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Introduction 
The aim of this Services Users Guide is to enable residents and their representatives to: 

·  Make such decisions as may be required about the suitability of the care home to meet 
present and future needs prior to moving into the home. 

·  Make valued judgements as to whether the care home is continuing to provide the level 
of services that was specified as part of the Terms and Conditions of Residency. 

·  Ensure that views are taken into consideration and that you have a real say in the 
development of services available to you in the home. 

The Service User Guide is designed to provide you with important information about the 
running of the Home and your rights as a resident.  If you would like any assistance with 
understanding of the Service Users Guide then please ask a member of staff who will be 
pleased to help you. 

A guide does not show the whole picture and we recommend that you visit the home to see 
for yourself. Visitors are welcome at all times, for your own reassurance you do not have to 
tell us that you are visiting. 

Rossetti Lodge is registered to provide personal care to elderly people, of both sexes, over 
the age of 65.  Long-term and respite care is available at the home. 

Location 
Rossetti Lodge is a registered residential care home in Birchington-on-Sea providing 24-
hour care and accommodation to men and women aged 65 years and above.  

Rossetti Lodge occupies a spacious detached house situated on the corner of St Mildred’s 
Avenue and Seaview Road, within walking distance of the railway station, the popular 
Minnis Bay and sea front, shops, and bus routes. 

 

Birchington-on-Sea is a seaside town in Kent just under 2 hours train ride from London 
Victoria station.  Trains from Birchington-on-Sea to London Victoria leave every 20 
minutes.  Birchington is less than 3 miles to Margate, and about 11 miles to Canterbury.  

The home is easily seen by passing traffic and well sign-posted with plenty of roadside 
parking in front of the home.  
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Inside the home 
The home is centrally heated and all rooms are fully furnished with facilities for securing 
personal property. Residents are able to provide their own furniture if they wish. This is 
subject to a risk assessment to ensure any personal furniture does not pose a hazard to the 
resident. 

Each room has a call bell system allowing residents to contact a member of staff from their 
bedroom or any of the washrooms when they need assistance. There is also a fire alarm 
system throughout the building and call points are clearly identifiable.  

The home comprises of: - 

Communal facilities 
·  2 x dining rooms 
·  1 x sun lounge 
·  1 x reading room 
·  1 x TV lounge 
·  Garden 

Private facilities 
·  14 single bedrooms 
·  5 x double bedrooms (one with balcony, one en-

suite) 
·  Nearly all ground floor bedrooms have their own 

door opening to an attractive garden shared with 
all residents 

The National Minimum Standards, supporting the Care Home Regulation 2001, state that  

“Pre-existing care homes, with rooms which provided at least 10 sq metres of 
useable space for each service user as at 16 August 2002, continue to provide that 
amount of space in those rooms. Pre-existing care homes with rooms which did not 
provide that amount of space as at that date, provide at least the same useable floor 
space in those rooms as they provided as at 31 March 2002”.  

Rossetti Lodge satisfies these conditions. Eight of our single rooms are slightly less than 
10 sq metres (between 9.4-9.9 sq metres) and only one of our double bedrooms is more 
than 15 sq metres.  

Mission and aims of Rossetti Lodge 
Rossetti Lodge’s mission statement is: - 

To provide the best possible care and consideration in comfortable surroundings within a 
homely atmosphere. A place where personal dignity, independence and individuality are 

respected 

We aim to provide the best possible care to our residents.  We will achieve this by 
providing a caring and respectable atmosphere within the residential care home for each 
individual resident. 

An important aim of Rossetti Lodge is to ensure the care and accommodation that is 
provided will facilitate involvement in activities; and by carefully using methods that will 
encourage physical well-being and stimulate the mind, the residents will feel more 
confident and find fresh energy for life and new interests. 

The most effective way of meeting the needs of residents is by individual care plans.  
Drawing up plans involves sharing decision making between the residents and staff.  Care 
plans are led by a resident’s needs, reflect a resident’s wishes and are realistic so that 
achievable goals are set.  Care plans are reviewed on a regular basis by staff and residents 
to measure whether the needs are being met and to continuously improve the plans to more 
accurately reflect the needs and aspirations of the resident. 
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Our quality policy  
Rossetti Lodge holds the ISO 9002 quality assurance award and undergoes regular quality 
inspections from the external assessors  to ensure the services provided are fit for their 
purpose and conform to the established procedures and standards.  

Rossetti Lodge is committed to providing quality services for residents by caring, 
competent, well trained staff in a homely atmosphere. This will be achieved by: 

a. Staff development programme. 
b. Recruitment of staff who share our values and will create a homely atmosphere. 
c. Providing such resources as may be required to ensure that training takes place and 

is effective. 

Rossetti Lodge will provide services based upon consultation and assessment of the 
residents’ needs. This will be achieved by: 

a. Listening to staff, residents and others with an interest in the home. 
b. Ensuring that assessments are made which balance risks and needs. 
c. Promoting a level of responsible risk-taking in daily living activity. 
d. The operation of an effective care planning system. 

We will involve residents in the planning and review of the services that are provided for 
them to ensure that their needs are met. This will be achieved by: 

a. Enabling and empowering residents to influence the services provided in the Home 
by giving each resident a real say in how services are delivered. 

b. Encouraging residents to become involved in all decisions that are likely to affect 
them, either now or in the longer term 

We will consult people about their satisfaction with the service and suggestions for 
improvement. This will be achieved by: 

a. Residents’ consultation and satisfaction surveys. 
b. Residents’ and staff meetings. 
c. Maintenance and review of our Quality Assurance system. 

We will provide catering services which meet the expectations of residents. This will be 
achieved by: 

a. Planned, structured menus which include residents’ wishes, choices and 
preferences. 

b. Menus which are nutritionally balanced in the view of a qualified dietician. 
c. Menus which allow residents to change their food choices. 

We will ensure that residents are fully informed about all matters which might affect their 
well-being. This will be achieved by: 

a. Residents’ meetings. 
b. Keyworker support. 
c. Provision of notice boards or other displays to inform residents. 

Rossetti Lodge will afford all residents and staff an equality of opportunity in respect of 
living or working in the Home. 

We will ensure that Rossetti Lodge is a safe and secure place to live. This will be achieved 
by: 

a. Ensuring that the physical environment meets all Health and Safety standards. 
b. Providing each resident with a safe and secure place to store his or her valuables. 

We will offer a range of social activities that meet the needs of the residents. This will be 
achieved by: 
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a. Ensuring that activities are offered to each resident, which are appropriate to their 
needs, abilities or expressed wishes. 

b. Ensuring that the Home considers their social, spiritual, cultural, emotional and 
physical needs in the services it offers to residents. 

c. Ensuring that residents feel comfortable to decline any or all of the activities 
offered by the Home. 
 

Residents’ rights 
We place the rights of residents at the forefront of our philosophy of care.  We seek to 
advance these rights in all aspects of the environment and the services we provide and to 
encourage our residents to exercise their rights to the full.  

We try to provide a comfortable and happy home and hope that residents will enjoy living 
here.  We will do everything possible to respect the rights of older people in this home, 
particularly by observing the values of privacy, dignity, independence, security, civil 
rights, choice and fulfilment which can be threatened by living in a communal environment 
and having to cope with disabilities. These underpinning values will be acted upon as 
follows: 

Privacy 

We recognise that life in a communal setting and the need to accept help with personal 
tasks are inherently invasive of a resident’s ability to enjoy the pleasure of being alone and 
undisturbed.  We, therefore, strive to retain as much privacy as possible for our residents in 
the following ways: 

a. Giving help in intimate situations as discreetly as possible. 
b. Helping residents to furnish and equip their rooms in their own style and to use 

them as much as they wish for leisure, meals and entertaining. 
c. Offering a range of locations around Rossetti Lodge for residents to be alone or 

with selected others. 
d. Providing locks on residents’ storage space, bedrooms and other rooms in which 

residents need at times to be interrupted. 
e. Guaranteeing residents’ privacy when using the telephone, opening and reading 

post and communicating with friends, relatives or advisors. 
f. Ensuring the confidentiality of information Rossetti Lodge holds about residents. 

Dignity 

Disabilities quickly undermine dignity, so we try to preserve respect for our residents’ 
intrinsic value in the following ways: 

a. Treating each resident as a special and valued individual. 
b. Helping residents to present themselves to others, as they would wish through their 

own clothing, their personal appearance and their behaviour in public. 
c. Offering a range of activities, which enables residents to express themselves as a 

unique individual. 
d. Tackling the stigma from which our residents may suffer through age, disability or 

status. 
e. Compensating for the effects of disabilities which residents may experience on 

their communication, physical functioning, mobility or appearance. 

Independence 

We are aware that our residents have given up a good deal of their independence in 
entering a group living situation.  We regard it as all the more important to foster our 
residents’ remaining opportunities to think and act without reference to another person in 
the following ways: 
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a. Providing as tactfully as possible human or technical assistance when it is needed. 
b. Maximising the abilities our residents retain for self-care, for independent 

interaction with others, and for carrying out the tasks of daily living unaided. 
c. Helping residents take reasonable and fully thought-out risks. 
d. Promoting possibilities for residents to establish and retain contacts beyond 

Rossetti Lodge. 
e. Using any form of restraint on residents only in situations of urgency when it is 

essential for their own safety or the safety of others. 
f. Encouraging residents to have access to and to contribute to the records of their 

own care. 

Security 

Many residents have sought admission to Rossetti Lodge as an escape from elements in 
their previous living arrangements, which threatened their safety or caused them fear.  We 
therefore, aim to provide an environment and structure of support, which responds to this 
need in the following ways: 

a. Offering assistance with tasks and in situations, which would otherwise be perilous 
for residents. 

b. Avoiding as far as possible the dangers especially common among older people, 
notably the risk of falling. 

c. Protecting residents from all forms of abuse and from all possible abusers. 
d. Providing readily accessible channels for dealing with complaints by residents. 
e. Creating an atmosphere in Rossetti Lodge which residents experience as open, 

positive and inclusive. 

Civil rights 

Being old, having disabilities and residing in a home can all act to deprive our residents of 
their rights as citizens.  We therefore, work to maintain our residents’ place in society as 
fully participating and benefiting citizens in the following ways: 

a. Ensuring that residents have the opportunity to vote in elections and to brief 
themselves fully on the democratic options. 

b. Preserving for residents full and equal access to all elements of the National Health 
Service. 

c. Helping residents to claim all appropriate welfare benefits and social services. 
d. Assisting residents’ access to public services such as libraries, further education 

and lifelong learning. 
e. Facilitating residents in contributing to society through volunteering, helping each 

other and taking on roles involving responsibility within and beyond Rossetti 
Lodge. 

Choice 

We aim to help residents exercise the opportunity to select from a range of options in all 
aspects of their lives in the following ways: 

a. Providing meals which enable residents as far as possible to decide for themselves 
where, when, and with whom they consume food and drink of their choice. 

b. Offering residents a wide range of leisure activities from which to choose. 
c. Enabling residents to manage their own time and not be dictated to by set 

communal timetables. 
d. Avoiding wherever possible treating residents as a homogeneous group. 
e. Respecting individual, unusual or eccentric behaviour in residents. 
f. Retaining maximum flexibility in the routines of the daily life of Rossetti Lodge. 
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Fulfilment 

We want to help our residents to realise personal aspirations and abilities in all aspects of 
their lives.  We seek to assist this in the following ways:  

a. Informing ourselves as fully as each resident wishes about their individual histories 
and characteristics. 

b. Providing a range of leisure and recreational activities to suit the tastes and abilities 
of all residents and to stimulate participation. 

c. Responding appropriately to the personal, intellectual, artistic and spiritual values 
and practices of every resident. 

d. Respecting our residents’ religious, ethnic and cultural diversity. 
e. Helping our residents to maintain existing contacts and to make new liaisons, 

friendships, and personal or sexual relationships if they wish. 
f. Attempting always to listen and attend promptly to any resident’s desire to 

communicate at whatever level. 

Facilities and services 
Meals   

Meals will be carefully 
prepared by our fully qualified 
catering staff, in consultation 
with a nutritionist, meals are as 
interesting and varied as 
possible.  Residents are offered 
choices each day and special 
diets will be catered for. 

Choices are available at all 
meal times.  The day usually begins with an early morning cup of tea followed by 
breakfast, mid-morning tea/coffee and biscuits, 2 course lunch, mid-afternoon tea/coffee 
and cakes, 2 course evening meal and night time drinks and supper snacks. 

All meals, snacks, supplements and drinks are provided within the fees for service. Special 
diets are catered for and advice of the dietician is sought where necessary. 

Residents have the choice of meals at lunch and tea time. Whilst every effort is made to 
provide for individual residents preferences the Home does not provide an ‘a la carte 
menu’. 

Medical Care 

Staff are always on duty to plan and supervise resident’s care, ensuring the highest 
standards at all times. The local GP also calls regularly although residents may of course 
retain their own Doctor if this is practical. Community nurses and primary care team staff 
will visit residents as appropriate. 

Optician, Dentist, Physiotherapist and Chiropodist 

An Optician and Dentist visit regularly although residents are free to make appointments 
outside, or have a practitioner of their own choice visit, if they prefer. 

Physiotherapy is arranged as necessary. 

A private chiropodist visits monthly and is charged for separately. 
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Hairdressing 

Hairdressing is provided for residents who want this service, at an additional charge, in our 
salon although residents are free to go out to a hairdresser or have a hairdresser of their 
own choice visit if they wish. 

Personal telephones 

The telephone at Rossetti Lodge is 01843 841 571. 

Residents have access to a phone in the reception.  Incoming calls can be taken to the 
resident, subject to availability of the handset, on the mobile phone.  Residents are allowed 
to have their own personal mobile phones and can have a private direct dial phone in their 
rooms at their own expense. 

Support services 

Administration Support is available for residents who may require a letter to be typed can 
avail themselves of this service.   

Benefits Advice can be provided via the Administrator and the Benefits Agency.  
Information can be obtained about Pension and Social Security Benefits.   

Where appropriate we encourage residents to go shopping on their own, with relatives or a 
staff member. Where this is difficult staff can assist residents by purchasing goods on their 
behalf within the necessary safeguards of our handling residents’ money and personal 
possessions policy 

Laundry is undertaken within the Home within the normal fees for service.   

The Home expects all personal clothing to be labelled and cannot be held responsible for 
any loss of items not so marked.  There are no facilities for residents to do their own 
laundry. 

Dry Cleaning can be provided at cost plus a service charge and can be arranged. 

Kitchen facilities 

Kitchen Facilities are built to the standards laid down by the Environmental Health 
Department.  The kitchen is managed by the Cook. The home has been awarded the Good 
Food Award from the local Environmental Health department. 

These facilities are not accessible to residents owing to Health & Safety and Food Hygiene 
Regulations. However there is a kitchenette where residents can get themselves drinks and 
snacks at all times. 

Residents can have a kettle and tea/coffee making facilities in their rooms subject to a risk 
assessment, which is reviewed regularly. 

Choice of home 
We recognise that prospective residents should have the opportunity to choose a home, 
which suits their needs and abilities.  To support that choice and to ensure that our 
residents know precisely what services we offer, we will do the following: 

a. Provide detailed information on Rossetti Lodge by publishing a statement of 
purpose and a detailed service user guide. 

a. Give each resident a contract or a statement of terms and conditions specifying the 
details of the relationship. 
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b. Ensure that prospective residents have their needs expertly assessed before a 
decision on admission is taken. 

c. Demonstrate to every person about to be admitted to Rossetti Lodge that we are 
confident that we can meet his or her needs as assessed. 

d. Offer trial visits to prospective residents and avoid unplanned admissions except in 
cases of emergency. 

Personal property 
The home cannot accept liability for loss of or damage to any money or other valuable 
property kept (or said to be kept) by residents in or about the home unless such money or 
property has been: 

a. Identified to the home in writing with a current written valuation. 
b. Deposited within the home’s safe for safekeeping. 
c. PROVIDED THAT in the case of money liability will not be accepted unless the 

money is deposited with the home for safekeeping and in no event whatsoever for 
sum exceeding £500 (of which not more than £50 may be other than deposited in 
the safe) and in the case of all other property liability in respect of any item shall not 
exceed £500.   

d. For items above £500 the individual resident is solely responsible for a separate 
insurance policy to cover that risk.  

Gifts and signing legal documents 
We place a high value on the honesty of our staff and recognise the privileged position 
they occupy with regard to our residents. Employees or staff are not permitted to accept 
any gifts, and/or presents from residents or to sign as a witness any legal document which 
pertains to one of the residents in the Home. 

Arrangements for pets 
The keeping of pets is allowed subject to a risk assessment, that takes account of residents’ 
abilities, and consultation with other residents. 

About the owners 
Rossetti Lodge is staffed by qualified carers under the leadership of the registered 
manager. 

The registered provider is Ms Kiki Cole whose registered office is Troodos, Westgate Bay 
Avenue, Westgate-on-Sea, Kent CT8 8NY; Telephone 01842 832 869, Fax 01843 836 621, 
Email info@rossetticare.co.uk 

Kiki has extensive management experience both within and outside of the adult residential 
care setting. She knows that the leadership of Rossetti Lodge is critical to all its operations.  
To provide leadership of the quality required, we will do the following: 

a. Always engage as registered manager a person who is qualified, competent and 
experienced for the task. 

b. Aim for a management approach, which creates an open, positive and inclusive 
atmosphere. 

c. Install and operate effective quality assurance and quality monitoring systems. 
d. Work to accounting and financial procedures, which safeguard residents’ interests. 
e. Offer residents appropriate assistance in the management of their personal finances. 
f. Supervise all staff and voluntary workers regularly and carefully. 
g. Keep up-to-date and accurate records on all aspects of Rossetti Lodge and its 

residents. 
h. Ensure that the health, safety and welfare of residents and staff are promoted and 

protected. 
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Management structure 
The management structure for Rossetti Lodge is detailed in the organisation chart:  

 

Staff 
General 

We are aware that Rossetti Lodge’s staff will always play a very important role in 
residents’ welfare.  To maximise this contribution, we will do the following: 

a. Employ staff in sufficient numbers and with the relevant mix of skills to meet 
residents’ needs. 

b. Provide at all times an appropriate number of staff with qualifications in health and 
social care. 

c. Observe recruitment policies and practices, which both respect equal opportunities 
and protect residents’ safety and welfare. 

d. Offer our staff a range of training, which is relevant to their induction, foundation 
experience and further development. 

 

At the time of writing the number of staff employed was: 

1 x Manager 
1 x Deputy Manager 
1 x Administrator 
9 x Care staff 
1 x Part-time Leisure Therapist 
1 x Maintenance staff 
1 x Domestic 
1 x Cook 

In addition to the staff we have a volunteer who visits the home regularly. We also receive 
visits from Pets as Therapy, a registered charity whose members volunteer their time and 
that of their pets to spend time with residents. 

Recruitment 

We employ a vigorous recruitment process to ensure that only employees who are capable 
of providing competent care are brought into the organisation. Our selection process 
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involves an interview, references, police checks, induction and a six-month probationary 
period. 

Supervision 

Rossetti Lodge understands the aim of supervision to include the following: 

a. Identify solutions to problems. 
b. Improve practise.  
c. Increase understanding of work-related issues. 

All supervision practised in Rossetti Lodge has three core functions:  

a. Provide support to care staff in their work 
b. Promote personal and professional development. 
c. Promote quality care. 

Qualifications and experience 

Rossetti Lodge recognises the relationship between the development of its employees with 
the care of its residents and growth of the business. 

Rossetti Lodge places emphasis on the qualifications and experience of its employees. We 
make every effort to ensure that all employees are competent in their work and strive to 
achieve excellence in the quality of care they bring to the residents.  

Training and development is an ongoing process and as a minimum we require of our 
employees that they achieve the required competencies identified as necessary for our care 
staff.  

In addition to our internal competency programme, Senior Carers are required to achieve 
NVQ Care level 3 and Carers are required to achieve level 2. A range of other certificated 
training, such as first aid, handling medicines, food hygiene, fire safety, manual handling 
etc. is provided for all staff and forms part of their ongoing training and development 
activity. The Registered Manager is required to hold the NVQ level 4 in care and the 
Registered Manager’s Award.  

Adequate, suitably trained and qualified staff will be on duty in the home at all times. 
Staffing numbers depend on the number of residents and their care needs.  

Adequate, suitably trained and qualified staff will be on duty in the home at all times. 
Staffing numbers depend on the number of residents and their care needs. Staffing levels 
are maintained according to nationally recognised guidelines supported by the Department 
for Health. 

Age range and sex of residents 
Rossetti Lodge is registered to provide long term care services for up to 24 people aged 
over 65 years for both male and female clients.  

At the time of writing our youngest resident is 66 and the oldest resident is 100; the average 
age is 86 years old.   

At the time of writing approximately 62% of residents are women and 38% are men. 

Range of needs that the home is intended to meet 
Rossetti Lodge provides services in the following categories: 

·   Care Home providing personal care 

We provide services to the following categories of resident: 
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·  Older People 
 
Rossetti Lodge is not registered to provide nursing care. 

Admission criteria 
It is our aim at Rossetti Lodge to ensure prospective residents and their relatives feel 
welcomed on admission into the care home.  This will effect a smooth transition from 
home or hospital into Rossetti Lodge, it will enable the new residents and their friends and 
family members feel that the quality of life will be improved by the residents’ stay in the 
home.  They will feel also that their personal rights will be preserved during their stay at 
Rossetti Lodge. 

Social activities, hobbies and leisure interests 
Rossetti Lodge believes that having social 
contacts is a crucial part of living a fulfilled and 
healthy life.  

The home will do its best to provide ample 
opportunities for its service users to mix and seek 
friendship and pleasure in each other’s company 
and in the company of their friends and relatives. 
Rossetti Lodge also believes that privacy and 
choice are absolute rights of every resident. Each 
person’s interests will be supported whenever 
possible to encourage individuality. 

Rossetti Lodge is able to provide a variety of 
ways that residents can engage in the enjoyment 
of social activities, hobbies and leisure interests.  
Residents are consulted individually in relation to 
their interests and wishes regarding social activities as part of the care planning process 
and at regular residents meetings. 

Resident consultation 
Consultation with residents, residents’ representatives and employees is central to the 
running of the home. We hold programmed meetings with residents each quarter and their 
families or representatives are invited to attend these. Additional meetings are called if 
there is a need to update residents or seek their opinions on any matter that arises in the 
interim.  

Individual consultation is held on a routine daily basis with residents and occasionally their 
representatives or GP as part of meeting residents’ individual care needs. 

Fire and safety  
It is our policy to promote the highest standards of health and safety to prevent our service 
users, employees and visitors suffering accidents and ill-health.  We have a good working 
relationship with the local Environmental Health and Fire Departments who provide a 
good advice and regulatory service for the home.  

Emergency fire evacuation details are posted in the lobby at the entrance to the home. 

Religious service  
Rossetti Lodge welcomes customers from all religious backgrounds and supports their 
taking part in religious or cultural services of their choice.  
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Our Home takes all reasonable steps to ensure that each resident’s wishes are known and 
understood in relation to the practice of their chosen religion.  Where requested, we will 
observe and ensure confidentiality in respect of religious belief or alternatively we will 
take such steps as may be necessary to enable residents to attend religious services or 
access religious leaders, ministers or priests in private. 

Maintaining contact with friends and family 
Rossetti Lodge believes that its residents should be able to maintain contacts with their 
families, friends, representatives and local community groups and volunteers as they wish, 
with no official restrictions placed on visits by the home, with appropriate support from the 
home and with appropriate arrangements made for privacy.  

Rossetti Lodge is primarily the home of our residents therefore, subject to individual 
resident’s wishes, we have no restrictions on visiting hours. Visitors are encouraged to 
participate in social events such as pantomimes, musical recitals, parties and meals. 

All visitors are requested to enter their details in the ‘Visitors Book’ and to sign out on 
departure.  Visitors should be made aware that this is to comply with Health & Safety 
legislation and Fire Regulations. 

Visitors wishing to take residents off the premises should speak to a senior member of staff 
on duty first to ensure that any medication can be provided and that the trip out is within 
the capacity of the resident.  This needs noting in the Visitors Book on departure and 
return. 

Dealing with complaints 
We welcome any Comments, Concerns or Complaints about the services delivered as a 
positive vehicle for identifying improvements to the running of the home and enhancement 
of the lives of our residents.  

All complaints or concerns about the service provided within Rossetti Lodge will be 
treated seriously with due regard to confidentiality. Our complaints procedure is posted on 
noticeboards for residents, their relatives or representatives. 

Reviewing care plans 
Rossetti Lodge operates a full service user planning and review system. We draw up and 
monitor the care plans on a daily, monthly and quarterly basis in consultation with 
residents and appropriate professionals. 

Room sizes  
Room measurements have been provided to the appropriate authorities and details are 
available on request.   

The Commission for Social Care Inspection 
The Commission for Social Care Inspection (CSCI) is a national body that regulates the 
conduct of Care Homes in England. There are a number of Regional Offices from which 
Inspectors carry out their duties. 

Rossetti Lodge is part of the East Kent Region and the CSCI offices are located at: - 

Commission for Social Care Inspection 
The Oast, Hermitage Court, Hermitage Lane, Maidstone, Kent, ME16 9NT 

Telephone 01622 724950 



 

Rossetti Lodge Service Users' Guide 2007  Page 15 of 16  

Fees 
Fees are dependent upon needs and the choice of accommodation. They range from 
£300.00 to £450.00 per week. 

Inspection Report  
A copy of our last inspection report (© The Commission for Social Care Inspection), dated 
2 June 2006, is also available in the lobby and from the Manager’s office. Prospective 
residents are encouraged to speak to staff, visit the home and, where confidentiality allows, 
inspect for themselves to determine the accuracy and relevance of the Inspector’s 
comments. This is an overview of what the inspector claims to have found during the 
inspection. 

“This report takes account of information obtained from various sources since the last 
inspection, including two visits to the home; telephone contacts; written information 
provided by the manager and registered provider; surveys completed by residents and 
relatives; views of care managers and doctors. 

The inspection focussed on key standards and requirements made at the last inspection. An 
unannounced site visit was carried out by two inspectors on 2nd June 2006 between 09.20 
hours and 14.40 hours and a second visit took place on 5th June 2006 between 10.15 hours 
and 12.50 hours. The visits included talking to 4 staff members, 8 residents, looking round 
the home and checking some records. The care of 3 residents was case tracked. At the time 
of the visit there were 15 residents. 

Information in the pre-inspection questionnaire completed in May 2006 states that the 
current fees for the home range from £320.00 to £420.00 per week. The registered manager 
is on maternity leave and has not been working at the home since the 8th May 2006. 

What the service does well: 

Residents have personalised their bedrooms with their own pictures, photographs and 
ornaments and several residents commented that they like their rooms. There is lots of 
useful information about the home displayed for people to read, both in the entrance hall 
and on the residents’ notice board in the dining room. This includes advice on how to make 
a complaint. Residents felt they could speak to staff if they had any worries. 

The home has a stable nucleus of staff that have achieved their National Vocational 
Qualification (NVQ) in care level 2. Residents felt that the care staff work hard and do their 
best for them. 

What has improved since the last inspection? 

A new extractor fan has been fitted in the sun lounge area where residents are allowed to 
smoke. All the communal areas are open plan and interlinked. There are no doors between 
the lounges and dining rooms to separate them, so this is an improvement for people who 
do not smoke. 

A new call bell point has been added in the television lounge, so that residents can call for 
assistance if required. Unfortunately not all residents can reach it. 

What they could do better: 

There are not enough staff on duty to look after the residents properly and to keep the home 
clean. Residents are generally satisfied with the care they receive, but there are some times 
when no one is available to immediately help them. They feel that the staff are kind and 
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caring, but there are not enough staff on duty all the time, to always help them when they 
need it and to keep their bedrooms clean. There is little stimulation for them except on two 
afternoons a week when a leisure therapist does activities with them. The poor staffing 
levels are having an impact on the overall standards within the home and some residents are 
not receiving the level of care and attention that they need. Things came to light at the visits 
indicating a failure to uphold the dignity of some residents, such as having to wait for staff 
assistance to go to the toilet. 

All prospective residents should have their needs properly assessed before they move into 
the home and this was not being done. The home needs to ensure that all of the residents’ 
healthcare needs are met. One person’s needs were not being dealt with in a satisfactory 
way. Improvements are necessary in the care planning and monitoring of residents’ 
healthcare. Some omissions in this respect were apparent that pose a risk of harm if not 
dealt with. Residents spoke of staff not having time to sit and talk with them, and of their 
worries about the lack of management. Feedback from a relative indicated that they do not 
receive any responses to complaints.  

The home was not being kept clean and hygienic and several residents commented about 
the dust in their bedrooms. There were dirty carpets and waste bins in bedrooms that were 
full and had not been emptied. There were odours in two bedrooms and an unclean toilet 
posed an infection risk. Care staff had to do the cleaning, as there had been no cleaner at the 
home for some time and not enough designated cleaning hours were being provided. The 
care staff were trying to fit this in between their care tasks.  

A new part time cleaner had just been appointed, so some improvement is now expected. 

Building maintenance still needs to be improved. Staff were not following safe infection 
control procedures and the sluice room where the commode pans are cleaned is unhygienic 
and not fit for purpose. Environmental health and safety checks had not been completed at 
regular intervals. An inappropriate moving and handling procedure was seen that placed a 
resident at risk of harm. Some of the staff have not been trained in moving and handling to 
ensure that residents are always moved safely and to reduce risk to themselves. 

All of these things indicate a failure on the part of the home’s management to identify 
deficiencies quickly and to take the necessary action to make sure that residents’ best 
interests are met. Although there is a quality monitoring process in place, it is clearly 
ineffective in bringing about the necessary improvements. Therefore the overall 
management of this home is poor. 

Twenty-three requirements have been made and if not appropriately addressed within the 
timescales set, enforcement action might be necessary to drive improvements”. 

 


