A Support Guide

The Whiteley

This guide is intended to help residents find the best routes for support and the procedures to follow when incidents
or emergency situations occur. If you would like a printed version of this guide deivered to your home in the village,
please contact: news@whiteleyvillage.org.uk

When there is a medical emergency — call 999 immediately or pull the emergency careline cord in Huntley House.
Trust employees will assist where we can but are not a substitute for emergency medical services.

The Trust encourages all residents to consider obtaining a personal alarm pendant as an extra communication device
in case they should ever have a fall or medical emergency.

If someone gets discharged early from hospital - the hospital will provide appropriate medical advice to the
resident at the point of their discharge. If a resident has carers in place, the resident or their next-of-kin (NOK)
should inform their carers of this information, so they are fully aware. The Trust can also arrange for someone from
our support team to visit the resident once they have returned home to undertake a general welfare check.


mailto:news@whiteleyvillage.org.uk

If a resident dies in the village - if you discover that a resident has died, please call 999 immediately and ask for the
Police. In these circumstances, it is normally the Police who are responsible for informing the resident's next of kin,
so please do not contact family members yourself unless you have been specifically asked to do so by the
emergency services. Once the emergency services have been contacted, you may also wish to inform the Housing
Team so they are aware of the situation and can provide any appropriate support.

If a resident is locked out and has no key safe - please telephone

« the Property Team on 01932 825825 9am - 5pm Monday — Friday
« the Caretaker Team 5pm — 10pm weekdays and 11am - 10pm at weekends and Bank Holidays on 01932 825832
« outside of these times, call the out of hours repairs service managed by Appello on 0333 321 6349

There may be a charge for providing access, especially if a new lock or key is needed.

When there is a repair/property emergency - please telephone the Trust immediately (01932 825825) during office
hours (9am-5pm Monday to Friday) or Appello on 0333 321 6349 if outside of office hours, including weekends and

Bank Holidays. Emergency repairs include an uncontrollable water leak, complete loss of power, etc. Please refer to

the Resident Handbook or our website for more information about what constitutes an emergency repair.



If a resident is no longer able to live independently - our priority is always to support residents to remain living
independently in their home at Whiteley Village for as long as it is safe and appropriate to do so. We will work with
residents, their family members and carers to explore the support available to help maintain their independence.

However, there may come a time when a resident's care or support needs can no longer be safely met in their
current home, even with care arrangements in place. If this happens, the resident and their next of kin (or
representative) will need to consider alternative accommodation or care arrangements that are better suited to
their needs. In some cases, this may be outside Whiteley Village.

For some residents, Huntley House may provide a more suitable housing option, offering accommodation designed
for people who need additional support to continue living independently.

The Housing Team is here to help residents access the right level of care and support from the appropriate health
and social care agencies, enabling them to remain as independent as possible for as long as they can.

The Trust does not provide personal care, so any care package must be arranged by the resident or their NOK.
However, the Housing Team can help residents access the support they need, including how to apply for a care
needs assessment through Surrey County Council.



How the Housing Team Can Support You
Our Housing Team is here to help you remain safe, independent and well. We can provide advice, practical support
and help you access other services, including:

« Welfare visits to check you are OK, including after a stay in hospital or if you are experiencing difficulties at
home

« Support with healthcare appointments, including helping you contact your GP or hospital and, where possible,
arranging transport

» Referrals to Adult Social Care to request a care assessment or case review to help you to continue living
independently

« Advice and assistance with welfare benefits, including help completing application forms

 Information about additional support, including how to obtain and arrange personal alarm pendants and other
services that promote independent living

- Help with applications, such as Blue Badges, driving licence renewals and other official forms

« Support with neighbourhood concerns, including if you are experiencing problems with another resident's
behaviour or are worried about someone else's wellbeing

Stephen Cox, our Village Support Worker, now runs a weekly drop-in session every Thursday from 10am to 12.30pm,
in the small office outside the shop, or you can contact him directly through the Housing Team. Please note that
Stephen can’t provide financial advice or help with your will. Any issues with neighbours including noise or other
anti-social behaviour should be reported directly to the Housing Team.

Call 01932 825844 or email: housing@whiteleyvillage.org.uk
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