&/

ALVA

HEALTHCARE

Statement of Purpose

CONTENTS:
N O =T Y 1= PP 3
2. AIMS & ODJECLIVES ..o 4
U o0 > P 4
Alva Healthcare CommitmeENt: ....... ... ee e eeeeeeeeeesnees 4
Y22 118 =PSRRI 4
3. Regulated ACHIVILIES ......cooiiiiiiei e 5
S 1o T 11T o RS RR 5
5. Description of LOCAtioN ........ooiiiiiiiiiiiiiiieeeee e, 5
6. Service User Bands Managed from this Location ...........cccccooiiiiiiiiiiiiiiiiiiiiieeeeen 5
7. Registered Manager DetailS ............ooouiiiiiiiiiiiiiiiiiiiiie e 6
8. Our complaints ProCeAUIE .........ooiiiiiiii i 6
S T @ 1 1=l o o = R PRER 7

Statement of Purpose: November 2024 1



&/

ALVA

HEALTHCARE

1. OVERVIEW

As per Health & Social Care Act 2008, Regulation 12, Schedule 3

Provider Name and Legal Status

Alva Healthcare Limited

PROVIDER ID: 1-16463289989

BUSINESS ADDRESS:

Albion Mills, Albion Road, Greengates,
Bradford, BD10 9TQ

PHONE: 0127 4048 748
EMAIL: info@alvahealthcare.co.uk

DIRECTORS:

Bhekithemba MALABA (Manager and Nominated Individual)
Venessa CHAMUNORWA

Nonvelo SIBANDA

COMPANY REGISTRATION NUMBER: 14896680

2. AIMS & OBJECTIVES

PURPOSE: To Make Life Better

ALVA HEALTHCARE LTD COMMITMENT:

To provide outstanding live-in and visiting home care, personalised to the wants, needs, and wishes
of the client, to enable them to continue to live safely and happily in their own home.

CONTINUITY & COMPATIBILITY

Alva Healthcare Ltd aims to empower our clients to continue to live independently in the comfort and
familiar surroundings of their own homes at a time when they would not be able to do so without
support. With a regular rota of carers matched for compatibility, clients (and their families) can feel
confident that they are in the safe hands of someone who genuinely cares.
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CUSTOMER SERVICE & COMMUNICATION

As a family-owned and run company, we support our clients and carers like members of our family -
no one is just a “number”. We value our clients and carers. We listen; and have the right,
personalised conversations to ensure they are fully supported, and individual needs are met. We
work collaboratively with lead clinicians/external stakeholders to ensure that our client’s support
plans are developed to ensure that their specific needs are met.

CONFIDENCE

We have outstanding carers, who make our clients happy. We invest time, effort, and money into our
carers; their rigorous selection, their industry-leading training, and their happiness. They have the
skills, confidence, COMPASSION, and values to deliver the very best care.

COMPLIANCE

Our Quality and Safeguarding team ensures the company is compliant with relevant legislation and
policy relevant to maintaining trust and confidentiality, as well as ensuring we provide high-quality
care.

VALUES:

* Do as you would be done by
* Bring positive energy

+ Be outstanding

* Do what you say you will do

3. REGULATED ACTIVITIES

* Personal Care
+ Treatment of disease, disorder or injury

4. LOCATION

Albion Mills, Albion Road, Greengates,
Bradford, BD10 9TQ

5. DESCRIPTION OF LOCATION

Our main offices are situated in Bradford, West Yorkshire, and are easily accessible by rail, bus or
car. We have disabled access and parking.

24-hour live-in care is provided in the client's own homes all across the UK by our carers.

Hourly care is provided to our clients in their own homes.

Our main office is situated in Bradford, West Yorkshire. The office is within easy reach of Bradford
City centre and is accessible by car. We have disabled access and parking for office staff, carers,
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and clients. The office is serviced and can be accessed Monday to Friday 09:00 — 17:30, weekends
and bank holidays, closed!

6. SERVICE USER BANDS MANAGED FROM THIS LOCATION

* Adults aged 18-65

* Adults ages 65+

* Mental health

* Physical disability

* Sensory impairment
+ Dementia

7. REGISTERED MANAGER DETAILS

Bhekithemba MALABA
Albion Mills, Albion Road, Greengates,

Bradford, BD10 9TQ
Landline: 0127 4048 748

Email: bmalaba@alvahealthcare.co.uk

Bhekithemba MALABA is the Registered Manager for our Home Care & Live-in clients, working out of
our Head Office at Bradford. She oversees the service delivered to our Home care & live-in clients
and will ensure that outstanding service is provided to our Home Care & Live-In clients alongside the
Nominated Individual.

Bhekithemba MALABA
Albion Mills, Albion Road, Greengates,

Bradford, BD10 9TQ
Landline: 0127 4048 748

Email: bmalaba@alvahealthcare.co.uk

8. OUR COMPLAINTS PROCEDURE

To make sure that the service we provide matches your needs and expectations, we welcome any
comments you may care to make. You are entitled to make complaints at any time. If you wish to
complain about the service you are receiving from Alva Healthcare Ltd, or from a Carer we have
introduced, you should follow the steps below:

You should, if possible, discuss the problem with your Carer who will do their best to resolve the
problem quickly and to your satisfaction. If you are a person using our services under contract to a
local authority, you have recourse to the Social Services Department’s own complaints procedures to
make complaints about our service, but please speak to us first if possible.
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If you cannot discuss the problem with your Carer or they are unable to resolve the problem, you
should contact your Care Coordinator at Albion Mills, Albion Road, Greengates, Bradford, BD10
9TQ.

Our Quality Control Team will try and solve the problem at once. If you explain the complaint clearly
over the telephone, it does not have to be in writing: we can start acting at once. If necessary, we will
take a transcript from your conversation (all our telephone calls are recorded), so we can agree on
the details of your complaint.

We will act quickly to gather as much evidence as we can from all parties. We cannot simply listen to
one side: we will be as quick and thorough as possible and aim to resolve the majority of complaints
within 28 days, complaints will be acknowledged within two working days.

If you do not want to make the complaint yourself and you do not know someone who will talk to us
on your behalf, we will find someone independent of Alva Healthcare Ltd to act for you.

If there is no immediate solution, we will investigate your complaint fully, contacting those concerned.
We will then write to you with details of our findings, any action we have taken, and proposals to
resolve your complaint. Normally, we will come to an agreed solution much more quickly, but it may
take up to 28 days.

If you are unhappy with the way in which our Complaints Department is dealing or has dealt with your
complaint you can contact: -

Bhekithemba MALABA, Director of Operations/Registered Manager, Alva Healthcare Ltd,

Albion Mills, Albion Road, Greengates, Bradford, BD10 9TQ
Landline: 0127 4048 748

Email: bmalaba@alvahealthcare.co.uk

Once your complaint has been fully dealt with by Alva Healthcare Ltd, if you are still not satisfied with
the outcome you can refer your complaint to the Local Government Ombudsman (LGO) and ask for
it to be reviewed. The LGO provides a free, independent service.

The LGO Advice Team can be contacted for information and advice, or to register your complaint got
to the website and complete the on-line complaint form.

Tel: 0300 061 0614
Website: www.lgo.org.uk

The LGO will not usually investigate a complaint until the provider has had an opportunity to respond
and resolve matters.
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Our service is registered with and regulated by the Care Quality Commission
(CQC). The CQC cannot get involved in individual complaints about providers but is happy to receive
information about our services at any time.

You can contact the CQC at:

Care Quality Commission National Customer Service Centre
Citygate Gallowgate

Newcastle Upon Tyne

NE1 4PA

Tel: 03000 616161

Website: www.cqc.org.uk/contactus

9. OTHER FORMATS

If you require any of our documentation in any other format e.g., Large Print, Braille, Makaton style or
in the language of your choice, please contact us and it will be made available.
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