
Herons Ghyll, Uckfield, East Sussex, TN22 4BY
Tel: 01825 714 400 

RESIDENT’S HANDBOOK



CONTENTS

Aims and objectives of Medici Healthcare 1

Life at Temple Grove 3

Our Care 6

Organisation 11

Our Services 12

Communications 13

Principles and Values Underpinning Our Services 15

Confidentiality 18

Residents and Equal Opportunities 19

Safeguarding 20

Fire Safety 21

Complaints Procedure 22

Addresses 23

Advocates 24

SPECIALIST CARE  
IN A SPECIAL HOME 



1

REGULATED ACTIVITIES ARE
• Accommodation for persons who require nursing or personal care.

• Treatment of disease, disorder, or injury.

• The Number of people who live here is 65.

OUR FACILITIES INCLUDE
• Large single en-suite rooms, many with individual terraces and all with internet 

access, remote controlled flat screen plasma televisions with Freeview, telephone 
point and 24-hour nurse call system.

• Shop

• Cafe

• On call Doctor – Routine Doctors rounds Tuesdays & Fridays. 

• Family room 

• Library

• Full activities programme

• Activities room

• Hairdressing Salon

• Home Cinema room

• Daily delivery of papers and magazines

• Personal laundry and housekeeping services

• Extensive daily menu using predominantly fresh, locally sourced produce

• Landscaped gardens

A pre-admission assessment will be carried out to assess the suitability of the match 
between your needs and the services and facilities of the home. The suitability 
of your admission will be discussed with you and if appropriate, and with your 
permission, your representative (s).

The contract of admission (attached) states that the first month of your stay will be 
on a trial basis, to ensure that you are satisfied and have made the right decision.  
At the end of the month, we will consult with you and, if appropriate and with 
your permission, your family, to seek your views as to whether you wish to stay 
with us or move elsewhere. If you decide to stay with us, your admission will be 
confirmed. If you decide to leave, we will support you fully in that decision, and 
help you to find alternative accommodation.

Emergency admissions will be accepted only in exceptional circumstances, where 
the health and safety of the individual is under threat, and these admissions 

are normally only via a professional referrer such as Social Services. In this 
event the suitability of the proposed resident will be discussed with the 

professional referrer to ensure that their needs match the services  
offered and the normal pre-admission assessment will be carried 

out within 48 hours of admission.

AIMS AND OBJECTIVES  
OF MEDICI HEALTHCARE

On behalf of the owners Joanne and Mark myself and all our staff at Temple Grove,  
we welcome you, your family and your friends to our Home. 

We hope that you will be happy with us and will continue to enjoy your current recreational 
and social pastimes and contacts in addition to those which we can offer you after joining us.

We want you to continue living your day-to-day life in the way that you want to and hope you enjoy  
the friendship and support of our home.

Welcome to Temple Grove Nursing Home is an 
independent family owned and managed home rated 
‘outstanding’ by the Care Quality Commission CQC.

Handbook updated April 2021. by Alison Barnes (General Manager)
Alison Barnes 
General Manager

New residents testing 
with results usually 

within 48 hours. 
Regular testing for staff 

and residents.

New high precision  
state-of-the-art thermal  

monitoring system  
in place.

Regular robust 
hygiene and cleaning 
throughout the home, 

entry points and lift 
sanitising regime.

Special visiting areas 
with hand sanitiser, 

face masks and  
gloves provided to all 

visiting guests.

Plentiful supplies  
of PPE  

(personal protective 
equipment).

Infection control / 
cross contamination 

measures, non reliant 
on agency staff and 

no staff uniforms worn 
outside the home.

OUR COVID-19 CARE POLICY
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MOVING INTO TEMPLE GROVE
The first step is to visit our home. Potential residents, their families, principal 
carers, or friends are welcome to look around and be introduced to our residents 
and staff. If there are any barriers to getting here one of our senior members of staff 
will happily arrange transport and an escort for the visit. One of the Management 
Team will discuss the person’s individual requirements and the range of services 
we are able to provide. This process is then formalised into an assessment of needs 
which becomes the basis for a decision by both the potential resident and the 
home as to whether admission to the home is appropriate. In common with all 
records regarding residents, the assessment(s) will be made with the individual’s full 
knowledge and co-operation.

The Registered Manager or one of our team will visit the potential resident at 
home, or in hospital if necessary, and will document a pre-admission assessment. 
This information will form part of the initial care plan and allows the individual, 
their family and our staff to gain an understanding of whether/how we can use our 
skills to facilitate an overall improvement in their health and wellbeing.

Any questions can be discussed with the named nurse, key worker, or one of the 
Management Team. The home manages pre-admission and admission assessments 
and the information recorded therein according to a detailed policy and procedure, 
a copy of which is available within the home and on request. 

LIVING IN TEMPLE GROVE
Hobbies, Interests and Activities:

The individual’s interests and hobbies are discussed during assessment and once 
noted are recorded in the care plan. If someone has a special interest, we request 
that they let us know so that we can make arrangements for them to continue with 
them. We can organise outings and, have a range of interesting activities in house 
which suit most tastes. Naturally, every resident is free to choose whether to join 
in with our activity programme or not. There are quiet corners in Temple Grove 
where residents along with their family and friends can relax in peace should they 
wish to.

Meals:

Temple Grove takes pride in the variety and quality of the food on offer. Special 
diets and personal preferences are catered for. Meals are prepared on the premises 
from fresh produce purchased locally. We are happy to provide meals for visitors 
if reasonable notice is given. (charges may apply). We provide a four-weekly menu 
which is reviewed on a regular basis. Residents are welcome to suggest changes 
to the menu at any time and they regularly participate in meetings where their 
thoughts and ideas about the menu are explored and actioned.

Religious Observances:

Religious observance is supported according to the wishes of every individual. 
Temple Grove can organise introductions between residents and the representatives 
of various religions and can provide a private space where meetings can be held.

Name: Medici Healthcare Ltd

Address: Temple Grove Care Home
 Herons Ghyll
 Uckfield
 East Sussex 
 TN22 4BY

ALISON 
BARNES

JOANNE AND MARK ELLISON, 
OWNERS OF TEMPLE GROVE

DETAILS OF REGISTERED PROVIDER,  
NOMINATED PERSON AND  
REGISTERED MANAGER

NOMINATED PERSON  
/ GENERAL MANAGER

Breakfast: Breakfast is served from  
8am onwards

Lunch: Lunch is from 12.30-14.00 pm

Supper: Supper is from 5pm onwards 

Drinks and snacks are available 24hrs a day.

HEAD CHEFS
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SERVICES AVAILABLE
Shopping: 

Temple Grove Care Home has a shop on the premises with toiletries etc for sale. 
Any resident who wishes to go out on a shopping trip can make a request and 
arrangements will be made via their Key Worker and/or the Activities Co Ordinator.

Transport: 

Our policy is that all residents will have transport arranged for them for 
appointments, and whenever possible, they will have access to a health service 
ambulance. An escort who can accompany them to appointments will be provided.

Taxis will be arranged (charged to the resident at full cost) for relevant 
appointments where other arrangements cannot be made.

Temple Grove owns a minibus which is used for a variety of outings.  
All residents will be supported to have access to this vehicle.

Keeping Pets:

Wherever possible, the keeping of pets will be encouraged on the basis of their  
beneficial and positive influence on resident’s lives. We also have regular visits  
from the (well behaved) pets of carers, residents and relatives.

Medical Services:

Anyone who would like to retain the services 
of their own General Practitioner (GP) can 
speak to their GP Practice to see if this is 
possible. If the preferred GP cannot attend 
the home, or if the resident wishes to change 
their GP we can provide a list of the ones 
who cover this geographical area. Temple 
Grove also has the facility to register any 
residents, who are happy to do so, at their 
local GP Practice with whom there is a long 
standing arrangement to provide medical 
services on the premises in the form of a 
GP round twice a week. The Doctors at our 
practice will also make out of hours visits  
on request. 

A visiting Physiotherapist can be arranged:

The Community Physiotherapist may attend if physiotherapy is prescribed, or 
private arrangements can be made (charges apply). 

A visiting Chiropodist can be arranged:

The Community Chiropodist may attend if chiropody is prescribed or private 
arrangements can be made (charges apply).

Dentist or Optician:

A request can be made to see a Dentist, or an Optician. They can either come to 
Temple Grove or accompanied visits to their practices can be arranged. Again, 
there will be charge to the resident as appropriate.

Community Nurse:

If you are assessed as “residential” you can have visits from the Community Nurse.

Other Services:

There are Community Nurses who can provide specialist advice on problems such 
as Diabetes control and wound care. After discussion with you, you may be assured 
that we will contact any specialist help and advice to which you are entitled.

Residents Check List:

The following checklist is meant as a guide to clothing requirements for residents of 
the home:

Clothes as a Minimum:

• 3 sets of day clothes
• 7 sets of underwear
•  3 sets of Night clothes
• Dressing gown and slippers
• Shoes and appropriate hosiery

Where possible we would ask that all items are clearly and permanently marked 
with the resident’s name. Labels can be purchased before admission for relatives to 
sew into clothes and to retain a stock for future use.

We have our own in-house laundry and every care is taken with our resident’s 
clothes. It is advisable to bring easy care fabric clothing – time for hand washing 
is limited. We will be happy to arrange for clothing to be collected together for 
laundering off the premises if preferred, or other services e.g. dry cleaning can be 
arranged off site (charges apply).

Toiletries:

• Toothbrush, Toothpaste / denture cleaner.
• Soap / shower gel
• Shaving materials

It is Important to Remember to Bring any Items such as:

• Spectacles, magnifying glass
• Hearing aids
• Walking stick
• Writing materials, stamps
• Radio

Please bring all prescribed medications, plus your Health Service Medical card.
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CARE OBJECTIVES
Accommodation for people who require nursing or personal care, treatment  
for disease, disorder or injury and diagnostic or screening procedures.

PHILOSOPHY OF CARE
Compliance with CQC at an Outstanding Level:

The aim of Medici Healthcare is to comply with the following 5 CQC Outcomes at 
an Outstanding Level.

OUR CARE

SAFE
‘Our residents will be protected from abuse and avoidable harm’.

The Medici Healthcare Safety Management System is embedded in all that we 
do at Temple Grove.

• The 10 areas of our Safety Management System are continually reviewed, 
making changes where needed.

• Quarterly Governance meetings ensure sustainability in our practices.

• All staff are trained in safeguarding and are continually involved in any 
areas of concern.

• The right of independence will be respected and encouraged for all 
residents, and all caring activities will be treated in a confidential manner.

WELL LED
‘Our leadership, management and governance ensure we are providing high 
quality care that is based around the individual needs, that it encourages 
learning and innovation and that it promotes an open and fair culture’.

CARING
‘Our staff will involve and treat residents with compassion, kindness, dignity 
and respect’.

FREDA is at the heart of everything we do at Temple Grove and applies to all 
staff and residents collaboratively.

Freda stands for:

Fairness the treatment of behaviour without favouritism or discrimination

Respect all people who live and work at Temple Grove Nursing Home and 
everyone who visits will be treated with respect.

Equality to be treated equally regardless of ability, background or lifestyle

Dignity treating individuals in a polite, sensitive and caring way

Autonomy freedom to be who you want to be and to make the choices you 
want to make.

At Temple Grove we are committed to ensuring the FREDA standards are 
adopted and embedded throughout our service.

EFFECTIVE
‘Our care, treatment and support will achieve good outcomes in order to 
maintain quality of life’.

• Medici Healthcare prides itself in its relationships with outside 
professionals and this enables us to provide care for residents with complex 
care needs. For example, we will work with Tissue Viability spear heading 
all areas looking after complex wounds.

• We have an inclusive relationship with a Speech and Language therapists 
and a highly specialised Dietician.

• These roles combine to ensure that the complexity of our residents will 
have a sustainable care plan with ideals and goals set.

• Our support club helps bereaved family members and residents alike.

• This group will allow people a safe place to discuss their feelings with others 
who have experienced loss or grief, including those with loved ones in 
palliative care or the later stages of dementia.

• Medici Healthcare is currently on the pilot scheme of “EHCH” Enhanced 
Health in Care Homes – this collaborates specialities using best practice 
and innovative skills.

• We offer skilled care to enable people who live here to achieve their 
optimum state of health and well-being.

RESPONSIVE
‘Our services are organised so that they meet the resident’s needs’.

• There will always be the opportunity for anonymous feedback from 
residents and relatives at the end of all reviews to help strive and  
improve the service and to work reflectively and to learn from any  
mistakes or complaints.

• Our aim is to look after all of our residents medical, emotional, social, 
practical, psychological, and spiritual needs, and the needs of the person’s 
family and carers.

• We regularly review our services with multidisciplinary teams. We act on 
ideas, concerns and compliments to improve our overall service.

• We look for innovative ways to help support our residents needs and be 
able to evidence this in the progress and outcomes of these residents.

• Temple Grove has a dedicated activities team as well as a Welfare Officers 
supporting new residents and their families.

• We have strong links with the community, bringing in entertainment and 
arranging trips out.

• We uphold the human and citizenship rights of all who live, work and  
visit here.

• Individual choice and personal decision-making are the right of all service 
users and are supported by all the people who work here.

• We recognise the individual’s need for personal fulfilment and aim to offer 
individualised programmes of meaningful activity to service users in order 
to satisfy that need.
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STAFFING
At Temple Grove the staff are at the heart of the service. Everyone has a voice from 
Laundry to Management and everyone is encouraged to share their views and raise 
any concerns they may have.

Our Values & Commitments at Temple Grove Care Home:

• We are committed to treating people kindly and respectfully.

• We strive to work together to create a strong team.

• Individual choice is considered a basic right for all our residents.

• We listen to our residents and make changes within the service if necessary.

• We provide a skilled workforce who always aim to go that extra mile.

• We provide an environment that allows our residents to feel safe and secure.

Sustaining High Levels of Care Through a Best in Class and Tested Training Program:

Medici Healthcare has built a strong reputation over the last 10 years of providing 
consistently high levels of care. This has only happened because of our staff,  
who are empowered to provide person- centred care through a combination of:

• Training

• Team Ethic

• Defined career progression

Training is at the Core of our Care Provision.

• New employees are all offered the opportunity to commence the Care Certificate. 
We manage and train our employees with the aim that they will all achieve 
Qualification Credit Framework (QCF) and Health and Social Care Diplomas 
at Level 2. All other employees receive the training appropriate to their work, 
for example the catering staff learn about food hygiene. Every employee receives 
annual training in health and safety matters e.g. moving and handling, fire risk 
awareness, adult protection issues and a range of other matters.

• All our HCA’s are required to undertake 4 weeks induction, shadowing senior 
members of staff before we include them in our staff numbers.

• Team ethic is a crucial part of the Healthcare we provide.

• HCA’s and RGN’s work in teams on designated units, allowing teams to take 
ownership of care as a collective.

• This approach also ensures that residents and staff build up strong relationships 
and allows for monitoring of changes to behavioural patterns – an indicator of 
changing needs.

Staffing is the single largest hurdle in providing excellence in care, both in terms of 
the physical element of providing the correct staff numbers and avoiding the use of 
agency staffing and also staff retention.

• One of the strengths of Temple Grove is staff retention, 32% of staff still working in 
the home from when it was opened in 2009, 60% of the staff having worked in the 
home for 5 years or more.

This has been achieved by a mixture of career progression and staff numbers.

This is a fantastic retention rate as the healthcare sector in general suffers from 
transient workforce staff, with many staff lasting less than 6 months in post.  
This is disruptive for both the consistency of care provided and for residents who 
are unable to forge meaningful relationships with staff.

Our staffing levels conform to the standards set out in the publication “Care 
Staffing in a care home for older people” published by the Residential Forum and 
recognised as the benchmark for staffing levels by CQC.

Medici Healthcare work on staff ratios 20% higher than these industry standards.

• This allows us to provide high levels of care, by enabling staff to adopt a need’s 
based, resident first approach to care rather than a time managed approach.

• This both improves the atmosphere in the home as well as creating a more 
attractive approach to work for employees. 

In addition, to having above average staffing ratios we also staff to a further 10% 
above assumed staffing hours.

• This enables sick, holiday and induction hours to be covered by our own fully trained 
staff, who know the residents rather than agency staff, who are less accountable 
than our own staff and can lead to a disruption to the service.

A defined career progression is also key to our staff retention.

• The HCA structure we implement allows a clear route to promotion, from HCA  
to Senior HCA and Team leader.

• We have recently introduced enhanced carers, for our most experienced staff, 
who are trained to a level that allows them to carry out many of the duties 
performed by RGN’s.

A list of current staff and their qualifications is available on request and on display 
in the home. In addition to the staffing levels shown there is a Senior Management 
Team who each work 40 hours per week, most of which is usually in addition to 
the levels displayed, though in certain circumstances they may need to be included 
within the staffing levels.

Staffing levels may be increased at the discretion of the Management Team if 
required. Care Staff work on a rota system which ensures that the home is staffed 
by the appropriate number and skill mix throughout the day and night, including 
weekends and public holidays.



WE ARE COMMITTED TO 
PROVIDING THE HIGH LEVELS 
OF NURSING IN A CARING AND 
SUPPORTING ENVIRONMENT
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ORGANISATION

Joanne Ellison
Director / Owner

Mark Ellison
Director / Owner

Alison Barnes
General Manager

Head Chef

2nd Chef Assistance 
Chef

Kitchen  
Assistance

Hairdresser

Welfare  
Officer

Activities

Deputy Manager

Clinical  
Lead

Training 
Lead

Maintenance

Gardener

Office  
Manager

Receptionist Administrator

RGN

Senior  
Healthcare 

Professional

Team Leader

Healthcare 
Professional

Head of  
House  

Keeping

General  
Housekeeper

Laundry

Laundry  
Assistant
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DESCRIPTION OF SERVICES OFFERED INCLUDING SERVICES 
SUPPLIED BY OUTSIDE CONTRACTORS
Personal care, Nursing care, all meals, laundry, room cleaning and social activities. Each 
resident has an individualised care plan. The care plan is reviewed and updated rou-
tinely at least once a month and also in response to any changes in the resident’s needs.

Hairdressing, Chiropody, Physiotherapy, Optician and Dental Services are  
available from Independent Contractors at reasonable rates. 

Temple Grove Care Home can arrange for the residents to have access to these 
services; the Contractor will then discuss their terms of business and associated 
charges directly with the resident. The resident (or their representative) normally  
arrange and deal with payments to the contractors, but if this is not possible then 
we ask that the matter is discussed with the one of the Management Team with a 
view to finding/agreeing suitable alternative arrangements. 

THE PHYSICAL ENVIRONMENT
Temple Grove Care Home is located and situated in woodlands between Crowborough 
and Uckfield. The home was built on the tennis courts of the old private school 
Temple Grove which is now apartments and benefits from being situated within the 
historic grounds of the Temple Grove Estate. There is a bus service that stops just 
short of the home and the home itself sits back from the A26. 

OUR SERVICES COMMUNICATIONS

KEEPING IN TOUCH
Visitors are very welcome at the home at any time convenient to them and the 
resident they are visiting. Principal carers and/or family and friends can also 
contact us by telephone at any time of the day or night to enquire about a resident’s 
wellbeing.

Visitors are asked to sign in and out in the visitor’s book to comply with Health 
and Safety guidance.

Special news, details of staff changes, changes in the organisation of the home, 
minutes of the resident’s meetings and advanced notice of events are always posted 
on a notice board in a public area.

Any mail is delivered to the recipient unopened unless there has been a request that 
it be forwarded to another person. In the event of the latter, it will be forwarded to 
the appointed person on a weekly basis.

Continuation of links within the community are encouraged. Each resident’s Key 
Worker will help them to maintain their network of friends and family. Temple 
Grove also has a minibus which means that we can run regular trips to a variety 
of destinations selected by the residents themselves, for example we have been to 
Eastbourne beach for fish and chips, to local garden centres and on Christmas 
shopping trips.

RESIDENTS FORUMS
All Heads of Department and any interested residents attend the meetings which 
are held every six weeks. All areas of life in Temple Grove during the preceding six 
weeks are discussed in detail i.e. Quality of Care, Housekeeping, Activity Pro-
grammes etc. As well as identifying things that are working well, any issues are iden-
tified and discussed with the aim of agreeing a plan of action for the next six weeks.

THE HERONS CLUB
The Herons’ Club at Temple Grove was created to help support family and friends 
of residents who are staying here either on respite or on a full-time basis.

The Herons’ Club is a non-judgemental forum where people are given the space to 
share their stories, describe their feelings or simply be. The club was born when it 
became apparent to the team that some of the families and friends of our residents 
needed to share their experiences with other people who understood their situation 
and emotions. Some people simply want to share a cup of tea and a chat, whilst 
others seek practical advice or need signposting to appropriate agencies. There is no 
formal format, as this might prove to be restrictive for some. The club meets every 
Wednesday from 3pm to 4.30pm and everyone who attends gets a warm welcome.

CALL BELL SYSTEM
There is a call bell system point in every room and at appropriate points through-
out the home. This enables our residents to summon assistance from the staff at 
any time of the day or night. If they wish to residents can also choose other ways  
of accessing the call system e.g. they can wear a pendant bell. 

Residents at Temple Grove Care Home have access to the following:

• 4 residential wings (Elizabeth and Victoria on the first 
floor, Edward and George on the ground floor)

• Specialised equipment which is allocated and utilised 
according to need

• A Fully automated fire alarm system, and an emergency 
lighting system

• 65 well designed en-suite rooms with remote controlled flat 
screen plasma televisions which access Freeview. Each room 
has a telephone point, and many have individual terraces. 
All rooms can be personalised both in terms of their décor 
and furnishings according to the wishes of the resident

• Free Wi-Fi access across the home
• Regular access to a General Practitioner who visits the 

home twice weekly and provides an on-call service
• A comprehensive call bell system in all private rooms and 

the communal areas
• Well maintained communal areas which are all wheelchair 

accessible

• Private meeting room and Family room 
• Two Dining Rooms, where the extensive daily menus  

and snack menu are displayed. The food provided is  
made from locally sourced produce whenever possible

• Snacks are on offer 24 hours a day and subject to risk 
assessment, residents may use their nearest kitchen to 
prepare their own snacks and drinks if they wish to

• Living Room with working fireplace
• Internet Cafe
• Hairdressing Salon
• Activities Areas
• Shop
• Daily delivery of newspapers and magazines
• Personal laundry and housekeeping services
• Landscaped gardens
• A private minibus
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THERAPEUTIC ACTIVITIES
Temple Grove actively encourages the residents to maintain their social networks and 
activities. Each resident’s care plan includes a description of the individual’s life histo-
ry, social networks, preferred activities and hobbies. The information is disseminated 
to the team and the resident is then offered access to the networks and activities  
of their choice. The policy of the home is that activities and networking support  
are a part of normal daily living and, therefore, should be accessible on demand. 

MAINTAINING RELATIONSHIPS
To assist you in maintaining contact with your family  
and friends Temple Grove offers:

The opportunity for friends and family to make telephone 
calls to you at any time of day /night.

Assistance with Skype/Facetime communication

In house post-box (postman collects daily)

FAX FACILITIES
A large- button & Large print telephone for use by service  
users with vision difficulties.

SECRETARIAL SERVICE
Fax and letter writing services are available on request.

ELECTIONS
All residents are fully entitled to vote in local and national elections while they are 
resident in the home, though they will need to place their vote in the constituency 
in which  
the home is located. We ensure that everyone is recorded  
on the Annual Electoral Register when the request for details of those eligible to 
vote is submitted, however, if someone  
is admitted to Temple Grove in the period between Local  
Authority review dates alternative arrangements can be  
made to ensure the person’s details are submitted and  
updated. Postal votes can also be arranged on request.

PERSONAL PROPERTY
Residents are encouraged to bring personal possessions into the home, including 
furniture. Items of substantial size should be discussed prior to being brought in,  
to ensure that access and room space is made available. 

In common with hotels and similar establishments where there is no documentary 
evidence related to the bringing in and taking out of personal property, it is the 
policy of Temple Grove that the resident is responsible for keeping a record of their 
property and ensuring its safe keeping.

A lockable drawer is provided in each room for small items of value. By special 
arrangement, the home will arrange for the safekeeping of items of value, for which 
it will accept responsibility. 

Temple Grove Care Home is committed to supporting vulnerable people so that 
they can continue their lives with dignity, be as independent as possible and be 
participating members of their own communities. We are committed to meeting the 
needs of the people entrusted to our care. Usually, we see no conflict between meeting 
the needs of the residents and the workers, but if ever such conflict is found to exist 
the needs of resident/s must take precedence. 

PRIVACY AND DIGNITY
The dignity of our residents is a matter of prime importance to us, and all staff 
receive training in this area. All our residents are asked for the name by which they 
wish to be addressed, and this name is recorded on their care plan and used by all 
the staff. Each resident is perfectly entitled to ask that their principal carers to use 
one name, and others use another name. The level of familiarity is under their 
control. In the absence of information to the contrary, staff will address the resident 
formally, using their title and surname. 

Irrespective of the severity of their physical difficulties or mental infirmity, the 
personal dignity, right to independence and individuality of every resident is 
respected and maintained. The care team recognise and respect, regardless of 
circumstances, the unique qualities of each and every resident and their intrinsic 
value as an individual. Dignity in social care occurs when each person is valued and 
treated with respect in all aspects of their daily life, whatever their circumstances or 
level of dependency. Every individual has the right to have skilled, sensitive care to 
enable them to achieve the highest possible quality of life.

We believe all residents have the right to be alone or undisturbed and to be free 
from public attention or intrusion into their private affairs. ‘Do Not Disturb’ signs 
are provided to each resident to ensure that they can protect their personal time 
or receive personal care without fear of intrusion. Staff are trained to be sensitive 
to the feelings of the individual when in company. For instance, should the person 
need help with any daily activity, such as feeding, they will be offered privacy and 
sensitivity in order to ensure that they are not embarrassed. 

We routinely preserve the privacy of all our residents whilst they are using the 
bathrooms, toilets and/or when they are dressing and undressing. Bedrooms, 
Bathrooms and WCs have locking mechanisms on the doors, and staff are trained 
to knock and wait for an invitation to enter. In relation to this, and as a matter 
of course, any related health and safety issues and/or the need for personal risk 
management will be highlighted, considered, discussed and recorded appropriately as 
part of the resident’s individual care plan. Please speak out or speak to the person in 
charge or Registered Manager if you see any evidence of any breech of this policy. 

All residents have a locked cabinet or cash box in their room. Cash can also be 
kept in the safe in the Administrator’s office; each envelope has the name of the 
resident it belongs to on it.

Any building or equipment fault which affects the privacy of any resident must be 
reported to the Registered Manager.

PRINCIPLES AND VALUES  
UNDERPINNING OUR SERVICES
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Staff do not discuss residents or their affairs within earshot of anyone not directly 
concerned with their care. Any discussion about a resident or their affairs is for the 
purposes of managing and improving their care only.

Every Resident has a right to information about the objectives of their care and a 
detailed explanation of the service being offered. Residents will always be offered 
the opportunity to have one to one private discussions about their care or any 
other subject matter they wish to talk about.

Records are designed, used and stored to assure privacy. Legislative controls over 
records, such as the Data Protection Act are adhered to, and the resident’s explicit 
written permission is sought before information is passed to any person other than 
those directly concerned with the care of the resident.

Records will be made available to the resident’s principal support worker and 
family according to the wishes of the resident.

DISCRIMINATION 
The Temple Grove team will not discriminate against residents on the grounds of 
race, nationality, language, gender, religion and beliefs, age, sex, sexual orientation 
or social standing. The care team will not discriminate between residents who pay 
directly for their service and those who do not. 

PERSONAL DIGNITY, INDEPENDENCE AND INDIVIDUALITY
Fulfilment of Aspirations: 

Everyone has the right to have their social, emotional, spiritual, cultural, 
political and sexual needs accepted and respected. Residents will be enabled 
to achieve their potential - physical, intellectual, emotional and social. Every 
individual will be given support and freedom to enable them to maximise 
their abilities and realise their aspirations in all areas of their daily life. 

Consultation: 

Residents will be consulted about daily living arrangements and enabled to 
participate in discussions about any proposed changes to those arrangements. 
Residents have the right to be involved in a careful and thorough assessment of 
their needs and wishes, and to be informed of the outcome of that assessment. 
Temple Grove’s commitment will be to find the best and most cost-effective 
way of meeting the residents needs and supporting them in their aspirations. 
Residents will be encouraged and assisted to make informed choices about 
their future, which should be incorporated into their personal plan. 

Personal Choice: 

The care team will support each individual resident to exercise personal choice in 
opportunities and lifestyle. The carers will ensure that the person for whom they 
provide care has a say in decisions about the provision and extent of their care 
plan, the frequency and regularity at which it is reviewed, and over the withdrawal 
of any service. Where, for reasons of mental frailty, the person is not able to  
participate fully in the development and review of the care plan, consideration will 
nevertheless be given to his or her wishes, as far as these are expressed and are  
practical. The team at Temple Grove always welcome the input of designated  
Advocates who act on behalf of the individual in attempting to achieve the above. 

Account will also be taken of the needs and rights of carers to lead their lives 
without unreasonable levels of demand and stress.

Review: 

The resident will have a regular review of their individual circumstances and will be 
made aware that they have a right to be present at this review. 

Services Information: 

The resident will be fully informed about the services provided by Temple Grove. 

Legal rights: 

The resident will be fully informed about their legal rights. 

Medication: 

The resident will be fully informed about their medication needs and can be 
provided with appropriate support to enable them to participate in/make decisions 
about their medication/medical treatment whenever possible. Residents who are 
deemed to have capacity can opt to be responsible for their own medication regime 
or for elements of their regime if they so wish. 

Family and Friends: 

The resident will be supported to maintain and continue access to family, friends, 
facilities and the community. 

Risk Taking and Risk Management: Supporting Independence of Resident: 

Staff at Temple Grove Care Home understand that there is a delicate and difficult balance 
between the resident’s determination/desire to take a risk, and the responsibility of carers 
to protect a resident from harming themselves or from unintentionally harming 
others. The issue is further complicated when a resident may not be able to make 
informed decisions, for instance because of communications difficulties. 

The assessment of risk is addressed individually, and the results are integrated into 
the care plan. During this process of integration, the views of the resident, principal 
carer, family members and professional advisors are taken into account and 
considered part of the participative resident planning process. 

The resident who has capacity and can make informed decisions will be supported 
to take risks if they wish to do so. The care team will attempt to mitigate any risks 
by asking the resident to consent to an assessment, the purpose of which is to 
ensure that precautions that can be taken and are reasonable are identified and, if 
acceptable to the resident, instigated to protect them; though ultimately the right to 
make decisions that may be considered unwise will be honoured. 
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CONFIDENTIALITY RESIDENTS AND  
EQUAL OPPORTUNITIES

• Our policy is that any information about our residents is strictly confidential 
and that maintaining a position of trust in this regard is paramount. However, 
because some information is relevant to providing quality care it will be shared 
with members of staff on a ‘need to know’ basis. Visiting professionals and 
visitors requiring information will be referred, in the first instance, to the 
person in charge or General Manager. The resident or (where appropriate) 
their family and/or principal support worker will always be consulted before 
information is released.

• Information about every resident is stored in paper form and also be held on 
computer. Both forms are treated in the same way with regard to confidentiality.

• Information about our residents is needed to enable staff to provide proper 
support and treatment. Some of the information may also be used for other 
purposes, such as:

• • Making sure our services meet the needs of our residents. 

• • Helping staff to review the support they provide in order to help them achieve 
the highest standards. 

• • Investigating complaints or legal claims. 

• • Auditing our services.

• Sometimes information about one of our residents needs to be passed on to other 
agencies or organisations, for example if someone is receiving care or support 
from a General Practitioner (GP) or Hospital Consultant.

• The types of organisations with whom we may share information are:

• • GPs 

• • District Nurses 

• • Other health professionals Social workers 

• • Care Quality Commission.

GIFTS, WILLS AND OTHER DOCUMENTS 
Employees of Temple Grove Care Home are expressly forbidden to act as 
witnesses to any documents such as wills or testaments. Neither employees nor the 
home may be a beneficiary under a will of any past or present service user. Gifts to 
staff are subject to disclosure to the Registered Manager and may be refused on the 
basis of conflict of interest.

All residents have the right to practice their beliefs, religion or culture without 
constraint by restrictive or discriminatory practice. 

Complaints of discriminatory practice will be thoroughly investigated, and the 
results of the investigation made known to the complainant. 

All complaints we be recorded in such a way as to highlight repeated problems. 
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SAFEGUARDING
People who use health and care services should be treated with dignity and respect, 
receive high quality, compassionate care and be safe from harm and abuse. Ensuring  
that this is the case is the prime responsibility of everyone in the Temple Grove team. 

The Care Act 2014 States: 

The aims of safeguarding adults are:

• To prevent harm and reduce the risk of abuse or neglect to adults with care  
and support needs

• To safeguard individuals in a way that supports them in making choices and 
having control in how they choose to live their lives “making safeguarding 
personal”

• To promote an outcomes approach in safeguarding that works for people 
resulting in the best experience possible

• To raise public awareness so that professionals, other staff and communities  
as a whole play their part in preventing, identifying and responding to abuse  
and neglect

Mental Capacity Act 2005: 

All staff are also fully versed in the Mental Capacity Act (MCA) 2005 which  
aims to protect those who lack capacity and enable them to take part, as much  
as possible, in decisions that affect them. Deprivation of Liberty Safeguards 2009: 

The Deprivation of Liberty Safeguards 2009 (DoLS) are an amendment to the 
Mental Capacity Act 2005. They provide a legal framework to protect those who 
lack the capacity to consent to the arrangements for their treatment or care, for 
example by reason of their Dementia, Learning Disability, or Brain Injury and 
where levels of restriction or restraint used in delivering that care for the purpose of 

protection from risk/harm are so extensive as to 
potentially be depriving the person of their liberty. 
Applications are made to the Court of Protection for 
all persons who meet the stated criteria to have the 
application for Deprivation of Liberty authorised.  
If authorised, it still remains that every effort should be 
made to ensure care is delivered in the least restrictive 
environment possible and the authorisation must 
be reviewed after a specified period. 

Temple Grove Care Home provides comprehensive 
training on all the above and has robust policies and 
processes in place in order to protect the residents.  
Our policies and procedures are clearly set out and 
can be provided on request. 

Electrical Safety: 

All electrical equipment brought into the home on or after admission must be presented 
to the Maintenance Department before use so that safety checks can be completed. 

Risk and Hazard: 

We are happy for residents to have food stuffs brought in by visitors. Because of our 
legal responsibilities under food hygiene regulations we request that residents ask 
for this food to be appropriately stored for instance, in a refrigerator. Any stored 
food will be individually labelled, to ensure it is not be used by anyone else, the 
resident can reclaim it at any time by simply asking a member of staff. 

Smoking: 

Temple Grove, in accordance with legislation, allows smoking in designated areas 
only. Smoking is therefore not permitted anywhere else on the premises.

Fire Precautions: 

Temple Grove carries out a comprehensive risk assessment and has policies and 
procedures in place which are designed to ensure that the risk of a fire is minimised. 
We ensure that all staff are well trained to recognise fire risks and are can take steps to 
ensure everyone’s safety in the event of a fire breaking out. Our premises and fire alarm 
system are subject to regular inspections by the fire brigade. We request that anyone 
who becomes aware of a potential fire risk informs a member of staff immediately. 

Fire Safety: 

We ask for cooperation in paying attention to fire safety and fire prevention. 

The Following Points Should be Observed:

• Please abide by the smoking rules; smoking is only allowed in formally designated 
smoking areas.

• Please turn off all electrical equipment when it is finished with.

• Make sure that all personal electrical equipment is checked by our Maintenance 
Engineer before it is used in the home.

• When residents leave the building we ask that they notify a member of staff, 
similarly we ask them to do the same on return, so that staff are always aware  
of who is on/off the premises.

• All visitors/visiting professionals are asked to sign our visitor’s books again,  
so that staff are aware who is on the premises.

FIRE SAFETY
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MAKING A COMPLAINT AND GIVING COMPLIMENTS
We believe that complaints and compliments are a valuable indicator of the quality 
of our service. We assure all residents that we are keen to hear about the things we 
do well but are also very willing to hear about their concerns or complaints.  
We encourage residents to comment when relatively minor matters are a problem 
to them, such as receiving cold food, being kept waiting without an explanation, 
or being spoken to in a manner that they do not like, as we do not wish to confine 
complaints to major issues. We always take any issues raised very seriously and we 
encourage and support residents to instigate the complaints procedure whenever 
they feel that this is necessary. It is our policy that all matters which disturb or upset 
a resident should be reported and recorded, and we ensure that corrective action 
is taken. Only in that way can we work towards meeting our aim of continuously 
improving our service.

Procedure:

If you are dissatisfied or have a complaint, either with the 
service of the home or with a member of staff, we would 
like you to inform us in the following way:

Advise the most senior person in charge of the shift, who 
will document your complaint and advise the General 
Manager as soon as is practically possible:

Alison Barnes, 
Medici Healthcare Ltd,
Temple Grove Care Home,
Herons Ghyll,
Uckfield,
East Sussex,
TN22 4BY

alison@medicihealthcare.co.uk

On Receiving Details of a Complaint/Concern:

• The Complainant will be provided with acknowledgement of the complaint 
within 24 hours of it being received. They will be offered an opportunity to 
discuss the complaint at a mutually agreed time and will be given information 
about who will be investigating the complaint.

• We will endeavour to listen carefully to expressed concerns/complaints and will 
treat the information given to us as private and confidential.

• We will investigate the concern/complaint fully, objectively and promptly.

• We will advise the Complainant in a formal manner of the results of the 
investigation within 28days and inform them of the action that will be taken/
implemented to ensure there are no recurrences.

• The issues raised will be viewed in a positive manner as we have a commitment 
to learning from the experience and ensuring high standards are maintained.

Complaints may be referred at any stage to the Local Government Ombudsman.

COMPLAINTS PROCEDURE

ADULT SOCIAL CARE
East Sussex County Council, County Hall,  
St Anne’s Crescent,  
Lewes,  
East Sussex,  
BN7 1UE

Phone: 03456 080191

CARE QUALITY COMMISSION
CQC National Customer Service Centre, 
Citygate,  
Gallowgate, 
Newcastle Upon Tyne, 
NE1 4PA

Phone: 0300 061 6161

LOCAL CLINICAL COMMISSIONING GROUP
NHS High Weald, Lewes, Havens, 
36-38 Friars Walk, 
Lewes, 
East Sussex, 
BN7 2PB

Phone: 01273 485300

THE LOCAL GOVERNMENT OMBUDSMAN
The Local Government Ombudsman, 
PO Box 4771, 
53-55 Butts Road, 
Coventry, 
CV4 OEH

Phone: 0300 061 0614

ADDRESSES
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Residents have the right to access external agents who will act in their interests to help 
them solve problems, discuss concerns etc. The registered Manager will be happy to 
provide information on local advocacy groups and other support networks.

SOME THAT ARE KNOWN TO US:

AGE UK – EAST SUSSEX
54 Cliffe High Street,  
Lewes, 
BN7 2AN 

Phone: 01273 476 704

ADULT SOCIAL CARE EAST SUSSEX COUNTY COUNCIL
County Hall,  
St Anne Crescent, 
Lewes,  
BN7 1UE

Phone: 0345 608 0191

ELECTORAL SERVICES WEALDEN DISTRICT COUNCIL
The Library, 
Pine Grove, 
Crowborough, 
TN6 1DH

Phone: 01892 602417

THE LOCAL GOVERNMENT OMBUDSMAN
The Local Government Ombudsman, 
PO Box 4771, 
53-55 Butts Road, 
Coventry, 
CV4 OEH

Phone: 0300 061 0614

Other Documents:

You are invited to review the latest Care Quality Commission (CQC) inspection 
report on the establishment, as well as the latest summary of residents and 
resident’s families’ views on the services offered (these are not included in this pack 
as they rapidly become out of date). A copy of each will be provided on admission 
and subsequently published on a notice board in the home; copies are available 
from the Management Team at any time.

We hope that this information has proved useful. It is 
impossible to include everything, however, if there is  
anything that has been omitted or needs to be clarified,  
please do not hesitate to request to speak to me, the  
General Manager, or a member of the staff. 

We are acutely aware of the fact that Temple Grove is  
‘home’ to our residents. As a team we are committed  
to ensuring that we never lose sight of that fact and  
that we strive to ensure everyone here lives a life  
that is fulfilled and full of love and kindness. 

Kindest Regards, 

Alison Barnes 

General Manager 
On behalf of: 
The Temple Grove Team

ADVOCATES
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