Information sheet for those using A Family’s Best Friend
	Oncall phone 
	07950870131

	Email
	info@afamilybestfriend.com

	Facebook
	Jannicke Ive

	Availability 
	General enquires 9am-5pm Monday – Friday. Anything out of these hours will be left till the next working day. This allows for staff to have a work life balance.
Emergencies only out of these hours. Please call, don’t message if it’s an emergency.



A Family’s Best Friend aims to provide a competent and flexible service of care provision for you or your family member. We work in a way that promotes open and honest channels of communication allowing for all parties involved to share their thoughts and feel confident to raise any concerns they may have.
At all times the provision for the Service User is paramount and we will always be looking at how we can improve, encourage and autonomies their support. On our initial meeting we will ask your support to create a successful person-centred Care plan, these can be added to at any time and your input is vital.

ROTA 
We send the rota out via email; we aim to do this at least every 3 weeks. Please check the dates and times when we send it and let us know any issues ASAP. We will not always tell you when employees’ change on an upcoming rota e.g. employee’s annual leave. A second rota will then be sent out once staff have agreed their final rota.

Invoices and Paying 
All invoices are sent our wither 4 weekly or monthly depending on their provision. The invoices will be sent to the Service user, the person in charge of paying their invoices or the funding provider themselves. The amount invoiced will include any mileage or expenses incurred over the time period where this is appropriate. Where these are not covered by funding providers, we will invoice this separately to the person responsible for paying for them e.g. a parent or carer.
The invoice needs to be paid within the following month of receiving it. If you have a problem paying this, please get in touch with the manager ASAP and a plan can be discussed to accommodate any issues. If the invoice is not paid after 2 months, we will get in touch to discuss continuing support until it is resolved. In some instances, our support will cease until it is resolved. If the payment continues to be missed, we will follow our missed payment procedure.
If not all the hours are worked there will be a rolling summary of hours that can be used at your discretion.
Please pay before or on your invoice date by BACS to A Family’s Best Friend
Barclays
Sort code: 20 55 41
Account number 20508314


Data usage
When we first meet you, we will request information to complete our Care plans, we will also ask for your consent to share this data when necessary. The information we gather will only be what we deem as necessary and relevant to our role in supporting you or your family member. We will ask that this be kept updated by yourselves and by us and anything that is no longer needed will be erased where necessary. No information will be shared unless there is a legal reason to do so, or we have your permission. You have a right to see these care plans and the logs we make of each session. If you would like access them, please contact the manager and they will arrange for you to access them.

Policies and Procedures
All policies, care plans, Risk Assessments are available for parents and carers and Service users to view should they wish. These are available from Jannicke Ive or Ellie James. This includes the complaints and grievances procedure. 

Reporting 
If you have any concerns or problems, please do not hesitate to contact someone in the management team immediately. We have clear set out guidelines that prompt us when we are dealing with serious allegation, giving us and you the confidence in the process. You will then be kept informed as appropriate.

Consent and Privacy
We require your consent for Personal Care, administering medication, Physical Intervention and use of photography. We will ask you to sign some consent forms. It may be that things change, and we will ask you to sign something a later stage. All personal information will be kept on a need-to-know basis and only shared where appropriate and with permission from the person it pertains to. It will be destroyed after a certain time period once it is no longer needed or outdated (these time scales are available on the data protection policy).

Staff Interaction
A Family’s Best Friend’s policy with regards to this is that there should be no social contact through social networking sites or mobile phone contact with employees or families. Jannicke Ive (or when she is away on call) will handle any rota requests and arrange all scheduling needs and problems you may have.
The policy also states that no gifts or money should be exchanged between employees and families.
 Where possible we aim to provide consistency for you or your family member with regards to the employee/s you/they work with. There may be times where this is not possible due to planned or unforeseen circumstances. Jannicke Ive (or when she is away on call) will always contact you in this instance to discuss your preferred option of either another employee doing the hours or postponing them for another time. Please feel free to discuss your feelings on the employees working with your family member and share any concerns or compliments you have with them with Jannicke Ive (or when she is away on call).
Staff will work in manner that is careful and respectful of the service users’ home and belongings. However, the company cannot accept any liability for any breakages/damages or other losses, we would suggest that breakables and valuables be moved to safe places as a precaution for everyone involved.

Supervision and feedback
All employees receive regular supervisions, and our aim is that family’s will get their chance to air anything they feel is relevant. So Jannicke Ive (or when she is away on call) will contact you by phone or email to discuss your provision and care plans. Please contact us more regularly should the need arise.
We send out questionnaires once a year and conduct flash feedback based on the key lines of enquiry that the CQC monitor us on. We will call 5 people at random once every 2 months. You are always welcome to call us in between to discuss any issues.

Medication 
Each Service User will have an online MAR sheet that lists all their medication, the dose and method of administration. Please inform Jannicke or Ellie of any medication changes so these forms can be updated. Please do not draw up medications ahead of time. Employees must draw medication that they are going to administer up.

Physical Intervention 
There may be times when physical intervention may be needed as part of yours or your family member’s behaviour plan or if there is an emergency. All employees are trained in Team Teach. Any potential interventions will be discussed with you first and a plan will be discussed on how to manage any foreseeable problem situations or behaviours. Each Service User will have a physical intervention ISP that describes when and what should be used if necessary. If any technique is used, then you will be informed, and the situation discussed to ensure any changes that need to be made are. Please do not ask Employees to hold or support your family member in a different manner without discussing it with a manager as we need to risk assess any interventions. In accordance with our Physical intervention 
‘Employees must only use restrictive physical intervention in either extreme circumstances or as prescribed on the ISP. It must not be the preferred way of managing Service User’s behaviour. At A Family’s Best Friend, we recognise that physical intervention should only be used in the context of a well-established and well implemented positive framework. However, all employees have a common law right to defend themselves and others with physical intervention. This intervention must be reasonable, necessary and proportionate to the situation.’

Sickness
If you or the family member we support has sickness or diarrhoea or anything contagious please call the manager on duty ASAP to discuss whether the session can go ahead or not. Ideally, we would prefer not to work for 2 days after their last bout of illness to ensure that we don’t pass anything on to another vulnerable Service User’s. 

Money 
If your family member is accessing the community with an employee and they will require money to do so, please give them the money at the start of the shift. On their return the employee will return to you your change and any receipts. If there is any concern or discrepancy, please call Jannicke Ive (or when she is away on call) immediately.

Mileage
If we drive anywhere with you or your family member, we will add this to your invoice at 45p per mile. We can discuss how this is invoiced and what works best for you.

Aggression towards staff
We have a 0-tolerance policy of aggression towards staff, this includes verbal as well as physical abuse. This clause applies to the parents, carers, partners or other family members of the service user we are supporting.  If this occurs, we are within our right to withdraw our support and take further action if deemed appropriate. If you have a problem, please contact someone on the on-call phone to discuss it.

Staff breaks
By law staff are entitled to a minimum 20-minute break every 6 hours. If they are working longer than 9 hours they will be entitled to a minimum of a 30-minute break. Either we will arrange beforehand with you how this will work, or they can speak to you, and you can arrange between yourselves how it will work best for you on the day, depending on what activities you have booked. If they are supporting someone in their home, we will discuss with them and you how this will work. 

Meals
It is staffs’ responsibility to arrange either bringing food with them to work or eating around their shifts. However, if they are working across 2 mealtimes away from a home setting where they can’t prepare their own food, it would be your responsibility to provide one meal for them.
If you chose to go out for a meal and are uncomfortable with staff choosing not to eat it would be your responsibility to pay for their meal.

Breakages 
If an employee breaks something belonging to the service user, we will offer to replace the item. If the item was broken intentionally the employee will be invoiced to cover the cost of replacing it and further disciplinary action will be taken.

If a service user breaks something purposefully, belonging to staff, that they must have on them to work we will ask for this to be replaced. If it is broken accidentally then we will cover the cost of replacing it. 
If the employee has taken something of value to work through their own choice and it gets broken, it is their own responsibility, and no further action would be sought.

Equipment
If you or your family member requires equipment to go out or to access an activity you must provide it all. This includes car safety equipment and seats, swimming floatation’s and any communication aids. If the car equipment is not provided for example we would not be able to take them, same for an activity where equipment is required.
 
