


We are committed to delivering a professional, 
flexible and reliable service which promotes 
the service user’s independence, choice and 
lifestyle.

Our management team have the necessary 
experience, skills and knowledge required to 
lead, develop and monitor a service with a 
person-centred ethos.

We will work with individual service users to 
develop and maintain links with health & social 
care professionals, family members and other 
care providers in order to ensure a seamless 
service whilst respecting and promoting 
confidentiality.

Each service user is supported to develop 
individual care/support plans and risk 
assessments which provide members of 
the care team with the most up-to-date 
information required to deliver appropriate 
care and support to each service user.  Care/
Support documents are regularly monitored 
and reviewed with the service user and, if 

appropriate, their representatives in order to 
ensure they remain current.
We only employ team members who can 
demonstrate the required knowledge, skills 
and personal attributes that will enable them 
to deliver high standards of care and support 
to people living in their own homes.  Each 
prospective team member is required to 
undergo a rigorous recruitment process, which 
includes security checks, and are given regular 
support with a range of training opportunities 
to further enhance their ability to provide a 
high quality service.

As the Registered Manager of TLC Support Services Limited, Mel will be responsible for 
the overall delivery of the service and will be supported by Tristan and a team of care 
workers. 

Melanie
Mel has been a Registered Nurse with 
over 20 years’ experience in hospital, 
care homes and community settings, 
providing health and social care to adults.  
Mel is an experienced manager of Care 
Services, supporting older people with 
nursing needs and people with dementia.  
In addition to her nursing qualification, 
Mel also has a NVQ level 4 in care 
management.  Mel has experience of 
managing a large staff team and ensuring 
compliance with CQC.

Tristan
Tristan has over 20 years’ experience 
within the adult social care sector and 
has a Diploma of Higher Education 
(Distinction) in Health & Social Care 
studies, awarded by the University of 
the West of England, a NVQ level 4 in 
care management and is also a qualified 
Moving & Handling Trainer.  Tristan has 
experience of working with people with 
learning disabilities, physical disabilities 
and dementia.  

Mel and Tristan are committed to promoting 
high standards and challenging poor practice 
and work well as a team in addressing poor 
performance and improving the experiences of 
the people they support.

Statement of purpose Management

TLC Support Services aims to provide a high quality service to people living in their own 
homes.  The service provided will be in accordance with the service user’s needs and based 
on a thorough assessment.



More people, particularly those with complex needs, are able to remain living in their own 
homes due to the availability of domiciliary care services.  We can offer advice and guidance 
in order to help to design an individualised plan of care/support to meet physical, social, 
psychological or spiritual needs. 

We aim to provide care & support to 
the following groups of service users 
depending on the findings of our 
assessment process and subject to 
agreement with our Terms & Conditions. 

• Adults aged 18-65 years
• Adults over 65 years
• Individuals with a Physical Disability
• People living with Dementia 
• Service users with a Sensory 

Impairment
• People experiencing Mental health 

issues
• Adults with Learning disabilities

TLC Support Services operate in Wotton-
under-Edge, Berkeley, Cam, Dursley and the 
surrounding villages.

Our services can be provided 7 days a 
week between 07:00 – 22:00 Hours with 
the option of either a waking night or 
sleep-in between 22:00 – 07:00 Hour if 
required.

• Supervision and monitoring of health 
& well-being 

• Supervision, monitoring and 
assistance with medication (Non-
invasive routes only) 

• Personal Care including; Dressing 
& Undressing, Bathing, Showering, 
Washing, Shaving, Oral Hygiene 

• Toilet and continence requirements 
• Assistance in maintaining nutritional 

status 
• End of life care
• Domestic Services
• Assistance in; accessing local health 

related services or establishing social 
contacts and activities

The staff are the most caring, 
supportive and efficient anyone 
could wish for. My mum loves 
them coming in – it has given 
her a new lease of life!

Range of service we provide



All information held by TLC Support Services 
about you will be handled, shared and stored 
in line with the Data Protection Act and TLC 
Support Services Limited’s Confidentiality Policy 
and Data Protection Policy. 

Information may be shared with 3rd parties 
if there is a need and we would initially seek 
your permission to do so.  We may share 
information without your permission if this is 
deemed necessary in order to meet our duties 
in relation to Safeguarding.

Once we have established how you would 
like to be supported we will conduct risk 
assessments to ensure our services are 
delivered in ways that safeguard your health 
and safety and that of the care workers. 

We will undertake a review of services 
provided in the first 4-6 weeks and review your 
Individual Care/Support Plan on a regular basis.  
We will conduct a full review at least annually 
but more frequent reviews can be carried 
out as required at your request or following 
feedback from care workers or others involved 
in your care. You can request a visit at any 
time to discuss or review the service you are 
receiving or any additional services you may 
require (further details are documented in our 
Statement of Terms & Conditions).

The purpose of our initial assessment is to 
ensure that we fully understand what outcomes 
you would like to achieve and how we can 
support you to achieve them. We will focus on 
the things that are important to you and gather 
information about your routines and how you 
would like to be supported with different tasks.  

Your Individual Care/Support Plan will be 
developed using this information to ensure 
that our care workers know how best to 
meet your needs, this may be about simple 
information such as how you like your cup of 
tea or more complex details about how you 
would like to be supported to maintain your 
personal hygiene. 

Assesment and Review of Services Confidentiality

TLC are caring and 

considerate. The carers 

are always on time 

and very thorough 

when carrying out 

their duties. They are 

polite, understanding 

and respectful of my 

wishes.

“

”

We will make an appointment to visit you at home before your services commence to assess 
your needs and we encourage you to invite family members, carers or other people who are 
important to you to this meeting. 

The nature of our services means that much of the information provided to us is highly 
personal and sensitive. We recognise that our Service Users have a right to privacy and 
dignity, and that this extends to our handling information about them in ways which cause 
as little as possible intrusion on those rights. 



Whilst it is not always possible to guarantee 
100% continuity due to holidays and other 
staff absence we will always strive to deliver a 
service that you can rely on with care/support 
workers you are familiar and comfortable with. 

Your service will be co-ordinated by a 
dedicated team who are contactable during 
office hours (9am-5pm) and we are available 
at all times via our emergency on-call number 
outside these hours. 

We have robust policies and procedures to 
ensure that all of our service users receive 
the best possible service from staff who 
understand what is expected of them. Policies 
are reviewed regularly and meet all the 
requirements of the Health & Social Care 
Act 2008 (Regulated Activities) Regulations 
2010 and the Fundamental Standards of 
Quality & Safety produced by the Care Quality 
Commission. 

Policies are available on request in a variety of 
formats including easy read, large print etc. 

Recruitment 
TLC Support Services robust Recruitment 
& Selection Policy means that you can be 
confident that your service will be delivered 
by staff who have been subjected to 
rigorous pre-employment checks including: 

• All applicants must complete an 
Application Form which includes a 
full 10 year employment history (we 
explore any gaps in employment)

• Formal Interviews to assess the 
applicant’s competence and suitability 
for the role

• Reference checking, we request a 
reference from previous employers 
and require at least 2 satisfactory 
references before employment can 
commence 

• A satisfactory Enhanced Disclosure 
from the Disclosure Barring Service 
(DBS) commonly known as a ‘police 
check’ 

Training & Development 
TLC Support Services Limited invests 
considerable time and resources into the 
training and development of our staff.  
We support our team of care workers to 
undertake a range of training opportunities 
which develop their skills and inform their 
practice which translates into continued 
high quality services for the people we 
support.

Supervision 
All TLC Support Services staff team have 
regular supervision sessions, including: 

• 1:1 meetings with their line manager 
• Direct observation – a senior member 

of staff will observe the care worker 
delivering support 

• Annual appraisal 

We welcome your feedback about your 
care/support workers. 

How we deliver your services Our care workers

The care from TLC 

Support Services is 

second to none. The 

care team have shown 

knowledge, compassion 

and patience. They 

are true to their word 

and the service I 

have received has been 

excellent.

“

”

TLC Support Services care workers are reliable, friendly, skilled and above all passionate 
about delivering quality care and support to people in their own homes. 

We endeavour to provide your service at that time convenient to you and can offer services 
from as little as a couple of hours per week to multiple visits each day. We know how 
important continuity is and will identify care workers who we are sure have the skills and 
knowledge to meet your needs. 



We take our responsibility to safeguard your safety and wellbeing very seriously. TLC 
Support Services Limited’s staff team observe a Safeguarding Policy and comply with the 
Gloucestershire Multiagency Safeguarding Adults Procedures. 

Safeguarding training is mandatory for all staff within the organisation and must be refreshed at 
regular intervals.

If you or another person is being abused or you suspect abuse you should contact TLC Support 
Services’ registered manager, Melanie Holland (01453 844080) or Gloucestershire Adult Social 
Care Helpdesk (01452 426868 or out of hours on 01452 614194) or the police on 999 if someone 
is in immediate danger.

TLC Support Services Limited places a strong emphasis on providing the highest quality 
service possible for all of its Service Users and believes that, no matter how good its present 
services, there is always room for improvement. 

We believe that if a Service User wishes to 
make a complaint or register a concern they 
should find it easy to do so. We welcome 
complaints and consider them an opportunity 
to learn, adapt, improve and provide better 
services. 

Concerns 
If you have any concerns or comments about your 
service that you would like to discuss informally 
you can contact a member of the office team. You 
can discuss your concerns over the telephone or if 
you would prefer a home visit can be arranged. 

Complaints 
If you wish to make a formal complaint about 
your service or to escalate a concern to the 
management, please contact the Registered 
Manager, Melanie Holland. Complaints can be 
made by telephone or in writing or Mel would 
be happy to visit you at home if this is preferred.  
There is a copy of our complaints policy in each 
service user’s home file.

Compliments 
Of course we also welcome positive feedback 
about your service and all compliments are 
recorded and passed on to the staff members 
involved in delivering your service.

Safeguarding

Quality Assurance

Complaints & Compliments

Our Quality Assurance includes: 
• Regular review of all services                                                                                                                                       
• Surveys of satisfaction (Quality
• Assurance Questionnaires) for service users, health & Social care professionals and 

relatives/friends                                                                                                                       
• Complaints & Compliments Policy which encourages feedback about our services.                                         
• Thorough checks on all staff during the recruitment and selection process                                                               
• Practical supervision of staff and services via regular direct observations by experienced 

members of staff.                                                                                                                                          
• Regular supervision meetings between each care worker and their line manager                                        
• Procedures for managing poor performance or conduct of staff                                                                                   
• Regular staff meetings                                                                                                                                        
• Regular review of all policies and procedures 



Useful contacts

TLC Support Services Limited                                                                                                                                  
43 Long Street                                                                                                                                  
Wotton-under-Edge                                                                                                                               
Gloucestershire                                                                                                                                  
GL12 7BX
01453 844080

Adult Social Care Helpdesk                                                                                                                                    
Gloucestershire County Council
Shire Hall
Westgate Street
Gloucester
GL1 2TG
01452 426868

Care Quality Commission                                                                                                                              
CQC National Customer Service Centre
Citygate
Gallowgate
Newcastle upon Tyne
NE1 4PA
03000 616161


