Service User’s Guide
Abbeyfield Tamar Extra Care Society Ltd.
‘Our aim is to provide a home for residents to live in dignity and
comfort with the respect of those who care for them’

Abbeyfield Tamar House
11 Brest Road, Derriford
PLYMOUTH PL6 5XN
Tel: 01752 510810

Fax: 01752 202545

e.mail: tamar.manager@theabbeyfield.co.uk

Information for Residents
and Prospective Residents

This Service User’s Guide has been developed to provide information for
residents and prospective residents about Abbeyfield Tamar House
The Service User’s Guide, together with our Statement of Purpose,
provides information that we are required to produce by law.
If you have any questions or concerns that are not addressed here please
contact the care home manager.
The Abbeyfield central office can provide advice and information on a wide
variety of issues, including contact details for other Abbeyfield care homes.
Contact
The Abbeyfield Society
St. Peter’s House
2 Bricket Road
St. Albans
Hertfordshire AL1 3JW
Tel: 01727 857536
Fax: 01727 846168
email: post@abbeyfield.com
website: www.abbeyfield.com
Registered Charity No 200719
TSA Regulator of Social Housing No H1046
Company No 574816
If you would like to receive this Service User’s Guide in an alternative
format, for example on audio tape or in another language, please contact
the care home manager.
Our Statement of Purpose is on display in the care home and copies can
be obtained from the care home manager.
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1. About our Care Home
Tamar House is a care home providing personal care and accommodation
for twenty eight older people over the age of 65 who may also have a
physical disability. The home does not provide intermediate care.
The home is owned by the Abbeyfield Extra Care Society Ltd, which is a
registered charity, affiliated to The National Abbeyfield Society. The fee
levels are between £583 to £674 per week. Information about the home
and copies of inspection reports can be obtained from the Care Manager.
The home is purpose built and opened in 1987. It is located in Derriford
Business Park, on the outskirts of Plymouth, close to the hospital, transport
routes and other amenities. It consists of a two-storey building, which is
fully accessible by service users with physical disabilities: it has wide
doorways and corridors, level access throughout, automatic doors at the
front, a shaft lift and a stair lift.
All the home’s bedrooms are single: thirteen on the ground floor and fifteen
on the first floor, twenty six of which have en-suite toilet facilities, whilst the
other two rooms have toilets immediately outside. One of the bedrooms on
the ground floor is kept for short term respite care or for visitors who require
an overnight stay. Bathing showering and toilet facilities are available on
each floor, close to the bedrooms and communal rooms.
There are lounge and dining rooms on the ground floor, a smaller lounge
room on the first floor and a room for the specific use of a visiting
hairdresser. There is a call bell system installed throughout the home.
The home has a large garden, with flower beds, patios and lawn, which is
accessible by all service users. There is plenty of parking space at the front
of the home.
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1.1.

Your Bedroom

Your room will be furnished with curtains, bed and easy chair if you wish,
all rooms have built-in wardrobe space, and you
are welcome to personalise your room with your
own items of furniture and personal belongings.
Your room is fitted with an emergency call bell
so that you can summon assistance from a
member of staff at any time.
Your room is your own private space
and we will respect this. You will be
provided with your own bedroom door
Key.
1.2.

Bathrooms, Toilets and Washroom Facilities

All but two of our rooms have en suite facilities. The
rooms that do not have en-suite facilities have a toilet
immediately outside. Bathrooms and toilets are
clearly marked and are accessible for people using
wheelchairs. Aids and adaptations are fitted to make
the facilities as easy to use as possible.
1.3.

Personal Valuables
You will be provided with lockable storage
space in your room.
The care home has a secure safe and we can
look after your valuables or small amounts of
cash for you.
Your personal effects will be covered up to
£2,5000 by our insurance policy with a single
article limit of £1,000. There is an excess of £50
to be paid on any claim.

6

1.4.

Televisions and Radios

Your room has a television point and you are welcome to
bring your own television and radio. If you are aged over
75 you may be eligible for a free TV licence.
A television is provided by the care home in the communal
lounge.
1.5.

Telephones
Your room has a telephone point and you can pay
to have your own telephone installed if you wish.
The care home has a telephone that you can use
in private.

1.6.

Cleaning

Your room and all areas of the home are kept clean
by our team of domestic staff.
However, if you wish to do some of your own cleaning
yourself we will agree this with you.

1.7.

Linen and Laundry

We provide towels and bed linen but you may use
your own if you prefer. We will do all your laundry for
you but you will need to make sure that all items of
personal clothing and linen are clearly labelled with
your name. Name tapes that are sewn in are the
best way of doing this.
It is advisable that all items of personal clothing and linen are machine
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washable. Please be aware that you will need to pay for any dry cleaning
that you require.

Health and Personal Care
The things that are important to you are the things that are important to us.
You will be valued as a unique individual and we will tailor the care you
receive to suit you.
1.8.

Your Care Plan

We will discuss your personal needs and wishes with
you so that we can develop a care plan for you. This
care plan belongs to you and it will include all the
things that we need to do to support you. The aim of
your care plan is to help you maintain your
independence and wellbeing to ensure that you enjoy
the best quality of life possible. We will review your
personal needs with you regularly to make sure your
care plan remains up to date and we will ask you to
sign your care plan.
1.9.

Doctors

You can keep your own doctor as long as the care home is
within your doctor’s area and your doctor is willing to visit
you here. If not, or if you are new to the area, you will need
to choose a new doctor. The care home staff can help you
with this. The local surgery has a team of doctors and are
happy to have any of our residents register at that surgery.
One of the doctors from the surgery visits the home every week and is
always happy to discuss any health queries or concerns you may have.

1.10.

Nurses and other Healthcare Professionals
District and community nurses will visit you
here at the care home in the same way they
would have visited you in your own home.
You will continue to
have full access to
NHS and community
services.
NHS
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healthcare professionals, such as dentists, chiropodists and occupational
therapists, will usually visit you here at the care home if you cannot attend
hospital or clinic appointments. If you need to attend an appointment we
will help you to make suitable arrangements.
1.11.
Medicines
You may choose to look after and take your own medicines,
and the care home staff will help you to do this safely.
If you prefer, the care home staff will look after your
medicines for you.
You may choose to look after just some of your medicines and the care
home staff can look after others.
We will discuss your preferred arrangements with you and we will ensure
that all medicines are managed as safely as possible.
1.12.

Looking after you if you are ill
If you are ill we will give you all the care, support
and advice we can. Either you or we will ask your
doctor to visit you. Whenever possible any
additional care you need will be given by the care
staff in the home. Hospital treatment may be
necessary or a community nurse may visit to treat
you. If you ask us to, we will keep your relatives or
friends fully informed.

If you have to go into hospital, your room will be locked and kept ready for
your return. We will keep in close contact with you and when you are
better someone from the home will re-assess your needs to make sure that
you are well enough to return home.
1.13.

If the home can no longer meet your needs

We aim to offer you a home for as long as you want to
stay with us.
However, if your needs change and you need a level of
care that we cannot provide, it may be necessary for
you to move to somewhere more suitable where your
needs can be met. If this happens, we will discuss all
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your options with you and we will do all we can to help you make
alternative arrangements for your care.

2. Meals and Mealtimes
We recognise that food is not only important for maintaining health and
wellbeing, but also that the social aspects of food play a significant part in
our lives. Mealtimes are an opportunity for socialising and food is at the
heart of many celebrations and special occasions.

All meals and drinks are provided and we offer a
varied wholesome and appealing menu. Wherever
possible, we do our own home baking using fresh
produce and we will ask you what you like to ensure
that the menus include your favourite foods.

We serve three meals a day. Breakfast will be
brought to you in your room. Lunch and tea is served
in the dining room. You may have your meals served
to you in your own room if you prefer.
Morning tea/coffee, afternoon tea/coffee and supper
drinks are served from the trolley. Residents may
request hot and cold drinks at other times including at night.

We will talk to you about your individual dietary
requirements, including your religious and cultural needs
and preferences.
We make sure that mealtimes are unhurried and that staff
are available to offer assistance if necessary, encouraging
independence wherever possible.
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Our usual mealtimes are:
Breakfast from 8.00am
Morning tea/coffee 10.30.am
Lunch 12.30.pm
Afternoon tea/coffee 3.00pm
Tea 5.00pm
Supper drinks from 8.00pm

3. Daily Life
You are free to spend your time as you choose and where you choose.
Your peace and privacy will be respected and your independence
encouraged.
3.1.

Hairdresser

You may go out to your own hairdresser or you may
arrange for your own hairdresser to visit you at the care
home.
We have hairdressers who visit us regularly and you
can make your own appointments with them. You will
need to pay for personal services like hairdressing
yourself.

3.2.

Shopping
You may wish to do your own shopping or you may
have family or friends who will shop for you.
Usually someone from the home will be able to shop
for small personal items for you.
Sometimes we arrange shopping trips for residents,
and the staff will let you know about these.
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3.3.

Going out

You are free to come and go as you please. We ask
that you tell us if you are going out and also what
time you are expecting to return. If you need
assistance to go out we will make arrangements with
you to make sure you are safe.

3.4.

Leisure and Social Activities
We organise a wide range of leisure and social
activities and you are welcome to join in any of the
activities that appeal to you. Information about
planned events will be displayed in the care
home.

We will talk to you about the sort of activities you
enjoy and we will try to make sure that the social
calendar includes something for everyone. There
will be opportunities for you to pursue your own hobbies and interests as
well as opportunities to try out new experiences and pastimes.
We have our own library of books and films and
we have visiting entertainers and speakers. We
arrange trips on a regular basis and we will ask
you about places you would like to visit when
we are making plans. In the past we have
visited shopping centres, gardens and garden
centres, theatres and places of local interest.

3.5.

Religious and Cultural Needs
We respect that people come from a very wide range of faiths
and cultures and our home is open to all. We believe everyone
should have the opportunity to practice their religion and
follow their cultural traditions.
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If you normally attend a place of worship or cultural gatherings in the
community we will support you to continue to do this. If you prefer, a
minister from your faith can visit you here at the home.

We arrange regular religious services in the home for
those who wish to attend.

3.6.

Visitors

Visitors are welcome at any reasonable time although it is probably
advisable for visitors to avoid mealtimes.
Your visitors are welcome to join you for a meal,
for which there will normally be small charge,
and this should be booked with the home
manager.
It may also be possible for visitors to stay
overnight, for example if you are unwell and
would like your family to be with you.
If there is someone you do not wish to see,
please make the home manager aware of this and we will ensure your
wishes are respected.
3.7.

Mail and Newspapers

Your mail will be delivered to you, unopened, in the
same way that you would receive your mail in your
own home. If you would like your mail to be handled
in any other way, for example, if you would like a
friend or relative to handle your mail for you, you
should tell us. We can help you with your mail, for
example, to write and post letters. There is a post box
in the foyer for outgoing mail.
Residents are welcome to order newspapers and/or magazines and these
will be delivered to your room.
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3.8.

Pets
If you have a pet that you would like to keep at the home
you should speak to the home manager.
We may be able to accommodate small pets but this would
depend on a number of things. We would need to consider
the pet’s basic needs, for example its cleaning, feeding
and veterinary care requirements and we would also need
to take account of the views of other residents.

3.9.

Your Rights and Voting

You will continue to have the same rights associated
with citizenship that you have always had. For example,
you will still be eligible to vote in elections and we can
help you to attend the local polling station on voting day
or to apply to vote by post.

3.10.

Volunteers
The Abbeyfield movement has been built on the
commitment and hard work of volunteers. The added value
that volunteers bring to life in the care home is considerable.

We are always looking for people who would like to join our
network of volunteers. If you know anyone who can give a
little time and would like to help out, please speak to the
home manager.
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4. Health and Safety
We take your health and safety very seriously and we have systems and
procedures in the home covering all aspects of health and safety - from
electrical safety and infection control to food safety and moving and
handling.
4.1.

Smoking
We have a no smoking policy which means that we do
not allow smoking in the home.
If you smoke, you will only be allowed to smoke in the
designated smoking area outside.

4.2.

Fire Safety

There are special arrangements in the home for
protecting everyone from the risk of fire. The staff will
explain what you should do if you hear the fire alarm.
The fire alarm is tested every week and you will be told
when the fire alarm is being tested. At all other times, if
you hear the fire alarm you should stay where you are
and wait for a member of staff to guide you.
Please note that the doors, including bedroom doors, fitted throughout the
home are fire-resisting doors and so they should never be propped open.
All doors are fitted with automatic closure bars and the system is linked to
the Fire Alarm System.
4.3.

Taking Risks
Taking risks is part of normal life. As adults we make
decisions all the time to do things which may involve an
element of risk, for example crossing the road. Life could
be very dull if we did not take any risks so we need to
strike a balance between wellbeing and safety.
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To help you achieve that balance we will look at all the known risks that you
may face on a daily basis and agree with you what steps, if any, we should
take to ensure both your wellbeing and safety.

Moving in
4.4.

Assessing Your Needs

If you are considering moving in, we will discuss
your personal care needs and wishes with you
and together we will complete a pre-admission
needs assessment. This is so that we can all be
assured that the home will be suitable for you.
You will be invited to visit the home, as many
times as you like, and we will give you all the
information you need about the home so that
you can make an informed decision about whether or not you would like to
move in.
Prospective residents will be offered the opportunity to stay in the Guest
Room, so that they may have a better understanding of the care provided
without commitment to a permanent contract.
If you decide that you would like to move in, the initial three months will be
considered a trial period during which time you will have a chance to see
what life is like here and to decide whether you think the home is right for
you. This also gives us the opportunity to make sure that we can meet all
your personal needs.
Admissions (In exceptional circumstances)
In exceptional circumstances we may be asked to arrange an admission
very quickly. In an emergency situation an initial visit and the completion of
a full pre-admission needs assessment may not be feasible. However, we
will still complete a comprehensive assessment of your needs within five
working days of admission. We will ensure you are given essential
information about the home within two days and all the additional
information you need about the home within five working days.
4.5.

Terms and Conditions

You will be given a Contract for Residential Accommodation which includes
terms and conditions before or at the point you move in to the home. This
will include:
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•
•
•
•

The room to be occupied
The care and services covered by the fee
The fees payable and by whom
Details of any additional services to be paid for over and above those
included in the fees
• Your rights and obligations
• Our rights and obligations
• The terms and conditions of occupancy and period of notice.
4.6.
Paying the Fees
The fees include accommodation costs, all meals and
drinks, laundry and cleaning services, and the personal
care to meet your agreed needs.
Our fees currently range from £583 to £674 per week.
We will confirm your fees with you before you move in.
Fees are usually payable calendar monthly in advance
by standing order.
Our fees are reviewed in April each year.
The fees do not include personal items such as toiletries, clothing and
newspapers; personal services such as hairdressing or dry cleaning;
private healthcare such as chiropody; some optional social activities or
outings; and the cost of private transport.

5. Confidentiality
The information you share with us will be treated
as confidential and will only be shared with those
who are caring for you and have a need to know,
or those with a legal right to access our records.
If you are happy for information about you to be
shared with a friend or relative, you should let us
know.
The records we hold about you will be stored
17

securely and you have a right to access these records at any time.
Information that would otherwise be confidential may need to be shared if
there are concerns about your safety and welfare or about the safety and
welfare of others.

6. Consultation with Residents
Your views are important to us and we want to hear what you have to say.
We will consult with you about the decisions that affect your daily life.
There are a number of ways in which you can let us know what you think.
There are residents meetings and we conduct opinion surveys.
There will be regular reviews of your personal care
needs when we will ask your opinion about the
care you receive and about life in the home.
You can complete one of our leaflets called “Do
you have a concern or a complaint?” to let us
know what you think. There is a supply of leaflets
available in the home.
The Care Manager, Deputy or one of the Team
Leaders are always available if you have any concerns you wish to discuss.

6.1.

Residents’ Views

Our aim at Tamar House is to provide the highest standard of care for all
our residents. We regularly ask a selection of residents, care professionals
( such as District Nurses/Opticians) and others who provide services to our
residents (such as hairdressers) to complete a Quality Assurance
questionnaire.
Each month residents are asked to fill in a short survey covering different
aspects of living at Tamar House.
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7. Complaints
We are committed to providing you with an excellent
service but we understand we may not always meet
your expectations. We want to know if this is the case.
Don’t be afraid to complain. Reporting your concerns to
us will help us to improve the service we provide to you.
We accept complaints from residents, prospective
residents and anyone on their behalf.
If you have a concern about the services you receive
from us, the first person to speak to is the Care Manager. Most problems
can be resolved easily.
You may, however, wish to make a formal complaint. You can do this
yourself or you can ask a relative, friend or sponsor to do so on your behalf.
You may also wish to get independent advice from the Citizens Advice
Bureau, from Age UK or from a solicitor. You will find details in the
telephone directory and at the end of this booklet.
If you wish to make a formal complaint you are asked to take the following
steps.
Discuss you concerns with the Care Manager
Say you are making a formal complaint
Ask the manager to make a written note of the subject and the date
If you do not hear anything within a week, you should put your complaint in
writing to the Executive Chairman.
You need to allow a reasonable time for investigation and to report back to
you (28 days)
If you have not heard from the Executive Chairman in that time or if you
feel your complaint has not been adequately addressed you may refer to
the Complaints Officer, Abbeyfield Society who will ask the Regional
Secretary and Regional Chairman to investigate for you.
If you remain dissatisfied you have the right to appeal.
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.
Executive Chaiman
Dr. R. Page Court Reach, Court Wood, Newton Ferrers

Complaints Officer
Abbeyfield Society, St. Peter’s House,
2 Bricket Road, St. Albans
Hertfordshire AL1 3JW
Tel. 01727 857536

This is a summary of our Complaints Procedure. The full Complaints
Procedure is available in the Care Home.
The leaflet ‘ Do you have a concern or complaint’ is also readily available in
the Care Home.
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About Abbeyfield
The Abbeyfield Society provides quality housing with support and care for
older people from all walks of life, regardless of income. Launched in 1956,
its name comes from the meeting place of the first voluntary committee in
Abbeyfield Road, London.
Traditionally, Abbeyfield services have been managed by local volunteerled societies that are independent non-profit making organisations affiliated
to The Abbeyfield Society.
The Abbeyfield Society now directly manages a total of 169 supported
sheltered houses and 19 care homes accommodating around 2,000
residents across England.
The Abbeyfield Society aims to build on its achievements and deliver a first
rate customer service through the provision of high quality sustainable
housing, care and support services for older people.
Our Philosophy of Care
Whilst no two Abbeyfield care homes look the same, all our staff are
committed to Abbeyfield’s values, and you can expect the same high
standards of service in all Abbeyfield care homes.

Our mission
To help an increasing number of older people enjoy a high quality of
independent living provided through a range of services including support,
housing or care with local community involvement.

Our values
Residents and future residents will be offered:
• The confidence that they will enjoy fair treatment at all times in
accordance with the Charity’s Equal Opportunities Policy
• The chance to live in dignity, valued and respected as individuals,
enjoying all rights associated with citizenship
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• Privacy and confidentiality in respect of their private affairs
• Security and safety within their homes as part of a caring community,
able to enjoy the right to be alone and undisturbed
• The opportunity to live a full life and seek fulfilment as individuals,
making choices about the way they live their lives
• Practical, flexible and personalised care and assistance that helps
them to maintain as much independence as they are able to enjoy,
taking their own decisions and appropriate risks
• Involvement in planning, developing and delivering activities that
target social isolation and loneliness
• The opportunity to be engaged, have their views sought, listened to
and responded to
• Access to a complaints procedure

The Registered Provider
Our home is registered with the CQC and the registered provider is
Abbeyfield Tamar Extra Care Society Ltd. The responsible individual is Mr.
Dick Page.
The address of the registered provider is:
11 Brest Road, Derriford, Plymouth PL6 5XN

The Registered Manager
The Care Home Manager is Mrs. Gillian Poad who is registered with the
CQC and is responsible for the management and day to day running of the
care home. A certificate issued by the CQC confirming the name of both
the Registered Provider and the Registered Manager is displayed in the
care home.
We know that the leadership and effective management of the care home
is central to all its operations and you can expect a management approach
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which creates an open, positive and inclusive atmosphere.

The Staff Team
We have a team of skilled and dedicated staff who together provide
professional personalised care and support for residents twenty-four hours
a day.
We are aware that the care home staff will play a very important role in
your life. We are very careful to recruit the right people and to make sure
that they have the skills and qualities to meet your needs.
.
All Care Staff have ongoing training to cover Health and Safety, Food
Hygiene, First Aid, Infection Control and Dementia Awareness as well as
many other aspects of care. All Care Staff are expected to undertake
National Vocational Qualifications and currently the majority of staff are
trained to Level 2 or above.
The home also employs an activities co-ordinator.

8. The Care Quality Commission (CQC)
The Care Quality Commission (CQC) is the
official body responsible for registering and
regulating care homes. Until 1st April 2009 this
was the responsibility of the Commission for
Social Care Inspection.
All registered care homes are regularly
inspected by the CQC and inspection reports,
which are public documents, are available to
view or download from the CQC website
www.cqc.org.uk
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The local CQC office which registers and inspects this care home is:
CQC. South West
Citygate
Gallowgate, Newcastle-upon-Tyne NE1 4PA
Tel 03000 616161
Fax 03000 616171
Our Most Recent Inspection Report
Our last inspection report is available to view from the care home. Each
care home is awarded one of four possible ratings to reflect the overall
quality of outcomes for residents –OUTSTANDING; GOOD; REQUIRES
IMPROVEMENT; INADEQUATE.

Sources of Information and Advice
Citizens’ Advice Bureau
www.citizensadvice.org.uk
(see local telephone directory)
Provides free information and advice.
Age Concern (England)
www.ageconcern.org.uk
Tel: 0800 00 99 66
Provides advice on all aspects of moving into a care home and publishes
free information guides and factsheets.
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Counsel and Care
www.counselandcare.org.uk
Tel: 0845 300 7585
Twyman House, 16 Bonny Street, London NW1 9PG
Provides impartial advice and information for older people, their families
and carers.
Elderly Accommodation Counsel
www.eac.org.uk
Tel: 020 7820 1343
EAC, 3rd Floor, 89 Albert Embankment, London SE1 7TP
Publishes useful guidance and maintains a nationwide database of all
forms of accommodation for older people. Provides guidance and
information to help people choose and fund the accommodation most
suited to their needs.

201– 207 Pentonville Road, London N1 9UZ
Provides information and free welfare rights advice.

The Relatives & Residents Association
www.relres.org
Adviceline: 020 7359 8136 (Mon - Fri 9.30 – 4.30)
24 The Ivories, 6-18 Northampton Street, London N1 2HY
Provides support and information for older people needing, and living in,
residential care, and for their families and friends.
Action on Elder Abuse
www.elderabuse.org.uk
UK Helpline: 0808 808 8141
Tel: 020 8765 7000
Astral House, 1268 London Road, Norbury, London SW16 4ER
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Works to protect, and prevent the abuse of, vulnerable older adults and is
the only charity in the UK and in Ireland working exclusively on the issue of
abuse of older people.

Reviewed and edited December 2017
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