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Statement of purpose

Allcare Nurses Agency Limited
CQC Registration Provider ID: 1-101648676
Limited Company Co. Number 4604250 est 29/11/2002

Nominated Individual/Registered Manager-Rachel Quinn rachel@allcare-uk.com

Deputy Manager/Paediatric Care Coordinator-Lindsey Dixon lindsey@allcare-uk.com
Office Manager- Louise Bartonlouise@allcare-uk.com
Administrator-Daisy Timms daisy@allcare-uk.com
Location
Allcare Offices
2 Albion Road
Blackburn
Lancashire
BB2 4UW
01254 682200
CQC location ID: 1-2563006060


Service user Guide.

1. Aims and Objectives of the Service
Allcare Nurses Agency Limited aims to provide the highest quality of care to our Service Users, their families or representatives.
To always place the Service User first.
To be courteous, polite and empathic in all our affairs.
To safeguard Service Users and staff from harm or abuse.
To deliver services which fully reflect the needs, wishes and preferences of our Service Users.
To promote and enhance the independence of our Service Users.
To provide a service that is professional and trustworthy.
To continually improve and develop the quality of staff and best practices by following robust recruitment and selection policies and investing in continuous training and development of staff.
To involve and listen to Service Users, families and representatives.
To promote an ethos of values which respect the diverse and cultural differences of our staff, Service Users and the community.
2. The Types of Services Provided
Allcare Nurses Agency Limited is registered with the Care Quality Commission for the delivery of the following Regulated Services to:
· Personal care
· Treatment of disease, disorder or injury
The defined Regulated Activities are delivered to a wide range of Service Users which include the following. 
· Children 0-18 years
· People with Dementia
· People with Learning disabilities or autistic spectrum disorder
· People with Mental Health
· Older People
· People with Physical Disability
· People with Sensory Impairment
· Younger Adults


3. Accessing Our Service
We are proud to offer services 24 hours a day seven days a week.
The office is open 9am to 5pm Monday to Friday. There is cover all other times for issues arising outside of these hours. This can be accessed by ring the office number.
4. Delivery of the service
We deliver our services 24 hours a day seven days a week where it suits you or your relative best. This includes in client’s own home, in day centres, on transport to and from school, out in the community, to clubs/playcentres.
5. Philosophy of Service
Allcare Nurses Agency Ltd seeks to maintain and promote the independence of the individual and regards itself as an enabling rather than a doing provider. We strive to work with Service Users, their families or their representatives to deliver a tailored and individual service.
Self-Care Statement
It is important that Service Users and their families or representatives engage with us in the promotion of self-care and independence of the Service User. We encourage our Service Users to work positively with their assets whilst we assist with their deficits.



Infection Control Statement
As part of the new registration requirements, the Department of Health issued a Code of Practice on Infection Control which Allcare Nurses Agency Ltd has implemented in full. Our Infection and Prevention Control lead is Rachel Quinn. Rachel is responsible for ensuring our compliance in this area. From time-to-time infection incidents occur such as localised outbreaks of Norovirus or diarrhoea and vomiting which mean safeguards to prevent further infection need to be put into place.                                                                                                                                                     Where practical, Service Users, their families or representatives will be involved in any such discussions or arrangements to assist in controlling the further spread of infection. 
As part of our registration and inspection regime we must comply with government legislation and our contractual obligations to Local Authorities. In addition, the protection and safeguarding of Service Users is paramount.
Safeguarding Statement
As part of our duty of care to Service Users and staff their protection and safeguarding is at the core of the service we deliver. From time-to-time incidents occur which need to be placed in a safeguarding context. When this happens Allcare Nurses Agency Ltd will work with multi agency partners, Service Users and staff in any investigation which needs to take place. We are aware of how distressing such an investigation can be and will through support and assistance seek to minimise any such distress whilst still fulfilling our duty of care and legal obligations.
Complaints Statement
In order that we can continually strive to improve our services, complaints are a very useful barometer in evidencing the quality of our services. We therefore encourage service users, their families or their representatives to discuss openly with us any aspect of their care which in their experience falls short of the standards expected. Please do have the discussion and wherever we cannot resolve the issue together we will support and assist you in taking the matter further. We respectfully remind you that unless we know what is wrong, we do not have the opportunity to put it right.
If you have an issue you wish to discuss, please ring us on 01254 682200 or email us. All of our email addresses are shown on the front of this pack.
The complaints policy is included in this guide.



6. A-Z of Policies
Please get in touch if you would like any of the policies providing.
· Access To Records and Files
· Access to Service Users Home
· Accessible Information and Communication - including statement.
· Accidents Incidents and Emergencies Reporting RIDDOR
· Admission to Hospital and Discharged Home
· Adult Safeguarding
· Advance Care Planning
· Advocacy
· Alcohol and Drugs
· Appraisal
· Assessment of Need and Eligibility
· Autism
· Audit
· Autonomy and Independence (coproduction)
· Bariatric Care
· Basic Life Support
· Behaviours that Challenge Violence and Aggression
· Bribery and Corruption
· Bullying and Harassment
· Business Contingency and Emergency Planning
· Care and Support Planning
· Clinical Governance Statement
· Code of Conduct for Workers
· Compliance Principles
· Compliments Listening and Learning
· Confidentiality
· Conflict of Interest
· Consent
· Continuity of Care for Support Workers
· Control of Substances Hazardous to Health (COSHH)
· Co-operating with other Providers
· Corporate Social Responsibility
· Cyber Security
· Data Protection Legislative Framework (UK GDPR)
· Dementia Care
· Deprivation of Liberty Community Settings
· Diabetes
· Dignity and Respect
· Direct Payments
· Disciplinary
· Disclosure and Barring Service (DBS) and (DBS) Referral
· Display Screen Equipment
· Diverting phone
· DNACPR
· Dress Code
· Duty of Candour
· Dysphagia
· End of Life
· Epileptic Seizures
· Equal Opportunities
· Equality and Diversity
· Falls Prevention
· Female Genital Mutilation
· Financial Irregularities
· Fire Safety
· First Aid
· Fit and Proper Persons – Directors
· Freedom of Information
· Gifts and Legacies
· Good Governance
· Grievance (Staff)
· Handling of Service Users Money
· Health and Safety and Statement of Intent
· Homeworking
· Hot Water and Surfaces
· ILL Treatment and Wilful Neglect
· Induction Training Development and Qualifications
· Infection Control
· Internet Email and Mobile Phone (Acceptable Use)
· Maternity Paternity Adoption and Shared Leave
· Medical Devices
· Medication
· Meeting Needs
· Menopause in the Workplace
· Mental Capacity Act 2005
· Missed Visits
· Missing Persons
· Modern Slavery
· Monitoring and Accountability
· Moving and Handling
· MRSA
· Notifications
· Nurse Revalidation
· Nutrition Hydration and Food Safety
· Oral Health
· Out of Hours and Emergency on Call Cover
· Oxygen Therapy
· Performance Management
· Person Centred Planning
· Personal Budgets
· Personal Protective Equipment (PPE)
· Personal Safety and Lone Working
· Personal Shopping
· Position of Trust
· Positive Behavioural Support
· Premises Environment and Access
· Prevention of Pressure Ulcer
· Professional Boundaries
· Promoting Continence
· Quality Management
· Radicalisation
· Range of Services and the Limits to Responsibility
· Reablement
· Record Keeping
· Recruitment and Selection
· Recruitment Complaints Procedure
· Redundancy Redeployment and Retirement
· Relatives Friends and Informal Carers
· Religion and Belief
· Responsive Services
· Risk Assessment
· Safe Use of Bed Rails
· Safeguarding Children in an Adult Setting
· Safer Recruitment and Selection
· Sensory Impairment
· Sepsis Awareness
· Service Improvement Plan
· Service user Online Safety
· Service Users Contract
· Service Users Home Security
· Service Users Records Home
· Sexuality and Relationships
· Sickness Absence
· Smoking
· Social Inclusion
· Social Media and Public Relations
· Staff General Welfare and Facilities
· Staff Retention-Wellbeing and Mental Health in the Workplace
· Staff Working Nights
· Supervision
· Termination of Care Services
· Wheelchair Safety
· Whistleblowing
· Workplace Testing for Covid-19
· Young People and Employment




















Complaints (v5.0.0) Complaints (v5.0.0) 
Date Reviewed: 23/10/2025 | Next Review Date: 23/10/2026
Person responsible for updating this policy: Rachel Quinn
Policy Statement
This Allcare Nurses Agency Ltd policy is intended to comply with Regulation 16: Receiving and acting on complaints. 
Allcare Nurses Agency Ltd accepts the rights of the service user, their families and advocates to make complaints and to register comments and concerns about the services received. It further accepts that they should find it easy to do so. Every service user and their families are provided with clear information on how to make a complaint and our staff are competent to always support individuals with making a complaint. 
It welcomes complaints as opportunities to learn, adapt, improve, and provide better services. Allcare Nurses Agency Ltd will comply with legislation, national guidelines, regulations and best practice when managing complaints and suggestions. In accordance with the Equality Act 2010, We will ensure our processes are fair and transparent and do not discriminate directly or indirectly, against those with protected characteristics. 
This policy is intended to ensure that complaints are dealt with properly and that all complaints or comments by a service user or their relatives, carers, and advocates are taken seriously. It is not designed to apportion blame, consider the possibility of negligence, or provide compensation. It is not part of the company’ s Disciplinary Policy or Grievance Process. 
Allcare Nurses Agency Ltd believes that failure to listen to or acknowledge complaints leads to an aggravation of problems, service user dissatisfaction, and possible litigation. Allcare Nurses Agency Ltd supports the idea that most complaints if dealt with early, openly, and honestly, can be sorted at a local level between just the complainant and Allcare Nurses Agency Ltd. The complaints procedure is made available to the service user and families in their Service Users guide. A copy is always kept in their Care and Support plan in their homes and available in a format that can be understood. 
ADASS has published a Good Practice Guide on Handling Complaints concerning Adults and Children in Social Care Settings. They have identified the following five principles: 
· Ensure that the complaints process is accessible.
· Ensure that the complaints process is straightforward for a service user and their representatives. 
· Ensure that an appropriate system is in place to keep a service user informed throughout the complaints process. 
· Ensure that the complaints process is resolution-focused. 
· Ensure that quality assurance processes are in place to enable organisational learning and service improvement from complaints and customer feedback. 
Any complaints made by staff will be signposted to the Grievance policy if the complaint relates to them as an individual, or via the Whistleblowing policy where a protected disclosure is made. 

Aim of the Complaints Procedure
We aim to ensure that the complaints procedure is properly and effectively implemented and that every service user can feel confident that their complaints and worries are listened to and acted upon promptly and fairly. Specifically, we aim to ensure that: 
Every service user, their carers, and their representatives are aware of how to complain and that Allcare Nurses Agency Ltd provides easy-to-use opportunities for them to register their complaints.
· A named person will be responsible for the administration of the procedure.
· We will acknowledge a complaint in 3 working days. 
· All complaints are investigated within 14 days of being made. All complaints are responded to in writing within 28 days of being made. 
· Complaints are dealt with promptly, fairly, and sensitively, with due regard to the upset and worry that they can cause to both the service user and staff. 
Children's Services 
Allcare Nurses Agency Ltd recognises the rights of children to make complaints and representations and to have their views considered within a clear procedure as defined by law. We aim: 
· To ensure that the children and young people our service comes into contact with are aware of how to make a complaint. 
· To ensure all children, young people and adults facing problems or challenges who wish to make a complaint are well supported to do so. 
· To offer advocacy service where appropriate. 
· To provide a sensitive and customer-focused service for complaints and representations by offering help and advice to all complainants, members of the public and other interested parties. 
Responsibilities
Rachel Quinn is responsible for following through with complaints. However, there may be a specific post with responsibility for complaints (For Allcare Nurses Agency Ltd this is Rachel Quinn, Managing Director/Registered Manager). Communication between this post and Rachel Quinn should be clear and transparent so that Rachel Quinn can demonstrate evidence of compliance. 
If the complaint is concerning Rachel Quinn then another manager or director on the senior management team will handle the complaint. Information on where to send the complaint or whom to speak to, if it involves Rachel Quinn this is included in the complaints procedure in the service user guide.
Complaints From a Representative 
Allcare Nurses Agency Ltd, Allcare Offices, 2 Albion Road, Blackburn, Lancashire, BB2 4UW
If the service user directly affected does not want to complain themselves, they can ask someone else to make the complaint on their behalf and represent them throughout the process. A representative can be anyone such as: 
· A family member. 
· A friend. 
· An advocate.
· A legal representative. 
There is no restriction on who may act as a representative and this list is not exhaustive. 
Allcare Nurses Agency Ltd will support them by signposting the service user to an advocate if they do not have any other representation and are not happy to raise the complaint themselves. 
Allcare Nurses Agency Ltd can only accept complaints from a representative In certain situations. These are; 
· Where it is known that the service user has consented, either verbally or in writing (and this includes the willingness for us to share personal information with the representative). 
· Where the service user cannot complain unaided and cannot give consent because they lack capacity in line with the The Mental Capacity Act 2005, and the representative is acting in the best interest of the service user. 
If the service user does not consent to us discussing the complaint with their representative then we take this into account. We will explain to the person making the complaint that only the issues that directly affect them can be investigated. If we do not have consent to share personal information about the service user we will not be able to investigate any matters relating to the service user or share personal information about the service user which may leave some of their concerns unanswered.
 If we receive a complaint where the service user directly affected does not have the capacity to consent to the complaint being made on their behalf, we first determine if the person making the complaint on their behalf has a legitimate interest in the person’ s welfare and that there is no conflict of interest. We also need to determine if the person making the complaint has a right of access to the personal information of the service user directly affected. E.g. Are they an attorney with authority to manage the property and affairs of the individual or are they a person appointed by the Courts to make decisions about such matters.


Complaints Procedure
Verbal Complaints 
· Allcare Nurses Agency Ltd accepts that all verbal complaints, no matter how seemingly unimportant, must be taken seriously.
· Front-line Care and Support staff who receive a verbal complaint are expected to seek to solve the problem immediately. 
· If they cannot solve the problem immediately, they should offer to get their line manager to deal with the problem.
· Staff are expected to remain polite, courteous, sympathetic, and professional to the complainant. They are taught that there is nothing to be gained by adopting a defensive or aggressive attitude. 
· At all times in responding to the complaint, staff are encouraged to remain calm and respectful. 
· Staff should not make excuses or blame other staff. 
· After discussing the problem, Rachel Quinn or staff member dealing with the complaint will suggest a means of resolving it. 
· If this course of action is acceptable, the staff member should clarify the agreement with the complainant and agree on a way in which the results of the complaint will be communicated to the complainant (i.e. Through another meeting or by letter).
· If the suggested plan of action is not acceptable to the complainant, the staff member or manager will ask the complainant to put their complaint in writing to Rachel Quinn. 
· The complainant should be given a copy of the Allcare Nurses Agency Ltd complaints procedure if they do not already have one. 
· Details of all verbal and written complaints must be recorded in the complaints book, the service user records and the home records. 

Serious or Written Complaints 
Preliminary steps: 
· When we receive a written complaint, it is passed to the designated lead manager, Rachel Quinn, Managing Director/Registered Manager, who records it in the complaints book and sends an acknowledgement letter within 3 working days to the complainant. 
· The manager includes either a copy of this policy or details of the organisation’ s procedure for the complainant in this letter. 
· The designated lead is the named person who deals with the complaint throughout the process. 
· If necessary, further details are obtained from the complainant. If the complaint is not made by the service user but on behalf of the service user, the consent of the service user, preferably in writing, must be obtained from the complainant where required.
· If the complaint raises potentially serious matters, advice could be sought from a legal advisor. If legal action is taken at this stage, any investigation by Allcare Nurses Agency Ltd under the complaints procedure ceases immediately. 

Investigation of the complaint by Allcare Nurses Agency Ltd: 
Immediately on receipt of the complaint, Rachel Quinn, Managing Director/Registered Manager will start an investigation and, within 14 days, should be in a position to provide a full explanation to the complainant, either in writing or by arranging a meeting with the individuals concerned.
 If the issues are too complex for the investigation to be completed within 28 days, the complainant will be informed of any delays. 
Where the complaint cannot be resolved between the parties, an arbitration service will be used. 
This service and its findings will be final to both parties. The cost of this will be borne by Allcare Nurses Agency Ltd. 
Meeting: 
· If a meeting is arranged, the complainant will be advised that they may, if so desired, bring a friend, relative, or a representative, such as an advocate. 
· At the meeting, a detailed explanation of the results of the investigation will be given, in addition to an apology, if deemed appropriate (an apology is not necessarily an admission of liability). 
· Such a meeting allows the management to show the complainant that the matter has been taken seriously and investigated thoroughly. 
Follow-up action: 
After the meeting or if the complainant does not want a meeting, a written account of the investigation will be sent to the complainant.
If the complainant is not happy with the response they receive or if they have not received an answer within a reasonable time, they can complain to the Local Government &Social Care Ombudsman. 
The Ombudsman believes that up to 12 weeks is a reasonable time for a council or care provider to look at a complaint and reply to the complainant. 
The outcomes of the investigation and the meeting are recorded in the complaints book and any shortcomings in Allcare Nurses Agency Ltd procedures will be identified and acted upon. 
Allcare Nurses Agency Ltd management formally reviews all complaints at least every six months as part of its quality monitoring and improvement procedures to identify the lessons learned. 

Vexatious Complainers 
Allcare Nurses Agency Ltd takes seriously any comments or complaints regarding its service. However, there maybe occasions where a service user can be treated as 'vexatious complainers' due to the inability of Allcare Nurses Agency Ltd to meet the outcomes of the complaints, which are never resolved. Vexatious complainers need to be dealt with by the arbitration service so that the repeated investigations become less of a burden on Allcare Nurses Agency Ltd, its staff, and any other service user impacted.
 Accessibility 
Allcare Nurses Agency Ltd Policies and procedures are available in accessible formats, well publicised, readily available and accessible to each service user, their families, significant others, visitors, staff and others working at the service. 
The Local Government & Social Care Ombudsman (LGSCO)
 Investigate all complaints about adult care services, care provided by a council or care arranged directly with a care provider by: 
· Someone paying with their own or family money. 
· Someone using money provided by a council, via direct payment for example. 
There is a step-by-step process for making an online complaint on the LGSCO website or a phone number to contact them.
A complaint should be made within 12 months of the problem. If left any longer the Ombudsman may not be able to help. 
The LGSCO works to promote high-quality services for all people who use adult social care services. This is particularly the case where when investigating a complaint the LGSCO detect service failures by a care provider that may affect its registration status. An information-sharing agreement and memorandum of understanding set out how information is shared.
Raising a concern with the Care Quality Commission (CQC) 
Care Quality Commission (CQC) does not handle complaints about service providers. They cannot make these complaints for the complainant or take them up on their behalf. This may seem confusing, but it is because Care Quality Commission (CQC) lacks the legal powers to investigate or resolve these issues. Care Quality Commission (CQC) advises that the provider's complaints procedure should be followed or that one should contact the Local Authority (LA). 
However, the service user /members of the public and staff can provide feedback about their experience with the care service. Care Quality Commission (CQC) will use this intelligence alongside other forms of evidence gathering to determine if they need to take action against the provider. 
If a crime has been committed or someone is in danger, the police must be contacted immediately. 
Local Authority-funded Service Users
 Any service user part or wholly funded by Local Authority (LA) Lancashire County Council can complain directly to the complaints manager (adults) who are employed directly via Local Authority (LA) Lancashire County Council. 
Relevant Contacts Local Authority Complaints Manager (Adults): https://www.blackburn.gov.uk/customer-services/complaints-comments-and-compliments https://www.lancashire.gov.uk/council/get-involved/compliments-comments-complaints/how-we-handle-your compliments-comments-and-complaints/ 
Social Services Local Office:
Blackburn with Darwen Borough Council. 
Town Hall, Ainsworth Street. 
King William Street. 
Blackburn. 
Lancashire. 
BB1 7DY. 
01254 587547.

Lancashire County Council. 
PO Box 78. 
County Hall. 
Fishergate. 
Preston. 
Lancashire. 
PR1 8XJ. 
0300 123 6720. 

County Police HQ:
Lancashire Constabulary Headquarters,
Saunders Lane, 
Hutton nr Preston, 
PR4 5SB. 
01772 614444. 

Out of Hours Service (Social Services) - available when social services offices are closed: 0300 123 6720.
The Parliamentary and Health Service Ombudsman (NHS funded service user )
Millbank Tower. 
Millbank. 
London, 
SW1P 4QP. 
Tel. 0345 015 4033. 
The Local Government and Social Care Ombudsman
10th Floor, 
Millbank Tower, 
Millbank, 
London, 
SW1P 4QP. 
Advice Line Tel: 0300 061 0614 [for complainants]. 
Training Statement 
All staff, during induction, are made aware of the organisation's policies and procedures, all of which are used for training updates. All policies and procedures are reviewed and amended where necessary and staff are made aware of any changes. Observations are undertaken to check skills and competencies. Various methods of training are used including one to one, online, workbook, group meetings, individual supervision and external courses are sourced as required.


Related Policies 
Accessible Information And Communication (Including Statement) (Domiciliary) 
Adult Safeguarding (Domiciliary) 
Consent (Domiciliary) 
Dignity And Respect (Domiciliary) 
Duty Of Candour (Domiciliary) 
Good Governance (Domiciliary) 
Related Guidance 
Local Government and Social Care Ombudsman: Annual Review of Complaints 
Local Government and Social Care Ombudsman: How to Complain 
Raising a concern with CQC 
Policy Legal Statement 
This policy is Copyright © W&P Assessment & Training Centre Ltd. 2024 and is only licensed for use with a current W&P Portal Contract. If you have a current contract, it can be accessed in your online account. Use of this policy without a current W&P Portal Contract is str
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