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surrounding area

Welcome
Thank you for your interest in homecare from
Brooker Care. I really hope we will be able to
be of service to you, and that you will join our
growing list of happy clients – and their families.
Sourcing care for yourself or a loved one, with the associated
questions around funding and provision, can be daunting. I hope
that this brochure, and the support and advice offered by my
highly experienced and dedicated team, will be able to help you
as you embark on the process.

‘Delivering care based
on the key principles of
trust, respect and quality
of life’
Colin Young, Director

One of our guiding principles is something one of our senior
regulators once referred to as “the Mum test”. Its premise is
straightforward: would you want your Mum to be cared for
by these people and in this way? It’s a simple question but a
powerful evaluation tool, both for those of us in the care sector,
but also for you; the family and recipients of the care
we provide. I would strongly encourage you to
reflect on this principle as you carry out
your research, evaluate us and our competitors
and ultimately select a care provider.
I hope our brochure answers all the questions
you have at this stage. If you would like further
information or an initial discussion with our
care services team, including advice
about funding, please contact us on
01342 311999 or
info@brookercareltd.com
Colin Young,
Director

Seven steps to quality care
Here at Brooker care we believe there are seven steps to continued, quality
care provision. Whilst different people will enter the process at different stages,
subject to their own personal circumstances, visualising it as a cyclical, ongoing
process is the best way of ensuring that we are continually delivering the right
care, in the right way.
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Funding - The cost of care and the matter of means testing are key questions are key
questions for many clients looking at care for the first time. Our knowledgeable team
can help you with these questions and make introductions if needed.

Enquiry & assessment – We undertake an assessment of every client’s individual needs.
This will include visiting them in their home and discussing the type and frequency of
care required. Assessments can be carried out within 24 hours where necessary.
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Type of care – Once we understand the type and frequency of care required, we can
begin to build a care package and provide an estimate of costs.

Care package – This is a detailed plan of when and how the care will be delivered.
This plan can be shared with family members and medical professionals if required.
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Initial visit(s) – Our first few visits may see additional staff attending and/or calls lasting slightly
longer as we establish a routine and develop case notes for our care workers to reference.

Ongoing care – Once the care package is agreed and initial visits have been carried out, it is our aim
to make the regular delivery of care a normal part of everyday life. That is why we refer to our visits as
‘calls’. Whilst making care a part of daily routine, our teams will also be updating the office and sharing
notes with family members via our app, which is provided as a standard part of all our care packages.
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Reassessment & review – Delivering care to someone is not a one-off process and needs
regular review to ensure it remains responsive to the client’s needs. We will share updates
with family and medical professionals as required and, if needed, make recommendations for
changes to the care package. As time progresses it is not unusual to have to revisit the type
of care and frequency of visits.
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Types of care

Social Care

Each of our clients enjoys a unique and individualised care package which meets
their specific needs. Whilst many of our calls are similar, there are rarely two
that are identical. However, we tend to find that the first step for homecare is
driven by one of the following:
Personal Care
Maintaining dignity and personal appearance can
often be one of the hardest aspects to manage as a
result of ageing, infirmity or illness. Letting someone
into our personal space to help with everything
we would typically do for ourselves can be hard
to come to terms with. Our team understand that
this helps ensure that personal care can become a
very positive experience, helping someone regain
independence and pride.
Personal care includes all the daily, routine tasks we
tend to take for granted; from getting dressed and
maintaining oral hygiene to bathing and taking
medication. Often the most individual of all the
services we provide, each care team will be chosen
to meet the specific needs identified in the care
plan. Care workers will be appropriately qualified in
the use of hoists, administering medication and all
aspects of continence care.
Personal care usually requires multiple visits every
day of the week with calls being staffed by more
than one care worker as standard.

" Personal care delivered
correctly can become a very
positive experience"

Combatting loneliness and helping maintain personal
freedom is incredibly rewarding. It also helps with the
prevention of several other conditions.
Popping to the shops, attending social gatherings, fulfilling
appointments or getting out of the house for half-anhour-a-day or a few hours a week can be enough to
avoid isolation and help many people continue to live
independently.

" Combatting loneliness
and maintaining personal
freedom"

We know that our role is to support people in maintaining
their independence and so as well as being one of the
most valuable forms of care, social care can also be one of
the most flexible too; two visits are rarely the same.

Domestic Care

Helping to maintain comfortable standards so
loved ones can remain independent at home
Delivered as part of a personal or social care
package, domestic care helps those for whom tasks
such as vacuuming or laundry can be harder to
manage. The word ‘care’ is often only associated
with health and personal care but providing help
around the home has a positive effect on both
mental and physical wellbeing.
Respite Care

Caring for the carers
Whilst our care is always centred on the individual
most needing it, we understand the importance of
caring for the carer. Our care team always seek to
look after a spouse or partner during normal care
activities, even if it’s just making them a cup of

tea. But longer term, respite care is vital; the job of
carer can often get a little harder each day. Respite
care creates that all-important time ‘off duty’,
helping the primary carer recharge and maintain
their own independence and identity.
Holiday & Temporary Care

Continuity of care outside of the home
Maintaining independence through illness, injury or
infirmity may involve a wish to continue enjoying
regular holidays, make a special trip to a family
celebration or simply have a break away from
home. Concern about care during these periods
can put some people off. We understand how
important these short trips or special holidays can
be. So, whether you’re visiting Sussex and need
short-term local care support during your stay, or
travelling away from the area, our dedicated teams
can ensure continuity of high quality care.

Homecare funding
How much does homecare cost and am I eligible for support?
Although everyone’s personal circumstances are different, there are generally five
forms of funding.
Privately Funded – Whether you have made a personal decision to seek support
at home or are not eligible for funding, we can provide a flexible and personalised
level of care to meet your needs with calls from just 30 minutes. Our homecare
visits start from less than £30 per hour and there is no retainer or lengthy
agreement. We are extremely responsive and can typically have a care package set
up within a matter of hours from the initial call.
Direct Payment Funding – The direct payments scheme is similar to local authority
funding but rather than the care being determined by and paid for by the authority,
you are given the money directly to organise and pay for your own care.
Hybrid ‘Top-Up’ Care – If you are eligible for some local authority funding but
would like additional care beyond that allowance, you can choose to ‘top-up’ the
funding privately. We can work together to determine which aspects of care are
covered by the local authority and which elements you will pay for. As with our
fully privately funded homecare, our rates start at less than £30/hour and we can
offer everything from 30 minutes to full days of support.
Local Authority /Council Funded – You may be eligible for full funding by the local
authority, in our case West Sussex County Council, who will recommend a care
package to meet your needs following an initial assessment. We work closely with
the local authority and will carry out a further assessment of your needs if we are
appointed. The local authority will determine the amount of time, frequency of
visits and then ask us to work with you to determine the best way of delivering this
care. In most cases, they will give us plenty of opportunity to agree the timing of
our visits directly with you.
Continuing Healthcare Funding - Some people with long-term complex health
needs qualify for free social care arranged and funded solely by the NHS. Whilst
NHS funded, this care can be provided in a variety of settings outside of hospital.
Eligibility requires an assessment by a team of healthcare professionals and is not
linked directly to any particular diagnosis or condition.

If you or a loved one needs
some help to maintain
independence, please call
our dedicated team today
on 01342 311999.

Case study - Mr C

Prices and payment
The following privately funded examples are based on real life scenarios and are
given as guidance only. Our care packages are tailored and determined by a needs
assessment. For a bespoke estimate, please contact us.
Example scenario A

Example scenario B

Female client, quite independent, initially needed
some support every morning with getting ready
for the day. Care expanded, with the addition of
afternoons as the client required extra support.

Male client, needs full support with personal
care, mobility, as well as having food prepared
throughout the day.

Visits

Morning, lunchtime, tea time and evening daily.

Morning and afternoon daily

The service we provide

The service we provide

Personal care and daily hygiene routines, laundry
and changing the bed, support with choosing
clothes, medication administration/management,
meals and refreshments

Personal care, breakfast preparation , general
support around the house, domestic duties.
Typical monthly cost
£1340 - £1500 (£335/week)

By working in small, dedicated
teams, you will become used to seeing
many of the same happy faces

Visits

When we first started caring for Mr C our role was focused on his personal care and hygiene as Mrs C was still
managing the rest of his care needs and all their meals and refreshments. Sadly though, Mr C has become bed
bound and Mrs C is no longer able to bear his weight. So, whilst the initial care package involved two of our
team visiting in the morning using a hoist to get him up and get him clean and dressed, we now visit 4 times a
day and take care of all of his personal care needs and nutrition.
During the Covid Pandemic Mr and Mrs C’s family, who live abroad, were obviously not able to get home.
Our role therefore took on an added dimension, liaising with the family, GPs, district nurse teams and social
services to ensure both Mr and Mrs C were taken care of and to expand the care package as his needs
demanded.
As we have taken over the role of primary carer from Mrs C, she too has had some bouts of ill health and
required time in hospital or in respite care. During these periods, we have stepped up our support for Mr C
with the family’s agreement as it is a privately paid care package.
But like all of our clients its not just about the care. Sometimes, its about helping deliver those little treats that
were part of their normal lives and for Mr and Mrs C it has to be fish and chips - a firm Friday night favourite!

Typical monthly cost
£2800 - £3200 (£700/week)
Some key facts about pricing and payment:
• Hourly rates start at less than £30/hour
• Minimum call time of 30 mins
• Prices are reviewed annually
• Invoices are sent monthly
• We invoice retrospectively for care provided
• Payment terms are 14 days

" Sometimes, it's about helping
deliver those little treats that
were part of their normal lives
and for Mr and Mrs C it has
to be fish and chips a firm
Friday night favourite! "

About Brooker Care
Colleagues, Friends and Family
Brooker Care was originally established in 2010 by Denise Howells. A qualified care professional, Denise had
first-hand experience of nursing a loved one through their final days. Having initially established Brooker Care as a
legacy, the business continued to grow by reputation, providing quality homecare to individuals and families around
in East Grinstead and the surrounding towns and villages.
From the outset there has been a determination to provide a high quality, reliable and friendly service which we and
our staff could be proud of. Our guiding rule is to deliver care to the same standard that we would expect for our
own family members and we all work hard to ensure this is delivered routinely and consistently.
In 2018 we became part of Care2Connect, a Worthing based care provider offering public and privately funded
homecare across coastal West Sussex. Whilst we continue to operate as an independent provider of care,
we benefit from being part of a bigger business and the experience and track record that the senior team at
Care2Conect offers.
Caring People
For us Brooker Care is not just a business; it is a team of likeminded, professional and excellently trained Care Staff who believe
that we are all entitled to consideration and respect. Our Staff are
picked because of their character and then trained to meet our
own high standards of care and service delivery as well as those set
out by the Care Quality Commission (CQC).
Our team all work with the principles of person-centred care that
must promote independence and involvement; communication,
companionship, consideration and compassion. To ensure this we
carry out a rigorous recruitment and selection process and insist
that all new staff, whatever their previous experience, go through
our professionally designed and delivered induction programme
and undertake an enhanced DBS check. All staff who are new to
care have a period of shadowing with an experienced member of
staff before they undertake any calls on their own. We are proud
of our team and the feedback we receive from our customers only
goes to demonstrate how kind and caring our care workers are.

Our values
Provide professional, personalised
care
Give dignity, privacy and
independence to the people we
support
Offer continuity of care wherever
possible
Communicate well with clients,
families and clinical professionals
Be considerate and compassionate

Brooker care – Key Facts
Established in 2010
CQC Good in every inspection
Areas covered – East Grinstead and surrounding towns and villages
Team of 15+ staff and care workers
Part of Care2Connect a West Sussex Homecare provider
Ongoing in-house training scheme for staff
Specialists in Dementia, Mental health conditions, Personal care,
Physical disabilities, Sensory impairments, Caring for adults of all
ages

What does homecare with
Brooker Care look like?
We leave the ultimate decision on quality up to the CQC, and instead focus
on delivering a positive homecare experience that you would recommend. We
believe a positive experience comes from:
The right people
Friendly, knowledgeable, experienced and appropriately trained care workers are important, but empathy is
the key characteristic that we look for in all our employees. We only recruit care workers that have, and can
demonstrate, a truly caring approach. We build small, effective teams of care workers to ensure familiarity and
continuity of care, which in the case of Dementia care can be a hugely important factor.
Rapid assessment, planning and regular review
Determining what a care package looks like and how it is delivered is not a one-off activity. As standard, we
review all our care packages after 6 weeks and then annually thereafter. We invite regular feedback to ensure
the care continues to provide the correct level of support and if circumstances or needs change, we adapt. Our
managers also carry out frequent monitoring and spot checks to ensure the care continues to meet our high
standards.
Communication and feedback
We actively encourage feedback and also offer regular updates for family members, keen to know their loved
one is safe and sound. We proactively raise any concerns in a timely fashion and respond to any calls or emails
from you regarding the care we provide. Any questions, complaints or concerns will be handled with sensitivity
and in line with our policies and procedures, which exist to protect everyone.
Close working relationships
We pride ourselves on establishing and maintaining close working relationships with any professionals
associated with the delivery of care. Whether councils, physios, community nursing teams, GPs, OTs or
pharmacists we know contact with this network enables rapid decision making and avoids clients being ‘pinged
back and forth’.

Case study – Mrs D
Following a traumatic incident in her life, Mrs D became quite reclusive. Remaining mobile but with significant
mental health issues, Mrs D Wouldn’t leave the house or allow anyone in to help her and her husband, who
had now taken on the role as her main carer.
We received a phone call from a concerned family member who was becoming increasingly worried about
the couples welfare. After a little negotiation, Mrs D allowed one of our senior care team in to meet her and
assess the situation. It turned out that a couple of falls had further dented her confidence and whilst she
was still mobile, Mrs D had become electively bed bound. The concerns shown by her extended family were
confirmed and our senior team found quite a sad situation in which Mr D admitted he could no longer cope
with managing the house and Mrs D’s personal care needs.
Over the first two weeks, as we built trust with Mrs D, who was quite nervous about accepting help, we were
able to involve the family, social services and medical professionals to get Mr and Mrs D back on an even keel.
We quickly established a care package that included four calls a day, with two care workers taking care of all of
Mrs D’s personal needs, meals and refreshments. Each call taking around 1 hour.
Very sadly, Mr D’s health had suffered quite seriously and following a short stay in hospital, he passed away.
We are now the sole primary care support for Mrs D, working closely with her family to ensure she is well
supported. With her family living some distance away, Mrs D has now developed some good relationships
with our care team and whilst she remains bed bound she is happy for our team of care workers to visit her
and help around the house.

Enquiries and assessment
If you would like to make an enquiry about care for you or a loved one, here’s what
you can expect the process to look like.

Initial Assessment – a brief discussion with relevant parties to establish whether, in principle, we are likely to be able to provide the
service. Key things we will consider are:
• The client's expected care needs
• Location, frequency and duration of visits
• Our staff availability

Assuming we have general agreement in principle, we will arrange:

We know that in some cases, the
assessment process needs to happen
extremely rapidly and if required
these steps can run concurrently so
that initial care is delivered within
24 hours from initial enquiry. Either
way, our dedicated, qualified and
responsive team will support you,
throughout.

• A visit to meet the client and assess the care setting. If the care
package is required to enable a move home from hospital then
we will carry out the assessment in the environment the care
will be delivered in. Wherever possible we will include family
members in this visit.

During the visit we will add further information to the initial
assessment. In particular:
• Clarification of the needs – a “care assessment”
• Clarification as to the frequency, duration and purpose of each
proposed visit
• Identify any risks to either client or staff from providing the

service
Following the visit we will be
able to:
• Provide an accurate and
costed care plan to the
client, with copies to
relevant family members
• Confirm the start date we
would be able to provide
the required support
• Provide a care contract to
be signed by the client /
their family before support
commences

Providing the service
All our care is managed by a dedicated admin team based at our
head office in office in East Grinstead. Our co-ordinators use a
care management system to prepare rotas for our staff and clients.

Key facts about the provision of care
• The minimum call time for most visits is 30 minutes
• The majority of our calls take around 1 hour, but range from 30 minutes
to several hours or entire days in some cases
Access

Contacts

Care enabling systems
Our care focused IT systems ensure everyone involved in the delivery
and receipt of care has a clear picture of the care package. Our teams use
the system to plan visits and make relevant notes during each call on the client's
record, which can then be viewed and responded to by families using the app.
It provides an incredibly valuable two-way communication tool between us, the
client and their loved ones and allows us to share important information, care updates
and additional requests quickly and easily.
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Case study – Mrs T
Mrs T is one of life’s battlers. She remains fully mobile and largely
independent at 96 despite having limited eye sight for the majority of her
life following an early injury.
Mrs T lives in a warden assisted home and is one of our privately funded
clients, voluntarily seeking some support, initially three calls a week to
help her with her bath/shower. We have supported Mrs T for some time
now and her care package has gradually increased as her needs demand.
We stepped up to daily calls prior to the Covid pandemic, providing Mrs
T with a bit of support first thing in the morning and again in the evening,
to help with getting up and dressed and then settling down for the night.
Like many, her condition deteriorated during the Covid lockdowns and
her confidence took a knock, becoming worried about mixing and leaving
her home. Since then, we have put in an extra call around lunchtime each
day, to accompany her down to the communal dining area.

• There will always be at least two people per call where there are complex
medical needs or hoists involved
• All staff undergo an enhanced Disclosure and Barring Service (DBS) check
• New staff are shadowed until they are confident and competent
• Appropriately trained staff will attend calls where matters such as
changing catheters and stoma care are required

Key care providers
Care Services Director
Overseeing the service
for both Brooker Care
and our parent company
Care2Connect is Julie Storey,
our Care Services Director.
Julie is the Registered
Manager for the service and
is the person who would
deal with any
issues /concerns
that cannot
satisfactorily
be resolved our
Care Manager.
Julie Storey,
Care Services
Director

Care Manager Ivan Machado is our Care Manager
and he oversees the day-to-day running of Brooker
Care. Ivan will typically be the first person you
speak to at Brooker Care and he will be responsible
for getting your care plan agreed and set up.
Care Co-ordinator / Team Leader Our care co-ordinator organises all
the schedules of visits and is the first point of contact for any issues
/ concerns. They are also responsible for carrying out the initial care
assessment and will conduct care plan reviews on a regular basis. They
will ensure care plans are communicated to the staff delivering the care
and will also provide the link with specialist support (e.g Occupational
Therapist, GP, Community Nurse etc) when required.
Care Team Our dedicated team of Care Workers are all DBS checked
and fully trained by us on a regular basis. Ranging from part time to full
time, career care workers to new recruits, men and women, old and
young; we know that having a diverse team ensures we can provide the
best quality of care with maximum flexibility and enables us to respond
to specific needs.

Delivering a positive care
experience is the minimum you
should expect from us. But we
know it is that little bit of extra
help and support that makes the
difference, so you can rely on us
to go the extra mile where and
when necessary.

Contact us
Telephone: 01342 311999
E-mail: info@brookercareltd.com
Brooker care Limited
39 East Court, College Lane,
East Grinstead, West Sussex,
RH19 3LT

Providing care services

