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Introduction 
This guide will provide you with an overview of and how we can support you in maintaining your independence in your 

own home. 

Our mission is clear 

Who we are 

NL Group Limited (Homecare) is a specialised health & social care provider.  

We are a privately owned, independent business offering an extensive range of specialised health and social care services 

to its service users and customers for the last 15 years.  

NL homecare team have built an excellent and far reaching reputation for delivering only the very best in domiciliary, 

social & home care services. 

Our philosophy 

To provide every service user and customer with a service that delivers an individual person centred care or support plan.  

To be recognised at all levels for our high standards of professionalism, service and quality of care provided within 

appropriate, safe and therapeutic and home environments. 

To nurture a working environment which will attract, motivate, develop and retain, the very best people in our sector. To 

be open, honest, fair and transparent in all our dealings. To integrate all these values into every aspect of our operation 

for the mutual benefit of our clients, our team members and our stakeholders. 

Our aim 

Our overall aim of is to provide an outstanding level of care to all our service users and customers to their specific needs 

and wishes. 

This embraces the fundamental principles of good care practice, and may be witnessed and evaluated through the 

delivery, conduct and control of quality care. Those that receive services from us will be able to do so in accordance with 

our philosophy of care and our service user and customer’s individual requirements. 

Our principles 

NL Group home professionals are committed to delivering Person Centred Care and as such all staff are trained in this 

philosophy. By adopting a person centred approach to care the services we offer is far more flexible and responsive.  

We achieve this by ensuring that all care plans fully take into account the service users & customers expressed 

preferences: 

 Valuing - A value base that asserts the absolute value of all human lives regardless of age or cognitive ability 

 Individual - an individualised approach, recognising each service user and customer uniqueness 

 Perspective - understanding the world from the perspective of the service user 

 Supportive psychology providing a social environment that supports psychological needs 

 PCC (person centred care) = V+I+P+S (Brooker, 2005) 

  



  

 

Key Contacts 
 

Nominated Individual 

Mark Hathway - Ch Mgr, MBA 

As Managing Director of NL Group homecare services and Regional Director for the Recruitment and Employment 

Confederation, Mark is commited to the delivery of our NL Homecare philosophy and principles of care.  

As a chartered manager with the Institute of directors Mark upholds the standards required in maintaining and improving 

our quality management and service delivery.   

Working within the public and private sector for over twenty years with a key focus and responsibility on quality and 

service delivery standards.  

Mark has responsibility for supervising the management of our regulated activities within the home care sector of our 

organisation.   

 

Registered Manager 

Debra Dunne 

Debra is Registered General Nurse and a highly experienced manager working previously in acute healthcare nationally 

and internationally and within a quality and risk management role for a national organisation.  

Debra is driven by maintaining and achieving the standards of care we expect for our service users and customers.  

Debra is responsible and is in day-to-day charge of the NL homecare team and our regulated activities. Her role is to 

uphold our philosophy and principles of care by enabling and monitoring compliance with essential standards across our 

home care activities and illiciting and managing change process to improve standards of care and support delivered.   

 

Main Office 

t 01482 60 60 40 

f 01482 628 381 

e homecare@nlgroup.co.uk 

a Riverside House 

 3 Earls Court 

 Henry Boot Way 

 Hull 

 East Riding of Yorkshire 

 HU4 7DY 



  

 

Homecare Services 
Your care and support worker can help in many ways, providing assistance, reassurance and encouragement. They are 

there to support you with the challenges of everyday life such as practical support with light domestic duties, shopping 

and cleaning, but will also provide companionship and friendship for you. 

We recognise that there may be a need for more personal support and can help you with daily routines such as washing 

and getting ready in the morning. We provide more complex care following an illness, hospital discharge or long-term 

nursing, and specialist support for mental health conditions. 

By taking a person centred approach to care and understanding the needs of those we support, we are able to offer 

solutions which give peace of mind and reassurance to everyone. 

As part of our promise to you, each and every one of us here at NL Group Homecare is committed to supporting our 

service users to be as independent as they are able. One of our Homecare managers will discuss your individual needs 

with you, your family and your support network, creating a bespoke program of care services (known as a Care Plan) to be 

carried out. 

We will happily liaise with other professional care services to discuss and formulate a truly bespoke care plan, ensuring 

you get exactly what you need. If necessary we can contact your Doctor to arrange appointments or visits from an 

occupational therapist, physiotherapist or other health care professionals. 

 

Person Centred Support 

We believe that a person centred approach is fundamental to ensuring that those we serve receive the best and most 

appropriate support which matches each person’s needs and aspirations. By continually listening and learning about what 

is important, our person centred approach means that we can create support plans that best reflect what is required, and 

what works best for the person, their friends and family and others around them. 

We ensure that those we support always remain at the heart of what we do by offering: 

 Flexibility, choice and control; 

 Help for people who wish to remain at home; 

 Support in helping to prevent admission into residential or hospital care; 

 Early intervention, re -enablement and respite care; 

 Services designed around the individual; ensuring they receive the support they want, when they most need it. 

 Your privacy and dignity is our highest priority.  

 By listening to personal needs and choices, we can provide you or someone close to you with a tailored program 

of care and support.  



  

 

Homecare Divisions 

NL Homecare professionals provide fully-trained home care assistance and domiciliary care support to people who have a 

variety of needs and requirements, giving them ongoing help, short-term help or help from time-to-time.  

You may need regular care, short-term care after being in hospital, or perhaps you have an illness or disability that means 

you only need help now and then. Our home care assistance offers choice, independence and empowerment to 

individuals. More importantly, it enables you to carry out tasks that you haven’t previously been able to, perhaps due to a 

carer ‘doing it for you’ rather than enabling you to do it yourself. 

NL Homecare services are flexible to accommodate changes in times of delivery or frequency. We believe in tailoring a 

package to meet your needs or the needs of your friend or loved one. 

Whatever your need, we are there for you. 

 

Personal Care & Support 

Illness, immobility or physical disability can sometime make it difficult to complete everyday tasks 

that you may have once performed with ease. 

Our compassionate personal care service is designed to support you with your day-to-day living, as well as providing you 

with the reassurance and emotional support that you may need to remain living independently in your own home. 

Our personal care services can support you with getting in and out of your bed, dressing, administering medication, 

bathing and continence care, at a time to suit your convenience. Maintaining your dignity is of paramount importance to 

us, which is why our Carers will ensure you feel comfortable at all times. 

Whether its 30 minutes help getting dressed in the morning and 30 minutes help getting undressed in the evening, or help 

4 times throughout the day with meals, cleaning and companionship our carers are here to help you every step of the 

way. 

Maintaining your dignity is of paramount importance to us, which is why our Home carers will ensure any personal care is 

delivered with compassion and sensitivity at all times Our Personal Care services are completely flexible and can be 

tailored to meet your exacting and individual needs. 

Our Personal Care Services include: 

 Sleep & Wake Routines 

 Dressing 

 Bathing & Showering 

 Continence 

 

 

Assisted Living 

Assisted Living services are designed to do just that, assist you to live a fully independent life to the 

fullest. 

Being complementary to all of our other care services, they can be used in conjunction with any other care services or if 

you simply need help with cleaning and meal preparation then Assisted Living services are all you will need. 



  

 

Like all of the NL Group Homecare Services each service can be tailored to your exacting needs and if you don’t see it 

listed, simply ask us, and we might just be able to help you. 

Our Assisted Living services include: 

 Meal Preparation 

 Medication 

 Domestic Cleaning 

 Bills, Banks & Benefits 

 Enablement 

 

Specialist Care 

NL Group Homecare is experienced in providing flexible, bespoke Specialist Care and support 

services tailored to meet the needs of individual service users, using a partnership approach. 

We work in tandem with Social Services, Case Management, Solicitors, Primary Care Trusts, Insurance Companies and 

Private Individuals to deliver tailored quality specialist care service. 

We have proven experience of providing specialist care and support to clients with a variety of Complex or Specialist Care 

needs including: 

 Dementia care 

 Huntington’s disease 

 Cerebral palsy 

 Acquired brain injuries 

 Spinal cord injuries 

 Aspergers` Syndrome 

 Depression, anxiety and phobias 

 Spinal muscular atrophy 

 Ventilator dependency 

 Sensory loss or impairment 

 Bipolar disorder 

 Stroke Rehabilitation 

 

We are a care provider in a unique position as we staff both trained Homecarers, Healthcare Assistants, Support Workers 

and Registered Nurses so are well versed and experienced in supplying specialist care in a wide range of specialities and 

varying degrees of complexity. 

It’s this approach which allows us to match your care package requirements with the multi-discipline staff with specific 

skills tailored to meet the needs of your individual needs, giving a flexible home-based alternative to hospital or residential 

care. Our other Complex Care services include: 

 Respite care 

 Complex medication 

 Hospital to home  

 Complex PEG feeding

 

Social Companionship 

We place the highest emphasis on the importance of matching our carers with service users (you), 

ensuring where possible interests, personalities, hobbies and pastimes result in true companionship. 

We all know that when we are less able to get out and about loneliness can often set in, especially as we grow older. The 

feeling that no one really cares can then become a desperate problem for many people. 



  

 

One of our goals is to bring fulfilment and happiness to those living at home and ease the loneliness that ageing seems to 

cause by providing a range of quality support services, from something as simple as companionship, helping reading the 

morning paper with a nice hot cup of tea to more critical assistance with personal care. 

Our Social Companionship service is most suited to individuals who will benefit from having the reassurance that someone 

is there with them to offer support when it is needed. It also provides peace of mind for family members who are unable 

to regularly visit, as they know their loved one is being cared for. 

Our homecarers, who are carefully selected, will provide company and conversation, as well as providing support with 

social activities. Your service is tailored to your requirements and can be adapted to meet your changing needs. We will 

also arrange for you to meet your homecarer before your care package commences to ensure that you are happy with our 

selection. 

Some of our Social Companionship activities include: 

 Engage in companionship and conversation 

 Participate in hobbies and crafts 

 Reminisce about the past 

 Assist with clothing selection 

 Help with reading 

 Assist with entertaining 

 Arrange appointments 

 Arrange appointments 

 Play games and cards 

 Attend plays, concerts and clubs 

 Buy magazines, papers and books 

 Provide reminders for appointments 

 Arrange DIY and gardening services 

 Attend places of worship

 

 

Young Persons Care 

Our main aim is to provide quality care and family support ensuring that service users achieve their 

full potential and get the best start in life and experience positive outcomes from the homecare 

services we provide. 

NL homecare professionals offer current home care packages and family support provided to children and young people 

include the following: 

 Challenging Behaviour 

 Special Needs 

 Attention Deficit Hyperactive Disorder (ADHD) 

 Brain Injuries 

 Severe and Partial Physical Disabilities 

 Sensory & Dual Sensory Impairment 

 Spinal Injuries 

 Aspergers Syndrome 

 Terminal Illness 

 Children and young people with complex care 

needs 

 Autistic Spectrum 

 Profound and Minor Learning Difficulties 

 An unstable family life or who may be at risk 

 Parent is living with long-term health difficulties 

 Cerebral Palsy 

 Supporting Requirements 

 

 



  

 

Palliative Care 

When you are diagnosed with a life threatening illness, it can be an extremely painful time for you 

and your loved ones, both physically and emotionally. 

Our Palliative care division aims to support you and your family during this difficult and stressful time. Our job is to make 

life more comfortable for everyone involved. 

 

NL Group palliative care service supports everyone regardless of age, adults, young people or children who have been 

diagnosed with a life-threatening illness, whether that is terminal or curable, who wish to remain living in the comfort of 

their own home. 

 

Palliative care is the active holistic care of people with advanced progressive illness. Management of pain and other 

symptoms and provision of psychological, social and spiritual support is paramount. The goal of palliative care is 

achievement of the best quality of life for our clients and their families.  

 

Many aspects of palliative care are also applicable earlier in the course of the illness in conjunction with other treatments. 

During the delivery of palliative care we ensure that you are treated as an individual, with dignity and respect. We will 

provide you with a personalised care plan that will take into account your needs, preferences and choices. 

 

It’s this approach which allows us to match your care package requirements with the multi-discipline staff with specific 

skills tailored to meet the needs of your individual needs, giving a flexible home-based alternative to hospital or residential 

care. In the initial stages of your diagnosis, our Nurses and Carers can assist you when attending hospital appointments, 

being there to support you when you receive good or bad news, and supporting you every step of the way through the 

stages that follow. 

As your condition deteriorates, you may need 24 hour attention and care. We can also provide healthcare professionals to 

provide you with 24hour round the clock one-to-one care. 

  



  

 

Core Company Values 

NL Group is committed to providing our clients and service users with an exceptional level of 

customer service. Our company values and standards underpin our entire ethos and are centred on 

4 commitments  

Appreciation 

We will see through the eyes of those whose lives we affect, identifying unmet needs and producing innovative and lasting 

healthcare solutions. We will bring to this task all of our experience and knowledge as the unique individuals we are. 

Passion 

We show pride, enthusiasm and commitment in everything that we do. We are committed to supplying and delivering our 

solutions and services at only the highest level. Our clients, service users and employees are our partners in creating value; 

their happiness, health and loyalty is our greatest reward. 

Respect 

We treat our team members, clients, service users, partners and suppliers with mutual respect, sensitivity and care, 

recognising the importance of diversity. We respect all individuals and value their ideas and contributions. 

Integrity 

We believe our promise is our most vital product. The relationships that are critical to our success depend entirely on 

maintaining the highest ethical and moral standards in everything we do. As a vital measure of integrity, we will ensure 

the health and safety of the communities we serve, and protect the environment in all we do. 

 

Accreditations 

Accreditations are a good mark of obedience against set guidance, while these are what everyone 

aims for, we set our sights higher, aiming to achieve over and above what the minimum compliance 

grades are. 

REC – Recruitment and Employment Confederation 

The Recruitment and Employment Confederation (REC) is the professional body dedicated to 

representing the interests of the UK’s £19.7 billion recruitment industry in Parliament, 

Whitehall, the European Commission and to press and opinion formers. 

Representing 3,750 Corporate Members, with more than 7,700 branches, and 5,550 

Individual Members within the Institute of Recruitment Professionals. 

The REC along with its Accredited corporate members such as NL Group are committed to raising standards and 

highlighting excellence throughout the recruitment industry and all REC Members must abide by the REC Code of 

Professional Practice. 

Visit the REC website » 

 

https://www.rec.uk.com/home


  

 

ISO 9001: 2008 Quality Management Standard 

We all want to have confidence in the goods and services that we use. Trust is essential 

whether in the high street, the supermarket or buying as a business. We also want to have 

reliable public services. But how can there be confidence in the market? How can we be sure 

of essential standards in the public sector? 

ISO 9001 is the internationally recognised standard for the quality management of 

businesses. ISO 9001 applies to the processes that create and control the products and 

services an organisation supplies prescribes systematic control of activities to ensure that the 

needs and expectations of customers are met is designed and intended to apply to virtually any product or service, made 

by any process anywhere in the world. 

NL Group Certificate Number: 4302/04 

Visit the ISOQAR website » 

 

UKHCA – UK Home Care Association 

United Kingdom Homecare Association Ltd (UKHCA) is the professional association of home 

care providers from the independent, voluntary, not-for-profit and statutory sectors. 

UKHCA helps organisations that provide social care, which may include nursing services, to 

people in their own homes, promoting high standards of care and providing representation 

with national and regional policy-makers and regulators. 

Our mission, as a member-led professional association, is to promote high quality, sustainable 

care services so that people can continue to live at home and in their local community. We will do this by campaigning, 

through leadership and support to social care providers. 

UKHCA members comply with our Code of Practice which contains guidelines to ensure that, when supplying home care: 

 The highest standards of care are provided 

 The rights and welfare of clients are paramount; and 

 The rights and welfare of care workers are protected. 

 

Visit the UKHCA website » 

Care Quality Commission (CQC) Registration 

NL Group Homecare Professionals are registered with the Care Quality Commission (CQC) - the independent regulator of 

health and social care in England. 

 

The Commission ensure healthcare and social care agencies are compliant with the new essential standards of quality and 

safety that are centred on the outcomes of care for people who use our care services. 

 

Following our last CQC inspection we received an overall rating of Good.  

http://www.alcumusgroup.com/isoqar/
http://www.ukhca.co.uk/choosingcareadvice.aspx


  

 

Our Commitment to You 
Drawing on the expertise of our highly motivated, professional workforce, the Homecare or “Domiciliary” Care 

Management Team will work with you, your family and other professionals to create a detailed and bespoke program of 

care, tailored to your exacting needs. We pride ourselves in delivering this care with compassion, sensitivity and an 

enduring approach to better the lives of those placed in our care, fulfilling our obligations to: 

 Keep you Involved and Well Informed 

 Keep your Care and Treatment Personalised to you 

 Keep you Safe 

 Meet all of the CQC Essential Standards 

 

Here’s how… 

Initial Assesment of Needs 

The first step is to arrange to visit you in your own home.  

The Registered Manager will discuss with you your individual requirements and the range of Services we are able to 

provide. This process will be formalised into an assessment of your needs, which should form the basis for a decision by 

both you and NL Homecare  as to whether the necessary service can be provided. In common with all records regarding 

Service Users, the assessment(s) will be made with your full knowledge and cooperation, and the records will be shown to 

you and be available to you at any time. 

The Registered Manager or one of our team will visit you in your home, or in hospital if necessary, and will document a 

pre-service start assessment with you. This initial set of information will form part of your Support Plan which illustrates 

and reviews how your family and our staff gain an understanding of how we can use our skills for an overall improvement 

to your health and wellbeing. 

If you have any questions please discuss them with your Key Worker, or contact the Registered Manager, who will be very 

happy to answer them. The Agency manages commencement of service arrangements according to a detailed Policy and 

Procedure, a copy of which is available from us upon request. 

Fulfilment of Aspirations   

Your social, emotional, cultural, political and sexual needs are accepted and Respected. 

The aim of is to actively help you to lead a fulfilling life within the limits of your abilities and wishes, and to recognise and 

cater for you should you wish not to be active or socialise. 

Staff will take an interest in things that you have done in the past and discuss current interests, particularly those you wish 

to retain. They will assist you in developing skills and following your interests.   

You will be central to the devising of your Service User Plans. A family member, friend or external advocate may also be 

involved as is considered appropriate. Staff will endeavour at all times to create a stimulating environment and to focus on 

maximising your  potential. They will attend to your complete needs irrespective of how your disabilities may affect them. 

You are an equal and unique human being and will be offered help and services according to your own unique needs, 

irrespective of race, gender, sexuality, culture or state of health. 

Personal Choice  

Your support worker will support you to exercise your personal choice in opportunities and lifestyle. The support worker 

will ensure that you are central to all decisions being made.  



  

 

If, for reasons of mental frailty, you are not able to participate fully in Service User Planning, consideration will 

nevertheless be given to your wishes, as far as these are expressed and are practical. We welcome designated advocates 

in this context.  Account will also be taken of the needs and rights of carers to lead their lives without unreasonable levels 

of demand and stress: 

 Review - You will have a regular review of your individual circumstances with your key worker  

 Services Information - You will be fully informed about the Services provided by us. 

 Legal Rights - You will be fully informed about your legal rights. 

 Medication - You will be fully informed about your medication needs and supported in making decisions in 

relation to medical treatment whenever possible. 

 Family and Friends - You will be supported to maintain access to family, friends, facilities and the overall 

community. 

 Complaints - You will have access to a formal complaints procedure and will be able to be represented by a friend 

or adviser if you so wish. 

 Supporting your Independence - You will be supported to take risks on the basis of your own, informed opinion. 

You will have the opportunity to think, act and make decisions.  This will include the capacity to incur a degree of 

calculated risk. 

 

Note: The principles outlined above will always be guided by our prior commitments to you imposed by health and safety 

or statutory requirements. 

 Care, treatment and support that meets your needs - Your personal needs will be assessed to make sure you get 

safe and appropriate care that supports your rights 

 You will get the care that you and your social care professional agree will make a difference to your health and 

wellbeing 

 Your care needs are coordinated if you move from one care provider to another 

 Staff respect your cultural background, gender, aged, sexual orientation, religion or belief and your disability if 

you have one 

 

To be safe when using a service 

 You will be protected from abuse or the risk of abuse, and staff will respect your human rights. 

 You will get the medicines you need, when you need them, and in a safe way. 

 You will be cared for by staff with the right skills to do their jobs properly. 

 You will be cared for by staff who have the knowledge, skills and experience needed to meet your health and 

welfare needs. 

 You will be looked after by staff who are well managed and have the chance to develop and improve their skills. 

 We commit to complete regular checks on the quality of our services 

 The managers of your home care agency continuously monitor the quality of their services to make sure you 

receive the support you need 

 We will keep your personal records up to date, accurately and kept safe and confidential 

 You or someone acting on your behalf can complain and will be listened to.   

 Your complaint will be dealt with properly 



  

 

Key Workers 

In order for you to receive quality care, we have initiated a Key Worker system. Where possible, you will be offered an 

opportunity to choose your Key Worker. They will undertake to identify your needs with you and ensure that they can be 

met through a Service User Plan. 

 

The aim of the Key Worker system is to provide each Service User with an advocate within the staff team, and to develop 

a relationship based on trust and mutual respect. The Key Worker will undertake an assessment with you to establish your 

preferred name, personal circumstances, personal history, and social and medical circumstances, all of which will be 

entered into your Care Plan. The Key Worker will also assess your psychological and physical capabilities. Previous work 

and hobbies, preferences with regard to activities and food will be noted and a personal programme of support and/or 

care devised according to your wishes. 

 

Your Key Worker will be the main point of contact for you and your principal carers/relatives, and will be available to 

answer any questions, to support your daily care routine and to simply have a chat with you whenever you so wish. They 

will also arrange for meetings to review your Service User Plan periodically with you and your family or friends, and to 

measure the progress of your care programme. 

 

Obviously not everyone gets on with each other. If you are unhappy with your Key Worker, please bring this to the 

attention of the Registered Manager. The matter will be resolved sensitively and confidentially, and a new Key Worker will 

be assigned to you if this is appropriate. 

 

Confidentiality 

Our policy is that any information about you is strictly confidential and that maintaining a position of trust in this regard is 

paramount. However, because some information is relevant to providing quality support, such information will be shared 

with members of staff who may be supporting you.  

 

Visiting professionals and visitors requiring information will be referred in the first instance to the Registered Manager or 

the person in charge within The Agency. You or, where appropriate, your principal Carer will be consulted where 

appropriate before information is released. 

 

Information about you will be stored in paper form, and may also be held on computer.  Both forms are treated in the 

same strictly confidential way. Information about you is needed in order to enable staff to provide proper support and 

treatment.  

 

Some of the information may also be used for other purposes, such as: 

 Making sure our services meet your needs 

 Helping staff to review the support they provide to you to help them achieve the highest standards 

 Investigating complaints or legal claims 

 Auditing of our services 

 

Sometimes information about you needs to be passed on to other agencies or organisations, for example if you are 

receiving care or support from a GP or hospital. The types of organisations with whom we may share information about 

you are: 

 GPs 

 District nurses 

 Other health professionals 



  

 

 Social workers 

 Care Quality Commission 

 

Gifts, Wills and Other Documents 

All employees are expressly forbidden to act as witnesses to the signature of any documents such as wills and testaments. 

Neither employees nor the service may be a beneficiary under a Will of any past or present Service User.  

 

Gifts to staff are subject to disclosure to the Registered Manager, and may be refused on the basis of conflict of interest. 

 

Risk Taking & Risk Management 

The assessment of risk is addressed as part of the commencement of service process for each person and the results are 

integrated into the Service User Plan. By this process of integration your views, the views of the principal carer, family 

members and professional advisors will be fully taken into account, as part of the participative Service User Planning 

process. 

 

The following checklist of issues forms the basis of the risk management assessment. Each issue will be discussed in detail 

and those discussions will be recorded and will determine the way in which aims to undertake to meet your wishes: 

 Privacy; 

 Visitors; 

 Attendance at clubs and centres; 

 Going to places of worship and other activities; 

 Engaging in leisure and recreational pursuits; 

 Carrying identification; 

 Bathing; 

 Use of stairs; 

 Degree of independence; 

 Seeking help in an emergency. 

 

Equal Opportunities 

You have the right to practise your beliefs, religion or culture without constraint by restrictive or discriminatory practice. 

Complaints of discriminatory practice will be thoroughly investigated and the results of the investigation made known to 

the complainant. All complaints will be recorded in such a way as to highlight repeated problems. 

Inappropriate Behaviour 

Inappropriate behaviour is the systematic maltreatment, or physical, sexual, emotional or financial abuse of one person by 

another. 

 

NL homecare team and management are committed to preventing inappropriate behaviour and if you, a carer, friend or 

relative has any concerns in this area, they should discuss this immediately with a senior staff member, or if you feel 

unable to do so use the formal complaints procedure. 

 

You, your principal carers and relatives will be kept informed of the progress of the investigation into any complaint. 



  

 

Dignity in Care Campaign 
NL Homecare Professionals fully supports and promotes the Dignity in Care Campaign 

initiative.It is a mandatory part of our training for carers and we strive to raise 

awareness on an on-going basis. 

NL Homecare team promotes awareness of the 10 Point Dignity Challenge.  

This challenges care providers to meet 10 principles of care to ensure their services 

respect dignity. It creates a way of understanding and explaining what dignity looks 

like in the context of treating individuals with respect in a care setting. 

 

1. Have a zero tolerance of all forms of abuse 

2. Support people with the same respect you would want for yourself or a member of your family 

3. Treat each person as an individual by offering a personalised service 

4. Enable people to maintain the maximum possible level of independence, choice and control 

5. Listen and support people to express their needs and wants 

6. Respect people's right to privacy 

7. Ensure people feel able to complain without fear of retribution 

8. Engage with family members and carers as care partners 

9. Assist people to maintain confidence and positive self-esteem 

10. Act to alleviate people's loneliness and isolation 

 

 

If you want to speak to one of our dignity in care ambassadors you can contact us on 01482 60 60 40 

 

 

  



  

 

 

Funding your care 
It’s commonly thought that receiving tailored care in your own home is way beyond the stretch of most pockets, this is a 

misconception and simply isn’t the case any longer. 

Ways of funding the care you need to stay in your own home longer are varied and change all the time, with the majority 

of funding coming from the public domain, care at home is fast becoming an increasingly popular option and one enjoyed 

by more and more people wanting to stay out of residential care. 

As the different methods of funding care at home grow, it can often seem like a confusing topic, however; by carrying out 

a little research and utilising free and varied resources available, your options quickly become clear and much easier to 

grasp. 

Let’s have a look at the two most popular ways of funding care at home: 

 

Public funding (local authority) 

You may very well be eligible to receive help with funding your care at home from Government via your local authority. 

This process usually starts with you requesting a free Care Assessment completed by your local social services 

department. 

Once this is complete the next stage would be for the local authority will arrange a Financial Assessment in order to 

establish if you are eligible to receive financial support to help provide what you need. 

 

 

 

  

Financial Assessment 

Most local authorities and councils charge for care that they provide or arrange. How much you pay depends on a 

means-test. The council must follow the Fairer Charging » guidance from the government. 

 If you have more than £23,250 in capital (not including the value of your home) you will be charged the full 

cost of your care. 

 If your capital is less than £23,250, your income will be assessed but you must be left with at least the basic 

amount of Pension Credit plus 25%. 

Some local authorities and councils are more generous and increase the capital threshold or set a maximum amount 

they expect anyone to pay for their care. In Scotland, personal care is free for those aged 65 and over, but you will 

still be charged for services such as day care, meals on wheels and community alarms. 

 



  

 

 

What benefits do direct payments offer me? 

 Have more say over what care services are provided 

 Have greater control over who provides the care 

 Arrange those care services to be delivered a times and dates to suit you 

 Ultimately decide if you want to employ a Care Provider such as NL Group Homecare or your own staff 

 

Am I eligble to receive Direct Payments? 

In the first instance you should always contact your local Social Services Department, who will arrange for your care needs 

to be assessed. Provided they find you eligible to receive help from the local authority, you are then entitled to ask to 

receive Direct Payments in order to purchase your own care rather that Social Services proving care for you. 

Eligible individuals include: 

 Older and disabled people aged 16 and over, assessed as needing care. 

 A person with parental responsibility for a child assessed as needing care. 

 Carers aged 16 and over. 

Direct Payments 

Following your Care Assessment and Financial Assessment, your local authority may offer you the option of Direct 

Payments. 

Direct Payments are where you agree for the local authority pays the monetary payments for which you were 

assessed direct to you so that you are able to organise and pay for your own care services. These payments are 

designed to support you to remain living at home, encouraging independence and social inclusion in areas such as 

employment, education and leisure activities. 

The cash must be spent on care that meets your assessed needs but it means you can be more flexible and 

individual in the way you arrange your care. However, the money must not go to a relative or anyone living in your 

household unless they are specifically employed as a live-in carer or personal assistant. You have to keep records to 

show exactly how you have spent the money. 

Personal Budgets 

Here at NL Group Home Care we can help you take control of Direct Payments by helping you construct a personal 

budget as part of our Care Plan. 

This allows us to agree and set budgets for the care services you use, highlighting times when you have more to 

spend and also warning you when you’re going above your planned budget so that you always receive continuity of 

care. 

The Government is looking to increase the number of people who receive direct payments, allowing more people 

access to the benefits that they bring. If you are considered eligible for support with funding, your local authority or 

council are duty bound to consider Direct Payments as an option for you, instead of providing services to meet your 

needs. 

 



  

 

 

What if I am unable to manage a Direct Payment on my own? 

As well as giving you the option of receiving a direct payment, social services will usually offer their own support services, 

or be able to refer you to a local support group, to help you set your care up. They may even be able to provide care for 

you whilst you arrange your own care. 

The type of services provided can be from a list of local domiciliary care providers to advice on writing your own job 

advertisements and employing your own staff. You are also entitled to enlist the help of a responsible individual of your 

choosing, which may be a close friend or relative, to help you manage the direct payment scheme. 

 

What happens if my care costs more than my Direct Payment? 

As you are effectively purchasing your own services, if you so wish, you can add your own funds to your direct payment to 

purchase services above the value of your direct payment. This allows you not only to buy your care from the person or 

organisation you prefer, but also to buy services in addition to those you Care Assessment states, should you wish to at a 

cost that you agree. DON’T WORRY, HELP IS ON HAND 

The care staff at NL Group Home Care are highly trained to help construct a detailed care plan around your needs and 

personal budget, helping remove any uncertainty in managing your own care and direct payments effectively. 

For further information on Direct Payments contact your local social services department, or download the Department of 

Health easy guide to Direct Payments. 

Private funding (savings or assets) 

If you do not qualify for local authority funding towards your care needs, or if for any reason you choose not to be 

financially supported by the council, you can of course arrange and pay for your own care. 

Using Savings or Investments 

If you are meeting the cost from your savings, you are advised to get specialist financial advice to help you to use your 

money to its best effect and avoid running out of money for other essential living costs. 

But, remember, it is always advisable to get a Care Assessment from social services even if you know that you are going to 

pay for your own care as they will help you firstly decide on what care is needed. 

Using your Home or Property 

If you own your own home, but do not qualify for council funding and cannot raise sufficient funds in other ways, equity 

release could be a solution. 

There are two different types of scheme: 

1. a lifetime mortgage which is based on raising a loan against the value of your home, and this is eventually repaid 

when you move out or die; 

2. a home reversion plan, under which all or part of your property is sold to a home reversion company. 

Most reputable equity release schemes carry a guarantee that any accruing loan will never exceed the property’s value 

and you would be allowed to continue living in your home. Depending on your circumstances, it might be better to take a 

regular income or “draw down” facility rather than a large lump sum on which you will pay interest from the outset. 

Alternatively, a single lump sum might be released to buy a care fee payment plan which could provide regular income to 

pay for care. 

http://www.nlgroup.co.uk/wp-content/uploads/2012/04/A_Guide_To_Direct_Payments_dh_104894.pdf
http://www.nlgroup.co.uk/wp-content/uploads/2012/04/A_Guide_To_Direct_Payments_dh_104894.pdf


  

 

Complaints and Compliments 
We believe that complaints and compliments are a valuable indicator of the quality of our service, and an opportunity to 

improve that quality. If you feel that the service expecations are not being met or you have any concerns surrounding the 

support you receive from you can follow our complaints process by contacting the Registered Manager either by tel 01482 

606040, by email to homecare@nlgroup.co.uk or by writing to us at the following address .  

 Homecare Manager 

 Riverside House 

 3 Earls Court 

 Henry Boot Way 

 Hull 

 East Riding of Yorkshire 

 HU4 7DY 

 

If you also feel that the service is meeting your expectations and you would like to compliment the service please contact 

our offices, it is equally important to us to recognise and compliment quality care or service you have received from our 

team. 

We can assure all Service Users and customers that no-one will be victimised for making a complaint, we encourage 

Service Users to instigate the complaints procedure whenever they feel that this is necessary.  

We do not wish to confine complaints to major issues and encourage Service Users to comment when relatively minor 

matters are a problem to them, It is our policy that all matters which disturb or upset a Service User should be reported, 

recorded, and corrective action should be taken. Only in that way can we work towards meeting our aim of continuously 

improving our service.  

Both Complaints and Compliments can be completed online via our website here. 

Our commitment to you during a complaint 

Stage One  

 All complaints will be taken seriously; 

 All complaints will be acted upon with fairness and impartiality; 

 You will receive a response within 24 hours of the complaint being made, and a final reply within 28 days; 

 If the complaint is upheld, you will receive a written apology and appropriate action will be taken to rectify the 

complaint, and you will be informed of what that action is; 

 If you are not satisfied with our initial response at the end of stage 1, you may contact the Nominated Person, 

Mark Hathway to appeal any decision made. 

 

Stage Two  

 You can expect a written acknowledgemnt to your complaint; 

 You can expect a detailed response to you complaint within 20 workjing days of receipt; 

 You will be notified in writing of any delays with reasons if a detailed written response within 20 days is not 

possible;    

http://www.nlgroup.co.uk/compliments-complaints/


  

 

 If you are not satisfied with our initial response at the end of stage 2, you may escalate your complaint further an 

external party linked to the package of care and its delivery, such as your locum Council or Social Worker. 

  

Stage Three 

 We hope that we would have resolved your complaint if however you are dissatisfied with our response after 

stage 2 you can contact the regulator of care services the Care Quality Commision (CQC) at the address indicated 

below: 

 

Care Quality Commission (CQC), National Correspondence, City gate, Gallowgate, Newcastle upon Tyne, NE1 4PA 

 


