
Care at home

We’re here to improve people’s lives and create possibilities for them



Making 
a difference 
We know that thinking about care 
needs can be frightening and 
worrying. No one wants to have to 
rely on other people. Choosing care 
can be a very complex process and 
you may have lots of questions. 
It can be hard to ask for help, 
especially if you want to stay in your 
own home. 

But getting the right kind of help can make a world 
of difference to you and those around you. 

Guinness Care are passionate about making a 
difference in the lives of our customers. We do this 
by supporting our customers to choose the right 
service for themselves. We help people to think 
about what they really need and want, decide what 
will really make a difference in their lives, and help 
them to stay independent for as long as possible. 

Most people want to stay living at home, looking 
after themselves; with our help and perhaps some 
adaptations, this is usually possible.

We support people with a wide range of challenges 
and living situations. From general home care needs 
such as personal care or help with the shopping, 
to more demanding complex care needs such as 
dementia, long term illness or end of life situations. 

Our services are available 7 days a week, 52 weeks 
of the year. We are happy to assist on a temporary, 
intermittent or a long-term basis.

We look forward to talking to you.

Paul Watson
Managing Director 
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I would definitely 
recommend Guinness 
to any of my friends, 
the carers really do 
understand me and 
help me just get on 
with my life.

“

“
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About us and our  
Home Care promise 

About us

Guinness Care is a charitable organisation 
delivering a wide range of care and support 
services to enable people to live as independently 
as possible. 

Our Home Care promise

We believe in working in unison with our 
customers. By listening and working together 
we can help people achieve their personal 
aspirations.

We work hard to listen to our customers, their 
families and their support networks, so that we 
can continually improve our services. All our 
customers are asked to feed back regularly about 
the service they have received from us. We are 
proud to report that 98% of our Home Care 
customers are entirely satisfied with the service 
we delivered.

We’re here to improve people’s lives – and create possibilities for them. 
Our approach is to put our customers at the centre of their service, 
enabling them to live as independently as possible.
 

Guinness Care at a glance:
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of complaints responded 
to on time

100%

89.7%
of customers would 
recommend us to a friend 
or family member

We employ more than 1,300 staff

86%
of our services are 
compliant with the 
Care Quality Commission

We deliver care and 
support to more than

10,000
customers

94.9%
of customers feel they 
receive a caring service

All figures correct as at October 2016.

    0300 123 0705       www.guinnesspartnership.com/care-services



Services we provide in our 
Home Care service

Personal care

Our “good morning” service helps with getting out 
of bed and having breakfast. We can support with 
washing, dressing, planning and generally getting    
ready for the day ahead.

Our “good night” service can include help with 
preparing an evening meal, bathing, changing and 
making sure our customers are comfortable, with 
all they need to be ready for bed.

We can give support such as help with medication 
and collecting prescriptions.

Domestic tasks

We can provide as much as our customers need 
with household chores, mealtimes, ironing, laundry 
and shopping to name just a few examples. 

Personal support

This could include assisting with household 
arrangements and many other daily living tasks 
and chores. 

Intermediate care or end of life care

Our highly trained staff are there to support and 
work in partnership with our customers as well as 
supporting family members and loved ones.

Respite

We can step in and give a much-needed break 
to those who usually help. To help you relax and 
rewind, our service can provide temporary cover. 
When needed, we’re there for you. 

Social connections

We can support our customers so that they can 
comfortably visit friends or family, attend meetings, 
clubs or groups, helping them do the activities 
that are most important. We understand the 
value of maintaining a social life and can help our 
customers to stay in touch with their loved ones. 

Round the clock care

We can also provide a 24 hour service if that’s 
what is needed - temporarily or permanently.
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My carers have helped me to become more 
independent – they help me to get 
ready to go out and be prepared for what 
I am going to do.

“

“
Specialist requirements?
Guinness Care understands that everyone deserves more than a ‘one-size 
fits all’ approach. We work hard to provide personalised and individual care 
plans that work with the customer to achieve their goals, needs and wants 
whether this is enjoying a more active social life or help with the housework.

Specialist and complex care at home provided by our specialist staff who have been trained to 
work at this level, this experience includes:

•  Sensory impairments

•  End of life care

•  Physical disability  

•  Dementia

•  Mental health concerns 

•  Complex needs

We are proud to be working towards becoming a dementia friendly organisation with more than         
250 staff members having completed the ‘Dementia Friends’ awareness course.
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Why choose Guinness Care? 

•  Delivers a personalised approach. Wherever 
possible we try to match our carers to 
customers to develop trusting bonds            
and relationships.

•  Delivers a great experience for all our customers 
by developing care plans that are individually 
created and bespoke for each customer.

•   Lives up to our vision and values. Retaining 
and developing our staff through our people 
plan ensures that our customers get the service   
they deserve.

•   Listens to our customers so we can develop 
services that suit their needs. We do this by 
encouraging our customers to have a voice and 
to feedback so that they can be at the heart of all 
we do.
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We support more than 10,000 customers to maintain their independence 
and live a full life. We believe that the customer and their needs should be 
at the forefront of everything we do. As Guinness Care is a not-for-profit, 
ethical organisation, any surplus we generate gets put back into making 
our services even better and rewarding our staff, rather than stakeholders.

Our aim is to make a real difference in people’s lives by offering a service that:



After being diagnosed 
with Motor Neurone 
Disease, I was at a loss 
about how to cope. 
The Guinness carers 
were superb, they 
helped support me to 
stay as independent 
as I could be and 
nothing was too much 
trouble for them.

“

“

Our values 
Our values are the very things that help our staff to make a difference to our 
customers and the services they provide. We believe that everyone should 
have opportunities to live fulfilled, safe and happy lives and we support our 
staff to help our customers achieve this.
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Caring 

Putting the individual’s 
wellbeing at the heart 

of what we do

Ethical 
Being 

professional 

Dedicated 
We want to exceed 

expectations

Accountable 

For the quality and 
value of the services 

we provide Respectful 
Of individuality, 

privacy and dignity

Our Vision 
We’re here to improve 
people’s lives – and 
create possibilities     

for them

    0300 123 0705       www.guinnesspartnership.com/care-services



Our approach 

Making a difference to our staff

We recognise that our service depends on the 
drive and dedication of our people. Without them 
we would not be able to provide the very best care 
and support to our customers. It’s important to us 
that our people feel valued and are motivated to 
achieve and deliver their very best.

That’s why one of our priorities has been to 
create a supportive culture, where hard-working, 
enthusiastic people can flourish. We reward hard 
work and dedication with staff recognition awards 
and development opportunities.

Making a difference to our customers

We deliver person-centred care which is tailored 
for the customer, working with our customers to 
identify the outcomes that are important to them.

89.7% of our customers would recommend our 
services to a friend.

Meeting standards

Guinness is regulated by the Care Quality 
Commission as a provider of health and social 
care. We run all our own internal inspections and 
have strict governance and reporting systems 
to monitor all of our services. Quality, safety and 
dignity are our top priorities for all our customers.

Building care around the customer

Each support plan for a customer is built using 
a holistic approach. That means we think about 
all the different aspects of our customer’s life, all 
the different people who are involved and could 
help, so that together we can make the best plan 
possible. We actively encourage and support our 
customer’s own choice in the way their care and 
support is delivered. 

We build individual and personalised care 
packages around our customers respecting their 
choice and always aiming to provide a service 
which respects their dignity and privacy.

Our customers choose the type of help they require and how and when it 
will be delivered.
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All the care staff are good, but the main carer is 
excellent, she is caring, very skilled and a great 
communicator. She often goes above and 
beyond what would be expected.

“

“
Working with loved ones
We understand that having to arrange care for a loved one can be 
worrying and stressful. We appreciate that for many people, living away 
from the person needing care brings an additional challenge. 

We work hard to listen to our customers, their families and their support 
networks to understand the needs and wants of our customer. We will 
support you every step of the way, making ourselves available to help 
answer your questions and address your worries or concerns. 
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I had several different carers before Guinness Care came to help me. 
The carers listen and don’t do anything I don’t want them to do. They 
do their best to accommodate me and the best thing is that I know 
that they come when they say they were going to in the mornings, it 
gives me something to look forward to.
 
Guinness Care have really boosted my confidence and now I feel 
I have turned a corner and I can just get on with my life again. 
I cannot thank my carers enough for giving me my life back.
 
Thank you Guinness Care!        

“

“
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Funding your care
How will you fund the care that you or your loved one needs? This can 
be quite a worry, but there are lots of ways to get help and advice.            
You may be entitled to receive care paid for by your local council or the 
NHS, and there are various state benefits that you may be able to claim. 
Some funding is means tested (e.g. they look at your level of income and 
savings), but not all.

Attendance Allowance

You may be able to claim Attendance Allowance 
if you are over 65 and your ability to keep safe or 
look after your own personal care is affected by 
physical or mental illness or disability. For more 
information and how to apply, please visit the 
Government website.

Paying for your own care

 If you are paying for your own care (or if you 
receive a direct payment), there will be lots of care 
providers you could approach. They may be local 
or national, big or small. Make sure you know what 
care you want and need, and compare different 
companies. Look at their record, last inspection 
report and reputation, on the Care Quality 
Commission (CQC) website and NHS Choices. 

You can ask the company what has been done to 
address any issues the CQC identified. 

Where to start

Start with your GP, the local authority (council), Age 
UK or the Citizens Advice Bureau. They will help 
you to find out what is available. A useful guide to 
benefits you might be entitled to can be found at 
Age UK.

Who might fund your care

The Social Care Department of your council may 
agree to pay for your care (this is means tested). 
They may visit to make an assessment of your 
needs. They judge your eligibility against national 
criteria and then employ a care company (like ours) 
to deliver your care. 

 In the past, councils always paid the care 
companies directly. Now, they will probably call 
your entitlement a ‘personal budget’. You can ask 
to have your care payment given to you as a direct 
payment. Then you can choose which company to 
use. You can ‘top up’ the payment if you wish to. 
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Here are the websites mentioned:

Age UK
www.ageuk.org.uk

Citizens Advice Bureau
www.citizensadvice.org.uk

Paying for your care
www.payingforcare.co.uk

Attendance Allowance
www.gov.uk

Care Quality Commission
www.cqc.org.uk

NHS Choices
www.nhs.uk

For further advice: 

United Kingdom Homecare Association
www.ukhca.co.uk 

Which - consumer review site
www.which.co.uk

To find your local authority                
www.gov.uk



My carers are my 
lifeline, without them 
I wouldn’t be able to 
live my life again.

“

“
1

5
4

6
3

72

Find your branch
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Get in touch

1. Bristol
Care at Home Bristol 
Southlands 
Broadfield Road 
Bristol, BS4 2UG

2. Cornwall
Care at Home Cornwall 
A215 Advent House 
Station Approach 
Victoria, St Austell 
Cornwall, PL26 8LG

3. Devon
Care at Home Devon 
Key House, Office Suite 1 
4 Woodward Road 
Howden Industrial Estate 
Tiverton, Devon EX16 5GZ

4.  Forest of Dean (Run via LWAH)
Care at Home Forest of Dean 
The Springs and Watermead 
Lydney 
Gloucestershire, GL15 5NF 

5.  Cheltenham (Run via IHLS)
Care at Home Cheltenham  
27 Lansdown Place Lane 
Cheltenham            
Gloucestershire, GL50 2LB

6. Hampshire
Care at Home Hampshire 
33 East Street 
Havant 
Hampshire, PO9 1AA

7. Plymouth
Care at Home Plymouth,           
C/o Douro Court 
Brook Road                       
Ivybridge                               
Devon, PL21 0LS 

      0300 123 0705  

Monday - Friday, 9am - 5pm

      info.guinnesscare@guinness.org.uk

      www.guinnesspartnership.com/care-services



Great homes, 
great service and 
a great place to work

Hillfields House, Matford Court, Exeter EX2 8NL
www.guinnesspartnership.com/care-services

The Guinness Partnership Ltd is a charitable 
Community Benefit Society No. 31693R 
Registered in England and is Registered 
Provider of Social Housing No. 4729.


