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Compassionate, skilled and dignified care for those
receiving it and those delivering it
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Welcome to our Care Charter

A Message from our Founder/CEO, Sophie Careem

When we created Aroha Care, we knew we didn’t want to be just another staffing agency.
We’d heard too many stories—about rushed placements, burnt-out carers, and people in
care who felt forgotten. We believed there had to be a better way. And with the right people

and the right values, there is.

Aroha Care was founded to raise the bar—not only in how we support our clients, but in how
we support our team. Every carer who wears our badge is more than a number. They’re

trained, supported, and backed by a team that truly cares.

This Charter sets out what we stand for. It’s our promise to our clients, our staff, and
everyone who receives care through us. | hope you read it and feel the same belief we do:

that care, when done properly, changes lives.
With gratitude,

Sophie Careem

CEO/Founder, Aroha Care
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Introduction

Welcome to the Aroha Care Charter. This document outlines the values, standards,
and expectations that guide everything we do. Whether you are a care professional
joining our team, a care service looking for staffing support, or someone receiving

care through one of our placements—this Charter is for you.

We believe care should be personal, consistent, and led by people who are trained,

compassionate, and proud of the work they do.

Aroha means love and compassion—and that is what we are committed to

delivering, every single day.
Our Promise to Clients & Communities

We are not just here to fill shifts—we are here to raise standards and improve
outcomes across the care sector. Our promise is grounded in quality, consistency,

and integrity:

e We will supply staff who are thoroughly trained, properly vetted, and
genuinely committed to delivering excellent care. Every placement is made

with purpose, not pressure.

e We will ensure that all care professionals representing Aroha Care meet
robust compliance standards and demonstrate the behaviours and values we

stand for.

e We will be a responsive, respectful partner to every care setting we work
with—communicating clearly, addressing issues promptly, and adapting as

needed to meet evolving needs.

e We will treat everyone—clients, colleagues, families, and people receiving

care—with dignity, empathy, and fairness.

This is more than a staffing solution. It's a commitment to quality care and

meaningful partnerships that improve lives.
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Training & Development

All Aroha Care professionals undergo rigorous training aligned with the CQC's five

key standards:

Safe — Infection control, safeguarding, medication handling

Effective — Person-centred care planning, health outcomes

Caring — Empathy, dignity, kindness

Responsive — Adapting to individual needs

Well-led — Accountability, professionalism, teamwork

What Does Our Training Look Like?

Core Training Includes: Additional modules include:

Moving & Handling Culturally safe care

e Basic Life Support (BLS) e Professionalism in care

. environments
e Infection Control

e Reflective practice and feedback
e Safeguarding Adults & Children P
* Medication Awareness « Oliver McGowan Mandatory
e Mental Capacity Act & DolLS Training

¢ Dementia Awareness
e Person-Centred Care

e Communication & Record Keeping

e Equality, Diversity & Human Rights
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Compliance & Governance

We take compliance seriously. Every staff member must meet Aroha Care’s strict

pre-employment checks, which include:

Enhanced DBS check

Proof of qualifications and training

Right to work in the UK

Reference verification
Ongoing compliance is ensured through:
e Annual refresher training
e Spot checks and supervision feedback

e Audit-ready documentation for every candidate

Governance Committee

We run a dedicated Care Quality Committee, chaired by our board directors Dr
Alastair Sutcliffe and Dr Jude Oben. The committee meets regularly to review

training quality, updates to CQC guidance, staff feedback, and audit outcomes.

We operate a clear safeguarding escalation pathway and regularly audit staff files
and training records. Staff voices are central to our governance process—we invite
and review feedback after every placement, using it to shape continuous learning

and service improvement.

This committee ensures our placements are not only compliant, but reflective,

responsive, and aligned with the highest possible standards of care.
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What We Expect on Every Shift

We ask every Aroha Care professional to arrive on shift prepared, presentable, and

ready to provide care with confidence and compassion.

These standards help create trust, stability, and a sense of calm—for everyone
receiving or delivering care. They also show respect for the team you’re joining, and
for the individuals you’ll be supporting. Being well-prepared doesn’t just reflect on
Aroha Care—it helps raise the overall standard of care delivery and builds trust with

the services who rely on us.

Professional conduct is also about upholding dignity, communicating clearly, and
ensuring your actions reflect the high standards expected across every care setting.
This includes how you present yourself, how you speak to others, how you manage

boundaries, and how you represent the values of Aroha Care.
Appearance & Infection Control

Maintain a high standard of cleanliness to support infection control

e Follow service-specific guidance on PPE use and ensure appropriate PPE is

worn at all times when required
e Dispose of PPE safely and hygienically, in line with infection control policy
e Uniforms should be freshly laundered—ideally washed separately at 60°C
e Arrive on time, in clean uniform with visible ID badge
e Hair must be tied back if long
e Nails should be short and clean (no acrylics or false nails)
e Minimal jewellery in line with infection control guidance
e Arrive on time, in clean uniform with visible ID badge

e Hair must be tied back if long

Aroha Care is a sister company of Ethicare Resourcing Ltd




e Nails should be short and clean (no acrylics or false nails)

e Minimal jewellery in line with infection control guidance

Professional Behaviour & Conduct

Introduce yourself to the person in charge and greet everyone respectfully
e Carry any required documentation or digital access as needed

e Follow all service policies and protocols respectfully

e Use professional and appropriate language at all times

e Keep mobile phones silent and only use them during designated breaks

(unless otherwise agreed)
e Respect confidentiality and maintain professional boundaries
e Take agreed breaks and ensure clear handover before finishing

e Report any concerns, incidents, or poor practice promptly and professionally

Notify Aroha Care as early as possible if unwell or unable to attend
Where We Work

We provide staff to a range of care settings across the UK, including:

Residential care homes

e Nursing homes

e Dementia care units

e Supported living services

e Extra care housing

e Learning disability services

e Community and outreach services
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We Offer:

(® Temporary cover

o [ Ongoing staffing
e [ Permanent recruitment

@ Specialist staff (e.g., dementia care, senior carers, nurses)

Our Commitment

To Our Clients:

We provide capable, well-prepared professionals who contribute positively to your

team and meet the needs of your residents.

To Our Staff:

We offer support, fair treatment, and opportunities to grow. You are never just a

number at Aroha Care.

To Those Receiving Care:

We promise dignity, safety, kindness, and a human touch in everything we do.

Testimonials

From a Candidate:

"Working with Aroha Care has been such a positive experience. From the very
beginning, | felt supported, respected, and genuinely valued. It’s the first time I've

felt truly part of a team." — Sarah, Senior Carer

From a Client:

"Aroha Care has quickly become one of our most trusted staffing partners. The staff
are consistently professional and compassionate." — Care Home Manager, West

Yorkshire
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From a Care Group Director:

"Despite being a new agency, Aroha Care demonstrates real clinical integrity and
commitment to the CQC standards. Their staff are prepared, values-led, and a

pleasure to work with." — Director, Residential Care Group
Leadership & Values

Led by Experience, Guided by Values
Our leadership combines frontline care experience, NHS transformation insight, and

clinical governance expertise.
We are supported by our board directors:
e Dr Alastair Sutcliffe — Paediatrician & CQC Advisor
e DrJude Oben — Consultant & Quality Improvement Lead

Together, we’re building a care staffing agency where standards truly matter.
Rs Get in Touch

Whether you're a service looking for staffing support, or a care professional wanting

to join a values-led agency—we’d love to hear from you.

€. 0800 123 456

B oOut of hours: 07700 123 456
> hello@arohacare.co.uk

@ Monday to Friday, 9am—-5pm

www.arohacare.co.uk
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