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Good practice guidelines for clients

The service your carer provides

Miracle Workers are professional carers. They are there to assist and to do what can no
longer be done by the client. They are not there to do what the client can do for themselves.

Miracle Worker Agency is a regulated service and therefore not able to engage in practices
that do not comply with Care Inspectorate Wales’ Regulations.
(Please see para. 3 of our Terms of Business)

Carers should not be expected to do heavy housework if there is a heavy 'care load’; just
the basic work involved in daily care. A carer is not expected to do any gardening, unless of
course they enjoy it!

Miracle Workers' carers have a professional approach to their work. It is important that they
are treated with respect for the job they do. It becomes hard to find carers willing to work
for clients who are persistently angry and resentful; critical; verbally abusive; excessively
demanding; those with no time off; or where there are excessive night calls with no
additional support.

Hours of Work

The normal hours of work should be no longer than 10 hours per day. A carer should have 3
hours free time during a day - this can be flexible to suit each situation. If sufficient ‘time off’
cannot be arranged, either alternative arrangements must be

made or extra payment in lieu will need to be negotiated.

(Please see para. 4 of our Terms of Business)

Miracle Workers Agency does not offer a night service. However, from time to time it is
possible to place a carer who will be willing to cover nights. On these occasions cost will be
assessed on an individual basis.

Despite the above, our carers live in and are there to help. If a client needs urgent help they
should ask for assistance.

Normal carer change-over is at 12 noon or as agreed with the client but not later than 6.30pm.

Employment Status

Miracle Workers' carers are all self-employed. They are required to be registered with HMRC
as self-employed and provide us with their Unique Tax Reference number. The carers are
able to decide where, when and for how long they work. They are offered placements and
choose whether or not to accept them. We do not like to leave them with a client for longer
than 12 weeks and we encourage them to take placements with different clients both to
assist their self-employed status and to help them develop as a carer.




Food and Accommodation

The client provides the carer with full board and lodging. A separate comfortable bedroom
and a bathroom, shared if necessary, should be available and suitable food provided.
If possible please provide a television. (Please see para. 5 of our Terms of Business).

Carers should have access to WiFi. This enables them to keep in contact with the office and
their families. Carers should not use a mobile device whilst working.

Charges and Payments

Weekly charges for carers are agreed after the assessment has been completed, depending
on the level of care and other services required by the client. The amount invoiced by the
carer should not be more that this except by prior arrangement with the office.

Our Terms of Business also require payment to be made to cover carers' travel costs. These
will be included in the carers first and, where appropriate, last invoice. Payment should be
made to carers by cheque or bank transfer every two weeks on presentation of their invoice.
Please remember your carer is paid wholly in arrears and therefore payment should be
prompt. Cash payments are strictly forbidden. (Please see para.7.3 of our Terms of Business).

Please note that it is against the code of practice of Miracle Workers Agency for carers to
accept any gratuities. Tokens, gifts etc at Christmas are acceptable.

Record Keeping

Carers will ensure that a client diary is maintained. Daily notes referring to fluid and nutrition,
medication, personal care, social activity and overall mood will be kept up to date.
Information about client medication will be recorded in the Personal Plan and wherever
possible clients will be encouraged to manage their own medication. All medication
administered by our carers will be recorded on a MAR chart.

Accounts for items bought on the client's behalf will be kept and all receipts should be
retained and pinned to the cash book. Please be aware that the responsibility of using a
client’s credit or debit card should not be placed on the carer.

Carers will monitor the client’s health and report to the family, GP, the District Nurse and
other carers of any changes in physical or mental state. Details will be recorded in the diary
and reported to the Care Manager. They will try to meet the urgent needs of the client, deal
with emergencies and liaise closely with relevant care professionals. Carers will keep in
regular contact with the Agency.

Dealing with carers

Miracle Workers Agency reserves the right to replace or remove a carer from a position at
their own discretion.

We would earnestly request that you do not write references for carers. The reasons are many
and as we hold all the paperwork relating to the carer and photocopies of their passport and
permissions and visas, it is important that you do not get involved in the obligations we have
under the law.

We ask that you do not engage the services of our carers or introduce them to a third party
directly as this could result in you incurring a substantial introduction fee.
(Please see para. 9 of our Terms of Business)



Safe working practices

Miracle Workers Agency is committed to ensuring that:

L

The health, safety and welfare of clients and workers is promoted and protected.
The risk of accidents and harm is minimised.

Clients are protected from abuse, neglect and self-harm.

Clients are safe and secure in their homes.

Carers will safeguard and account for the money and property of clients for which they
are responsible.

Robust policies, procedures and systems are in place.
Current Health & Safety requirements are complied with.

Organisational and individual responsibilities for health and safety matters
are made clear.

Separate moving and handling risk assessments are carried out.

Information is given to clients about agencies responsible for providing and
maintaining moving and handling equipment.

A designated person within the Agency is responsible for Health & Safety matters.
Any allegation of financial irregularity is investigated.

Clients are safeguarded in accordance with "In Safe Hands", Implementing Adult
Protection Procedures in Wales" by training workers in the protection of vulnerable
adults.

Guidance is given to carers in relation to home security.

An assessment is carried out within the home of each client before we arrange for
care to be provided, ensuring that areas of concern are duly reported directly to the
client. Such assessments will take into account the right of the client to take risks.
Assessments will be carried out before the carer commences work and a Personal
Plan drawn up. Personal Plans will be updated every three months or more frequently
if it is deemed necessary.

Sickness or other absence

In the event of a carer being sick or absent for any other reason, Miracle Workers Agency will
find another carer to fill the role. The Agency aims to do this within 24 hours and if necessary,
emergency cover will be arranged.



Charges and methods of payment

Clients are asked to make payments direct to the carer every two weeks on presentation of
an invoice. The invoice will include any fares or expenses due to the carer. Payment should
be by cheque or bank transfers only — for your own protection, please do not pay cash. The
invoice should be retained.

Clients should be aware that the rate of pay for statutory bank holidays is double the normal
daily rate. This only applies in respect of the statutory bank holidays that operate in England
and Wales (even where the client is in Scotland or Northern Ireland).

Miracle Workers Agency will render accounts monthly in advance. These are payable upon
receipt and any amounts remaining unpaid after 30 days from the date of the invoice may
incur a late payment charge of £15.00 for every 30 days. All payments should be made by
cheque, bank transfer or standing order payable to Miracle Workers Agency Limited.

Cancellation of services

The client may cancel their agreement for services through Miracle Workers Agency by
giving notice of intention to cancel in accordance with our Terms of Business. A fee will be
payable if insufficient notice is given.

Miracle Workers Agency may terminate the agreement with the client for any of the following
reasons:

Any amount is unpaid 30 days after the submission of the invoice.

-

Miracle Workers Agency is unable to provide the degree of care required by the client.

Lo

Anyone behaves in a manner that may put carers at risk.

Miracle Workers Agency will not terminate the agreement unless appropriate notice has
been given to the client. This will vary according to the reason for termination.

Insurance
Miracle Workers Agency has the following levels of insurance cover:

Employer's Liability with legal liability for the death, illness, disease or injury to any
worker arising out of, and during the course of, their employment: £5,000,000 for any
one claim.

Public and Products Liability with legal liability for the death, illness, disease or injury
to third parties or damage to their property: £10,000,000 for any one claim.

The client must ensure that their household insurance policy covers a carer in the case of
accident, loss or damage in their home.

Clients should ensure their carer is properly insured on their vehicles if they need the carer to
drive them.



What to expect from your carer

Miracle Workers carers will:

Always remember that they are placed in a position of trust. They will not discuss
clients with other people and certainly not mention names. Many clients are
vulnerable and not always aware of what they are doing. To take advantage of their
vulnerability is strictly against any code of practice that operates in the care industry
and will be considered an act of gross misconduct.

Always adhere to the client’s way of doing things where it is consistent with safety and
good practice. They will respect the client's privacy and give them time to be alone.

Be aware of Health and Safety, both for the client and carer.

Check the moving and the handling details in the Personal Plan and the Risk
Assessment form paying particular to attention to fire hazards, trip hazards,
medication and who is responsible for them and will update information as
appropriate.

Not impose their beliefs, either religious or dietary, on their clients.
Not smoke in the client’s home.
Not invite visitors into a client’s home.

Not act as signatories or witnesses to legal documents.

Quiality assurance

Miracle Workers Agency is committed to ensuring the highest standard of services provided
and that it acts in the best interests of the client. The Agency consistently achieves and
exceeds National Minimum Standards.

The Responsible Individual undertakes quality assurance visits, telephone calls and
correspondence with clients, carers, assessors and staff. In addition the Agency regularly
sends out a quality assurance questionnaire to a selection of new and existing clients and
active carers. The Responsible Individual will produce a report every six months detailing
the outcome of findings and this report is made available to clients, their relatives or
representatives, staff and CIW. The report is posted on our website.



Compliments and complaints

Miracle Workers Agency has a comprehensive Compliments and Complaints Policy. A
summary of the Policy is included with each Client Diary.

As with the Quality Assurance process, Miracle Workers Agency encourages all clients and
their relatives/representatives to provide their views on all aspects of the service provided.
The Agency aims to ensure that:

It promotes satisfaction for those who use its services.

It identifies services that are being provided well and ensures that this information is
passed on to relevant Miracle Workers carers.

Openness and accountability is demonstrated.

Clients are confident that any complaint they wish to make regarding the service
provided to them is listened to, taken seriously and acted upon.

Our complaints policy sets out:
How clients and their families or representatives are able to make a complaint.

The stages and time-scales of investigations.
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How clients and their families or representatives are kept informed throughout the
process.

What records are maintained.

How complaints are monitored and analysed to improve the Agency's practices and
service.

If a client is unhappy with Miracle Workers Agency’s handling of a complaint or where
the client chooses to refer the complaint to an external body the client or family or
representative is advised to contact:

Care Inspectorate Wales
Government Buildings,
Rhydycar Business Park
Merthyr Tydfil

CF48 1UZ

Tel: 0300 790 0126



Policies and procedures

Miracle Workers Agency has a number of policies and procedures. All policies and
procedures are reviewed and revised on an annual basis.

We have included the most important policies in the client diary but copies of all our
policies are available upon request.

Our policies and procedures include but are not limited to:-

Adult Safeguarding

Alcohol & Drugs

Complaints and Compliments
Confidentiality & GDPR

Equality, Diversity & Inclusion
Health & Safety

Infection Control

Lone Working & Risk Management
Moving and Handling

Safe Administration of Medication
Supervision

Whistle-blowing

Arrangements relating to the
Responsible Individual and Registered Manager

The Managing Director and Responsible Individual is Katy Warner. She is the
point of contact for all matters connected to the Agency's registration with the
Care Inspectorate Wales.

The Registered Manager is Sara Morgan. She is the main point of contact for all
matters relating to Social Care Wales.



Advocacy and Support Services

Advocacy and support services can be found at the following:

Age UK
www.age.uk
Tel: 0800 0556112

Age Connect Wales
www.ageconnectwales.org.uk
Tel: 02920 683600

Public Services Ombudsman for Wales
www.ombudsman.wales

0300 7900203

Social Care Wales
www.socialcare.wales



Terms of Business

Terms and conditions on which Miracle Workers Agency Limited provides its services
Carers registered with Miracle Workers Agency Limited are engaged by you.

Miracle Workers Agency Limited provides its services on the following terms and conditions.

1. The meaning of some words used in these terms and conditions

1.1, we, us or our means Miracle Workers Agency Limited;

1.2, you or your means the person to whom we are providing our Services and who is required to pay for the Services we
provide;

13.  Client means the person on whose behalf the Services are provided, where that is not the person who is required to
pay for the Services we provide,

1.4.  Carer means the self-employed live-in carer nominated by us to you to provide you or the Client with live in
domiciliary and personal care in your or the Client’s home; and

15, Services means the placement of the Carer with you, the on-going support for that carer during their placement with
you and the provision by us of advice and assistance to you and to the Carer throughout the placement with you.

7. Entering into a legally binding contract

2.1. A contract between you and us will come into being in one of three ways:

2.2, When you sign the letter of engagement that we send you, we and you will enter into a legally binding contract on
the date you sign.

2.3, Where you and we agree orally that we should provide the Services then there will be a legally binding contract on
the date of our oral agreement.

24.  Where you or the Client accept the services of the Carer in your or the Client’s home there will be a legally binding
contract on the date when the Carer starts work.

2.5, We suggest that before you sign letter of engagement or orally agree to us providing the Services or accept the
services of the Carer that you read through these terms and conditions because they will govern the contract
between us and you. If you have any questions concerning them please ask us.

2.6, Youshould keep a copy of these terms and conditions for your records.

3. Providing the Services
3.1.  Once we and you have entered into a legally binding contract we will normally start providing the Services to you on
a date agreed between us.
3.2, We will provide you with the Services:
3.2.1. using reasonable care and skill;
3.2.2. in compliance with commonly accepted practices and standards in social care;
3.2.3. in compliance with Care Inspectorate Wales' regulations in force at the time we are carry out the Services;

4. Carer's working hours
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4.1,  The number of hours a week a carer is allowed to work is limited. The normal hours of work for the Carer should be
no more than 10 hours per day.

42  The Carer must have at least 3 hours free time during a day (not including sleeping hours at night) but when this time
is taken can be flexible to suit each situation.

43, |f sufficient ‘time off' cannot be arranged, it will be necessary for you to engage an additional carer or a payment in
lieu will have to be negotiated with us.

5. Board and lodging
5.1.  You agree to provide the Carer with full board and lodging for the duration of the placement.
52 The Carer must be provided with a separate, comfortable, bedroom and access to a bathroom, shared if necessary.
5.3.  You agree to provide the Carer with all meals (including breakfast, lunch and dinner) and non-alcoholic drinks
(including tea, coffee and soft drinks). You are not required to prepare meals and drinks for the Carer but you must
provide the ingredients and facilities to enable the Carer to prepare those meals for you or the Client (as necessary)
and for themselves.

6. Safe working environment

6.1.  You agree to provide a safe working environment for the carer, including the provision of all personal protective
equipment (“PPE") as required. In the event this is not provided, we may supply PPE to the carer and invoice you the
cost.

7. Price and payment
7.1. Our charges
7.1.1. You agree to pay our Agency fee at the rate agreed between us at the start of the contract and as set out
in our pricing schedule or at such higher rate as we may notify you in writing at least 28 days before the
increased payment is due. '
7.1.2. Miracle Workers Agency will render accounts monthly in advance. These are payable upon receipt and any
amounts remaining unpaid after 30 days from the date of the invoice rendered may incur a late payment
charge of £15.00 every 30 days that the invoice remains overdue.
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7.1.3. All payments should be made by cheque, bank transfer or standing order made payable to Miracle Workers
Agency Limited.

7.1.4. In the event that the contract between comes to an end we will refund you the Agency fee for each complete
week that the services of a Carer are not required.

7.2.  Carer's charges

7.2.1. The amount payable to the Carer depends on the level of care which we assess you or the Client as needing.
By entering into this contract you agree to accept our assessment of care needs.

7.2.2. You agree to pay the Carer at the daily rate of pay for the agreed level of care set out in our schedule of
charges and agreed at the start of the contract. Payment is due to the carer at the applicable daily rate for
each night that the Carer spends at yours or the Client's home;

7.2.3. Where the Carer works over a statutory bank holiday (bank holidays in England and Wales only even if you or
the client is in Scotland or Northern Ireland), you agree to pay the carer at double the applicable daily rate;

7.2.4. You agree to reimburse the Carer for the cost of travelling to yours or the Client's home and for any expenses
incurred by the Carer on your behalf or on behalf of the Client, upon production of the necessary receipt. If
you or the client live in Scotland or Northern Ireland you also agree to reimburse the carer for the cost of
traveling from your home to their UK base.

7.2.5. You agree to make payments direct to the Carer every two weeks upon production by the Carer of a suitable
invoice or bill, which should be retained. Payment should be by cheque or bank transfers only (for your own
protection, please do not pay cash).

7.2.6. Where we agree with you to increase or decrease the level of care required, you agree to pay the Carer at the
rate payable at that time for that level from the date agreed for the change.

7.2.7. We may from time to time notify you in writing of a proposed change in the rates of pay for each level of
care. Where we do so, we will give you at least 28 days’ notice of that change. You agree to pay the Carer at
the increased rate from the date notified to you.

Cancellation

8.1.  You may cancel the Services provided that sufficient notice is given.

8.2.  Where the Carer has been booked for a placement of less than a week, 72 hours’ notice of cancellation is required.

83. Where the Carer has been booked for a placement of more than a week or has been providing care at yours or the
Client's home for more than one week, at least 7 days' notice of cancellation is required.

84,  Acancellation fee equal to 7 days' Carer's fee and one week's Agency fee will be payable if sufficient notice is not
given,

8.5.  Where the contract comes to an end because of death, clauses 8.1 to 8.4 do not apply and the contract will end
immediately or on such date as may be agreed with you or the Client’s family.

8.6.  We may cancel the agreement for any of the following reasons:
8.6.1. Any amount due to us or the Carer is unpaid 30 days after the submission of the invoice.
8.6.2. We are unable to provide the degree of care required by the client.
8.6.3. You or the client or anyone visiting your or the client’s home behaves in a manner that may put carers at risk.

8.7.  We will not terminate the agreement unless reasonable notice has been given. This will vary according to the reason
for termination but may be immediate where circumstances require.

Charge for employing the Carer direct

9.1, Inthe event that you or the Client employs directly a Carer introduced by Miracle Workers Agency or who has
carried out the Services for you or the Client at any time within the previous 3 years, you will be liable to pay an
introduction fee representing 20% of the carer's annualised rate of pay.

9.2 You agree that the annualised rate of pay will be calculated by multiplying the applicable daily rate for the Carer at
the most recent level of care which you or the Client received by 373 days (to take account of bank holidays).

9.3.  Inthe event that within 6 months of the end of a placement a Carer that we have placed with you is employed
directly by a third party to whom you or the Client have introduced the Carer, this clause 9 will also apply.

9.4. A carer employed directly will not be insured under our insurance scheme.

Communication with or about us

10.1.  Our office hours are fram am to S5pm Monday to Friday. Out of hours calls are redirected from the office telephone
number to an on-call care manager. A message can be left and the call will be returned as soon as possible. It is
requested that ONLY Emergency calls are made during out-of-office hours.

10.2.  Itis very important that you and the Client do not discuss with the carer the business of Miracle Workers Care
Agency. The Carer while in the hame of the Client is also in a working relationship with us.

10.3.  Any complaints or problems should be raised only with us.

Rights of Third Parties Act 1999
11.1. These terms of business are intended to confer the right for your Carer to enferce clause 7.2 and 8.4 under the
contracts (Rights of Third Parties) Act 1999.

"
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