safely and record thisin
yourcare plan.

If necessary, we will postpone the
start of yourservice until theright
equipmentisin placetoreducerisks.
OurCareExpertsweardisposable
glovesandapronstominimisethe
risk of cross-infection.
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Sharing information
aboutyou

The information we hold about
you is stored confidentially. We
co-operate with otheragencies
to make sure your wellbeing is
protected. However, we will only
share information about you either:

> With your consent;
> Ifitis necessary to keep you safe;

> We have alegal duty to share this
information e.g. a crime may have
been committed oritisin the
publicinterest

You have aright to see the
information that we hold about you,
for an appointment to view your
records please contact the office.

Assessing the quality
of our services

Our participation strategy sets
out how we involve customers

or their representatives in every
aspect of their care and support.
We welcome your feedback onany
aspect of ourservice so thatwe can
improve our services.

We will regularly ask you for your
views on our servicesincluding:

> An annual survey
> Regular visits by a supervisor

If you would like to see a copy
of our annual quality monitoring
report, please let us know.

Advocacy
services

There might be occasions when a
person needs help to voice their
concerns orcomplaints. Advocacy
services will supporta personwho
needs help to express themselves,
has their views heard and to be
listenedto. Therole ofan advocate
isto remainindependent from the
service provider (and others) and to
focus specifically on promoting the
rights and presenting the views of
theindividual.
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Getting help to
complain

We listen to feedback about our
servicesandtakeanyconcerns
seriously. Ourmanagerslookintoall
complaintsandtell customerswhat
wefind. Where thereare shortfalls,
wetake promptactionto putthis
right. Ourmanagementteam will give
youthenecessary supporttoraise
any concernsorcomplaintsthatyou
may have. You canfeel confident that
therewillbenonegativeimpacton
your care or support.

We give you a copy of our
complaints procedure and explain
this to you when our service starts.

Finding out more

Ifyouhaveany furtherquestions,
please do not hesitate to contactus.
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Our

Bluebird Care
team

Name of registered Franchise Owner:

If you have
any questions
please calluson

01923775300

Natver Patel

Registered provider:

Bluebird Care Watford and Three Rivers

Company registration address:

Metro Centre, 1st Floor,

Unit 34, Dwight Road

Watford,

WD18 9SB
Company registration number: 07000221
Name of Registered Care Manager: Dawn Forey

Names of the Care management team:

Tania Orbell, Susan Jones, Kaylee Reynolds

Our office email address&number:

watford@bluebirdcare.co.uk / 01923 775300
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