
SUBMISSION FROM GLASGOW CITY COUNCIL 
 
 
1.        INTRODUCTION 
 

This service specification must be met by providers who wish to 
contract to provide Care at Home within Glasgow. For the purpose of 
this specification Care at Home is defined as personal care, non 
personal care and housing support tasks. This specification 
provides details of the tasks that the provider will be required to 
undertake in respect of the Contract. Further details relating to the 
standards that should be maintained in respect of each task are 
included in Appendix B.  

 
2. MONITORING OF THE SERVICE 
 
2.1  As part of the Glasgow City Council’s Social Work Contract 

Management Framework the Service Objectives and Standards noted 
in Appendix A shall apply to all Care at Home Services to be provided 
in fulfilment of the provider’s obligations under this agreement.  
Performance measures and indicators shall be used by the provider to 
ascertain and demonstrate how standards are being achieved in the 
planning and delivery of services to the service user(s). These shall 
include, but are not limited to, those included herein. 

 
2.2  The service provider must be able to demonstrate to the Council how 

they plan to meet the core service objectives listed at appendix A and 
be able to provide the Council with monitoring reports containing 
measurable service quality, performance and financial information to 
evidence how these objectives are being achieved. Such information 
should be in the form of completed Service Provider returns as 
specified by Social Work Services and periodic financial information.   

 
2.3  Timescales for submission of monitoring reports shall follow those set 

out in the Contract Management Framework and shall be quarterly and 
annually, and as may from time to time be determined by the Council.   

 
 
3.   AIMS OF SERVICE 
 
3.1   To enable vulnerable people to live in their own home as independently     
   as possible 
 
3.2 To empower and work in partnership with service users 
 
3.3 To enable service users to exercise choice in their lifestyle 

 
3.4 To support carers to continue in their caring role 
 
 

  



 
 
 
 
4. OBJECTIVES  
 
4.1 To ensure that the service is provided in a manner that is safe, reliable, 

flexible, efficient and effective. 
 
4.2 To treat all service users equally with fairness and respect, regardless 

of race, age, gender, religion, language or culture. 
 
4.3 To provide a service that promotes peoples’ individuality and personal 

rights, dignity, privacy, confidentiality, independence and choice. 
 
4.4 To work in partnership with individuals, families, carers and other 

providers and agencies to ensure that the services delivered are co-
ordinated and meet the needs identified in the personal plan. 

 
4.5 To maintain, support and develop a competent workforce that is able to 

deliver the services required to meet the needs of service users and to 
the standards expected. 

 
4.6 To monitor and improve the quality of the service through a quality 

assurance mechanism, which includes service user consultation and 
staff supervision.  

 
4.7 To ensure that all service users are fully involved with and informed 

about any changes to their service or the individuals providing it. 
 
5.       OUTCOMES FOR SERVICE USERS 
 

The Council expects that Care at Home Services are delivered in 
such a way to ensure people receiving these services achieve the 
following key outcomes: 

• Feeling safe 

• Having things to do 

• Seeing people 

• Staying well 

• Life as they want 

• Dealing with stigma  
 
These outcomes have been developed by the Joint Improvement Team 
(JIT) as set out in the User Defined Service Evaluation Toolkit (UDSET)  
http://www.jitscotland.org.uk/action-areas/user-and-carer-involvement/ 

 
 

  



6.  SERVICE USERS 
 
6.1  Service users will be people residing in Glasgow who have been 

assessed in line with Glasgow City Council’s assessment and care 
management procedures as requiring Care at Home Services to enable 
them to remain in the community.  

 
6.2 Service users may include:  

 
• Older people and adults with physical or sensory impairments 
• Older people and adults with mental health problems 
• Older people who are frail 
• Older people and adults misusing alcohol or drugs 
• Older people and adults with dementia 
• Older people and adults with learning disabilities 
• Families who are vulnerable 
• People who are experiencing homelessness  
 

7. SERVICE PROVISION 
 
7.1 The Care at Home Service requires to be flexible in relation to the 

tasks performed and the times of the day it is provided in order to 
enable a more personalised service. Services will promote 
independence and/or give assistance where service users have limited 
or no ability to self-care. 

 
7.2 The provider will offer a full range of services to meet the assessed 

needs of the service user 
 
7.3 The following list of tasks is not exhaustive.  Further details relating to 

the standards that should be maintained in respect of tasks are 
included in Appendix B.  

 
 a. Personal Care   

 
• Assistance with laundry associated with medical conditions e.g. bed 

changing       
• Special preparation of food associated with dietary requirements. 
• Assistance with eating and drinking. 
• Assistance with getting out of bed 
•  Assistance with going to bed 
• Assistance with dressing/undressing 
• Assistance with washing and bathing 
• Assistance with personal grooming/dental hygiene e.g. shaving and 

nail care 
• Assistance with continence care 
• Assistance with toileting 
• Assistance with medication and management of medication 
• Assistance with mobility   

  



• Assistance with specialist feeding 
• Assistance with stoma care 
• Assistance with catheter care 
• Assistance with skin care 
• Assistance with oxygen administration 
• Support with rehabilitation 
• Food preparation 
 

  b. Non Personal Care  
 
• Shopping for service users/errand running/pension 

collection/prescription collection 
• Non specialised laundry 
• Check visit 

 
           c.  Housing Support  
 
                Maintaining the security of the dwelling 
 

• Reminding to lock up 
• Controlling access 
 

                  Maintaining the safety of the dwelling 
 
• Assistance arranging the servicing of appliances 
• Assistance arranging repairs 
• Assistance arranging adaptations 
• Advice on using cooker/iron, etc, safely 

 
                Other housing related support 

 
• Assistance with budgeting/debt counselling  
• Assistance claiming benefits 
• Organising access to professional help e.g. arranging appointment 

with GPs, Social Work, Chiropody 
• Resettlement activities 
• Move on activities  
• Prevention and solving of neighbour disputes 
• Minor repairs i.e. changing light bulbs, unblocking sinks 
• Informal day to day advice on personal hygiene and appearance 
• Informal day to day advice on drug/alcohol misuse 
• Community alarm 
• Cleaning of rooms and windows (only in absence of others able to 

do so) 
• Befriending 
• Carer Respite 

 
 

  



8. AVAILABILITY OF THE SERVICE 
 
8.1 The service may need to be provided 24 hours per day, seven days per 
week  and 52 weeks per year. Whilst the majority of the service will be 
required  between the hours of 7am and 12 pm, there may be occasions 
when the  service is required outwith these hours in the form of overnight 
care and  waking night care.  
 
8.2 The provider will supply a contact telephone number to staff that allows 

contact with management at all times  
 
8.3 The provider will have access to accommodation which will: 
 

• Allow issues of confidentiality to be discussed at short notice 
• Provide a meeting place for staff 
• Provide facilities for staff training 
• Provide for the secure accommodation of all office materials 
• Provide access to relevant documentation by the Contract 

Monitoring Officer or other representatives of Glasgow City 
Council 

 
 

9.     ASSESSMENT AND NOMINATIONS 

9.1 The Council will issue the provider with details of the planned care, 
using agreed documentation as specified by the Council.  

9.2 The Council requires the provider to confirm their capacity to deliver a 
service within one hour of receipt of the referral.  

 
9.3 The Council requires that the provider’s minimum service provision is 

of no less than half an hour and any fractions of an hourly service shall 
be calculated on a pro – rata basis of the approved hourly rate.  

9.4 The Council requires that where the provider enters into a private 
arrangement at the request of the service user or other, this private 
arrangement will not fall under the terms of this specification and 
contract. 

  
10.  INFORMATION FOR SERVICE USERS 
 

The Council expects the provider to: 
 
10.1 Provide service users or their representatives with appropriate 

information in accordance with National Care Standards Care at Home, 

Standard 1.  

10.2    Ensure that the service user is informed of which member of staff is           
    delivering the care at the specified times. 

  



 
10.3  Ensure that the service will be provided to each service user by a     

consistent team of staff as far as is reasonably possible. 
 
10.4  Contribute to the Diary of Care in accordance with the Council         

requirements where a service is being supplied jointly by the provider 
and the Council. 

 
 
10.5  Place and maintain a Diary of Care in each service user’s home where    
           the Council does not supply an element of the service.  
 
10.6  Ensure that any request for information from service users prompts  

 a timeous response. 
 
10.7  Ensure that staff respect a service user’s right to confidentiality. 
 
10.8  Ensure that staff respect a service user’s home environment.  
 
 
10.9  Ensure that ongoing assessments of risk are undertaken to minimise  

 harm to the service user and home care staff. 
 
10.10 Ensure that a record of service delivery is maintained. 
 
10.11 Protect the service user from any financial abuse and/or exploitation  

arising from contact with services through the implementation of robust 
and transparent procedures. 

 
10.12 Ensure that the implementation of the personal plan is reviewed in             

accordance with the Contract. 
 
10.13 Ensure that any authorised changes to the service requested by the  

Council are recorded and implemented. 
 
 
11. PROVIDERS’ PROCEDURES 
 
11.1  The provider will ensure that all staff are suitably trained in all relevant  

rules, procedures, statutory requirements, including codes of practice 
concerning Health and Safety at Work.  

 
11.2 It is the provider’s responsibility to be informed about changes in 

legislation related to service provision and amend or create policies 
and procedures as required. It is also the provider’s responsibility to 
submit updated and amended policies and procedures to the Council. 

 
 
12. REGISTRATION 

  



12.1 The provider must be registered with the Scottish Commission for the 
Regulation of Care, or equivalent regulatory body, for Support Services 
(Care at Home) and Housing Support or have completed registration 
by April 2009.           

12.2 The provider must demonstrate the following: - 

• How the organisation is legally constituted. 

• Evidence of robust financial management and sustainability in audited 
accounts. 

• Have copies of insurance certificates at commencement of contract 
and annually thereafter. 

• Have a clear and robust management structure. 

• Have a Registered Manager as per the Scottish Commission for the 
Regulation of Care or equivalent regulatory body 

• Have a statement of philosophy and evidence how this is reflected in 
practice. 

 
 
13.     STAFFING 
 
13.1 The Council requires that the provider’s recruitment and selection 

procedure ensures the protection of vulnerable people and meets the 
terms of the contract.    

13.2 The provider will have a Staff Code of Conduct or policies which 
specify the standards expected of staff when on duty, including in a 
service user’s home. These policies should include: 

• Appropriate standards of dress 

• Alcohol and smoking  

• Communication with service users 

• Gratuity or gifts from service users 

• Assuming legal powers on behalf of a service user. 

This list is not exhaustive. 
 
 

  



13.3  The Council requires the provider to have an established and 
comprehensive staff induction programme, which staff will have access 
to and complete within 3 months of service 

 
13.4 The Council requires the provider to ensure that all their employees will 

receive: - 
 

• A workload appropriate to their level of skill and competence. 
• Sufficient information to provide the required care. 
• Access to line management during the course of their working day. 
• Individual support and supervision no less than 6 monthly. 
• A handbook detailing all relevant policies and procedures including 

emergency procedures. 
• Clear instructions regarding the management structure, their roles 

and responsibilities. 
• The provider will ensure that staff will receive training from suitably 

qualified, competent experienced trainers. 
 
This list is not exhaustive. 
 
13.5 The Council requires the provider to ensure ongoing staff training and 

development in accordance with the Regulation of Care (Scotland) Act 
2001, in addition to Clause 10.16 and 10.17 of the Contract. The 
provider will support staff to attain any skills and qualifications required 
of them by the Scottish Social Services Council in order to provide the 
service outlined in this specification.  

 
 
13.6  The provider will also ensure that additional training will be offered to 

meet the needs of specific service users, this may include where 
appropriate: 
 

• Awareness of specific conditions and how these may impact 
on service users e.g. long term physical conditions, mental 
illness 

• Training about physical techniques required by service users 
e.g. catheter care, peg feeding, administration of medication 

• Responding to people with cognitive impairments e.g. 
challenging behaviour  

           
13.7 The Council requires the provider to have an annual training plan that 

specifies what training is available and how it will be delivered to staff. 
 
 
14.  MANAGEMENT RESPONSIBILITIES 
 
14.1 The provider will employ sufficient and suitably qualified managers to 

ensure that the work undertaken by front line staff is appropriate, 
effective and safe. 

  



 
14.2   The provider’s management team will be responsible for: 
 

•     Appropriate allocation and management of referrals made by the      
         Council 
• Conducting risk assessments within the context of the overall care 

plan, to ensure staff adhere to appropriate health and safety 
guidelines 

• Creating staff rotas which take account of gender requirements of 
service users and service users from black and minority ethnic 
backgrounds 

• Allocating a consistent team of workers to service users 
• Ensuring that all tasks are completed at the times specified and for 

the duration of the allocated time. 
• Informing service users of any changes which could affect their 

planned care, including annual leave and sickness cover 
• Ensuring that all reasonable actions have been taken to assist a 

service user in emergency situations. 
• Ensuring staff conduct is appropriate at all times 
. 

This list is not exhaustive. 
 
 
15. COMPLAINTS 
 
15.1 Service users or their representatives have the right to complain about 

the service they receive, either verbally or in writing, by means of free 
and clear access to a complaints procedure operated by the provider. 

 
15.2 The provider will also ensure that service users or their representatives 

have access to the complaints procedure operated by the Scottish 
Commission for the Regulation of Care or equivalent regulatory body, 
together with the Council’s formal complaint’s procedure. 

 
15.3 The provider’s complaints procedure will be issued and explained to 

the service user or their representative on commencement of services. 
The procedure should be available in different formats if required 

 
15.4 The Council will have the right to investigate complaints which may 

result either from the complainer contacting the Council directly or 
where the Council is in receipt of a finished compliant investigation 
from the provider which the Council considers to be unsatisfactory. 

 
15.5 A complaint shall be regarded as significant if it relates to accidents, 

emergencies and other serious incidents of the following nature: 
• Sudden death  
• Suicide  
• Serious injury  
• Assault  

  



• Incidents of actual or intended emotional, physical or sexual abuse 
• Mal-administration of funds or property 
• Incidents of financial exploitation 
• Serious loss or damage to property 
• Illegal restraint or restrictions on liberty 
• Service user missing from home 
• Fire on premises 

  
 It should be noted that this list is not exhaustive and any other incident 

regarded as serious by the provider should be reported. 
 
15.6 Unless otherwise advised, the provider shall immediately inform the 

Council when a significant complaint about the Services and/or the 
support of any Service Users is received.  The provider shall 
immediately inform the Council of the outcome of all such complaints 
including any which have been subject to investigation by an external 
authority including the Care Commission, the Scottish Social Services 
Council, the Police and the Mental Welfare Commission.  Such 
notification shall be in writing (including by email) or by telephone.  
Where the provider gives verbal notification under this Clause they 
shall confirm the same in writing within three (3) working days. 

 
 
16. SERVICE USERS REVIEWS AND VARIATIONS TO THE SERVICE   
 
16.1 The provider has the responsibility to review the services as specified 

in the contract. Any permanent variation to the agreed service would be 
the result of such a review. 

 
16.2 The provider will not change the level of service delivered. Where a 

service user requests a temporary change to the agreed level of 
service the provider shall inform the care manager using 
documentation specified by the Council. This information should be 
submitted to the care manager on a weekly basis. 

 
16.3 Where a service user requests a change to the time the service is to be 

delivered the provider will be expected to meet the request and inform 
the care manager on documentation specified by the Council. Where 
there is no change to the level of service this information should be 
submitted on a 4 weekly basis. If, however, the request to change the 
time the service is delivered results in additional costs to the Council, 
the provider must seek authorisation from the care manager before 
responding to the request.  
 

16.4 Where the provider is unable to deliver the agreed service to a service 
user, the provider is required to contact the Council by telephone within 
an hour of the service start time and follow this up in writing to the 
Council within 24 hours specifying the reason. 

 
 16.5 There may be instances where the provider will be required, either  

  



request of the Council or due to unforeseen circumstances, to provide 
an additional service to a service user. The Council and the provider 
will liaise via telephone in these circumstances and the documentation 
as specified by the Council will be completed within 2 working days. 

 
 
17. DISCONTINUATION OF SERVICES 
 
17.1 All decisions regarding termination of the service to a service user will  

be carried out in a planned and sensitive way, and meet the terms of 
the contract.  

 
17.2 The provider will develop and maintain effective methods of  

communication with the Council throughout the duration of the contract. 
 
 
18. WORKING WITH OTHER AGENCIES  

The provider will at all times work in partnership with other agencies to 
avoid duplication of service, recognising that the lead role for 
assessment and care management lies with the Council. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 

  



Appendix A – Contract Management Framework Core Service Objectives 
 

Listed below are the details for each of the 8 Core Service Objectives, the 
Service Standards associated with these and the performance measures and 
indicators, which should be used by Providers’ to ascertain how these are 
being achieved.  The Service Objectives Index below is provided for ease of 
reference. 
 
Service Objective 1  Needs Assessment & Personal Planning 

 
Service Objective 2  Security, Health & Safety 

  
Service Objective 3  Protection from Abuse 

 
Service Objective 4  Fair Access, Diversity & Inclusion 

 
Service Objective 5  Flexible, Sensitive & Responsive 
Services  

 
Service Objective 6  Protection of Service User’s Rights 

 
Service Objective 7              Informing & Consulting With Service Users

  
 
Service Objective 8              Effective Systems & Practice 

 
 
 
 
 
Core Service Objective 1 – Needs Assessment and Personal Planning 
 
Service users have Personal Plans based on up-to-date assessments of need 
and preferences. Processes place users' views at the centre, are managed by 
skilled staff and involve carers and/or other professionals if service users 
wish. 
 

1. There is a clear care management procedure. 
2. The service description is up-to-date and accurate. 
3. The organisation's/company's individual Personal Plan has clear 

timescales for the implementation of each part. 
4. There is a clear monitoring system for the organisation's/company's 

individual Personal Plans with the opportunity to adjust or call a review. 
5. All service users have individual Personal Plans, which address the 

needs identified by the assessment process and the outcomes that 
they want to secure from the service. 

6. There is a named worker allocated to each service user. 
7. Where appropriate planned work with the service user, as per the 

organisation's/company's individual Personal Plan, is carried out by an 
appropriate member of staff. 

  



8. Service users and carers have the facility to request a review. 
9. Assessments and reviews involve service users and takes full account 

of their own views, targets and aspirations. 
10. There is a clear process for informing the relevant Social Work 

Services of forthcoming reviews and their outcomes. 
11. Assessment and review procedures are reviewed periodically and in 

response to changing legislative or funding requirements. 
12. Staff participating in assessments and reviews are competent to do so. 
13. The needs of service users are assessed on a consistent and 

comprehensive basis prior to a service being offered. 
14. The needs of service users are reviewed periodically on a consistent 

and systematic basis. 
 
 
Core Service Objective 2 – Security, Health and Safety 
 
The security, health and safety of all individual service users and staff are 
protected.  The services must operate in line with all applicable legal 
requirements and best practice guidelines. 
 

1. There are clear first aid procedures. 
2. There are clear fire management procedures. 
3. There is an up-to-date health and safety policy. 
4. There is a clear policy to prevent violence at work.  
5. There is a clear manual handling policy. 
6. Risk assessments of premises and service delivery mechanisms are 

conducted periodically, at least annually to identify health, safety and 
security risks to staff and service users. 

7. Monitoring procedures are in place for accidents. 
8. Monitoring procedures are in place for fire safety. 
9. Monitoring procedures are in place for COSHH. 
10. Monitoring procedures are in place for electrical/gas safety. 
11. There are procedures for the investigation of accidents. 
12. There are COSHH assessment procedures in place, where 

appropriate. 
13. There is a procedure in place for electrical/gas safety. 
14. There is access to safety clothing, where appropriate. 
15. There is a nominated person with clear responsibility for health and 

safety. 
16. Staff understand and implement the policy. 
17. Special attention is paid to the risks of lone workers. 
18. In services which are not staffed 24 hours a day, there are 

arrangements in place to provide out-of-hours support to service users 
in crisis or emergency. 

19. Health and safety inspections of shared housing and common areas of 
other services are conducted at appropriate intervals. 

20. Service users are aware of the security, health and safety policies and 
understand how to report concerns. 

21. Action is taken in response to individual concerns raised by staff or 
service users. 

  



22. Where applicable (i.e. in service where staff are not on-site at all times) 
service users understand the emergency call-out procedures. 

23. The risks to staff associated with working in other people's homes are 
assessed periodically, and at least annually. 

 
Core Service Objective 3 – Protection From Abuse 
 
Service providers should organise their services with a strong commitment to 
safeguarding service users from significant harm and abuse.  It is everyone's 
responsibility to safeguard vulnerable people including children, young 
people, people affected by a disability and older people from all kinds of 
abuse.  Policies and procedures will reflect this and will have the ability to 
cover all who come into contact with their service as well as effectively focus 
in on, those service users most at risk. 
 

1. The policy gives a clear definition of what abuse is. 
2. It is clear from the policy and/or procedures that the 

organisation/company has a strong commitment to keeping people 
safe from harm and/or exploitation. 

3. It is clear how and who to report concerns of abuse to outwith the 
organisation/company. 

4. It is clear how and who to report concerns of abuse to within the 
organisation/company. 

5. There are robust up-to-date staff vetting procedures in place to avoid 
potential abuse and/or neglect. 

6. There are robust up-to-date procedures for avoiding abuse and/or 
neglect. 

7. There are robust up-to-date procedures for responding to actual and/or 
suspected abuse and/or neglect. 

8. Prompt action is taken in response to individual complaints and/or 
concerns from staff, service users and/or carers. 

9. Steps are taken to ensure that policies and/or procedures are fully 
understood by staff. 

10. There is evidence that this is monitored, updated and reviewed on a 
regular basis. 

11. Staff are made aware of and understand their professional boundaries. 
12. There is evidence that this is monitored, updated and reviewed on a 

regular basis. 
13. Service users/carers are made aware of the policies and/or procedures 

for reporting abuse and/or neglect in a format, which is easily 
understood by them. 

14. The organisation/company has a clear policy and/or procedure for 
addressing/dealing with challenging behaviour, which protects service 
users. 

15. There is a definition of what is viewed as challenging behaviour. 
16. Service users/carers are made aware of the policy and/or procedure on 

dealing with challenging behaviour, in a format, which is easily 
understood by them. 

17. Whilst addressing challenging behaviour there is an emphasis on 
negotiation in relation to the form of intervention. 

  



18. The policy addresses the differing approaches of dealing with 
challenging behaviour necessary, dependant on behaviour presented, 
location, risks to self and others, etc 

19. There is clarity about the circumstances when appropriate physical 
intervention may be necessary. 

20. There is clarity about the form and level that this physical intervention 
may take. 

21. There are different stages to the approach in dealing with challenging 
behaviour. 

22. There is a clear recording mechanism to record instances where 
physical intervention has been necessary. 

23. There is a review of such records. 
24. There is a clear mechanism for recording all income and/or 

expenditure, which is open and accountable, where appropriate. 
25. There is guidance on the appropriate handling of money, personal 

effects, etc. 
26. There are policies and/or procedures in place for reporting and/or 

seeking approval of gratuities, gifts, etc. 
27. There are policies and/or procedures in place to prevent staff from 

personal benefit when working with vulnerable people. 
 
 
 
Core Service Objective 4 – Fair Access, Diversity and Inclusion (Equal 
Opportunities) 
 
There is a commitment to the promotion of diversity and inclusion, taking into 
account social, cultural, gender, sexuality and religious preferences and to the 
practice of equal opportunities (including accessibility in its widest sense) and 
the needs of black and minority ethnic service users are appropriately met. 
 

1. The organisation/company has an equal opportunities policy and/or 
procedure in place. 

2. There are written policies and/or procedures covering equal opportunity 
(EOP), anti-discriminatory practice (ADP) and for addressing 
harassment. 

3. There is an active participation of other agencies involved with the 
service user. 

4. Service publicity makes it clear that services are provided in a manner 
that respects the needs of the individual - including religious and/or 
cultural requirements. 

5. Information is made available to service users about the availability of 
cultural and/or religious organisations/companies. 

6. Publicity and information about the service is provided in a format that 
is readily accessible by service users. 

7. The eligibility criteria and application process are publicised and freely 
available. 

8. The service has in place a mechanism to access bilingual 
staff/interpreters/sign language interpreters where this is required. 

  



9. Where food provision is an essential element of the service, 
mechanisms are in place to ensure dietary requirements of service 
users are met. 

10. Where personal care is provided this can be provided by same sex 
carers if required, except in emergency situations. 

11. Care/support is provided in a manner that is sensitive to and respects 
cultural/religious/personal requirements of the service users. 

12. The assessment and allocations processes for the service ensure fair 
access to the service. 

13. There is a recruitment and selection policy and/or procedure, which 
aims to eliminate discrimination in the recruitment processes. 

14. Staff are familiar with the above policies and/or procedures. 
 
Core Service Objective 5 – Flexible, Sensitive and Responsive Services 
 
The service is flexible, sensitive and responsive with the aim of maximising 
the service users’ dignity, choice and control over their own lives.  The service 
aims to empower and support the independence of service users and 
encourages their involvement in the wider community.  

1. Service users are encouraged to take part in active decision making 
about their home and the services they receive. 

2. No service users share a bedroom unless they choose to do so. 
3. There is access to independent advice and advocacy. 
4. There is a facility for independent advocates to assist the service 

users. 
5. There is an advocacy/support service offered to facilitate complaints. 
6. The service is committed to ensuring that service users have as much 

respect, dignity, independence, choice and control over their own lives 
as possible. 

7. Service users have reasonable control over their day-to-day living. 
8. The service encourages service users to do things for themselves 

whenever possible rather than rely on staff. 
9. Service users are encouraged to consider ways in which they can 

participate in the wider community. 
10. The service provides service users with structured opportunities to 

participate in leisure activities, education and employment within the 
wider community. 

11. The service actively encourages and promotes links with friends and 
family, where appropriate. 

12. Service users wishing to develop intimate relationships are able to do 
so, where appropriate (Policy also outlines a commitment to protect 
vulnerable service users from exploitative relationships). 

13. There are no unnecessary barriers that prevent service users from 
developing and maintaining relationships and/or friendships. 

14. Service users are able to personalise their accommodation by adding 
their own possessions. 

 
Core Service Objective 6 – Protection of Service Users Rights 
  

  



The service provider must ensure that service users know their rights and 
must ensure that the rights of service users are protected.  The service will 
ensure confidentiality and privacy in relation to medical, financial and other 
personal affairs.  In addition, the service provider must ensure that service 
users are aware of relevant complaints procedures and receive appropriate 
support to exercise his/her rights. 
 

1. The organisation/company has in place confidentiality, privacy and 
freedom of information policies. 

2. There is evidence in the organisation's/company's policies and/or 
procedures of the balance of rights and responsibilities. 

3. The policies and/or procedures clearly indicate that the 
organisation/company has undertaken to explain their approach to 
confidentiality, privacy and freedom of information. 

4. There is clarity about the option for service users to complain, at any 
stage, to Local Authority Social Work Services and/or the Care 
Commission. 

5. There is a clear and comprehensive written complaints policy and/or 
procedure. 

6. Service users and/or carers are made aware of the complaints policy 
and/or procedure and how to use them. 

7. Staff are made aware of the policy and/or procedure. 
8. There is a mechanism in place to ensure that action is taken in 

response to individual complaints. 
9. The complaints/suggestions policy and/or procedure is open and 

inviting. 
10. There is a mechanism for feeding back outcomes in an appropriate 

format that is easily understood and in a manner that respects the need 
for privacy. 

11. A record of complaints and outcomes is kept. 
12. Such a record is also reviewed. 
13. The importance of confidentiality at all times is clearly stated. 
14. The policy and/or procedure recognises the need for disclosure under 

statutory requirements. 
15. Where disclosure/sharing of information is being considered, the 

organisation/company seeks the necessary consent of the donor and 
advises on the proposed extent and manner of disclosure. 

16. There is a clear policy and/or procedure allowing access by the service 
user to information kept about them. 

17. The policy and/or procedure makes available counselling, interpretation 
and support services to enable the service user to understand fully and 
make positive use of the records relating to them. 

18. There is a process for the service user to request the rectification or 
erasure of information disclosed with which they have an issue. 

19. Access to service users' personal records is restricted to those with a 
need to have access. 

20. Steps are taken to ensure that the confidentiality and privacy policies 
and/or procedures are fully understood and implemented by all staff. 

21. Service users receive their mail unopened. 
22. Service users are entitled to privacy within their own spaces. 

  



23. There is a statement explaining the rights of service users. 
24. There is a statement explaining the responsibilities/obligations of 

service users. 
25. The above statements are explained to service users on entry to the 

service in a format, which is easily understood by them. 
26. There is a clear and accessible statement of the rights and 

responsibilities of staff (within the context of the service). 
27. The organisation/company demonstrates that staff are informed, 

understand and follow these policies and/or procedures. 
 
Core Service Objective 7 – Informing and Consulting with Service Users 
 
The service provider will ensure that service users are well informed so that 
they can communicate their needs and views and make informed choices.  
The service provider will consult service users about the services provided. 
 

1. There is a policy and/or procedure, which clearly indicates that service 
users views will be sought and taken seriously. 

2. The organisation/company can evidence that there is a mechanism in 
place to ensure staff are knowledgeable about the range of services 
and support provided by their own organisation/company that may 
meet the needs of service users. 

3. At the referral stage, potential service users are able to make informed 
choices when accepting an offer. 

4. The organisation/company actively consults with service users about 
the service provided. 

5. Service users and/or carers are consulted (where appropriate) on all 
significant proposals, which affect their lives or comfort, and their views 
taken into account. 

 
Core Service Objective 8 – Effective Systems and Practice 
 
The Service Provider will ensure that the service is underpinned by effective 
systems and practice which support service delivery. In addition, service 
quality and improvement will be achieved through sound support, 
management and development of all staff. 
 

1. There are written and approved management policies and/or 
procedures that can be consulted and examined. 

2. These policies and/or procedures are used currently, and there is 
evidence that these are updated as necessary and that they are 
rigorously applied.  

3. The organisation/company notifies the purchaser of any complaints 
and their outcomes. 

4. The organisation/company acknowledges their responsibility to, and 
outlines how they ensure that there are sufficient resources available to 
provide the service to the required standard. 

5. There is a description of the service, whom it is for and how it can be 
assessed. 

  



6. Internal accountability is clear and the respective roles and 
responsibilities of staff and board, trustees or proprietors are clearly 
defined. 

7. Internal and external service managers are aware of the key risks 
faced by the service and conduct it's business accordingly. 

8. The purpose of the service and its intended outcomes are clear. 
9. There is reference to an improvement programme that is supported by 

a quality assurance scheme. 
10. Recruitment processes clearly focus on the needs of the service. 
11. There is an induction programme for new staff and volunteers. 
12. The organisation/company has a staff training plan. 
13. There is evidence that the organisation/company ensures that all staff 

know what is expected of them in their work. 
14. Operational policies and/or procedures are made clear to staff. 
15. All staff and volunteers involved in service delivery have access to 

regular support and supervision. 
16. Staff performance is monitored and managed. 

  



APPENDIX B – Care at Home Standards 
 

 The full range of tasks which a provider will be expected to deliver together 
with the standards that should be maintained in respect of each task are 
detailed below: 
 
  a. Personal Care 

 
1. Assistance with laundry associated with medical condition e.g. 

bed changing  
 

This task will consist of the following elements: - 
 

• Washing and drying laundry including personal clothing, 
household items and bed linen in the service user’s machine 
or, if not available at a laundrette 

• Hand washing small items as indicated by the care label 
• Preparing soiled laundry for washing and/or collection for 

arranged incontinence service wash 
• Laundering of soiled items when the service user 

experiences occasional continence problems 
• Ironing the service user’s own clothing, household items and 

bed linen 
 

The provider will ensure that: 
 
• All washing, drying and ironing is carried out in accordance 

with the washing instruction on the garment care label 
• All items are clean and dry after laundering 
• All items are returned to the appropriate storage area e.g. 

drawer, wardrobe etc, upon completion of task 
 

 
2.  Preparation of food including specialised dietary requirements  

 
This task will consist of the following elements: 

 
•  Preparing and or assisting the service user to prepare and 

cook meals appropriate to his/her cultural, nutritional and 
dietary needs (where possible as chosen by the service 
user) 

• Assisting the service user to follow guidance provided by 
health staff in respect of his/her specialised diet 

• Ensuring the service user’s choice of meal is able to be 
cooked in the time available from the ingredients available  

• Helping the service user with eating and drinking if requested 
 
The provider will ensure that: 
 

  



• All utensils, crockery, cutlery and working surfaces are left in 
a clean and hygienic manner and returned to the appropriate 
storage area when dry, ready for subsequent use 

• Appropriate assistance is provided in order that all meals are 
prepared and presented in accordance with the service 
user’s preference 

 
 

3. Assistance with eating/drinking  
 

This task will consist of the following elements: 
 

• Helping the service user with eating and drinking if requested 
• Assisting the service user to maintain an adequate diet 
• Ensuring food and drinks are suitably prepared for the 

service user’s needs e.g. liquidised 
 
The provide will ensure that: 
 
• All utensils, crockery, cutlery and working surfaces are left in 

a clean and hygienic manner and returned to the appropriate 
storage area when dry, ready for subsequent use 

• All meals are prepared and presented in accordance with the 
service user’s preferences 
 

4.  Assistance with getting out of bed  
 

This task will consist of the following element: 
 
• Assisting the service user out of bed, either with or without 

mechanical aids 
 
  The provider will ensure that: 
 

• The service user is at all times assisted out of bed by using 
the correct moving and handling procedures, in line with all 
relevant Health and Safety legislation. 

• The service user is moved to a safe and comfortable position 
of his/her choice 

 
5.  Assistance with going to bed  

 
This task will consist of the following element: 
 
• Assisting the service user into bed, either with or without 

mechanical aids 
 
     The provider will ensure that: 
 

  



• The service user is at all times assisted into bed by using the 
correct moving and handling procedures in line with all 
relevant Health and Safety legislation 

• The service user is placed in the bed in a safe and 
comfortable position of his/her choice  

• The service user’s home is left in a safe and secure manner 
in accordance with the service user’s requirements 

 
 6.      Assistance with dressing  

 
This task will consist of the following elements: 
 
• Encouraging the service user to wear any prescribed 

dressing equipment, prostheses, orthoses and any sensory 
equipment. 

• Assisting the service user to choose appropriate clothing 
• Assisting the service user with buttons, fastenings, etc. 

 
  The provider will ensure that: 
 

• The clothing which the service user is proposing to wear is 
clean and suitable for his/her needs and requirements 

• The service user is dressed appropriately in accordance with 
his/her requirements including cultural and religious 
requirements 

 
 
      7.    Assistance with washing and bathing 
 

The home care worker when assisting with washing, bathing and 
showering should at all times make sure the service user feels 
comfortable, safe, maintains his/her dignity and has as much 
privacy as possible. 
 
This task will consist of the following elements: 
 
• Helping a service user who because of his/her incapacity 

requires assistance with washing 
• Ensuring the water is safe and at an appropriate temperature 

for the service user 
• Ensuring towel, soap, shampoo etc. are close at hand and 

that equipment is in place e.g. bath mats, bath seat, shower 
chair etc. 

• Steadying and supporting the service user in or out of a bath 
or shower 

• Washing the service user’s hair, helping with shaving, teeth 
hygiene, hair care and general appearance 

  
  The provider will ensure that: 

  



 
• The service user’s personal hygiene is at a standard 

consistent with his/her personal preferences and 
requirements including cultural and religious requirements 

• All washing facilities are left in a clean and hygienic manner 
and are ready for subsequent use 

• All wet linen is removed from the washing area and placed in 
the appropriate storage area 

 
  The provider should note that this task excludes the following: 
 

• Cutting toe nails 
 
• Cleaning the inside of ears and nose 
 
• Bathing a service user when there is a health condition, 

which requires active nursing care or nursing skills are 
required. This is likely to be when a service user has: 

 
 A skin condition that may be affected by bathing 

 Is unable to bear his/her own weight in any way and 

where equipment is not provided 

 Has severe pain on movement, where specialist 

knowledge about the disorder is needed to minimise it 

 Has just had a severe illness or is very ill  

 
Examples of these conditions are: 
 
• Immediately after surgery 
• Where there are open wounds which require dressings 
• Where the service user is in the final stages of a terminal 

illness and has difficulties in moving or is in extreme pain 
• Where the service user is not weight bearing 
• Immediately after a stroke 
• Chronic heart disease that makes a service user breathless 

or faint 
• A service user who is suffering from severe arthritis or a 

bone/muscular condition that makes movement very painful 
or difficult or specialist skills are required 
 

8.       Assistance with personal grooming/dental hygiene e.g. 
shaving and fingernail care  

 
This task will consist of the following elements: 

 

  



• Helping the service user who because of his/her incapacity 
requires assistance with washing 

• Ensuring the water is safe and at an appropriate temperature 
for the service user 

• Ensuring towel, soap, shampoo etc. are close at hand and 
that equipment is in place e.g. bath mats, bath seat, shower 
chair etc. 

• Steadying and supporting the service user in or out of a bath 
or shower 

• Washing the service user’s hair 
• Helping with shaving, teeth hygiene, hair care, fingernail care 

and general appearance 
• Assisting the service user to shave with appropriate 

equipment e.g. electric razor 
 

The provider will ensure that: 
 
• The service user’s personal hygiene is at a standard 

consistent with his/her personal preferences and 
requirements including cultural and religious requirements 

• The service user is safe and comfortable, has privacy and 
maintains his/her dignity at all times 

• All washing facilities are left in a clean and hygienic manner 
and are ready for subsequent use 

• All wet linen is removed from the washing area and placed in 
the appropriate storage area 

 
 

The provider should note this task excludes the following: 
• Cutting toe nails 
• Cleaning inside ears and nose 

 

9.       Assistance with continence care  
 

 The role of home care workers is to assist the service user in 
maintaining continence by encouraging regular toilet use and 
other activities as directed by the Authorised 
Officer/Representative and Community Nurse. 
 

  This task will consist of the following elements: 
 
• Assisting the service user with a toileting regime if 

appropriate  
• Assisting the service user to maintain an adequate supply of 

incontinence aids (e.g. pads) 
• Changing the service user’s incontinence pads when 

necessary 
• Promoting and/or assisting the service user with personal 

hygiene. 

  



 
                            The provider will ensure that: 
 

•  The service user’s personal hygiene is at a standard 
consistent with his/her personal preferences and 
requirements including cultural and religious requirements 

• All incontinence pads are disposed of safely and discreetly 
after use 

• All toilet facilities are left in a clean and hygienic manner 
ready for subsequent use 

• The care diary and other special records (e.g. bladder 
retaining charts) are kept up to date 

 
 
 10.            Assistance with toileting  
 

Many frail or elderly people experience difficulties with toileting 
due to mobility problems or an inability to control their bladder or 
bowels. This is a particularly sensitive area of personal care, as 
people are often very embarrassed about their condition. 
 
This task will consist of the following elements: 
 
• Assisting the service user to go to the toilet 
• Reminding the service user to go to the toilet 
• Being with the service user whilst he/she goes to the toilet 
• Promoting and/or assisting the service user with personal 

hygiene 
• Changing incontinence pads 
• Emptying commodes 
• Emptying bottles 

 
 
 
 
 
  The provider will ensure that: 
 

• The service user is safe and comfortable, has privacy and 
maintains his/her dignity at all times. 

• Where necessary the appropriate toilet aids are in place or if 
required are requested via the appropriate department. 
Where necessary commodes and bottles are emptied and 
left in a clean and hygienic manner ready for subsequent use 

• All toilet facilities are left in a clean and hygienic manner 
ready for subsequent use. 

     
  The provider should note that this task excludes the following: 
 

  



• Inserting suppositories 
 

• Invasive tasks such as manual evacuation 
 
11.  Assistance with medication and management of medication  
 

For some service users taking the correct medication at the 
correct time will be the single most important factor in his/her 
ability to remain at home.   Although many service users will be 
able to take the responsibility for their own medication, others 
will not, and will require help some or all of the time. 
 
Assistance with medication will only be provided when it has 
been assessed as part of the personal plan for the service user. 

 
This task will consist of the following elements: 
 
• Reminding the service user to take his/her medication 
• Staying with the service user whilst he/she takes his/her 

medication if required 
• Assisting the service user in a practical way e.g. taking caps 

off bottles, opening packets etc. 
• Applying creams and lotions where such creams and lotions 

where service user is unable to do so  
 
                         The provider will ensure that: 
 

• The service user is prompted /reminded to take his/her 
medication at the correct times in accordance with the 
service user’s personal plan 

• The service user has an adequate supply of medication and 
where necessary arrange for a further supply to be obtained 

 
  The provider should note that this task excludes the following: 
 

• Any invasive procedures e.g. enemas, suppositories, eye 
drops, eardrops 

 
 
 
 
12.                  Assistance with mobility  

 
Many service users need some level of assistance in mobilising. 
The home care worker’s role will vary considerably depending 
on the needs of the service user. All home care workers will 
receive training 
and instruction in moving and handling techniques by the 
provider to protect service users’ and staff from injury, and 

  



specific instructions will be provided in the relationship between 
home care safety and mobilisation. 
 
This task will consist of the following elements: 
 
• Assisting the service user in/out of bed/chair or when walking 

in or out of room, either with or without mechanical aids 
• Encouraging frequent changes of position in bed/chair as 

appropriate 
• Following procedures and priorities as instructed at moving 

and handling courses and adhering to safe handling policies 
at all times to reduce potential risk to service users  

• Assisting the service user to put on any artificial limb/splints 
• Assisting the service user with dressing/undressing 

 
The provider will ensure that: 
 
• The service user is at all times moved by using the correct 

moving and handling procedures in line with all relevant 
Health and Safety legislation 

• The service user is dressed appropriately in accordance with 
his/her requirements 

• The service user is in a safe, comfortable position consistent 
with his/her personal plan. 

• Where any specialist moving and handling equipment is 
provided such equipment is used correctly in accordance 
with the manufacturer’s instructions. 

• Where furniture is moved to undertake this task in a safe 
manner, such furniture is returned to the correct location 

 
13. Assistance with specialist feeding  

 
Some service users require assistance with specialist feeding. 
The home care worker will be involved in assisting service users 
who require specialist feeding by mouth. Service users who 
require tube feeding by whichever route will be cared for by 
health care professionals and provision of materials for feeding 
will be provided by health care professionals. 
 
This task will consist of the following elements: 
 
• Assisting the service user to maintain an adequate fluid 

intake as advised by health care professionals 
• Supporting and encouraging the service user to take required 

dietary supplements 
• Preparing appropriate food as directed 
• Ensuring kitchen safety for the service user 
• Leaving food accessible for the service user 

  



• Being aware of any dietary requirements and ensure food 
complies with such requirement 

• Assisting with feeding e.g. assisting with taking food to the 
mouth 

• Caring for peg tube insertion site as directed by health care 
professionals  

• Weighing or measuring food if requested by health care 
professionals 

 
The provider will ensure that: 
 
• Any changes in dietary intake or weight change are reported 

to the Authorised Officer/Representative (e.g. missed meals) 
• All specialist food and drinks are prepared in accordance 

with the manufacturer’s instructions and the service user’s 
personal plan 

• Where service users have a supply of specialist cutlery, such 
cutlery is used at all times 

• Where service users require specialist cutlery or feeding 
equipment, such items are requested via the appropriate 
department 

• Where necessary, a record of all fluid and diet intake is 
maintained in the care diary 

• All utensils, crockery, cutlery and working surfaces are left in 
a clean and hygienic manner and returned to the appropriate 
storage area when dry, ready for subsequent use 

 
14. Assistance with stoma care 

 
Many service users with stoma bags manage their own care 
without assistance of health care or home care professionals.  
However, some service users may need assistance to empty 
their stoma bag and dispose of the contents. 
 
This task will consist of the following elements: 
 
• Assisting with emptying the stoma bag 
• Disposing of contents safely and discreetly 
• Assisting the service user to change his/her bag as 

instructed by the Community Nurse 
 
The provider will ensure that: 
 
• The service user’s stoma bag is left in a clean and hygienic 

manner, ready for subsequent use. 
• All stoma bag contents are disposed of safely and discreetly 

in accordance with Health and Safety guidelines 
• An adequate supply of appliances is maintained at all times 

 

  



15. Assistance with catheter care  
   
Catheters are inserted by nurses, doctors and selected patients. 
They have to be renewed at regular intervals. Service users who 
have catheters are encouraged to drink fluids regularly to 
prevent catheter blockages. 

 
  This task will consist of the following elements: 
 

• Assisting the service user to maintain an adequate supply of 
drainage bags 

• Changing the service user’s catheter bags as necessary 
• Assisting the service user to maintain genital hygiene 
• Assisting with the application of leg bag straps or appropriate 

bag holder 
• Disposing of bags and contents safely and discreetly 
• Assisting with the use of incontinence aids e.g. sheaths etc 

 
                           The provider will ensure that: 
 

• An adequate supply of drainage bags and incontinence aids 
is maintained at all times 

• All drainage bags and contents are disposed of in 
accordance with Health and Safety guidelines 

• Where directed by nurse/GP specimens are collected from 
the drainage bag  

 
16.    Assistance with skin care  

 
This task will consist of the following elements: 
 
• Applying emollients/moisturisers to dry skin 
• Applying prescribed creams as directed by the District Nurse 
• Encouraging mobility and changes of position 
• Checking that “seating and bedding” is suitable and intact 
• Ensuring that bed sheets are dry and wrinkle free to minimise 

the risk of skin damage 
• Observing pressure areas 
• Ensuring pressure relieving aids are used as directed and in 

good repair 
• Replacing simple dressings as directed by the District Nurse 

 
The provider will ensure that: 
 

• The service user has an adequate supply of cream and 
where necessary arrange for a further supply to be obtained 

 
17.   Assistance with oxygen administration  

 

  



Oxygen is a prescribed medicine and the guidance given for 
other medication applies. The role of the home care worker will 
be to assist the service user in the safe use of oxygen. The 
amount and frequency of oxygen administration and the type of 
mask will be prescribed by the general practitioner and supplied 
by an oxygen contractor who will deliver and explain to the 
service user how to use the equipment. 
 
This task will consist of the following elements: 
 
• Assisting the service user to maintain adequate supplies of 

equipment, including cylinders 
• Assisting the service user to use the equipment  

 
The provider will ensure that: 
 
• An adequate supply of oxygen cylinders and related 

equipment is maintained at all times 
• All Health and Safety instructions regarding the safe use of 

oxygen cylinders are adhered to 
 

18.     Support with rehabilitation  
 

This task would normally be provided when a service user has 
had a programme of rehabilitation drawn up e.g. following a 
stroke or upon discharge from hospital.    
 
This task will consist of the following elements: 
 
• Assisting the service user to maintain the rehabilitation 

programme where there has been an agreed input from 
home care services 

• Recording aspects of the rehabilitation programme that have 
been completed in the care diary if appropriate 

• Encouraging the service user to achieve the maximum 
progress possible 

 
                            The provider will ensure that: 
 

• All aspects of the service user’s rehabilitation programme are 
adhered to at all times 

• Records of the service user’s progress in respect of the                    
rehabilitation programme are recorded accurately in the care 
diary 

• Communicating and consulting with the service user when 
providing care.  This will include encouraging the service 
user to maintain his/her conversational skills where possible 
using communication devices and given due consideration to 
spoken language of service user  

  



•  
  b. Non Personal Care 

 
19. Shopping for service users/errand/running/pension 

collection/prescription collection  
 

This task will consist of the following elements: 
 
• Helping the service user to plan appropriately for his/her 

needs 
• Assisting the service user with compilation of shopping lists 
• Going to the nearest shops which stock provisions and 

perishable goods that meet the service user’s requirements, 
including provisions which meet cultural and religious 
requirements 

• Ensuring the amount of shopping purchased is not of an 
unreasonable weight/load to carry within Health and Safety 
legislation 

• Checking shopping receipts and change with the service 
user 

• Uplifting the service user’s pensions/allowance/prescription 
• Paying any bills appropriately i.e. bank, post office 
• Obtaining and returning all books, counterfoils/receipts, 

change etc. to the service user 
 

The provider will ensure that: 
 
• Shopping is stored appropriately by the home care worker as 

required e.g. cupboard, fridge, freezer etc. 
• All financial transactions are dealt with in accordance with 

the provider’s financial procedures 
   

The provider should note that: 
 
• Alcohol should only be purchased on behalf of the service 

user when instructed by the Authorised 
Officer/Representative 

• Under no circumstances should a service user’s bank card 
and PIN number be used to access monies 

 
       20.   Non-specialised laundry  

 
This task will consist of the following elements: 
 
• Washing and drying laundry including personal clothing, 

household items and bed linen in the service user’s machine 
or, if not available, at a laundrette 

• Hand washing small items as indicated by care label 

  



• Ironing the service user’s own clothing, household items and 
bed linen. 

 
                        The provider will ensure that: 
 

• All washing, drying and ironing is carried out in accordance 
with the washing instructions on the garment care label 

• All items are clean and dry after laundering 
• All items are returned to the appropriate storage area i.e. 

drawer, wardrobe etc., upon completion of task 
• All equipment is returned to the appropriate storage area 

after use and the washing area is left clean and tidy 
 

  The provider should note that this task excludes the following: 
 

• Hand washing heavy items 
 

21. Check visit   
 

This task will consist of the following element: 
 
• Providing a monitoring service to ensure that the service 

user’s immediate needs are met. 
 
The provider will ensure that: 
 
• The service user’s social and welfare needs have been met 

in accordance with his/her requirements 
• The service user is left in a safe and comfortable manner at 

the conclusion of the visit. 
 
 C Housing Support 
 

 22. Reminding service user to lock up 
 

This task will consist of the following element: 
 

• Reminding or assisting the service user to lock up ensuring 
their own safety, and their property is secure e.g. locking all 
doors and windows 

 
The provider will ensure that: 
 
• When leaving the service user’s home that all windows and 

doors are closed 
• The service user’s home is left in a safe and secure manner 

in accordance with the service user’s requirements 
 

23. Controlling access 

  



 
This task will consist of the following elements: 

 
• Encouraging the service user to use appropriate equipment 

e.g. door entry system if in place 
• Encouraging the service user to check identification of all 

callers ensuring his/her personal safety and well-being 
 

The provider will ensure that: 
 
• All equipment where appropriate is used correctly in 

accordance with the manufacturer’s instructions to gain 
access to the service user’s home 

• All staff have photographic identification 
• The service user’s well-being and safety are maintained at all 

times 
• The service user’s home is left in a safe and secure manner 

in accordance with the service user’s requirements 
 

 
 24. Assistance arranging the servicing of appliances  

 
This task will consist of the following element: 

 
• Assisting the service user to phone or write to the 

appropriate agencies, suppliers or manufacturers for the 
servicing of appliances 

 
The provider will ensure that: 
 
• The service user is at all times using appliances in line with 

the Health and Safety legislation 
 

25. Assistance with arranging repairs  
 

This task will consist of the following elements: 
 
• Assisting the service user with written correspondence as 

required 
• Making phone calls on behalf of the service user if required  

 
The provider will ensure that: 

 
• The service user’s home is a safe and secure environment in 

accordance with the service user’s requirements 
• The service user’s welfare, safety and well being are 

protected at all times 
  

26. Assistance with arranging adaptations  

  



 
This task will consist of the following elements: 

 
• Assisting the service user with contacting the appropriate 

agency 
• Assisting the service user with written correspondence as 

required 
• Making phone calls on behalf of the service user as required 

 
The provider will ensure that: 
 
• All communications undertaken on behalf of the service user 

remain confidential and are not disclosed to a third party 
without the service user’s consent 

 
• The service user’s welfare, safety and well being are 

protected at all times 
 

27. Advice on using cooker/iron etc safely  
 

This task will consist of the following elements: 
 

• Advising the service user on the safe use of electrical 
equipment 

• Making the service user aware of the potential hazards e.g. 
worn cables 

• Ensuring safe procedures in line with health and safety 
legislation 

 
The provider shall ensure that: 

 
• The service user’s welfare, safety and well-being are 

maintained at all times 
 
28.            Assistance with budgeting/debt counselling 

 
This task will consist of the following elements: 

 
• Providing practical advice to the service user in respect of 

money management as required 
• Ensuring bills are paid timeously 
• Assisting the service user to contact appropriate agencies for 

advice and support in respect of debts as required 
• Assisting the service user with written correspondence as 

required 
• Making phone calls on behalf of the service user as required 

 
The provider will ensure that: 

 

  



• All conversations between the service user and the home 
care worker remain confidential and are not disclosed to a 
third party without the service user’s consent 

 
29. Assistance on claiming benefits  

 
This task will consist of the following elements: 

 
• Assisting the service user with written or verbal 

communication in relation to claiming benefits 
• Escorting the service user to the appropriate agency e.g. 

Social Work, DWP  
 

The provider will ensure that: 
 
• The service user’s welfare, safety and well being are 

protected at all times (e.g. wears a seat belt) 
• Where the service user is being transferred, either with or 

without aids the correct moving and handling procedures are 
used in line with all relevant Health and Safety legislation 

 
• All conversations between the service user and the home 

care worker remain confidential and are not disclosed to a 
third party without the service user’s consent 

 
30. Organising access to professional help e.g. arranging 

appointment with G.P, social worker and chiropody 
 

This task will consist of the following elements: 
 

• Assisting the service user with written or verbal 
communication if required 

• Assisting the service user to make appropriate transport 
arrangements if required 

• Escorting the service user to specific appointments e.g. 
hospital 

• Arranging home visits if appropriate 
 
The provider will ensure that: 
 
• The service user’s welfare, safety and well-being are 

protected at all times (e.g. wears a seat belt) 
• Where the service user is being transferred, either with or 

without aids the correct moving and handling procedures are 
used in line with all relevant health and safety legislation. 

 
31. Resettlement Activities  

 
This task will consist of the following elements: 

  



 
• Assisting the service user to contact the appropriate 

agencies as required 
• Making phone calls on behalf of the service user as required 
• Assisting the service user with written correspondence as 

required 
• Communication and consulting with the service user when 

providing care 
 
The provider will ensure that: 
 
• All communications undertaken on behalf of the service user 

remain confidential and are not disclosed to a third party 
without the service user’s consent 

 
32. Move on activities  

 
This task will consist of the following element: 

 
• Helping the service user to plan appropriately for his/her 

needs 
 
The provider will ensure that: 

 
• All communications undertaken on behalf of the service user 

remain confidential and are not disclosed to a third party 
without the service user’s consent 

 
 33. Prevention and solving of neighbour disputes  

 
This task will consist of the following elements: 

 
• Assisting the service user with verbal or written 

communication to the appropriate agency e.g. Housing, 
Police etc. 

• Assisting the service user to seek appropriate advice. 
• Helping the service user to make phone calls as required 

 
The provider will ensure that 
 
• All conversations between the service user and the home 

care worker remain confidential and are not disclosed to a 
third party without the service user’s consent 

• The service user’s welfare, safety and well-being are 
protected at all times  

 
34. Minor repairs e.g. changing light bulbs, unblocking sinks  

 
This task will consist of the following element: 

  



 
• Assisting the service user with written or verbal 

communication to the appropriate services e.g. handyperson 
services or qualified trades people. 

 
The provider will ensure that: 
 
• The service user’s welfare, safety and well being are 

protected at all times 
 
35.     Informal day to day advice on personal hygiene and 

appearance  
 

This task will consist of the following elements: 
 

• Encouraging the service user to wash and dress maintaining 
his/her dignity  

• Assisting the service user to chose the appropriate clothing 
• Assisting the service user with buttons or fasteners etc. 
• Assisting to change incontinence pads if required, 

maintaining the service user’s dignity and privacy as much 
as possible. 

 
The provider will ensure that: 
 
• The clothing which the service user is proposing to wear is 

clean and suitable for his/her needs and requirements 
• The service user is dressed appropriately in accordance with 

his/her requirements 
 
36.  Informal day-to-day advice on drug/alcohol misuse  
 

This task will consist of the following elements: 
 

• Assisting the service user to contact the appropriate 
agencies for advice and support e.g. Drug Addiction Service, 
G.P. etc. 

• Communicating and consulting with the service user 
• Encouraging the service user to maintain communication 

with appropriate agencies if required 
 

The provider will ensure that: 
 
• All conversations between the service user and the home 

care worker remain confidential and are not disclosed to a 
third party without the service user’s consent 

• The service user’s social and cultural and religious beliefs 
are respected at all times 

  



• The service user’s welfare, safety and well-being are 
protected at all times 

 
37.  Community alarm  
 

This task will consist of the following elements: 
• Advising the service user of the use of the service if 

appropriate 
• Assisting the service user with phone calls if required 
• Assisting the service user with written correspondence as 

required 
 

The provider will ensure that: 
 

• All communication undertaken on behalf of the service user 
remains confidential and is not disclosed to a third party 
without the service user’s consent 

• The service user’s welfare, safety and well-being are 
protected at all times 

 
38.  Cleaning of rooms and windows  

  
 This task will consist of the following elements: 
 

• Cleaning kitchen surfaces, sinks, washing and drying dishes 
and mopping uncarpeted floors 

• Cleaning the bathroom i.e. cleaning toilets, baths, showers, 
sinks, commodes etc., and mopping uncarpeted floors 

• Vacuuming carpets in rooms occupied by the service user 
• Dusting when service user’s health problems or physical 

disability make it a necessity 
• Making fires or turning on heating when temperature/weather 

or service user’s well being requires 
• Transferring waste bin contents to outside bins 
• Periodic cleaning of kitchen equipment such as refrigerators, 

cookers, food cupboards etc. 
• Bed making and changing linen 
• Assisting the service user with some care of a domestic pet 

e.g. putting out food, washing feeding bowls etc. 
  
The provider will ensure that:  
 
• All living areas (including the kitchen, bathroom, toilet, 

bedrooms and living room) are maintained clean and dust 
free 

• All sinks, toilets, baths, showers and commodes are kept in a 
clean and hygienic manner 

• All beds are left in a neat and tidy manner in accordance with 
each individual service user’s needs and preferences 

  



• All waste is disposed of in an appropriate safe place and all 
household bins are left empty, clean and dust free 

• All cleaning equipment and materials are returned to the 
appropriate storage area after use 

 
 The provider should note that this task excludes the following: 
 

• Carrying out cleaning tasks in unused rooms or rooms used 
primarily by other adult members of the household 

• Undertaking any task outside the home e.g. cleaning stairs, 
cleaning outside windows, gardening etc. 

• Carrying out tasks where climbing ladders/steps/stools is 
involved 
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	APPENDIX B – Care at Home Standards
	 6.      Assistance with dressing 
	      7.    Assistance with washing and bathing
	9.       Assistance with continence care 
	 10.            Assistance with toileting 
	11.  Assistance with medication and management of medication 
	12.                  Assistance with mobility 
	13. Assistance with specialist feeding 
	14. Assistance with stoma care
	17.   Assistance with oxygen administration 
	18.     Support with rehabilitation 
	19. Shopping for service users/errand/running/pension collection/prescription collection 
	       20.   Non-specialised laundry 
	21. Check visit  
	28.            Assistance with budgeting/debt counselling
	35.     Informal day to day advice on personal hygiene and appearance 


