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Welcome to April Complete Care Solutions Ltd 
 
 
 
This handbook has been prepared to give you, our employee, a basic understanding of 
the rules, policies and procedures that operate within April.   
 
They will form part of your basic terms and conditions of employment. Any individual 
variations will be noted in your offer letter or in subsequent communications with 
yourself.   
 
The Company retains the right to vary the Terms and Conditions following notice in 
writing to each employee and also via staff meetings. 
 
A thorough understanding of these rules and procedures will help you settle into your 
role within the Company quickly and easily and will therefore play a part in the smooth 
running of the organisation. 
 
Please do not hesitate to ask if you require assistance in understanding any part of this 
handbook. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



FORM S-22  STAFF HANDBOOK 

 

April Complete Care Solutions Limited. Registered in England and Wales No. 3695292. 

Registered Office: 14 Hendre Road, Pencoed, Bridgend, CF35 5NW. 
 
April Complete Care Solutions  ltd  
Staff Handbook  Issue 4         REVISED 10.02.2025 SP –          Reviewed 11.02.2025 SP 

3 

   

 
 
 
 
 
 
 
 
 
 

 
Organisational Chart April Complete Care Solutions Ltd  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  
 
 
 

Debra Hooper 

Managing Director 

Responsible Individual 

Sara Phillips 

Manager 

 

Mathew Hughes 

Finance Manager 

(Invoicing, payroll) 
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Senior Care  

Co-Ordinator 

Jane Pugh 

Care Co-Ordinator 

 

 

Andrew Wyles 

On call Supervisor 
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April Complete Care Solutions 

 
 
 
The Company was established in 1996 and has worked hard to build a reputation for 
quality work and reliability.  
 
We expect our staff to work to provide the highest standards of care at all times,  in 
return April will offer excellent rates of pay, career advice and the opportunity to 
develop through structured training. 
 
In October 2002, Apex Nursing Services and Apex for Lifelong Learning became April 
Complete Care Solutions.  
 
The Company wished to emphasis the fact that a complete package of services was 
available and can be counted upon to deliver the best possible service our Mission 
Statement meeting and exceeding your expectations also states the same. 
 
Our offices are situated in Pencoed, and this is where any queries should be directed in 
the first instance  
 
Contact details:  
 
April Complete Care Solutions Ltd  
14 Hendre Road Pencoed CF35 5NW 
 
April Complete Care Solutions Ltd telephone: 01656 863963  
 
Office email: info@aprilcare.co.uk  
 
 
 
 
 

HEALTH CARE ASSISTANTS 

 

mailto:info@aprilcare.co.uk
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THE AIMS AND PHILOSOPHY OF APRIL COMPLETE CARE SOLUTIONS 
 
April aims to provide a consistent, high quality, reliable service to both our clients and 
employees. With staff training, development and constant scrutiny of our existing 
practices, April will endeavour to meet the continually changing and diverse needs of 
both our clients and our employees. 
 
April has delivered consistently high quality, nursing and care services, to a variety of 
hospitals, nursing and residential homes and to individuals within the community. 
 
Some of our clients have complex and diverse needs, some requiring 24-hour care, 
others have varying shift patterns and will need to be supported by staff with 
transferable skills. All care plans are created with the individual to ensure person-
centered care is maintained also ensuring that our individuals are empowered and have 
a voice. Our care plans support  and promote the health safety and welfare of our 
clients at all times. 
 
April has established a fully extensive employees database, which undergoes continual 
rigorous assessment and scrutiny of our working practices.  
 
In order to be proactive, we actively encourage positive feedback from both our clients 
and employees.  This is achieved by the use of concern, accident and incident forms 
and annual surveys. 
 
Our database is managed 24 hours, 7 days a week. 
 
April supports a value-based recruitment policy which includes an induction 
programme which all staff will be required to undertake and will support staff to settle 
into their role. 
 
April use a  fully accredited and approved training service; April provides and delivers 
various programmes from mandatory training to additional training  courses to help 
develop skills and knowledge to promote good practice and meet the needs of new 
legislation and minimum standards. Promoting the development of our employees. 
 
By utilising our extensive database April will match the candidate with the required 
profile.    
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2 JOINING APRIL 
 
a. Employment Practices 
 
April will strive to ensure that individuals are recruited, selected, trained, promoted and 
treated in line with objective criteria relevant to the success of the job, having regard to 
relevant aptitudes, potential, skills and abilities. 
 
It is our policy, as far as is reasonably practical; to take every step to ensure disabled 
persons are considered for suitable employment and a disabled Employee will be given 
equal opportunities for training, development and promotion.  Naturally we will 
consider adjustments to working conditions to enable disabled persons to perform 
duties within our business. 
 
b. Equal Opportunities 
 
We are committed to the principle of equal opportunity in employment. 
 
Accordingly, our employment policies for recruitment, selection, training, development 
and promotion are designed to ensure that no job applicant or employee receives less 
favourable treatment on the grounds of race, colour, nationality, ethnic or national 
origin, disability, trade union membership, sex or marital status.  The objective of this 
policy is to ensure that individuals are selected, promoted and otherwise treated solely 
on the basis of their relevant aptitudes, skill and abilities. 
 
Management has the primary responsibility for the successful implementation of the 
policy by: 
 

• Not discriminating in the course of employment against fellow employees or job 
applicants. 

 
• Not inducing or attempting to induce others to practice unlawful discrimination. 

 
• Bringing to the attention of employees that they will be subject to disciplinary 

action for failure to adhere to the policy. 
 

• Not discriminating in the course of employment against fellow workers, service users, 
suppliers or members of the public with whom they come into contact during the 
course of their duties. 
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• Not inducing or attempting to induce others to practice unlawful discrimination. 
 

• Reporting any discriminatory action to the registered manager. 
 
The successful operation of this policy necessitates a contribution from each employee and all 
employees have an obligation to report any act of discrimination known to them. 
 

Employees who consider that they are a victim of unlawful discrimination may raise the issue 
through the Grievance Procedure. 
 

c. Probationary Periods 
 
All new staff are subject to a probationary period of 6 months. Your progress will be monitored 
during regular supervisions with an initial meeting after 6 weeks and further formal supervision 
after 6 months, we will also monitor your work through formal spot checks and observational 
practice. 
During this probationary period, you will be given appropriate support and development 
opportunity to help you reach the required standards. Extension of the probationary period may 
be granted to enable the required standards to be achieved, but failure to do so could result in 
termination of your employment. 
 
Upon joining April, the Manager will establish any current qualifications required to register with 
Social Care Wales. 
Whereby the HCA has no qualifications the Manger will offer to enroll the HCA onto the All-
Wales Induction Framework,( AWIF ) or enroll you onto an NVQ level 2 course, this can be 
completed while working. A qualification must be achieved within a 2-year period to remain 
registered with Social Care Wales. 
 
d. Induction 
 
Your 6 month induction programme will help you fit into the Company quickly and easily.  It 
covers all you need to know about your new job, the local geography of where you can be 
expected to work.  You will meet your new colleagues, who will give you information as to 
details of positions within April and how they work with you.  By the end of your induction, you 
should have a clear idea of how the business operates and what is required of you.  Please ask 
if you have any queries. 
 
All staff will undertake the following mandatory training: 
 

• Fire Prevention 
• Food Hygiene 
• Health & Safety 
• Moving & Handling 
• SOVA 
• Medication / MAR chart training  
• Emergency First Aid in the Workplace 
• Infection Control 
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Upon successful completion, certificates will be issued, and the staff members will be able to 
put these forward as evidence when working towards QCF Level 2 and 3 in Care. 
 
Those undertaking to work with children will be required to undertake our Child Protection 
Programme as follows: 
 

• Recognising Indicators of Child Abuse. 
• Understanding Child Protection. 

 
These courses are accredited with a written test.  Certificates are issued upon successful 
completion. 
 
April actively encourage all Care Staff to obtain QCF Level 2 or 3 in Care and will support and 
assist their staff to obtain these qualifications. 
 
 

e Change in Personal Circumstances 
 
It is important that personal records are kept up to date.  They are based on the information you 
gave when you applied for a job with us.  If you change your personal circumstances, address or 
attain additional qualifications, please tell your Registered Manager 
 
For obvious reasons, in an emergency for instance, we need to contact someone quickly.  
Incorrect information could lead to unfortunate delays. 
 
Personal information about you will be kept on your confidential record.  Any personal details 
will be kept in accordance with GDPR legislation and will not be divulged to outside parties 
unless we have your written authority. 
 
f. Recruitment and selection of staff  
 
April has policies and procedures in place for value-based recruitment and selection of staff.  
There is a strict criteria for those joining the agency and these will help to deter those who are 
unsuitable to work with children.  Our policies and procedures include: 
 
Disclosure and Barring Service check to enhanced level 

• Access to the POVA training 
• Checks of professional registers such as NM/SCW 
• Candidates are asked to confirm identity through official documents. 
• Verifying the authenticity of qualifications and references 
• Full employment history is obtained.  The right to approach any previous employer, and 

checking with them the suitability, the reason why employment ended, identifying gaps 
or inconsistencies and seeking and explanation. 

• Making appointments only after references are obtained and checked.  Referees are 
reminded that references should contain no material mis-statement or omission 
relevant to the suitability of the applicant. 

• All appointments to work are subject to a probationary period. 
 
The interviewers attempt to establish the candidate’s attitudes towards care, and the various 
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situations involved in the care sector, i.e., working with children and childcare 
 
 
 
 
 
 
 
2.1  Appearance and Personal Conduct 
 
April’s reputation depends on you.  A high standard of cleanliness together with a safe, sensible and 
considerate approach to work is required from all employees.   
 
All Employees must wear April’s uniform when performing their duties. Uniforms will be supplied in 
good condition and at the appropriate size.  Employees are expected to maintain their uniforms and 
ensure they are fit for purpose. 
You must ensure that your uniform is clean, pressed and in a good state of repair.  It is the 
responsibility of the agency employee to ensure that the uniform is kept in order. 
 
Some Clients may request that you do not wear uniform, you will be advised prior to your shift.  Jeans, 
casual summer wear, inappropriate trainers, open toe shoes are not acceptable.  
 
Whilst at work you are required to wear April’s uniform with dark trousers and dark shoes. ( no open 
toe shoes )  It should be noted that you must have your ID Badge on your person at all times.   
 
Damaged or misplaced uniforms must be reported to the Pencoed office and replacements purchased 
from April. 
 
Hair should be clean, kept neatly and tied back away from the face.  Hair clips and accessories 
should only be worn to keep the hair neat and tidy and should be kept to a minimum. 
 
The only jewelry acceptable is a partnership band on the finger and one set of ear studs.  All other 
jewelry (other than that worn on religious grounds), should be removed prior to the start of your shift. 
 
Artificial nails and nail varnish must not be worn at any time. 
 
Perfume should be light and not overpowering. 
 

2.2  Alcohol and Substance Abuse 
 
The consumption of alcohol and abuse of drugs/substances can seriously impair judgment and 
affect your performance of duties to the extent that you prove a danger and liability to yourself, 
your colleagues and clients.  
 IT IS FORBIDDEN TO OPERATE EQUIPMENT OR WORK UNDER THE INFLUENCE OF 
ALCOHOL/NON-PRESCRIBED DRUGS/SUBSTANCES.  
 No alcohol may be brought onto or consumed on site.  Individual sites will have specific 
procedures regarding the implementation of this Policy. 
 
2.3  Smoking 
 
Smoking is only permitted in clearly identified designated areas.  All employees must adhere to 
the client’s wishes/procedures which are in place. Carers  should ensure that they do not 
smoke immediately before going to a client or while in uniform. 
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2.4  Eating 
 
For quality, hygiene and housekeeping purposes, eating should be confined to designated areas 
only.  All employees should provide their own meals, unless otherwise directed. 
 
2.5  Medical Examination 
 
It is a condition of employment that employees submit themselves for medical examination by 
April’s nominated doctor or an independent medical advisor, at any time during the course of 
employment. 
 
2.6  Private Visitors and Telephone Calls 
 
You are not allowed to receive private visitors during your working hours except where 
absolutely necessary. 
 

You should not make use of telephones or mobile phones for private calls during your working 
hours. 
 
2.7  Leaving Your Work Placements 
 
April’s Employees provide a high-quality and reliable service. Therefore, it is expected that you 
will only leave the work placement site during working hours with the permission of your Line 
Manager, in response to exceptional circumstances, if cover is available. Failure to comply with 
this procedure may result in the Disciplinary Procedure being actioned. 
 
2.8 Right of Search 
 
Where there are reasonable grounds to suspect that an Employee is in unauthorised 
possession of either company, another individual’s property or a client’s property, April 
reserves the right that the employees bag or packages or the vehicle carrying that employee be 
subject to search whilst they are at work or upon leaving the work placement premises. 
 
Should the employee decline, then the individual may be requested to remain until the police 
can be called.  Please ensure that you have either a receipt or written authority from a Line 
Manager for any property, product or materials removed from your work placements. 
 
 

2.9 Identity Badge 
 
You will be issued with an Identity Badge that you must keep on your person at all times, whilst 
you are on work placements.  If you lose your Identity Badge, you must report it immediately to 
the Pencoed Office.  Wearing of Staff Uniforms and ID Badges is mandatory in order to comply 
with the Minimum Standards.  Failure to comply could result in the Disciplinary Procedure 
being actioned. 
 
2.10 Gambling or Betting 
 
Any form of gambling or betting on work placements is not permitted.  Anyone found gambling 
might be subject to summary dismissal. 
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2.11 Disclosure of Information 
 
You are not permitted to give company or operational information, deliver lectures, recorded 
broadcasts or demonstrations to any person outside of April, unless such information is 
necessary in the course of your duties, or you are authorised to do so by your Line Manager.  
You must not communicate any confidential information that is likely to cause loss or harm to  
the Company. 

 
 
 
 
 

 
2.12 Personal Property 
 
Whilst every effort is made to protect your property, we cannot accept responsibility for loss of 
or damage to personal property and we recommend that valuables are not brought to work.  
Vehicles are parked at owner’s risk. 
 
2.13 Contractual Agreements 
 
Employees do not have contractual agreement authority on behalf of the Company and should 
avoid making agreements with others on behalf of the Company. 
 

3. HOURS OF WORK AND TIME KEEPING 
 
3.1 Availability 
 
Employees are responsible for notifying April of their availability. We advise 1 months’ notice to 
be given if you wish to change availability.  In case of emergency, you should contact your line 
manager  
   
3.2 Attendance 
 
Once allocated a client call you must attend in person at the given time and date.  If, for a truly 
unavoidable reason, you are unable to attend the call, you must immediately notify the Services 
Manager at April by telephone.  If your reason for absence is deemed as insufficient, you will be 
expected to attend the work placement. 
 
In cases where you could attend your care call with extreme difficulty, April will strive to arrange 
alternative cover.  However, in the event of our inability to arrange cover, you will remain 
responsible to attend the call you will then be instructed to do so after reasonable attempts to 
find cover have failed.  Failure to attend in such circumstances may result in disciplinary action. 
 
You are expected to be punctual for all calls.  You must arrive at your first call on time, lateness 
will result in disciplinary proceedings. If for any reason you are going to be late to your 1st call, 
you must inform on call, or line manager.  Staff must log in and out of all calls. If for any reason 
you are unable to log in and out, you must contact the office either by text or phone to advise of 
login issues and state the reason why you are having problems. If you are running late you must 
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contact the April office  informing them of why you are running late. This will allow the office 
team to review the rest of your working rota and to assess if other calls need to be covered to 
make up for lateness 
Again, consistent failure to log in and out of calls, along with poor communication to your line 
managers will result in disciplinary action.   Staff must be dressed in the appropriate uniform, 
any failures to adhere to this policy will be treated in line with April’s disciplinary procedure.  
Wearing of uniform and ID Badges is mandatory to comply with the Minimum Standards. 
 
 

3.3  Time Sheets 
 
April are no longer using timesheets  
 
 
 
 

3.4 Absence Notification Process 
 
Employees must follow the procedure below for all periods of absence including sickness, 
appointments and holidays.  In the latter case, the employee  must email info@aprilcare.co.uk 
to request Annual Leave; unless explicit authorisation is given, it will be classed as an 
unauthorised absence, and you will not be paid. 
 
Absences for reasons of sickness must be notified immediately, by telephone and at least two 
hours prior to shift commencement. It is not policy to text or WhatsApp  
Employees who do not provide the minimum notice will be subject to disciplinary action and in 
extreme and persistence cases will be subject to dismissal. 
 
If an employee fails to provide the required minimum notice period [two hours prior to shift 
commencement] or fails to attend an assignment without providing any prior notice, an 
additional expense incurred by April in supplying the care may be charged to the Employee and 
automatically deducted from his/her pay. 
 

In cases of sickness of less than 7 days duration, the Staff Absence Form will need to be 
completed, immediately upon return to work.  You will be expected to forward a medical 
certificate after a period of 7 days if you are not returning to work.  These are known as waiting 
days.  It is your responsibility to call the office not any other family member. 
 
If absent for over one working week [i.e. 7 days or more], Medical Certification from a General 
Practitioner will be required to cover the period of Employee absence.  Medical Certification 
must be forwarded immediately to the Services Manager.   You will be entitled to Statutory Sick 
Pay if you satisfy the conditions.  You will not however, be paid for “waiting days” or for 
unauthorised absence. 

 

You must inform the office as soon as possible of your circumstances, which are preventing 
you from attending work and of your likely date of return. 
 
On returning to work following a period of sickness, a return-to-work interview will be arranged. 
 
For full details, please see our ABSENCE POLICY 

mailto:info@aprilcare.co.uk
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3.5 Breaks 
 
The Line Manager/Supervisor at your place of work will advise you of your usual lunch and break 
times.  Where staff rest areas are provided for your use, you are asked to leave facilities in a tidy 
condition.  All waste materials should be placed in the appropriate bins. Recycling is to be 
actioned accordingly and April have a designated recycling area within the April Office.  
 
4.  HARRASMENT 
 
April recognises the right of every Employee to work in an atmosphere free of harassment and 
to complain about it should it occur.  
 
It is against the policies of April Complete Care Solutions Ltd  for any Employee to harass 
another Employee in any way.  Such conduct will not be tolerated.  All Employees will be 
expected to comply with this policy, and appropriate disciplinary action, including dismissal for 
serious offences, will be taken against any Employee who violates this policy. 
 
 
 
4.1 What is Harassment? 
There is not a single simple definition of harassment.  This is because harassment can take 
many forms, occur on a variety of grounds and may be directed at an individual or group of 
individuals.  Harassment may occur between people of different sexual orientations   
 
It is not the perpetrator’s intention, but the deed itself and the impact on the recipient which 
determine what constitutes harassment.  Ultimately, the question which has to be asked is has 
an individual or group of individuals been treated in a detrimental way on improper grounds? 
 

4.2. Grounds of Harassment 
 
Individuals may claim that they are subject to harassment on a wide variety of grounds 
including: 
 

• Race, ethnic origin, nationality or skin colour. 
• Sex or sexual orientation. 
• Religious or political connections. 
• Willingness to challenge harassment, leading to victimisation. 
• Membership or non-membership, of a trade union. 
• Disabilities, sensory impairments or learning difficulties. 
• Status as an ex-offender. 
• Age. 
• Real or suspected infection with Aids/HIV. 

 
The above are examples and should not be regarded as an exhaustive list. 
 

4.3. Forms of Harassment 
 
Harassment may take many forms.  It can range from extreme forms such as violence and 
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bullying, to less obvious actions like ignoring an individual.  Whatever the form of harassment it 
will be unwanted behaviour which is unwelcome and unpleasant.  Forms of harassment may 
include: 
 

• Physical contact ranging from touching to serious assault. 
• sexual harassment, for example: 

 
Physical Conduct of a Sexual Nature:  Unwanted and repeated physical contact including 
unnecessary touching, patting or pinching or brushing against another Worker’s body, assault, 
coercing sexual intercourse 
. 
Verbal Conduct of a Sexual Nature: Unwanted sexual advances, propositions or pressure for 
sexual activity, continued suggestions for social activity outside the workplace after it has been 
made clear that such suggestions are unwelcome, offensive flirtations, suggestive remarks, 
innuendoes or lewd comments. 
 
Non-Verbal Conduct of a Sexual Nature:  The display of pornographic or sexually suggestive 
pictures, objects or written materials, leering, whistling or making sexually suggestive gestures. 
 
Sex-based Conduct: Conduct that denigrates or ridicules or is intimidatory or physically 
abusive of an Employee because of his or her sex, such as derogatory or degrading abuse or 
insults which are gender-related. 
 

• Verbal and written harassment through jokes, offensive language, gossip and slander, 
sectarian songs, letters… 

 
• Visual display of posters, graffiti, obscene gestures, flags, emblems… 

 
• Isolation or non-cooperation at work, exclusion from social activities…. 

 
• Coercion ranging from pressure for sexual favours to pressure to participate in 

political/religious groups… 
 

• intrusion by pestering, spying, following… 
 
 

4.4. Duty of Managers 
 
All management personnel are responsible for eliminating any harassment or intimidation of 
which they are aware.  Failure to do so will be considered a failure to fulfill all the 
responsibilities of the position. 
 
In particular they should: 
 

a)  Take prompt action to stop harassment as soon as it is identified; in some cases, by pointing 
out that the behaviour is unacceptable. Managers will be able effectively to put a stop to the 
problem without the need for further action. 
 

b)  Ensure that offensive or potentially offensive material is not displayed in the workplace. 
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c)  Make it clear to staff that this kind of behaviour is not acceptable and where appropriate will be 

treated as a disciplinary matter. 
 

d)  Investigate all complaints made by any member of staff against another or others. 
 
No Manager shall threaten or insinuate, either explicitly or implicitly, that an employee’s 
rejection of sexual advances will be used as a basis for an employment decision affecting that 
Worker.  Such conduct by the Manager will be treated as a serious offence. 
 
4.5 Harassment Complaint Procedure 
 

1.  Wherever possible, an employee who believes that he or she has been the subject of 
harassment should, in the first instance, ask the person responsible to stop the harassing 
behaviour as it is unacceptable to them.  Person to person reproof at an early stage will often be 
sufficient to stop the behaviour which is causing the offence without involving management. 
  

2.  If the recipient needs help or advice, they should seek the involvement of trusted friends.  This 
would still be short of making the matter official by involving management. 
  

3.  If the harassment continues the employees should take their complaint through the Grievance 
Procedure. 
  

4.  All complaints will be handled in a timely and confidential manner.  Employees shall be 
guaranteed a fair and impartial hearing, and the matter will be investigated thoroughly. 
  

5.  If the investigation reveals that the complaint is valid, prompt attention and disciplinary action 
designed to stop the harassment immediately and prevent its recurrence will be taken.  In such 
circumstances, if relocation proves necessary, every effort will be made to relocate the 
harasser and not the victim. 
  

6.  Employees shall be protected from intimidation, victimisation or discrimination for filing a 
complaint or assisting in an investigation.  Retaliating against an employee for complaining 
about harassment is a disciplinary offence. 
 
NB. Whilst the objects of this policy are clearly stated, and are to be followed, for reasons of 
equity and justice, it must also be advised that any Employee who raises a complaint, which 
upon investigation is proven to be deliberately vexatious, then that Employee will themselves 
become the subject of disciplinary proceedings. 
 
 

5.   GENERAL COMPANY POLICY 
 
Policies are necessary to ensure that everyone is aware of the expected standards in order that 
we can all work in a safe and successful Company.  Listed below are the General Company 
Policies but the list is not exhaustive.  In all cases, if you do not understand any part of this 
handbook, please ask your immediate Manager.  All other policies and procedures are available 
in the office. 
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6   LONE EMPLOYEE POLICY 
 
All members of staff must exercise caution and common sense regarding personal safety whilst 
undertaking assignments.  April Complete Care Solutions will ensure so far as is reasonably 
practicable that staff who are required to work alone or unsupervised for significant periods of 
time are safeguarded from risks to their health and their safety. 
 
6.1 DEFINITION OF A LONE WORKER 
 
Lone Employees where someone works in isolation from another person or has limited access 
to colleagues either through access or communication.  Examples of lone working would be 
when staff are working alone in a client’s home or on their own in an office or other areas within 
a client’s organisation. 
 

6.2 RISK ASSESSMENTS 
 
April will ensure that a Risk Assessment is undertaken for each client for those staff involved in 
working or being alone or from being in an isolated situation.  The assessment will be 
documented using April’s Risk Assessment Form. 
 
The assessment will ensure that the work can be done safely by the lone employee attention 
being focused on: 
 

• The isolation of the workplace and the equipment involved. 
• Communication 
• Likelihood of antisocial behavior (usually from Clients) 
• Violent behavior (again from the Client) 
• Anticipated injuries from worst case scenario i.e., accidents 

 
Our first consideration will be “Does the staff member work alone or in an isolated location”.  If 
it is impossible to avoid lone working, then an assessment must be carried out so that all 
reasonable precautions can be taken.  April will consider each part of a task and the likely risks 
to be identified.   
 
Concerns could include (and this list is not exhaustive) 
 

• Electrical installations or maintenance where access to live systems is required i.e. 
chair lifts,    bath lifts etc. 

• Work involving gas. 
• Working in a confined space with limited area to move. 
• Working with direct interaction with clients who are known to be challenging, aggressive 

or abusive etc. 
• Manual Handling 
• Night work  
• Handling Client's money or benefits etc (if necessary to handle clients' finances, 

relevant protocols will be put in place) 
• Working in a Client’s Home 
• Traveling between home and clients. 
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April will also need to assess the environment before placing an individual in a lone working 
situation.  We will consider the length of time it would take before a person was found to be ill, 
injured or missing and how this could have been identified earlier.   
 
April Management may become more aware of hazards after staff members have attended an 
assignment but must be aware that perceptions differ with the individual so must monitor and 
ask for feedback from each individual. 
 
Working Alone in Clients Home has been April’s policy that on arrival, carers login to the call 
using the care planner App this allows April to know they have arrived safely using GPS 
technology also ensures April are able to view where the employees are during working hours 
 

6.3 FREQUENCY OF LONE WORKING 
 
Obviously, the longer that staff work on their own, and the frequency that this occurs will 
increase the risk.  Duration and frequency are factors that will play an important role in deciding 
whether to allow lone working, the extent, time and trouble to implement safe practices and the 
level of monitoring to ensure that safe practices are being adhered to. 
 
 

6.4 INDIVIDUAL STAFF MEMBERS 
 
April will consider carefully, the people who undertake such work and will assess their personal 
limitations or needs.  For example, those with health conditions such as heart problems, 
asthma or epilepsy would be deemed more vulnerable.  Health declarations will be carried out 
annually. 
 
 
 
 
 

6.5 SAFETY MEASURES 
 
April will aim to reduce the risk but acknowledge that this will vary depending upon the type of 
work, frequency and duration, location and clients involved.  Clear procedures and care plans 
will be implemented for each individual client and must be adhered to.  This will establish clear 
procedures for the individual and the client and set limits of what can and cannot be done. 
 

• It is vital that you log in and out of calls on arrival and departure also completing notes 
that will indicate that you are in attendance and are safe 

• April request that your location is on when using the care planner App this allows us to 
see your working Map in live time during working hours 

• The employees ensure that their car is regularly serviced and that they carry an 
emergency pack in the vehicle e.g., blanket, torch, strong footwear, waterproof coat, 
drinking water, de-icer, oil, antifreeze, spare tyre (ensure that this is ready for use and 
that you have the appropriate knowledge and tools for replacing a tyre).   

• We recommend that all staff employees join a recovery service. 
• When alone lock doors and do not leave valuable items on display. 
• Only carry enough money for immediate needs 
• Do not leave any evidence of the nature of your work on display in your vehicle. 
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• Do not give anyone or accept a lift – this includes people that you meet during the cause 
of your work.   

• Ensure that you have the out of the hour’s number to contact the Duty Manager for 
emergencies. This number is displayed on your ID Badge  

• If you are running late to calls or delayed in any way to contact the office to advise with 
immediate effect either by text or phone 

 
 
 

 
6.5 FURTHER GUIDANCE 
Further guidance may be obtained by contacting the April office. 
WORKING ALONE QUESTIONNAIRE 
 
 
Have you read the Working Alone Policy, 
please provide feedback. 
 

 

What do you think you should be aware of 
with regard to this subject? 
 

 
 
 
 

What is your understanding of “lone work” 
or “working alone”? 
 

 
 
 
 

Provide two examples when you believe 
you are working alone 
 
 

 
 
 
 

What would you consider when identifying 
the risks of working alone? 
 
 

 
 
 
 

What measures would you take to ensure 
your personal safety if working alone. 

 
 
 

Do you have any comments you would like 
to make with regard to this Policy 
 
 
 

 

 
Signature ________________ Date ______________ 
 
Print   ____________________________ 
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7.  Protocol on Entering & Leaving Premises and/or discovering an accident 
 
Each individual Client has different needs and requirements.  Entering and leaving premises will 
be outlined to the individual carers being assigned.  Some Client will have keypads with codes, 
others will be met by a client representative, etc.  You will be informed of your responsibilities 
for entering and leaving the individual client’s property prior to commencement of your shift. 
 
If you should discover an accident has occurred to your client upon commencement of your 
assignment, you should first ascertain what has happened and dial 999. 
 
You should also contact the April office during office hours or the out of hours on call team to 
inform the office immediately and to obtain guidance. 
 
You must follow the Emergency Operator’s instructions and once the emergency has been 
dealt with you must ring and inform the office of the outcome. All accidents to be recorded 
using our online accident forms that will be issued by the office or on call supervisors. These 
will be issued via text message or email. 
 

8. EMPLOYEE BENEFITS AND RIGHTS 
 
8.1 Holiday Entitlements and Conditions 
 
All Employees are entitled to 5.6 weeks of annual leave. The leave year runs from birthday to 
birthday for field staff, and for office staff it’s from your start date.   
 
Employees need to provide April with 1 months written notice and obtain prior approval from 
the Services Manager for any period of annual leave.  Particularly, if working with regular clients. 
 
8.2 Stakeholder Pension 
 
You will be enrolled into a stakeholder pension when you reach the qualifying earnings. 
Employee contributions are 5% and employer contributions are 3%. You may opt out at any 
time. 
 
 

8.3 Pay 
 
April operate a monthly pay run. E.g. you will be paid for the calendar month of January on 
February 5th. The pay date is the 5th of each month. 
 
You will be paid for the allocated hours as per your rotas, plus the travelling time and travelling 
expenses. These are automatically calculated by our Rota system. 
 
As an employee, all PAYE deductions will be made at source. 
 
 
8.4 Shortage of Work 
 
Due to the nature of our business, the number of assignments provided each week fluctuates.  We 
cannot guarantee the hours of work provided to each individual.  Unless you are on contracted hours. 
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8.5 Jury Service 
 
You will be entitled to time off work to attend jury service by summons, but you must inform 
management immediately, giving details of dates to attend court.  If you are retained on jury 
service for longer than the date given you must notify management.  You will not be entitled to 
payment, as the courts will cover expenses and loss of earnings. 
 
 
8.6 Bereavement/Compassionate Leave 
 
2 days paid bereavement leave will be granted for the death of an immediate family member. 
(Child, parent, spouse, sibling, next of kin or in-laws if you are responsible for the funeral 
arrangements) This may be extended for another 4 days at the discretion of the managing 
director. 
 
Additional unpaid leave requests will be sympathetically considered by the Manager. 
 
8.7 Unauthorised Absence 
 
Absence without prior notification and agreement may result in disciplinary action. 
 
Monitoring of sickness/absence will be ongoing. 
 
8.8 Time off to Care for Dependents (Without Pay) 
 
You are entitled to take a reasonable amount of unpaid time off during working hours to deal 
with family emergencies as outlined below.  This right applies to all Employees regardless of 
their length of service.  (Definition of dependent: - spouse, parent, child or anyone else living in 
the house that relies upon you for the provision of care). 
 
• To provide help when a dependent falls ill, gives birth or is injured or assaulted. 
• To make arrangements for the provision of care when a dependent is ill or injured. 
• Time off to cope when previous arrangements collapse/breakdown. 
• When a dependent dies. 
 
9. OTHER UNAUTHORISED ABSENCES  
 
9.1 Ante Natal & Maternity/Paternity Leave 
 
Employees who are pregnant have certain statutory rights.  The following information is given 
for guidance purposes only and confers no rights beyond those provided by statute. 
 
Therefore, Ante Natal Appointments would normally be pre-arranged prior to assignments 
being allocated. 
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If you become pregnant you should inform your Line Manager as soon as possible so that 
relevant advice can be given.  April adheres to all current legislation relating to Maternity as 
contained in the Employment Rights Act 1996, the Maternity and Parental Leave Regulations 
1999, the Social Security Contributions and Benefits Act 1992.  Full details of your entitlement 
and rights as outlined in the above legislation can be obtained from the Office Manager. 
 
All employees are entitled to Maternity/Paternity leave if the qualifying criteria are met. Please 
see the HMRC official guidance on qualifying criteria and payment rates as these are subject to 
annual changes. 
 
 
9.2 Notification of Commencement of Maternity Leave 
 
The area of notification has been altered considerably by the new rules.  An Employee must tell her 
employer of her intention to take maternity leave by the 15th week before her week her baby is due 
(unless this is not reasonably practicable).  She will need to state: 
 

• That she is pregnant 

• The week her baby is expected to be born, and 

• When she would like her maternity leave to start. 
 
Although an employee must advise her employer of her pregnancy much earlier than under the 
previous rules, she will now be able to change her mind about when she plans to start her leave as 
long as she gives her employer 28 days notice of any change. 
 
April will also have 28 days in which to reply in writing to a Worker’s notification explaining the date 
she is expected to return to work assuming that she takes her full entitlement.   
 
9.3 Compulsory Maternity Leave 
 
An employee cannot return to work within the period of two weeks of giving birth.   
 
 
Suspension from Work for Health and Safety Reasons related to Maternity 
 
9.4 Dismissal 
 
An employer is entitled to suspend an employee on maternity grounds if the suspension is necessary 
in order to comply with a statutory requirement or in compliance with any recommendation contained 
in a relevant provision of a Health and Safety at Work Act 1974 code of practice.  For example, 
suspension would be permitted where: 
 

• The employee engaged in work which could pose a risk to a new or expectant mother, or her 
baby and it is not reasonable to alter her working conditions or hours of work or where altering 
her hours would not avoid such risk; and 

 

• A new or expectant mother is working at night, and she provides a medical certificate stating 
that it is necessary for her health and safety that she should not work such hours. 
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10. TRAINING AND PERFORMANCE APPRIASALS   
 

10.1 Training & Development Policy 
 
The company will ensure staff have attended/received current training on relevant courses and 
that these skills are updated appropriately.  It must be noted that when Mandatory Training has 
expired, Employees will not be able to receive shifts until they have been updated, e.g. First Aid, 
Manual Handling. 
 
All Employees must attend the mandatory training courses provided in order to continue to be 
eligible to work for April. You will be paid for your training which is attended after your contract 
of employment is signed. 
 
Any member of staff may make an appointment to meet with the Manager to discuss personal 
career development. 
 
Each employee will be given opportunities each year to attend required training.  Nominated 
employees are required to attend them.  The only exceptions will be in the event of 
 

• Serious personal circumstances e.g. disabling illness.  Any such circumstances will be 
considered on an individual basis by the Manager.   

• All specified training must be completed and any additional costs incurred as the result 
of non-attendance, at courses by external training providers at the arranged time, may 
be payable by the worker.   

 
In the event of the company funding training for an employee and they leave our employment 
within 6 months of the aforementioned training date, you will be required to reimburse the 
company for the course fees in full. 
 
Any member of staff who undergoes extensive specialised training during their employment and 
whose employment ends within one year of the aforementioned training date will be required to 
reimburse the company for the course fees plus paid hours to attend the training on a pro-rata 
basis. 

 

10.2 Appraisal System 
 
April operates a Performance Appraisal System with the object of ensuring regular discussions 
between Employees and their Managers on performance and progression. 
 
All staff meet formally on a one-to-one basis with their line manager at least once every six 
months to discuss their work and written records shall be kept on the content and outcome of 
each meeting. 
 
11. COMMUNICATIONS 
 
April believes in good communication - formal channels do not replace informal, honest, open 
discussions.  However, formal channels of communication are important to ensure everyone is 
kept informed on a regular basis and that you are given the opportunity to express your ideas or 
concerns.  Your co-operation in such communications will be important. 
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April will communicate with its Employees via meetings, telephone systems, text , email and 
when necessary in written format. 
 

12. HEALTH SAFETY & HYGIENE 
 
12.1 Employees Responsibility 
 
Under the Health & Safety at Work Act 1974, Employees have a responsibility to take care of 
their own safety and the safety of those around them who may be affected by their acts or 
omissions. 
 
You are required to co-operate with your employer as necessary to enable your employer to 
comply with their duties under the act. 
It is an offence for anyone to recklessly interfere with or misuse anything provided in the interest 
of safety, health or welfare. 
 
 
 

12.2 Accident Reporting 
 
All accidents or near misses must be reported to April, accident forms will be issued with 
immediate effect via text message or email and also recorded on the care planner App in the 
individuals diary notes 
You will be required to complete the Accident Report Form, and copies are kept in the 
Individual Care Plans.  If you require an Accident form contact the April office or out-of-hour 
service.  
 
12.3      RIDDOR Reporting 
 
The Health and Safety Executive, in partnership with local authorities, has a new incident 
reporting service, which will cover all employers and businesses in the UK. 
 
The service will operate from a new contact centre which will: 
 

• Provide employees with an integrated one-stop shop, for them to contact with details of 
all reportable work-related accidents, diseases and dangerous occurrences. 

• Reduce paperwork and give Employees a choice of method for reporting incidents – 
either by online Jot Forms email or telephone also by using the options on the care 
planner App  

 
 
All RIDDOR reportable accidents/incidents that occur must be reported to the contact centre. 
 
Contact Details 
Web Address: www.riddor.gov.uk   https://www.hse.gov.uk/riddor/reportable-incidents.htm 
 
Phone:  0345 3009923 Opening hours Monday to Friday 08.30-17.00hrs 
Postal Address: Incident Contact Centre 
  Caerphilly Business Park 
  Caerphilly  

http://www.riddor.gov.uk/
https://www.hse.gov.uk/riddor/reportable-incidents.htm
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  CF83 3GG 
 
Managers or the person reporting to the centre have the choice of contact by telephone, via the 
web address or to continue completing form F2508 (F2508a for diseases) and sending them by 
email or completing them online .  If reporting is via the telephone or online, then you will 
receive a copy of their report to make sure the details are correct and to provide a record to 
keep on file. 
 
The reporting of incidents/accidents at work is a statutory requirement which is currently set 
out in RIDDOR and by following the Company’s Health & Safety Policy 
. 
12.3 FIRST AID 
 
You must familiarise yourself with the location of the First Aid Boxes when attending the April 
Office there is also an accident book available which must be completed when necessary  
Always seek the assistance of a qualified First Aider. 
 
 
 

13.  CARE PLANS 
 
You must ensure you have downloaded the care plan for each individual client on your care 
planner App. You must familiarise yourself with the care plan and speak with the office should 
you have any queries. All daily diary notes to be recorded after completion of each call with any 
concerns being raised either directly with the office or on-call supervisor or by setting Alerts on 
the care planner App 
 
14. SAFE HOT WATER TEMPERATURES  
14.1 Introduction  
 
Hot water and hot surface temperatures pose a potential hazard in all premises. The aim of this 
policy therefore must be to ensure procedures are developed and followed to ensure the risk of 
scalding and burning from hot water and hot surfaces within people's own homes.  
 
14.2 Legislation and Guidance  
 
The Health Guidance Note – ‘Safe Hot Water and Surface Temperatures’  
 
14.3 Policy Statement  
 
April Complete Care Solutions Ltd believes that an efficient organisation is, by definition, a safe 
and secure organisation. It, therefore, follows that caring for all staff and its clients and 
minimising risk is inseparable from all other objectives.  April Complete Care Solutions Ltd will 
ensure that injury to staff, clients and others by hot water and hot surface temperatures is 
reduced to the lowest level of risk possible following the guidance contained within this 
document. To achieve this. We accept that a Safe Hot Water and Surface Temperature Policy 
requires a high level of management commitment.  
 
This policy and procedural document is our response to confirm that we will fulfill its statutory 
obligation with the help and support of staff.  
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15. INCIDENT/ACCIDENT/CONCERN REPORTING  
 
All staff have a responsibility to ensure that all potential and actual incidents and serious 
untoward incidents are reported. It is the responsibility of all employees of April Complete Care 
Solutions Ltd to contribute to the delivery of care in a safe and appropriate manner.  
 
Any incident or potential incident must be reported using the incident report form. The Incident 
report form should be used to record the appropriate information and facts of the incident or 
potential incident. Completion of the form should be carried out by the carer at the time of the 
incident and reported immediately to the office. On completion of the form, it should be 
forwarded to the Manager of April Complete Care Solutions Ltd for collation. 
It is important to stress that the form should identify and record FACT rather than opinions and 
should also give an objective clear account of what happened. Incident / Accident forms can be 
accessed via the office on call or the website 
 
A key linked policy is the Health and Safety Policy. The aim of the Health and Safety Policy is to 
create a managed environment which ensures, as far as is reasonably practicable, the health, 
safety and welfare of staff and clients who are affected by the activities of April Complete Care 
Solutions Ltd.  
 
16. GRIEVENCE PROCEDURES  
 
April believes that grievances should be settled as quickly as possible, and, if you have a 
grievance, you should put it in writing in the first instance and discuss it with your immediate 
supervisor.  Every effort should be made to resolve the grievance at this stage. 
 
The Registered Manager will deal with the matter within three working days (both verbally and in 
writing). 
 
If you are not satisfied with the Manager’s decision, you may request an interview with the 
Responsible Individual.  A decision will be made within five working days. 
 
Finally you have a right of appeal to the Managing Director, whose decision will be final and will 
be given as soon as practically possible. 
 
At all meetings you have the right (if you wish), to be accompanied by a colleague or a Union 
Representative not acting in a legal capacity. 
 
What are the steps of a grievance procedure? 
Step 1: Understanding the options Formal grievance procedure 

• Step 1: Understanding the options. 
• Step 2: Raising a grievance. 
• Step 3: Responding to a grievance. 
• Step 4: The grievance meeting. 
• Step 5: Deciding the outcome. 
• Step 6: After the grievance. 
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17. APRIL COMPLETE CARE SOLUTIONS CODE OF CONDUCT 
 
All employees are expected to act in such a way to promote and safeguard the interests of April. 
 
April, as an employer, also has the duty to ensure all employees have ascertained the 
necessary training and education to enable them to carry out their function. 
 

• All employees will be made aware of the rules and guidelines governing their conduct 
and actions whilst employed by April.  The following are the main rules, which apply: 

 
• Employees must observe and adhere to clients’ procedures. 

  
• Employees are responsible for responding to our clients’ needs and ensuring they carry 

out the function to the best of their abilities.  You must adhere to each client’s care 
plan, with full detailed notes recorded after completion of each call.  Any improvement 
or deterioration must be documented, and any concerns reported to April immediately.  
There is a duty Manager on call 24 hours, 7 days a week. 

  
• Employees must respect client confidentiality gained during their employment with 

April. 
  

• Employees must wear the appropriate uniform at all times when sent to an assignment.   
 

• For carers or domestics, the uniform consists of a tunic with the April logo and a smart 
pair of trousers black trousers no jeans. sensible shoes with enclosed toe no slingbacks 
heels flip flops sliders or crocs. 

  
• All employees must be always courteous and polite when carrying out an assignment. 

  
• Employees must not discriminate any other employee or clients on the basis of race, 

religion, gender or marital status. 
  

• Employees must ensure their personal hygiene is of the highest standard. 
  

• Employees are responsible for familiarising themselves with our clients premises and 
ensure they are adequately briefed about tasks requiring attention. You must adhere to 
each client’s care plan. 
 

• Any improvement or deterioration must be documented and any concerns reported to 
April immediately.  There is a duty Manager on call 24 hours, 7 days a week. 

  
• Employees have a responsibility to ensure and maintain their professional knowledge 

and competence and make any training needs known to April. 
  

• Employees are responsible for reporting any incident which could result in a complaint 
being brought against April, as a result of their actions. 
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The rules within this guide must be read in conjunction with the above and the 
Administration of Medicines Procedure. 
 
Failure to comply with any procedure or rule will give rise to disciplinary action being taken 
against the Employee or Employee concerned. 
 
 
 

18. DISCIPLINARY PROCEDURE 
 
April carries out high quality and reliable work for all its clients, who it should be recognised, 
pay for all our expenditure including wages and benefits.  April expects all employees to 
maintain similar high standards of work and discipline.  Our aim is to encourage and help all 
employees to reach the required standards. 
 
If, after guidance, coaching and training from a supervisor or manager, these standards are not 
attained and constantly maintained, or employees deviate from such standards and 
acceptable behaviour, it may be necessary for either or both informal and formal disciplinary 
action to be taken (which will be commenced by the employer stating the nature of the offence 
in writing to the worker).   
 
18.1 Principles 
 
The following principles apply to the use of the Company’s Disciplinary Process: 
 
Disciplinary action will be taken only after an investigation has been carried out relating to any 
alleged incident.  This may include statements from any witnesses, or anyone involved. 
 
You will be informed in advance of any disciplinary hearing and the allegations made against 
you in writing and you will have the right to be accompanied by a work colleague at the 
disciplinary hearing or Trades Union Full Time Official. 
 
The nature of the allegation will be clearly explained to you, and you will be given the 
opportunity to state your case.  The case will be given due consideration before a decision is 
made. 
 
In cases of gross misconduct, you may be dismissed without notice and without pay. 
 
April may implement additional disciplinary action at any stage of the procedure if your conduct 
warrants such action. 
 
Demotion may be considered following a disciplinary hearing. 
 
You will have the right to appeal against the outcome of a disciplinary hearing. 
 
18.2 Disciplinary Action - Process 
 
There are five stages to the process as set out below: 
 
Stage 1 – First Stage Warning/Counselling 
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A formal written warning and counselling will be given in the case of minor offences. 
 
Stage 2 – Second Stage Warning 
 
If conduct or performance does not meet the acceptable standards, your Manager will normally 
issue you with a Second Stage warning. 
 
You will be informed of the details of the complaint, the improvement required and in what 
time-scale.  You will also be informed that action under Stage 3 will be considered if there is no 
satisfactory improvement.  Your right of appeal will be explained.  The warning will be placed in 
your personal file and will remain current for six months. 
 
You will be asked to sign a record to signify that you are aware that you have received a Second 
Stage warning. 
 
 

 
Stage 3 - Written Warning 
 
If a serious offence, or if a further offence is deemed to have occurred, a formal written warning 
will be issued.  An appropriate member of the April Management Team will hold the disciplinary 
hearing. 
 
You will be informed of the details of the complaint, the improvement required and in what 
time-scale.  You will also be informed that action under Stage 4 will be considered if there is no 
satisfactory improvement.  Your right of appeal will be explained. 
 
The details will be confirmed in writing.  Details of the investigation and a copy of the warning 
will be kept on your file, but the warning will expire after 12 months, subject to a satisfactory 
and sustained improvement in conduct and performance.  A copy of the warning will be made 
available to you, and you will be asked to sign it to signify receipt and understanding of the 
content of the warning. 
 
Stage 4 - Final Written Warning 
 
If there is still a failure to improve and conduct or performance remains unsatisfactory, or if the 
misconduct is deemed sufficiently serious, a final written warning will be issued.  An 
appropriate member of April’s management team will hold the disciplinary hearing. 
 
You will be informed of the details of the complaint and will be warned that dismissal will occur 
if there is no satisfactory improvement within a given timescale.  Your right of appeal will be 
explained. 
 
The details will be confirmed in writing.  Details of the investigation and a copy of the warning 
will be kept on your file, but the warning will expire after 12 months, subject to satisfactory and 
sustained improvement in conduct and performance.  You will be asked to sign a copy of the 
warning to signify receipt and understanding of the content. 
 
Stage 5 - Dismissal 
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If conduct or performance is still unsatisfactory and you still fail to reach the prescribed 
standards, then you will be dismissed.  The Manager will hold the disciplinary hearing. 
 
You will be informed in writing of the reason for dismissal and the date your employment will be 
terminated.  Your right of appeal will be explained. 
 
18.3 Summary Dismissal 
 
If you are deemed to have committed gross misconduct, you may be dismissed summarily 
without notice and without pay.  In addition, you may be suspended without pay, pending 
investigation.  Your right of appeal will be explained. 

 

18.4 Counselling 
 
In cases where, after investigation, a manager considers that formal disciplinary action is 
inappropriate, you may be counselled.  This counselling does not constitute a verbal warning, 
and no formal record will be made.  The aim of counselling is to ensure that you understand the 
nature of your actions and that appropriate remedial measures are taken. 
 

18.5 Gross Misconduct  
 
Gross misconduct, in general terms, is any material breach of duty or any conduct which brings 
April into disrepute, or any action which is inconsistent with the continuance of the relationship 
of trust required between an employer and a Worker. 
 
Certain acts of gross misconduct may warrant summary dismissal. 
 
 
Examples of serious/gross misconduct: 
 

• Theft from the company and/or its Employees and/or its clients. 
• Fighting on company premises and/or work assignments. 
• Damaging company, clients and/or Employees property. 
• Actions on our premises and/or our clients premises, or to our staff/clients constituting 

a criminal offence. 
• Substance abuse or inciting another to abuse a substance. 
• Discrimination or harassment - See the Equal Opportunities Policy. 
• Violent, dangerous or intimidatory conduct. 

 
Such lists are included for example only and are NOT meant to be exhaustive.  
 
18.6 The Appeal Procedure 
 
You are entitled to appeal against disciplinary action.  The process is outlined below: 
 
18.7 The Appeal Hearing 
 
All appeals shall be made in writing to the Managing Director and must be received within five 
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working days after a disciplinary hearing.  The Managing Director or designate will hold all 
appeal hearings. 
 
18.8 Principles of the Appeal Procedure 
 
The outcome of the disciplinary hearing will be re-evaluated and all evidence considered. 
 
You will be informed of the outcome of the appeal in writing with the reasons for the decision. 
 
Appeals will be heard as soon as possible, usually within three working days on receipt of a 
written notice of appeal. 
 

18.9 Right to be Accompanied 
 
You will have the opportunity to be accompanied to any stage of the disciplinary process by 
another Employee or a Trade Union Full Time Official. 
 
19. COMPLAINTS PROCEDURE 
 
In the event that any employee feels that they have suffered discrimination in any way, April’s 
grievance procedure should be utilised. (See Grievance Procedure, Page 30). 
 
If the complaint is against the worker’s own immediate or other superior, a confidential 
application should be made to the managing director, who may authorise immediate reference 
to an independent management company if this seems appropriate in the circumstances. 
 
In instances of sexual harassment, the anonymity of the complainant should be protected as 
far as possible. 
 
A person who discriminates or harasses may be liable for payment of damages to the person 
offended, in addition to any damages payable by April should it have failed to ensure the 
practice ceased forthwith. (See Harassment Policy, Page 12). 
 
 
 

To make a complaint of discrimination, harassment, victimisation, or unfair treatment, it will be 
necessary to have available: 
 

• Details of what, when and where the occurrence took place.  It should be noted that any 
member of staff suffering from the above should report the incidents immediately, in 
order for the matter to be dealt with. 

• Any witness statements or names. 
• Names of any others who have been treated in a similar way. 
• Details of any former complaint made about the incident, date, where and to whom 

made. 
• A preferred solution to the incident. 
• All discrimination complaints will be investigated at a senior level and the results 

reported to the Board.  Full details will be kept of all evidence, etc. as well as findings 
and details of any sanctions imposed. 
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• Where allegations against an immediate superior or close colleague are considered 
proven, every effort will be made, if required by the victim, to transfer that person away 
from them, although it must be realised that this may prove difficult in some instances. 

 
19.1 Complaints about Professional Conduct 
 
Anyone has the right to make a complaint  
 
April will work in compliance with the Code of Practice and will implement the guidelines 
outlined in the above Complaints of Professional Conduct and also the ‘Reporting misconduct 
– information for employers and managers’. 
 
20. Care of Clients from Ethnic, Religious and Cultural Minorities 
 
April will determine, respect and assist each client in the observance and enjoyment of their 
cultural, ethnic and religious requirements. 
 
All staff will receive appropriate instruction/training to enable them to meet the needs of clients 
who belong to these groups. 
 
All staff will receive instruction and be made aware of the need to respect a client’s cultural and 
religious beliefs, which may in some circumstances contradict what is considered sound 
medical advice or good practice. You must adhere to each client’s care plan,  
Any improvement or deterioration must be documented and any concerns reported to April 
immediately.  There is a duty Manager on call 24 hours, 7 days a week. 
 
All clients have the right to refuse care from staff who cannot satisfy their beliefs and or 
requirements.  This exception to the Equal Opportunities Policy is allowed for in the relevant 
Acts.  For example, female clients may refuse male care staff and vice versa. 
 
Staff may refuse an assignment if it will jeopardise their cultural, ethnic or religious beliefs. 
 
April will facilitate, wherever possible, the clients' rights to social interaction and worship with 
others from the same minority. 
 
Any client or member of staff who experiences concerns regarding their rights under this policy 
must inform the manager immediately, to enable a prompt resolution. 
 

21. DEALING WITH AGGRESSIVE BEHAVIOUR 
 
You will not be sent to assignments involving known aggressive clients without prior training for 
their particular needs. 
 
If a client should suddenly display aggressive tendencies, you must keep calm and talk to the 
person using their familiar name.  Do not enter into an argument or try to correct them.  As soon 
as possible, inform the manager. 
 
Never use physical or verbal threats in response to aggression. 
 
Never mock or joke an aggressive person. 
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Never underestimate the physical strength of an aggressor. 
 
Understand that aggressive episodes can be triggered by recognised events and take 
precautions to prevent or minimalise these. 
 
Deterioration in condition, acute illness, medication and family events can cause aggression, 
therefore, particularly in those of a previous placid disposition, incidents must be recorded and 
reported for further investigation. You must adhere to each client’s care plan.. There is a duty 
Manager on call 24 hours, 7 days a week. 
If you witness or suspect aggressive behaviour from another person towards your client, you 
must inform the manager immediately. 
 
The manager is on duty 24 hours a day for both clients and staff. 
 
22. CONFIDENTIALITY POLICY 
 
Staff are under a duty to work within the Code of Professional Conduct as provided  
 
All staff must comply with the April Confidentiality Policy.  In any event, all staff will be liable for 
disciplinary action for breaches of confidentiality. 
 
All written and verbal information given to employees by April is given in confidence and must 
not be reproduced or passed on to third parties in any form. 
 
All personal records held by April will be kept online in a secure file password protected. Access 
will be limited to Senior Management / HR  only. 
 
Any information either written or verbal obtained during the course of work for April, from either 
clients or persons in their care, is confidential.  If the information is considered to be important 
to the welfare of the person concerned, you should notify an appropriate person.  This may be 
an April Manager or the client.  In any event, if you are unsure, you may speak to the April 
Manager in complete confidence.  There is a duty Manager on call 24 hours, 7 days a week.  You 
must not discuss information with anyone else. 
 

23. PREVENTION OF CROSS INFECTION 
 
The aim of this policy is to prevent an infection in one client from spreading to another client or 
any other person the carer may come into contact with, to ensure that the client does not suffer 
from sources of infection within their own home and that staff do not take infections to the 
client. 
 
Staff must always maintain a high standard of personal hygiene which includes using paper 
handkerchiefs to cover mouth/nose when sneezing, blowing or coughing. 
 
 
Staff must wash their hands between tasks and on entering and leaving the premises; this may 
result in frequent washes which can leave the skin sore - we advise the use of a suitable hand 
lotion.  Gloves are provided as appropriate, but staff must remember that this does not negate 
the need for hand washing. You must adhere to each client’s care plan. Any improvement 
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or deterioration must be documented and any concerns reported to April immediately.  There is 
a duty Manager on call 24 hours, 7 days a week.  Gloves must be worn for all personal 
hygiene, e.g., toileting, bathing etc. 
 
Staff are only permitted to wear a wedding ring and/or small stud earrings. 
Hair must be either worn short or tied back. 
 
Staff must only wear the uniforms as supplied by April and their ID Badge in order to comply 
with the Minimum Standards. A clean uniform should be worn for each shift.  Uniforms should 
be washed at the appropriate temperature.  It is the Worker’s responsibility to ensure they have 
enough of the correct uniform. 
Clean surfaces, toilets, baths after every use, using correct cleaning agent and equipment 
solely kept for each utensil. 
Potential problems from pets will be identified in the care plan: any changes in the habits or 
health of a pet must be notified to the manager immediately. 
 
Report any signs of infection immediately. 
 
Staff involved in the preparation of food must ensure they follow the procedures in place. You 
must adhere to each client’s care plan. Any improvement or deterioration must be documented 
and any concerns reported to April immediately.  There is a duty Manager on call 24 hours, 7 
days a week. 
 
Staff must ensure any personal cuts or abrasions are adequately covered with a waterproof 
dressing. 
 
All staff should notify the manager, as per the Sickness Policy, of any illness which could be 
passed onto a client.  Staff must not work with clients when suffering from such an illness. 

 

24. ADMINISTRATION OF MEDICATIONS POLICY 
 
You will be advised prior to the assignment, if you will be required to assist with the 
administration of medications. 
Care staff  may assist in the administration of medication only after attending training in the 
administration of medication and with strict adherence to the client’s care plan. The MAR chart 
must be signed at the time of administration.  Any improvement or deterioration must be 
documented and any concerns reported to April immediately.  There is a duty Manager on call 
24 hours, 7 days a week. 
 
All medications prescribed by a doctor, must be offered from a monitored dosage system. If 
there is a MAR chart in situ it must be completed correctly with any errors or queries discussed 
with  April office or out of hours supervisor. If no MAR chart all medication prompted / declined 
must be recorded on the care plan medication task 
 
All medication prompted should be recorded on the daily diary notes on care planner after 
completion of a call with any concerns incidents reported to the office or out of hours service 
with the Alert task also being actioned on care planner 
 
Should the client show any signs of abnormal behaviour, particularly after taking new 
medication, you must inform the April office immediately. 
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If a client starts new medication, you must inform the April office or out of hours supervisor so 
that an assessment can be made, prior to you assisting in the administration. 
 
Never give a client any medication of your own.  Never take any client medication. 
 
Never administer non-prescription medication, unless you are authorised to do so by the April 
Office or by the care plan  following assessment.  This includes paracetamol and cold 
remedies. 
 
Topical medications i.e. creams, lotions, eye and ear drops, if you have received instruction 
from April and it is in the care plan. You must adhere to each client’s care plan  
You must record all the medications given on the chart, put date, time and sign.  Any 
improvement or deterioration must be documented and any concerns reported to April 
immediately.  
 There is a duty Manager on call 24 hours, 7 days a week. 
 
All medication should be stored safely, at the correct temperature and well aware from 
children. 
 
Never insist that a client take medication against their will. If a client refuses or is unable to take 
their medication, inform the April office or the out-of-hour supervisor immediately and make a 
detailed statement in the client’s daily diary notes on care planner App 
 
Under no circumstances may you give advice on any medical treatment. 
 

The indemnity cover provided by April on your behalf will be void if this policy is not strictly 
adhered to. 
 
All Staff on April’s register will be expected to comply with the guidelines for the administration 
of medicines.  This booklet is held within the office and is available to all upon request.  It is the 
Staffs responsibility to ensure they are fully compliant with legislation and current practices. 
 
The booklet outlines the principles in relation to the prescription, Prescribing), Principles for the 
administration of medicines, dispensing, Aids to support concordance (compliance aids), Self 
administration of medicines, complementary and alternative therapies, Management of errors 
or incidents in the administration of medicines. 
 
The guidelines outline information relating to current legislation, Medicines Act 1968, Misuse of 
Drugs Act 1971. 
 
Sources for further information and advice are also contained to the rear of the booklet. 
 
23.1 Management of errors or incidents in the administration of medicines. 
 
You must report immediately any errors or incidents in the administration of medicines. 
 
You must report any errors or incidents to the April Office or the out-of-hour supervisor 
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25. MANUAL HANDLING 
 
April wishes to provide a safe and healthy working environment and practices at all times. 
 
All April staff will attend for the All-Wales Passport, moving and handling, prior to commencing 
work with us and will subsequently attend a yearly refresher course. 
 
Staff who have completed the passport within the previous twelve months of start date, may be 
exempt at the Managers discretion, provided they have original documentation to support this. 
 
Risk Assessment will be carried out by senior personnel for each client and evaluated as 
prescribed in the care plan.  Staff must read and comply with the risk assessment and care 
plan. 
 
If for any reason, staff are unable to comply e.g. equipment failure, they must notify the April 
office immediately. 
 
All staff must adhere to the principles demonstrated in their training. 
 
Any changes in legislation will be notified to staff in writing. 
 
Any injuries to staff or clients during manual handling procedures must be notified to the 
manager immediately. 
 
Staff will receive instruction on any new equipment introduced to the clients’ home. 
 
Staff are required to give details of any health problems which may be relevant to their work, on 
their application form.  Any changes or new problems must be notified to the manager. 
 
25. PROTOCOL ON GIVING & RECEIVING GIFTS 
 
No member of staff shall accept gifts or money from a client, however small, without the 
express permission of the manager.   We understand that relationships will build between 
clients and staff, and that gestures of appreciation may bring happiness to the donor, but to 
safe guard the interests of all parties, you must gain prior permission. 
 
No member of staff shall give clients gifts or money, however small, without the express 
permission of the manager.  Again, it is to safeguard the interest of all parties. 
 
No member of staff shall borrow money or goods from a client under any circumstances.  
Neither shall any member of staff lend money or goods to a client.  In unforeseen 
circumstances, you must contact your manager immediately for instructions. 
 
No member of staff shall either buy from or sell goods to a client, without the express 
permission of the manager. 
 
No member of staff is allowed to act as a witness or executor to a clients will.  If you know you 
have been named as a beneficiary in a client’s will, you must notify the manager immediately. 
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No member of staff shall give any client advice on medical, financial or legal matters, under any 
circumstances.  If a client is seeking advice, you must contact your manager, who can put the 
client in touch with the appropriate independent body or person. 
 
Breach of these protocols will, in all cases, result in disciplinary action, and may result in 
instant dismissal. 
 
 

26. CLIENT MONEY HANDLING POLICY 
 
You must not accept any form of money from a client for payment of invoices. 
 
Where you have been authorised by the care plan to purchase goods this is to be recorded on 
the daily diary notes on care planner App and leave a copy of the receipt with the client. 
Any discrepancies should be notified to the manager immediately. 
 
April staff do not collect pensions access bank accounts on behalf of clients 
Under no circumstances will you accept any form of money from a client by way of a gift. 
 
Under no circumstances may you give a client financial advice or help them with their bill 
paying or accounts other than posting sealed envelopes.  If clients require help, provision will 
be made by the appropriate person or body. 
 

If you are concerned that a client is in a vulnerable position regarding their finances, or if 
abilities to cope have deteriorated, please inform the manager immediately who can then liaise 
with the appropriate body or person. 
 
This policy is subject to variation depending upon the local Social Services Department.  Any 
authorised variation will be given in writing prior to the assignment. 
 
27. GOVERNANCE 
 

The Manager will oversee the Care Plan and will undertake all Risk Assessments.  The benefits 
from having the Manager is that continuity of care is maintained, and also regular client reviews 
are undertaken and the Care Plan adapted as necessary. 
 
As a part of this process, Governance is a framework through which April’s staff are 
accountable for improving the quality of their care and ensuring high standards of practice.  It is 
a process that involves all members of the healthcare team.  It incorporates quality assurance 
aspects such as audit, supervision, risk assessments, evidence-based practice, research and 
complaints and critical incident reporting.  Through the implementation of these initiatives good 
practice will be highlighted and you will also be able to see where improvements to practice 
need to be made. 
 
Governance comprises functions and values such as professional self-regulation, strong 
leadership, communication, Client focus, commitment to quality, valuing each other and 
continuing professional development.  The application of these principles will provide an 
environment in which excellence can flourish, and high standards of Client care can be 
promoted.   
 



FORM S-22  STAFF HANDBOOK 

 

April Complete Care Solutions Limited. Registered in England and Wales No. 3695292. 

Registered Office: 14 Hendre Road, Pencoed, Bridgend, CF35 5NW. 
 
April Complete Care Solutions  ltd  
Staff Handbook  Issue 4         REVISED 10.02.2025 SP –          Reviewed 11.02.2025 SP 

37 

   

The Manager will already be familiar with quality improvement initiatives such as risk 
management, audit, and standards setting and monitoring, research, evidence-based practice, 
incident reporting, complaints procedures and supervision. Governance assists in the co-
ordination of these activities to produce a programme of quality initiatives with the Client as the 
central focus. 
 

27. LEAVING THE COMPANY 
 
Notice given by the Employee 
 
If you wish to leave the Company you must give written notice to your manager and give the 
required notice period of 2 weeks as outlined in your contract of employment.  In normal 
circumstances, individuals will be asked to work their notice. 
 
For office staff you may have different notice periods. Please see your individual contract of 
employment. 
 
28.1 Notice given by April 
 
Where April wishes to terminate your employment, you will be notified formally in writing and 
given the appropriate notice of 2 weeks. 
 
If you commit an act of gross misconduct, your employment will be terminated without notice. 
 
Upon leaving the company, all items of company property in your possession shall be returned. 
 
 

29. SOCIAL MEDIA AND NETWORKING SITES  
 
Employees are expected to follow the guidelines and policies set forth below to provide a clear 
line between you as the individual and you as the employee of April Complete Care Solutions 
 
April  respects the right of employees to use social media forums for self-publishing and self-
expression on personal time but unless specifically authorised by department head or manager, 
employees are NOT permitted to use forms of social media during working hours or at any time 
on company computers or any other devices unless the employee is authorised to speak on the 
Organisation's behalf. 
 
Social networking sites have blurred the line between private and public activity. In many ways, 
today’s social media pages have replaced the written letters of the past but are more visible. 
Your social media posts—even if you intend them to be solely personal messages to your 
friends or family—can be easily circulated beyond your intended audience. This content, 
therefore, represents you and the Organisation to the outside world. 
 
Employees will be held personally liable for any commentary that is considered defamatory, 
obscene, proprietary or libelous by any offended party up to and including, April Complete Care 
Solutions when on company’s time or using company computers or company-supplied devices. 
 
Employees are prohibited from harassing, discriminating or disparaging against any employee 
or anyone affiliated with or doing business with April Complete Care Solutions 
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Employees are prohibited from posting a company’s name, trademark or logo or any company-
privileged information, including but not limited to copyrighted information or company-issued 
documents unless authorised by the Manager  
 
Employees are prohibited from promoting personal projects or endorsing other brands, causes 
or opinions without the use of a disclaimer to separate employee’s personal uses with those of 
the Organisation 
 
Employees shall use discretion in responding to public users through social media and use a 
respectful and courteous tone. 
 
Employees will refrain from liaising with clients and family members on social media networks  
 
 
 

28. SHARED RESPONSIBILITY FOR THE SAFEGUARDING OF CHILDREN 
 
April Complete Care Solutions aims to respond in the best interest of its clients, adults or 
children, to concerns about abuse and neglect.  Sound professional practice involves making 
judgements supported by evidence; evidence that is derived from research and experience 
about the nature and impact of abuse and neglect, and when and how to intervene to improve 
outcomes for children.  Evidence is derived from thorough assessment about a specific child’s 
health, development and well-being and his/her family circumstances. 
 
 
 
 
 
Abuse and Neglect 
 
Somebody may abuse or neglect a child by inflicting harm, or by failing to act to prevent harm.  
Children may be abused in a family or in an institutional or community setting by those known 
to them or more rarely by a stranger. 
 
There are many forms of abuse, physical abuse, emotional abuse, sexual abuse, neglect.  The 
Children Act 1989 introduced the concept of significant harm as the threshold that justifies 
compulsory intervention in family life in the best interests of children.  The Local Authority is 
under a duty to make enquiries or cause enquiries to be made where it has reasonable cause to 
suspect that a child is suffering, or likely to suffer significant harm.  A court may only make a 
care order (committing the child to the care of the local authority) or supervision order (putting 
the child under the supervision of a social employee or a probation officer) in respect of a child 
if it is satisfied that: 
 
The child is suffering or is likely to suffer significant harm and 
That the harm or likelihood of harm is attributable to a lack of adequate parental care or control. 
 
There are no absolute criteria on which to rely when judging what constitutes significant harm.  
Consideration of the severity of ill-treatment may include the degree and the extent of physical 
harm, the duration and frequency of abuse and neglect and the extent of premeditation, 
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degree of threat and coercion, sadism and bizarre or unusual elements in child sexual abuse.  
Each of these elements has been associated with more severe effects on the child and or 
relatively greater difficulty in helping the child overcome the adverse impact of the ill-treatment. 
 
Sometimes a single traumatic event may constitute significant harm e.g. a violent assault, 
suffocation or poisoning.  More often, significant harm is a compilation of significant events 
both acute and long-standing which interrupt, change or damage the child’s physical and 
psychological development.  Some children live in family and social circumstances where their 
health and development are neglected.  For them it is the corrosiveness of long-standing 
emotional, physical or sexual abuse that causes impairment to the extent of constituting 
significant harm.  In each case, it is necessary to consider any ill-treatment alongside the 
family’s strengths and supports. 
 
 

SAFEGUARDING CHILDREN PROCESS 
 
If any staff member believes any child to be suffering from any of the above, they must in the 
first instance contact the Registered Manager for April, who will investigate the allegations and 
contact the local Social Services Department to inform them of any concerns.  Their key 
objective is to ensure that children are protected from significant harm.  They provide a wide 
range of care and support for adults, children and families.  Their responsibilities towards 
children should be seen in context with the broad range of social care and support that they 
offer, so that children and families can be helped and supported in an integrated way which 
recognises the range and diversity of their needs and strengths. 
 
Social Services are rarely the only agency in contact with vulnerable children and their families 
and partnerships with other agencies, especially health and education are essential to help 
support such children and families.  
 
 
 
 

A child who is at risk or significant harm will invariably be a child in need.  The Social Services 
Department is responsible for coordinating an assessment of the child’s needs, the parent’s 
capacity to keep the child safe and promote his or her welfare.  In the great majority of cases, 
children are safeguarded from harm by working with parents, family members and other 
significant adults in the child’s life to make the child safe and promote his or her development.   
 
Where a child is at continuing risk of significant harm, Social Services are responsible for 
coordinating an inter-agency plan to safeguard the child which sets out and draws upon the 
contributions of family members, professionals and other agencies.  If there is still a risk to the 
child, Social Services and apply to the courts for a care order which commits the child to the 
care of the local authority.  Where the child is thought to be in immediate danger, the social 
services department may apply to the courts for an Emergency Protection Order which places 
the child under the protection of the local authority for a maximum of eight days. 
 
Because of their responsibilities, duties and powers in relation to vulnerable children, social 
services act as the principal point of contact for children about whom there are child welfare 
concerns.  They may be contacted directly by parents or family members seeking help, 
concerned friends and neighbors, or by professionals and others from statutory and voluntary 
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agencies. 
 
REFERRALS TO SOCIAL SERVICES WHEN THERE ARE CHILD SAFEGUARDING CONCERNS 
 
April will initially phone the social services department with their concerns, and this will then be 
confirmed in writing within 24 hours wherever practicable.  At the end of any discussion or 
dialogue about a child, April will endeavor to ascertain from Social Services who will be taking 
what action or that no further action will be taken.  The decision will be recorded by April 
Complete Care Solutions and should also be recorded by the Social Services Department. 
 
The Social Services department should decide on the next course of action within 24 hours 
normally following discussion with any referring professional/service, looking at any existing 
records and involving other professionals and services as necessary.  This may include the 
Police where a criminal offence may have been committed against a child. 
 
This initial consideration of the case will address on the basis of available evidence, whether 
there are concerns about either the child’s health and development or actual and / or potential 
harm which justify further enquiries assessment and or intervention.  If further action is needed 
a decision is made on when enquiries and or intervention should take place. 
 
Referrals may lead to no further action or directly to the provision of child protection services or 
to other services and help – including from other agencies and or to a fuller initial assessment of 
the needs and circumstance of the child which may in turn be followed by s.47 enquiries.  
Where social services decides to take no further action at this stage, feedback should be 
provided to April.  Confidentiality must be maintained. 
 
Social Services initial assessment should be completed within a maximum of seven working 
days from the date of referral. 
 
Following this assessment Social Services Department should decide on the next course of 
action following discussion with the child and family unless such a discussion would place the 
child at risk of significant harm.  Where it is clear that there should be a police investigation in 
parallel with as.47 any decision taken should be endorsed at a managerial level agreed with the 
social services department and recorded in writing with the reasons for them.  The family, the 
original referrer, i.e., April and other professionals and services involved in the assessment, or 
the provision of information should as far as possible be told what action has been taken, 
consistent with respecting the confidentiality of the child and family concerned and not 
jeopardising further action in  respect of child protection concerns.                                                                                                                 
 
April will endeavor to support and assist the Social Services Departments during these 
assessments and outcomes, by attending conferences, providing records in accordance with 
the Data Protection Act and Human Rights Act at every stage of enquiry. 
 
29. PROTECTION OF VULNERABLE ADULTS – ABUSE OF A SERVICE USER 
 
These Procedures seek to embrace the guidance recommended by the Welsh Assembly 
Government and the Implementing the In Safe Hands Guidelines for the Protection of 
Vulnerable Adults in Wales. 
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These procedures follow the Inter-Agency Policy and Procedures for Responding to Alleged 
Abuse and Inappropriate Care of Vulnerable Adults in South Wales. 
 
It will give a background and definition of abuse and how to proceed within informing the 
relevant people concerned. 
 
A contact list containing details of all the posts held by Senior Co-coordinating Officers and 
Designated Lead Managers in each Core Agency can be found in the April Main Office’s copy of 
the Protection of Vulnerable Adults – Inter-Agency Policy & Procedure for responding to Alleged 
Abuse and Inappropriate Care of Vulnerable Adults in South Wales. 
 
Core Values of the Service User 
 
The following core values will always be recognized and adhered to by partner agencies in 
respect of every vulnerable adult: 
 

• Privacy – the right of individuals to be left alone or undisturbed and free from intrusion or 
public attention into their own affairs. 

• Dignity – the recognition of the intrinsic value of people regardless of circumstances by 
respecting their uniqueness and their personal needs i.e. Treating people with respect. 

• Independence and self-determination – the opportunity to act and think without 
reference to another person including a willingness to incur a degree of personal risk. 

• Choice – the opportunity to select independently from a range of options. 
• Rights – the maintenance of all entitlements associated with citizenship. 
• Fulfillment – the realization of personal aspirations and abilities in all aspect of daily life. 

 
Core Principles 
 
These will always apply in responding to suspicions, allegations or incidents of abuse involving 
vulnerable adults. 
 

• A Person’s right to self-determination and involvement in decision making is promoted 
to the fullest capacity. 

• A person is enabled to protect themselves from harm. 
• Involvement of others significant to the person’s life is identified and supported. 
• Awareness and understanding of other agencies, Organisations and the public is raised 

and promoted and with its commitment to respond. 
• Response is appropriate and as only intensive as the situation demands 
• People are enabled where it is possible to live in the environment of their choice and 

this includes supporting families to remain together.  Where this is not possible, the 
maximum choices are given to where the person wants to live. 

• Vulnerable adults and the alleged abuser has the right to the protection of the law. 
• Vulnerable adults will have the opportunity and the right to comment or complain about 

the service they receive. 
• Vulnerable adults will have the opportunity and right to independent advice and 

advocacy when they request it.  This will also apply to those vulnerable adults who are 
incapable of making such a request but are deemed in need of such independent advice 
and advocacy. 
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April’s pre-employment processes and training are listed in the above Policy and Procedure to 
Safeguard Children. 
 
April operates an open-door policy with regard to Staff, and with regard to contact with relatives 
and significant others is always positively encouraged and welcomed.  We take opportunities to 
see our Staff and the Clients separately on a regular basis, through assessment and monitoring.  
Through these practices we can identify problems that may need to be addressed. 
 
It is April’s policy to deter abuse by ensuring that allegations of abuse are investigated and dealt 
with in a professional, effective manner and by supporting prosecution of criminal acts as a 
deterrent to potential abusers. 
 
DEFINITIONS WHO IS AT RISK 
 
It is important at this juncture to clarify how the inter-agencies define abuse, who should be 
included under the heading of Vulnerable Adult and what categories of abuse are covered. 
 
Vulnerable adults include: 
 

• People with learning disabilities 
• Mental Health Problems  
• Older People 
• Disabled People 
• Physically frail 
• Those suffering chronic illness 
• Those with sensory impairment 
• Those with challenging behavior 
• Social or Emotional Problems 
• Those suffering in Poverty 
• Those who suffer from substance abuse 
• Homelessness 

 
The term “abuse” can be subject to wide interpretation.  The following definition provides the 
basis from which to develop practice: 
 
Abuse is a violation of an individual’s human and civil rights by any other person or persons. 
 
Abuse therefore may consist of a single act or be repeated. 
 
The abuse can be physical, sexual, verbal, psychological, financial or material. 
 
An act of neglect or omission to act which may even be unintended can constitute abuse. 
 
Physical Abuse 
This may range from hitting or slapping to rough handling or unnecessary physical force either 
deliberate or unintentional when caring for a client.  The injuries caused by physical abuse may 
not always be noticeable or visible although there may have been bruises, broken skin, cuts, 
burns or broken bones.  You must be aware that restraining clients so that they cannot move is 
abusive. 
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Sexual Abuse 
Includes rape and sexual assault or sexual acts to which the vulnerable adults has not or could 
not consent and/or was pressured into consenting. 
 
Psychological Abuse 
Includes threats of harm or abandonment, humiliation, verbal or racial abuse, isolation or 
withdrawal from services or supportive networks. 
 
Financial Abuse 
Or Material Abuse includes theft, fraud, pressure around wills, property or inheritance, misuse 
or misappropriate of benefits. 
 
Neglect and /or Acts of Omission 
Includes failure to access medical care or services, negligence in the face of risk-taking, failure 
to give prescribed medication, poor nutrition or lack of heating. 
 
Abuse through the maladministration of medicines 
The overuse and misuse of sedatives and other medication to control or restrain a client is 
unacceptable unless medically required. 
 
Racial Abuse 
Victimising people, verbally insulting them and physically attacking them because of their racial 
origin or ethnic origin is abusive. 
 
Institutional Abuse 
As well as the forms of abuse describe which individuals might cause; institutional abuse is 
fostered by poor management and may manifest itself in the following ways: 
 

• April Staff or Other Agency Staff giving Clients orders. 
• Clients awakened too early in the morning. 
• Lack of flexibility in time of going to bed. 
• Lack of choice and consultation about meals and timing of meals. 
• Lack of opportunity for getting drinks and snacks. 
• Poor standards of cleanliness. 
• Lack of privacy. 
• Poor management of medical conditions. 
• Inappropriate administration of medication. 

 
Domestic Abuse 
This is a serious crime and must be treated as seriously as any other crime.  Where such victims 
of domestic abuse are identified, the Police must notify their divisional Safeguarding unit. 
 
WHO MAY BE THE ABUSER 
Vulnerable adults may be abused by a wide range of people, including relatives, family 
members, professional staff, paid care workers, volunteers, other service users, neighbors, 
friends, associates and rarely by strangers. 
 
What Degree of Abuse Justifies Intervention 
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Significant harm is defined as any – ill treatment (including sexual abuse and forms of ill 
treatment that are not physical)m the impairment of or an avoidable deterioration in physical or 
mental health and the impairment of physical, emotional, social or behavioral development. 
 
The Roles and Responsibilities of the Key Agencies are outlined in full in the Inter-Agency Policy 
and Procedure held in the main office and can be referred to.  They include the following: 
 

• Local Authorities 
• Social Service Authorities 
• Local Health Boards 
• Health Providers 
• GP and Primary Health Care Staff 
• NHS Trusts and Secondary Health Care Providers 
• Private Health Care Providers 
• National Public Health Service 
• Care Standards Inspectorate for Wales 
• Independent and Voluntary Sector 
• Police Service 
• National Probation Service 
• Crown Prosecution Service 
• Housing Support Organisations 
• Victim Support Organisations 
• Wales Ambulance Services 
• Department of Work and Pensions 

 
RECOGNISING & DEALING WITH ABUSE POLICY 
 
April aims to prevent wherever possible all forms of abuse to both clients and staff. 
 
You must report immediately to the manager, any incident or suspected incident of abuse to 
your client, a colleague or yourself. 
 
Suspected abuse of staff by clients or their friends or relatives, may result in withdrawal of 
services following investigation. 
 
Suspected abuse of clients by staff will result in immediate suspension, investigation and then 
if appropriate, disciplinary action which may result in dismissal. 
 
Suspected abuse of clients by persons other than April staff, will be notified to the appropriate 
body immediately. 
 
You must not under any circumstances confront an abuser yourself.  If you are being abused, 
you must remove yourself to a place of safety and contact the manger for immediate 
assistance.  If you witness abuse to your client, you should, if practicable, move that person to 
a place of safety, and in any event, call the manager for immediate assistance.  In cases of an 
extreme nature, you should call the emergency services i.e. police/ambulance and then 
contact the manager for immediate assistance. 
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The manager is available 24 hours a day to offer advice, support and assistance to both clients 
and staff. 
 
THE REFERRAL PROCESS 
These procedures relate to the action to be taken in respect of any concerns, direct referrals or 
disclosures that are made in respect of alleged abuse or inappropriate care of vulnerable 
adults.  It will also cover instances where the alleged abuse or inappropriate care is actually 
witnessed by front-line staff who come in direct contact with vulnerable adults and in situations 
where future care arrangements for vulnerable adults give cause for concern. 
 
There is both a moral and legal duty for any staff member employed by April to take positive and 
decisive action when witnessing incidents, experiencing concerns or receiving information 
alleging abuse or inappropriate care of vulnerable adults. 
 
When recording such incidents a VA Inter Agency Documentation Form, VA1 – Referral Form 
should be completed. 
 
VA1 – Referral Form – Practitioners and Line Managers from the Agency involved in the care, 
support and protection of vulnerable adults must complete this form when making a disclosure 
or referral – a VA1 (a) Body Map form may also be used in conjunction with the VA1 form in 
cases where there are alleged ‘physical injuries’.  If used this supplement form must be 
submitted with the original VA1 Referral Form. 
 
Therefore it is imperative that all staff report their concerns, or witnessed events to their Duty 
Manager at April. 
 
Staff and Line Managers must never dismiss or disregard any disclosure or referral made to 
them even if the circumstances surrounding the disclosure or referral suggests that it maybe 
frivolous or spurious in nature.  Even ‘gut feelings’ should not be discounted or ignored as these 
may quite often prove to have some substance. 
 
Staff and Line Managers must note that in circumstances where there may be an element of 
doubt as to whether the South Wales Adults Protection procedures should be invoked, the 
matter must always be recorded on a VA1 Referral Form and referred to your immediate line 
manager. 
 
The VA1 Referral Form must be completed without delay.  Failure to complete the form must 
not delay you reporting the matter verbally to either your immediate line manager. 
 
RECOGNISING AND DEALING WITH CHILD WELFARE CONCERNS 
 
All April staff who undertake to work with children will attend our Child Protection Programme 
which includes the following: 
 

• Recognising Indicators of Child Abuse 
• Understanding Child Protection 

 
These are accredited courses which end with a written test.  Upon successful completion of the 
course, certificates are issued to the staff member. 
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As with vulnerable adult protection, there is both a moral and legal duty for any staff member 
employed by April to take positive and decisive action when witnessing incidents, experiencing 
concerns or receiving information alleging abuse or inappropriate care of a child.   
 
You must report immediately to the manager any incident or suspected incident of abuse to 
your client, a colleague or yourself. 
 
You must not under any circumstances confront an abuser yourself.  If you are being abused, 
contact the manager for immediate assistance.  If you witness abuse to the child, you should, if 
practicable, move that child to a place of safety, and in any event, call the manager for 
immediate assistance.  In cases of an extreme nature, you should call the emergency services 
i.e. police/ambulance and then contact the manager for immediate assistance. 
 
The manager is available 24 hours a day to offer advice, support and assistance to both clients 
and staff. 
 
Upon reporting to the Manager, the incident will be logged by the April Office and the local 
Social Services Department will be informed of the concerns/allegations.  This will be followed 
up in writing and April will thereafter assist the Lead Social Services Member in any 
investigations and action to be taken. 
 
Where specific skills and experience are required Care Employees will be placed specifically to 
meet those needs. 
 
April Complete Care Solutions has public and product liability insurance to £10m. 
 
All work is carried out within the parameters of the April Complete Care Solutions Policies and 
Procedures in conjunction with the National Minimum Standards and Domiciliary Agencies. 
 
30. CLIENT COMPLAINTS  
 
April Complete Care Solutions is committed to providing clients with a professional, quality 
service and that the care delivered by our staff is of the highest standard.  We welcome any 
comments from clients regarding our services and they may speak in confidence to any 
member of our office team.  Clients will receive a questionnaire on an annual basis which is 
entirely anonymous.  
 
We will ensure that the welfare of service users is safeguarded and promoted and will take into 
account the ascertainable wishes and feelings of the service user at all times.  We will endeavor 
to seek a local resolution of a complaint at an early stage where appropriate. 


