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Your questions
answered



ANSWER: 
 

Promedica24 are a regulated care provider which 
means that the Care Quality Commission, a 
government appointed organisation, oversee our 
service, our carers, and our team. They perform 
regular checks to ensure that we are offering 
families a safe, responsive, and well managed 
service and that all our team are correctly trained 
to meet the needs of our clients. Introductory 
Agencies or Personal Assistants are not regulated 
to provide support with medication, personal care 
or more complex needs. They do not have care 
managers in place to support families to prepare 
care plans and check that everything is working 
well.  As a regulated care provider Promedica24 
manage changeovers, liaise with social workers, 
and work proactively healthcare professionals 
unlike non-regulated care organisations who place 
a self-employed carer with a family and take an 
introductory fee. 

QUESTION:
What is the difference between 
a regulated care provider and an 
introductory agency?

ANSWER: 
 

Promedica24 are there to support you from the 
first phone call with a local representative, a free 
care consultation either in person or online. Each 
family is allocated their own local care manager 
who is their point of contact. There is a 24 hour 
helpline ready to respond to urgent issues or 
emergencies. Families and live-in carers are never 
left to cope on their own.  

QUESTION:
What support will I receive if I decide 
to go ahead? 

ANSWER: 
 

Promedica24 as a responsible employer comply 
with all UK employment regulations. Our care 
managers will monitor all activity and hours 
worked by live-in carers to ensure they do not 
work more than an average of 40 hours over 
a week. There is sufficient ‘downtime’ during a 
normal day when a live-in carer is on standby to 
support, assist or make a drink or snack outside 
the specified care duties like personal care or 
medication needs. Sitting down in the evening 
watching the TV together is an important added 
benefit of companionship that is almost a non-
chargeable benefit. 

QUESTION:
It is 24/7 care but how many hours do 
the carers work?

ANSWER: 
 

A live-in carer coming into the home is a privilege 
that we do not take for granted. We understand 
that clients wish to minimise the disruption 
and inconvenience of having support and care. 
Once we select the right person from our team 
our carers live-in for 6-8 weeks before there is a 
changeover, and another carer takes over for a 
further 6-8 weeks. It then rotates from there.   This 
way our client and carer can really get to know 
each other, and their families have full peace of 
mind knowing the same person is in place for 
minimum six weeks.

QUESTION:
How long do the carers stay with a 
client at home?
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ANSWER: 
 

We want to ensure our care is safe and professional 
and because we know that the changeover will be 
6-8 weeks in advance there is no last minute panic 
or rush to find a replacement carer. It is all planned 
professionally and always in consultation with the 
family and client. The changeover is conducted 
under supervision of care manager and over a 24 
hour period. The arriving carer is accommodated 
in a local accommodation if there is no room in the 
property for the second carer. Both carers conduct 
a full hand-over to ensure that the new carer is fully 
aware of all routines and the care needs contained 
in the care plan. 

QUESTION:
What happens at changeover times?

ANSWER: 
 

It is one of the many benefits of live-in care that 
the home becomes the home of our live-in carer 
and they will treat it with respect it deserves. This 
means making sure it is clean and tidy just as you 
would expect. 

QUESTION:
Will the live-in carer keep the 
house clean?

ANSWER: 
 

One of the most pleasurable aspects of live-in 
care is the time spent with our client and carer 
together. It can be a simple stroll to the local park 
together, or a longer trip out to a local tourist spot, 
the seaside or to the shops. 

QUESTION:
Will you take my mum out for trips to 
the town or shopping?

ANSWER: 
 

We have numerous live-in carers all coming and 
going from clients, and if there is an emergency 
such as a poorly carer who needs to recover then 
we can plug the care gap very quickly. Moreover, 
all our care managers can cover too. One thing a 
client will never be left without care.  

QUESTION:
What happens if there is an emergency, 
or the carer gets poorly?
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ANSWER: 
 

Of course, we never want to see mum and dad 
being parted and live in care can certainly keep 
them at home together. If both need care, we can 
support both and have flexible options that offer 
discounts of between 70% and 25% if one or two 
carers are supporting two people. If only one of the 
couple needs care then only one carer is needed 
and priced as one carer.

QUESTION:
My mum and dad both need care can 
you support both?

ANSWER: 
 

The Care Manager is there to put a plan together 
that keeps the client safe, well cared for and 
stimulated and happy. The care day can be day 
or night but not both of course! In saying that if 
a full 24 hour cover day and night is needed then 
a second carer can be recommended or working 
with other domicilliary care agencies to plug any 
care gaps. 

QUESTION:
How flexible is the care on a day to 
day basis??

ANSWER: 
 

Not at all, we think that is our responsibility to 
talk through the options face to face and then to 
conduct a physical assessment to put a robust 
plan together with input from the family.  There 
is no charge for this and no obligation either. We 
are always surprised when non regulated care 
providers say they can do everything remotely 
without even meeting the client or family, we are 
not surprised when it goes wrong.

QUESTION:
Do you charge for assessments and 
what happens if we do not want to go 
ahead? 

ANSWER: 
 

Paying for care is a worry for many and in summary 
it is either paid fully by the client or family, or a 
contribution from the local authority or NHS. 
We have produced a free guide to funding care 
and can send it out if you want to drop me a line? 
Moreover, as a member of Later Life Hub  www.
laterlifehub.org  we have financial experts who are 
authorised and regulated to advise families on the 
best way to cover long term care fees.

QUESTION:
How can we pay for the care?
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ANSWER: 
 

All clients can be 100% sure that all our carers 
are recruited and trained by our own team and 
all DBS checks, references and will have been 
conducted before training begins. . Furthermore 
our recruitment team can easily tell the difference 
from all applicants who are just looking for a ‘job’, 
they  filter  those out and concentrate on those 
who want to make a difference to people lives.

QUESTION:
Are your carers all DBS checked?

ANSWER: 
 

It is one of the many benefits of live-in care that 
Many of our carers are recruited from Poland and 
but also in the UK. The most important thing  is all 
carers have to be trained before they care and all 
meet the training requirements set out by the Care 
Quality Commission.

QUESTION:
Where do your carers come from?

ANSWER: 
 

Not at all, those days are treated the same as 
any other day and once we know the safe and 
appropriate care package that cost is confirmed 
and there no other costs to cover except food for 
the live in carer.

QUESTION:
Do I need to worry about extra charges 
and paying more for Christmas or bank 
holidays ?

ANSWER: 
 

This is one of the benefits of working with a 
fully managed service, you can leave all those 
responsibilities to us, all you need to do is to be 
supportive your relative and leave the rest to us. 
There is no need to worry about any council tax 
implications as your home is classed as a place 
of work for our live-in carer and not a place of 
residence.

QUESTION:
Do I need to pay the carers  myself or 
be responsible for any NI, tax, pension 
or holiday pay ? What about council tax 
will I have to pay more ?
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To book an assessment, or to discuss our services in more detail, 
please get in touch with our friendly team on:

01254 375023  07419 111981
g.derbyshire@promedica24.co.uk

www.promedica24careathome.co.uk

Promedica24 UK Ltd is registered and licensed by the Care Quality Commission to provide live-in care services. Registered provider ID 1-1207211344. 
Promedica24 UK Ltd, Cassiobury House, 11-19 Station Road, Watford, WD17 1AP.

To book an assessment, or to discuss our services in more detail, please get in touch with our friendly team on:

0800 086 86 86
Email: info@promedica24.co.uk or visit: www.promedica24.co.uk

Find us on Facebook

How we ensure quality live-in care:
    All our care plans are person-centred so your care is as unique as you are

    The quality of your care and our service is regularly reviewed by our care managers

    Our care workers receive regular training to ensure you always receive quality   
 home care

    Happy care workers make great care workers: we look after our care workers like   
 they are family

    Regular communication and feedback ensures continued improvement of our   
 service delivery

    We are regulated by the Care Quality Commission, the Care Inspectorate and
 Care Social Services Inspectorate for Wales

   Our care workers are language tested and security screened before they come to   
 the UK

   All our care workers are advanced DBS checked for your safety and peace of mind

Promedica24 UK Ltd, Cassiobury House, 11-19 Station Road, Watford, WD17 1AP.

Promedica24 UK Ltd is registered and licensed by the Care Quality Commission to provide live-in care services. Registered provider ID 1-1207211344.

Live-in care and companionship 
from


