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Our aim is to provide an exemplary service to our clients. We will continually strive to achieve quality and excellence in all
aspects of our service delivery and our aims and objectives are to provide personal and practical nursing care to people in 
their own homes and assist clients in achieving and maintaining maximum independence.
We can provide a range of personal and practical care and assistance with personal hygiene. Our workers will assist with
mobility of clients to maintain a safe environment. We provide nursing care and therapeutic interventions, including the 
assistance with regimes prescribed by qualified medica lpractitioners and with prompting, assisting and administering 
prescribed medication. Individual care packages will vary according to the assessed needs of the client and will be described
in the care plan. We promote Independence, privacy and dignity for all clients. The nurse’s role is primarily to assist and
support. Every encouragement will be given to enable as much independence as possible. We will respect client’s privacy
and dignity and ensure care is received with out undue interference.

Our aim and objective

Complaints should be confirmed in writing and will be logged on the company’s computer system. You will receive a written
acknowledgement with in one working day and the suitable representative will carry out a full investigation.
We will provide you with a considered reply within two working weeks. If, however, our investigation can not be completed
within two weeks,we will provide you with a formal update every two weeks until the complaint is resolved. Any action taken
will be discussed with you, where this is appropriate.
If you feel unable or unwilling to discuss your complaint with us, or you are not satisfied that your complaint has been adequately
investigated, you have the right to address your complaint directly to the Care Quality Commission (CQC) Citygate, Gallowgate,
Newcastle Upon Tyne NE1 4PA, where you believe that your complaint will not be dealt with effectively by the company.
Note tha tA24Group t/a Mayfair Specialist Nurses is regulated by The Care Quality Commission to provide the following
regulated activities: Diagnostic and screening procedures; Personal Care; Treatment of disease, disorder or injury.

Complaints

Our nurses may be placed in a variety of settings,
according to their training, ability and clinical
experience. Nursing Services at Home includes but is
not limited to clients homes, Care Homes,
Hospitals and other establishments.
All staff are personally interviewed by appropriately
trained staff and have fulfilled the company
recruitment and selection criteria. They are covered
by appropriate Professional Indemnity Insurance.
Nurses are registered with the Nursing and Midwifery
Council (NMC) and adhere to the NMC’s Codes of
Professional Conduct. Agency Workers are issued
with a Handbook, which contains a comprehensive
code of conduct at work. All agency workers
undertake training prior to any work being offered
and all mandatory training is updated annually.

Our Staff

Our priority is always to cover your care requirements with an agency
worker, who has the skills and abilities to carry out the tasks that are
required. We do our best to provide you with an agency worker for
the time and duration that you have requested and will always consult
you if this is not possible. We will try to provide you with a regular
agency worker (or team of agency workers) for the majority of your
care needs. We shall try to keep the number of agency workers to a
minimum.

Continuity of Care

It is the responsibility of the company to safeguard
its clients and its workforce. This we do with
comprehensive policies and procedures. All of our
policies are reviewed regularly and copies can be
obtained from our website. Staff and agency workers
working with children or vulnerable adults may at
times observe poor practice or even abuse.
Our agency workers are required to report any
observation of abuse or suspicion of abuse to their
line manager, even in the even to flack of proof or
where the client has made no complaint. Staff and
Agency workers are made aware of types of abuse or
violence, threatened or actual, such as physical,
psychological, verbal, deprivation, etc.

Safeguarding

At the completion of each assignment, the client is asked to sign the
timesheet. They should check that the details of the start and finish
times entered by the agency worker are correct.The timesheet is the
basis fo rproduction of invoices and for agency workers’ pay. If the
client is unable to sign, this will be discussed at the initial assessment
visit and an alternative method of authorisation agreed.

Timesheets

When determining the careplan and in the delivery of care, the
paramount consideration is the personal choice of the recipient of that
care. A copy of the agreed care plan and a report system will be kept
in the client’s home and we provide Care Plan and Service Record
folders to ensure that records can be maintained in a professional
fashion. Please ensure that they are kept where your agency worker
will be able to access them.
The agency worker must make an entry in there port at the end of
every assignment. The entry must include the time of arrival and
departure, be a factual record of the tasks completed, provide relevant
notes on any variation in the client’s condition and detail any new or
special requirement. All entries should reflect the needs identified in
the Care Plan and any new requirements will be entered as new
needs. Care Plans and Daily Entries should only be written in black ink
and should be signed by the agency worker. These records remain the
property of the company. We are obliged to hold copies and your
lead nurse will ensure that they are transferred safely.

Care Plans / Service Records in Clients’ Homes



Our company has full employer’s liability insurance. This however, does not include any cover for transporting clients in the
Agency worker’s own car. Insurance for damage to the client’s property is the client’s responsibility. The company holds public
liability and employer’s liability insurance. A copy of the current levels of insurance held is available for inspection on request.

Insurance

In accordance with the Data Protection Act 1998, the company operates policies and procedures,which prohibit unauthorised
access to or disclosure of clients’ personal information. Under the Data Protection Act, clients have rights of access to 
personal information held about them. If you wish to receive a copy of your personal data held on our computer, you 
should submit a written request.

Data Protection and Access to Records

We operate one of the most advanced systems ofcompliance and quality control in the industry which ensures that our 
nursing and care staff and our processes and procedures meet all relevant national standards for care and safety. Our 
dedicated internal audit team review these systems and processeson a continuous basis. Our dedicated compliance teams
are trained and work exclusively in this discipline, to ensure that all of the appropriate checks and balances are in place
 such as checks on qualifications and employment records. All of their work is further verified by our Quality Control team.

Compliance Processes

The company may provide specialist services, according to the
assessed needs of the client, the availability of suitably trained
and experienced staff and any other conditions of the agency’s
registration with the Care Quality Commission (CQC).
Specialist services maybe required by:
• people, who by nature of the ethnic minority community or

religious group to which they belong, require the provision
of specialist care and specialist knowledge

• children and their families, including child protection and
prevention/ detection of child abuse

• people with special communication needs
• people with sensory loss

• people with dual sensory impairment
• older people with complex health and care needs
• people with a terminal illness
• people who have had a stroke
• people who have learning disabilities
• people with mental health problems including people

subject to Guardianship and Supervision orders under the
Mental Health Act

• people with infectious or contagious diseases
• people with dementia
• people with challenging behaviours

Range of Activities Undertaken

The company has a full Financial & Property
Protection policy to which all agency workers must
adhere. In summary however, individuals have the
right to expect that agency workers will treat their
property and possessions with security, due care
and consideration. Beyond general assistance, 
agency workers should never give advice on 
financial matters or make judgments in this respect,
even if asked. Our agency workers are advised not
to accept gifts and they cannot act assignatories to 
wills or legal documents or take on the role of
Power of Attorney. 

Financial Protection

Our company works to set standards and procedures which give
assurance that agency workers are selected for their experience, ability
and potential and are only registered after the company has received
two satisfactory written references and after personal interview.
Agency workers undergo an induction programme to ensure that they
undertake tasks competently and have an understanding of the
company’s philosophy of care. Agency workers providing a service to
clients with specific needs will receive appropriate specialist training.
We monitor the quality of the performance of agency workers through
quality assurance telephone calls to clients and six-monthly requests
for formal client feedback. Agency workers are also asked to complete
questionnaires in respect of their work situation which are received
and analysed at the company’s head office.

Quality Assurance Practices

S P E C I A L I S T N U R S E S

0871 8733 344
homecare@mayfair-nurses.co.uk
www.mayfair-nurses.co.uk

8198 MAY/0506



Complaints Department

• All complaints are handled by a
centralised Complaints Department

• Internal investigations will
be performed

• We work with the Client to
resolve the complaint

Mayfair Specialist Nurses: The Compliance Process

FIRST CONTACT
Requesting staffing cover

ONGOING CHECKS AND PROCESSES

All Candidates undergo a full compliance
process which includes:

• Face to face interview by registered nurse
• Verification of all training and experience
• C
• Professional Registration (NMC)
• Occupational Health

Only Candidates that have been cleared to one
of our two working statuses are eligible for

shifts on our system

Candidate is sourced from the candidate
database by MATCHING the training,

experience and qualifications required for
each particular Service User

Request cover from Care Coordinator
Highly trained Care Coordinators are standing by

to assist in meeting your care requirements
24 hours a day 7 days a week

Internal Audits
Independent internal quality

control team
Feedback and Supervisions Local Support and Complaints

Candidates:

Supervisions and feedback
obtained on a quarterly basis

Agency worker
risk assessments updated

on a quarterly basis

By doing Supervisions we:

• Monitor the level of service
the Candidate is providing

• Continually assess the
suitability of the Candidate
for each specific package

• All complaints are
handled professionally

and with urgency

• Where complaints are serious
in nature the Candidate is

prohibited from undertaking
any work until the

investigation is
completed

!
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All serious complaints are
reviewed by the Risk Committee

(5 senior staff members) to
ensure that the appropriate

action is taken

Account Managers

Account managers are
based in the UK to support
with any needs, changes
or problems regarding

the package

Clients:

Feedback forms sent
after the 1st shift and
quarterly thereafter

Quarterly meetings
arranged by UK

nurses/account managers

Weekly Audits:

• Correct grade/ band staff
provided

• Qualifications and training
of staff

• Care specific training
requirements

• Checks of care plans, risk
assessments and other
client documentation

Ensure that the
Candidate’s training/

experience/qualifications
MATCH

the required training/
experience/qualifications

for the particular
Service User

!
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DBS Checks

Mandatory & Statutory Training




