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Our aim is to provide an exemplary service to customers. We will continually strive to achieve quality and

excellence in all aspects of our service delivery and our aims and objectives are:

• To provide personal and practical nursing care to people in their own homes;

• To assist Clients in achieving and maintaining maximum independence;

• Delivering care, in the Client’s home in a manner which is non-discriminatory, sensitive to the cultural

needs of the client and respectful of their environment and traditions;

• To practice good management by supporting our Clients and healthcare professionals 24-hours a day,

365 days a year, ensuring a flexible and reliable service.

Services that Care Workers provide
A range of personal and practical care, including but not restricted to;

• Personal care services such as bathing and support with personal hygiene

• Assistance with mobility, the ability to maintain a safe environment and assistance with practical tasks

such as domestic cleaning and laundry

• Assistance with nutrition by practical tasks such as shopping and meal preparation, cooking

• Assistance to get up and go to bed and to encourage well-being by adequate sleep

• Social support and companionship to enable the communication with other people to maintain or

develop social interaction

• Practical tasks to enable the maintenance and promotion of independence such as pension collection

and assisting with prescribed medication

• Specialist services such as live-in care or night-sitters

• Assistance for Clients wishing to return to work and to take adequate recreation

• Support for Clients with sexual or gender-specific needs

• Supporting Clients in pursuing their spiritual needs.

Services that Nurses provide
• Nursing care and therapeutic interventions, including the assistance with regimes prescribed by

qualified medical practitioners

• Observation, recording and acting on measurements of ‘vital signs’

• Assistance with nutrition, hydration, respiration and elimination

• Prompting, assisting and administering prescribed medication

• Sharing observations and records with other healthcare professionals who require access

• Assisting in facilitating Clients’ rehabilitation.

Individual care packages will vary according to the assessed needs of the Client and will be described in

the Care Plan.

1. Our Aims, Objectives and Service



Care Worker Qualifications and Training
The qualifications held by our care workers may include, but are not limited to:

• Induction training; including induction training, manual handling, basic first aid, food safety and hygiene,

health & safety, fire safety, infection control, child protection and vulnerable adult protection

• National Vocational Qualification in Care.

Training for specialised provision, where appropriate.

Nursing Qualifications and Training
The qualifications held by our nurses may include, but are not limited to:

• Primary nursing qualifications registered by the Nursing and Midwifery Council (NMC)

• Secondary (post-basic) nursing qualifications in general or specialist practice

• Certificate, Diploma or Graduate level study in healthcare or social sciences

• Training for specialist provision, where appropriate.

Our nurses may be placed in a variety of settings, according to their training, ability and clinical experience.

Nursing Services at Home includes but is not limited to:

• A Client’s own home

• One-to-one support of a Client within a Care Home or Hospital

• One-to-one support of a Client in a hotel or similar establishment.

Independence, Privacy and Dignity
The nurse’s role is primarily to assist and support you; while you do all the things you are able to do for

yourself. Every encouragement will be given to enable you to live as independently as possible. Your nurse will

respect your privacy and dignity and ensure that you receive the care you need, without undue interference.

Complaints, Comments and Compliments
The agency has a robust complaints procedure in place, we will take all complaints seriously and co-operate

with all the necessary statutory bodies to ensure that they are dealt with promptly and in accordance with the

timescales that set out in our complaints procedure. We will ensure that where necessary referrals are made to

the NMC or other bodies required for matters of adult and child safeguarding. We will keep you apprised of

the situation at all times. You have the right at any time to refer any concern directly to The Care Quality

Commission. We welcome comments or compliments on our services and you can be assured we will

feedback such compliments or comments to our nurses and care staff. The agency has in place strong

internal audit controls and all feedback, comments and complaints are used to analyse our service so that

we can continually improve our service to the end user.

Our Aims, Objectives and Service continued
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Clients have the right to expect:

Of the Service they receive:
• To be encouraged to be as independent as possible, to be allowed to take risks and to live a lifestyle

which is, as far as possible, geared to their personal choice and preference

• To be treated as an individual; to make their own decisions on matters which affect them and to

participate as fully as possible (with the help of a friend or relative if so desired) in drawing-up a care

plan, reviewing it and agreeing any modifications

• To have their values, beliefs and chosen lifestyle respected at all times

• To have the right to say who may and may not enter their home, within the boundaries of the Company’s

Equal Opportunities Policy. To be empowered in the decision about the gender of their nurse. To be

listened to if they are unhappy with a particular nurse and have action taken to resolve any issue

• Not to be discriminated against for any reason, e.g. age, race, sex, colour, religion, disability, political

opinion, sexual orientation, gender reassignment status, physical and financial circumstance

• To have privacy in relation to their personal affairs and belongings and confidentiality in respect of the

care they require, their personal circumstances, financial, domestic, family matters etc.

• To be listened to at all times and to have their thoughts, opinions and attitudes respected and considered

• To receive details of the Company’s services before the start of the service

• That the Company will regularly review the service according to assessed care needs and within a

timescale agreed with the Client

• To have access to friends, relatives, religious leaders, etc and to be assisted, where necessary, in making

such arrangements

• That the Company will recognise and fully understand the needs and rights of relatives or friends caring

for someone and help them decide how these can be best met.

From our Consultants
• That when telephoning our offices they will be greeted in a courteous manner

• That their telephone enquiries will be answered 24 hours a day

• That every effort will be made at all times to ensure that Agency workers of their choice are assigned to

their care and that continuity of care is recognised by staff as of paramount importance

• That their comments and requests are responded to with respect and taken seriously

• That nurses will arrive at the assignment at the agreed time but if, due to exceptional circumstances, the

nurse is late for any duty, that the Client will be notified

• We will at all times work to maintain continuity of care and workers supplied.

2. Principles for Home Nursing and Care



From Care Workers:
• To have care provided in accordance with the agreed Care Plan by care workers whose education,

experience, training and attitudes make them suitable for such a role and who will provide care in a

friendly, appropriate and respectful manner

• To receive care from care workers who have been personally interviewed by appropriately trained staff,

and who have fulfilled the Company recruitment and selection criteria

• To receive care from care workers that match their requirements in terms of skills, experience,

personality, cultural and religious needs

• That care workers will treat Service Users’ property, possessions and the security of the home with due

consideration as outlined in the Company policies

• That care workers will arrive at the assignment at the agreed time. If, due to exceptional circumstances,

the care worker is unable to attend within 15 minutes of the commencement of any duty, that every effort

will be made by the Company to notify the Service User

• That care workers will be dressed appropriately for the work they are to perform and in accordance with

the Company’s dress code

• That every care worker will wear a photographic identification badge unless this is contrary to the

Service User’s wishes

• That care workers will be covered by appropriate Professional Indemnity Insurance

• Privacy in relation to their personal affairs and belongings and to confidentiality in respect of the care

which is provided, their personal circumstances, financial, domestic or family matters.

From Nurses:
• To have care provided in accordance with the agreed care plan, by nurses whose education, experience,

training and attitudes make them suitable for such a role and who will provide care in a friendly,

appropriate and respectful manner

• To receive care from individuals who are registered with the Nursing and Midwifery Council (NMC),

adhere to the NMC’s Codes of Professional Conduct, have been personally interviewed by appropriately

trained staff and who have fulfilled the Company recruitment and selection criteria

• To receive care from professional nurses, who match their requirements in terms of skills, experience,

personality, cultural and religious needs

• That nurses will treat Client’s property, possessions and the security of the home with due consideration

as outlined in the Company policies

• That nurses will be dressed appropriately for the work they are to perform and in accordance with the

Company’s dress code

• That every nurse will wear a photographic identification badge unless this is contrary to the Client’s

wishes

• That nurses will be covered by appropriate Professional Indemnity Insurance

• That privacy will be maintained, in relation to the Client’s personal affairs and belongings, and

confidentiality, in respect of the care which is provided, the Client’s personal circumstances, financial,

domestic or family matters.

Principles for Home Nursing and Care continued



Time of Calls and Continuity of Nursing and Care Staff (Agency Workers)
We do our best to provide you with an Agency worker for the time and duration that you have requested and

will always consult you, if this is not possible, to agree a more flexible timetable.

We will try to provide you with a regular Agency worker (or team of Agency workers) for the majority of your

care needs. If your regular Agency worker is absent through either sickness or holiday, we will endeavour to

provide you with a replacement Agency worker and preferably one who has visited you before.

We shall try to keep the number of Agency workers to a minimum. However, over weekends and holiday

periods this may be more difficult to do. Our priority is always to cover your care requirements with an

Agency worker, who has the skills and abilities to carry out the tasks that are required.

Agency Workers' Identity Cards / Identification Badges
Before you allow someone into your home, it is important that you are sure they are who they claim to be.

All of our Agency workers will carry an identity card or identification badge, which has a photograph on it.

We are able to confirm identity of workers at anytime, but asking detailed personal questions, if in doubt

please call us immediately.

If you do not recognise the person claiming to be from our Company, please ask to see their identity card

or identification badge.

Timesheets
At the completion of each assignment, the Client is asked to sign the timesheet. They should check that the

details of the start and finish times entered by the Agency worker are correct. The timesheet is the basis for

production of invoices and for Agency workers’ pay. We cannot pay any worker if a timesheet is not

properly authorised.

Safeguards for Clients and Our Agency Workers
It is the responsibility of the Company to safeguard its Clients and its workforce. This we do with

comprehensive policies and procedures covering:

• Agency worker Selection and Recruitment

• Training

• Health and Safety

• Non-discrimination

• Equal Opportunities

• Data Protection

• Whistle blowing / Public Interest Disclosure

• Access and Key Holding

• Financial and Property Protection

• Quality Monitoring (carried out through observation, telephone monitoring, client satisfaction surveys etc)

• Complaints, comments and compliments.

These policies are summarised (where relevant) within this document for your convenience.

Full copies are available on our website www.bna.co.uk

3. Practical Guidelines for Clients



Smoking or alcohol at work
Our Agency workers are not allowed to smoke whilst on duty or to consume alcohol during working hours.

Telephone
Agency Workers are not allowed to use your telephone under any circumstances, unless it is to call for

emergency assistance or to raise a serious concern.

Key holding, Emergency Access and Maintaining Security
To maintain your security, doors should not be left unlocked to allow access to your Agency worker(s). If

possible you should let your Agency worker(s) into your home yourself or arrange for someone else to do so.

If this is not possible, then special arrangements should be made – these will be discussed with you during the

initial ‘risk assessment’.

We will ask you to provide the name of an emergency contact person, whom we will contact if our Agency

worker is unable to gain access to your home at the time that has been arranged. If we are unable to speak to

your emergency contact person, we may contact the police to ensure that no harm has come to you.

No member of staff or Agency worker can hold a Client’s door key, unless a system has been previously

agreed and documented, following the Company’s procedure on Key Holding.

We ask Clients to avoid arrangements to ‘hide’ keys as thieves are skilled at finding hiding places.

Precautions should also be taken to safeguard codes for combination locks.

Care Plans / Service Records in Clients’ Homes
When determining the Care Plan and in the delivery of care, the paramount consideration is the personal

choice of the recipient of that care. A copy of the agreed Care Plan and a report system will be kept in the

client’s home and we provide Care Plan and Service Record folders to ensure that records can be maintained

in a professional fashion. Please ensure that they are kept where your Agency worker will be able to

access them.

The Agency worker must make an entry in the report at the end of every assignment. The entry must include

the time of arrival and departure, be a factual record of the tasks completed, provide relevant notes on any

variation in the Client’s condition and detail any new or special requirement. All entries should reflect the

needs. Entries should only be written in black ink and should be signed by the Agency worker.

These records remain the property of the Company and we are obliged to retain these records.

Practical Guidelines for Clients continued



Financial Protection including Cash, Property and Possessions
The Company has policies in place to which all Agency workers must adhere. In summary however,

• Individuals have the right to expect that Agency workers will treat their property and possessions with

security, due care and consideration

• Agency workers are not allowed to undertake any complex, unusual, or large financial transactions.

• The Company aims to maintain the independence of its Clients. We consider the control of money

matters is a key element of independence. Clients should be actively encouraged to take control of all

aspects of their financial affairs and Agency workers should (where possible) avoid situations, which

require the handling of money

• Where a Client’s care requirements specify that shopping or collecting benefits be undertaken on their

behalf, all amounts of money given and received, together with receipts, must be entered, agreed and

signed by both parties using the financial transaction sheet held in the Service Record within the

Client’s home.

• When shopping on behalf of a Client, Agency workers are specifically prohibited from using their own

store loyalty cards

• Agency workers may have significant unsupervised access to the Client’s home or care setting in which

a Client lives and some tasks involve handling Client’s money. We are placing Agency workers in

positions of great trust and simple, good practices will promote that trust and help avoid disputes,

misunderstandings, or suspicion. Please remember that should an investigation take place, those

conducting it will look for objective evidence

• Safety and insurance of Client’s property in the home is the Client’s responsibility (or the responsibility of

the care setting in which the Client resides). Agency workers are only responsible for their own acts or

negligence. If the security of cash or other valuable objects left around the house or care setting causes

concern to the Agency worker, the risk should be brought to the Client’s attention. If the Client decides

not to take precautions, Agency workers are advised to notify their Manager, who will record the concern

and if appropriate take the matter up with the Client, their representative, advocate, solicitor etc.

• Under no circumstances should Agency workers become part of a lottery or gambling syndicate with any

Client or Client’s representative. Nor should any of our Agency workers encourage Clients to participate

in any gambling or lottery activities. Agency workers must never borrow from or lend to Clients

• Beyond general assistance, Agency workers should never give advice on financial matters or make

judgments in this respect, even if asked

• Whilst the safety and insurance of property and possessions is the Client’s responsibility, or the

responsibility of the care setting in which the Client resides, Agency workers are only responsible for

their own acts of negligence

• If any breakage or damage occurs to a Client’s valuables, possessions or property during the Agency

worker’s course of duty, details will be immediately reported by the Agency worker to the agency. This

includes damage to any item, such as the break-down of a vacuum cleaner

• Our Agency workers are advised not to accept gifts and they cannot act as signatories to wills or legal

documents or take on the role of Power of Attorney

• Please do not ask your Agency worker to buy any items from you or agree to sell items to your Agency

worker. Your Agency worker should never offer you any goods, services or items for sale or purchase.

Practical Guidelines for Clients continued



Before the Service Starts – Care Plan and Risk Assessment
The purpose of the Care Plan, and the Service Records which accompany it, is to help Clients (and their

family and representatives, where appropriate) and other healthcare professionals to work in a consistent

and safe manner.

People who use our services may have been referred by a Clinical Commissioning Group (CCG), which

is paying for all of part of their care. They may alternatively have contacted the Company to arrange care

that they pay for themselves.

Where a referral has come from the CCG, an initial assessment of nursing and care needs will normally have

been made by a member of the Trust’s staff. This assessment should outline which services the Authority has

agreed to fund. In some situations, individuals may also wish to supplement these services by paying for

additional nursing care.

A qualified nurse representative of the Company will visit you to discuss your Care Plan and the Company’s

services, carry out a Risk Assessment and agree with you how the assessed nursing care will be undertaken.

This meeting is an opportunity to agree the specific care that is required.

The Risk Assessment will identify any possible risks to the health, safety and wellbeing of individuals receiving

nursing and care and possible risks to our Agency workers. A copy of this assessment will be kept in the

Client’s Service Record.

The Care Plan and Risk Assessment will be reviewed at least once each year or more frequently where

circumstances or needs change.

There are exceptional occasions, such as when the Company is requested to provide care in response to an

urgent need, that the care may begin before the Care Plan and Risk Assessment have been completed or

fully communicated. In this case the formal Care Plan and Risk Assessment will be completed within two

working days.

Possible Withdrawal of Service
Very occasionally it becomes necessary for us to withdraw service from a Client. Such action would normally

only take place on account of a serious health and safety risk or unacceptable behaviour from a Client.

Persistent non-payment of invoices may also incur withdrawal of services. Given the sensitive nature of, and

care implications surrounding a withdrawal of service, the action would only be taken after consultation with,

and notice to, the Client, his representative and any relevant professionals.

Practical Guidelines for Clients continued



Registered Nurses:
It is the duty of a professional nurse to adhere to the Codes of Practice laid down in statute, or by the Nursing

and Midwifery Council (NMC).

Below is a summary of the key bullet points of the NMC Code of Professional Conduct, which records the

shared values of all UK regulatory bodies and states that all registered nurses and midwives should:

• Respect all patients and clients as individuals.

• Obtain consent before giving any treatment or care.

• Protect confidential information.

• Co-operate with others in a team.

• Maintain their professional knowledge and competence.

• Be trustworthy.

• Act to identify and minimise risks to patients and clients.

The Nursing and Midwifery Council (NMC) intends to keep this code under continual review and welcomes any

comments from practitioners and members of the public.

.

Care Workers:
• Care workers are selected for their experience, ability and potential and are only registered after the

Company has undergone an extensive recruitment procedure including; the receipt of two satisfactory

written professional references, a criminal records bureau (or other relevant national authority) check and

after a full and thorough personal interview

• All staff and care workers undergo an induction programme to ensure that they undertake tasks

competently and have an understanding of the Company’s philosophy of care

• Ongoing training is made available to all staff and care workers. Training needs are identified through

supervision and regular performance reviews

• The quality of the performance of care workers is monitored through quality assurance spot checks,

supervision and telephone calls to the Service User and care worker

• All Service Users are assessed for their individual needs and health and safety risk assessments are

conducted and updated on a regular basis

• Detailed care plans are prepared in consultation with the service user and/or their carer or advocate.

A copy of this Care Plan and a report system are kept in your home

• Trained personnel undertake regular Service User visits to review the care package and service delivery

to ensure quality of the service

• Service Users are asked to provide feedback on the service on an ongoing basis

• Care workers are asked to complete questionnaires in respect of their work situation, which are received

and analysed independently

• Adherence to Company procedures is monitored via our regular internal audits.

4. Quality Assurance



Quality Assurance Practices
Our Company works to set standards and procedures which give assurance that:

• Our Agency workers are selected for their experience, ability and potential and are only registered after

the Company has received two satisfactory written references and after personal face to face interview

• All staff and Agency workers undergo an induction programme to ensure that they undertake tasks

competently and have an understanding of the Company’s philosophy of care

• Ongoing training is made available to all staff and Agency workers. Training needs are identified through

regular performance reviews

• Agency workers providing a service to Clients with specific needs will receive appropriate

specialist training

• The quality of the performance of Agency workers is monitored through quality assurance telephone

calls to Clients and ongoing requests for formal Client feedback

• All Clients are assessed for their individual nursing and care needs and health and safety risk

assessments are conducted and updated on a regular basis

• Detailed Care Plans are prepared in consultation with the Client and/or their representative.

A copy of the Care Plan and Service Record is kept in the Client’s home

• All records are stored on password protected systems, electronically and information is held in

accordance with the Data Protection Act

• Clients are asked to provide regular feedback on the service

• Agency workers are asked to complete questionnaires in respect of their work situation which are

received and analysed by the company

• Adherence to Company procedures is monitored via regular local office audits.

Induction, Training and Staff Development
• Agency workers are issued with an Agency Worker Handbook, which contains a comprehensive code of

conduct at work.

• To practice in the UK, all registered nurses must hold a current registration with the NMC (Nursing and

Midwifery Council), and must at all times abide by their Code of Professional Conduct. Nurses not

adhering to the above standards may be removed from the register and will not be eligible to practice

• As part of the Company’s selection process, all Qualified Nurses’ PIN numbers (Personal Identification

Number) are validated with the NMC, and the ability to practice and current registration is confirmed

• All Agency workers undertake regular training updates, including Moving and Handling and Basic Life

Support prior to any work being offered. Mandatory training is updated annually

• Training needs and opportunities for further development are identified through six-monthly appraisals

for all Agency workers

• Agency workers providing a service to Service Users with specific needs will receive appropriate

specialist training

• Our care workers have the opportunity to undertake Vocational Qualifications in care, in accordance with

the National Minimum Standards for Domiciliary Care or equivalent national legislation. Your permission

may be sought so that we may observe our care worker providing your care. This will help us assess

whether they have met the requirements for their qualification. You have the right to withhold your

permission for this to happen.

Quality Assurance continued



homecare@bna.co.uk | 0871 873 3324

CRB Checks (Criminal Record)

complaints@a24group.com | 0871 873 3385

BNA: The Compliance Process

Clients:
Feedback Forms sent to clients

Every Month
(To assess & comment on the
performance of the candidate)

Candidates
Telephone Supervisions

One-toOne Supervisions
Every 3 Months



Copies of the complete terms, conditions and policies outlined here are available on our website www.bna.co.uk

Range of Activities Undertaken’
The range of personal care that may be provided by the agency is described under the heading ‘Our Services’,

within the Summary of the Statement of Purpose, in Section 1.

The Company may provide specialist services, according to the assessed needs of the Client, the availability of

suitably trained and experienced staff and any other conditions of the agency’s registration with the Regulation

and Quality Improvement Authority. Specialist services may be required by:

• people, who by nature of the ethnic minority community or religious group to which they belong, require

the provision of specialist care and specialist knowledge

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

• people with special communication needs

• people with sensory loss

• people with dual sensory impairment

• older people with complex health and care needs

• people with a terminal illness

• people who have had a stroke

• people who have learning disabilities

• people with mental health problems including people subject to Guardianship and Supervision orders

under the Mental Health Act

• people with infectious or contagious diseases

• people with dementia

• people with challenging behaviours.

Health and Safety
General principles

• The Company recognises that it has a responsibility to ensure that all reasonable precautions are taken

to provide safe and healthy working conditions which comply with all statutory requirements and

codes of practice

• The Company asks that Clients co-operate in informing our consultants of any potential risk or change in

circumstances that may affect the health and safety of the Agency worker or themselves

• Agency workers are made aware of their responsibility in refusing to undertake any task which they

consider unsafe and to inform their consultant immediately

• Agency workers are instructed in the safe use and storage of hazardous substances such as cleaning

agents and bleach

• A full Health and Safety policies and procedures document is available on request.

Nursing and Care to individuals within their own homes
• The first assessment visit, prior to the commencement of care, will include a risk assessment, which is a

simple checklist that will identify any issues that may cause danger to the Client or the Agency worker.

This will include any items that will be used by the Agency worker and will include a visual check of any

electrical equipment

• Where the Client may have mobility problems, the risk assessment will identify if there is a need for a

detailed moving and handling assessment. This is required where the Client is unable to weight bear or

stand unaided and will specify the equipment required, e.g. hoist, before the care can proceed

• Agency workers are provided with disposable gloves and aprons for use in personal care tasks under

infection control requirements.

5. Key Terms, Conditions and Policies



Insurance
Our Company has full employer’s liability insurance. This however, does not include any cover for transporting

clients in the Agency worker’s own car.

Insurance for damage to the Client’s property is the Client’s responsibility. The Company holds public liability

and employer’s liability insurance. A copy of the current levels of insurance held is available for inspection on

request.

Data Protection and access to records
In accordance with the Data Protection Act 1998, the Company operates policies and procedures, which

prohibit unauthorised access to or disclosure of Clients’ personal information. Under the Data Protection Act,

Clients have rights of access to personal information held about them.

Confidentiality
Staff and Agency workers must abide by the Company’s Confidentiality Policy at all times. This precludes our

Agency workers from divulging information about anything they have seen, heard or read about you in their

work situation. Agency Workers may discuss any concerns about a Client’s wellbeing or safety. If we need to

speak to a third party about your care, we will seek your permission before doing so, except where we are

unable to do so while responding to an emergency, or where we have a legal obligation to do so.

Non-Discrimination
The Company will not allow Service Users to be subjected to discrimination for any reason and expect that all

Service Users will be treated equally and fairly regardless of their race, colour, nationality, gender, marital

status, sexual orientation, religious, disability or age. The Company operates an Equal Opportunities Policy in

its recruitment and registration procedures, which ensures that staff and workers are selected on the basis of

their ability to fulfil the requirements of the job. The Company promotes a working environment that is free

from harassment or intimidation and views harassment towards a service user, a member of staff or a Agency

worker as a serious breach of conduct. Cultural needs will be clarified by consultation with the Service User at

assessment and Agency workers will be briefed on the individual requirements of the Service Users.

The views of Service Users regarding the manner of delivery of their care will be paramount.

Disclosure of Abuse or Suspected Abuse
Staff and Agency workers working with children or vulnerable adults may at times observe poor practice or

even abuse. Our Agency workers are required to report any observation of abuse or suspicion of abuse to their

line manager, even in the event of lack of proof or where the client has made no complaint. Staff and Agency

workers are made aware of types of abuse or violence, threatened or actual, such as physical,

psychological, verbal, deprivation, etc.

In addition, staff and Agency workers are required to report any incidents of bad practice which may affect the

health and safety of either the Client or the Agency worker or bring the Company into disrepute.

Whistle Blowing / Public Interest Disclosure
Staff and Agency workers are required to report any incident of bad practice, particularly where the subject of

such incident may be a fellow Agency worker, which may affect the health and safety of either Client or Agency

worker or bring the Company into disrepute.

Key Terms, Conditions and Policies continued



Charges
Where you, or your representative, are paying for all or part of your care, charges are calculated by reference

to the number of hours worked by the Agency worker (rounded up to the nearest quarter hour) and are subject

to review on an annual basis. All care will be quoted for in advance of provision and supplied in accordance

with the budget provided. Private patients are required to pay in advance for all care provided.

The Company shall be responsible for paying the Agency worker.

Scale of Charges and Terms of Business
Where you, or your representative, are paying for all or part of your care, we will provide you with a quotation

or pro-forma invoice separate to this Service User Guide. This will ensure that you have the most accurate

description of the fees for which you are liable. You will also be given a document called ‘Terms of Business’ to

ensure that you have the most accurate summary of how we provide our services to you.

7. Complaints and Compliments
BNA has a comprehensive complaints procedure in place that is there to ensure we are in a position to

safeguard the interset of our Clients and candidates. A copy of our Complaints Procedure can be obtained

from our website www.bna.co.uk
We welcome complaints about our service and our staff and all feedback will be shared with the

candidate concerned.

At any point you have the right to refer any issue or complaint to the Care Quality Commission (CQC),

Citygate, Gallowgate, Newcastle Upon Tyne NE1 4PA.

Finally, we would like to take the opportunity to thank you for your custom,
and look forward to being of assistance to you again in the future.

6. Charges and Payment

tel: 0871 87 333 24
e-mail: info@bna.co.uk
web: www.bna.co.uk

8198 BNA Eng 0516


