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Good practice guidelines for clients
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.
The normal hours of work should be no longer than 10 hours per day.
Clients must be aware that current legislation restricts the number of
hours a week a carer is allowed to work. If sufficient ‘time off’ cannot be
arranged, either alternative arrangements or extra payment in lieu will be
negotiated.
We understand that clients like continuity of care. However, carers are
employed on a self-employed basis and due to current employment laws
it has become necessary to limit the length of stay at any one time to a
maximum of 12 weeks. Carers may and often do return to a client, but the
Inland Revenue views longer periods as a permanent position which puts
carers in danger of losing their self-employed status.
Carers should not be expected to do heavy housework if there is a heavy
‘care load’; just the basic work involved in daily care.
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, (nothing special, just what the family eats!)
provided.
Miracle Workers Agency carries comprehensive insurance policies but the
client must ensure that their insurance policy covers their carer in the case
of an accident in their home.
Please be aware that the responsibility of using a credit or debit card must
not be placed on the carer. If it is essential for the carer to use a credit or
debit card the procedure must be that the carer telephones the office to
explain and to confirm use so that we can keep a record in case there are
any problems.
Payment should be made to carers by cheque or bank transfer every two
weeks including any fares or expenses due to them. Cash payments are
strictly forbidden.
Where possible a carer should have at least 3 hours free time during a day
- this can be flexible to suit each situation.
As carers live in, they are on call at all times so that despite the above, if
you need them, you should ask for their assistance. They are there to help
you. This is just a guideline.
It is important to understand that a carer is not expected to do any
gardening, unless of course they enjoy it!
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Miracle Workers’ carers are mature people, who have an extremely
professional approach to their work. Please remember that they have
usually run their own homes and families and it is important that they are
treated with respect for the job they do.
It is very helpful if broadband or WIFI access to the internet is available, it
enables the carers to keep in contact with their families at little cost.
Miracle Workers 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. If you, as a client, are asked for a reference by a carer please tell
them that the agency does not permit this. This is for your protection and
to preserve your confidential status.
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.
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.

Code of conduct for Miracle Workers
Remember that you are placed in a position of trust. Do not discuss
clients with other people and certainly do not mention names. It is
unprofessional and it can be surprising as to who knows whom and how
small the world is! 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. Please always respect the client’s privacy
and give them time to be alone.
Advancing years tend to make older people more introspective. They
may appear to be disinterested in you but as time goes on they will get to
know you and they will learn something about you but allow them to do
this at their own pace.
Keep receipts and accounts for items bought on the client’s behalf. Ensure
diary notes are kept up to date for the following carer.
Keep a food and cooking diary to ensure that a healthy diet is followed,
i.e. fruit, salad, eggs, cheese and milk are consumed in relevant quantities.
If in doubt, consult with the District Nurse.
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Code of conduct for Miracle Workers (continued)
You must not give out your private number or address to a client as it can
lead to complications. Third party introductions are liable to the agency
fee of 20% of the annual payment and the carer will not be insured under
the Agency’s insurance scheme.
Do not impose your beliefs, either religious or dietary, on the clients.
Be aware of Health and Safety, both for the client and yourself. Check the
moving and the handling policy in the diary and the Risk Assessment
form. Pay particular attention to fire hazards, rugs, drugs and who is
responsible for them.
It is strictly forbidden to deal with a client’s financial matters except for
grocery or personal shopping done on their behalf. This is to safeguard
you. All receipts must be retained and pinned to the cash book. Do not
use a client’s credit or debit cards without reference to the agency.
Under no circumstances whatever may a carer accept money (cash or
cheque) that is not part of the agreed rate for the assignment. Carers may
accept small gifts at Christmas but the office needs to be told what it is,
so it can be recorded.
You should monitor the client’s health and report to the family, GP, the
District Nurse and other carers any changes in physical or mental state
which must also be recorded in the diary and reported to your Care
Manager. Carers must contact the Agency every week.
Try to meet the urgent needs of the client, deal with emergencies and
liaise closely with relevant care professionals.
Each carer will do things differently but essentially it is the client’s
satisfaction which is paramount. If in any doubt telephone a Care
Manager for guidance.
Ensure that when you know where you are going you telephone the
client to reassure them of your arrival and arrange necessary details.
Normal change-over is at 12 noon or as agreed with the client but not
later than 6.30pm.
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Terms of Business
Carers registered with Miracle Workers Agency Limited are engaged by
the client and subject to the following terms and conditions. Acceptance
by the client of the carer services supplied by Miracle Workers will be
deemed to be acceptance of the Terms of Business.
The client agrees to pay the charges as set out and agreed following the
assessment. Such charges will include fares to the client’s home. They also
agree to pay any additional costs incurred by the Agency or the carer on
behalf of the client such as housekeeping amounts.
The client may cancel or amend a booking provided that sufficient
notice is given. A booking of less than a week requires 72 hours’ notice
or more than a week at least 7 days’ notice. A cancellation fee will be
payable if sufficient notice is not given. However, in the event of the
death of the client, it will be at the discretion of the Agency. Normally
the carer would be paid up to the end of the week in which he or she
is contracted, as it important to understand that if the carer has been
in place for a reasonable period of time, they and the client will have
formed an attachment, thus allowance should be made for this and for
the sadness that the carer will feel.
The client provides the carer full board and lodging. A separate
comfortable bedroom and a bathroom, shared if necessary, should be
available. The normal hours of work should be no longer than 10 hours
per day and clients must be aware that current legislation restricts the
number of hours a week a carer is allowed to work. Where possible carer
workers should have at least 3 hours free time during a day which can be
flexible to suit each situation. If sufficient ‘time off’ cannot be arranged,
either alternative arrangements (another carer) or extra payment in lieu
will have to be negotiated.
The client agrees to provide a safe working environment for the carer.
Disposable gloves and aprons may be supplied to the client and invoiced
to the client.
If the client employs a carer directly, having been introduced to such carer
by Miracle Workers Agency, the client will be liable to pay an introduction
fee of 20% of a years pay. If the client introduces a carer to a third party,
this rule will also apply.
Miracle Workers Agency endeavours to act in a professional manner at all
times and will take up references and check the employee as thoroughly
as possible. We look for high standards of integrity and personal
behaviour. Carers are deemed to be under contract to the client from
the time they report and take up duties and be responsible for their own
professional conduct.
The client should be aware that the rate of pay for statutory bank holidays
is double the normal daily rate. Only the statutory bank holidays that
operate in England and Wales are the official paid holiday.
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It is the practice of Miracle Workers Agency Limited to render
accounts monthly in advance and they are payable upon receipt. Any
amounts remaining unpaid after 30 days from the date of the invoice
rendered, may incur a late payment charge of £15.00 for every 30 days.
Miracle Workers Agency Office hours are from 9am to 5pm Monday to
Friday. Out of hours calls are redirected from the office telephone number
to an on-call care manager. It is requested that ONLY emergency calls are
made during out-of-office hours.
It is very important that the client does not discuss with the carer the
business of Miracle Workers Care Agency. The Carer while in the home of
the Client is also in a working relationship with the Agency.
Any complaints or problems should be raised only with the Agency.

Safe working practices
Miracle Workers Agency is committed to ensuring that:
• The health, safety and welfare of clients and workers is promoted
and protected.
• The risk of accidents and harm is minimized.
• The money and property of clients is protected at all times.
• Give guidance for the safe handling and storage of clients’ money
and property.
• Clients are protected from abuse, neglect and self-harm.
• Clients are safe and secure in their homes.
• Robust policies, procedures and systems are in place.
• Current Health & Safety legislation 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.
• Investigate any allegation of ﬁnancial irregularity.
• Clients are safeguarded in accordance with “In Safe Hands,
Implementing Adult Protection Procedures in Wales” by training
workers in the protection of vulnerable adults.
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• Guidance is given to carers in relation to the home security.

An assessment is carried out before we arrange care to be provided
within the home of each client, 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 will be updated either annually or more
frequently if it is deemed necessary.

Medication policy
Information about client medication needs to be recorded in the care
plan and wherever possible clients will be encouraged to manage their
own medication. Miracle Workers has a written policy of procedures for
carers relating to the storage, ordering, administration and disposal of
medication.
Miracle Workers carers receive training on medication as part of their
induction. On-going training and specialist training is provided when
identified through assessment and review. Any concerns that carers have
should be reported in line with the Medication Policy.

Sickness or other absence
In the event of a carer being sick, or absent for any other reason, annual
leave or training, 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.

Quality 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 Agency assesses the satisfaction of clients, relatives or client
representatives through the use of questionnaires. Clients may choose
to complete the questionnaire themselves, encourage family/
representatives to complete the form with/for them or may request help
from a Care Manager to assist with completion of the form. We would
ask permission of the client or a family member to assist, if necessary, the
CSSIW (the Care and Social Services Inspectorate Wales) by answering
questions about the service that Miracle Workers Agency has provided.
This usually takes place annually, post-inspection of the Agency.
Completed questionnaires are monitored by the Registered Manager,
and annually the Registered Manager will produce a report detailing the
outcomes of findings from the questionnaires, which will be available to
clients, their relatives/representatives, Agency staff as well as the CSSIW.
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Compliments and complaints
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.
• 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.
Miracle Workers Agency has a comprehensive Compliments and
Complaints Policy. A summary of the Policy is included with each Client
Diary.
The procedure clariﬁes:
• How clients and their families/representatives are able to use the
procedure.
• The stages and time-scales of investigations
• How clients and their families/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.
Contact information in cases where the client is unhappy with Miracle
Workers Agency’s handling of the complaint or where the client chooses
to refer the complaint to an alternative body. In such a case the client or
family/representative is advised to contact:
Care and Social Services Inspectorate Wales
Government Buildings,
Rhydycar
Merthyr Tydﬁl
CF48 4UZ
Tel: 0300 062 8757
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Arrangements relating to Registered
Provider / Manager
The Managing Director is Katy Warner and the Registered Provider
is Miriam Warner.
The Registered Manager is Sara Morgan. She is the point of contact for all
problems connected to the Agency’s registration with the CSSIW (Care
and Social Services Inspectorate of Wales).

Charges and methods of payment
Clients are asked to make payments direct to the carer every two weeks
including any fares or expenses due to them. Payment should be by
cheque or bank transfers only – for your own protection, please do
not pay cash, – the carer will give the client an invoice that should be
retained.
Clients should be aware that the rate of pay for statutory bank holidays
is double the normal daily rate. Only the statutory bank holidays that
operate in England and Wales are the official paid holiday.
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 for every 30 days. All payments should be made by cheque, bank
transfer or standing order made payable to Miracle Workers Agency Limited.

Cancellation of services
The client may cancel their agreement for services through Miracle
Workers Agency by giving one week’s notice of intention to cancel. A
fee will be payable if insufficient notice is given. In most circumstances
the carer should be paid up to the end of the week in which he or she is
contracted.
Miracle Workers Agency may terminate the agreement with the client for
any of the following reasons:
• If any amount is unpaid 30 days after the submission of the invoice.
• If, after consultation, Miracle Workers Agency is unable to provide the
degree of care required by the client.
• Miracle Workers Agency will not terminate an arrangement unless due
notice has been given to the client.
• The Agency reserves the right to withdraw services from anyone who
behaves in a manner that may put carers at risk.
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Insurance
Clients need to insure the carers on their vehicles if they need the carer
to drive them to appointments, shopping etc.
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.

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.
Summary policies are included in the Client Diary and full policies are
available upon request. Policies and procedures include:
• Confidentiality
• Equal Opportunities
• Health & Safety
• Medication
• Financial Protection
• Safeguarding of Vulnerable Adults
• Recruitment & Selection
• Development and Training
• Supervision and Appraisal
• Complaints and Compliments
• Whistle-blowing
• Code of Conduct
• Quality Assurance
• Entering and leaving a client’s home
• Acceptance of gifts and legacies
• Dealing with violence and aggression
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Notes
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Miracle Workers Agency Limited
1-2 Waddington House
Llanover Business Centre
Llanover, Abergavenny
NP7 9HA
telephone: 01873 881306
e-mail: info@miracle-workers.co.uk
www.miracle-workers.co.uk

