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Where older people find ¥ care in housing




The Abbeyfield Society

Resident’s Handbook 2006

This handbook is for residents and potential residents of an Abbeyfield supported sheltered house.  It was drawn up following research into residents’ views and sets out recommended good practice.  Please note that it is not intended to be a hard and fast statement as to how an Abbeyfield house will be run; rather it is a guide to the services and practices which a resident can usually expect when living in Abbeyfield.  Each house is different and you may find that your house produces more detailed information on the particular services it provides.        
If you need further information or have any queries, talk to the house manager /housekeeper*, or a member of the executive committee.
*Where there is reference to the ‘house manager’ in this publication it should be noted that some houses use the term ‘housekeeper.’
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Section 1: Introducing Abbeyfield

The Abbeyfield Movement

Abbeyfield provides quality housing with support for older people. Launched in 1956 its name comes from the meeting place of the first voluntary committee in Abbeyfield Road. The movement has grown considerably since those days; currently there are some 400 Abbeyfield societies throughout England, Wales, Scotland and Northern Ireland providing services for over 7,000 residents. The majority of services are managed by local Abbeyfield Societies; independent non-profit making organisations affiliated to the national Abbeyfield Society.

Mission Statement

Abbeyfield’s Mission is:
 "To help an increasing number of older people enjoy a high quality of independent living provided through a range of services, including housing, support or care, with local community involvement"

Abbeyfield’s values:

We offer Abbeyfield residents:

•
The assurance they will enjoy fair treatment at all times in accordance with the charity’s equal opportunities policy

•
The chance to live in dignity, valued and respected as individuals, enjoying all rights associated with citizenship

•
Privacy and confidentiality in respect of their private affairs

•
Security and safety within their homes as part of caring community, able to enjoy the right to be alone and undisturbed

•
The opportunity to live a full life and seek fulfilment as individuals, making choices about the way they live their lives

•
As much independence as they are able to enjoy, taking their own decisions and appropriate risks

•
Access to a complaints procedure

Abbeyfield's aims

Abbeyfield is working to:

•
seek out and respond to the needs of older people for housing and non-institutional care in their chosen community

•
ensure that charges can be afforded by all and offer good value for money

•
offer each resident a better quality of life, responding to their individual needs and tailoring services to meet their choices wherever possible

•
follow best practice in housing management and care

•
provide accommodation and facilities of a high standard, upgrading older property where necessary and where possible

•
provide a range of housing and care so residents can stay with Abbeyfield in their community as their care needs increase

•
share the experience of Abbeyfield and work with local authorities and others to improve the lives of older people in the community

Section 2: How Abbeyfield  works

Where does the money come from?

New homes and improvements are financed by grants and loans from national and local government, private lenders and above all Abbeyfield's many well-wishers and benefactors.
Supported Sheltered Houses

Abbeyfield Supported Sheltered Housing is intended for older people who no longer feel happy coping alone at home, but are still reasonably fit and active.  Each house offers residents their own private self-furnished room, most with en suite facilities and with security and companionship of a household of 6-12 people.
House Managers (with other local staff) provide the main meals and take care of the house. Some houses have someone on duty during the day and someone sleeping in at night; some houses will link by means of a lifeline to a call centre.
Abbeyfield also runs a number of residential care homes for people too frail to manage in supported sheltered housing. These are run according in accordance with the Care Standards Act and are regularly inspected by the Commission for Social Care Inspection. Each care home is required to produce its own Resident’s Handbook.

To whom are local Abbeyfield societies accountable?

Each local society is an independent, non-profit-making organisation, with local responsibility for management. 
A society is either registered as a company limited by guarantee or as an Industrial & Provident Society. All Abbeyfield societies are either registered or exempt charities and many are also registered as housing associations.

Societies are accountable:

•   To the national Abbeyfield Society

Local societies are members or affiliates of the national Abbeyfield Society and formally agree to work within Abbeyfield's Guiding Principles, established standards and methods.  They have a democratic say in decisions taken national level and receive support, advice and guidance from the national Society, which is a registered charity, housing association and company.

•   To government

About three quarters of societies are registered social landlords as defined by the Housing Act 1996, and registered with the Housing Corporation in England, the Housing Services Division of the National Assembly for Wales, Scottish Homes, or the Department for Social Development in Northern Ireland.
These national bodies are responsible to government for the funding and regulation of registered social landlords. Abbeyfield societies are required to provide information annually about the society, and the regulatory bodies above may visit from time to time to make sure each society is managing its property and finances well and providing a good service to residents.

•   To residents

Above all Abbeyfield is accountable to its residents, funders and supporters for the service it provides.

•   To the Abbeyfield Standard

Abbeyfield societies are required to adopt certain approved policies and practices to accord with the Abbeyfield Standard, the implementation of which was approved by the UK society in March 2000. 

Further information

Contact your local society or the UK Society (address below) for further information, a list of publications or a copy of Abbeyfield's Annual Review. 

The Abbeyfield Society Office will happily provide advice and information on a wide variety of issues, including the contact details of other Abbeyfield houses you may wish to move to. Some societies also provide rooms for Abbeyfield residents to take holidays. A list of these is available from the office.

Contact

The Abbeyfield Society

Abbeyfield House

53 Victoria Street

St Albans

Herts AL1 3UW

Tel: 01727 857536

Fax: 01727 846168

email: post@abbeyfield.com

website: www.abbeyfield.com

Registered as a charity (200719)

Housing Association (H1046)

Company (574816)

Societies vary in the way they organise their roles, responsibilities and committees. They usually have a house committee and an executive committee. Some also have a paid administrator.

The house committee

Most houses are run by a house committee, consisting of a small group of local volunteers appointed by the local society. Their role is to ensure the wellbeing of residents and staff and the smooth running of the house. They encourage good relations with friends, residents' families and neighbours.
The house committee meets regularly in the house and is represented at meetings of the local society executive committee. The housekeeper is usually invited to attend for part of the meeting. The house committee reports to the society's executive committee and to the annual general meeting.  The house committee appoints its own honorary officers – Chair, Secretary, Treasurer, Maintenance Officer etc. – so they can give proper attention to each aspect of running the house. 

Tasks may include:

•
selecting new residents

•
helping residents with practical matters such as transport or arranging social activities 

•
providing residents with advice or access to advice e.g. about financial matters

•
consulting residents about matters which affect them, listening to the ideas and comments of residents, and reporting when appropriate to the house committee

•
dealing with any problems or complaints

•
selecting and supporting the housekeeper and arranging relief cover. (The housekeeper regularly meets with the House Chair)

•
keeping the house finances in order, including preparing an annual budget and doing the accounts

•
keeping the house and contents properly maintained and insured

•
making recommendations for improving the facilities available

House Committee members regularly visit the house to talk to the housekeeper and residents. They are there to help you. Please do not hesitate to discuss any ideas or difficulties you may have.

Consultation

Societies have a duty to consult residents on all matters which affect them. In some houses this is done informally. In others, residents' meetings are held regularly, normally with a member of the house committee. At other houses one or two residents are elected or nominated to attend the house committee.

The executive committee

The Executive Committee of a local society may manage anything from one to 20 or more houses. It holds full overall responsibility for:

•
providing new houses where they are needed

•
making sure its houses are properly 

and fairly run

•
finances and fundraising

•
developing partnerships with other organisations, especially local authorities

•
communications with regional and UK officers and staff
The executive committee generally meets every two months and includes the Chairs of all house committees in the society. Other members are elected to the executive committee at the annual general meeting. The committee appoints its own Chair, Secretary and Treasurer.
Detailed financial control may be delegated to a finance sub-committee, made up of executive committee officers and house committee Chairs. It may:
•
set the society's annual budget

•
review residents' charges and staff salaries

•
monitor income and expenditure

•
produce costings for any new houses or improvements

‘Friends of Abbeyfield’

Some local societies are supported by a group of ‘friends’ who may raise funds to improve house comforts, visit and befriend residents, arrange trips, perhaps serve on the relief housekeeper rota  and generally spread the word about Abbeyfield. Your friends and relatives are welcome to become a friend.

Abbeyfield at national level

The Abbeyfield Society is governed by a National Executive Committee made up of Regional Chairs and Chairs of national policy committees.

Abbeyfield locally

For the addresses and telephone numbers of your house committee, local society, Regional Chair or regional secretary – see the Appendix ‘Useful contacts’. Certain groups and individuals can be unfairly discriminated against either through direct prejudice because of their race or religion, or because their personal circumstances prevent them from taking up opportunities which may be open to others.

Section 3: A fair deal for all

Abbeyfield strives to offer fair and equal treatment to all, regardless of age, sex, marital status, sexual orientation, race, colour, nationality, ethnic origin, disability, religious belief or financial circumstances.

The UK Society recommends that all member societies adopt an equal opportunities policy – making a public commitment to fair treatment. Your society is strongly encouraged to:

· develop strong links with the community and respond to the needs and views of local people, including disadvantaged groups

· do its best to ensure disadvantaged groups have equal access to housing, services, jobs and career opportunities

· select new residents on the basis of greatest need – taking into account loneliness, insecurity and their current housing need

· ensure committees fairly represent a cross-section of the community

· make sure all staff understand and apply the society's equal opportunities policy

· bear in mind its commitment to equal opportunities when hiring contractors

· take firm and prompt action against any acts of discrimination  by staff, volunteers and others working for the society

· review working methods and regularly take stock of those housed and employed, to make sure no group is being put at an unfair disadvantage.

Section 4: Living in your Abbeyfield house
Welcome to Abbeyfield. We hope you will be happy and comfortable in your new home and find friends, security and companionship. This is your home; you are free to come and go as you please and have friends to visit at any time.

Living together

Abbeyfield houses are well known for their friendly, homely atmosphere. This depends on co-operation between everyone involved: house manager, residents, volunteers and helpers. Please respect and tolerate each other's wishes for the comfort and happiness of all.

New residents

We aim to fill vacancies as quickly as possible and take great care 

to ensure new residents settle in well.

Prospective residents always visit the house before deciding to come to Abbeyfield. You will be introduced to your new neighbours during this visit and be able to give them a warm welcome when they move in.

Tenancy agreement

Details of your legal status, your rights, responsibilities and the services you can expect are set out in the Tenancy Agreement which residents must sign before moving in. Please keep your copy safe.

House courtesies

Beyond the terms and conditions of your Tenancy Agreement there are few, if any, considerations to take into account other than those you would expect as a matter of courtesy and common sense – for example, keeping noise down to a reasonable level. Smoking may be restricted to certain times and places. Ask your house manager 

for details.

Problems in the house

As in any household, small differences can usually be sorted out by talking things over amicably. Serious problems are rare, but if you feel you are being harassed – whether physically, verbally or through deliberate acts of nuisance, theft or attacks on personal property, please tell the house manager or a member staff or volunteer immediately. They will take prompt action to investigate and resolve the problem – see Section 8: ‘Making your voice heard’.

If you disrupt the house or the wellbeing of other residents, the house committee will discuss the problem with you and seek your co-operation. If this fails, you will be sent a formal letter. If the matter is not resolved Abbeyfield may have no other option than to ask you to leave – see Section 9: ‘Moving on’.

Your room and your right to privacy

Your room is your home and no one has the right to enter without invitation. House managers will only use the master key to enter your room in an emergency, if they are concerned about your wellbeing.

Keys

Each resident has a key to their own room and to the front door. If you want to give a copy key to a friend, relative or other visitor you must get the approval of the house committee first. This is to protect you and other residents from intrusion.
If you lose your keys please tell the house manager straight away. Abbeyfield may ask you to pay for replacing locks and keys.

If you lock your door at night, please do not leave the key in the lock as this prevents the house manager from entering in an emergency.

Heating

Most rooms are centrally heated. If you are not warm enough, please talk to the house manager. For safety reasons you must check with the house manager before installing extra heaters.

Abbeyfield does not usually allow open element fires, oil or gas heaters.

Insuring your possessions

Abbeyfield insures the building and its own property. Discuss cover for your own belongings with a committee member. 

Telephone and television

You are welcome to install a phone in your room (at your own expense). If you have a television in your room please keep the volume low, or use earphones or other equipment so your neighbour is not disturbed. Residents aged under 75 in Abbeyfield houses qualify for concessionary TV licences – ask a member of the house staff for details. For those over 75 the TV licence is free.

Pets

You must ask permission to keep a pet. If you have agreement to move in with your pet, please make sure that you have made plans about what would happen if you were unable to take responsibility for it for a short time, for a longer period, or if the pet causes a nuisance to others.

If it is a cat or dog, be sure that you agree which areas of the house and garden the pet can use.

Moving rooms

Very rarely residents are asked to move to another room, for example if the room is to be repaired or redecorated. We will always consult you first. You may be able to choose to move rooms in the house as vacancies arise. You may be asked to sign a new tenancy agreement if you move rooms.

The house manager 

Your house manager, with the support of other staff members, the house committee and other volunteer helpers, is there to help you enjoy a secure, happy and independent lifestyle. The house manager's role includes preparing meals, looking after the house and in exceptional circumstances only, providing some short term care – see Section 5: ‘Your health and welfare’.

Emergency help

In most houses there is an emergency call system in each resident's room, and in each bathroom and toilet. You will be shown the system in your particular house when you move in. Do not hesitate to call for help in an emergency, whatever the time of day or night.

Many of Abbeyfield's supported sheltered houses do not provide 24-hour staff cover. If the house manager is off duty and no other staff are in the house, try to raise the alarm with your neighbours.

Some houses are extending cover throughout the day and night, either with someone on the premises or with a link to a central call centre.
In addition to the emergency call system in their room, some people have an emergency button they wear on a pendant. Speak to your house manager or social services about this.

Relief cover

Most house managers have two days off a week. A member of staff will arrange cover for these periods.
A relief house manager is employed to cover for extended time off and for the house manager's annual holiday. In an emergency, Abbeyfield may use someone from an approved nursing/domestic services agency.

Appointing a house manager

A good house manager is crucial to the comfort and happiness of residents. Your executive committee takes great care to find and appoint the right person. New house managers are usually invited for lunch, or to a social event, before starting work – so residents can meet them informally.

Meals

The house manager buys all the food for residents and cooks at least one (but more often two) main meals a day – lunch and a light evening meal. Residents usually have meals together in the dining room at a time to suit everyone. Food is provided so that residents can prepare their own breakfast and hot drinks in their rooms as and when they require. Please store food securely to discourage pests.

The house manager keeps a record of meals which will be checked an executive committee member to ensure that menus are nourishing and interesting. Please tell the house manager if there is any food you cannot eat, if you have any special dietary requirements or if you have any favourite foods.

Mealtimes, as well as the time before and after meals, are an opportunity to exchange news and socialise with other residents. In some houses, morning tea or coffee is also available in the lounge for people who want it.

Cleaning

In many houses residents are responsible for keeping their own room clean and tidy. If you need help you may be able to get a home help from the Social Services Department – or you can employ domestic help at your own expense. A house cleaner is employed to keep communal areas such as the dining room tidy. Sometimes the house cleaner may be paid to clean your room too. Ask a member of your executive committee about this.
Laundry

Residents usually do their own laundry, including bed-linen, or pay to get someone else to do it. There is a washing machine, perhaps a tumble dryer, and ironing facilities in the laundry room. Ask the house manager to show you how the machines work. Some houses provide a laundry service.

Helping around the house

The house manager will usually welcome any help you wish to give with washing up, laying and clearing tables, dusting, watering plants and so on. 

Social activities

At an Abbeyfield house your peace and privacy are respected and your independence encouraged – but you can also enjoy a lively social life with other residents if you wish.
Residents, the house manager, the local volunteers and the ‘Friends’ of your local house may arrange a wide variety of activities: evening socials, coffee mornings, whist drives, lunch parties, birthday celebrations, talks, sing-songs, music evenings, parties, theatre trips, outings – even holidays. You and the other residents can choose what you want to do but nothing is compulsory! If you have any ideas, talk to other residents and the volunteers. Some events offer a good opportunity to invite friends and neighbours.

Your visitors

The house is your home. You are welcome to invite your friends and relatives whenever you wish. If you wish to invite friends to a main meal, ask the house manager in advance. You may be asked to pay a small charge to cover the cost. Please ensure your visitors respect the peace and privacy of the other residents.

Guest room

Many houses have a guest room which you can book for your visitors. It may also be used for people staying in the house for a short period (perhaps while their carers are on holiday), for relief house managers or for prospective residents.

Going out

You can come and go as you wish but please tell the house manager if you will be out for meals. Most houses have a board by the front door for residents to indicate if they are in or out.

Shopping

Many Abbeyfield houses are handy for shops and services but if you cannot get out, perhaps because you are unwell, please talk to the house manager. Volunteers or other residents will often be happy to get your shopping or give you a lift. A few houses have a regular shopping or trolley service.

Hairdresser

Some houses have a visiting hairdresser; you book and pay for the service yourself. Others can arrange transport to hairdressers (and other services).

Worship

Residents often go to their local church or place of worship. Local clergy and ministers may visit the house, just as they would an ordinary home, but any arrangements for services or prayers within the house will be made in accordance with residents' wishes and are, of course, entirely voluntary. Abbeyfield houses are open to all, of any faith or none.

Making a will

All residents are strongly advised to make a will. Please let a member of your committee know the name, address and telephone number of your executor or solicitor.
In the event of your death, your room will be locked and the keys handed to your executor (or next of kin if you have not made a will). 

We will ask them to remove any possessions within six weeks and charge a ‘retaining fee’ until this is arranged. Abbeyfield will need a receipt for all possessions removed.
Your executor is responsible for funeral arrangements. If he or she is not available Abbeyfield will make appropriate arrangements, as agents of your executor.

Power of attorney and enduring power of attorney

Abbeyfield regards the financial affairs of residents as private and limits its involvement to supporting residents in claiming benefits, ensuring that residents understand charges and do not let arrears build up. Sometimes, however, residents become frail and cannot cope with their finances or other important decisions affecting their lives.
Abbeyfield recommends that residents appoint an attorney or enduring power of attorney before moving to an Abbeyfield house. This gives one or more people the power to act on your behalf and ensures that someone of your choice can look after your financial and other responsibilities should you become incapable of doing so.

The process of granting a power of attorney or enduring power of attorney is simple and residents should consult their solicitor, a Citizen's Advice Bureau or legal advice centre for advice and assistance.
Please be sure to tell an executive committee member who has power of attorney over your affairs and how to reach him or her should they need to do so.

Independence

Abbeyfield aims to ensure that residents maintain their independence. Help with getting out and about, aids and adaptations in the house can make all the difference to caring for yourself. Abbeyfield responds to individual needs and plans for the future. Sometimes houses may install new facilities in the house to help residents manage more easily.

Section 5: Your Health and Welfare

Abbeyfield sets high standards of health, nutrition, hygiene and safety. We want you to feel happy, at home and able to enjoy life to the full in the way you wish. Contentment is surely the best tonic for health.

Most residents are reasonably fit and active when they move in. Some feel a new lease of life after moving into Abbeyfield. But from time to time you may need a little extra help.

Confidentiality

If anything concerns you, feel free to talk it over privately with the house manager, other member of staff or a volunteer. You have the right to complete confidentiality.

Your sponsor

Many houses ask that you have a ‘sponsor’ before you move in. Usually a trusted relative, friend or professional adviser, your sponsor is there to:
•
be available and ready to help in case of emergency

•
make sure your interests are looked after and, if you wish, liaise with Abbeyfield on your behalf, especially in times of illness

•
take responsibility for you if you become too frail to look after yourself or make your own decisions
Sponsors do not have any financial involvement or responsibilities – the main requirement is their continuing interest and support. If you do not know anyone suitable, your local Abbeyfield can help you find someone. Sometimes a member of the Social Services Department or perhaps a local church will take on this role.

Your doctor

You will probably want to keep your own doctor. If you wish to change, the house manager or someone from the local committee can advise on a local GP practice. Your house may have a strong relationship with one practice. Changing to this practice may have advantages but you are under no obligation to do so.

Medicines

You are responsible for your own medicines. In many houses Abbeyfield encourages residents to use the ‘monitored dosage’ systems provided by a range of chemists, making medication easier and safer for residents.

What happens if you are ill?

If you become ill, you will receive as much support as your Abbeyfield house is able to provide.  The house manager may provide simple care if you have a minor illness, but please note that this will only be as an emergency or for a limited time, usually a few days.
If you need help in the longer term, the house manager will contact your doctor, a relative or your sponsor – whoever is most appropriate – and help arrange the care you need, with your involvement, of course.  It may be that a community nurse or care assistant calling in would be enough to help you recover.  Alternatively, a spell in hospital or at a nursing home of your choice may be of benefit.

If you do go away or into hospital, your room will be locked and kept ready for your return. A member of the local committee or the house manager will keep in close contact with the medical or social services authority to make sure you are not discharged until you are ready.

Help if you become frail      

If this extra help is simply not enough then consideration should be given to trying to arrange additional support either from Abbeyfield staff or from a home care agency. But if you require care and assistance around the clock, it may be in your best interests to move to a registered residential care home which can provide this care.  While you are welcome to stay as long as possible, Abbeyfield houses such as the one you live in are not permitted by law to provide the sort of care a registered care home can e.g. help with toileting, bathing, dressing, washing and feeding.  See Section 9 ‘Moving On’ for further details.   
In many houses Abbeyfield installs aids and adaptations to make life easier for frailer residents. Visiting services such as a home help, chiropodist or care assistant can also be arranged, through a social services assessment, the health authority, private and voluntary agencies. You may qualify for financial help to pay for these services.

Safety

The house manager's log book

The house manager records safety inspections, fire drills, accidents, unusual incidents and any electrical or heating faults in a log book which is usually checked monthly by a committee member. Potential hazards or accidents will be reported without delay.

Clinical waste

There are special regulations covering disposal of anything that can be termed ‘clinical’ waste. This includes items such as incontinence pads, stoma bags, unwanted medicines and syringes or needles. If you use any of these, please discuss with the house manager how they can be safely disposed of.

Fire precautions

All houses are regularly inspected by the environmental health officer and meet fire safety standards. To help prevent fire please:
•
fully extinguish cigarettes and always use an ashtray

•
never leave a lighted cigarette unattended or smoke in bed

•
do not use open element fires, oil or gas heaters

•
leave the fitting and maintenance of all electrical equipment to qualified electricians

•
make sure appliances have the correct fuse and do not overload electrical sockets

•
service electric blankets at least every two years

•
do not use kettles on the floor

•
keep your room free of combustible rubbish and use matches and aerosols with care

Fire drills and alarms

The house manager and relief staff are familiar with the house fire alarm system. The house manager will tell you the difference between an alarm test and a real fire alarm. Please co-operate with the regular fire drill – it is for your safety.

Fire notices in your house tell you what to do if there is a fire. Please read and remember them. If you discover a fire, raise the alarm immediately.

If a serious fire leaves your house or room uninhabitable, Abbeyfield will make sure you have suitable temporary accommodation with friends or relatives, at another Abbeyfield house or in a suitable hotel.
Section 6: Maintenance, repairs and improvements

Living in Abbeyfield, you don't need to worry about looking after your house. Your local staff and volunteers are responsible for keeping the house, facilities and grounds in good order.

They will:

•
regularly visit the property to check it is in good condition, inside and out

•
arrange repairs, redecoration and regular maintenance within the house budget

•
make sure communal and house equipment is in good working order, safe and regularly serviced

•
make sure health and safety requirements and fire regulations 

are observed

•
ensure furnishings are clean and well maintained

•
make sure the garden is well kept

•
consider how house facilities may 

be improved

Reporting repairs

The house manager will in an emergency call a suitable contractor. If you notice something needs repair, please let the house manager know as soon as possible.
The house manager will liaise with committee members regarding any other routine maintenance requirements.

Response times

Targets for dealing with repairs are:

Emergency repairs – 24 hours

Urgent repairs – within 5 working days

Non-urgent repairs – as agreed

Examples of emergencies include repairs where:

•
there is an immediate risk to health or safety such as dangerous electrical faults, a gas leak, or hazardous brickwork

•
security is seriously reduced.

•
There is a severe or potentially severe damage to property, such as burst pipes

•
essential services are out of action such as failure of the water supply, loss of heating or faulty lifts
If an emergency repair cannot be completed within 24 hours, Abbeyfield must make sure that the house is safe and essential services are restored and make arrangements to support and if necessary move residents.

Looking after your room

You are responsible for keeping your room clean and tidy, reporting any repairs to the house manager and maintaining your own possessions and appliances.

Decorating your room

In some houses, residents are responsible for keeping their rooms in good decorative order. Check the position with the house manager. If Abbeyfield arranges for redecoration, it should consult you about the choice of colour and treatment. If decoration is your responsibility, ask the house manager for any help you need. Whilst decoration is going on, you may be moved to temporary accommodation, e.g. the guest room.

Improvements by Abbeyfield

Abbeyfield wants residents and resident house managers to enjoy the best possible accommodation. As money becomes available, Abbeyfield is upgrading older properties, for example by:

· providing a private shower or bath, toilet and wash-basin for each resident

· modernising the house manager's accommodation to attract and retain the best possible staff

· modernising the kitchen

Tell someone from your house staff or a volunteer if you have any ideas for improving your house.

Carrying out improvements

Major work inevitably causes some disruption and you may be asked to move rooms temporarily. Some  improvements take place in a piecemeal way as rooms fall vacant, but this is much more expensive. If improvements are planned in your house Abbeyfield should:

· fully consult residents and answer any concerns you have

· explain how the improvements will be carried out

· give you a timetable and plenty of advance warning

· keep upheaval to a minimum

Despite the short-term inconvenience, residents are usually delighted with the enhanced comfort such improvements bring.

Aids and adaptations

Many houses are installing aids and adaptations to make life easier for those who are less physically able. Improvements include easy access baths, stair lifts, handrails around the house and wide doors for wheelchair access. If you need something in your room or house adapting to help you specifically then contact the house staff.

Accidents and damage

Abbeyfield accepts normal wear and tear will occur but if you or your visitors damage Abbeyfield’s property wilfully or through neglect or carelessness, you will be charged for any repair or replacement.

Abbeyfield cannot accept liability for loss of, or damage to your property unless it has been caused by Abbeyfield’s negligence.

Section 7: Money matters
Funding new houses and major improvements
Public grants are not easy to come by and do not cover the full cost. They have to be supplemented by private loans and gifts. Generous donations and legacies from Abbeyfield supporters help Abbeyfield to provide, furnish and upgrade Abbeyfield houses to a high standard without putting charges beyond reach.

Nationally, the Fundraising department of the Abbeyfield Society office works to attract gifted funds and private investment for priority projects in Abbeyfield houses across the UK.

Residents' charges

Abbeyfield is non-profit making but it aims to make its houses self-supporting as far as possible.  Through his/her charge each resident pays a share of the running costs.

As a registered social landlord Abbeyfield is required by their regulatory body, the Housing Corporation, to set "target rents" in line with government policy. Abbeyfield may increase the rent only once in 12 months, and the amount of increase is restricted to an inflationary amount determined by the Housing Corporation plus or minus £2.00.

The target or pure rent plus service charges vary from house to house and room to room, depending on the facilities, but you can expect them to cover:

· repayment of any outstanding mortgage on the property

· repair, maintenance and insurance of the building

· maintenance and renewal of house property, including alarm systems and

· laundry equipment

· lighting, heating and power

· cleaning of common areas

· the services of the house manager and other staff

· one or two main meals a day, and food for breakfast and snacks

The involvement of volunteers and the support of well-wishers keep running costs and charges very competitive.

How to pay

Residents usually pay monthly or weekly in advance. 

Help to pay your charges

No one should be prevented from staying at Abbeyfield because they cannot afford the charges. Many residents qualify for Income Support, Housing Benefit or Supporting People to supplement their pension. To decide whether you qualify, an assessment is made of your weekly income and any savings you may have.

Residents who have lived in Abbeyfield since 31 March 1993 or earlier have preserved rights to Income Support. This ensures all charges are covered and leaves a small amount for weekly personal expenses. If at some stage such residents need personal care while in Abbeyfield, residents can forego their preserved rights and claim Housing Benefit and normal rate Income support.

Should they, at a later stage, need Attendance Allowance, it will be paid in addition to their Housing Benefit.

This section explains how you may be able to use Housing Benefit and Income Support to meet the charges in Abbeyfield:

· if you have more than £16,000 in savings you will not be eligible for Housing Benefit or Income Support;

· if you have less than £10,000 in savings then you will be eligible for Housing Benefit and Income Support;

· if you have savings of between £10,000 and £16,000 you will be assumed to be receiving some income from these savings and the amount of Housing Benefit you receive will be adjusted according to a formula devised by the government;

· if your savings are less than £16,000 you can claim Income Support (administered by your local Department of Social Security or Benefits Agency) in addition to Housing Benefit. This Income Support will be adjusted to take account of assumed income from savings in excess of £10,000 as well as any other income you may receive.

If you receive Income Support, you will be entitled to other health benefits, for example free prescriptions, spectacles and dental treatment.

Supporting People is the term used to describe a new system of planning monitoring and funding support services for people who need them, to improve their quality of life by enabling them to live independently in the community.

If your house has a contract with the local Supporting People Team /Administering Authority you may be eligible to receive financial support towards the Support Charge within your rent. You should discuss this with the local staff or volunteers who will help you make a claim.

Attendance Allowance

Residents who need help, for example with washing, dressing, bathing or because of an illness or disability, can apply for Attendance Allowance.  This could cover the costs of, for example, a care assistant or bath nurse.  You can claim Attendance Allowance even if you are not currently getting help. Attendance Allowance is not means-tested but awarded according to your care needs. It is not treated as income and therefore will not be deducted from any other benefits received.

Please contact your local staff if you have any queries about benefits and they will access advice for you.

Reductions during absence

If you are away for more than a week, for a holiday, because of illness or in an emergency, your weekly payment will be reduced to the ‘absentee rate’.  Ask your house manager or a member of the house committee for details.

Reviewing charges

Abbeyfield will review charges annually to take account of the costs within budget.  Abbeyfield will inform you of any change to the charges and give at least 28 days’ notice in writing of any increase.

What if I can't pay?

If you are having difficulty paying, or anticipate having problems, don¹t worry unduly but please talk it over with a member of the committee straight away. They can help ensure that you obtain the necessary advice to make sure that you are getting any benefits you are entitled to and come to an arrangement with you about paying off any arrears in instalments.

If you are continually late paying charges for no good reason, or if you fail to keep to any agreed arrangements, Abbeyfield may have to ask you to leave.

Section 8: Making your voice heard and how to make a complaint

Abbeyfield aims to provide high standards of housing and support, giving residents good value for the charges they pay. We want to hear from you if you are dissatisfied or have ideas for improving the service provided.

Funders and supporters require high standards from Abbeyfield. Residents, above all, have the right to expect them too.

Keeping you informed

Abbeyfield produces a range of publications about Abbeyfield ­ ask a committee member for details or contact the Abbeyfield Society office. Your local society may also produce its own leaflets and newsletters.

Twice a year (March and September) your house receives a copy of the Abbeyfielder ­ a magazine for residents, house managers and volunteers. You are welcome to contribute news and views to this publication. Please send them to the Editor at the Abbeyfield Society office.

Access to your records

You have the right to see any personal records that Abbeyfield holds about you, including medical reports and payment records, to check they are correct and up to date. If a third party gives Abbeyfield information in confidence, this confidentiality must be protected. Your house should tell you if it holds any confidential records. To check your records, please make arrangements with the house committee Chair.

Consulting you

Abbeyfield should ask your views about any matters which concern you, including charge increases and any proposed changes in the house such as improvements, and will attempt to take your views into account.  In many houses, there is a resident representative on the house committee.  In others, residents form their own committee and put their views to the volunteers and staff. If you think something like this would work well in your house, talk it over with other residents and the house committee.
Abbeyfield wants you to have as full a say as possible in the way your home is managed.

The sort of topics you may wish to discuss are:

· the house committee agenda and minutes

· how to spend money raised by fundraising

· rent levels and increases

· meals ­ quality and standard

· social events and outings

· issues raised in the Abbeyfielder

· ways of welcoming new residents

Making a formal complaint

Abbeyfield can only resolve problems and improve its service if you speak up when things go wrong. You should never feel reluctant to complain.  Your complaint will be dealt with in the strictest confidence.  Most problems can be easily resolved by having a word with the house manager.

If you wish to make a formal complaint please ask for a copy of your Abbeyfield society’s complaints procedure if you do not already have a copy.
If you remain unhappy, you may take your complaint to a Housing Ombudsman.  A Housing Ombudsman is an independent referee who investigates complaints against landlords from people who receive their services.  Please note that before s/he considers your complaint, the Ombudsman will expect you to have followed every stage of the procedure set out above.  For further details,

contact:

The Independent Housing Ombudsman Ltd

Norman House  105-109 Strand London  WC2R 0AA           

Tel: 0345 125 973

Help with making a complaint

You can get help to make a complaint from a relative, friend or sponsor.
You may also wish to get independent advice from a Citizen’s Advice Bureau, from Age Concern or from a solicitor.  You will find details in the telephone directory.

Section 9: Moving on

Happily, most residents make Abbeyfield their home for life. But sometimes people need to move on ­ perhaps to be closer to family support or because they have become very frail and need the sort of care that an Abbeyfield house cannot offer.

Some residents feel so much better after a spell at an Abbeyfield house that they decide to return to their own home. One resident, after a year in Abbeyfield, set off on a three-month tour of Italy!

Giving notice

If you wish to leave, you must give Abbeyfield notice in writing. The amount of notice will be stated in your tenancy, but is usually 2 months. You can leave at any time provided you have paid for the duration of the notice period.

Moving to another area

If you need or want to move to another area, Abbeyfield can help you transfer to another Abbeyfield supported sheltered house. It may also be able to provide information about other organisations offering housing and care for older people.

Moving for more care

As time goes on you may find it harder to look after yourself and your room.
Visiting care services and special adaptations may be all you need to avoid the upheaval of moving. However, if you become very frail, seriously ill or disabled Abbeyfield may have no option but to ask you to move to accommodation that can provide the sort of facilities and personal care you need.
Abbeyfield appreciates the trauma this can cause and never take decisions like this lightly, always looking for other solutions first. In partnership with social services, your house committee and society will do all they can to help find the right place for you.
Before taking any action, staff should talk with you and your closest relative or sponsor about why you need to move on and the options open to you. Abbeyfield may help to arrange temporary care to support you until the right place is found.

Assessing your needs

Whatever your private finances, you can ask your Social Services Department to assess what kind of care you need and advise on services available locally.
Registered care (with 24-hour care and assistance) costs more than living in an Abbeyfield supported sheltered house. If you think you may need help with the costs, the social services care assessment is an essential first step.
You will be fully involved in this process and your views taken into account.

Finding the right place

If the Social Services Department agrees you need greater care, it is legally responsible for making sure you receive it. It will suggest suitable registered residential care homes, nursing homes or other local services which offer the care you need.
If you are applying for financial help from your local authority, it will only offer places which fall within its price limits. It may agree to move you to a more expensive place if your relatives or a charitable source can make up the difference.

Your personal choice is an important factor in finding the best place for you. Abbeyfield cannot offer financial help, but will do all it can to help you find the right place for you. Some Abbeyfield societies have care homes that provide registered residential care. Places in these are limited and much in demand but Abbeyfield residents are usually given priority. Ask your house staff for details of registered residential care homes in your area.

Who will pay?

If you cannot meet the costs of registered care, the Social Services Department will assess how much you can afford by looking at your personal income, including:

· your pension

· any capital or savings

· any benefits you are entitled to (e.g. Income Support, residential allowance)

It will then decide how to make up the cost of care ­ usually from social services funds, your relatives or a charitable source.

Moving out

Your belongings should be moved out in good time. In most houses, charges are payable until all personal property is removed.  If you have your own telephone, tell the telephone company your leaving date, so that your bill can be finalised. Deposit your keys with the house manager. Please leave your room in good condition.

Do talk to the house manager or house committee members if you need any help with your move.

Can Abbeyfield require you to leave?

Your society may terminate your tenancy and ask you to leave, but will only do this as a very last resort when all efforts to find other solutions have failed. For example Abbeyfield might ask you to leave if:

· you are causing disruption and continue to do so, despite formal requests to co-operate

· you are persistently late paying charges, with no good reason

· you are not prepared to move where medical assessment has confirmed you are in need of services which the house cannot provide e.g. 24-hour personal care, and that there is accommodation more suited to your needs available elsewhere.

Notice to vacate

The procedure is usually as follows:

1. If the house committee can see no alternative to asking you to leave, it will seek the agreement of your society’s executive committee.

2. With the agreement of the executive committee, a member of the house committee will talk to you, and if appropriate, with your closest relatives or sponsor about why you need to move and arrangements for moving.

3. If this informal meeting fails to bring agreement, your Abbeyfield society will write formally to you and to your closest relatives or sponsor, setting out what it proposes to do.

4. The executive committee will then serve a notice to vacate, giving you notice ­ usually 2 months.  
It is up to you, your relatives or sponsor to find suitable accommodation elsewhere, but the house committee will do all it can to help.
Where appropriate it will ask the Social Services and/or Housing Departments to suggest a suitable home for you. If you refuse to move out, your Abbeyfield society will have no option but to take legal action.

Appealing against notice

If you feel Abbeyfield is being unreasonable, you may have a right to appeal against notice in court. Seek independent advice first ­ from your own solicitor, a local law centre, housing advice centre or Citizen¹s Advice Bureau.

Section 10: Abbeyfield Resident’s Charter

The Abbeyfield Resident’s Charter set out below, is in line with the requirements of the Housing Corporation in England, the Housing Services Division of the National Assembly for Wales, Communities Scotland and the Department for Social Development in Northern Ireland.

As an individual living in an Abbeyfield house you have the right to:
1. Be treated fairly at all times by Abbeyfield house volunteers, staff, visitors and your fellow residents;

2. Receive the information contained in the Resident’s Handbook when you move in;

3. Have a written contract detailing the agreed terms/conditions of your residency;

4. Have your dignity respected and where possible your choices honoured;

5. Have your personal confidentiality and privacy respected;

6. Lock your own private room and be able to safeguard your personal belongings;

7. Have your personal preferences and dietary requirements taken into account when meals are planned;

8. Furnish your own room;

9. Observe personally significant religious, cultural and life events and have access to the spiritual support of your choice;

10. Have your view listened to and responded to appropriately;

11. Access a formal complaints procedure;

12. Have clear information about your charges;

13. Receive clear information about the services Abbeyfield 

provides, its standards, and its accountability to you as a resident;

14. Live in a safe and secure home environment;

15. Be introduced to new residents, volunteers and staff;

16. Have access to any information held about you by Abbeyfield;
17. Have access to the amenities and support mechanisms that will

enable you to live in your Abbeyfield home for as long as is

practicable for you and other residents;

18. Have access to those services which will enhance your

wellbeing and personally chosen participation in your community;

19. Have your house equipped with basic aids and adaptations that

will enable you to maintain your independence;
20. Live in a house and share communal areas that are appropriate

 to your and your fellow residents’needs;

21. Have your house maintained in a good state of repair and

decoration and be aware of the maintenance standards;

22. Have controls in all areas of your house that ensure you and

your fellow residents have appropriate heat, lighting and ventilation;

23. Know that there are building security arrangements in place to

 secure your safety;

24. Be consulted about maintenance work on your house with

appropriate provision for accommodation when work is being carried out.

Appendix

Useful contacts in Abbeyfield and your local community:

………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………......................
