
Service User Guide

Claridge Place at Sanders Senior Living



This resident's guide is intended to tell you about the service
provided at Claridge Place.

Claridge Place is a stunning, state-of-the-art community for
seniors in the vibrant community of Olton.

Claridge Place is a leading, person-centred residential care
home and residential dementia care home in Solihull where
residents are treated with dignity, respect and compassion.

The home has a dedicated area for memory care, designed to
enable those we care for, who need a bit of extra support, to
maintain their independence in a safe and fully supported
environment.

Carers are fully trained and experienced in residential
dementia care services, and have a true understanding of
person-centred care, to offer support that is bespoke to
individual needs and wishes. Graysford Hall also offers respite
care for those looking for a short care break or holiday.

Introduction



Our Vision & Values

Vision Mission
To put the people who

choose to live in our homes
at the centre of everything

we do.

We aspire to deliver an
exceptional service, and to be
flexible and responsive to the
ever-changing needs of our

residents, teams and the
world around us.

Our Core Values

The Right Care
We aim to provide a good

quality of life and true sense
of belonging for residents.

Wellbeing
We are passionate about

care, wellbeing and
development.

Skilled Teams
We invest in high-quality
training and development

for our teams.

Community
We value strong links with
family, friends and the local

community.



Our fees are fully inclusive and cover items that are normally
billable, for example:

Hairdressing (cut, blow dry and finish)

Chiropody

Newspapers

Local telephone calls

WiFi

Alcohol

Light bites with family members and loved ones

Trips

Outings and excursions

What to expect

Contracts & Agreements

You will receive a copy of your contract of agreement of
residence, detailing the terms and conditions of your
residence at Claridge Place.



Finances

Our weekly fees depend on an individual’s needs following a
comprehensive pre-admission assessment. We offer
residential care for people with varying care needs.

As a rule, we do not take Local Authority fees. Local authority
funding is usually lower than our weekly fees, and we would
only accept Local Authority rates with a third-party top-up.

Your fees are all-inclusive, including your room, 24-hour care,
catering services and laundry.

Should you be admitted into hospital, your room will be
reserved for eight weeks. If your hospital stay is going to be
for some considerable time, we would discuss this situation
with yourself and hospital staff - no alternative arrangements
will be made without your knowledge.

Entering
Claridge Place

We will do everything we can to help you settle in at
Claridge Place Care Home.

Upon arrival, you will meet with our concierge and either one



Home Manager - Uniform colour: Navy & White 
Deputy Manager - Uniform colour: Navy & White
Care Team Leaders - Uniform colour: Grey & White 
Care Assistants - Uniform colour: Striped Grey & White
Wellbeing Leads - Uniform colour: Black & Pink
Catering - Uniform colour: White & Black & Check
Domestic and laundry - Uniform colour: Black & Pink
Administrators - Uniform colour: Navy

We recruit the very best people from the local area wherever
possible to create a team of passionate, caring individuals
who strive to make your day the best it possibly can be.

The team comprises:

Staff

of the Managers, or one of the on-duty Care Team Leaders.
They will show you to your room and allow you to settle in.
You may have family with you, and they can stay with you as
long as you require.



Your Key Worker

On arrival at Claridge Place, you will be allocated a personal
care worker who will support you. Your key worker is there
for you to talk to about your needs and wishes, and offer
continued support.

Care Plan

You will be allocated a personalised care plan after an
assessment, tailored to your individual needs. This will be
regularly reviewed with you and / or those important to you,
to ensure you are receiving the appropriate care.

Medical Care

You will have a GP who provides medical care and reviews
medication. You may be able to retain your own GP. Other
health professionals may be asked to support with your care if
necessary.

On entry to Claridge Place, you will be delicately assessed for
continence products by the local service if this is an identified
care need.



Our catering staff provide a full range of home cooked foods.
The menus are displayed daily on the tables in the dining rooms.
There is always a choice of dishes available. Together with you
and your family, our skilled and experienced team will devise a
care plan that acknowledges your dietary needs and
preferences. We will work closely with you to determine your
likes and dislikes and ensure there is a menu of options available
that accommodates your preferences. This will also be reflected
within your personal care plan. 

Snacks, tea and coffee are always available; please ask a
member of staff if you require anything. We welcome families
and friends who wish to stay and have a meal with you, although
advanced notice is appreciated. There will be a nominal charge
for visitor’s meals. They are also allowed to bring food in to eat
with you, and often there will be a quiet spot where you can
enjoy your food together, if not in your room. Our cooks receive
the minutes of the resident’s meetings in the home and also take
surveys of your favourite dishes, however they always welcome
any comments or suggestions about the meals provided.

Catering

Laundry

We encourage you to bring personal clothing. Please ensure it is
clearly labelled with your name on admission. Clothes are
returned pressed and on coat hangers for efficiency.



You are free to come and go as you please, but we would ask
that you let us know if you are going out, so that we do not
worry about your whereabouts, or look for you unnecessarily in
the case of a fire evacuation. Please tell us if you expect to be
out overnight, or do not require certain meals.

Our mini-bus goes on regular outings, including shopping trips.
We also have outings to the theatre and to local pubs and
restaurants, so it is a good idea to have a small amount of
money that can be easily topped up.

Going out

The home has a visiting policy in place. We encourage and
welcome all visitors in between 9am and 9pm. If any visitor
wishes to visit outside these visiting hours stated, this can be
facilitated by prior agreement with the Manager, Deputy or
other senior member of staff. Residents are free to see their
visitors in their private rooms or the allocated visitor’s room
located on the ground floor.

If a large number of visitors for one service user require meals
on the same day, 24 hours notice would be appreciated.

Visiting may be restricted or ceased during a medical outbreak.

Visitors



Under the Health & Safety at Work Act, we are responsible for
ensuring your welfare at all times. For the safety of both
residents and staff, regular fire drills are held. Smoke detectors
are fitted in all rooms within the home. Fire notices are
displayed around the home in line with fire department
requirements, which give details of what to do in the event of
fire. To comply with fire regulations, all visitors are requested to
sign the visitor’s book on each visit.

Home Safety

For Health & Safety reasons, all bedrooms and lounge rooms are
non-smoking areas. Residents are permitted to smoke in the
nominated external smoking area.

Smoking

Your bedroom is fully furnished, but if you wish to bring in any
furniture of your own, the staff will be happy to discuss this with
you prior to you moving in. We encourage you to make your
room your own. 

Bringing Items



Toiletries:
Everyone likes to use products that they are used to, so it is a
good idea to keep check on toiletries to ensure they are
replenished regularly. Your key worker can support with this.

Jewellery:
It’s worth taking photographs of anything valuable, as a picture
is much better than a verbal description in helping others
understand what the item looks like. If you are really worried
about something should it go missing, we would suggest that
valuable items would be better kept safe by family members, or
are insured. 

Personal Aids:
We advise precaution with personal aids. Strings or chains may
help spectacles or hearing aids stay with their owner. Keeping
spares is another useful strategy, just in case. Marking false teeth
and making them identifiable is also a handy thing to do.

Valuables:
We would recommend that all valuable items are insured
accordingly.

Pets:
We value the contribution that having a pet can bring. As long
as you are able to care for your pet yourself, and we have no
other residents or staff with pet allergies, we welcome pets.

Personal Belongings



Claridge Place is owned and managed by Sanders Senior Living,
which its main office is situated at:

107 London Road,
Hadleigh, Benfleet, Essex,

SS7 2QL.
 

Claridge Place is registered by the Care Quality Commission
under the Health and Social Care Act 2008 (Regulated activity)
(Amended 2014)

The CQC can be contacted at, and you can give feedback to
them on your care at:

Care Quality Commission, CQC - Eastern, Citygate, Gallowgate,
Newcastle upon Tyne, NE1 4PA

Tel: 03000 616 161 | Email: enquiries.eastern@cqc.org.uk

Company Overview

We have a robust quality assurance process, and we
wholeheartedly welcome input from residents, their family and
friends. We continually monitor the service we provide.

Quality Assurance



A friend

A family member

Someone you trust

Complaints procedure

Was a member of staff friendly or helpful?

Do you want to say thank you?

Are you happy?

Was a member of staff rude or unhelpful?

Do you need help or more support?

Is there something else you want to tell us?

Are you sad?

Want to tell us something about your care or support? Here’s what

you need to do.

Tell us what you think

Let us know if we could do things better.

Do you have a good idea?

You can get someone to help you
give us your feedback:



Complaints procedure

Call us on: 0121 667 4692

Write to us: The Registered Manager, Claridge Place, 111
Warwick Road, Olton, Solihull, B92 7HP

Email us at:

manager.claridgeplace@runwoodhomes.co.uk

https://www.ombudsman-services.org/

If you remain unhappy, contact your
local ombudsman:

In the first instance, inform the
care home by:

If you remain unhappy, then
contact  Sanders Senior Living's
COO, Gavin O'Hare-Connolly:

Email: gavin.o'hare-connolly@sandersseniorliving.co.uk

Call: 03000 616161
Email: enquiries@cqc.org.uk

If you remain unhappy, contact
CQC:

mailto:enquiries@cqc.org.uk


You may have concerns about what is happening in your home.
When the concern feels serious because it might affect other
residents, carers or the home, it can be difficult to know what to
do.

You may feel that raising the matter would be disloyal to your
carers. However, everyone working in health and social care has
a duty to follow their professional code of conduct, and put
residents first and protect their safety

If you see an unsafe practice, risk or wrong-doing, talk to your
Home Manager.

If you do not feel comfortable raising the matter with the
Manager, or it remains unresolved, contact Head Office on
01702 559797, or email info@sandersseniorliving.co.uk.

You can get free, independent and confidential advice from the
Whistleblowing Helpline for NHS and Social Care on:
08000724725

You can contact the CQC in confidence emailing
enquiries@cqc.org.uk or calling 03000 616161.

Speaking out

This information is available in alternative formats, including
large print, and may be available in alternative languages upon
request.


