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Deciding which home to visit
Supplementing the brief details of each home listed
in this Guide on pages 37 to 118, you will find
extra information in the accompanying
advertisements which may help you decide which
homes to contact.

You can also search homes on a locality basis using
the online care home search at
www.hants.gov.uk/connectsupport

Contacting homes
When you have decided what you are looking for
and you have found several homes in the Guide
that you think might be right for you, you should
contact them and ask for more information and a
copy of their brochure.

You should ask to speak to the manager of the
home.

You should check:
■ that they offer the kind of care you want
■ whether the care categories they specialise in are

suitable for you
■ what their charges are and what they cover
■ whether they have the kind of room you are

looking for
■ whether they have a vacancy.

Visiting homes
You should arrange to visit the homes that you are
most interested in. You cannot tell everything you
need to know from telephone conversations,
brochures or reports .Visiting will give you a chance
to meet staff and residents and talk to them about
the home. It is essential that you are happy in the
home you choose to live in. You are making an
important decision and so it is important to ask
questions about things that could affect you every day.

Contacting and visiting homes4
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Questions to ask when you visit
a home

A checklist included with this Guide (as a separate
insert) suggests questions that you might want to
ask about a home. It is useful to take the checklist
with you when you visit a home, and to make notes
while you are there. It is easy to forget details when
you are looking at several homes.

You will have a lot to think about, such as your first
impressions of staff and residents, physical features
of the building, details of the rooms, arrangements
about personal possessions, the care regime and
day to day life, as well as the financial side.

It is probably a good idea to take a relative or
friend with you when you visit a home, so that you
can compare impressions. Take your time when you
visit; staff that seem to be rushing you, or make you
feel that you are taking up too much of their time,
are giving you a message about their home. You
should ask to see a copy of the home's standard
contract/agreement when you visit, and also ask
how and when the price you pay will be reviewed.

If you are not physically well enough to visit homes,
you should ask someone who knows what you
want to visit on your behalf.

On the CQC website you can also find useful
questions to ask when visiting care homes:
www.cqc.org.uk

A trial period
If you are planning to give up your home and move
into a care home, don't make a hasty decision.
When you have found what you think is the right
home, you should arrange to spend a trial period
there of a few weeks, and then come home to
consider your decision.

Homes shown in the Guide with an ● in the short
stay column are happy to take people for a short
stay if they have an available bed. Alternatively you
can make arrangements to move into the home
you have chosen on the understanding that the first
four weeks are to be a trial period and, if you are
not happy at the end of this time, you can leave
giving a week's notice. If the home owner/manager
feels at the end of the trial period that their home
is not right for you, they too can end the
arrangement, giving you a week's notice.

Even if you go into a home in an emergency, you
should still consider your first four weeks as a trial
period. You should not make arrangements to sell
or give up the tenancy of your existing home until
after the trial period and until you are sure that you
have found the right care home for you.
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Arranging to move into a home
Many people make their own arrangements for
moving into residential care and agree a fee for their
care with the home owner, others are helped by the
Adult Services Department (usually if they are
getting financial help with their care home fees from
the Adult Services Department – see chapter 2).

Regardless of how the arrangements are made, you
should always ensure that you have a written
agreement with the home about the terms of the
care you are buying.

Contracts for people paying
privately for their care
If you make your own arrangements you should
make sure that before you move into a home you
are given a contract or resident's agreement. This
should be signed by you or your representative and
by the home owner or manager, or his or her
representative.

The contract should confirm exactly what you will
be paying each week and what that charge covers.
For example, it might tell you that laundry for
bedding and clothes is included, but that any dry
cleaning would be charged extra. You need to be
clear about all extra charges before you move in,
and how and when the price you pay will be
reviewed.

Managing the paperwork5
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The contract should also tell you:

■ when you should pay your fees or other costs -
for example, monthly in advance or after you
have received an invoice

■ how you can pay the fees – for example, by
standing order

■ what happens if you have to go into hospital

■ when and how the contract/agreement can be
ended

■ what you should do if you have complaints
about the home or about the way you are
treated.

Contracts for people getting
help towards the cost of their
care from the Adult Services
Department
If the Adult Services Department arrange
residential care for you, your care manager will
automatically set up a contract on your behalf with
the home you move into. This will give details of
the amount that the Adult Services Department
will contribute to the fees. You will be notified
separately about your assessed client contribution
which you will have to pay towards this fee. See
also Chapter 2.

Other terms
The contract also covers other terms, such as an
agreed notice period on both sides, and what
happens when a resident has to go into hospital.

Homes also issue their own contract or
accommodation agreement for residents, but when
care is arranged by the Adult Services Department
the terms in the Adult Services Department
contract take precedence.

Paying fees to the care home
The Adult Services Department pays their
contribution towards the cost of care direct to the
home owner. You should pay the home owner the
amount that the Adult Services Department has
assessed you as contributing, and any top-up agreed
by a third party (for example, a relative) should also
be paid regularly to the home owner.

Detailed information is contained in the booklet
Paying for Care in a Care Home which will be given
to you if you are receiving help from Adult Services.
You can also view or download this at
www.hants.gov.uk/adults-publications
or request a copy by calling 0300 555 1386.

Help in making decisions and
managing paperwork
Please see also the information in Chapter 1
regarding the Mental Capacity Act, Advocacy and
Powers of Attorney.

ResCare p1-36_2016.qxd7:Layout 1  7/9/16  09:24  Page 29



30

What you have a right to expect
You need to know what you should be able to
expect from a care home.The following section
outlines the standards, inspection and monitoring
procedures which should ensure compliance with
essential standards of quality and safety.

The Care Quality Commission
The Care Quality Commission (CQC) is the
independent regulator of health and adult social
care in England. Their purpose is to make sure
health and social care services provide people with
safe, effective, compassionate, high-quality care.

CQC monitors, inspects and regulates services to
make sure they meet fundamental standards of
quality and safety and they publish what they find,
including performance ratings to help people
choose care.

During inspections, inspectors:

■ ask people about their experiences of receiving
care.

■ talk to care staff.

■ check that the right systems and processes are in
place.

■ look for evidence that the service isn’t meeting
national standards

Services are judged against national standards which
are the standards that people can expect when
receiving health or social care. CQC now ask the
following questions about all the care services they
inspect:

■ Are they safe?

■ Are they effective?

■ Are they caring?

■ Are they well led?

■ Are they responsive to people’s needs?

Living in a care home6
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CQC is now using a new rating system:

✩✩Outstanding
The service is performing exceptionally well.

● Good
The service is performing well and meeting our
expectations.

● Requires improvement
The service isn't performing as well as it should
and we have told the service how it must
improve.

● Inadequate
The service is performing badly and we've taken
action against the person or organisation that
runs it.

There will be a rating for each of the five questions
and then the service will be given an overall rating.
All homes must now clearly display their latest
rating (once they have been inspected under this
new system) on their premises and on their
websites.

You can see whether or not any care home is
meeting the national standards and read the latest
inspection report by visiting its profile page on
www.cqc.org.uk.

N.B. Not all homes have been inspected under the
new rating system yet so some will not have ratings
as above. You can still read the latest inspection
ratings and reports.

You can also share you own experience by clicking
on the ‘Share your experience’ button at the top of
the website page.

To contact CQC
National Customer Service Centre
Citygate
Gallowgate
Newcastle upon Tyne
NE1 4PA

Telephone: 03000 616161
Fax: 03000 616171

Deprivation of Liberty Safeguards
(DOLS)
Registered homes and hospitals are ‘managing
authorities’ for DOLS. When a person lacks mental
capacity to consent to their placement and care the
home has the responsibility for only restricting that
person’s liberty and movement where it is absolutely
required to keep them safe. and the home or
hospital is also responsible for recognising when a
deprivation of liberty is occurring or is likely to occur.

The Supreme Court gave guidance in March 2014
regarding how ‘deprivation of liberty’ is defined which
will mean that far more care home residents will
require a DOLS authorisation if they lack mental
capacity to consent to their care. A person is said to
be deprived of their liberty if:

■ they are not free to leave (discharge themselves
from the home or hospital)

and

■ they are subject to continuous supervision and
control.

The managing authority is also responsible for
granting ‘urgent authorisations’ and referring to the
‘Supervisory Body’ for a DOLS assessment to grant a
‘standard authorisation,’ using the standard forms
available from Gov.uk or from Hampshire County
Council DOLS Administrator. The assessments will be
carried out by Best Interests Assessors and doctors
appointed by the supervisory body.

The Supervisory Body for hospitals and care homes
in Hampshire is Hampshire County Council.
Enquiries or referrals regarding DOLS can be made
by contacting the DOLS Administrator at 01962
845213, or dols.administration@hants.gov.uk.
Southampton and Portsmouth have their own teams
to manage the DOLS process, see page 119 for
contact details.

A Standard Authorisation under the Deprivation of
Liberty Safeguards will only be authorised if it is
required to provide a person with the care or
treatment they need, it is in the person’s best
interests and there is no less restrictive alternative. It
will not be authorised for any longer than is
necessary and authorisations will never exceed 12
months without reassessment. The processes have
been designed to prevent arbitrary decisions about
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All care providers must have procedures for
handling complaints and provide information about
how you can make a complaint to the manager or
the owner. If it is a council-run home, or if the
council pays for your care, you can also complain to
your local Adult Services Department.

If you are not satisfied with the final answer that
you receive from either a manager, owner, or the
Council, then you can complain to the Local
Government Ombudsman (LGO).You can call the
LGO Advice Team on 0300 061 0614. Alternatively
you can visit www.lgo.org.uk, text “call back” on
0762 480 3014 or write to the Local Government
Ombudsman, PO Box 4771, Coventry, CV4 0EH.

If you would like to talk to someone about what
you should be able to expect from a care home, or
how to best tackle any problems you encounter,
you can contact the Relatives and Residents
Association. This charity was set up to support care
home residents and their relatives. It operates a
telephone helpline and has a network of local
groups. (For details see page 35.)

Experience of poor care can be reported to CQC
using the ‘Your experience’ link on their website.

providing accommodation to vulnerable people and
to give the right to challenge authorisations. Once a
DOLS authorisation has been granted, the person or
their representative can request reviews or challenge
the decision through the Court of Protection and
they will have access to an IMCA (Independent
Mental Capacity Advocate) as needed. For further
information visit www.hants.gov.uk/dols.

How to deal with problems
Once you have moved into a care home, it can take
a while to settle in as this will have been a major
change in your life. However, if you are worried
about something in particular or are not sure about
any aspect of life in your new home, do try to talk
to a member of staff about your concerns. Getting
any sort of problem out into the open is usually the
best way of solving it.

The same principle applies if you are a relative or
friend of someone living in a care home. If you have
any worries about the care they are receiving, as a
first step try talking to the manager or whoever is
in charge. This can often clear things up. Good
communication is vital. You can only get the most
from your care provider if they fully understand
your needs and wishes. 
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What to do if you think someone
is being abused or if someone is
abusing you 
People who need care and support have to trust
everyone that they rely on for help. We know that
abuse can happen and that it can take many forms:
for example, physical, sexual, financial, emotional,
neglect or discriminatory.

It might be carried out by any one of a range of
people including: family, friends, visitors, paid staff,
carers, volunteers, other residents or strangers.
Abuse is anything that harms another person – it is
a violation of a person’s human and civil rights by
any other person or persons.

It may be:
■ a single or repeated act

■ physical, psychological/emotional, sexual, financial
or discriminatory

■ an act of neglect or failure to act

Abuse can occur in any relationship and any setting
and may result in significant harm to the individual.
In some instances, it may be a crime.

Those who are vulnerable and are unable to
protect themselves against significant harm or
exploitation due to, perhaps, a mental ill-health,
physical disability, a learning disability, age or frailty
may be particularly at risk.

If you think someone is being abused, don’t assume
that someone else is doing something about it.
Make your concerns known to a person in
authority that you feel comfortable speaking to, for
example:

■ The owner or manager of the domiciliary or
nursing care agency

■ Your nearest Adult Services Department for
advice and help – phone number on page 123

■ The Care Quality Commission 
Tel: 03000 61 61 61

If you think a crime may have been committed,
contact the police on 999 if it is an emergency,
or 101 if not.

Vulnerable adults are often the target of scams or
rogue traders. If you suspect that this is happening
or has happened, call Trading Standards on 01962
833625

Further information can be found at
www.hants.gov.uk/connectsupport

If appropriate, you could contact the following
organisations that can give advice and support for
specific groups:

Older people
Action on Elder Abuse
Tel: 0808 808 8141
www.elderabuse.org.uk

People with learning disabilities
Respond Helpline: 0808 808 0700
www.respond.org.uk
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Many people arrange their own care but often it is
a member of the family or a friend who asks the
questions and makes the arrangements. If you are
trying to make arrangements at a distance, the
online search facility may be helpful – see
www.hants.gov.uk/connectsupport

Help from Adult Services
You may still be considering whether residential
care is the right option for your friend or relative. If
you would like more information and advice on
care and support available to help them to live at
home then you should contact your Adult Services
Department.

Your friend or relative is entitled to an assessment
of their care needs if they request one.  They may
be eligible for support provided by the Local
Authority.

If they are not, we can still provide useful
information and advice. See chapter 1 for more
information.

If you are currently providing care to someone, you
are also entitled to a carer’s assessment to see what
support needs you may have.

Carers’ assessments
Any carer who appears to have needs for support
has a right to a carer’s assessment. This means, if
you are a carer, you can have a carer’s assessment
regardless of the amount or type of care you
provide, your financial circumstances or your level of
need for support. 

You can have an assessment whether or not the
person you care for has had an assessment of their
needs and even if they are not eligible for support
you can still have an assessment.

If you and the person you care for agree, a joint
assessment of both your needs can be undertaken
at the same time. 

The Care Act 2014 introduces national rules for
deciding who is eligible for care and support (the
national eligibility criteria for carers).

Advice and support for carers,
families and friends

7
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Advice and support for carers,
families and friends

You will meet the eligibility criteria if there is likely
to be a significant impact on your wellbeing as a
result of you caring for another person. There are
three questions the assessor will have to consider in
making their decision: 
■ Are your needs the result of you providing

necessary care? 
■ Does your caring role have an effect on you? 
■ Is there, or is there likely to be, a significant

impact on your wellbeing? 
If the answer to all three questions is yes, then you
will have eligible needs. Even if you are not eligible
for services, there are still a number of support
options that can be accessed.
For more information visit
www.hants.gov.uk/connectsupport
Or visit southampton.gov.uk or portsmouth.gov.uk
and search ‘carers’.

Support and advice
There are telephone helplines and support groups
specifically for carers that can give you information
and advice:

Local
Princess Royal Trust for Carers in Hampshire
Andover War Memorial Hospital,
Charlton Road, Andover, SP10 3LN
Information and advice, support groups, emergency
planning service.
Tel: 01264 835246 / 835205
Email: info@carercentre.com
www.carercentre.com

Carers Together
Tel: 01794 519495
Information, support, advice, advocacy, training
and awareness.
Carers Active Listening Line (CALL):
Tel: 08000 3 23456 (365 days a year, 9am-10pm)
www.carerstogether.org.uk

Portsmouth Carers Centre
117 Orchard Road, Southsea, Portsmouth, PO4 0AD
Tel: 023 9285 1864 or 023 9275 6780
between 9am and 5pm Monday to Thursday and
9am to 4.30pm on Fridays
Email: carerscentre@portsmouthcc.gov.uk
www.facebook.com/portsmouthcarerscentre

Carers in Southampton
Meon House, Rear of 189 Portswood Road,
Southampton, SO17 2NF 

Tel: 023 8058 2387
www.carersinsouthampton.co.uk

National
Carers UK
20 Great Dover Street, London, SE1 4LX
Tel: 020 7378 4999
Advice line: 0808 808 7777
www.carersuk.org

NHS Carers Direct
Tel: 0808 802 0202
(9am-8pm Mon to Fri, 11am-4pm weekend)
Calls are free from UK landlines and from mobiles
you can request a free call back.
Email: carersdirect@nhschoices.nhs.uk

Relatives & Residents Association
The Relatives & Residents Association can give you
information and advice, and may be able to put you
in touch with local groups whose members will
have gone through the experience of helping
someone move into residential care.

Relatives & Residents Association
1 The Ivories, 6-18 Northampton Street,
London, N1 2HY
Tel: 020 7359 8148 to order leaflets and booklets
Advice line: 020 7359 8136
Monday to Friday 9.30am-4.30pm
www.relres.org

Continuing to care
Supporting someone when they are living in a
care home:

■ Your relative or friend should get an annual
review of the care they need, so ask to be
involved and present at discussions.

■ Join the Relatives & Residents Association group
at the home.

■ If you want to go on actively caring for your
relative or friend (for example, taking them out
to buy clothes), talk to the home about how
best you can do this.

■ Keep an eye on the inspection reports for the
home.

■ Ask when the inspectors are making their
announced visit to the home so that you can
meet them and talk to them.
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Map of Hampshire
The 45 towns shown on the map are listed
alphabetically from Aldershot to Winchester
on pages 37-118.

You can find a complete list of these towns
on page 7.

Within each local area, care homes are listed
under three headings according to type of
care home and cross references are given
to towns nearby.

Because there are large numbers of care homes
in Portsmouth and Southampton, these entries
have been divided into districts with a small map
at the beginning of each city’s list.

Camberley and Farnham only include care homes
that are within Hampshire’s borders, as both of
these towns are outside of Hampshire.

Care homes in Hampshire, Portsmouth
and Southampton
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