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Welcome to Cahercalla Community Hospital & Hospickhis booklet

has been designed to provide you with the necessdormation
required to make an informed choice on your careopider and/or
assist you in making your stay with us more com#dte. It will also
meet the requirements set out in the ‘National QitplStandards for
Residential Care Settings for Older People in Irald laid down by the
Health Information and Quality Authority. These stalards are enacted
by the Health Act 2007 (Care and Welfare of Resitieim Designated
Centres for Older People) Regulations 2009.

This booklet will provide an introduction to the ca and services
provided within Cahercalla Community Hospital & Hpsce. Further
information and more detailed explanations of thegernance and
management of the nursing home will be found in tesapplementary

“Statement of Purpose and Function” booklet.
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Our aim at Cahercalla Community Hospital and Hospic e is to provide the highest
standard of patient-centred healthcare to the peopl e of Clare and the environs.

We will provide this care in an environment in whic h the patient is close to family, friends
and family doctor and in which the patient’s privac y and dignity are preserved.

We will endeavour to attract and retain highly trai ned and skilled staff to work within a
setting which promotes continuous improvement.

In carrying out our Mission we will promote the following values:

Excellence
We aim to exceed expectations through teamwork, continuous improvement, customer
satisfaction and innovation.

Respect
We will show respect for the worth, quality, dignity, diversity, and importance of each patient we
serve and also for the people we work with.

Integrity
We will conduct our work with integrity, honesty and fairness. We will meet the highest ethical
and professional standards.

Openness and Transparency
Cahercalla Community Hospital and Hospice will foster open and honest communication and
will be transparent in all matters of business, policy and health services delivery.

Accountability
We take responsibility for our actions and hold ourselves accountable for the results and
outcomes.

Continuous Quality Improvement
We are committed to continuous quality improvement by continually enhancing the extent,
quality and range of patient care services.



NHI '

nursinghomesireland

MEMBERSHIP OF NURSING HOMES IRELAND

As a member of Nursing Homes Ireland we are committed to their shared vision and goals.
Nursing Homes Ireland is the single representative body for the private and voluntary nursing
homes sector in Ireland and is therefore a key part of the Irish health service. Their vision is to
ensure that all residents of nursing homes will receive high quality care. As a single
representative body Nursing Homes Ireland, alongside the Government and other key
stakeholders can influence important health decisions and policies which affect residential care
services.

Nursing Homes Ireland: Mission Statement and Charte  r

The mission statement of NHI states that members are committed to the provision of high
standards of care, support and respect for older people who are resident in nursing homes.

Members are committed to:

maintaining and enhancing the quality of life of residents

Preserving the autonomy of residents, guaranteeing free expression of opinion and
freedom of choice

Maintaining a safe physical and emotional environment

Ensuring that the privacy and dignity of residents is respected

Being an employer of choice and providing continuous professional development and
training

Each resident in a nursing home has the right to:

Receive a contract outlining the rights and obligations of both the nursing home and the
resident

Quiality care which is appropriate to his or her needs

Participate in the formulation of his or her care plans and to be informed of all services
that may be relevant to their needs regardless of their immediate availability

Full information about his or her own state of health and about available treatments
Maintain control over, and continue to make decisions about, the personal aspects of his
or her daily life, financial affairs and possessions

Be consulted on, and to choose to have an input into, decisions about his or her living
arrangements in the home

Exercise all of their civil and natural rights and to have access to services and activities
which are generally available in the community

Personal privacy

Live without being obliged to feel grateful to those providing his or her care and
accommodation



Live in a safe, secure and homelike environment, and to move freely both within and
outside the nursing home without undue/unnecessary restrictions

Maintain his or her personal independence, which includes a recognition of personal
responsibility for his or her own actions or choices, including those within which there is a
degree of personal risk

Take responsibility for their own personal affairs and to undertake daily living tasks of
which they are capable

Be treated with dignity and respect

Be accepted as an individual and have his or her preferences taken into account

Be addressed in a form he or she is happy with

Select and maintain family, social and personal relationships with any other person, both
within and outside the nursing home

Freedom of speech

Protection from harm and exploitation

Each resident in a nursing home has the responsibility to:

Respect the rights and needs of other people in the nursing home and to respect the
needs of the nursing home community as a whole

Respect the rights of staff and the proprietor to work in an environment which is free from
harassment

Care for his or her own health and well being in so far as he or she is capable

Inform his or her General Practitioner, as far as he or she is able, about his or her
medical history and his or her current state of health

"#$ %&& # ' Hl 9



When declining numbers and an aging community prompted a decision by the Sisters of St.
John of God to dispose of the hospital in 1995 it became a community hospital. Modern health
services were developed starting with the addition of day surgery and outpatient clinics in 1995.
The hospice facilities were increased in 1997 with the conversion of the old convent.

Responding to increased demand which saw admissions to the nursing home and hospice
increase a 20 bed extension was added in 2008.

The extension provides state of the art facilities including spacious private en-suite rooms, social
space looking out on gardens, a family room providing overnight accommodation.

Hospital Structure

Cahercalla Community Hospital and Hospice is located on the outskirts of the town of Ennis.
The hospital is built on a 13 acre site surrounded by picturesque gardens.

Cahercalla Community Hospital and Hospice is a unique entity in that it provides three different
areas of health care within the one structure; Nursing home care, Day surgical & out-patients
services and Hospice care.

The Hospital consists of 129 beds and employs over 120 people on a full time and part time
basis.

Governance
Cahercalla Community Hospital Ltd is a company limited by guarantee. It holds charitable

status. It is a non-profit making organisation with any profits generated being used to finance
the provision of better services and facilities.



Cahercalla Community Hospital & Hospice is located on the outskirts of Ennis, Co. Clare (off the
Kilrush Road.)

FROM LIMERICK: take the N18 from Limerick

Take the Ennis exit off the N18 and follow the signs through to the third roundabout (Clare
Abbey).

Take the second exit toward Kilrush/Ennistymon.
At the next roundabout (Rocky Road) take the second exit on to the N68.
Continue to the traffic lights.

Take left turn at the lights approximately 500 yards to the Cahercalla entrance on left.

FROM GALWAY: take the N18 from Galway.

Take the third exit at the Ennis roundabout.

Continue on towards Ennis and follow the signs through to the third roundabout (Clare
Abbey).

Take the second exit towards Kilrush/Ennistymon.
At the next roundabout (Rocky Road) take the second exit on to the N68.
Continue forward to the traffic lights.

Take the left at the lights approximately 500 yards to the Cahercalla entrance on left.

Train: Bus and Train timetables may be obtained from larnréd Eireann or www.irishrail.ie.
Cahercalla is approximately a 20 - 25 minute walk from train station. Taxis available at taxi
stand at station and at Parnell street car park in Ennis town centre.

Free car-parking is available on the hospital groun  ds.



Cahercalla Community Hospital & Hospice can accommodate up to 116 residents. Our staffing
levels are continuously reviewed to reflect the occupancy rates and the dependency levels of
our residents.

Descriptions of dependency levels as used by HIQA i  n their “Annual Return for Providers
of Designated Centres: Residential Care Centres for Older People” are as follows:

Low dependency: This category refers to people who need some support in the community
and the more independent residents in residential accommodation who require little nursing
care. They are usually independently mobile but may use a walking stick and have difficulty
managing stairs.

Medium Dependency: Person whose independence is impaired to the extent that he/she
requires residential care because the appropriate support and nursing care required by the
person cannot be provided by the community. Mobility is impaired to the extent that the person
requires supervision or a walking aid.

High Dependency : Independence is impaired to the extent that the person requires residential
care but is not bed bound. The person may have a combination of physical and mental
disabilities, may be confused at times and be incontinent. He/she may require a walking aid and
physical assistance to walk.

Maximum Dependency : Person whose independence is impaired to the extent that he/she
requires nursing care. The person is likely to be bed bound, requires assistance with all aspects
of physical care and may be ambulant but confused, disturbed and incontinent.

Source: Annual Survey of Long Stay Units (Departmen  t of Health and Children, 2006)

We also cater for residents who require General Care, Respite Care, Convalescence Care,
Young Chronic Care, Brain Injury and Hospice Care.



In order to enhance the care provided and enable you to fulfil your personal, social and
psychological needs the following services and activities are available within Cahercalla
Community Hospital & Hospice

Service/ Facility/ Activity ' Frequency Accessibility

Physio Exercises Mondays & Thursdays No restrictions/No Cost
11to 11.30 am

Reminiscence Sessions Tuesdays No restrictions/No Cost
210 3.30 pm

Sing —a - Long Wednesdays No restrictions/No Cost
2 to 4pm

Bingo & Music Thursdays No restrictions/No Cost
2.30 to 4pm

Mass Daily 10.30 am No restrictions/No Cost

Rosary Monday — Wed prior to mass

Prayers Daily 3pm

Mobile Library Wednesdays No restrictions/No Cost
2pm

Mobile Shop Thursdays No restrictions/Cost
2.30pm incurred

Hairdresser Tuesdays & Wednesdays Appointments through

reception — cost incurred

Other services include
Newspapers available daily — ordered in advance from reception
Café — opened daily from 8.30am to 2.30 pm

Hot & Cold drinks and snack machines also available in Café.

Therapeutic

Due to limited access to HSE services, Cahercalla Community Hospital & Hospice contracts
services from professionally registered and supervised therapists to enhance your rehabilitation
potential. The following therapy services are provided:

Service Frequency Accessibility

Physiotherapy Mondays & Thursday Appointments through
reception — cost incurred

Chiropody Fridays Appointments through
reception — cost incurred




External Facilities/ Activities

Cahercalla Community Hospital & Hospice is situated on the outskirts of the town of Ennis,
therefore the Nursing Home is close to restaurants/ public houses/ libraries/ community halls/
etc. Whilst there are occasional organised day trips for residents the nursing home will assist
you to participate in external activities outside of these arrangements, where possible. Additional
costs may be incurred, details available on request.

Environmental Facilities

The nursing home at Cahercalla Community Hospital & Hospice is divided into 5 floors/wards.
Ground Floor, 1% Floor — St. Josephs, 2™ Floor — Sacred Heart, Garden Wing Ground Floor,
Garden Wing First Floor.

Each floor/ward has between 24 and 35 beds, made up of a range of private, double and larger
rooms.

In total the nursing home is made up of 29 private en-suite rooms, 31 private, 6 double and 12
three to five bedrooms.

Each ward has additional bathrooms and toilets, at least one of which is wheelchair accessible,
a kitchenette, a sitting/day room and a nurses station.

The nursing home has a number of dining areas, a treatment room, a large kitchen, a café,
chapel, administration offices and reception area.

Mealtimes
Breakfast: 8.00 to 8.30am Lunch: 11.45 to 13.00pm

Evening Tea: 16.30 to 17.30pm Night time snack: 8.00pm



Feedback

Our intention is that during your stay at Cahercalla Community Hospital & Hospice you will
receive the highest level of service and care. We are committed to achieving excellence in the
delivery of quality healthcare and recognise the need for continual improvement in care.

So that we can improve and develop our services, we would appreciate it if you could take the
time to make any comments or suggestions regarding the service in our Patient Comment
Cards which are available throughout the hospital or through our Patient Satisfaction Survey
which will be given to you periodically during your stay and on discharge.

Complaints

We recognise your right to complain about your care. If you wish to make a complaint for
whatever reason, please speak to the Ward Manager or nurse. Alternatively you can contact the
Matron or General Manager.

Comments, suggestions and complaints can also be made via our website www.cahercalla.ie
where comments can be posted directly or the relevant forms can be downloaded.

When dealing with your complaint we will endeavour to:

Listen to and understand your concerns

Be open, honest and thorough in our investigations

Deal fairly and objectively with all concerned

Respond promptly

Seek to resolve issues amicably

Use the information positively to continuously improve the quality of our service.

Advocacy

If you are unsatisfied with our response you may seek assistance from a recognised external
advocacy group as displayed at the end of this booklet (pages 16 & 17).



Potential Residents

We understand that the decision to move into long-term care can be a stressful time. At
Cahercalla Community Hospital & Hospice we want to make your transition as smooth as
possible. Our Matron will be happy to meet with you and your family to give you a tour of the
building and discuss any personal needs you may have. In order to ensure you receive our
uninterrupted attention we would ask that you kindly schedule an appointment in the first

instance.

Existing Residents

We operate an open visiting policy within Cahercalla Community Hospital & Hospice however
we ask visitors to please respect resident’s privacy during meal times.

Visitors should partake in precautionary infection control measures as appropriate. Cahercalla
Community Hospital & Hospice reserves the right to impose restrictions on visiting
arrangements where the visit or time of visit is deemed to pose a risk or where the resident

requests restrictions.

Your local Health Service Executive office may be able to guide you on options for financing
your care.

Contact:

General Manager,
HSE,
Tobartaoiscain,
Ennis,

Co. Clare

(065) 6863611



Nursing Homes are registered with the Health Information and Quality Authority and are
inspected regularly to ensure that standards of care are being maintained. Inspections may be
announced or unannounced and may occur during the day, in the evening, at night or at
weekends. Registration will be renewed every three years. The registration and inspection
process is independent and reports will be published after each inspection. A copy of each
report can be obtained online at: http://www.higa.ie/functions_ssi_inspect _rep.asp or a hard
copy can be obtained from matron’s office.

Further information from HIQA can be obtained by:

Calling the advice line 021 240 9660

Emailing inspections@higa.ie

Writing to the Office of the Chief Inspector, Health Information and Quality Authority,
Social Services Inspectorate, 1301 City Gate, Mahon, Cork

We are delighted that you have chosen Cahercalla Community Hospital & Hospice as your
preferred place of care and we trust that you will have a happy and fulfilling stay with us. We
acknowledge that moving into 24hr care may be a traumatic and daunting experience and
therefore we wish to assist you in your transition. Our staff are both friendly and approachable
and are always willing to listen to any questions or concerns you may have.

For further information on this booklet or indeed on any aspect of your care please contact your
Matron, Rose Collins, (065) 6824388, email rose@cahercalla.ie or alternatively contact
reception who will arrange an appointment.

or

Registered Provider: General Manager, Paula O Halloran, (065) 6824388, email
paula@cahercalla.ie or alternatively contact reception who will arrange an appointment.

Alternatively you may contact any of the organisations providing advocacy services, as detailed
overleaf.
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Statement of Purpose and Function
Information Booklet

/

Date of Nursing Home registration: 01/09/2006

Date of expiry: 31/08/2009

o

Conditions attached by the Chief Inspector under se ction 50 of the Act:

Completion of works as per fire safety audit report of January 2007



This booklet is designed to complement your resident’s guide/ information booklet. The

details provided below will give you information on the governance and management of
the Nursing Home and it will also meet the requirements set out in the ‘National Quality
Standards for Residential Care Settings for Older People in Ireland’ and the ‘Health Act
2007 (Care and Welfare of Residents in Designated Centres for Older People)
Regulations 2009'.



Our aim at Cahercalla Community Hospital and Hospice is to provide the highest standard
of patient-centred healthcare to the people of Clare and the environs.

We will provide this care in an environment in which the patient is close to family, friends
and family doctor and in which the patient’s privacy and dignity are preserved.

We will endeavour to attract and retain highly trained and skilled staff to work within a
setting which promotes continuous improvement.

In carrying out our Mission we will promote the following values:

Excellence
We aim to exceed expectations through teamwork, continuous improvement, customer
satisfaction and innovation.

Respect
We will show respect for the worth, quality, dignity, diversity, and importance of each
patient we serve and also for the people we work with.

Integrity
We will conduct our work with integrity, honesty and fairness. We will meet the highest
ethical and professional standards.

Openness and Transparency
Cahercalla Community Hospital and Hospice will foster open and honest communication
and will be transparent in all matters of business, policy and health services delivery.

Accountability
We take responsibility for our actions and hold ourselves accountable for the results and
outcomes.

Continuous Quality Improvement
We are committed to continuous quality improvement by continually enhancing the extent,
guality and range of patient care services.



The management and governance of Cahercalla Community Hospital & Hospice is
directed by a team of dedicated and committed members of staff who continually strive to
raise standards of care. Your management team contacts are:

Position Held

Contact Detalls

Professional Registration or
relevant qualifications/

experience

Paula O Halloran
General Manager

Registered
Provider

(065) 6824388

paula@cahercalla.ie

Certified Public Accountant

Rose Collins
Matron

Person in Charge

(065) 6824388

rose@cahercalla.ie

Registered General Nurse

Mary McNamara

Ward Manager
Ground Floor

(065) 6846147

Registered General Nurse

Edel Morris Ward Manager (065) 6846145 Registered General Nurse
1% Floor
St. Josephs

Orla Hurley Ward Manager (065) 6846146 Registered General Nurse

2" Floor
Sacred Heart

Maureen Hayward

Ward Manager
Garden Wing
Ground Floor

(065) 68446142

Registered General Nurse

Niamh Meere

Ward Manager
Garden Wing
First Floor

(065) 6846144

Registered General Nurse




Cahercalla Community Hospital & Hospice employs 99 staff (78.68 whole time
equivalents) in the nursing home. The following gives a break down of the staff
complement by grade and whole time equivalent numbers:

Position

No. Of Whole Time

Equivalents

Management/Admin — Matron/Ward 6

medical Manager

Management/Admin — 4.85

non Medical

Nursing Registered General | 17.47
Nurses’s

Care Assistants 35.16

Catering Staff 11.07

Other (Maintenance, 4.13

Activites etc.)

NB. Whole Time Equivalent is the number of staff who would be employed if all staff were

employed full-time



Board of Directors

General Manager

Finance,

Catering Manager Matron Facilities Staff Administration &
Fundraising

Catering Ward Managers /Theatre
Staff Manager

Nursing Staff Health Care
Assistants




The nursing home at Cahercalla Community Hospital & Hospice is divided into 5
floors/wards.

Ground Floor

1% Floor — St. Josephs

2" Floor — Sacred Heart
Garden Wing Ground Floor
Garden Wing First Floor

Each floor/ward has between 24 and 35 beds, made up of a range of private, double and
larger rooms.

In total the nursing home is made up of 29 private en-suite rooms, 31 private, 6 double
and 12 three to five bedrooms.

Each ward has additional bathrooms and toilets, at least one of which is wheelchair
accessible, a kitchenette, a sitting/day room and a nurses station.

The nursing home has a number of dining areas, a treatment room, a large kitchen, a
café, chapel, administration offices and reception area.



Cahercalla Community Hospital & Hospice can accommodate up to 116 residents.

We accommodate both female and male residents aged 18 years and over with the
following care needs:

General Care
Respite Care
Convalescence Care
Young Chronic Care
Brain Injury

Hospice Care



Admissions to Cahercalla Community Hospital & Hospice are arranged by appointment
following a pre-admission assessment of your needs. This is to ensure that we have all
the necessary equipment, knowledge and competency to meet your care needs.

We understand that in exceptional cases, where there is no alternative available,
emergency admissions are necessary to promote the safety of the resident. In this
instance the essential information including past medical history, prescription and
personal details would be ascertain prior to admission.

On the day of admission please go directly to the reception desk located in the lobby of
the ground floor to await admission.

We advise that you bring the following with you:
clothing, night attire (preferably cotton), dressing gown (clearly marked)
non slip slippers
toiletries
medical card and medical insurance details

If you are being admitted for long term care you may bring your personal items with you.



Potential Residents

We understand that the decision to move into long-term care can be a stressful time. At
Cahercalla Community Hospital & Hospice we want to make your transition as smooth as
possible. Our Matron will be happy to meet with you and your family to give you a tour of
the building and discuss any personal needs you may have. In order to ensure you
receive our uninterrupted attention we would ask that you kindly schedule an appointment
in the first instance.

Existing Residents

We operate an open visiting policy within Cahercalla Community Hospital & Hospice
however we ask visitors to please respect resident’s privacy during meal times.

Visitors should partake in precautionary infection control measures as appropriate.
Cahercalla Community Hospital & Hospice reserves the right to impose restrictions on
visiting arrangements where the visit or time of visit is deemed to pose a risk or where the
resident requests restrictions.



Your care plan will be developed with your (and/or your relatives) participation within 48
hours of admission. This will be individualised to set out your personal care needs and will
provide direction to staff members caring for you. A review of your care plan will be
prompted following your feedback, any changes in your personal needs/ circumstances
and will be updated no less frequently than at three-monthly intervals. To ensure we have
your full participation we will involve you (and/or your relatives) as much as possible in the
review process.

By agreeing to take up residency within Cahercalla Community Hospital & Hospice you
will have signed a contract of care which ensures that you have a legally binding
assurance of high quality care standards and that we have an acknowledgement of your
commitment to our terms and conditions.



In order to enhance the care provided and enable you to fulfil your personal, social and
psychological needs the following services and activities are available within Cahercalla
Community Hospital & Hospice:

Service/ Facility/

Frequency

Accessibility

Activity
Physio Exercises

Mondays & Thursdays
1110 11.30 am

No restrictions/No Cost

Reminescince Sessions Tuesdays No restrictions/No Cost
210 3.30 pm

Sing —a - Long Wednesdays No restrictions/No Cost
2 to 4pm

Bingo & Music Thursdays No restrictions/No Cost
2.30 to 4pm

Mass Daily 10.30 am No restrictions/No Cost

Rosary Monday — Wed prior to mass

Prayers Daily 3pm

Mobile Library Wednesdays No restrictions/No Cost
2pm

Mobile Shop Thursdays No restrictions/Cost
2.30pm incurred

Hairdresser

Tuesdays & Wednesdays

Appointments through
reception — cost incurred




Other services include
Newspapers available daily — ordered in advance from reception
Café — opened daily from 8.30am to 2.30 pm

Hot & Cold drinks and snack machines also available in Café.

Therapeutic

Due to limited access to HSE services, Cahercalla Community Hospital & Hospice
contracts services from professionally registered and supervised therapists to enhance
your rehabilitation potential. The following therapy services are provided:

Service Frequency Accessibility

Physiotherapy Mondays & Thursday Appointments through
reception — cost incurred

Chiropody Fridays Appointments through
reception — cost incurred




Mealtimes
Breakfast: 8.00 to 8.30am Lunch: 11.45 to 13.00pm

Evening Tea: 16.30to 17.30pm Night time snack: 8.00pm

Cahercalla Community Hospital & Hospice is an active participating member of the local
community. The chapel is part of the Ennis Parish and people living locally attend mass
daily and on Sunday’s.

Our meeting room facilities are used regularly by the local GP’s for information briefings
and by other groups for training sessions.

Your privacy and dignity will not be compromised.



$+

Cahercalla Community Hospital & Hospice is situated on the outskirts of the town of
Ennis, therefore the Nursing Home is close to restaurants/ public houses/ libraries/
community halls/ etc. Whilst there are occasional organised day trips for residents the
nursing home will assist you to participate in external activities outside of these
arrangements, where possible. Additional costs may be incurred, details available on
request.

Your safety is of paramount importance to us. If you need assistance please ask a
member of staff or alternatively use your call bell to seek assistance.

Your name and date of birth are your unique identifiers while in the nursing home and staff
are required to check and re-check this with you prior to any procedure/treatment. You will
also be issued with a unique identification number upon admittance.

You have a right to protection from harm during your stay. In this regard, policies
procedures and guidelines have been developed to standardise practices within the
hospital, which include:

* protection of the patient from physical assault.

« care of the aged patient.

« care of the mentally and physically compromised patient and others.
Fire:

In the unlikely event of a fire or other emergency, you will be advised of the proper safety
procedure including evacuation of the room, ward or hospital. Your attention is drawn to
the fire notices and emergency exit signs displayed in each area.



For your personal safety:
If you think you have been confused with another patient, inform a staff member.

Hand-washing is the most important way to prevent the spread of infections. Don’t
be afraid to remind a doctor or nurse to do this.

Make sure staff members confirm your identity by asking your name before
administering any medication or carrying out any treatment.

Inform staff of any allergies that you may have.

Expect staff to introduce themselves when they enter your room and look for their
identification badges.

Other emergencies:

If you discover other scenarios/ circumstances which pose a risk to residents/ staff, please
inform your nearest staff member immediately.

We would like you to think of Cahercalla Community Hospital & Hospice as your home
from home. Our staff will do their utmost to protect your privacy and dignity by

knocking before entering your room
asking your permission prior to any personal/ nursing interventions

asking your permission for staff undergoing training and development, members of
the opposite sex or others to be involved in your care

You have the right to privacy and can expect your privacy to be maintained during any
examinations, interventions or procedures. Discussions about your care and treatment
should take place in a private and confidential manner. Patient information is confidential
and staff of Cahercalla Community Hospital & Hospice adhere to policies which protect
this information.

If you feel your privacy and dignity is being compromised then please inform a member of
staff that you feel comfortable with.



As a provider of high quality nursing care we welcome the ‘National Quality Standards for
Residential Care Settings for Older People in Ireland’. These standards will help to
consolidate existing good practice whilst also identifying areas for development. A copy of
the standards can be obtained either online at

http://www.higa.ie/media/pdfs/HIQA Residential Care Standards 2008.pdf or in writing

to: Health Information and Quality Authority, Social Services Inspectorate, 1301 City Gate,
Mahon, Cork

Other policies that we adhere to include:
Health Act 2000/ 2007
Infection Control Guidelines

Responding to Allegations of Elder Abuse

HAQU Standards for International Hospitals Accreditation Programme

Feedback

Our intention is that during your stay at Cahercalla Community Hospital & Hospice you will
receive the highest level of service and care. We are committed to achieving excellence in
the delivery of quality healthcare and recognise the need for continual improvement in
care.

So that we can improve and develop our services, we would appreciate it if you could take
the time to make any comments or suggestions regarding the service in our Patient
Comment Cards which are available throughout the hospital or through our Patient
Satisfaction Survey which will be given to you periodically during your stay and on
discharge.



Complaints

We recognise your right to complain about your care. If you wish to make a complaint for
whatever reason, please speak to the ward manager or nurse. Alternatively you can
contact the Matron or General Manager.

Comments, suggestions and complaints can also be made via our website
www.cahercalla.ie where comments can be posted directly or the relevant forms can be
downloaded.

When dealing with your complaint we will endeavour to:

Listen to and understand your concerns

Be open, honest and thorough in our investigations

Deal fairly and objectively with all concerned

Respond promptly

Seek to resolve issues amicably

Use the information positively to continuously improve the quality of our service.

If you have serious concerns about the operation of the Nursing home you may contact
the Inspectorate by:

Calling the advice line 021 240 9660
Emailing inspections@hiqa.ie
- Writing to the Office of the Chief Inspector, Health Information and Quality
Authority, Social Services Inspectorate, 1301 City Gate, Mahon, Cork

Advocacy

If you are unsatisfied with our response you may seek assistance from a recognised
external advocacy group as displayed in pages 16 & 17 of this booklet.



Your GP will decide when you are ready to be discharged and will advise both you and
the nursing staff. On the day of discharge, please ensure:

you understand all follow-up instructions and what to do if you have any difficulties
or concerns after discharge.

All personal effects are removed from your room
Any moneyl/valuables in safekeeping are collected
you get a prescription and any personal medications are returned to you.

that you settle any outstanding accounts

Cahercalla Community Hospital & Hospice is a private Nursing Home. While your medical
card will cover your Doctor’s fees and most of your medication costs it will not cover the
Nursing Home fees. Prior to admission you will be informed of the daily rate for your
room.

Deposit
A deposit of 1 weeks fees is payable on admission. This will be deducted from your final
invoice on discharge.

Invoices

For short term admissions an invoice will be issued to you on discharge covering the
number of days stay. This invoice is payable on discharge. For long term admission
(longer than 1 month) an invoice will be sent to you or your relatives at the beginning of
each month for the previous month’s fees. This invoice is payable on receipt.

Direct Debit
A direct debit facility is available for Nursing Home fees. Please contact Accounts who
will set this up.



Insurance Cover
Limited Medical Insurance cover is available. It is dependent on the reason for admission
and the level of individual cover. You will be advised of this prior to admission.

Nursing Homes Support Scheme

The Nursing Homes Support Scheme is a new scheme of financial support for people who
need long-term nursing home care. It replaces the Subvention Scheme which has been in
existence since 1993.

Under the Nursing Homes Support Scheme, you will make a contribution towards the cost
of your care and the State will pay the balance. This applies whether the nursing home is
public, private or voluntary.

The scheme has a number of steps and these are set out in an Information Booklet
explaining the scheme which is available at www.hse.ie or you can contact the HSE'’s
National Information Line on 1850 24 1850 from 8am-8pm Monday-Saturday.

Retention Rate (charge while temporarily away from nursing home)

On your instructions your room will be retained for you should you decide to go home for a
number of days or be transferred to another hospital. A retention fee will apply of 7 less
than the normal daily rate. By retaining your room you will be able to leave your
possessions and will be guaranteed of your room on re-admission.



