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Statement of Purpose 
 
The Statement of Purpose, which is a legal document required by 
the Care Standards Act 2000 and the Care Homes (Wales) 
Regulations 2002, sets out the terms and conditions by which the 
Home operates.  A copy has to be retained in reception.   
  
It is intended that the statement will be reviewed annually unless 
circumstances dictate that it should be reviewed earlier. 

 
 

Introduction to Willowbrook House Nursing Home 
 
Willowbrook House which has landscaped gardens to the rear of 
the Home is a three storey building, with two lifts available for 
those unable to use the stairs to access the first and second floors.   
It is within easy access to Newport and Cardiff.  Car parking is 
available at the front of the building with designated disabled 
spaces.  
 
Local amenities include library, optician; chemist and large 
supermarket with a petrol station which are all within a five minute 
walk of the Home. 
 
 
 

Categories of Care 
 

Willowbrook House was registered by the Care and Social 
Services Inspectorate for Wales (CSSIW) on 16th June 2008.  The 
Home is regularly inspected by CSSIW, a copy of the latest 
inspection report can be found at the end of this document and can 
be downloaded from www.cssiw.org.uk                                                                                                                                                                                                                                                                
 
The Home which has 108 beds is registered to provide nursing 
care for both ladies and gentlemen, with general healthcare needs 
who may have physical problems as a result of chronic health 
diseases such as a stroke, heart or lung problems.  Willowbrook 
House is also registered to care for people with mental health 
problems including all types of dementia, i.e Alzheimers, short-
term and long-term memory loss, and confusion.   
 
The Home has registered nurses on duty at all times who are 
suitably qualified to meet the health and care needs of our 
residents. 



                     
                                          

Accommodation 
 

 
 

 
 
 
 
 
 

Willowbrook House has 108 single bedrooms each with its own  
ensuite bathroom.  Contained within each unit are a selection of  
lounges, dining rooms and quiet areas in addition to the en-suite  
facilities there are a number of assisted bathrooms and separate  
toilets within each unit.  Units are distinct for each care provision: 
 
 
 
 
General Nursing Care   Dementia Care Nursing 
Willow 1 (Ground Floor)  Oak and Ash (Ground floor) 
Willow 2 (First Floor)   Maple (first floor) 
Birch (First floor)    Willow 3 (second floor) 
 
 
 
 

 



Philosophy of Care 
 

 
 

 

Simply stated, our philosophy is that residents are individuals, with  
Personal choices and preferences, and they have the right to  
expect those wishes 
complied with, as far as we possibly can. We are committed to  
providing person centered care for each resident.  Providing care  
for each resident that is respectful of and responsive to individual  
preferences, needs, and values and ensuring that the individuals’  
values guide all decisions. 
 
The guiding principles of our intention to develop and improve the 
services we deliver are based on Welsh Assembly Government 
Guidance for Health and Social Care Staff ‘Improving the quality of 
fundamental aspects of health and social care for adults’.   
 

The Fundamentals of Care: 

 

 Communication and information 
Residents will receive full information about their care in a 
language and manner sensitive to their needs. 
 
 

 Respecting people 
Residents’ human rights to dignity, privacy and informed  
choice will be protected at all times and the care provided will  
take account of individual needs, abilities and wishes. 
 
 

 Ensuring safety 
Residents health, safety and welfare will be actively 
promoted and protected.  Risks will be identified, monitored 
and where possible, reduced or prevented. 
 
 



 Promoting independence 
The care provided will respect each resident’s choices in 
making the most of their ability and desire to care for 
themselves. 
 
 

 Relationships 
Residents will be encouraged to maintain their involvement 
with family and friends and to develop relationships with 
others according to their wishes. 
 
 

 Rest and sleep 
Consideration will be given to the environment and comfort 
so that residents may rest and sleep.  
 
 

 Ensuring comfort, alleviating pain 
Residents will be helped to be as comfortable and pain-free 
as their condition and circumstances allow. 
 
 

 Personal hygiene, appearance and foot care 
Residents will be supported to be as independent as 
possible in taking care of their personal hygiene, appearance 
and feet. 
 
 

 Eating and drinking 
Residents will be offered a choice of food and drink that 
meets their nutritional and personal requirements and 
provided with any assistance that they need to eat and drink. 
 
 

 Oral health and hygiene 
Residents will be supported to maintain a healthy, 
comfortable mouth and pain-free teeth and gums, enabling 
them to eat well and prevent related problems. 
 
 

 Toilet needs 
Appropriate, discreet and prompt assistance will be provided  
as necessary, taking into account each residents specific  
needs and privacy. 
 



 Preventing pressure sores 
Residents will be helped to look after their skin and every 
effort will be made to prevent developing pressure sores. 
 
 

 

To this end, residents' care needs are assessed - and a personal 
Care Plan is drawn up. Wherever possible we involve the resident 
and/or their close relatives in this process so that their wishes and 
personal choice are acknowledged and catered for.  
As stated, we are very aware of residents' rights. The right to make 
choices about their lives such as the right to decide for themselves 
what time they get up in the morning or go to bed at night, and how 
they spend their day.   
 
 
 

Aims and Objectives of the Home 
 

 

Our main aim is to fulfil our philosophy of care as closely as  
possible; to continually seek ways to improve the care we give on  
a personal basis and the environment within which our residents  
live.  
 
 
The most important tool we have is the person centred care plan, 
which is commenced on admission according to the residents' 
perceived physical, mental, spiritual and emotional needs. The 
resident and their families are encouraged to take part in the care 
planning at every stage so that they truly are personalised to each 
resident's needs and wishes.  All Care Plans are formally reviewed 
on a monthly basis, or sooner if circumstances require it so that 
any changes in their needs or choices are constantly recorded.  
 
 
To assist us in getting know the resident we ask families and 
friends to assist in completing a ‘life history’ which is a recollection 
of their life, it may need to be built up over a period of time.  It 
helps the care staff have an understanding of the resident as an 
individual and not as someone with an illness. 
 
 
 
 



 
 
 

Arrangements for respecting privacy and dignity of 
patients 

 
At all times our staff act in an appropriate manner, they always  
treat the residents with respect and courtesy.  Willowbrook House  
is the home of each individual resident and they will not be  
subjected to inappropriate behaviour from staff.  All regulated  
professionals working within the Home are bound by their own  
professional codes of conduct and Willowbrook House own policy. 
 
Each resident is admitted to a single room which permits 
conversations, treatments and care to take place in private. Other 
rooms are also available for meetings with the management and/or 
care team, if required.  
 
 

Arrangements for Admission 
 

 

Prior to admission an initial baseline assessment will be carried out 
on the prospective resident.  Following the assessment the 
outcome would be discussed with, where feasible with the 
applicant and their relatives and or representatives.  Further to this 
it will be confirmed in writing to the applicant that having regard for 
the assessment the Care Home is suitable for the purpose of 
meeting the applicants’ needs. 
 
Prospective residents are invited to visit the Home with relatives or 
friends, and once the financial arrangements are completed, a 
contract is signed and the resident is then admitted to the Home. 
Emergency admissions are dealt with on an individual basis 
according to availability and circumstances.  
 
Each resident will be provided with a Service User Guide prior or 
on admission to the Home. 



Organisational Structure 
 

Lindisfarne Healthcare Ltd is the company which owns and  
Operates the Home, the registered address for the company is  
Willowbrook House, St Arvans Crescent, St. Mellons, Cardiff. 
 
 

 
 
 
 
The Director, Mrs Angela Kelly who works full time at Willowbrook  
House has had more than thirty years’ experience in the care of  
the elderly she takes a very active role in ensuring and maintaining  
the high level of care provided at the Home.    



 
Senior Management Team 

 
As Willowbrook House is owned and operated by a company we 
are required under the Care Standards Act 2000, to appoint a 
Responsible Individual (RI) to act on behalf of the owners in 
operating the Home. Alexandra Dobbs is the appointed RM 
(Registered Manager) and also RI for Willowbrook House.  

 

 
 

 
 Alex is an experienced manager with more than 15 years’ 
experience in caring for the elderly.  After training as a nurse at the 
University Hospital of Wales she went to work at Lindisfarne Care 
Home.  
 
After having her children she returned to Lindisfarne as Manager 
until moving to Willowbrook House in December 2009.  She has 
completed the Dementia Care Mapping course at Bradford 
University and in 2010 qualified as a Dementia Care Facilitator 
Trainer at Stirling University. Alex is registered with Care council 
for Wales. 



Senior Nurse 

 
Working alongside Alex is Anna Dowers who was appointed as 
senior nurse in May 2014.Anna has been working at Willowbrook 
House since 2010. Anna has a Nursing degree and whilst working 
at Willowbrook has also completed QCF level 5 in Leadership for 
health and social care services. She is currently studying for a 
diploma in Palliative care. 
 
Anna is responsible for the qualified nurses and carers ensuring 
that they are well supported in their role and are able to meet the 
needs of their clients. This will include supervision and identifying 
and arranging any training needs they may have. 
 
 
 

Finances 
Responsible for managing our financial activities including 
residents’ contracts and invoices is Victoria Keenan.   
 
 
 

                     



Administrative Staff 
 
 

 
 
 
 
 

Nigel Evans Operations Manager has over 30 years’ experience 
in the manufacturing industry and has been part of the team at 
Willowbrook since 2009. 
Nigel is responsible for all aspects of HR and health and safety. 
Nigel holds the NEBOSH certificate and QCF 5 in leadership for 
Health and Social Care services.   

 
. 

 



Registered Nursing Team 
 
 

 

At Willowbrook house we have a team of registered nurses who 
are responsible for the day-to-day management of the clinical care 
for our residents.   
 
We are part of the multidisciplinary team and work closely with our 
GP’S, speech and language therapists, dietician, tissue viability 
nurse, optician, dentist, podiatrist and chiropodist in order to 
provide the best care possible for our residents.  

 
Our Nurses who wear royal blue tunics are registered with the 
Nursing and Midwifery Council are on duty throughout the 24 
hours.   
 
. 
 

 

          
 
 
 

 
 

 
They have a range of qualifications and expertise which enables 
them to meet the needs of our residents including those with a 
diagnosis of dementia or any dementia related illness.  
 
 
All of our nurses are keen to attend regular training sessions to 
update their nursing skills and knowledge. This enables them to 
provide a high standard of nursing care and to ensure that all the 
residents’ needs are met. 



 
At Willowbrook House we provide both General nursing care and 
Dementia nursing care. 
 
 
Residents who require general nursing care may have complex 
care needs for example, PEG feeding or palliative care needs or 
end of life care, general frailty and immobility. 
 
 
Residents who need dementia nursing care may be experiencing 
challenging behaviours be at high risk of falls and need closer 
supervision.  
 
These are just a few examples of the type of care we provide.  
All of our residents are individual and are assessed regularly to 
ensure that are receiving the highest level of person centred care. 

 
 

 
 
 

 
                                

 
 
 
 
 
 
 
 



Care staff  
 
 

   

The Home is conducted with regard to the gender, sexual 
Orientation, religious persuasion, racial origin, cultural background 
and any disability of residents, all of which are respected.   
Residents may choose the gender of those who provide personal  
care.  
 
 
Care is delivered by our experienced carers who receive annual 
mandatory training including First Aid, Basic Life Support, Manual 
Handling, and Fire Safety.  In addition, other specialist training has 
been undertaken including the Dementia Care Course with Stirling 
University. Many of our care staff have also completed or are in the 
process of completing QCF 2 and 3 training. 
 Each Unit has at least one designated Senior Care Assistant who 
has demonstrated the ability to lead other less experienced staff in 
delivering personal care.  
 
 
 

       



We intend to as a minimum ensure staff are available as follows: 
 
 Management Team 
 
  9am to 5pm (Monday to Friday) - Manager  
  9am to 5pm (Four days) – Clinical/Deputy Manager 

8pm to 8am – Night Manager 
 

Registered Nurse Team Leaders have 5 dedicated 
management hours each week where they are additional to 
the Registered Nurse in charge of the duty period.    

  
Care Teams 
 

8am to 2pm  -  4   Registered Nurses  
-          21 Care Assistants 

   
7am to 2pm - 3   Dining Room Assistants 
 
2pm to 8pm - 4   Registered Nurses 

-           21 Care Assistants 
 
8pm to 8am - 3   Registered Nurses  

-    12 Care Assistants  
 
As stated these are minimum levels however, the number and 
skills required to meet the needs of our residents is reviewed daily 
to ensure that they are suitable and sufficient.  
 
Nurses in Training 
 
The Home has been audited and subsequently accredited by 
Cardiff University, School of Nursing and Midwifery Studies to 
provide experience for student nurses.  These students who are 
supervised by our experienced and qualified nurses who have 
been trained as mentors by the University, spend six weeks during 
their training.   
 
Medical Staff  
Residents are able to register with the General Practitioner of their 
choice however some doctors may not be prepared to travel 
outside of their geographical area.   The local general practice in St 
Mellon’s will consider new residents if they wish to transfer their 
medical care: 
Doctor Disley, Willowbrook Surgery, St Mellons Tel; 02920360555. 



Dementia care Nursing 
 

 
At Willowbrook House we provide nursing care for residents who 
have a formal diagnosis of dementia. Dementia is an umbrella 
word for many different types of short or long term memory loss. 
Residents who suffer from dementia may experience extreme 
anxiety surrounding their dementia journey. This can manifest itself 
as intense periods of behavioural challenges. We have 
experienced staff who will make every effort to dedicate 
themselves to understanding the individual’s anxieties while 
promoting a positive outcome. 
 
All of our lounge and dining room areas are well lit and decorated 
in a very homely fashion with fireplaces and comfortable chairs. 
We want to allow our residents to feel that ‘at home’ feeling. We 
also have a kitchen area within the dining rooms to allow residents 
families to make tea, coffee or even a snack for themselves and 
their relative as if they were visiting in their own home. 
 
 
 
 
 

 



Social Activities 
 
 

We encourage our residents to engage in social and leisure 
activities.  There have been several initiatives which have been 
introduced. Residents thoroughly enjoy the Christmas Carol 
concerts performed at Willowbrook from local participating Primary 
Schools. We have cultivated intergenerational links with some of 
the local schools and their pupils. The local library provides a great 
source of activity in the form of storytelling and computer lessons. 
 
 
 
Other organised trips include the New theatre, Civic Tea at the 
Mansion House to meet the Lord Mayor, Cardiff Eisteddfod.  
Specialised entertainment groups have also visited the home such 
as Olive Tree and Lost Chord. 

   
 

 
 

 

 
 
 
 
 
 
 
 



 

Activities co-ordinator 
 

 
                                            

 

             
 
 
 
 
 
 

Annette Beechey is our resident full time activities co- ordinator. 
Annette has many years of experience entertaining and organising 
meaningful activities for the elderly to enjoy. She is qualified in all 
aspects of activity for the body and the mind. Annette is a qualified 
dancer and keep fit instructor. She is a member of her local drama 
club and draws on these experiences to organise pantomimes and 
social events for all of our clients and their families to enjoy. 



 

Support Services 
 
 

Other than at night, we have receptionists on duty to welcome 
visitors to the Home and to respond to telephone calls.  We have 
two receptionists Amanda Down who is full time and Jacqui 
Clarke who is part- time. 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

Catering staff 
 
 

We are keen to prepare food of a high nutritional standard, virtually 
all-homemade with fresh vegetables and good quality ingredients 
from locally sourced suppliers. If you have any food preferences 
our Chefs Craig Down or Phillip Davies will make every effort to 
prepare them for you, as well as any special diets.  Working 
alongside the Chefs are kitchen assistants who you may see 
delivering food to the Units. The chefs operate a three weekly 
rotating menu which is displayed on notice boards throughout the 
home for residents and their families to see. The chefs are always 
keen for any suggestions for the menus. 
 
 
 
 

 
 
 

 

If for any reason you do not see something on the daily menu that 
suits your preference please do not hesitate to let the care staff 
know and they will inform the chefs of your preferred choice. 
At Willowbrook the chefs and their assistants are well versed in the 
different types of diets and consistencies of foods that some 
residents will require for example, Diabetic diet or for a dysphasic 
resident a pureed diet. 
 



 
                                     

Housekeeping 
 
Our housekeeping team are on duty throughout the day to ensure  
high standards of cleanliness throughout  the Home.  Some of the 
team are seen here including Avril Fish, Gail Newis and Denise 
Sullivan.  
 

 

 
 

Maintenance service 
 

We employ a full time maintenance manager, John Hembury who  
Is supported by contracted electricians, heating engineers, builders  
and decorators. 
 

 

 
 
                                                



                                               Meals 
 

Mealtimes are often the highlight in a resident's day, and therefore 
we are keen to prepare food of a high nutritional standard, virtually 
all-homemade with fresh vegetables and good quality ingredients. 
Individual preferences are catered for, as well as specialised diets 
(e.g. diabetes).  Our residents’ questionnaire includes questions 
regarding the quality of food.  
 
We encourage residents to eat in the dining room but they may  
choose to eat in their own room.  Tea, coffee and other hot or cold  
drinks are served and available 24 hours a day. 
 
 
 

Breakfast is served from 7.30 a.m. to 10.00a.m. 
Lunch is served at 12.30p.m.   
Tea is served from 5.00p.m. to 6.00p.m.   
Supper is served between 8.30p.m. and 10.00p.m. 
 

 
 
 
 

 



Hairdressing 
 
Many of our clients enjoy having their done on a regular basis. Our 
local hairdressers provide an in house service for our clients .They 
can enjoy this service in the privacy of their own room or in the 
salon at Willowbrook. 
 
 

Residents Committee 
 
We encourage all residents and relatives to take part in our  
'Residents' Meetings. This provides the opportunity for residents to  
contribute to how the home is run, make decisions regarding the  
on-going activities programme and what social events to be  
organised. 
  

Visiting 
 
Family and friends may visit at any time between 9am and 7pm.   
For security and safety reason, visitors must sign the visitor’s book  
kept in reception on each occasion they enter and leave the Home.   
However, we do ask that they be considerate of other residents  
when bringing children into the Home or visiting in large groups.  
Residents may if they wish to do so, meet with their visitors in the  
privacy of their own room.  If residents do not wish to see visitors,  
they must inform the Team Leader, who will inform the visitors of 
their wishes.  
 
Due to the risk of infection, visitors are asked to clean their hands  
when entering and leaving the Home, using the Antibacterial  
handrub located at the entrance to the main lounge. 
 
 

Pets 
 

Whilst we acknowledge that many people have pets for company 
during their lifetime and that they may have missed them while 
they have been in hospital.  The management has the 
responsibility for the health and safety of all their residents and 
staff.  Therefore as a general rule we do not allow pets however 
each case will be considered independently.  If a resident has a 
pet which they wish to visit while in Willowbrook, they must discuss 
with the Manager, before making any arrangements. 



Personal Possessions and Furnishings 

We encourage residents to bring personal items with them to 
Willowbrook House.   However, items of significant value should 
not be brought into the home as the Directors can accept no 
responsibility for loss or damage to personal items. An inventory is 
made of all personal items when residents first arrive at 
Willowbrook House.   If anything that has been recorded is 
removed from the Home, the Team Leader must be notified so that 
the inventory can be updated. 

In consultation with the Manager residents may bring items of 
furniture in order to personalise their rooms however they must 
comply with fire resistance requirements as laid down by the 
Furniture and Furnishings (Fire Safety) Regulations 1988.  All 
electrical appliances are subject to testing to ensure safety and the 
Home will not allow unsafe appliances to be used in the home.    

Laundry 

All linen and towels are provided by the home, additional pillows 
and blankets are available on request.   If residents wish to provide 
their own linen they must ensure that they are suitably marked.  

All personal laundry must be appropriately labelled before 
admission.  Willowbrook House cannot be held responsible for 
missing items should they not be marked properly.  The laundry 
will be collected on a daily basis and returned the following day. 

Fire Safety 

The Home which has a modern fire alarm system displays ‘Fire 
Exit’ Notices and fire Emergency Instruction Notices are displayed 
throughout the Home.  Residents will be advised of the Fire 
Emergency Procedure when they first arrive at the Home.  A fire 
alarm test will be carried out every Monday morning.  The Fire 
procedure is at appendix 2. 

Visitors must familiarise themselves with the fire exits and drills.   
Lifts must not be used in the event of a fire or emergency.  

                                            Smoking 

The Home has a strict No Smoking policy, which covers both the 
internal and the immediate vicinity surrounding the Home.   



Insurance 

The home is insured by Ecclesiastical Insurance with personal 
property being insured up to £50 subject to the terms of the policy. 
  If residents have any personal property that is not covered by the 
homes policy it will require separate cover.   Residents must inform 
the Manager of any valuable assets when they first arrive at the 
Home, safekeeping can be arranged at Willowbrook House. 

Residents are free to journey out alone, we do ask that they inform 
the Team Leader of their plans on the previous day including 
contact details in the event the Home of an emergency.  
Willowbrook House cannot accept responsibility for residents’ 
safety away from the home unless the journey and any necessary 
supervision was arranged by the Home.   

Attendance at Appointments 

For individual appointments outside of the Home such as pre 
arranged dental or hospital outpatient, we ask family to arrange to 
escort the resident or we can provide a member of the care staff to 
accompany the resident but the cost will be invoiced to the 
individual.  

In the case of a resident requiring urgent admission to hospital, the 
Home will arrange for a member of the care staff to escort the 
resident to hospital, once in the care of the hospital team, the 
member of staff will return to the Home. 

Monitoring the Quality of Our Service 
 

The Directors are committed to providing high quality care to all 
residents, their commitment is not only to meet the needs of 
residents but to strive constantly to exceed their expectations of 
the Home.  
 
Our quality assurance systems encompass three perspectives on 
quality: 

 Clinical and care standards  
 Performance management  
 Resident satisfaction  

The Directors ensure, through their governance arrangements that 
the quality and safety of residents is at the forefront of their agenda 



and that plans are in place to continuously improve and develop 
the service. 

 
The Manager provides assurance that care arrangements are 
robust and that the strategy for improving and maintaining the 
quality of care is being properly implemented.  

 

Team Leaders carry out daily reviews of all residents in their 
designated unit as well as being available to talk to relatives and 
staff throughout the day. 
 
The Directors arrange for the Clinical Manager to review and 
investigate when areas of concern are identified or as a themed 
approach to develop services.   

 
The Care and Social Services Inspectorate (CSSW) is responsible 
on behalf of the Welsh Government for the registration and 
inspection of Willowbrook House Nursing Home.  Reports and 
action plans are posted on the CSSIW website.   

 
We are keen to know that our residents and their families are 
happy with the care received. Therefore, we regularly consult with 
residents, their families and other agencies visiting the Home.     
 
 
 

Safety and Protection of our Residents 
 

It is the intention of the Directors and Management of Willowbrook 
House to work in partnership to empower and protect the rights 
and liberties of the residents and all staff at Willowbrook House. 
 
People living, working at, or visiting Willowbrook House will be 
treated with respect for their individuality and human rights.  Each 
will be able to participate in the life of Willowbrook House without 
fear of any kind of abusive behaviour being directed towards them. 
 
Everyone working and living at Willowbrook will be expected to 
conduct their self in such a way that they may cause no offence to 
any other. Any abuse of power or privilege, whether perpetrated by 
staff, visitors or residents will be dealt with promptly. 
 
The dignity and well being of our residents is paramount at all 
times.   We take a person centered approach which maximizes 



freedom, minimizes control and supports and encourages contacts 
with family and friends. 
 
Residents will not be constrained or restrained unless it is 
absolutely necessary, and in the best interests of the individual 
concerned.   
 

The Deprivation of Liberty Safeguards focus on some of the most 
vulnerable people in our society; those who for their own safety 
and in their best interests need to be accommodated under care 
and treatment regimes that may have the effect of depriving them 
of their liberty, but who lack the capacity to consent.   
 
If at any time we believe we are unable to meet the needs of an 
individual resident whether it is because of unacceptable behaviour 
displayed by the resident or the physical and/or mental condition of 
the resident has changed, Amos Healthcare reserves the right to 
terminate the contract of care within 28 days.   
 

Concerns or Complaints 

The Manager and the Directors of Willowbrook House regard all 
complaints seriously however trivial.  All complaints from residents, 
their relatives and visitors must be made to the Manager, Mrs 
Alexandra Dobbs or the individual acting in her absence.   

Complaints will be dealt with and resolved where possible by the 
manager or an individual designated in her absence. Investigations 
will be thorough, impartial and where appropriate, take into 
account all the people involved.  

A record is kept of all complaints made and includes details of 
investigation and any action taken. All complaints are dealt with 
promptly and effectively within a maximum of 28 days.  

If after an investigation, the complainant is still not satisfied, or 
believes the complaint is of a serious nature and would wish to 
speak to the Registering Body, then contact should be made to the 
Care and Social Services Inspectorate for Wales (CSSW). 

CSSIW 
Mid & South Wales 
Welsh Government 
Rhyd y Car 
Merthyr Tydfil 



CF48 1UZ 
 
Tel: 03000628888 
Fax: 03000628548 
Email: 
cssiw.mid&south@wales.gsi.gov.uk 

 

A copy of the Willowbrook House Care Home complaint policy and 
procedure is at appendix 1.   
 



Appendix 1 

 
 

Complaints Policy 
 
1. Introduction 
 
1.1. The purpose of this policy is to set out the framework for the 

management of complaints, in accordance with the Care 
Standards Act and associated legislation, as well as the 
Local Authority and NHS Complaints Procedure, to ensure 
that complaints are dealt with comprehensively, efficiently 
and effectively.  

 

1.2. The guidance also takes account of new regulations in the 
Care Standards Act 2000 and the Children Act 1989 
(Regulatory Reform and Complaints) (Wales) Regulations 
2006, which came into force

 
January 2007.  

 
1.3. The Directors and Manager of Willowbrook House are 

committed to providing the highest quality of care, treatment, 
facilities and services to residents, visitors and staff, and 
views the management of complaints as a vital tool in this 
process.  

 
1.4. Comments and complaints will be viewed positively as an 

opportunity for residents to express their views and 
challenge decisions. This will assist the Directors to develop 
a service that responds flexibly and sensitively to the needs 
of residents and their families. 

 
1.5. All complaints will be carefully investigated and the 

opportunity will be taken to review practices. If it is shown to 
be necessary changes will be made to those practices.  

 
1.6. Improving the way in which complaints are handled is an 

important element in Willowbrook House’s constant drive to 
make sure that complaints information is an integral part of 
systems for improving quality. 

 



1.9. The boundaries between Willowbrook House and other 
organisations are not always clear to residents and the 
general public.  As a general rule, Willowbrook House will 
investigate and answer complaints received by or on behalf 
of residents who receive services commissioned or provided 
by Willowbrook House e.g. hairdressing or chiropody 
services.   

 
1.10. Where a complaint also relates to a service or other 

organisation other than those provided by Willowbrook 
House, i.e. residents receiving care in the Community 
Assessment Unit,  a lead organisation will be identified to co-
ordinate the investigation and provide the overall response 
and this will be made clear to the complainant at the outset. 

 
2. Definition of a complaint 
 
2.1. A complaint may be generally defined as “an expression of 

dissatisfaction or disquiet about the actions, decisions or 
apparent failings of Willowbrook House’s provision of 
services, which requires a response.”  This definition will 
include staff performance or residents care; the environment 
or care facilities; systems or processes, and may be raised 
by a resident, relative, member of staff; representative group 
or member of the public. 

 
2.2. Consideration should also be given to whether the complaint 

meets the criteria for referral under the Adult Protection 
Policies and procedures. 

 
2.3. If it is identified at the outset that a complaint falls outside the 

remit of Willowbrook House’s procedure, the complainant 
must be given appropriate advice about where to take their 
complaint.   

 
3. Guiding Principles 
 
3.1. The procedure will be operated in accordance with the 

principle that the welfare of the resident is safeguarded and 
promoted  

 
3.2. To have in place a robust procedure for dealing with all 

complaints that complies with statutory requirements; 
 



3.3. To provide clear information on handling of complaints to all 
staff to promote a culture of resolving complaints at the most 
local level in a timely way; 

 
3.4. Residents and members of the public will have clear, easily 

accessed information about how to make complaints about 
Willowbrook House; 

 
3.5. Complaints handling will be given a high profile within 

Willowbrook House; 
 
3.6. Management and staff will promote a culture of openness 

and honesty when responding to complaints; 
 
3.7. To promote joint working, both internally and externally in the 

resolution of complaints; 
 
3.8. To have a culture of welcoming feedback from residents in 

order to gather information which can be used to inform staff 
training and improvements to service delivery; 

 
3.9. To ensure that all complaints are properly monitored, 

recorded and investigated and the appropriate reports are 
submitted as required; 

 
3.10. To ensure that all complaints are dealt with by Willowbrook 

House as they arise, with the Registered Manager being 
responsible for the detailed investigation and draft response.  
The Director, Angela Kelly will be responsible for the final 
reply to the complaint. 

 
3.11. All those involved will have due regard to confidentiality of 

information and the requirements of the Data Protection Act 
1998. They must also adhere to the principles of equal 
opportunity.  

 
4. Staff Support 
 
4.1. Staff will be supported throughout any investigation process.  

Staff will not be unfairly exposed to disciplinary action or any 
threat to their registration. 

 
4.2. Any issues highlighted by an investigation about clinical or 

professional practice or disciplinary matters will be dealt with 



in full consultation with the Director, Angela Kelly and the 
Registered Manager.   

 
4.3. Willowbrook House acknowledges that in order to ensure 

fairness to complainants and staff, staff should have access 
to support throughout the investigation of a complaint.   

 
4.4. Within the confines of confidentiality, staff may seek the 

assistance of their professional association or trade union. 
 
4.5. Where there is reason to believe a member of staff has 

committed a criminal act, the Directors of Willowbrook 
House will take steps to preserve its position, and advise the 
member(s) of staff at an early stage to enable them to obtain 
separate legal advice and/or representation. Staff will also be 
encouraged to seek support from relevant professional 
bodies such as the Nursing and Midwifery Council. 

 
5. Vexatious Complaints 
 
5.1. If upon receipt of a complaint it is identified that the 

complainant is vexatious or abusive in intention, or if an 
individual makes persistent complaints to Registered 
Manager, in consultation with the Director Mrs Kelly they will 
consider the appropriate steps to take.  Staff should be 
aware that a vexatious or persistent complainant may have 
justifiable grounds to have one or more of their complaints 
investigated. 

 
6. Local Resolution Procedure 
 
6.1. Not all problems that arise in the day to day running of 

Willowbrook House should become a formal complaint to a 
statutory authority such as social services, the NHS, i.e. local 
health board or the Welsh Ministers (CSSIW). Attempts 
should be made wherever possible to resolve the complaint 
though local resolution.  

 

6.1. All services regulated by CSSIW are required to operate 
within their own robust complaint procedures, which should 
always allow for local resolution wherever appropriate. Every 
attempt will be made to resolve the complaint as close as 
possible to the point of service delivery.  

 



6.2. Time and effort should be invested in resolving complaints at 
this stage. This is the point where staff and residents should 
discuss the issue, exchange information and thinking behind 
decisions, negotiate where possible and agree a way 
forward. It may be appropriate to consider if the involvement 
of a mediator would be helpful, with the agreement of the 
complainant.  

 
6.3. When a complaint is made, the complainant must be advised 

of their right to complain at any time to CSSIW, the local 
authority or local health board that has arranged for the 
service.  

 

6.4. The complainant must also be advised of the availability of 
any advocacy services, which may be of assistance.  

 
6.5. If the allegation being made is of alleged abuse to a 

vulnerable adult, the investigation of the complaint must be 
suspended, and a referral made in line with the procedure for 
the Protection of Vulnerable Adults. Otherwise, this local 
resolution stage should be bypassed only where it is 
inappropriate to resolve the complaint locally or where the 
complainant is not prepared to allow this to happen.  

 
6.6. If any of the Directors or the Manager of Willowbrook are the 

subject of the complaint. Additionally, where the issues 
outlined in the complaint appear to be so serious, it may be 
appropriate to refer to CSSIW or any other relevant authority 
(i.e. police, social services, local health board) conduct their 
own investigation from the outset.  

 
6.7. Complaints may be received by any method and need not be 

in writing. The details of the complaint should be 
acknowledged in writing to the complainant within 3 days of 
receiving it.  

 
6.8. The person receiving the complaint should keep a written 

record of all the required details of the complaint, the 
outcome of the investigation and any action taken in 
response.  The recording must be accurate and agreed with 
the complainant, which explains decisions and notes those 
areas that continue to need resolution. 

 
6.10 The recording must provide evidence about:  
 



                             • the nature of the complaint  
                              • the desired outcome  
                              • how the investigation was carried out  
                              • the content of interviews undertaken  
                              • the outcome of the complaint  
                              • action taken in response  
 
6.11. Where a complaint is made on behalf of a resident, the 

person receiving the complaint should establish if possible 
whether the subject of the complaint supports the complaint.  

 
6.12.  The complaint must be concluded a soon as reasonably 

practicable and in any event within 14 calendar days. This 
time limit may be extended for up to a further 14 days with 
the agreement of the complainant. 

 
6.13. The Manager must confirm in writing to the complainant the 

agreed resolution. The details must set out : 

 reasons for the decision 

 recommendations,  

 apology if appropriate;  

 complainant's right to request a formal 
investigation into the complaint and guidance 
on how to do so.  

 details of how to contact CSSIW.  
 
6.14. If requested, the Manager must, at the request of the CSSIW 

or any authority that has arranged for the service, confirm 
the local resolution of a complaint.  

 
6.15. If possible a face to face meeting should be held with the 

complainant to discuss the written response and outcome. 
 
6.16. Anonymous complaints must be processed in the same way 

i.e. fully investigated and recorded. A response to the 
complainant is clearly not possible, but the outcome should 
be recorded along the lines set out at paragraph 6.13 

 
6.17. It is a requirement that a record of all complaints dealt with at 

this stage by the regulated service should be kept and made 
available for inspection by CSSIW.  

7. Formal Consideration  

7.1. Complaints that are dealt with formally will be resolved as 
soon as practicable and in any event within 35 days. 



 
7.2. The outcome will be confirmed in writing to the complainant, 

which will summarise the nature and substance of the 
complaint, the conclusions and action to be taken as a result.  

 
7.3. The Director, Mrs Angela Kelly will send a copy of the written 

response to a complaint to CSSIW and any contracting 
authority for the service. 

 
7.4. If the complaint has not been resolved within 35 days of the 

request for formal consideration, the Director must notify 
CSSIW of the complaint and the reasons for the delay.  

 
7.5. The time limit of 35 days may be extended with the 

agreement of the complainant.  

8. Complaints subject to concurrent consideration  

8.1. Where complaints involve more than one body taking action; 
there are a specific set of arrangements for concurrent 
investigations and joint investigations and, allow for different 
handling arrangements.  

 
8.2. Concurrent investigations may be where the:  
 

 complainant indicates their intention to start legal 
proceedings,  

 organisation providing a service to Willowbrook House 
undertakes       
disciplinary proceedings,  

 individual is under investigation by a health and/or care 
regulator   

 adult protection conference has been convened.  

8.3. The Manager must consider, in consultation with the 
complainant and any other person or bodies whom they 
consider appropriate to consult, how the complaint should be 
handled.  

8.4. All parties must consider how they should handle the 
complaint. They may suspend consideration of the complaint 
but it will not be appropriate to do so in every case.  

 
8.3.  All parties have the power to resume their handling of the 

complaint at any time and local authorities have a duty to 



resume when other investigations are over if the complainant 
asks them to.  

 
9. Compliments and Feedback 
 
9.1. The Registered Manager will ensure that all compliments 

and feedback are given to the unit and/or individual and 
where appropriate that copies are placed on the individual’s 
personnel file.   

 
9.2. Feedback received which requires further action will be 

forwarded to the appropriate team leader for action.  The 
Registered Manager will review the action within three 
months and provide a response to the individual raising the 
issue. 

 
9.3. The Registered Manager will undertake resident and public 

involvement wherever possible when planning service 
changes as a result of feedback. 

 
10. Training 
 
10.1. Willowbrook House is committed to making training on 

complaints handling available to all members of staff as 
potentially residents will express opinions or dissatisfaction 
to any member of staff at any time. 

 
10.2. Complaints training will be included in the induction training 

for all new staff and in-house training sessions on handling 
complaints will be conducted at least bi-annually. 



Appendix 2 

FIRE INSTRUCTIONS FOR STAFF 
These instructions also apply to other serious incidents that may 

necessitate the partial/total evacuation of residents 

 

 IF YOU DISCOVER A FIRE OR OTHER SERIOUS 
INCIDENT: 

 Raise the alarm by sounding the nearest alarm call point 
 

 Make your way to the Fire Control Point, using the shortest 
safest route, and ensuring all Fire Doors are closed behind 
you. 

 

 Notify the senior person on duty of the location and nature of 
the fire or other serious incident. The senior person on duty 
will assume control of the situation 

 

 Designated person to ensure Fire Brigade, and other 
emergency services, as necessary, are contacted by dialling 
“999” 

 

 If it is appropriate and safe to do so, switch off all 
Kitchen/Laundry and other non medical/therapeutic 
equipment and shut off all gas valves,  

 

 Evacuate residents and staff from all rooms within the 
immediate area. Where appropriate Horizontal Evacuation 
must be implemented, ensuring that you pass through one 
set of Fire Doors. If Horizontal Evacuation cannot be 
implemented, use the stairwells to move persons to a safe 
area 

 

 NEVER USE THE LIFTS in the event of a fire 
 

 Always ensure the Fire Doors close behind you 
 

 ONLY IF IT IS SAFE TO DO tackle the fire with a suitable 
appliance, unless the fire is beyond obvious control. Only 
suitably trained personnel should tackle a fire in the company 
of others. NEVER ATTEMPT TO TACKLE A FIRE ALONE 

 

 In the event that an External Evacuation is necessary, all 
evacuated persons must report to Fire Assembly Point 
outside the at the car park outside the main door 



 

 DO NOT return to the building until authorised to do so by a 
senior Fire Brigade officer or similar. 

 
IF YOU HEAR THE FIRE ALARM: 
 
Available staff in the affected unit should report to Fire Control 
Point for instruction ensuring all Fire Doors are closed behind 
them. 
 
Available staff on duty in other units should proceed to the affected 
unit to determine the nature/extent of the fire/incident and to render 
assistance as instructed. 
 
As above, designated person to ensure Fire Brigade, and other 
emergency services, as necessary, are contacted by dialling 
“9999” 
 
All staff to assist in the evacuation of persons as stated above  



Fire Alarm Procedures 

 

Thoroughly Check the 

Zone indicated 

If satisfied 

that it is a 

false alarm, 

reset panel 

If not 

satisfied 

that it is a 

false alarm 

Member of staff 

reports it as a false 

Alarm 

Silence the Alarm 

Check on Fire Alarm Panel where fire has been detected 

On Hearing the Fire 

Alarm 

Confirmed Fire in 

Zone indicated 

Detail someone to 

ring 999 for the Fire 

Service 

Deploy staff to zone affected 

and begin evacuation of 

residents to a protected area. 

Note: 

Do NOT place staff at risk! 

Meet the Fire Service and have the following information available: 

1. Location of Fire 

2. details of residents requiring evacuation  

3. Emergency Folder that includes plans, staff and residents lists. 

If it is safe to do the Fire Officer 

will agree with the re-setting of the 

panel and re-entry into the building 

If evacuation required 

follow the Evacuation 

procedure 



Appendix 3 
Standard Contract  

 
THIS AGREEMENT is between Willowbrook House and  
 
“THE SERVICE 
USER”……………………………………………………… 
 
Residence and Payment of Care Fees: 
 

1. Upon payment of the weekly charge as hereinafter defined in 
paragraph 2, Willowbrook House undertakes to provide 
accommodation, food, light, heat, laundry and all the 
necessary personal and nursing care as would normally be 
requires by a Service User within a home environment. 

 
2. The Monthly charge shall be the sum 

of……………………………per month, where a Service User 
is self funding the above shall be paid one month in advance 
by cash/ cheque or bankers draft.  These fees shall cover the 
provision of all services referred to in Clause 1 above subject 
to review. 

 
The above fees are made up of several elements 

 
Local Health 

Board………………………………………………………… 
 

Service User 
Contributions………………………………………………… 
 

Local County 
Council………………………………………………………… 
 

Third party 
agreement………………………………………………………. 
 

Total………………………………………………………………
…………… 
 

3. Willowbrook House undertakes to maintain a standard of 
care as required by the Regulator – the National Assembly 
for Wales.  If an occasion should occur where a complaint or 
query arises the Service User is referred to the Willowbrook 
House written complaints procedure for dealing with such 



incidences.  If the complaint is not resolved, the Service User 
may wish to refer to the Regulator, whose address is 

 
CSSIW 
Mid & South Wales 
Welsh Government 
Rhyd y Car 
Merthyr Tydfil 
CF48 1UZ 
 
Tel: 03000628888 
Fax: 03000628548 
Email: 
cssiw.mid&south@wales.gsi.gov.uk 

 
4. This agreement shall continue in force until termination by 

either party giving to the other written notice four weeks 
before termination.  Should the Service User leave the Home 
without giving the required notice, payment of fees in lieu of 
notice at the normal or revised rate will be required. 

 
5. The first four weeks of admission shall be regarded as a trial 

period for the benefit of the Service User and Willowbrook 
House. 

 
6. Willowbrook House will be the abode of the Service User. 

Should a Service User at any time require hospital treatment 
or be otherwise temporarily absent from the Home, 
Willowbrook House will retain the accommodation for eight 
weeks at the current weekly charge, unless four weeks 
termination of contract is given by either party to the other. 

 
7. In the event of death of the Service User, any fees 

outstanding for the Service user will be charged to the 
estate. Third parties who agree to meet Service User’s fees 
in whole or part must sign below to this effect before the said 
person becomes a resident at Willowbrook House. 

 
8. Willowbrook House may give notice to the Service User of 

termination of this agreement as outlined in clause 4 above, 
requiring the Service User to leave the home under the 
following circumstances: 

 

 Non Payment of fees 



 If, having consulted the Service User and taken advice 
from the appropriate member of the health care team, 
e.g GP, Consultant Specialist or Social Worker 
concerning the present and future care needs of the 
Service User, Willowbrook House are no longer able to 
meet the Service Users needs. 

 Any circumstances or behaviour which Willowbrook 
House feel may be seriously detrimental to the Home 
or welfare of other Service Users. 

 
9. Fees will be reviewed from time to time as determined by 

Willowbrook House.  Any increase in the fee will be as a 
result of inflation or any other increase in overheads or 
operating costs which Willowbrook House experiences for 
the provisions of additional care and service or as a result of 
statutory provision coming into force after the date thereof. 

Medical and Personal Requirements 

 
10. The Service User shall from his/her own resources 

provide (other than medication prescription) hairdresser, 
newspaper, clothing, and toilet requisite and other items of 
luxury or personal nature.  Telephone calls will be charged at 
the current domestic rate. 

 
11. Service Users will be required, before taking up 

residence, to provide information to Willowbrook House on 
the state of their health, any treatment required and the 
name of the medical advisor and complete all necessary 
consent form. 

12. The Service User, or where appropriate, his or her 
representative may request Wiilowbrook House take charge 
of and dispense all the Service Users prescribed 
medications.  If a Service User elects to retain and 
administer his/her own medication it must be kept in a secure 
place.  The home cannot accept responsibility for the misuse 
of medication, which are retained by any Service User. 

Personal Effects and Personal Mobility 

 
13. Service Users are free to journey out alone, however, 

Willowbrook House cannot accept responsibility for a Service 
User’s safety away from the Home unless the journey and 
any necessary supervision is arranged by the Home. 

 



14. Willowbrook House shall first inspect all electrical items 
brought in by Service Users on admission or during 
occupation of the home as to their safety before their use. 

 
15. At the discretion of Willowbrook House items of 

furniture may be bought in by the Service User subject to 
inspection as to conditions and defects liable to render the 
article unsafe or unfit.  Transportation insurance and 
eventual removal of such items shall be the Service Users 
responsibility including cash securities and other monies. 

Insurance 

 
16. Willowbrook House is insured at the rate of £50 per 

person for valuable effects left in the Home by the Service 
User. 

 
17. All Valuable assets must be declared upon admission 

for insurance purposes.  Safekeeping can be arranged at 
Willowbrook House. 

In the Event of Emergency 

 
18. The Service User is asked to supply the following 

information to assist the staff in the event of an emergency or 
termination of accommodation. 

 
 
a) Name, address and telephone number of next of kin. 
 
 
 
 
 
b)  Any Social or Cultural traditions that the Service User 
requires to keep. 
 
 
 
 
 

Status of the Home 

 



19. Willowbrook House is registered as a Care Home with the Care and 
Social Services Inspectorate for Wales on behalf of the National 
Assembly for Wales. 

 
 
 
Signed:--------------------------------------------------------------- 
                       For and behalf of Willowbrook House 
 
Date:----------------------------------------------------------------- 
 
 
 
Signed:---------------------------------------------------------------Service User 
 
Date:------------------------------------------------------------------ 
 
 
 
 
In the case of a Service User whose fees are paid in whole or part of a 
third party the undersigned appointee, representative of next of kin hereby 
agrees to pay any outstanding arrears arising up until termination of this 
agreement. 
 
Signed……………………………………………………………………………… 
 
Relationship to Service User…………………………………………………… 
 
Address……………………………………………………………….................. 

 
…………………………………………………………………………………… 

 
      …………………………………………………………………………………… 
     
     Date……………………………………………………… 
 
 
 


