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In 1956 Troutstream Hall opened its doors to retired missionaries and today, it is home for 21 elderly 
people of both sexes, who have a need to live in a warm and welcoming environment. 

Although Troutstream Hall is registered as a Residential Care Home and not a Nursing Home, every 
effort is made with the Doctors and District Nurses to let them remain here to the end of their days. 
There is a variety of equipment that not only helps our carers to help the less able, and we hope to 
maintain dignity at all times and in all situations.

18 rooms with a vanity unit, 3 with en-suite facilities There are adequate bathrooms and toilets near to 
each room. For those living on the first floor there is a lift, which staff will assist resident to use.

Troutstream Hall is situated just off the Chorleywood road; you can access us via Kingfisher Lure. We 
are in reach of both local countryside and the capital.

Our Staff

Our registered manager is Karen Steffe. Having previously worked in the care sector for many years, 
Karen joined Troutstream in 1996 working firstly as a senior carer and then progressing to head of care 
where she worked successfully in this position for some time. Karen was appointed Acting Manager in 
November 2001 before being offered the post permanently in April 2002. Having already gained the 
necessary experience, Karen went on to achieve her Registered Managers Award and an N.V.Q. level 4 in 
care Management. Both of these Awards comply with the National Care Standards Act

Jackie Marks is our Deputy Manager. Jackie has worked in the care sector for the last 14 years, and is at 
present undertaking her N.V.Q level 4

Our Senior Carers, Barbara, Lucy, Pat, and Sarah are highly experienced within the care sector. As well as 
regular supervision they are all required to undertake regular training updates. All of our senior carers have
completed their NVQ  levels 2 or 3

All our current care staff have relevant care experience. Many worked within the home for many years we 
also have a comprehensive induction system for any new staff entering our employment with us. As well 
as regular in House Training on all aspects of care all of our carers have completed or they are studying 
for their N.V.Q. level 2.

Our Chef Dave Johnston has many years experience in the catering industry and is responsible for creating 
all our residents’ meals in house. Dave ensures that our residents enjoy a healthy balanced diet.

Meals.

We endeavour to produce good wholesome food that is both healthy and appetising. Meals are well 
planned and dietary needs are catered for. Meal times are as follows:

Breakfast is served to the residents in their rooms at 7.30a.m - 8.00a.m. 
Morning coffee is at 10.30a.m. and is served in the lounge. 
Lunch is at 12.30p.m. in the dining room.
Afternoon tea is at 3.30 and is served in the lounge.
Supper is at 5.30p.m. this can be severed in the dining room or their own room
Evening drinks are served to resident in their rooms or in the lounge.



Aims and objectives of the home

Our Aims

1) Our primary aim is to create a home for the elderly, who can no longer manage their    own homes 
or care for themselves in the way in which they would like to. A home with an atmosphere of warmth
and fellowship in which resident can live as normally as possible, and in which their individuality, 
independence and personal dignity is respected.

Individuality - Permanent residents have their own room with key. They may bring in their own 
personal belongings and treasures to that room to create a home from home atmosphere. They can 
have privacy for visits in this room with friends and relatives.

Independence – residents are encouraged to care for themselves as much as possible, i.e. bathing 
and dressing etc. and to continue to go out with family and friends, as well as continue to partake in
other social activities.

Dignity - There is a “knock and wait” policy for ALL staff before entering a resident’s room. Staff 
must respect the privacy of the individual especially when bathing and dressing. However a client 
wishes to be addressed by name will be respected. 

2) Our second aim is to share our unique home with others in the community who have similar needs 
by offering Short term (Respite) care for two or three weeks.

3) Offering our home for daily use (Day Care) for up to one or two people who would benefit from the 
care, meals and company.

Our Objectives

1. Choice for resident, (e.g. food, activities etc). We have regular, permanent residents 
meetings where these topics are discussed.

2. Freedom for resident to invite friends and family for coffee and tea, and to invite them to in-house 
activities, which are run daily, and with special entertainment events run at least monthly.

3. To provide for resident a range of activities that meet, the needs of individuals.

4. To give Permanent residents such assurance as we can that there needs will be met for life if 
medically possible.



Terms and Conditions of Residence and Day Care

1. Introduction

Troutstream Hall is a Home for the Elderly, whose aim is, without prejudice of race, colour, religion or 
creed, to offer care for permanent resident, “Respite” (or short stay) or “Day Care”. Resident (permanent, 
respite, day care) are accepted on the following Terms and Conditions prior to taking up residence. The 
client or his/her representative shall accept these terms by signing the appropriate form of contract. Unless 
otherwise stated these Terms and Conditions apply to Permanent and Respite and Day Care Residents.

2. Trial Period

Every client shall initially be accommodated for the trial period stated in the contract. If, at or before the 
expiry of the trial period, the client or management should decide that residence would not be satisfactory
for whatever reason, notice in writing will be given and the client shall vacate the Home without delay. Fees 
will be payable under the usual arrangements as specified in Clause 4 below from commencement of the 
trial period. Any refund due on early termination will be forwarded as soon as possible after the resident’s
departure.

3. Notice of Termination

Every endeavour is made to keep the client in the home even if sick, provided our doctor is satisfied that 
the home can give adequate care. In the event of illness, the client will be cared for in his/her own room but 
management reserve the right to terminate the contract and require the client to leave if our doctor advises 
that the home is unable to give the care required, or if our doctor considers further care is needed (i.e. long 
term nursing or intensive care); thereupon alternative arrangements must be made by or on behalf of the 
client.

If the client causes disharmony in the home, management may give the client or family one months notice 
in writing to terminate the agreement and to require the client to leave the home whereupon alternative 
arrangements must to be made by or on behalf of the client.

On termination of residence all personal effects and furniture must be removed unless alternative 
arrangements are made with the Manager. The room will be deemed still occupied for 2 weeks allowing 
time for clearance and charged accordingly. If the room is not vacated within this period a charge will be 
incurred.

Should any resident be unwilling or unable to continue residence for whatever reason, one months notice in 
writing to the home must be given or pay the equivalent period fee in lieu of notice.

If it is also found that Respite residents or Day Care Visitors are unsuitable for further care, notice, 
according to the contract drawn up with them, will be given.

4. Payment of Fees

For permanent resident - Fees are to be paid one calendar month in advance. Payment is to be made by 
Bankers Standing Order or to be credited to the Homes` account monthly on the first day of every month.

Applicants for Respite and Day Care - Half the fee is payable when a booking is made and the balance on 
entry. If the applicant desires to cancel, notice must be given otherwise the fee paid may be non 
refundable. See contract for cancellation clause. Cheques for payment are to be made payable to 
Troutstream Hall Trust.                                                                                          



5. Review of Fees

Fees are reviewed annually in January and any changes in fees will be notified in writing to the client or 
family or representative one month in advance with increases starting from 1st April.

In the event of a client requiring additional care (e.g. due to increased infirmity) the Management reserves 
the right to charge an additional fee to cover this situation and of which one months notice will be given. 
Such an addition is to be paid on the next presentation of account.

6. Absence Fees

If a resident is taken into hospital or chooses to go on holiday their room will be retained for them at a 
retainer fee.

7. Benefits

Management may assist with resident making an application for benefits or other allowances.

8. Services

Fees will cover the provision of care, accommodation, food, lighting, heating, laundry and cleaning.

The fees do not cover:

Personal items         Such as clothing, toiletries, hairdressing, chiropody, newspapers, and 
Telephone calls. (Newspapers can be ordered, and paid for monthly).

Hairdressing              A hairdresser is available once a week or fortnightly. Prices are available on request.
                    

Chiropody                 The chiropodist treats residents according to their needs every five or six 
weeks. (A National Health chiropodist is also available at Skidmore Clinic in 
Rickmansworth, and should the client have problems with mobility, they also visit at 
the home).

Telephone                  A “Payphone” is situated in the main entrance hall and change can be obtained 
during office hours (9-5). In-coming calls can be received on a cordless phone, 
number - 01923 776051. Residents may have telephones in their rooms but 
the  resident will be responsible for its installation and billing.
                                                                                                               

                                   
Pocket Money           A “Pocket Money” scheme is operated by the Manager for in-house purchases.

More details on request.



9. Use of Facilities

All facilities in the home including resident’s bathrooms, gardens and other communal areas are available 
for unrestricted use by the resident. Where, through the natural ageing process residents are no longer 
able to make full use of these facilities, every effort will be made to enable that person to remain within our 
care.

For example, the home has specialist equipment to help with bathing, and lifting, as well as specialist bed 
mattresses and cushions etc. Each client has a “Care Plan” drawn up for them on entering the home, and 
this will reflect the dependency level of the client and their needs throughout. As stated above an increase 
in fees may be required to reflect any additional care or needs of the client. These stages will be discussed 
with the client/NOK/sponsor.

For the smooth running of the home, the following considerations are requested:

a) Visiting as stated in Clause 12.

b) All clothing must be named prior to admission to the home; nametapes only are acceptable. The laundry 
facilities are for machine washing and drying of clothes only. No responsibility can be accepted for un-
named clothes or clothes which are incompatible for use in our laundry.

c) Residents pets may NOT be brought into the home.

d) Residents going out, whether alone or accompanied, must advise the Manager or Senior Carer on duty 
as to where they are going and when they are due to return. This will avoid unnecessary searching or 
worry. Residents are free to journey out alone at their own risk, but Troutstream Hall cannot be held 
responsible in any way for the safety of the client once outside the home.

e) Residents are advised to carry some form of identity in their handbag or wallet.

f) We would appreciate 4 passport photos for use in our records and for the Medication system we use.

g) We also recommend that resident keep a minimal amount of money on their person; if the client uses the 
“Pocket Money” scheme, cash can always be made available to them.                    

10. Personal Possessions and Valuables. 

Permanent residents are welcome to have their own furniture where practical and within reason after prior 
arrangement with Management. On arrival at the home, a detailed list of all valuables and property in their 
possession should accompany every client. (An inventory form is available from the office). The client or 
family will be required to countersign the completed list as correct and this will be retained in the resident
file (for record purposes only.)               

Electrical appliances may be used in resident` own rooms, but in the interest of safety to all, the 
Management, prior to use must check the appliance.

Each resident’s personal room contents are insured for £500.00 (at present with New India Insurance 
Group). No responsibility is accepted in excess of this; therefore, as such residents should arrange their 
own insurance of their valuable possessions in excess of this sum.      

11. Smoking and Fire Regulations

For the safety of all, the home has a NO SMOKING policy.
Residents are required to keep their doors closed and must not wedge them open.
Resident and visitors should familiarise themselves with the fire exits and the fire drill. The lift should never 
be used in the event of a fire. Fire staircases from each floor should be used.

Please see attached Fire Safety procedures in the home.                                           



12. Visiting

There are no set visiting hours. Visitors are welcome at any time but meal times should be avoided where 
possible and these are: - lunch 12.30-1.30 and supper 5.45-7.00pm. Also it is preferred that visitors leave 
the home in the evening by approximately 9.30p.m. To comply with regulations as laid down by the Fire 
Officer we request that all visitors sign the visitor’s book on entering the home and sign out when leaving.

In the event of a Resident being taken out, we request that prior notice is given so that the resident can be 
made ready if necessary, and that medication can be arranged for the required absence. We also request a 
contact telephone number, and if resident is not with a family member, the name of the person(s) whom 
they will be with.

Residents can keep in contact with family, friends and other representatives by telephone, or letter. 
Assistance with this will be given if needed.                                      

13. Gratuities, Gifts and Shopping

Gratuities should not be paid to individual members of staff. If a client wishes to make a gift it should be 
paid to an amenity account for the benefit of all.

Staff are forbidden to accept gifts from residents or their families, without the prior written consent of the 
Management. This is a disciplinary matter which may result in the dismissal of staff who contravene this 
regulation.

14. Medicines

Residents may retain the responsibility for taking prescribed drugs. Those residents who hand over the 
responsibility to Management, are requested to comply with the GPs directions for taking prescribed drugs, 
in the interests of their own health and well being.  

15. Hospital Visits & Appointments

A charge may be made for time and expenses incurred by the home if residents are taken to hospital or 
other appointments, where family are not able to be present.                                        

16. Legal and Other Advice and Correspondence

Residents who are unable to, or prefer not to control their own financial affairs are advised to arrange for 
their solicitor, Bank Manager, Accountant or next of kin to control them on their behalf. Management and 
staff have no responsibility for the resident’s financial resources or estate.

The home will not be responsible for handling a resident’s money or pension book as their agent. There is a 
“Pocket Money” system in operation for in-house expenditure (see 8 above) 

Any notices or correspondence relating to the contract or to the terms and conditions will be delivered to 
the client at the home or to the next of kin whose name and address have been registered with the 
Manager on the resident’s behalf, unless instructed otherwise.



17. Complaints

If any difficulties arise with any matter, please do not hesitate to speak to us. Management undertake to 
deal with any complaint or grievance within 28 days, in strictest of confidence, as far as possible. If a client 
has a complaint or grievance which has not been satisfactorily dealt with by senior care staff, he/she may 
ask to see the Manager privately without giving the reason. In the event that the matter is not resolved 
satisfactorily the Management Committee may be contacted and the matter may be referred to the County 
Registration Office, and ultimately the Ombudsman. 

Troutstream Hall is registered and monitored by the Commission for Social Care Inspection (CSCI). They 
can be contacted at:

Commission for Social Care Inspection
Hertfordshire Area Team
CPC1
Capital Park
Fulbourn
Cambridge
CB21 5XE

Tel 01223 771300

Troutstream Hall is not registered as a Nursing Home.
Troutstream Hall is a registered charity (Registration no: 248297)

18) Day Activities

The Resident activities shall be based on the individual assessed needs of the Resident and the aims and 
objectives of the home. These activities will be recorded in the resident care plan and daily report. We try to 
run a programme of activities that will involve everyone and we endeavour to take residents out for trips if 
possible and appropriate

19) Records

A profile of each resident is recorded daily by senior staff in a Standex file. Each member of the care staff 
are asked to keep up to date on the resident by reading the Standex at each of their shifts. Resident 
personal files will be kept in a secure place. All information is confidential, and Residents are entitled to 
have access to their personal files

Resident care plans are reviewed monthly, and we like to involve relatives in this by making an 
appointment with them and the resident.

20) Meetings

There are formal resident meetings held on request, the Manager and Senior Care staff however will at all 
times endeavour to deal with situations as soon as they occur.

21) Church services

We have an in-house weekly religious service for residents, and arrangements are made for residents to 
attend religious services of their choice. On the second Wednesday of every month we have Holy 
Communion

  



Troutstream Hall Fire Information and Evacuation Policy for Residents and their Visitors

Troutstream Hall has comprehensive systems of Fire Alarms, Smoke Detectors and Emergency lighting, all 
of which are regularly tested and maintained. All the fire bells are tested at least once per month; you will 
hear short sharp rings as the circuit is tested. However if you hear a long sustained ringing this is an 
EMERGENCY and you should evacuate the building as soon as possible. 

New residents to Troutstream Hall are requested to familiarise themselves with emergency exits nearest to 
their rooms and other living areas they use regularly. In an emergency we recommend the following 
evacuation procedure:-

1). Remain calm wherever you are.

2). If able, exit the building from your nearest exit, making your way to the front of the building or on to the 
     patio at the back of the house. At night, stay in your room and help will come soon.

3). DO NOT WORRY if you are not mobile, stay where you are and help will come soon.

4). Once out of the building do not re-enter until told to by the Person in Charge.

For your information the following is the staff procedure for evacuation in the event of a fire.

Troutstream Hall Staff Fire and Evacuation Policy

The Manager (if on duty) or the Senior Carer on duty becomes the “Fire Officer”, and their responsibilities 
are as follows:
a). Go to the fireboard and locate the seat of the fire.

b). Evacuate the building via the front of the building (if possible) collecting the visitors book (and torches 
     night time only) on the way out. This contains information on who is in the building.

c). Wait at this meeting point for the staff on duty to report to you.

d). Check that the Fire brigade have been called.

e). Knowing where the fire is, begin to evacuate residents accordingly. Do not endanger your own life or 
     those of your colleagues, the longest it will take the fire brigade to come will be 8 minutes. 

f). Send staff to various fire exits to find out the whereabouts of the residents using fire escapes, (asking 
     them to report back to you).

FIRE PROCEDURE - The responsibility for ALL staff to know.

1). If you discover a fire DIAL 9999. Tell the emergency services that they can access us via Kingfisher 
     Lure.

2). Report to the “Fire Officer” at the meeting point at the front of the house.

3). You will be given instructions on where to go by this person but you will not be expected to endanger
    your own life.

4). Stay calm and the fire brigade will evacuate those residents you are unable to.

5). The “Fire Officer” who will go to the fireboard to discover the seat of the fire.

6). A majority of residents will remain in their rooms behind closed doors. Mobile residents may of course 
     exit via the nearest fire exit. Help those who you are able to, the fire brigade will assist with those left.



Application for Residence to Troutstream Hall Care Home for the Elderly

Permanent Care Respite Care Day Care 

(Please circle care type required)

If you wish to apply for one or two or even all three of the above categories please complete this form, sign it (or have it 
completed and signed on your behalf) and return it to the Manager of Troutstream Hall. When a room or place becomes available
and you decide to take it, Troutstream Hall will enter into a formal Contract with you. Please read carefully the attached Terms 
and Conditions. If there is any further information that you need to know about Troutstream Hall we shall be happy to supply it.

Applicants full name:

Present Address:

Post Code:

Telephone No:

Date of Birth:

National Insurance No:

Former Occupation:

Religious Commitment:

Next of Kin/Contact/Sponsor:
(Please provide two if possible)

Name:

Relationship to Applicant:

Address:

Post Code:

Telephone No:

Name:

Relationship to Applicant:

Address:

Post Code:

Telephone No:



Fees.(Please see separate sheet for current fees)

Are you able to pay the full fees from your own financial 
resources?

Yes No

            Please circle as appropriate

If no, how will the fees be paid?

Charitable Social Services Part Client Family Other   (please give details)
                            Please circle as appropriate

Details of other pay methods:

Is there anybody prepared to guarantee (and if necessary pay) the whole or part of the fees?Yes No

If yes, please specify their details below:

Name:

Relationship to Applicant:

Address:

Post Code:

Telephone No:

Please complete this section only if you require respite or day care.

Dates required for 
respite care: From Saturday To Saturday

                                                   Please enter your required dates.
Number of weeks:

Days required for 
day care: Monday Tuesday Wednesday Thursday Friday Saturday Sunday

Please circle as appropriate

To be completed by all applicants.  

Note: By signing this form you agree to be bound by the terms and conditions of residence in effect at Troutstream Hall, for 
either residential, respite, or day care (dependent upon the level of care you have applied for). If you are signing on behalf of a 
resident, you agree that both you and the resident shall be bound by those terms and conditions.

Signature of applicant:* Date:

*If you are signing on behalf of the applicant, please print your name below.

Name:

To be returned to:     The Manager,
                                  Troutstream Hall Residential Care Home,
                                  Chorleywood Rd,                                                         
                                  Rickmansworth,                 

Herts. WD3 4EX


