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We are a family-run business that prides itself on a philosophy of care and 
quality. At Lane House, residents are treated with the utmost care, respect  
and dignity. All staff are highly trained to deal with all elements of old age and 
dementia. You will see that the staff treat the residents with love and affection.

The care home is managed by Care Manager Claire McNeela along with  
Deputy Manager Louise Taylor. 

All senior care staff are dressed in navy blue tunics and other care staff are  
in light blue tunics. We have an on-site domestic team led by Lynn Rowland.  
All domestic staff wear lilac tunics.

Our promise to you
Our aim is to promote and maintain the wellbeing of each resident in the  
home through a caring attitude, whilst maintaining their privacy  
and encouraging their independence.

Welcome to Lane House Care Home

POLICY
STATEMENT



VALUES, AIMS
AND OBJECTIVES

Making our home, your home
Lane House is a residential care home in Tamworth with an excellent reputation 
for providing care for elderly people, especially those made particularly 
vulnerable by conditions like dementia. We provide 24-hour supervision and  
a haven for our residents in modern and comfortable surroundings, where their 
needs and wishes are uppermost in our minds. We take great pride in providing 
professional and friendly personal care. 

Values
We want our residents, their loved ones, and our staff to be confident  
in the care we deliver, so we have six Core Values of Care. These are:

These values underpin our clear aims and objectives that, together, set the 
standards we strive to achieve in providing our residents with a comfortable, 
safe and fulfilling place to live.

Aims
Our aim is to ensure you, the resident, spend your mature years in a happy, 
healthy and safe family environment.

Objectives
The objectives of the home are to provide you, the resident, with the facilities 
and services you want to maintain your independence for as long as possible, 
whilst ensuring your privacy and dignity at all times.

privacy
rights

independence
fulfilment

choice
dignity



RESIDENT’S
CHARTER

Residents should:
• Be encouraged and assisted to maintain a high quality of life.

• Have their privacy respected.

• Be treated with dignity and respect.

• Be encouraged to maintain their own independence.

• Have their human, emotional and social needs respected.

• Be encouraged to follow the religion of their choice.

• Be addressed as they wish.

• Be cared for in a manner similar to that which would be given  

by a caring relative in their own home.

• Not be discriminated against on the grounds of race, religion,  

sex, colour or disability.

• Have a choice of handling their own money or nominating an advocate.

• Be allowed to handle their own medications when competent to do so.

• Be able to retain the doctor of their choice.

• Receive medical and nursing care in private.

• Have access to their own medical records.

• Be entitled to all the common facilities available to other people  

living elsewhere in the locality.

• Be encouraged to discuss their care and needs with their own  

Keyworker and / or the manager / owner of the home.

• Be allowed to choose and wear their own clothing.

• Be cared for by adequate and appropriately-trained staff.

• Feel at “home”.

• Be able to receive visitors at any reasonable time.

• Have a right to choose their own solicitor.

• Be encouraged to bring personal belongings into the home.

• Be provided with adequate accommodation.

• Have access to a telephone.

• Be able to complain about the quality of care received in the home.

• Be provided with adequate appetising and nourishing food.

• Have a contract of residence.

• Be encouraged to participate in recreational facilities.

• Be given value for money.



Lane House was once a large Georgian private home. It has been expanded  
to provide registered care for 33 elderly men and women. The home’s services 
are regulated by the Care Quality Commission.

Lane House is set back from the road, surrounded by trees, and has its own 
private and secure rear garden, where our residents can enjoy the fresh air  
and sunshine. Every member of our professional care team is trained and 
qualified/ to look after the needs of our residents, supported by a network  
of external health and care professionals. We take pride in the quality, 
cleanliness and comfort of our accommodation. All our residents’ rooms  
are en suite, and there are two comfortable lounges.

Residents enjoy individual care, supported by a personal care plan designed 
to meet their needs and interests. Respect for the individual is central to our 
approach. We also have a full-time activities coordinator who organises events 
and activities for residents to enjoy, stimulating interest and physical wellbeing.

Our services are sensitive to racial, cultural and religious needs, and care  
is delivered with respect and understanding. The home’s care manager will  
be happy to give more information about Lane House, so you know what  
the home has to offer.

Bedrooms
All bedrooms at Lane House are designed with the comfort of residents in mind. 
They have en suite toilets and showers. Beds are designed specifically for older 
people with mobility problems. Lane House has 29 single rooms, 27 with en suite 
facilities. There are two double rooms with en suite facilities.

Each room has plenty of wardrobe and cupboard space for personal belongings, 
plus a chair, a large mirror, and a dressing table for displaying personal items 
and ornaments. Or, for instance, to sit at to write a letter. Every bedroom also 
has a television.

Dining room
Our residents enjoy all their meals in the dining room, unless our residents 
choose to eat in their own rooms. Choice is the essence of our ethos here  
at Lane House. 

The dining room overlooks the garden courtyard. It is light and bright, with 
specialist supportive seating for those who need it. Table places are allocated, 
but residents can sit somewhere else in the dining room if they want.  
They (or a relative or advocate) just have to ask a member of staff on the day, 
and it will be arranged for them.

In the summer, lunch and evening tea can be taken in the tranquil and spacious 
main garden, again this is down to the choice of the individual.

FACILITIES



Breakfast Between 8.00am and 10.00am

Morning Coffee/Tea and Biscuits 11.00am approximately

Lunch 12.30pm

Afternoon Tea/Coffee and Biscuits/Cake 3.00pm

High Tea 5.00pm

Supper As and when requested

Evening Drinks - Coffee/Tea/Horlicks etc. Biscuits/Cake 8.00pm approximately

Meals are served in the dining room as follows:

Meal times
We have a lovely menu choice of fresh 
homemade traditional meals.

We operate a summer and winter menu  
to give our residents a wide variety of foods. 
The menu is changed daily and is displayed 
on the blackboard in the dining room  
on the back wall.

Meals can be taken in your room,  
especially in the unfortunate event that  
you are taken ill. However, to ensure correct 
nutrition, it is preferred that you take your 
meals in the dining room.

If you need one of our alternative meals, 
please let the cook or a senior care assistant 
know before 10.30am. If you need a special 
diet, for example vegetarian, diabetic or 
gluten-free food, that will be catered for.



Lounges
Lane House has two lounges. One is close to the entrance to the home.  
We call this the quiet lounge. In this room we have comfortable settees  
and chairs. Side tables are dotted round for your convenience.

The main lounge is at the rear of the building. This is the larger of the  
two lounges, and the busier one. There is plenty of comfortable seating,  
so residents can welcome friends and families. Many of our regular activities 
take place in this lounge. It also provides easy access to the enclosed patio 
and garden.

Shower rooms / Bathrooms
Facilities at Lane House are impressive. Baths and showers are very modern, 
and care staff have access to the latest disability and lifting aids, so residents 
can enjoy bathing in safety and comfort.

Our staff are trained to give personal care respectfully and safely. Our bath 
and shower rooms are located throughout the home, so they can be quickly 
accessed by all our residents with ease, whatever their circumstances.

Rear Garden
Lane House has two patio seating areas, one in the courtyard, the other  
in the rear garden. Secure, and designed with our residents’ needs in mind, 
they are always well-maintained. There is enough comfortable seats for 
residents, family and friends to sit outside together if they wish.

Laundry room
Our laundry has been refurbished and fitted with modern equipment.  
It is used to clean and launder all our residents’ clothes, as well as other  
items such as bedding.

Making our home, your home



Entry and Exit
For your security, the home is fitted with key-coded door locks on the  
entrance doors and some internal doors around the home. 

We request the cooperation of all visitors, in keeping residents safe, by being 
vigilant and ensuring that they do not let anyone in or out of the building 
without assistance from a member of staff.

Hairdresser
A friendly and dependable hairdresser visits the home every Wednesday  
and Thursday. This is a paid-for service. Prices are available on request.

Care Plans
All of our residents have a personalised care plan for the staff to follow  
to help new residents feel at home as soon as possible. We personalise these 
plans as much as we can. To do so, we respectfully ask the resident, relatives  
and friends about the resident’s life, and record this information in a personal 
file. We also record likes and dislikes, so care can be tailored accordingly.

Forms and disclaimers that need to be completed are included in the welcome 
pack. It would be helpful if these forms can be completed and returned as soon 
as possible. If a relative or resident has questions regarding this paperwork 
please let us know. We would be pleased to answer them.

The care plans are reviewed every month. If a relative would like to attend  
these review meetings, they can speak to the care manager who will arrange 
this to happen.

Hospital Appointments
Our administrator manages all hospital appointments the home is notified 
about. These are entered into a diary and the letter is filed in the office.

Once an appointment is received, relatives will be informed either via a phone 
call or the text messaging service. 

We will ask if you can accompany your relative to their appointment. If not,  
we will arrange a staff escort to go with them. This service is charged at £9 per 
hour so that the staff member can stay with them for the entire time needed.

An invoice will be sent to you for any hospital visits with guidance on how  
to make a payment. If you are unsure at any time about hospital visits, please  
do not hesitate to contact us.



GP Information
If your relative’s GP is located out of the borough, we will have to transfer your 
relative to a local surgery. Information to allow us to do this will be gathered  
by a qualified member of staff at the moment when your relative’s needs,  
as a new resident, are assessed.

Accidents or Injury
The home will provide a staff escort in the event of any emergency admission  
to hospital. We will also contact the designated family member and inform them 
of the admission or injury. This may be late in the evening or during the night.

If you do not wish to be contacted during night-time hours, please inform the 
care manager who will enter this into your relative’s file.

Chiropodist
The NHS chiropodist and a private chiropodist both visit the home. If your 
relative receives pension credits please inform the care manager, so we can 
register them with the NHS service. 

Personal Allowance
All of our residents can have personal funds in the home. These are used to pay 
for items and services such as toiletries, hair appointments, newspapers and trips 
out organised by our activities coordinator. 

Residents can also contribute £1 per week to the activities fund. This pays for 
professional entertainers to come into the home each week.

To deposit money into your relative’s personal fund please see the care manager.

Laundry Services
We operate a laundry service within the home. All items needing to be cleaned 
are put into our infection control bins located in the bathrooms around the 
home. They are laundered and returned to the resident’s rooms each day.

If residents wish to use the laundry service, all items of clothing need to be 
labelled with their names to ensure they do not get misplaced. 

If residents want to have their own laundry basket in their room they can.  
The care manager needs to be informed to ensure the basket is regularly emptied.



Visiting Times
There are no set visiting times at the home. Families are welcome to visit their 
loved ones at any time. 

We do have busy periods at the home, these are around meal times. Meal times 
are between 12 noon and 2pm and 4.30pm and 6.00pm. Staff may be busy 
between these times as they help residents in and out of the dining room.

Visitors can help themselves, refreshments are in the bottom lounge.

When visiting relatives, we ask that you use the clocking-in system located  
in the entrance. This is a computerised service designed to ensure security  
and safety. If necessary, a member of staff will be more than happy to show  
you how to use this system.

Activities 
We never underestimate what residents want to achieve. We must all be able  
to make our own decisions about what we want to do and can do.

Our full-time and part time activity coordinators arrange an extensive weekly 
programme including knitting, model making, bingo, arts and crafts, skittles, 
memory games, reminiscing games, reading, and flower arranging with fresh 
flowers donated by local supermarkets.

Singers and other performers visit regularly. They are paid for by the home’s 
fundraising, local businesses and contributions from residents and families.

We like to have trips out to the pub or the garden centre for coffee, days out 
at the seaside and canal trips amongst others. Smaller trips are paid for by 
fundraising. Residents are asked to contribute to larger trips. Letters are sent  
to families or friends beforehand.

We welcome support from families and friends on these trips. Please speak  
to our activities team or care manager. Visit our Facebook page for activities  
past and present.



Facebook
We have several ways that we like to communicate with  
residents’ families and friends.

We have a Facebook page.  
You can find us under www.facebook.com/LaneHouseCareHome.  
Please feel free to send us a friend request. 

You will find announcements of all activities, meetings and events that are 
taking place at the home on the page and photos of those who have consented 
to taking part. You will find a consent form in this pack. Please complete and 
return to us as soon as possible.

Newsletter
We have introduced a quarterly newsletter that details all events and activities, 
upcoming birthdays, new staff and any important announcements you need 
to know regarding the home. The newsletter will be emailed out to those who 
have provided email addresses. It will also be uploaded to our Facebook page.  
If you would like to be sent a copy of our newsletter, please ensure that you 
have given your email address to the administrator.

Text Service
We have also introduced a text message service. This service is used to inform 
you of any events taking place, any hospital appointments that your relative  
has coming up, reminders for meetings and any other important information  
we think you should know. 

We will automatically add you to this service. However, if you wish to opt  
out, please speak to the administrator who can remove you from the system.

There is a form explaining how this service is used within in this pack.  
Please read and sign and return to the administration office at your  
earliest convenience.



Resident Meetings
We like to keep all of our relatives informed of what is happening in the home  
and receive your feedback and suggestions. We do this by holding regular residents’ 
meetings. We will post notices around the home informing you of the next 
meeting, and we will also post this on Facebook and send out a text reminder.

Residents’ Post
When you visit your relative please pop in and check the office for any new post 
to make sure it does not get overlooked. If you have any problems please do not 
hesitate to speak to either the care manager, Claire, or the deputy manager Louise.

Complaints Procedure
The care manager operates an open-door policy at Lane House. If you or your family 
have any issues, complaints or concerns - either formal or informal - then please do 
not hesitate to come and speak to us. 

You do not need an appointment. Our door is always open.

We hope that your relative will enjoy their stay here at Lane House and will quickly 
see it as their home. We look forward to seeing you and your relative soon.
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Northgate Healthcare Ltd - Lane House Care Home

265 Lichfield Road, Tamworth, Staffordshire. B79 7SF

T: 01827 314806    F: 01827 65671

lanehouse@northgatehealthcare.co.uk
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