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THE HEATHLANDS VILLAGE SERVICE USER GUIDE Revised J an 2006
Residential Services

Why do we call ourselves a village? Because it describes us perfectly. Heathlands
has been specially designed to care for elderly Jewish people in all stages of health
or disability in both Nursing or Residential settings. We are a charity Organisation
that has been providing care to the community for over 100 years. We moved to our
present site in 1972, the building was extended in later years and in 1996 the new
complex, Eventhall House, was completed.

First and foremost our aim at Heathlands Village is to provide an environment that
you can regard as your home. We endeavour to meet individual needs to enable you
to live as independently as possible.

Heathlands Village has a well-established reputation and works in partnership with
local and national social care and health organisations, as well as with both the local
and extended Jewish community.

The Purpose of this Document

The Heathlands Village Service User Guide provides a summary of the information
about The Heathlands Village for potential users of our services, and for their
families, friends, carers and representatives and should be read in conjunction with
our 'Statement of Purpose'.

Mission statement

At Heathlands an enviable portfolio of care facilities has been developed. We deliver
a range of professional health care services, which ensures our Residents' needs
are identified and care delivered on an individual basis looking at the whole person
(Holistic Care) in the following areas:

Independent Supported Living — Moorview House

Residential care — First and Second Floor Flats and Eventhall House
Nursing — Wolfson and Hamburger Units

Dementia Care — Dobkin Unit

We will continue to develop our expertise in providing not just general care, but
specialist services to meet the continuing care demands, whilst still demonstrating a
level of flexibility to meet changing market needs.

Our professional team of staff will continuously focus on developing standards of
excellence here at Heathlands by promoting professional development, training and
career progression.

The attention and focus of our energies will no doubt remain with our Residents,
ensuring above all else the delivery of quality services. Our insistence on quality care
will be demonstrated by the calibre of staff retained, choice of suppliers and the
standards set within Heathlands.



Philosophy of Care

It is our aim at Heathlands to provide a homely but vibrant environment that each
and every one of our Residents will regard as their home. To guarantee this
standard all staff and volunteers at Heathlands Village must work hard to meet the
individual needs of our Residents and endeavour to make sure their wishes are of
the paramount importance.

At Heathlands we offer care that is of the highest standard and tailored to meet the
individual who has specific requirements. These needs will be respected and
honoured at all times.

Our care is planned with regard to current research and guidelines available on good
and best practice. The Resident, family and friends will be involved in the planning of
care.

Heathlands is committed to offering Residents a home that recognises and respects
the dignity of each and everyone who chooses to live within our village and it is
ethically important to defend and uphold each individual person’s human rights.
Access to independent advocacy services are facilitated and encouraged whenever
necessary.

Heathlands Village provides care that is non-discriminatory. Each person will be
treated with respect, regardless of age, sex or religious belief. We acknowledge the
right of the individual to worship in their faith, and assistance will be given to ensure
this.

Our staff are available to discuss any matter with you or your chosen representative
and will make sure time is given to encourage input from your relative or friend,
whose input is valued.

Confidential information will always be treated as such, and the rights of our
Residents to personal privacy is acknowledged. This right of privacy will be extended
to bedrooms, bathrooms and all personal spaces.

How the Organisation is managed

An elected Board headed by its President governs the management of The
Heathlands Village. They have appointed a Chief Executive, Janet Lewis who is
supported by Dominic Irving, Director of Finance, Joan Hughes, Head of Nursing
Services, Val Ogden, Head of Residential Services, and Departmental Managers for
the day-to-day running of the Organisation, which is advised by sub-committees
comprised of Board Members and Staff.

Staffing levels are aimed at providing a high ratio of staff to Residents. All staff are
appropriately qualified and the range of employed professionals includes
physiotherapy, occupational therapy and counselling as well as nursing and social
care. Other visiting health care professionals include doctors, dentist, pharmacist,
optician and chiropodist. Yet other professionals guide and support the full social
and religious programme of the Home.



The Arrangements for Monitoring and Assuring the Qu ality of the Services
A structure for Quality Assurance has been introduced. It has three components.
- A Care Standards Committee addresses the external assessments of the

Commission for Social Care Inspection (CSCI).
A Complaints Review Committee monitors the complaints that are reported to
various departments, and develops policies to address them.
In addition to these two committees, regular surveys of Residents' opinions
are sought and acted upon.

Our Principles

- To focus on service users . We provide personal care and support in ways
that have positive outcomes for service users and promote their active
participation.
To ensure that we are fit for purpose . We constantly examine our service
provision to ensure that we are successfully achieving our stated aims and
purposes.
To work for the comprehensive welfare of our servic e users. The needs
and preferences of our service users are thoroughly assessed prior to
admission. These will be recorded in care plans which will demonstrate how
the needs will be met. The care plans will be regularly reviewed and updated.
Service users, their families and friends will be encouraged to participate in
formulating these plans.
To provide top quality services and constantly stri ve to improve the
level of care we offer.
To employ a quality workforce . The standards for
our managers and staff are based on the National
Occupational Standards for the Care Sector set by
the National Training Organisation and other
recognised Health Care Professional Training
bodies.

Terms and Conditions of Residency

Admission Assessment

Depending upon the type of care you require one of 2 Registered Managers or
senior qualified staff or Residential Care Officers will assess all Residents prior to
admission to enable us to provide the most appropriate environment in which to
promote their health and well-being.

During this assessment we will ascertain the level of mobility of each Resident and
their capability in everyday functional tasks such as washing and dressing.

Where the assessment indicates that you can perform certain tasks on your own, or
with minimal assistance, you will be encouraged to do so.

Where the assessment indicates that the Resident will need a greater level of
assistance, our policy requires that these Residents must only be moved using the
appropriate mechanical aids, which avoids manual lifting.



If mechanical aids are necessary, their use will be fully explained to you.

Once this assessment has been completed and all parties agree that we can meet
your needs, your admission will be arranged at a mutually convenient time. As we
are sure you, your family and friends understand, this is subject to appropriate
funding being in place. An initial care plan will be agreed prior to admission, which
will be reviewed by a thorough and concise assessment, using an approved,
effective role model of care within 2 days of your joining us. We offer any potential
Resident the opportunity to move in with us on a trial basis, so you can assess our
facilities and their suitability before making a very important decision in your life as to
whether you will be happy here with us.

If you do decide to join us, a contract will be given to you to read and sign; you will
of course receive a copy for yourself to keep.

NB: In the event of an emergency admission or other unusual circumstances the
assessment and initial care plan will take place within 48 hrs.

Contract

At the point of moving into Heathlands, each service user is presented with a
contract. If the user is purchasing care privately, the contract is between the ‘Service
User’ (the Resident) and ‘The Service Provider (Heathlands). If the Local Authority is
supporting the service user then a Tri-partite Contract/Agreement is made between
the Local Authority, The Resident and Heathlands. Each Local Authority has its own
specific requirements and contracts may therefore vary from one authority to
another. A copy of your contract is appended to this User Guide (Appendix 1.)

Accommodation
The details of your en-suite accommodation and its
location are attached to your contract.

You will have access to all public spaces within The
Heathlands Village and its grounds. This includes all
appropriate treatment and rehabilitation facilities, all
lounges, a chosen dining room or The Balcombe
Restaurant, the entertainment rooms, the quiet areas,
the libraries and the Synagogue.

Residential Services

Valerie Ogden is Head of Residential Services and is the named Registered
Manager with Commission for Social Care Inspectors (CSCI). She manages the
Residential department, monitoring and recruiting staff, assessing pre-admissions,
evaluating and monitoring care packages for service users.

Residential Services consist of four Residential units and one dementia unit. Three
units are located in the main building and two are in Eventhall House located next to
the lower car park.



Eventhall House has two residential floors. The first floor (EH1) is managed by
Residential Care Officer (RCO) Geraldine Freeman. Second floor Residential Care
Officer is Lesley Dawson. Both RCOs are supported by two senior social care
workers.

Ground Floor Flats and First Floor Flats are situated in the main building. First Floor
Flats Residential Care Officer is Linda Burgwin and Ground Floor Flats Residential
Care Officer is Brenda Aldcroft. Both Residential care officers are supported by two
senior Social Care Workers who provide personal and social care to service users.

Intermediate Care

Eventhall First Floor Units also incorporate facilities for Intermediate Care, offering
an alternative to long hospital stays by offering rehabilitation and promoting
independence. A package of care is agreed with the hospital and usually includes
Physiotherapy and Occupational therapy. GP cover is provided by the local practice.
Service users may choose whether to use the communal facilities or enjoy the
privacy of a separate lounge and dining room. Links are maintained with the referring
hospital during the period of intermediate care.

Dobkin Unit

Heathlands Residential Dementia Unit is based on the third floor in the main building.
Dobkin unit is managed by Sylvia Norrey, who is supported by two senior social care
workers. This unit offers a secure environment, providing personal and social care to
service users with dementia.

Home Facilities
Heathlands provides 183 single rooms both in the nursing and Residential areas and
13 double rooms.

Each person has the added security of a locked, personal drawer in his or her room
for possessions they wish to remain private and personal.

In all areas of our care home we actively encourage you to bring with you any items
of personal belongings. Obviously our living areas do not meet the size of your own
home but as far as possible we will accommodate those of your possessions you
feel you cannot be happy without.

We have an obligation to you, our Resident, to say that all belongings are subject to
safety regulations, a regulation we have to abide by. This is for the health and safety
of all in our home.

As a responsible employer we have a legal duty of care under the Health and Safety
Act 1974 to ensure the Health and Safety of both our Staff and yourself.

Catering

All staff at Heathlands are fully conversant with the
necessity to adhere to the Kashrus Laws, which are under
the direct supervision of our Religious Director Rabbi Arnold
Saunders.



A varied and ever-changing menu is available overseen by our Catering Manager.
We have a large dining area (Balcombe Hall) on the ground floor of the main
building, which has 2 sittings per mealtime. Your relatives and friends can eat with
you for a nominal cost and with prior arrangement.

The nursing areas and Eventhall House each have their own dining areas but, if
preferred, arrangements can be made to eat in the main restaurant (Balcombe Hall).
Whilst every effort is made to encourage Residents to eat in the dining areas, meals
can be served in the privacy of your own room.

Courtesy trays are also available in each room.

Meals and Dining Areas

Any Resident may choose whether to dine in the Balcombe Restaurant or
elsewhere. There are, however, additional dining areas located close to Residents
rooms, for example on each of the 2 floors of Eventhall House. The Nursing floors
also have their own dining facilities and schedules.

Balcombe Hall Restaurant

Breakfast  between 08.15hrs and 09.30hrs
Lunch 2 sittings between 12.00 noon and 13.30hrs
Supper 2 sittings at 17.00hrs and 18.00hrs

Eventhall House 1st floor

Breakfast between 08.15hrs and 09.30hrs
Lunch from 12.00 noon to 13.00 hrs
Supper between 16.45hrs and 18.00hrs

Eventhall House 2nd floor

Breakfast between 08.15hrs and 09.30hrs
Lunch 13.00hrs to 14.00hrs
Supper 18.00hrs — 18.45hrs

Mid-morning, mid-afternoon tea and refreshments can be taken in the coffee lounge,
situated on the ground floor, or at many locations throughout the complex. For those
who wish, late evening refreshments are offered.

Residents may wish to have their meals served in their own rooms on certain
occasions particularly if they feel unwell.



The weekly menu is rotated every 6 weeks.
Only kosher food is provided and consumed on the pr emises .

Special diets are catered for. Appropriate nutrition is available for those with
swallowing difficulties. Help with feeding is available if necessary.

Visiting

Heathlands operates an open visiting policy. However due to security reasons, the
front door is locked as the Residents settle down for the night. We request that all
visitors, be they family, friends or visiting professionals sign in and out. This is also
for security and fire regulations.

We encourage active involvement from your relatives and friends, any suggestion or
comment being welcomed.

A recent initiative is open forum evenings when the President, Vice President, Chief
Executive and representatives from the staff are present to answer any questions
Residents, relatives and/or friends may have. Personal invitations are sent out.

Personal Care
The times for getting up in the morning and going to bed at night are according to
your choice and are noted in the care plan.

Assistance, if required, is provided with dressing, undressing, washing and
bathing.

Assistance with any aids or appliances is given.

Assessment and assistance with mobility is available (e.g. guiding,
wheelchair, Zimmer frames, physiotherapy, etc).

Special Support Services

Whilst you are a Resident in Heathlands we will do all in our power to ensure that
your stay is as comfortable as possible. We are fully aware of the emotional
upheaval involved for both family and prospective Residents. Frances Simms is
available for counselling/befriending on a strictly confidential basis. She offers
continual support to ease Residents into their new surroundings and can reassure
and support both Residents and families throughout their stay with us to help with
any issues which may occur.

Physiotherapy and Occupational Therapy

Heathlands has a fully equipped Therapy Department
which provides a Monday to Friday service. Staffing
consists of two Chartered Physiotherapists and a part
time Chartered Occupational Therapist which enables us
to deliver a comprehensive therapy package with the
support of the Home's Care Staff. We assess all



Residents that are referred through their GP and, if appropriate, will provide
necessary treatment and advice.

Medical Care

Residents may retain their own GP if they wish and if their doctor is prepared to visit
them at Heathlands. Residents who have moved beyond the boundaries of their
GP’s practice area, may be asked to transfer to a new doctor. Heathlands has an
arrangement with a practice whose doctors visit the home on a daily basis, Monday
to Friday, and provide emergency cover.

Residents have the option of registering with one of them. They provide all
necessary diagnostic Treatment services and issue any prescriptions that are
needed. In the event that specialist advice is required, domiciliary consultations with
appropriate specialists may be arranged by the visiting GP. In line with National
agreements, out of hours emergency services are provided by the Primary Care
Trust (PCT) through local on call arrangements.

Pharmaceutical Services

Heathlands has an arrangement with a pharmacy to supply any medicines that are
prescribed. A medicines delivery service to the Home is made at least once each
weekday. The pharmacist visits from time to time to check that drugs are stored
safely under the correct conditions, and that the appropriate records are being kept.
Emergency prescriptions are provided as part of this service.

Dental Services

A Dentist visits weekly. If emergencies arise or surgical procedures that cannot be
carried out at Heathlands are called for, the Resident may be taken to the Dental
Surgery for such treatment.

Chiropody
A Chiropodist visits Heathlands on a weekly basis.

Optician / Optometry Services
An Optometrist visits on a weekly basis.

Hairdressing

We have a small team of hairdressers who are available four
and a half days a week to style, cut and perm your hair, at a
competitive price.

Beauty therapy
Nail sessions and other minor beauty therapies are
available at varying times.



Laundry
It is advisable that your clothing is machine washable at 40 degrees and tumble-
dryable. Dry cleaning is available at an extra cost.

Name labels are available from our admissions officer, or alternatively you can bring
your own. If preferred, your relatives may wish to wash your clothes at home. We are
lucky in that we have the services of a well-qualified dressmaker who, for a nominal
cost, will alter any clothing you may purchase.

Spiritual and cultural requirements

At Heathlands we are proud that members of staff are
aware of your religious needs. As part of the team we
have Rabbi Saunders who ensures that each and every
aspect is followed with respect to these. We have a
synagogue that holds 2 services each day and is open to
all Residents, their families and the local community.

Activities

A full social programme is in place for those who wish to take advantage of it. For
many years, the management of Heathlands has had a policy of encouraging
Residents to become involved in decisions on how the Village is run.

A Residents’ Committee has been established to ensure that their advice is sought
and acted upon. We regard this as an important part of communal life and for those
who wish to do so, it is a life-enhancing activity.

Recreational Therapy is one of the popular
features of Heathlands, providing many
opportunities for Residents to pursue a
programme of arts and crafts and similar
activities in both the ‘Arts and Crafts’ centre
and the ‘Recreational Therapy’ room.

Heathlands Village prides itself in offering a full and varied social calendar. We
endeavour to ensure that all Residents are given every possible chance to enjoy
their leisure time. We are privileged to have a dedicated team of volunteers who
participate in and organise many activities. The League of Jewish

Women also supports our voluntary activities and provides

manicure sessions.

Our programme consists of regular weekly activities (daily and

evening), which include:

Bingo, quizzes, discussion groups, concerts, organised shopping trips
(independently or assisted by a volunteer if required) video evenings, sing-a-longs,
cards, and reminiscence sessions.



Day trips, including, St Annes, Knowsley Safari Park, Llangollen river and train trips

and The Lake District.

Reciprocal trips to Donisthorpe Hall, which is the
Leeds Jewish Care Home, are popular events.
Careful attention is paid to the needs of all Residents,
and we are pleased that none of our Residents is
discriminated against in any of our activities because
our trips will always accommodate wheelchairs.

Residents go out on evening outings to the theatre
and make an annual visit to Blackpool Illuminations.

Our Coffee Lounge is a focal point, and is
open most afternoons (2-4pm). Residents
can socialise whilst being served afternoon
tea or coffee.

There is a well stocked library (large print books, videos and talking books are

always available).

The Village shop, has a large selection of goods for
sale, including day-to-day requirements such as
toiletries, light refreshments, cards, stationery and
fancy goods. The shop is run by our volunteers, who
are always willing to assist a Resident when required.
The shop runs a weekly trolley service around
Heathlands, to ensure that those Residents who do
not wish to visit the shop can still "go shopping".

In addition

‘The Boutique’

supplies

Residents, staff, and visitors with clothes,
cosmetics, toiletries and other items.

Our aim is to make sure the Residents are happy, comfortable and enjoy life to the

full.



Pets

At present we at Heathlands have a live in
cat, who lives mainly in Eventhall, but in
reception in the main building we have 3
very established residents in a large tank (3
Goldfish).

If you feel you cannot live here without your
special pet then please speak to Janet
Lewis - Chief Executive, prior to admission.

Fire, health and safety

These are under the direct control of our Health and Safety Officer. Staff must attend
fire lectures annually, and unannounced fire drills can occur at any time. Health and
safety requirements are rigidly adhered to, and regular 3 monthly meetings are held
to ensure any issues arising are dealt with promptly and with the duty of care to both
Residents and staff.

Heathlands has a comprehensive set of risk assessments in place to ensure that
Residents and staff are given a village that maximises not only safety but also quality
of life and work. Any incidents or accidents are recorded, then followed up, analysed
and appropriate action is taken.

Fees
Where a private contract is in place, the fees charged are agreed before residency is
taken up and the amount payable is set out in the contract.

If you are funded then monetary arrangements are made direct between you and the
local authority.

Because of the need to meet additional social and cultural needs, contributions from
Residents’ families are requested to make a Third Party contribution in
circumstances where this falls within the means of that family.

Where funding is provided by the PCT (Primary Care Trust), for example in IC
(Intermediate Care) or ‘Continuing Health Care’, the full fees are paid by the PCT so
that the service is free to the Service User.

Residents’ fees do not include
Items purchased in the Heathlands Shop or the Boutique.
Hairdressing (paid for by the individual Resident, at subsidised prices)
Some excursions and concerts
Telephone installation and the cost of calls in their room.
Newspapers and magazines
Minor beauty therapies
Dry cleaning



Rights and Obligations
Where a Resident is under a private contract, their family or representative must
complete a guarantee form.

Under the Terms and Conditions of occupancy, the period of notice for both parties
is normally 28 days, but this may vary depending on whether the service user is a
long or short term Resident, or whether they were admitted for respite or
intermediate care.

In the same way that we respect the dignity and human rights of our Residents, we
expect our staff to be treated in a similar manner by Residents, their families,
advocates and friends. This principle of mutual respect engenders a culture in which
the best standards of care can flourish. When abusive attitudes are adopted towards
staff, care standards are damaged, the staff are demoralized and other Residents
may be disadvantaged. Such behaviour will not be tolerated.

Finances and Charitable Status

Heathlands is a registered charity (N0.221890). People (known as Patrons) may
contribute to its funds by ‘Gift Aid’, through legacies or in other ways. Many do so to
honour a loved one, to celebrate an anniversary or other Simcha, to remember a
Yahrzeit, or simply to express gratitude for the care provided to a family member or
friend.

Heathlands receives recompense for its services from or on behalf of Residents.
Some pay the full cost of care but most are supported through fees received from the
Local Authority.

Heathlands holds fund raising events, particularly for capital projects but also to
ensure that its facilities and services are maintained to the highest standards. Its
Motto of ‘Honour Thy Father and Mother’ explains why this must be so.

Commission for Social Care Inspection (CSCI)

Heathlands is registered as a care home by CSCI who inspect and regulate all of the
nursing and Residential unit at least twice a year. These include both announced
and unannounced inspections. Copies of the reports can be found on CSCI website
at www.csci.org.uk

The Chief Executive, Janet Lewis, has been designated as the ‘Responsible
Individual” for the Purpose of The Care Standards Act 2000. She has legal
responsibilities to employees, service users and third party persons commensurate
with the level and extent of activities undertaken, or to a minimum of £5 million.



Complaints and Compliments

At Heathlands Village we try to work in an open, positive and inclusive way. We
therefore welcome comments and suggestions from service users and their
representatives, friends and relatives. Positive comments help us to identify where
we are doing well and to build on that success. However, we can also learn from
comments which are critical of our Care Home or of the staff. We undertake to look
into negative comments or complaints as quickly as possible and to provide a
response which, we hope, will satisfy the person or persons who have made the
complaint.

Making a Complaint

First talk to the staff who are providing you with the service that you are concerned
about. If you are not sure who to speak to, ask the person in charge who you should
talk to first. Often they will be able to deal with the problem straight away. If your
complaint is about the behaviour of a particular member of staff, and you feel
uncomfortable about raising it with them directly, the complaint can be raised by any
Head of Department.

Any member of staff receiving a complaint about himself or herself or a colleague will
try to resolve the matter as quickly and efficiently as possible.

If you prefer you can put your comment or complaint in a letter. It is important to
make your complaint as soon as possible after the problem arises to:

Janet Lewis — Chief Executive
Heathlands Village
Heathlands Drive

Prestwich

Manchester

M25 9SB

When you make a complaint, you will receive a letter acknowledging your complaint
within two working days.

The Chief Executive will appoint an Investigating Officer who will then investigate
your complaint to find out what happened. This may mean talking to staff who have
been involved in your care and looking at your care records.

If you would like to talk through your complaint with those concerned, ask for a
meeting.

Your complaint will be dealt with in confidence and will only be discussed with those
who need to know.

You or your family will not be penalised and your care will not be affected by making
a complaint.

You will receive a written reply within 28 working days of making your complaint.



If you remain dissatisfied you may contact The Commission for Social Care
Inspection. Their address and telephone number is:

The Commission for Social Care Inspection,
Turton Suite,

Paragon Business Park,

Chorley New Road,

Horwich,

Bolton,

BL6 6HG

Telephone Number: 01204 676120

Action Following an Investigation into a Complaint

The outcomes of the investigation and the meeting will be recorded on the
Complaints Outcome Form. Any shortcomings in our procedures will be identified
and acted upon. If the complainant is satisfied with the outcome they will be asked
to sign a copy of the report of the investigation. Complaints and the outcome of
their investigations will be discussed at formal business meetings on a regular basis.
The overall level of complaints and their outcomes will be audited by the complaints
Review Committee of The Heathlands Village.



