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STATEMENT OF PURPOSE

Chinese Association of Tower Hamlets

Chinese HomeCare Specialists

ltem Detail
. The Chinese Association of Tower Hamlets
Provider
. Chinese HomeCare Specialists
Location

Regulated Activity

Personal Care

Sailor's Palace, 680 Commercial Road, London E14

Address 7HA
Telephone 020 7515 5598 / 020 7538 9764
Email londonchinese@hotmail.com
Website www.thchinese.org.uk

Document Control

Detail

Document title

Statement of Purpose

Version 2.0
Reviewed 25 April 2026

April 2027, or earlier if CQC registration, legislation,
Next review service delivery or key personnel change

Document owner

Registered Manager / General Manager

Approved by

Management Committee

This Statement of Purpose explains who we are, the regulated activity we provide, the people
we support, our aims and objectives, how the service is managed, and the systems we use to
maintain safe, effective, caring, responsive and well-led services.
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1. About the Provider

The Chinese Association of Tower Hamlets (CATH) was established in 1983 to provide
assistance and support to disadvantaged people of Chinese origin and their families. The
organisation began through the commitment of local young volunteers who recognised the
needs of non-English speaking older people in Tower Hamlets. What began as a small voluntary
initiative has developed into a charitable organisation with a strong community base and a long
history of supporting people who may otherwise face barriers to accessing services.

Over time, CATH has delivered a wider range of community services, including community care,
advice and advocacy, language and cultural activities, education, employment support and
community engagement. The Home Care Service forms an important part of CATH’s wider
elderly and community support work and is delivered under the location name Chinese
HomeCare Specialists.

CATH is a charitable company limited by guarantee. Its work is rooted in the needs of local
Chinese and Vietnamese communities, while remaining open, inclusive and respectful to people
from all backgrounds who are eligible for and choose to use the service. The organisation
recognises that many people using the service may have language, cultural, mobility, health,
social or family circumstances that affect how they wish their care to be provided.

The Home Care Service operates from CATH’s centre at Sailor's Palace, 680 Commercial
Road, London E14 7HA. The service aims to support people to remain safe, well, independent
and connected while living in their own homes. It is managed with a clear focus on dignity,
privacy, choice, cultural sensitivity and safe care delivery.

Mission Statement

“Bridging cultures, communities and generations, creating opportunities for people of
Chinese origin and their families to succeed.”




2. Registration Details

CATH is registered with the Care Quality Commission (CQC) under the Health and Social Care
Act 2008 to provide the regulated activity of Personal Care. The regulated activity is provided
from the registered location Chinese HomeCare Specialists.

Registration item Detail

. . The Chinese Association of Tower Hamlets
Name of service provider

Provider ID 1-101670474

Regulated activity Personal Care

. Chinese HomeCare Specialists
Location name

Location ID 1-124719568

Registered Manager Alan Chau

Registered Manager ID 1-116473840

Nominated Individuals Maggie Tsui and Wendy Cheung

Care Coordinators Flora Fong and Donna Scott

Personal Care means support with personal care tasks, such as washing, dressing, toileting,
continence support, eating and drinking, and medication support where this falls within the
person’s assessed care needs and the agreed Care and Support Plan. The exact service
provided to each person depends on assessment, funding or contract arrangements, risk
assessment and the person’s preferences.



3. Management and Staffing Structure

The Home Care Service is managed by the Registered Manager / General Manager and
supported by Nominated Individuals, Care Coordinators and a team of Home Care Workers.

The management team is responsible for assessment, care planning, staff allocation,
monitoring, quality assurance, safeguarding, complaints handling, staff training and supervision.

Role Name Contact details

07931 303 878

Registered Manager / Alan Chau londonchinese@hotmail.com

General Manager

07305 069 514
Nominated Individual Maggie Tsui maggie.thchinese.org.uk@gmail.com

07305 069 442

Nominated Individual Wendy Cheung wendy.thchinese.org.uk@gmail.com
07493 286 550
Care Coordinator Flora Fong florafong.thchinese.org.uk@gmail.com

07306 802 004
Care Coordinator Donna Scott donna.thchinese.org.uk@agmail.com

Office CATH Office 020 7515 5598 / 020 7538 9764

The Registered Manager is accountable for the day-to-day management of the regulated activity
and for ensuring that the service is delivered in accordance with regulatory requirements,
organisational policies and agreed care arrangements. The Nominated Individuals provide
senior oversight and operational support. Care Coordinators assist with rotas, communication
with service users and staff, monitoring visits, record updates and day-to-day service
coordination.

Out-of-hours numbers are provided for urgent care-related matters only, such as a care worker
not arriving, an urgent cancellation due to hospital admission, or a serious concern affecting the
safety or continuity of care. Medical emergencies must be directed to 999. Non-emergency
medical advice should be directed to NHS 111.
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4. Aims, Objectives and Values

CATH aims to provide safe, flexible, reliable and culturally appropriate domiciliary care and
support. We recognise each person as an individual and seek to support choice, dignity,
privacy, independence and wellbeing. The service is needs-based and aims to respond to the
changing circumstances of each service user, while operating within assessed risks, available
resources and agreed care arrangements.

e Maximise people’s quality of life and wellbeing.

e Enable people to remain in their own homes for as long as safely possible.

e Promote choice, control, independence and personal dignity.

e Respect cultural, language, religious and personal preferences.

e Work in partnership with service users, relatives, representatives, commissioners and health
and social care professionals.

e Deliver care according to agreed Care and Support Plans and purchasing arrangements,
where applicable.

e Manage risk in a balanced way, recognising the right of service users to make informed
choices and take managed risks.

e Maintain safe recruitment, staff training, supervision and quality monitoring systems.

These aims are delivered through careful assessment, person-centred planning, staff training,
regular reviews, effective communication, accurate records and active quality assurance. CATH
recognises that a high-quality service is not only about completing tasks, but also about how
care is delivered: with respect, patience, cultural understanding and reliability.



5. COC Assessment Framework: How Our
Values Link to Practice

CQC’s assessment framework asks whether services are safe, effective, caring, responsive to
people’s needs and well-led. CATH uses these headings to help staff and managers understand
what good care looks like in practice and to organise quality monitoring and improvement
activity.

CQC key question What this means in our service

Risks are assessed, care workers are trained, safeguarding
concerns are reported, infection prevention is followed, and

Safe o :

incidents are recorded and reviewed.

Care is based on assessed needs, consent, training, care
Effective planning, communication and partnership working.

Service users are treated with dignity, kindness,
compassion and respect. Cultural and language needs are

Sl considered.
Care is tailored to individual preferences and reviewed
, when needs change. Complaints and feedback are used to
Responsive . .
improve the service.
There are clear management responsibilities, quality
Well-led checks, staff supervision, records, policies and

improvement systems.

The management team monitors these areas through supervision, spot checks, service reviews,
audits, incident analysis, complaints learning and feedback from people using the service.
Where gaps are identified, improvement actions are recorded and followed up.



6. People We Support

The service supports adults aged 18 and over who need care and support in their own homes.
CATH has particular experience in supporting older people and people whose first language is
not English. The service recognises that language barriers, cultural expectations, family
circumstances and social isolation can affect how care should be planned and delivered.

e Older people and adults with frailty.

e People living with physical disabilities or reduced mobility.

e People living with dementia or memory difficulties.

¢ People managing mental health needs.

e People experiencing sensory impairments.

e People living with learning disabilities or other long-term conditions.

e People requiring support with terminal illness or end-of-life care, where this is within our
assessed capacity and agreed care plan.

e People receiving respite support to assist unpaid carers or family members.

Where possible, we match service users with staff who can communicate in the preferred
language or dialect and who understand relevant cultural needs. Where this is not possible, we
will consider alternative communication arrangements and involve representatives or
interpreters where appropriate and with consent.



7. Services Provided

The support provided will depend on each person’s assessment, Care and Support Plan, risk
assessment and agreed contract or funding arrangement. CATH is a care provider, not a deep-
cleaning, building maintenance, nursing or emergency medical service. Tasks outside the
agreed care plan must be discussed with the office before they are undertaken.

e Personal care, including washing, dressing, toileting, continence support and bedtime or
morning routines.

¢ Prompting, assisting or administering medication where this is agreed, recorded and carried
out by trained staff in line with the Medication Policy.

e Meal preparation, drinks, snacks and support with eating or drinking where included in the
plan.

e Light domestic tasks connected to health, safety and wellbeing, such as washing up, light
cleaning, laundry and bed-making.

e Shopping support, preparing shopping lists and help with essential errands.

e Companionship and support to reduce isolation where this is part of the agreed care
package.

e Support to attend community activities or appointments where this is agreed in advance and
included in the plan.

e Observation, reporting and liaison with family members, representatives or professionals
where appropriate and with consent, unless there is a safeguarding or legal reason to share
information.

Care workers are expected to work within the care plan and within their training and
competence. They must not undertake nursing tasks, unsafe manual handling, deep cleaning,
repairs, heavy lifting, or financial tasks that are outside organisational procedures.



8. Care Planning and Review

Each service user will have an assessment before the service starts, unless care is required
urgently and sufficient information is available to allow safe initial support. The assessment
considers personal care needs, communication needs, cultural preferences, health conditions,
medication support, nutrition and hydration, mobility, continence, mental capacity, risks in the
home environment and emergency arrangements.

The Care and Support Plan sets out what care is to be provided, when it is to be provided, how
the person prefers it to be provided, what risks must be considered and what the care worker
must record or report. The plan is developed with the service user and, where appropriate, with
family members, representatives, advocates, commissioners or professionals involved in the
person’s care.

Care plans and risk assessments are reviewed at least annually, and sooner where needs
change, risks increase, concerns arise, there is a hospital admission or discharge, medication
changes, a fall, safeguarding concern, complaint, incident, or a request from the service user,
representative, commissioner or professional. Reviews are used to confirm that the service
remains suitable, safe and person-centred.



9, Staffing, Recruitment, Training and
Supervision

CATH recognises that the quality and safety of the service depends on the suitability, training
and support of staff. Home Care Workers are selected through a recruitment process designed
to assess reliability, communication, values, integrity, practical ability and suitability for working
with vulnerable adults in their own homes.

Recruitment includes application screening, interview, identity checks, right-to-work checks,
references and Disclosure and Barring Service checks. New staff receive induction before
working independently and are introduced to organisational policies, care recording
expectations, safeguarding, health and safety, infection prevention, confidentiality, professional
boundaries and person-centred care.

e Safeguarding adults and recognising abuse or neglect.

e Medication policy, MAR recording and reporting errors or refusals.

e Mental Capacity Act, consent and best-interests principles.

e Infection prevention and control, including hand hygiene and PPE.

e Moving and handling, including restrictions on unsafe lifting.

e Health and safety in service users’ homes.

e Food hygiene and safe meal preparation where relevant.

¢ Dementia awareness, dignity and culturally appropriate care.

e Recording, reporting and use of LogmyCare or other approved records.

Staff receive ongoing supervision, practical support, training updates and spot checks. The
frequency and content of supervision reflects role, experience, performance, incidents,
complaints, training needs and changes in the service. Where concerns about performance or
conduct arise, management will take appropriate action in accordance with policies and
employment procedures.



10. Quality Assurance and Governance

CATH maintains standards through a quality assurance system which includes safe recruitment,
induction, training, supervision, spot checks, service reviews, feedback surveys, incident
monitoring, complaints learning and policy review. Quality assurance is not a single annual
exercise; it is part of daily management and service delivery.

Service users and representatives are invited to share feedback through reviews, quality
monitoring visits, questionnaires, telephone contact and complaints or compliments. Feedback
is used to improve the service and identify training or practice issues. Where the service
receives compliments, these are shared with staff and used to recognise good practice.

The management team reviews records, care plans, risk assessments, incidents, medication
records, complaints and safeguarding concerns to identify themes or actions. Where
improvements are required, actions may include staff reminders, retraining, care plan updates,
rota changes, supervision, policy review or escalation to external professionals.

The Management Committee / Provider Representative has oversight of the organisation and
expects the service to comply with regulatory duties, financial controls, employment
responsibilities and safe care practice. Senior staff are expected to raise concerns promptly so
that appropriate governance action can be taken.



11. Policies, Safety and Risk Management

CATH maintains policies and procedures covering the safe and effective operation of the
service. The master policy folder is kept at the office and may be consulted on request. Policies
are reviewed regularly and when legislation, guidance, service delivery or incidents indicate that
change is required.

Policy area FUTZEEE

Protects personal information and explains how
Confidentiality and Data Protection information is used, stored and shared.

Ensures people are treated fairly and without
Equality, Diversity and Inclusion discrimination.

Explains how staff recognise, report and respond to
Safeguarding Adults abuse or neglect.

Sets out what staff may and may not do in relation
Medication to medication support.

Explains hand hygiene, PPE, waste, outbreaks and
Infection Prevention and Control safe practice in the home.

Covers hazards, risk assessments, accidents,
Health and Safety equipment and safe working.

Sets out safe practice, training requirements and
Moving and Handling restrictions on lifting or unsafe movement.

Explains how concerns and complaints are

. received, investigated, responded to and learned

Complaints

from.

Ensures incidents, accidents, near misses and
Incident Reporting safeguarding matters are recorded and reviewed.

Risk assessments are used to support safe care while respecting the right of service users to
make informed choices. If a risk cannot be safely managed by a care worker, the matter will be
reviewed with the service user, representative, commissioner or relevant professional. Staff
must report hazards, unsafe equipment, changes in health, falls, medication concerns,
unexplained injuries, infection risks or environmental concerns promptly.



12. Safeguarding Adults

CATH is committed to safeguarding adults from abuse, neglect and avoidable harm.
Safeguarding is everyone’s responsibility. All staff are expected to recognise possible signs of
abuse and to report concerns without delay. Staff must not investigate safeguarding concerns
themselves or promise to keep concerns secret.

Abuse may include physical abuse, emotional or psychological abuse, financial abuse, neglect,
self-neglect, sexual abuse, discriminatory abuse, domestic abuse, organisational abuse or
modern slavery. Concerns may arise from what a service user says, what staff observe,
information from family members or professionals, changes in behaviour, unexplained injuries,
missing money, poor home conditions or concerns about another person’s conduct.

Where there is immediate danger, staff must call 999. Where there is a safeguarding concern
but no immediate emergency, staff must report to the Registered Manager, Nominated
Individual or Care Coordinator as soon as possible. The management team will consider the
risk, record the concern, take steps to protect the person and make referrals to the local
authority safeguarding team, CQC or Police where required.



13. Medication Support Governance

Medication support will only be provided where it is assessed, agreed, recorded in the Care and
Support Plan, and carried out by staff who have received appropriate training and competency
checks. CATH recognises that medication errors can cause serious harm; therefore, staff must
follow the Medication Policy and must never guess doses, administer unclear medication or act
outside the care plan.

Medication support may include prompting the service user to take medication, assisting with
practical tasks such as opening packaging where appropriate, administering medication where
authorised and recorded, applying prescribed creams or ointments where this is included in the
plan, and recording medication support on the MAR chart or electronic record.

Medication refusals, missed doses, errors, unclear instructions, unavailable medication,
changed medication, side effects or concerns about storage must be reported promptly. The
management team will review the concern and liaise with the service user, family, pharmacist,
GP, district nurse, commissioner or other professional where appropriate.



14. Infection Prevention and Control

CATH expects staff to follow infection prevention and control procedures during all visits. Staff
must maintain good hand hygiene, use PPE where required, dispose of waste safely and report
infection risks. Infection prevention is particularly important when providing personal care,
toileting support, continence care, meal preparation or support to people who may be clinically
vulnerable.

Care workers receive training and guidance on hand hygiene, use of gloves and aprons, safe
handling of body fluids, cleaning practices and reporting concerns. Staff must not attend work if
they are unwell with symptoms that may pose a risk to service users, such as diarrhoea,
vomiting or infectious illness. Management will provide additional guidance during outbreaks or
periods of increased infection risk.



15. Confidentiality and Data Protection

CATH collects and holds personal information in order to assess needs, plan care, deliver visits,
manage risk, record medication support, respond to concerns, handle complaints, communicate
with professionals and meet legal and regulatory duties. Information is handled in accordance
with UK GDPR and the Data Protection Act 2018.

Personal information is shared only with staff and professionals who need it to provide safe
care, or where the service user has given consent, or where there is a legal, safeguarding or
serious risk reason to share information. Staff are expected to maintain confidentiality and must
not discuss service users in public places, with unauthorised people or on inappropriate
communication channels.

Service users have rights in relation to their personal information, including the right to request
access to information held about them, subject to data protection law. Requests for access,
correction or concerns about information handling should be directed to the Registered Manager
| General Manager.



16. Equality, Diversity and Culturally
Appropriate Care

CATH is committed to providing care without discrimination. The service respects age, disability,
sex, race, ethnic origin, religion, belief, language, marital status, sexual orientation, gender
reassignment and other protected or personal characteristics. Staff are expected to treat every
person as an individual and to challenge discriminatory behaviour or language where
appropriate.

The organisation has particular experience in supporting Chinese and Vietnamese communities
and recognises the importance of language, culture, food, family roles, customs, festivals and
personal history. Where possible, care is delivered in a way that respects these needs while
ensuring safety and promoting independence.



17. Complaints, Feedback and Learning

CATH welcomes comments, compliments, concerns and complaints. Feedback helps the
organisation understand what is working well and what needs to improve. Raising a concern or
complaint will not affect a person’s right to receive care and will not lead to retaliation or poorer
treatment.

Complaints may be made by telephone, email or letter. The organisation aims to acknowledge
complaints within 5 working days and respond in full within 15 working days. Where more time is
needed, the complainant will be informed and kept updated. If the matter cannot be resolved by
the Registered Manager / General Manager or Nominated Individual, it may be referred to the
Management Committee for review.

Learning from complaints is used to improve care planning, communication, training, staff
supervision, policies and service delivery. Where a complaint raises safeguarding or regulatory
issues, appropriate external referrals or notifications will be made.



18. External Inspections and CQC Information

CATH is regulated by the Care Quality Commission. CQC is the independent regulator of health
and adult social care in England. CQC may inspect, assess and monitor services and may seek
feedback from people who use services, relatives, staff and professionals.

People can contact CQC to share feedback about care. CQC does not usually resolve individual
complaints for people, but it uses information from people who use services to monitor providers
and take regulatory action where needed.

N Contact details
Organisation

Telephone: 03000 616161 | Email:
enquiries@cqc.org.uk | Website: www.cqc.org.uk |
Care Quality Commission Address: Citygate, Gallowgate, Newcastle upon
Tyne, NE1 4PA

For complaints about adult social care where the
complainant remains dissatisfied after completing
the provider's complaints process. Website:
www.lgo.org.uk

Local Government and Social Care
Ombudsman



http://www.lgo.org.uk/

19. Review of this Statement of Purpose

This Statement of Purpose will be reviewed at least annually and earlier if there is a significant
change to the regulated activity, service user groups, management arrangements, location
details, provider aims and objectives, legislation, CQC guidance or the way the service is
delivered.

The Registered Manager / General Manager is responsible for ensuring the document remains

accurate and up to date. The Management Committee / Provider Representative is responsible

for approving significant changes where required. Staff will be informed of relevant changes and
service users or representatives will be provided with updated information where changes affect
them.



20. Appendix 1 - Key Contacts

Contact Details
Sailor's Palace, 680 Commercial Road,
. London E14 7HA | 020 7515 5598 / 020
Sl 7538 9764 | londonchinese@hotmail.com
Alan Chau | 07931 303 878
Registered Manager / General Manager londonchinese@hotmail.com
Maggie Tsui | 07305 069 514
Nominated Individual maggie.thchinese.org.uk@agmail.com
Wendy Cheung | 07305 069 442
Nominated Individual Wendy.thchinese.org.uk@gmail.com
Flora Fong | 07493 286 550
Care Coordinator florafong.thchinese.org.uk@amail.com
Donna Scott | 07306 802 004
Care Coordinator donna.thchinese.org.uk@gmail.com
Medical emergency 999
NHS non-emergency medical advice 11

Out-of-hours contact numbers are for genuine care-related emergencies only. They are not a
substitute for emergency medical services.
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CHINESE ASSOCIATION OF TOWER HAMLETS

Sailor’s Palace,
680 Commercial Road,
London, E14 7HA
Charity Number: 287813
Registered Company Number: 1720498

Main office telephone number 22 SR % EE 55 0207 515 5598 / 0207 538 9764
Out of Hours tel. number FEHE/ N HF ] BESE: 07305 069 514 / 07306 802 004 / 07931 303 878

E-mail: londonchinese@hotmail.com

Website: www.thchinese.org.uk

Our Home Care Service is based at 680 Commercial
Road. The office is open to the public on Tuesdays from
10:30 am to 5:30 pm for drop-in visits, and on Fridays
by appointment only.

For enquiries outside these hours, please contact us
using the out-of-hours emergency numbers, which are
available for urgent care-related matters only.
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