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[bookmark: welcome-to-opieka]1. WELCOME TO OPIEKA
Welcome to Opieka Homecare Ltd. We provide high‑quality, person‑centred care and support to people in their own homes, helping them to live safely, independently and with dignity.
This guide explains: - who we are and what we do - how we deliver care - what you can expect from us - how we ensure your safety, rights and wellbeing.
It is written in clear language and reflects how we actually deliver care in practice.
[bookmark: our-values-and-culture]2. OUR VALUES 
Everything we do is guided by our values:
· Person‑centred – You are at the centre of all decisions about your care.
· Caring – We treat people with kindness, respect and compassion.
· Safe – We manage risk carefully and act quickly if concerns arise.
· Professional – Our staff are trained, supervised and accountable.
· Learning‑led – We listen, reflect and continuously improve our service.


[bookmark: standards-of-conduct]3. OUR SERVICES
[bookmark: professional-boundaries]We provide a wide range of non‑nursing care and support, tailored to individual needs. Services may include:
· Personal care (washing, dressing, continence support)
· Medication support (in line with assessed needs)
· Meal preparation and hydration support
· Companionship and social support
· Support with mobility and transfers
· Prompting and reassurance
Your care will always be based on an individual assessment and care plan.

[bookmark: safeguarding-adults]4. ASSESSMENT AND CARE PLANNING
Before care starts, we complete a full assessment to understand your needs, preferences and goals.
Your care plan will: - be personalised to you - reflect what matters to you - include risk assessments where needed - be reviewed regularly or if your needs change.
You (and your representative, if appropriate) will be involved in all decisions about your care.
[bookmark: mental-capacity-consent-and-choice]5. CHOICE. CONSENT AND MENTAL CAPACITY
We respect your right to make your own choices.
Our staff work in line with the Mental Capacity Act 2005, which means: - we assume you have capacity unless assessed otherwise - we support you to make decisions wherever possible - we respect unwise decisions - if you lack capacity for a specific decision, we act in your best interests using the least restrictive option
Your consent is sought before care is provided.
[bookmark: personcentred-care-dignity-and-respect]6. DIGNITY, PRIVACY AND RESPECT
We are committed to treating everyone with dignity and respect.
This means: - respecting your privacy - supporting independence - maintaining confidentiality - being polite, respectful and professional at all times.
[bookmark: medicines-management]We will always explain what we are doing and involve you in your care.
7. MEDICINES SUPPORT
Medication support is provided only where this has been assessed as appropriate.
Our approach: - support is delivered in line with your care plan and risk assessment - medicines are recorded using a digital medication record (eMAR) - staff are trained and assessed as competent - PRN (as required) medication follows a clear protocol.
If there are any concerns about medication, these are escalated promptly.
[bookmark: infection-prevention-and-control]8. INFECTION PREVENTION AND CONTROL
We follow current infection prevention and control guidance to protect you, our staff and others.
This includes: - good hand hygiene - appropriate use of PPE - clean and safe working practices - staff training and monitoring.
We adapt our approach based on individual risk and current guidance.
[bookmark: Xd55cc2e63a47c7859d289a51347f4faff1a85b5]9. DIGITAL CARE RECORDS AND CONFIDENTIALITY
Opieka uses secure digital care records.
This allows us to: - keep care plans up to date - record care accurately - improve communication - support safe and consistent care.
Your information is handled in line with UK GDPR and the Data Protection Act 2018.
[bookmark: X0beab5a40ceb7e5d19c634eb20743642efedafe]10. SAFETY, ACCIDENTS AND INCIDENTS
Your safety is very important to us.
If an accident, incident or near miss occurs: - staff take immediate action to keep you safe - the incident is recorded using our incident reporting system - management review the incident and take any necessary follow‑up action - learning is used to improve care and reduce risk
[bookmark: lone-working-and-personal-safety]11. SAFEGUARDING ADULTS
We have a zero‑tolerance approach to abuse and neglect.
If we are concerned about your safety: - we will act immediately - concerns will be reported appropriately - we will work with other professionals where required.
You have the right to be safe and protected from harm.
[bookmark: training-supervision-and-development]12. FEEDBACK, COMPLAINTS AND CONCERNS
We welcome feedback and use it to improve our service.
If you have a concern or complaint: - please tell us as soon as possible - we will listen and respond promptly - you will not be treated differently for raising concerns.
We can also provide information about independent advocacy services if required.
[bookmark: spot-checks-and-quality-assurance]13. QUALITY ASSURANCE AND IMPROVEMENT
We monitor the quality of our service through: - spot checks and observation of care - supervision and training - review of incidents and themes - feedback from people using the service.
Learning from this is used to improve care and support.
[bookmark: whistleblowing]14. CONTACTING US
Office contact: General queries should be raised during office hours.
Tel: 01482 770903
Email: info@opieka.co.uk
Office hours: 8am – 5pm Mon-Fri
Out‑of‑hours support: An on‑call manager is available outside of office hours to provide advice, guidance and support for urgent concerns or incidents.
Tel: 01482 770903
Routine matters should be raised during office hours. Management support is available out of hours for advice, escalation and urgent concerns.
Emergency: If there is immediate danger, contact emergency services on 999.
[bookmark: review-and-updates][bookmark: a-final-word]A FINAL WORD
At Opieka, we believe high‑quality care is built on trust, respect and partnership.
We are committed to working with you and those important to you to provide safe, caring and responsive support.
Thank you for choosing Opieka Homecare Ltd.
For further detailed policies, procedures, and additional information, please contact the office directly.
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