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W
e believe that everyone should be 

able to live their lives the w
ay they 

choose; that’s w
hy our service is totally 

focussed around you and your needs. 
W

e offer a hom
ely environm

ent w
ith a 

loving and devoted team
, w

hich allow
s 

you to feel at hom
e, respected and 

w
ell-looked after. W

e w
ork to get to 

know
 w

ho you are, w
hat you like and 

how
 w

e can support you in the best 
possible w

ay. W
e have over 750 years 

of care experience betw
een us and this 

expertise allow
s us to deliver a service 

that is truly centred around you.

M
elrose Care is an 

award-winning nursing 
care provider based in 
W

orthing, W
est Sussex.

OUR HOME



“I want to say a big thank 
you to all the nurses and 
staff. M

um
’s care was just 

wonderful. You have all been 
so thoughtful and kind to 
m

um
 and also, to m

e.”
Lesley, daughter of resident Barbara

* taken from
 2017 resident and relative surveys

100%
 of residents believe that staff m

ake 
an effort to get to know their personal 
needs to a good or outstanding level

100%
 of residents believe that 

individualism
 is respected by all staff 

to a good or outstanding level

94%
 Satisfaction Rating



O
ur Prom

ise to You

OUR PROMISE TO YOU

As a team
 we have developed four core 

values that express our dedication to 
providing the highest level of care to 
everyone who lives with us. These are 
our prom

ises to you.

“W
ithout exception, we 

have always found the staff 
to be positive, cheerful 
and friendly…

 M
um

 clearly 
enjoyed the individual 
attention and relationship 
she was able to have with 
m

any of the staff – the 
fact that you sang and 
joked with her showed us 
how you got to know and 
understand her.”
Lesley, daughter of Barbara



Person Centred Care
You are the m

ost im
portant elem

ent 
w

hen it com
es to your care. 

W
e are skilled listeners w

ho learn 
to know

 exactly w
hat you like 

and w
hen you like it. W

e listen to 
your life story and w

ork together 
to develop care plans that allow

 
you to choose how

 you live. W
e 

know
 your favourite food, the 

song that m
akes sm

ile and how
 

you like your cup of tea! Through 
this w

e offer you a service and a 
hom

e that is just right for you.

Enjoym
ent & Fun

W
e sing, w

e laugh, and w
e sm

ile; w
e 

share the good m
om

ents every day. 

Bringing light and life into the 
hom

e w
ith a happy and loving 

atm
osphere. W

e share experiences 
w

ith trips out, choir practice, 
m

usician visits, gardening and m
ovie 

nights, to nam
e a few

. W
e celebrate 

w
ith parties and gatherings, w

ith 
friends, fam

ily and guests. 

Learning & Growth
It’s never too late to learn som

ething 
new

 or take up old hobbies.

W
e believe that everyday should 

be a day you look forw
ard too. W

e 
support everyone at M

elrose to 
achieve am

bitions; residents and 
the team

 alike. W
e reflect on our 

practice to develop and grow
 and 

w
ork together to understand how

 
w

e can im
prove.

Individualism
 & Dignity 

U
pholding your dignity is at 

the core of all our practice. 

For us this m
eans protecting 

your privacy, alw
ays keeping you 

inform
ed, m

aking sure you feel 
safe and secure, involving you 

in all decisions about your care 
and alw

ays respecting you. W
e 

treat everyone in our care as an 
individual and learn exactly w

hat 
it is that m

akes them
 w

ho they are.

OUR PROMISE TO YOU



OUR HOME

Life in the H
om

eActivities & Parties
W

e ensure that you have a 
wide variety of activities 
and supported past-tim

es 
available every day.
Everyone w

ho lives w
ith us is consulted 

on w
hat they m

ight like to do or have as 
entertainm

ent. W
e have an activity every day 

and have regular m
orning activities for those 

w
ho feel even m

ore active! O
ur resident 

cook w
ill run recipe w

orkshops to talk about 
favourite m

eals and our m
em

ories associated 
w

ith them
; w

e have a w
eekly m

usic therapist 
w

ho helps us to develop our choir and one 
of our m

ost popular activities is to arrange 
flow

ers w
hich m

eans w
e have bright, fresh 

flow
ers in our room

s w
eekly!

W
e also have regular parties and celebrations 

w
here our cooks put on a spread and w

e 
invite all relatives, friends and fam

ilies and 
of course, the team

s fam
ily too! These are 

w
onderful occasions w

ith all generations 
com

ing together w
ithin the hom

e to have 
som

e fun!

Achieving Am
bitions

88%
 of residents say they 

have learnt som
ething new 

since living with us.
A

m
bitions are not som

ething m
any people 

w
ould associate w

ith a care hom
e, but w

e 
believe that everyone should be given the 
opportunity to achieve som

ething they have 
alw

ays w
anted to or som

ething they never 
thought they could do! W

e w
ork closely w

ith 
our local com

m
unity to offer all residents the 

choice about w
hat they m

ight like to learn. 
W

e develop a care plan w
hich structures the 

w
ay w

e are going to support the resident to 
get to their goal. R

esidents have previously 
developed photography skills, learnt to use 
a com

puter and even supported the office 
w

orkings in the hom
e using their 

accountancy know
ledge.



Room
s & Facilities

W
e renovated the hom

e in 2017, w
orking w

ith 
a top local interior designer O

ur aim
 w

as to 
create a hom

e that felt truly w
arm

 and cosy, 
w

ith bedroom
s that w

ere light and airy but 
also offered soft com

fort. Every bedroom
 can 

be com
pletely custom

ised, and w
e encourage 

all residents to bring furniture, soft furnishings 
and ornam

ents to m
ake their space their ow

n. 
W

e have 25 bedroom
s, m

ost w
ith ensuite 

facilities. W
e also have a range of equipm

ent 
to support m

obility for all residents.

W
e have a large, spacious activities room

 
w

hich is placed in the conservatory. This 
provides a space for all residents to com

e 
and go as they choose, w

ith activities such 
as puzzles, cards and a com

puter to use 
throughout the day.

A
dditionally, w

e have a large living room
 

w
hich is often used for socialising, relaxing 

and w
atching television. O

ur team
 are 

alw
ays around to give a helping hand or 

bring a cup of tea to residents. O
ur garden 

is also available to everyone w
ho lives w

ith 
us, hosting garden parties and gardening 
activities for those w

ho w
ish to join.

Food
A

ll food at the hom
e is com

pletely hom
e 

cooked. This m
eans that you can choose 

anything you w
ant to eat if don’t feel 

like eating w
hat is on the m

enu. W
e are 

com
plem

ented on the food w
e cook alm

ost 
every day and so w

e are really proud to serve 
three delicious hom

ely m
eals every day!

OUR HOME

Breakfast
Selection of Fruit Juices

Selection of C
ereals 

Fried, Scram
bled or B

oiled Eggs

W
hite or B

row
n Toast or B

read w
ith Spread &

 Preserves

G
rapefruit Segm

ents or Prunes

Tea or C
offee

Lunch
R

oast B
eef &

 Yorkshire Pudding or Sm
oked H

addock &
 H

ollandaise Sauce
w

ith N
ew

 Potatoes/R
oast Potatoes &

 Vegetable Selection

Tuna N
içoise Salad w

ith B
read

Please ask if you w
ould prefer another option and w

e w
ill m

ake it for you

–

Straw
berry Pavlova

Fresh Fruit Salad

Yoghurt or Ice C
ream

Supper
H

om
em

ade Soup of the D
ay w

ith B
read &

 B
utter

B
uffet

Jacket Potato w
ith B

utter, C
heese, B

aked B
eans or Tuna M

ayonnaise

–

C
ake or Yoghurt   

Selection of Ice C
ream

s

Fresh Fruit or Tinned Fruit C
ocktail

M
enu for Sunday 2nd Septem

ber 2018 (W
eek 2)

For allergen advice on any of our dishes please speak to a m
em

ber of the catering team
.



THE TEAM

W
e regularly reflect on our practice and how

 
w

e can better the lives of the people w
e look 

after. W
e aw

ard quarterly G
oing the Extra 

M
ile aw

ards to those w
ho show

 them
selves 

to be exceptional. You w
ill regularly see 

our team
 com

ing in on days off to w
atch 

the football w
ith residents, going to tow

n to 
shop for presents for loved ones on behalf of 
residents and uplifting people w

ith beautiful 
songs around the hom

e. W
e really believe in 

our values and look for every opportunity to 
support and care those w

ho live at M
elrose.

A
ll staff receive training throughout the 

year, this is to ensure w
e are up to date 

w
ith best practice as w

ell as fully legally 
com

pliant and safe. Staff approach these 
learning opportunities w

ith enthusiasm
 and 

m
any undertake additional training to gain 

specialism
s.

The Team
O

ur team
 have a wonderful culture of 

togetherness, they are always available to 
help where needed and go the extra m

ile 
for our residents whenever they can.

“Each and everyone of 
you gave m

e a big sm
ile 

when you saw m
e each 

day rather than awkwardly 
avoiding eye contact, which 
could’ve been so easy 
given the circum

stances. 
Little things like that m

ake 
a really big difference! 
O

nce again, thank you for 
your care of m

y lovely 
m

um
.”

Nigel, son of Margaret



This enables us to gather feedback and 
suggestions from

 residents to further shape 
our service to the needs of the people using 
it. In addition, the C

are M
anager and the 

O
w

ner have scheduled quality m
eetings 

to review
 policies and procedures on a 

regular basis.

C
are R

eview
s are carried out on a m

onthly 
basis. H

ow
ever, residents are seen each 

day by qualified staff so changes can be 
im

plem
ented m

ore frequently, as and w
hen 

necessary i.e. if a resident’s condition changes 
and they need im

m
ediate am

endm
ents to 

their care plan.

A
ny com

plaints w
ill be dealt w

ith w
ithin

28 days. In the first instance this is by the 
Sister in charge of the shift, and if necessary 
the R

egistered M
anager w

ill be inform
ed. 

Please see enclosed com
plaint procedure 

for appropriate action.

C
opy of latest Inspection R

eport can be 
obtained from

 us and can also be found 
online at w

w
w

.cqc.org.uk

U
pholding our Prom

ises

UPHOLDING OUR PROMISES

Along with the help of an independently 
chaired residents com

m
ittee, we 

conduct regular surveys of our residents, 
their representatives and their fam

ilies.



Accreditation in Gold Standards 
Fram

ework for End of Life Care 
(GSF)

The H
om

e is accredited w
ith B

eacon Status 
in the G

SF and as such, is at the forefront of 
this G

overnm
ent Initiative. This is the process 

by w
hich residents w

ill receive care based 
on best practice at the end of their lives, 
helping each one to ‘live w

ell until they 
die’. This approach prom

otes w
orking w

ith 
others (G

P specialist care team
s, out of hours 

service etc.) to im
prove care provision and 

avoid unnecessary adm
ission to hospital. The 

form
at enables discussions w

ith residents to 
incorporate their w

ishes w
ithin an advanced 

care plan and ensure they are the key 
decision m

akers in relation to their ow
n care.

Regulation

W
e are registered w

ith and regulated by the 
C

are Q
uality C

om
m

ission under the term
s 

of the H
ealth and Social C

are A
ct 2012. A

ll 
practices w

ill be carried out in accordance 
w

ith the requirem
ents for registration, and 

appropriate supplem
entary regulations. W

e 
are inspected by CQ

C
 annually. They w

ill look 
at the quality and safety of the care provided 
based on w

hether the service is:

• safe

• effective

• caring

• responsive to people’s needs

• w
ell-led.

Through this approach, they aim
 to have 

a richer and broader understanding of the 
quality provided. It w

ill also allow
 them

 to 
com

m
ent on the leadership and governance 

of the services they inspect.

UPHOLDING OUR PROMISES



W
e have given som

e inform
ation about 

w
hat each role entails and how

 the team
 is 

structured day to day below
. 

Registered Provider 
O

verall regulatory responsibility.

Registered M
anager 

Responsible for the clinical care of residents 
and the m

anagem
ent of staff.

Registered N
urses 

Responsible for the day to day delivery of 
the clinical care, updating of designated care 
plans and supporting and supervising the 
care assistants on the shift.

Care Assistants 
D

ay to day delivery of care and support for 
all residents.

G
eneral Staff

Supervised by the Registered M
anager

Registered Provider
M

r Asim
 Chaudhary & M

rs U
zm

a Chaudhary

Registered M
anager

M
rs Elizabeth Seym

our

 

Elizabeth Seym
our

M
Sc. RN

. RN
T. 

Clinical career in surgical nursing, 
lecturer/practitioner in colorectal surgery 
at John Radcliff

e H
ospital, O

xford. 
M

oved into m
anagem

ent in the N
H

S. Then 
w

ent on to becom
e G

eneral M
anager 

of a private hospital. 

Liz Seym
our is an RN

 w
ho qualified 

in 1982 and has w
orked at M

elrose 
since Septem

ber 1991, becom
ing Care 

M
anager in January 1999. M

rs Seym
our 

has com
pleted her Registered 

M
anagers Aw

ard. 

The Team
 Structure

It is im
portant that everyone at M

elrose 
understands the structure of our team

 
and know

s w
ho they can turn to if they 

have any questions or concerns. 

“Thank you for m
aking sure 

she w
as com

fortable and 
for respecting her dignity 
throughout.”



The structure of the care team
 shifts, 

w
ith 95%

 occupancy, is as follow
s:

Shift 
RN

H
CA

AM
1 x RN

 
(8am

-2pm
)

2 x H
CA (7-2)

4 x H
CA (8-2)

PM
1 x RN

 
(2pm

-8pm
)

5 x H
CA (2-8)

N
ight

1 x RN
 

(8pm
-8am

)
2 x H

CA (8-8)

O
ne D

eputy Care M
anager

Q
ualified N

urses
H

ealth Care Assistants (H
CA) 

M
ajority have N

VQ
s at level 2 or 3

Cooks
G

eneral Staff 
Consisting of:
H

ousekeepers
Kitchen A

ssistants
Launderer 
M

aintenance/Facilities staff
Volunteers
There are also volunteers w

ho help w
ith 

activities from
 tim

e to tim
e. 

N
B All staff

 m
eet rigorous recruitm

ent 
standards and are D

BS checked

Care M
anager

H
ousekeepers and 

Kitchen Staff
H

om
e Care H

C
A’s

H
C

A’s under specific 
Supervision of N

am
ed 

RN
 as w

ell as under 
the supervision of Care 

M
anager

H
ead of H

ospitality
O

ffi
ce M

anager/
H

R Co-ordinator

Adm
inistrator

D
eputy M

anager & 
H

om
ecare Co-ordinator

Registered N
urses



If, therefore, you feel that you have any 
reason to com

plain, then please speak in 
the first instance to M

rs Liz Seym
our, the 

Registered M
anager. If she is not on the 

prem
ises, the Sister in Charge of the shift 

w
ill be pleased to discuss the m

atter w
ith 

you and, if necessary, report back to the 
Registered M

anager.

Should you still feel that your concern is 
not being properly addressed, then do not 
hesitate to ask to w

rite to, speak to or em
ail 

M
rs Louise Bruce, the ow

ner, w
ho w

ill then 
contact you to see how

 the m
atter can be 

resolved.

Com
plaints Procedure

Tel: 01903 230406  Fax: 01903 216258
Em

ail: m
elrose.care@

m
elrosecare.org.uk 

In the event of your still being unhappy 
about the m

atter, then your com
plaint 

can be addressed to:

H
ealthw

atch W
est Sussex 

A confidential consum
er cham

pion for 
health and social care
Tel: 0300 012 0122

O
r you can contact one of the follow

ing 
organisations:

Care Q
uality Com

m
ission 

The independent regulator of health 
and social care in England
Tel: 0300 061 6161

W
est Sussex Adults’ Services Care Point

Tel: 01243 642121

“M
elrose! W

hat a breath 
of fresh air, an enthusiastic 
caring team

, super girls, 
w

illing to learn and so 
positive about the hom

e. 
A

 pleasure to teach.” 



INSURANCE

The hom
e has full insurance 

cover (including em
ployer’s 

liability and public liability). 
However, we cannot insure all 
our residents’ personal 
belongings.

If you have a large sum
 of m

oney or any item
 

of particular value, w
e w

ould encourage you 
to insure it yourself under separate cover, and 
to keep it in our safe until you need to use it.

W
e are afraid w

e cannot accept liability 
for such item

s, you bring them
 in at your 

ow
n risk.

Insurance &
 Your Possessions



Melrose Care 
7-11 Wykeham Rd  
Worthing  
BN11 4JG  
01903 230406 
info@melrosecare.org.uk
melrosecare.co.uk

“Thank you so much for the lovely afternoon 
we had yesterday. Graham and I really enjoyed 
ourselves and I’m sure it helped mum to feel 
more settled at the home. Please thank all the 
staff who went to so much effort to make it a 
fantastic event.”
Nadine, daughter of Hazel


