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Yours sincerely

John Cahill 
Chief Executive Officer

Firstly, welcome to Patricia White’s. We’re delighted that you have selected us as your care provider. 

We’ve been providing live-in and visiting care support since 1989, matching carers to clients based 
on their individual needs and requirements for over 30 years. So, rest assured that you’ll be in safe 
hands with our experienced and compassionate team. 

We want to ensure that we truly understand your needs to provide the best level of care possible 
and so before we can welcome you to the Patricia White’s family, we need a few extra details about 
the individual(s) needing care. 

Within this registration pack, you’ll find our safeguarding policies alongside our Registration 
Form, Terms of Business and Direct Debit Mandate. Please ensure you read these fully before 
completing the registration form because these serve as our commitment to you throughout the 
duration of your relationship with us. 

Once you’re ready, simply pull out the middle pages as indicated, complete the required 
information and post or email it back to us. If you have a Lasting Power of Attorney and are acting 
on behalf of the individual needing care, please send this back to us as well.

If you have any questions or concerns, please do not hesitate to contact us on 01293 224 712. 
Thank you again for your time and for choosing Patricia White’s, we look forward to hearing from 
you soon. 

Welcome
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Welcome to Patricia White’s. Please read the following terms and conditions 
carefully which form the contract between you and Patricia White’s. If there is 
anything in these terms that is not clear to you or about which you require further 
explanation, please raise it with us without delay. These are the terms of business 
by which you accept the introductory services of Patricia White’s. By returning the 
signed registration form (or completing a telephone registration), and paying the 
registration fee, you accept these terms and conditions.

1. Services 
Patricia White’s is a trading name of Consolidated Healthcare Agencies 
Limited (Co. No 12087784), registered in England & Wales with registered 
office at Aviation House, Cross Oak Lane, Redhill, RH1 5EX.
We are an introductory homecare agency. In return for you paying the 
registration fee and the charges set out in our pricing schedule, Patricia 
White’s will introduce you to pre-screened, self-employed carers who are able 
to provide you with homecare services. Our services are limited to making 
introductions to suitable carers (see section [3] below). In the event that we 
make an introduction and you choose to engage the carer on an assignment 
(see section [4] below), the carer will be engaged by and work directly for you. 
All arrangements regarding rates of pay, time off and hours worked should be 
made between the carer and you (the client). In all cases, you should make sure 
that the correct arrangements are in place before commencing any assignment.
We match an appropriate carer to a client based solely on the client’s care 
needs. We do not unlawfully discriminate based on age, disability, gender 
reassignment, race, colour, religion or belief, marriage and civil partnership, 
pregnancy and maternity or sexual orientation. Whilst we endeavour to meet 
your requirements, we cannot guarantee to introduce you to a locally based 
carer or one who can drive.

2.  Registration process
We will use and rely upon the information we receive from you and your 
registration form to determine the level of care you are likely to require, as 
well as to identify and introduce a suitable carer. You must provide us with all 
the information that may be relevant to the care needs you require. It is the 
responsibility of the client, and their representatives, to inform us, and the 
carers, of any lasting power of attorney (LPA) implications, allergies, medical 
needs and do not resuscitate (DNR) wishes.
If you are in any doubt about whether something is relevant, you should tell 
us, and we will decide whether it is relevant or not. 
We may (in our sole discretion) decide that:
•  the services you require or request are too complex or unreasonable;
•  you have failed to provide sufficient information in order for us to identify 

and introduce a suitable carer; and/or
•  we do not have (and are unlikely to locate) suitable carers to meet your 

requirements.
In circumstances where we have made no introductions and we decide that 
we do not have (and are unlikely to locate) suitable carers to meet your 
requirements, we will refund your registration fee in full and by the same 
method with which you paid the registration fee.

3. Introductions
In return for you paying the registration fee and the charges set out in our 
pricing schedule and based upon the information we receive from you and in 
your registration form, Patricia White’s will introduce you to a pre-screened, 
self-employed carer who is able to provide you with the general services 
of a domiciliary care worker or personal care assistant. This is called an 
introduction.
The carers are self-employed and as a result, we cannot guarantee:
•  to find a suitable carer for you;
•  that a carer will agree your preferred terms for an assignment;
•  the time, place or duration of any assignment;
•  continuous service delivery from the same carer for multiple assignments; or
•  the carers’ performance of the personal care and support services.
Each carer is responsible for deciding whether to agree to an assignment, 
the terms on which they agree to work for you and how they deliver those 
services to you. Our central office staff can provide guidance and information 

about how to reach an agreement with the carer we introduce but the agreed 
arrangements for each assignment are determined by you and the carer.

4. Assignments
The carers we introduce to you are not employed by us but work on their 
own behalf to deliver the care you require for a set period of time, which is 
called an assignment. Both you and the carer must keep us informed of each 
assignment that you agree and notify us before the assignment starts. You (the 
client) will engage the carer to provide services to you based on the terms 
agreed between you and the carer. 

Taking breaks
As a minimum, we suggest that you give the carer a two-hour break each day 
at a time agreed between you and the carer. The carer should be able to leave 
your home during that time. If this is not suitable, arrangements should be 
made to have alternative cover over this time off.
As part of the registration process the client must provide an estimate of the 
average daily hours of care required. Typically, our carers stay with the client 
throughout the day and night but are only expected to deliver the level of 
care work agreed during the registration process, as this is the basis on which 
the introductions are made. At any point, should the carer be required to 
deliver care for more than agreed at the outset of the assignment, the carer, 
the client, or their representative, can request that we introduce the client to 
an additional carer (for these extra hours of service delivery) and update the 
client’s record. This enables us to take the revised level of care into account 
when we are asked to provide the next introduction. Alternatively, the client 
and the carer may amend their arrangements to cover the additional care 
and update us so that we can keep the client’s record up to date for future 
introductions.
The level of care required could change within the duration of an assignment, 
or between assignments, and (where you or the carer notify us of a change 
in your care needs during or between assignments), we reserve the right to 
introduce a different carer to you for the next introduction. Please be aware 
there could be additional cost implications as a result of a change in carer or 
a change to the terms of your next assignment. 

Assistance during the night
If you need assistance during the night, appropriate night care can be 
arranged with a suitable carer. It is for you to agree the arrangements with 
your carer. We suggest that our self-employed live-in carers can be expected 
to get 8 hours rest during the night, but it is not uncommon for a carer to 
be woken twice during the night to deliver care. Typically, where a carer 
is woken up during the night they will charge a fee. The suggested fees are 
outlined in the pricing schedule and may vary depending on the number of 
times the carer is woken during the night. 
We should be informed if regular waking occurs, so we can so we can 
introduce the client to an additional carer (for these extra hours of service 
delivery) if required and update the client’s record. This enables us to take 
the revised the level of care into account when we are asked to provide the 
next introduction. Alternatively, the client and the carer may amend their 
arrangements to cover the additional care and update us so that we can keep 
the client’s record up to date for future introductions.

5. Our fees explained
You should have already received a copy of our pricing schedule, which is 
also available upon request from one of our team. Variable charges apply over 
bank holiday periods, including the Christmas and New Year period. We 
will notify you in writing at least 1 month prior to any changes to the pricing 
schedule before they take effect. 

Registration Fee
To complete the registration process, you will pay us an initial, one-off 
registration fee to join Patricia White’s (as set out in the pricing schedule). 
This fee is non-refundable and entitles you to a lifetime membership of 
Patricia White’s. The registration fee covers our costs for carrying out an 
initial consultation to understand your circumstances, preferences and 
support needs in preparation for recommending a suitable carer.
This registration fee can be paid to us by credit/debit card collection over the 
phone.

We are committed to be open and honest with the introductory service we provide. This attachment includes our detailed terms and conditions so you 
are free to make an informed choice whether our service is right for you. Our terms of business have been independently reviewed and approved by a 
specialist in healthcare provision.

PATRICIA WHITE’S TERMS AND CONDITIONS
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Agency fee
Where we introduce you to a carer and this results in you agreeing an 
assignment with them, you will pay us a fee for each day of the assignment 
(even if the carer is the same as one we have previously introduced to you). 
This fee is payment for:
•  our using reasonable efforts to identify and select potential carers based on 

the information provided by you;
•  our making all reasonable efforts to check the suitability of the carer, 

including obtaining Disclosure and Barring Service enhanced disclosure 
and taking up references;

•  our making the introduction to you with a view to you and the carer 
arranging an assignment or multiple assignments;

•  our providing you with recommended rates of pay and guidance for 
agreeing the terms of the assignment;

•  providing you with central office support to answer your general queries, 
respond to feedback on the carers and to provide new introductions upon 
request.

The agency fee is calculated on a daily basis for the duration of each 
assignment (as set out in the pricing schedule). An invoice of the agency fee 
for an assignment will be sent to you at the end of the assignment, or (where 
the assignment is longer than 2 weeks) on a fortnightly basis.

6. Payment terms
Payment is due to Patricia White’s within 14 days of the end of an assignment 
or, for longer assignments, upon you receiving an invoice. Payment is 
accepted by Direct Debit only. Patricia White’s does not accept cheques or 
cash payments to settle agency fees.
If payment is late, we reserve the right to:
•  notify you of the sums outstanding and confirm that payment is due within 

7 days of our notice or this agreement may be terminated;
•  charge reasonable interest on overdue accounts at a rate of 3% above the 

base rate from time to time of the Barclays Bank plc;
•  refuse to provide new introductions, until payment has been made in full;
•  cancel this agreement; and
•  engage a third party and/or commence legal action to recover outstanding 

fees.
The carer’s fees are paid directly to the carer by you (see section [7] below). 

7. The carer’s fee and expenses explained
Fees for the assignment
The carer will be engaged by and work directly for you. All arrangements 
regarding their pay (typically on a daily rate), time off and hours worked 
should be made between the carer and you, the client, and you will pay them 
directly for those services. Unless agreed otherwise, the carer will present you 
with a bill for the amounts you have to pay at the end of the two-week period, 
or at the end of the assignment if a shorter period. We suggest that you pay 
the carer directly on receipt of their bill; we suggest that this payment should 
be made by BACS or cheque as we do not recommend you pay carers in cash. 
The carer is responsible for paying and reporting their own tax and National 
Insurance contributions. 
We recommend that (where fees are agreed on a daily rate) you agree with 
the carer that:
•  you are responsible for a full day fee on the day of arrival and departure 

irrespective of the time of arrival or departure;
•  If the carer is unable to complete the requested assignment length, then we 

recommend they are only paid half of the daily rate for the day they arrive 
and the day they leave.

•  in exceptional circumstances, if the carer is travelling directly to you from a 
previous Patricia White’s assignment, or departing to another assignment, 
on the same day, you should be responsible for paying half of the daily rate 
for that day, irrespective of the time of arrival or departure.

You should be aware that many carers apply extra charges over bank holiday 
periods, including the Christmas and New Year period.

Travel expenses
Carers will incur travel costs to get to and from the assignment and we 
recommend that these are covered by you, at a rate agreed in advance.

As guidance, we advise:
•  for live-in assignments, a charge equal to a second-class rail fare from, and 

returning to the carer’s starting location (or other location as agreed) to the 
client’s location; 

•  for travel mileage by car, an agreed starting location to and from the 
assignment, or an agreed travel distance. It is for you to agree a mileage rate 
but would recommend not more than 45p per mile (in line with HMRC 
guidance).

Our carers typically expect the travel expenses they incur on their journey 
to you, to be paid to them on their arrival. They also expect their departure 
travel costs to be paid in advance of the final departure date. The payment 
process and amounts should be agreed directly with the carer in advance.

Food, drink and other costs
All arrangements regarding additional expenses should be made between the 
carer and you, the client.

Telephone and wifi
We inform carers that we advise that clients’ phones should not be used for 
personal calls unless otherwise agreed. However, we suggest that you permit 
the carers to telephone Patricia White’s at any time and make calls in an 
emergency. We would not recommend it, but if you give a carer permission to 
use the telephone, or household services, such as wifi or paid-for television/
online services, arrangements should be made between you and the carer as 
to reimbursement. Patricia White’s will not be responsible for any monies 
owed.

8. Client and representative 
Only a person with a lasting power of attorney or deputyship order has legal 
authority to act on your behalf. However, if you do not have either a lasting 
power of attorney or a deputy, you can designate a representative with whom 
we can discuss your requirements and preferences, in confidence. You must 
tell us without delay if you no longer wish us to discuss your circumstances 
with them.
Where you and your representative have agreed that they will arrange 
assignments and/or make payments for our services, it is important that they 
understand the following. In consideration of Patricia White’s delivering 
the introductory services to the client, the representative acknowledges and 
agrees to pay our fees in accordance with our payment terms in sections [5] 
and [6]. The representative agrees that their obligation to pay our fees is a 
primary obligation (not a guarantee if the client does not pay the fees) and 
therefore they will be obliged to pay the fees without us first having to recover 
the fees from the client. 
We shall not be entitled to recover the same fees twice and therefore we shall 
not:
•  be entitled to recover any fees from the representative under this contract 

which have already been paid by the client; or
•  be entitled to recover any fees from the client which have already been paid 

by the representative. 

9. Insurance and liability
You are responsible for ensuring the information you provide to us is 
sufficiently detailed, accurate and up to date. We are responsible for 
confirming that a carer is suitable for an introduction, based on the 
information provided to us by you and your representative (including the 
details in your registration form), the information provided to us by the 
carer (including their references) and the questions you ask about the carer’s 
suitability. We verify all carers have UK work visas and valid DBS (Disclosure 
and Barring Service) certification. We will not introduce you to a self-
employed carer where a DBS has or is due to expire during the assignment.
Each carer is self-employed and engaged directly by you. You are responsible 
for directing how they deliver the personal care and support services to 
you. Patricia White’s agency cannot accept any responsibility for any loss or 
damage for which you, the client, might become liable, arising from the act or 
omission of any carer. You are also responsible for confirming the carer has 
relevant liability insurance, and should you engage a carer without such cover 
it is at the client’s risk. 
Nothing in these terms and conditions reduces or removes your statutory 
rights. We will compensate you for loss or damage you may suffer if we fail to 
carry out duties imposed on us by law, unless that failure is attributable to (a) 
your own fault; (b) act or omission of the carer; (c) a third party unconnected 
with our services; or (d) events which we could not have foreseen or 
prevented even if we had taken all reasonable care.
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We do not employ the carers. Up-to-date training covering three areas – 
moving and handling, SOVA (safeguarding of vulnerable adults) and basic 
life support – is offered to all carers. If the client continues to engage a carer 
who has not attended this training or once these expire, it would be at the 
client’s discretion, though we recommend against it. 
When carers are working in your home, you are responsible for making sure 
your home environment is safe and for arranging adequate insurance to cover 
loss or accidental injury. You must have in place adequate public liability 
and occupier’s liability insurance, and employer’s liability insurance, where 
appropriate. 
Any vehicle which is required to be driven by the carers must be appropriately 
maintained and insured. Before permitting such use, you agree to inspect 
the carer’s driving licence to ensure that they are allowed to drive the type of 
vehicle concerned. 
As an introductory agency, we are not required to register with the Care 
Quality Commission. 

10. Cancelling an assignment
You must tell us immediately if you have agreed with the carer to amend, 
extend or cancel an assignment or vary the type of services you wish to 
receive from them. This will enable us to update our client record and take 
your preferences into account when making the next introduction.

Before the assignment begins
We require you to give us seven days’ notice if you change your mind and 
wish to cancel an assignment before it is due to commence. Where you cancel 
with at least seven days’ notice, no fees will be due. If you cancel with less 
than seven days’ notice:
•  you will pay the agency fee for the planned assignment (up to a maximum 

of seven days); plus 
•  we recommend that you pay any fees you had previously agreed with the 

carer (up to a maximum of seven days). You should also reimburse the 
carer for any travel expenses occurred in advance of your notice to cancel;

unless, the carer has agreed an alternative assignment, in which case we 
suggest that you only pay the fees up to the date their new assignment begins.

During the assignment
We require you to give us seven days’ notice if you change your mind and 
wish to cancel an assignment after it has begun. Where you cancel an 
assignment after it has already started:
•  you will pay the agency fee for the days the carer delivered their services up 

to your notice to cancel; plus
•  you will pay the agency fee for the remainder of the planned assignment (up 

to a maximum of seven days); and 
•  we recommend that you pay any fees you had previously agreed with the 

carer (up to a maximum of seven days). You should also reimburse the 
carer for their normal departure costs and any travel expenses occurred in 
advance of your notice to cancel.

If you regularly or repeatedly cancel assignments, either before they 
commence or after they start, we reserve the right to refuse to make further 
introductions to you and cancel this agreement on one month’s notice.

Cancellation by the carer
If the carer leaves of their own choice after an assignment starts, you:
•  must pay us the agency fee for the days the carer delivered their services to 

you; plus
•  should pay the agreed rates to the carer for all the days on which the carer 

provided their services to you. 
We will use our reasonable endeavours to find a suitable replacement carer 
who can deliver the remainder of the assignment, although we cannot 
guarantee to find one or that the replacement carer will agree to the same 
terms in respect of their pay, time off and hours worked. 
In all circumstances where we are able to reallocate the carer to another 
client, we will not charge you the cancellation fee from the date on which 
they begin to deliver the services to another client.

11. Cancelling this agreement
If we (in our sole discretion):
•  decide that we do not have and are unlikely to locate suitable carers to meet 

your requirements; and
•  we have made no introductions to you prior to making that decision;

then, we will refund the registration fee in full to you, using the same method 
by which you paid the registration fee. The sum will be repaid within 14 days 
of confirmation of our decision, which will be provided to you in writing. 

Your right to cancel within the first 14-day ‘cooling off ’ period
You can cancel this agreement immediately and for any reason within the first 
14 days. The cancellation period will expire after 14 days from the day this 
agreement is entered into. To exercise this right to cancel, you must inform 
us of your decision to cancel this agreement by a clear statement (e.g. a letter 
sent by post or email). You may use the model cancellation form overleaf, but 
you do not have to.
To meet the cancellation deadline, it is sufficient for you to send your 
communication concerning your exercise of the right to cancel before the 
cancellation period (the first 14-day ‘cooling off ’ period) has expired.
When you ask us to begin finding a suitable carer, we incur recruitment and 
administrative costs in arranging and preparing the introduction, tailored 
to your individual care and support needs. Consequently, if you want the 
introduction process to start within the first 14-day ‘cooling off ’ period, the 
registration fee is non-refundable even if you change your mind and use your 
right to cancel on immediate notice. 

Your right to cancel after the 14-day ‘cooling off ’ period
After the first 14 days of this agreement, you can cancel this agreement (for 
any reason) on one month’s notice. 
When you ask us to begin finding a suitable carer, we incur recruitment and 
administrative costs in arranging and preparing the introduction, tailored to 
your individual care and support needs. Consequently, the registration fee is 
non-refundable even if we have made no introductions to you prior to your 
notice to terminate. Please see section [10] which explains what additional 
fees are payable in respect of any planned assignment or an assignment that 
has already started.

Our right to cancel
We may terminate this agreement by giving you:
• one month written notice (for any reason);
•  14 days’ written notice that you have failed to pay our fees; or
•  14 days’ written notice that we are unable to identify or introduce suitable 

carers to meet your requirements.
When you ask us to begin finding a suitable carer, we incur recruitment and 
administrative costs in arranging and preparing the introduction, tailored to 
your individual care and support needs. Consequently, the registration fee is 
non-refundable. 
We operate a zero-tolerance approach to verbal or physical abuse to our staff 
and the carers we introduce. We reserve the right to cancel this agreement 
with immediate effect in circumstances which (in our reasonable opinion) 
make continued provision of the introductory services impossible. Such 
circumstances would include (but are not limited to):
•  failure by you or someone else at your home to provide a safe environment 

and/or appropriate equipment for the carer to deliver personal care and 
support services to you;

•  harassment;
•  extreme alcohol consumption;
•  unreasonable behaviour;
•  requests that a carer undertake unreasonable or illegal activities;
•  circumstances where we reasonably consider that a carer is likely to be in 

danger or at risk of injury at your home whilst providing their services to 
you.

In such circumstances we will notify you of our decision and inform the 
local authority if we believe you require immediate care and support or raise 
safeguarding concerns to the relevant authority. 
This agreement will terminate automatically:
•  in the event of your death (in such circumstances, the sums payable will be 

the same as if you had cancelled an assignment under clause [10]; or
•  if we have not introduced a carer to you for a continuous period of 24 

months.
In all circumstances where we are able to reallocate the carer to another 
client, we will not charge you the cancellation fee from the date on which 
they begin to deliver the services to another client.
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12. Direct employment or referral of a carer
Our carers are very important to us and our business and we invest 
significant time into ensuring we have the right carers for our clients who are 
available for introductions. If you or your representative wish to employ the 
carer direct (without using our introductory services) you must tell us about 
this proposed arrangement straight away.
If:
•  during the assignment; 
•  within six months after your last assignment with the carer has ended; or
•  within six months after the carer ends their registration with us;
(whichever is the latest to occur), you wish to hire the carer without using our 
services, you agree to pay us a permanent placement fee of £2,500 plus VAT 
which represents a genuine pre-estimate of our loss in these circumstances. 
We will not repay any of the permanent placement fee even if the carer ends 
their direct agreement with you. 

13. Data protection
We will respect your privacy and confidentiality. We will only use your 
personal information as set out in our privacy policy. Our privacy policy 
explains what data we collect, how and why we use that data as well as letting 
you know whether we will need to share your data with other parties (for 
example doctors or social workers). 
For further information about how we and Consolidated Healthcare Agencies 
Limited uses your personal information, please visit  www.patriciawhites.
co.uk/privacy-policy or contact us directly to find out more.
If we have obtained your permission, we may contact you by post, telephone, 
email or other means to tell you about offers, products and services that 
may be of interest to you. At any time, you can opt out of receiving such 
information, revise the products you would like to hear about or change the 
method we use to communicate with you. You can update these preferences 
by calling Patricia White’s.

14. Compliments, feedback and complaints
We actively encourage feedback from our clients, both good and bad, so we 
can continuously improve our services.
We run regular surveys to gather feedback so you can send compliments or 
comments. Should you wish to provide positive 
or negative comments directly, contact us by email at 
info@patriciawhites.co.uk; by letter/in person: Patricia White’s, Aviation 
House, Cross Oak Lane, Redhill, RH1 5EX; or call our customer service team.
In the case of a complaint, once the complaint has been fully investigated and 
dealt with by Patricia White’s, if the complainant is still not satisfied with the 
outcome the complainant can complain to the local government ombudsman 
(LGO). The LGO provides a free, independent service. You have a right to 
refer your complaint to the LGO if you are unhappy with the outcome of our 
investigation: write to: The Local Government Ombudsman, PO Box 4771, 
Coventry, CV4 0EH; telephone: 0300 061 0614; visit: www.lgo.org.uk/adult-
social-care (there are links to an enquiry form and a complaint form on this 
page). The LGO will not usually investigate a complaint until the provider has 
had an opportunity to respond and resolve matters.

15. Miscellaneous
These terms are governed by English law and you and we agree to the English 
Courts having the exclusive right to hear any dispute that may arise between 
us. The provisions of The Contracts (Rights of Third Parties) Act shall not 
apply to this agreement. Only you (or your representative where they have 
agreed to pay our fees) and we have any rights under this agreement. In 
addition, we do not need to get the agreement of any third party to amend 
these terms.
We may vary the terms of this agreement and/or the pricing schedule from 
time to time. We will give you one month’s notice of any changes.
None of the terms or conditions in this agreement reduces or removes your 
statutory rights as a consumer. If you have any questions about your rights 
under this agreement, you can contact the Citizens Advice Bureau: www.
citizensadvice.org.uk

Model cancellation form
If you wish to cancel this agreement you must do so in writing and deliver personally or send (which may be by electronic mail) this notice to the person named 
below. You may use this form if you want to, but you do not have to.

To:      Date:  

Patricia White’s Manager, Patricia White’s, Aviation House, Cross Oak Lane, Redhill, Surrey, RH1 5EX

I hereby give notice that I wish to cancel my agreement dated    (insert date) with Patricia White’s.

Signed: 

Name: 

Address: 
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The Direct Debit Guarantee
•  This Guarantee is offered by all banks and building societies that accept instructions to pay Direct Debits.

•  If there are any changes to the amount, date or frequency of your Direct Debit Patricia White’s will notify you 10 working 
days in advance of your account being debited or as otherwise agreed. If you request Patricia White’s to collect a payment, 
confirmation of the amount and date will be given to you at the time of the request.

•  If an error is made in the payment of your Direct Debit, by Patricia White’s or your bank or building society, you are entitled 
to a full and immediate refund of the amount paid from your bank or building society – If you receive a refund you are not 
entitled to, you must pay it back when Patricia White’s asks you to.

•  You can cancel a Direct Debit at any time by simply contacting your bank or building society. Written confirmation may be 
required. Please also notify us.



CLIENT REGISTRATION FORM
Strictly Confidential

Please call our customer services team on 0800 542 4088 if you would like help completing this 
form, or to process your registration securely over the telephone.

Please remove these centre pages and post the completed form to: 
Patricia White’s, Aviation House, Cross Oak Lane, Redhill, Surrey, RH1 5EX

Or email: info@patriciawhites.co.uk
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Client’s name:   Date of birth: 

Reason for care: 

Start date for care:      Flexible: Yes   No     End date: 

Address:  

    County:    Postcode:

Telephone:    Mobile: 

Email:  

GP Details

Doctor’s name:  

Surgery address:  

    County:    Postcode:

Telephone:  

Name of person dealing with booking (representative):   

Please advise relationship to client:   

Address:  

    County:    Postcode:

Telephone (home):    Mobile: 

Telephone (office):     Email: 

Emergency contact/Next of kin (if different from the representative):

Name:   

Address:  

    County:    Postcode:

Telephone (home):    Mobile: 

Please advise us if you hold lasting power of attorney (LPA) on behalf of the client:

Not applicable     Representative     Next of kin     Type of LPA in place: 

Account & invoices to be sent to:

(Please tick one box)    Client      Representative     Next of kin  

Where did you hear about Patricia White’s: 

CONTACT DETAILS
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Type of accommodation:       No of bedrooms: 

Which household facilities will the carer have access to (such as washing machine, dishwasher, television, etc.):

Name of nearest railway station: 

Walking distance to the nearest shops:      Distance to the nearest town: 

What animals (if any) in the household: 

Details of all people living in the home:

Is there a cleaner, gardener or other household help (including other carers). If so, what services do they provide and how often:

If a car is available for use, please state make and model: 

 Manual  Automatic 

Is adequate car insurance cover in place: Yes  No  Being arranged 

Non-smoker required: Yes  No  Preferred 

Non-smoking household: Yes   No 

Details of carer’s accommodation:

Arrangements for housekeeping (e.g. shopping):

For live-in care, please estimate the average daily hours of care required:   

We base our assignments on a maximum of 10 hours of care work per day, with a 2-hour break period, this allows us to comply with minimum wage 
regulations. See paragraph 13 in the terms and conditions for more details.

HOUSEHOLD DETAILS
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Name:     Date of birth: 

What type of care is required: Live-in     Visiting      

 Other (please specify):    

Why is care required: 

Is there a relevant illness we should be aware of:   Yes    No 

If yes, please provide details: 

Is there a Do Not Resuscitate (DNR) in place:    Yes    No 

Is mobility restricted:   Yes    No    Details: 

Any hearing, vision or memory concerns:   Yes    No 

If yes, please provide details: 

Is personal care required (such as dressing or washing):   Yes    No 

If yes, please provide details: 

Is toileting help required:   Yes    No         Is there a commode:   Yes    No    

Degree of incontinence:   Mild    Moderate    Severe         Incontinence aids:   Yes    No 

Is prompting medication required:   Yes    No    Details: 

Do other carers visit the client:   Yes    No    Details: 

Is assistance needed at night (e.g. toileting):   Yes    No    

N.B. If the answer is yes, a night call charge may apply. Carers are there to provide assistance in an emergency only.

Daily routine, please approximate times for the following:

Wakes    Rises (out of bed)    Main meal    Retires (goes to bed)    

Are there any dietary requirements we should be aware of:   Yes    No  

If yes, please provide details: 

Does the client enjoy specific television programmes/interests/hobbies: 

Are there any religious/cultural requirements: 

Is there any other useful information which will assist us in providing the correct level of care: 

The following information helps us understand the client and identify the appropriate carer to best suit their situation. If there are two 
people in the household also complete 3b. DETAILS OF CLIENT 2 (page 8).

DETAILS OF CLIENT 1
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Name:     Date of birth: 

What type of care is required: Live-in     Visiting      

 Other (please specify):    

Why is care required: 

Is there a relevant illness we should be aware of:   Yes    No 

If yes, please provide details: 

Is there a Do Not Resuscitate (DNR) in place:    Yes    No 

Is mobility restricted:   Yes    No    Details: 

Any hearing, vision or memory concerns:   Yes    No 

If yes, please provide details: 

Is personal care required (such as dressing or washing):   Yes    No 

If yes, please provide details: 

Is toileting help required:   Yes    No         Is there a commode:   Yes    No    

Degree of incontinence:   Mild    Moderate    Severe         Incontinence aids:   Yes    No 

Is prompting medication required:   Yes    No    Details: 

Do other carers visit the client:   Yes    No    Details: 

Is assistance needed at night (e.g. toileting):   Yes    No    

N.B. If the answer is yes, a night call charge may apply. Carers are there to provide assistance in an emergency only.

Daily routine, please approximate times for the following:

Wakes    Rises (out of bed)    Main meal    Retires (goes to bed)    

Are there any dietary requirements we should be aware of:   Yes    No  

If yes, please provide details: 

Does the client enjoy specific television programmes/interests/hobbies: 

Are there any religious/cultural requirements: 

Is there any other useful information which will assist us in providing the correct level of care: 

Please complete if there are two people in the household

DETAILS OF CLIENT 2
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The agency offers their services on the condition that terms of business are complied with as follows:

•  I agree to pay the non-refundable registration fee to initiate the search for an appropriate carer (clause [5]). 

•  I agree that if I engage a self-employed carer, I will pay the fees to the agency for the introduction to the carer 
(clause [5]) and I will pay the carer their fees and expenses direct (clause [7]).

• I agree to pay the agency administration fee by Direct Debit (clause [6]).

•  I understand that additional fees are payable if I do not pay the agency’s invoices in full and on time (clause [6]) and, I must not hire the carer on a 
private basis or I will be required to pay a permanent engagement fee (clause [12]).

•  I confirm that I understand how to cancel or suspend individual bookings and this agreement (clause [10] and [11]).

•  I understand that I have the right to change my mind and cancel in the first 14 days of this agreement and:

EITHER
   I would like the service to start within the first 14-day ‘cooling off ’ period. I understand that if I choose to cancel the agreement within the 14-
day ‘cooling off ’ period, I shall receive a refund of any fees paid in advance less:

 •  the registration fee, which represents the cost to Patricia White’s of carrying out an initial consultation to understand the client’s circumstances, 
preferences and support needs during the first 14 days in preparation for recommending a suitable carer; and

 •  the agency fee for the days the carer delivered their services up to my notice to cancel.

OR 

   I do not want the services to start until the end of the 14-day ‘cooling off ’ period.

Signature/Acceptance of terms: Date:

  

Client/Representative (delete as appropriate)

If you are signing as the client’s representative, you will be incurring personal liability for the fees. Please consider section [8] in the terms and conditions to 
understand your obligations and what happens in the event that payments are not made in full or on time.

Register securely over the telephone by calling our customer service team on 0800 542 4088

Please post the completed form to: Or email: 
Patricia White’s, Aviation House, info@patriciawhites.co.uk 
Cross Oak Lane, Redhill, Surrey, RH1 5EX

Patricia White’s is a trading name of Consolidated Healthcare Agencies Limited (Co. No 12087784), 
registered in England & Wales with registered office at Aviation House, Cross Oak Lane, Redhill, RH1 5EX.

By completing and returning this form to us, you consent to Consolidated Healthcare Agencies Limited using your personal information 
in line with their privacy policy, www.patriciawhites.co.uk/privacy-policy.

TERMS OF BUSINESS
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1 8 5 4 2 6
Service user number:

Instruction to your 
bank or building society 
to pay by Direct Debit

AVIATION HOUSE
CROSS OAK LANE
REDHILL
SURREY
RH1 5EX

Instruction to your bank or building society
Please pay Patricia White’s Direct Debits from the account detailed 
in this Instruction subject to the safeguards assured by the Direct 
Debit Guarantee. I understand that this Instruction may remain with 
Patricia White’s and, if so, details will be passed electronically to my 
Bank/Building Society. 

Please fill in the whole form using a ball point 
pen and send it to:

Banks and building societies may not accept Direct Debit Instructions for some types of account

PATRICIA WHITE’S

Name(s) of account holder(s):

Name and full postal address of your bank or 
building society:
To: The Manager: Bank/building society:

Address:

 Postcode:

Signature:

Date:

Branch sort code:

Bank/building society account number:

7 2 0 0
Reference:

The Direct Debit Guarantee
•  This Guarantee is offered by all banks and building societies that accept instructions to pay Direct Debits.

•  If there are any changes to the amount, date or frequency of your Direct Debit Patricia White’s will notify you 10 working 
days in advance of your account being debited or as otherwise agreed. If you request Patricia White’s to collect a payment, 
confirmation of the amount and date will be given to you at the time of the request.

•  If an error is made in the payment of your Direct Debit, by Patricia White’s or your bank or building society, you are entitled 
to a full and immediate refund of the amount paid from your bank or building society – If you receive a refund you are not 
entitled to, you must pay it back when Patricia White’s asks you to.

•  You can cancel a Direct Debit at any time by simply contacting your bank or building society. Written confirmation may be 
required. Please also notify us.

A copy of this guarantee is within the terms and conditions, and is to be retained by the payer.
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Please remove these centre pages and post the completed form to: 
Patricia White’s, Aviation House, Cross Oak Lane, Redhill, Surrey, RH1 5EX

Or email: info@patriciawhites.co.uk
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COMPLAINTS
We strive to ensure that our clients are treated fairly. If you are dissatisfied with our service, we take your concerns very seriously.

If you are unhappy about any aspect of the service you receive from Patricia White’s or are dissatisfied with the service from 
your carer and you want to complain, please contact our Service Manager either by telephone or in writing.

It is important that you make your complaint as soon as possible after the event in order that an effective investigation can 
take place.

What information do you need

Please help us to respond quickly to your complaint by providing as much information as possible, particularly:

• What the complaint is about

• What happened

• Where it happened

• Who was involved

• When it happened

How will your complaint be resolved

We will use our best endeavors to sort out the problem as quickly as possible and in many cases this may be sorted out 
straightaway. Any written or serious verbal complaint will be dealt with as follows:

• If you have not already done so, you will be asked to confirm the complaint in writing.

• As soon as the complaint is received, it will be logged and you will receive acknowledgement of receipt of the complaint 
within two working days.

• We may contact you to clarify the detail of the complaint and to discuss it with you. We will follow up any conversations 
with you in writing.

• We will keep you informed at least every two weeks on the progress of our investigations.

• We will seek agreement from you that the complaint has been resolved to your satisfaction.

• Throughout the investigation, we will be careful to ensure that any information about you is kept confidential.  

• We will endeavor to complete a full investigation of all complaints within 28 days of receipt.

What happens if you are still not satisfied?

Should we be unable to resolve your issue, or you wish to take a more formal route then contact the local government 
ombudsman (LGO). The LGO provides a free, independent service. You have a right to refer your complaint to the LGO if you 
are unhappy with the outcome of our investigation. Write to: The Local Government Ombudsman, PO Box 4771, Coventry, 
CV4 0EH; phone: 0300 061 0614; visit: www.lgo.org.uk/adult-social-care. The LGO will not usually investigate a complaint until 
the provider has had an opportunity to respond and resolve matters.

We welcome comments from clients, their representatives and our carers, as knowing your view’s 
helps us to improve our service to you. 

COMPLIMENTS AND COMPLAINTS

COMPLIMENTS
Share your experience.

The majority of our clients and self-employed carers are referred to us through recommendation. Should you wish to 
share a positive experience, compliment a member of the head office team or a specific carer, contact us directly. 

Or post a review on our Facebook page: www.facebook.com/PatriciaWhitesAgency
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What is abuse?

“Abuse is a violation of an individual’s human and civil 
rights by any other person or persons.”

It may involve “a single or repeated act or omission, 
occurring within a personal or other close relationship 
where there is an expectation of trust, which causes harm to 
a vulnerable adult” and may be:

Physical abuse – can range from rough, inappropriate or 
careless handling to direct physical violence, including 
hitting, slapping, pushing, kicking, misuse of medication 
and the inappropriate use of restraint or sanctions.

Sexual abuse and sexual exploitation – Rape, unwanted 
touching, kissing or any sexual activity without a person's 
consent. Grooming a person with the intention to abuse them.

Psychological and emotional abuse – Shouting, swearing, 
threats of harm, humiliation, intimidation, controlling, 
deprivation of contact. Any act which makes a person 
scared, fearful, isolated or humiliated.

Financial or material abuse – including theft, fraud, 
exploitation, pressure in connection with wills or property, 
or the misuse or misappropriation of funds, property, 
possessions or benefits.

Deprivation, neglect and acts of omission – including 
ignoring medical or physical care needs, careless or 
deliberate withholding or inadequate provision of food, 
withholding assistance to use the toilet and to keep clean, 
warm and comfortable; the involuntary isolation or 
confinement of the individual against their will (including 
control of access by telephone or post).

Discriminatory abuse – including racist, sexist, 
homophobic, or other discriminatory abuse, including that 
related to age, illness or disability.

Who is a vulnerable adult?

Any person aged 18 or over who “is, or may be, in need 
of community care services by reason of mental, physical 
or learning disability, age or illness, and who is, or may 
be, unable to take care of him or herself, or unable to 
protect him or herself against significant harm or serious 
exploitation, which may be occasioned by the actions or 
inactions of other people”.

Best practice for disclosure/discovery

Carers may become aware of the potential abuse of a 
vulnerable adult through their own or others’ suspicions 
or by the victim or abuser disclosing the abuse to them. It 
is important that they respond to such disclosures in a way 
supportive to the client.

These guidelines have been produced to ensure that carers are fully prepared, when they start to 
take on assignments with our clients and to help any carer, who finds themself in a situation, in 
which they believe that an act of abuse may be taking place.

SAFEGUARDING CLIENTS AT RISK OF ABUSE

The majority of our clients are vulnerable people, who 
trust those who care for them to help them live their 
lives, in their own homes and in an environment which 
is free from abuse and exploitation. They are entitled to:

• Have their privacy respected

• Be treated with dignity

• Lead an independent life and to be 
enabled to do so

• Be protected by the law

• Have their rights upheld, regardless of their 
ethnic origin, gender, sexuality, impairment or 
disability, age, religious or cultural background, 
race, marriage or civil partnership.
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Who might abuse?

The abuse of vulnerable people may be perpetrated 
by a wide range of people, including relatives and family 
members, professional staff, paid carers, volunteer workers, 
friends and neighbors – any other person with access to the 
person concerned. As well as the known risk factors, a range 
of other factors may increase the likelihood of abuse where, 
for example:

• The person has an illness such as Parkinson’s Disease 
or Alzheimer’s Disease, which may affect his or her 
intellect, memory or physical functions and cause 
unpredictable behaviour.

• The person has communication difficulties.

• The person exhibits challenging behaviour or 
shows major changes in personality, repetitive or 
embarrassing behaviour, wandering or aggression.

• The person concerned is demanding beyond the 
capacity of the carer to respond.

• The family undergoes an unforeseen or unforeseeable 
change in circumstances, 
e.g. sudden illness.

• A carer has been forced to change their lifestyle for 
financial or other reasons as a result of caring.

• A carer is isolated and can see no end to, or relief from, 
the caring task.

• A carer experiences regularly disturbed nights.

• There has been a reversal of role (a parent becoming 
dependent on their child).

• There are persistent financial problems.

• Other relationships are unstable or placed under 
pressure by the caring task.

What to do next?

Carers, who are concerned that abuse may be taking place, 
should immediately contact the office and report their 
concerns.

If there is immediate danger or the person needs medical 
help, an ambulance should be called for and the police 
contacted immediately.

Patricia White’s will act immediately to alert the local 
Authority Safeguarding Team and will co-operate fully 
throughout any subsequent investigation.

Investigations will be carried out sensitively and information 
will only be shared with people that need to know.

The carer reporting the incident of suspected abuse will be 
asked to supply evidence to support their concern.

The police will be involved when there is:

• An allegation from a vulnerable adult to another 
person of sexual abuse or there is a suspicion that 
sexual abuse has occurred.

• Alleged or suspected cases of physical injury. This 
includes violence to a vulnerable adult constituting an 
assault, actual or grievous bodily harm.

• An alleged or suspected case or cruelty, including ill-
treatment or neglect.

• An alleged or suspected case of financial abuse.

• Whenever a criminal offence is suspected.

More advice

The client’s interest is paramount and the common law ‘duty of care’ requires that we all have a responsibility to protect the 
vulnerable. Support and protection will be given to those providing information about abuse of vulnerable adults and the 
following organisations can offer advice:

Action on Elder Abuse 
elderabuse.org.uk 
020 8835 9280   080 8808 8141

Age UK 
ageuk.org.uk 
0800 678 1602

Protect (whistleblowing advice) 
protect-advice.org.uk 
020 3117 2520

Carers UK 
carersuk.org 
0808 808 7777
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Reasons for carers’ involvement in the medicines 
management process

• The client may have difficulty remembering to take 
their medication, or

• May not be physically able to do so, and therefore need 
assistance.

In either of these situations the carer is available to assist 
the client.

Defining “assistance” with medication

To “assist” with the administration of medicines means to 
give support and help to clients with their own medicines and 
in so doing, the carer acts under the direction of the client. 
Support takes different forms, always at the request of the 
client or representative.

For example:

• Prompting the client to take medicines – providing a 
verbal reminder to take the medicine at the correct time.

• Manipulation of the medicine container – shaking 
bottles, removing lids etc.

• Popping the tablets out of a blister pack or removing a 
tablet from a dossett box (measured dosage container).

• Carers must not prepare medication such as measuring 
out liquids, you may only prompt.

• Collecting prescriptions or medicines from the 
chemist.

The limitations for carers supporting clients with 
their medicines

• No carer should participate in the giving of enemas or 
suppositories.

• No carer should participate in the preparing of 
injections or the direct handling of used needles.

• Crushing medicines in order to make swallowing 
easier is never permitted as it can change the effect of 
the medicine.

• Giving medicine covertly (e.g. crushing and mixing 
with another item or disguising it in food) is never 
permitted.

Many clients are independent and manage their own medication and records. However, 
Patricia White’s recognises the need to ensure that, when introduced to clients to act as their 
carers, carers are properly advised on how to proceed if asked to become involved in the 
client’s medicines management.

MEDICINES MANAGEMENT GUIDANCE
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The assistance that carers are able to 
give to clients with their medicines 
is limited.

They may only assist in the process 
and clients, or their representatives, 
are responsible for their own 
medicines, both prescribed and 
over-the-counter. 

The informed consent of the client 
or their representative must always 
be obtained before involvement in 
the medicines management process.



Tasks, which should not be undertaken without 
specialist training

Carers should only participate in the giving of eye drops, 
eardrops, nose drops and inhalers, at the request of the 
client, or their representative, and only after training has 
been provided by a district nurse or health professional, 
with written confirmation including PIN number on file for 
the district nurse/health professional stating that the carer is 
competent to carry out the task.

Carers, who have trained as nurses and those who are 
currently registered or previously registered with the 
Nursing and Midwifery Council, should note that they are 
introduced to clients as potential carers only.  

Obtaining repeat prescriptions and collecting 
medicines

Carers can support clients by reminding them or their 
representative when a repeat prescription is required. 
However, where clients require long-term medication, 
they can request that arrangements be made for the local 
Pharmacist to collect the prescription from their G.P and 
deliver it to them whenever possible.

Carers may be asked by the client to collect their 
prescriptions from local chemists. When doing so, they 
may be required to provide identification and written 
authorisation from the client or the client’s representative.

The safe storage of medicines 
in the home

When carers are asked to prompt with client’s medication, 
they should ensure that all medicines are stored according 
to the instructions on the container or in the leaflet 
accompanying the medicine. If there are no storage 
instructions, please consult the Pharmacist and inform the 
client and/or their representative.

Medicines should always be stored in the original container 
(or Dossett box) supplied by the pharmacist. Labels 
should not be changed and if one becomes detached, the 
client should be encouraged to return the medicine to the 
Pharmacist. Please note: the role of the carer is to prompt 
medication only.

Record-keeping

Where a potential client is to be supported with their 
medicines management by their carer, they or their 
representative will be asked to prepare a detailed list of 
current medication and to provide a book, in which carers 
can record that the medicines have been taken, it must be 
clear that this was prompted only and simply recorded by 
the carer.

The client’s right to decide whether or not to receive 
medicines should be respected.

Appropriate encouragement to take or receive the medicine 
is acceptable, however forcing a client to take the medicine 
through physical or verbal coercion is not acceptable and 
is abusive. If a client refuses to take their medicine, or 
to receive it from the carer, the representative should be 
informed and the refusal and the reason for it must be 
recorded. Any concerns with medication must be reported 
to the clients GP, district nurse and their representative.

Over the counter medication/homely remedies

Where a client is taking prescribed medicine, caution 
should be used if they also request over the counter 
medication, e.g. paracetamol, cold remedies, medicine for 
constipation and herbal remedies. The carer should inform 
the client’s representative or the GP/district nurse and seek 
advice before assisting with this request. Carers should not 
offer advice to a client about over the counter medication or 
complementary treatments.
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Patricia White’s
Aviation House, Cross Oak Lane, Redhill, Surrey RH1 5EX
0800 542 4088    info@patriciawhites.co.uk    patriciawhites.co.uk

Patricia White’s is a trading name of Consolidated Healthcare Agencies Limited (Co. No 12087784), 
registered in England & Wales with registered office at Aviation House, Cross Oak Lane, Redhill, RH1 5EX.


