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Hello, 

Everyone reading this will feel a little differently 
about the thought of coming to live with us. This 
may be your first move away from home or you 
may have moved lots of times but we want you 
to know as much about us as possible. 

We have put together this welcome guide which 
we hope will give you as much information as 
possible. 

There is a section at the back for any other 
questions you may have. 

Best wishes from everyone  
at Heysham House



About Heysham House

Heysham House is a home, young people 
come to live here can access education. 
There are lots of reasons why young people 
come to Heysham House but we are here to 
make you welcome. 

Five young people can live in the house so 
long as they are aged between 12 and 17 
years old. 

Roy is the Registered Home Manager and is 
here to help you settle in.

Our aim is to make you feel safe, looked 
after and cared about. We want to help you 
to achieve goals, whatever they may be. 

What is a Keyworker?

Throughout this booklet you will see the 
word Keyworker used. 

A keyworker is a member of staff who has a 
special responsibility to help you with your 
needs. 

They will support you during meetings and 
reviews and help you get the best out of 
your time with us. 

They should be your first point of call if you 
need something. 

Roy



• A good standard of home life. You have 
the right to be looked after in a comfortable, 
clean, safe and secure home. You should 
have good food and a healthy diet and have 
your health needs met. 

• Having contact. You have the right to have 
contact with friends and relatives, in person, 
on the phone or by any other means. 
Although this contact must be in a way you 
feel safe. 

• An education. You have the right to a good 
education. You can attend a local school, 
Wings Cumbria School or a local college if 
you are over 16.

• Being safe. If you have any worries or 
feel unsafe you should speak to someone 
straight away. You must be protected 
from bullying and abuse. Staff will help 
you understand risks of any behaviours. 
Unless there is good reason you may have 
a mobile phone and access internet, the 
home has filtered WiFi access.

• Being treated fairly.  
Everyone should be treated as an 
individual. You should be able to have the 
same opportunities as everyone else and 
be valued as a member of the community. 

• Enjoying and achieving.  
You should be encouraged to take part 
in activities you enjoy and also be helped 
to experience new ones. You should be 
encouraged and allowed to make positive 
relationships and develop a sense of 
dignity and self-confidence. 

• Having your say.  
You also have the right to be listened to 
and staff should always take what you 
are saying seriously and help in the best 
possible way. You should be included, 
thought about, and asked your opinion 
when staff or social workers make 
decisions regarding your care. 

Your rights



Your Responsibilities

Remember other young people in the home 
have the same rights as you. Staff and 
visitors to the home have rights as well. Staff 
have the right to work in a safe environment 
without being harmed. 

• not hurting or harming others

• not putting others in danger

• respecting others as you would wish to be 
respected 

• not bullying 

• respecting people’s privacy

• respecting people’s property and 
belongings 

Everyone at Heysham House wants to live 
in a homely environment and if we all work 
together and respect each other then we can. 

You can see more about your and other’s 
rights at www.rights4me.org.uk

Contact and Visitors

Contact with friends, people who are 
important to you and members of your 
family such as parents, brothers or sisters or 
grandparents will be important to you while 
you are living away from them. 

Staff will help you to have contact as much 
as you can. Sometimes you may not be 
having contact with certain people or you 
may be having contact which is supervised 
by a staff member, if this is the case it will 
only be to protect you and keep you safe. 
If you are unhappy having contact with 
someone then you should tell someone (a 
carer or social worker). It may be because 
you feel unsafe, scared or do not enjoy the 
place that you meet. We can help with all of 
these and look at the best way to help you 
feel better. 

 

We like to think of ourselves as a little 
community where staff and young people 
have good relationships and that together, 
as a group, we can all get along.

Everyone is expected to do their bit when 
it comes to tidying up after themselves in 
communal areas and after dinner or lunch. 
We ask each young person to remember 
that any property damage not only has to be 
replaced but impacts on the others living at 
the home. Communal areas are for everyone 
to use and use of the TV in the lounge will 
be shared.

Community Living



Bullying is where some people hurt other 
people on purpose and it can take place in 
many ways. It could be physical when people 
hit or kick you or it could be emotional where 
people call you names or ignore you. Bullying 
can also take place on line through social 
network sites.

However bullying happens it is not acceptable.

You will learn about cyber bullying and how to 
keep yourself safe online from the dangers of 
internet use. 

If you are being bullied or are worried about 
someone else being bullied you should tell 
someone, there are helplines at the end of this 
guide too.

You can attend a local school, nearby Wings 
School Cumbria or if you are older a local 
college. Staff will look at ways to support you 
in all subjects and training so you can gain 
qualifications ready for adult life. 

For older young people there are many local 
opportunities for vocational and academic 
courses these include: A Levels, bricklaying, 
mechanics, sport, cookery, hair and beauty 
and animal care. 

Bullying

Education

Confidentiality 

Only those involved in your care can 
have access to information about you. 
Every young person has a file which has 
information about them and you can ask 
your social worker if you would like to see 
this file. These files are kept in a safe and 
secure place.

If you want to tell someone something 
personal or private then you can speak 
to a carer, keyworker, your social worker, 
advocate if you have one or call one of the 
helplines at the end of this guide. 



Behaviours and 
Expectations

Some young people coming to live in the 
home will show anger, frustration, upset, 
excitement and grief in different ways. 
Sometimes as a young person it is hard to 
know how best to let these feelings out or 
how to ask for help and support. Sometimes 
this can mean that emotions displayed are 
unexpected. Experienced staff will help you to 
look at ways of dealing with your feelings. 

Positive behaviour is rewarded, each day you 
will receive a number of points for engaging 
in school and completing what is asked. 

In the event that you or another young person 
are behaving in a way that may cause serious 
damage or harm to yourself or others, as a 
last resort, staff may need to hold you safely. 
If you or anyone else has been held to keep 
you safe we will make sure there is time for 
young people to tell us how they feel and 
reflect on what happened. 

In some cases staff may use sanctions in 
response to poor behaviour. Sanctions for 
poor behaviour are discussed at house 
meetings to make sure staff and young 
people agree what is a fair response. Before 
any sanction is given you will be given the 
opportunity to alter your behaviour. 

Health

At Heysham House we want to make sure 
you feel your best and have the right help 
when it comes to being fit and healthy. 
You will be registered at a doctors, dentist, 
other health specialists and an opticians if 
required. 

Staff will support you to keep your 
appointments and also if you are older will 
help you learn how to make and access 
appointments and advice. If you have any 
medication that you must take, staff will help 
you understand what this is for, when you 
have to take it and how to take it. 

 

Some young people drink, smoke or take 
drugs. Whatever the reason these can be 
harmful and dangerous to your well-being. 
Support is available in all these areas from 
care staff, or outside organisations. We want 
you to be safe at all times and therefore no 
young people are allowed to have alcohol or 
drugs on the premises. 

You are entitled to privacy however in the 
interests of the safety of other young people 
and staff in the home if you are believed 
to have illegal substances in your room a 
search may be carried out. 

Drinking, Drugs  
and Smoking

Allowances



Each young person in the home has their 
own room and is encouraged to choose paint 
colours, bedding and curtains which they 
would like. You can personalise the room 
with posters and pictures (no swearing or 
inappropriate/rude scenes though!) Staff will 
always knock before entering your room, they 
will not enter without your permission.

If you are at risk they may have to enter your 
room quickly. This could be to check fire 
alarms, heating or if a room search needs to 
be carried out because it is thought you may 
have something harmful in your room. Staff 
will never enter your room without it being 
absolutely necessary and there will always be 
two staff present so if you are not there, you 
know that nothing will go missing or be broken. 

Each young person will receive an allowance 
to begin with and monthly money for clothing, 
toiletries and haircuts. You will also receive 
money for activities throughout the week and at 
weekends. On birthdays and religious festivals 
you will be given a set amount for presents, you 
can choose what you would like to receive. You 
will also be given pocket money, the amount will 
depend on your age. 

The home uses a point’s chart, based on 
independence and behaviour and points turn  
in to money. The points money you get can  
be used for activities you choose. 

Your Space

Allowances

Activities

There are lots of activities and opportunities 
in the local and surrounding areas. 
Lancaster has a busy town centre with 
clothes, games, food and many other types 
of shops. There is a large leisure centre 
offering a gym, swimming, and other sports, 
and a cinema.

Heysham House is near areas to go for 
walks and not far from the coast line with 
views from the cliffs. 

Morecambe is close by and has a bowling 
alley, cinema and more shops. You can 
also take a walk along the prom and enjoy 
a famous ice cream from Brucine’s. This is 
also a good place to do a spot of fishing. 

In school and college holidays your 
keyworker will discuss what you would like 
to do. This could be theme parks, attractions 
in the local area, holiday away from the 
home and much more. Heysham House has 
a caravan in Great Yarmouth where you can 
visit and stay overnight and use the park 
facilities.



Race and Religion

When living in a care home you will come 
into contact with lots of different young 
people and adults. One of the ways that 
we can differ is our race – this is the colour 
of our skin or the country we come from. 
Sometimes people can be nasty to others 
because of where they come from or the 
colour of their skin. This is called racism, it is 
not acceptable and is very serious. 

Many young people are brought up to 
follow a particular religion. There are many 
religions and every young person has the 
right to take part in one should they wish to. 

Every religion has different practices, 
ceremonies, dietary requirements or beliefs. 
We will support you in your religion and help 
you keep in touch with other people in the 
community who belong to the same religion. 
No one should be forced to take part in a 
religion or a ceremony.

Complaints & 
Compliments

If you are unhappy about the way you are 
being looked after or if something has 
happened that you feel is wrong then you 
may want to make a complaint so that it can 
change or be sorted out. 

Heysham House has a specific way for you 
to complain. There are complaints forms 
on our young people’s notice board in the 
house or you can ask a staff member for 
one. All complaints are kept confidential 
meaning that only those who are involved or 
need to know for your safety will be told. 

If you are upset, annoyed or worried about 
something but you feel that it is not important 
enough to be a full complaint then you can 
talk to a member of staff or the manager 
at any time or you may write it down in the 
comments book. 

When the time comes that you leave 
Heysham House, it could be to move to 
another home, foster care or return home 
to your family. It could also be that you are 
ready to live independently. Whichever the 
case, staff at Heysham House will help you 
with everything you may need to ensure that 
you feel happy and safe with the move. We 
will always be on the end of a phone if you 
need anything once you have left.

Leaving Care



The most important part of coming to live at 
Heysham house is about you having choices 
and letting us know what you wish to achieve 
from being with us. There are many different 
ways that you can voice your opinions, 
thoughts, wishes or feelings. 

As well as your keyworker there are other 
places you can share your views.

One of these is in the weekly house meeting 
which gives you a chance to plan your 
activities for the week, make requests for 
upcoming events and also discuss any issues 
you have within the group. Staff who are 
present can help you to put your thoughts or 
ideas across.

One of the most important opportunities for 
you to have your say is your review. This is 
a meeting that takes place every six months. 
Your social worker and IRO (Independent 
Reviewing Officer) will be present. Other 
people involved in your care may also be 
present at your review.

Reviews are your chance to tell everyone what 
you would like and if you want something to 
change (for example contact with family or 
plans for education). 

Your social worker will come to see you at 
regular intervals for a catch–up and to check 
you are ok. You can always raise any ideas or 
questions with them at these times if you do 
not want to wait until your review.

Childline – 0800 11 11

Children in care – 0800 88 44 44

Voice for children in care – 0207 833 57 92

The childrens society – 0800 015 25 82

NSPCC helpline – 0800 800 500

National Bullying helpline – 0845 22 55 787

Frank (drugs helpline) – 0800 77 66 00

Childrens legal centre – 0800 783 21 87

Beat Bullying – 0845 338 50 60

Ofsted – 0300 123 123 1  
You can also write – Ofsted, Piccadilly Gate, 
Store Street, Manchester, M1 2WD.  
Go online – www.ofsted.gov.uk  
Email – enquiries@ofsted.gov.uk

Childrens rights, OFSTED – 0800 528 0731

SupportLine – 01708 765 200  
Email – info@supportline.org.uk 

Eighteen and Under – 0800 731 4080 
Website – www.18u.org.uk 

National Youth Advocacy Service –  
0808 808 1001  
Email – help@nyas.net  
Website – www.nyas.net

Office of the Children’s Commissioner – 
020 7783 8330 
Email – info.request@childrenscommissioner.
gsi.gov.uk

Having your say... Useful Numbers



Case Study

The team at Heysham House are so proud of one of their 
young people who, after just 10 months, has successfully 
returned to semi-independent living in her home area. The 
young person said of her time at the home; 

“It has improved every aspect of my life 
including my self-esteem. I feel I am worth 
something, I know where I want to be, my head 
has got better and staff at Heysham have put my 
“wise-ness” to work. I wish that my new place 
was closer to Heysham House so that I could 
pop in whenever I choose.” 
M 2017



My Questions 
and Notes This page is for any more questions you may have. 

Fill it in and hand it to your keyworker who will 
answer them. 
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For more information: 
Heysham House

Tel: 01524 297067
Email: heyshamhouse@kedlestongroup.com

Help Us Get 
to Know 

You
Please complete this page and help us to plan 
things you enjoy and to know what you don’t!

The meal I like most is

The meal I like least

My favourite film

My Favourite music/artist/song

Music I don’t like

The Sport I like most

The sport I like least

My Favourite lesson is

The lesson I like least is

Things I am scared of

Activities I really enjoy

The lesson I like least is

Things I am scared of

Activities I really enjoy


