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What to do if you have concerns about an elderly person’s residential care

Sarah Head

Public and Voluntary Sector Liaison Manager

What to do if you’re worried about the care of your elderly relative
1. Speak to the person in charge of the home and give them a copy of your concerns in writing with a timescale for your concerns to be resolved.

2. Keep a contemporaneous diary of what you observe in the home, who you speak to and what happens. Make sure this is dated every time you make an entry and sign the bottom of each page.

3. If your relative is in a residential home, register your concerns with your local authority social services department Elderly Care Team and Director of Social Services and CSCI and ask them to do an unannounced visit. (see useful contacts below)
4. If your relative is in a nursing home or dually registered home, contact the Healthcare Commission and register your concerns and ask them to investigate.

5. Contact your local Social Services Department and ask them to investigate either your relative or another elderly person you are concerned about (either because they are at risk of harming themselves or another person or of being harmed by someone else) under their vulnerable adults policy. Ask them for a copy of their report and to be kept informed of their findings. (They may refuse to do this because of confidentiality, but they should be able to tell you what they have done, even if they don’t tell you the outcome.) Their contact details will be in the phonebook, on a website or can be found through a directory enquiries service.
6. Ask for a copy of the local authority Protection of Vulnerable Adults Policy or download it off their website.

7. Report your actions and concerns to Action for Elder Abuse through their helpline and ask for their support to put pressure on the statutory bodies to act.

8. If you believe your relative has been assaulted by a member(s) of the care staff within the home, you can also contact Witness for advice and support.

9. If nothing has been done by the timeframe you have given the Home and if you are still concerned about your relative’s safety, you can move them elsewhere at any time. If Social Services (not the residential/nursing home) object to your relative being removed from the home and threaten legal action, you can apply to the court to be granted Deputy status under the Mental Capacity Act 2005, if your relative lacks “capacity.”
10. If none of the statutory bodies act, their actions or lack of them can be judicially reviewed in the High Court. You should also register your concerns about the failure of the SSD to act with the Director of Social Services and the Local Authority Overview and Scrutiny Committee.
11. You can bring a complaint against the person in charge of the home to the Nursing and Midwifery Council if they are a nurse or with the General Medical Council if they are a doctor for professional misconduct and breaches in fitness to practice.
12. You can bring a legal action against the Home Owners if you feel they have breached your relative’s Human Rights in neglecting your relative or failing to keep them safe. You can also bring action against the SSD if they have placed your relative in the home and are paying their fees if you feel they have placed and maintained your relative in an unsafe environment.

For legal advice and support contact Yogi Amin at Irwin Mitchell solicitors on 

Tel 0870 1500 100

Fax 0121 643 6021

Email: yogi.amin@irwinmitchell.com
Website: www.irwinmitchell.com
USEFUL CONTACTS

Your local Child and Family Social Work Team

Your local contact numbers for vulnerable adults

Commission for Social Care and Inspection

Telephone  0845 015 0120 

Tel 0191 233 3323 

Textphone 0845 015 2255 

0191 233 3588 

Email enquiries@csci.gsi.gov.uk 

Website http://www.csci.org.uk/
Addresses for national and regional offices can be found on the website which also has an online feedback form.

Healthcare Commission

Helpline
Freepost
LON15399
London EC1B 1QW

Email: feedback@healthcarecommission.org.uk

Website http://www.healthcarecommission.org.uk/homepage.cfm
Telephone Helpline:  0845 601 3012
Action on Elder Abuse

Astral House
1268 London Road
Norbury, London
SW16 4ER 
Helpline 
UK:   0808 808 8141

ROI: 1800 940 010  

Website: http://www.elderabuse.org.uk/
Tel:      020 8765 7000
Fax:     020 8679 4074
Email:   enquiries@elderabuse.org.uk
Ann Craft Trust

The Ann Craft Trust is a UK based organisation working with staff in the statutory, independent and voluntary sectors to protect people with learning disabilities who may be at risk from abuse. They also provide advice and information to parents and carers who may have concerns about someone that they are supporting.

The Ann Craft Trust 
Centre for Social Work 
University of Nottingham 
University Park 
Nottingham NG7 2RD 

Telephone: 0115 9515400 

Fax: 0115 9515232 

Email: ann-craft-trust@nottingham.ac.uk
General Medical Council
Regent’s Place, 
350 Euston Road, 
London 
NW1 3JN.
Doctors' Fitness to Practise Tel 0845 357 0022
Email practise@gmc-uk.org
The Patient’s guide to making a complaint about a doctor and a complaint form can be downloaded from 

http://www.gmc-uk.org/concerns/making_a_complaint/a_patients_guide.asp
Nursing and Midwifery Council, 

23 Portland Place, 

London, 

W1B 1PZ 
Main telephone contact numbers

Main switchboard: 020 7637 7181
Main fax: 020 7436 2924
Fitness to Practise Tel 020 7462 5810/5811

Email fitness.to.practise@nmc-uk.org
The Fitness to Practice complaint form can be downloaded from 
http://www.nmc-uk.org/aArticle.aspx?ArticleID=1538#Complaintform
PAVA (Practitioner Alliance Against Abuse of Vulnerable Adults)

PAVA
PO BOX 127
RYDE
PO33 9AE

Email siteenquiry@pavauk.org.uk
Website http://www.pavauk.org.uk//home/home.php
WITNESS against abuse by health and care workers

32-36 Loman Street

London

SE1 0EE 

Helpline  08454 500 300
Email info@witnessagainstabuse.org.uk 

Admin Tel:  020 7922 7800 

Website http://www.popan.org.uk/index.htm
WITNESS(formerly POPAN) runs a helpline, a support and advocacy service, provides training and develops new policy approaches to the prevention of abuse.
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