
Terms & Conditions





GENERAL TERMS AND CONDITIONS APPLICABLE 
TO ALL RESIDENTS

Please note that this document is very important and forms part 
of the Resident’s Admission Agreement and contractual obligations. 
Anyone signing should read both documents carefully and be sure

they understand them before signing. 

Active Lives Care Limited trading as Cumnor Hill House 



1. Introduction

We understand that a Resident’s stay in a Care Home involves a special relationship. We 
value the personal quality of this relationship and do our utmost to care for our Residents. 
Each Resident’s admission depends on our ability to meet their personal needs.

It is also important that we define this relationship in clear contractual terms that are easily 
understood. This document sets out our general terms and conditions and together with 
the Resident’s Admission Agreement, it is the contract between the Resident and the Home 
and/or between their representative and the Home (and this means the Company ‘Active 
Lives Care Limited’).

The Resident’s Admission Agreement must be signed by the Resident (or lawfully 
appointed attorney) and/or their representative. It is important that the terms are read and 
understood before they are signed and accepted by the Resident and/or their representative.

Family members and others who are representatives of the Resident must understand that 
unless they are only signing as the Resident’s lawfully appointed attorney, they are accepting 
the terms and conditions in the same way as they apply to the Resident – this includes 
personal liability in respect of fees and other charges alongside or instead of the Resident.

Unless otherwise stated, these provisions apply to all Residents and their representatives, 
whether a short- or long-stay Resident.
 

2. General obligations

The Home agrees to maintain as a minimum, the standards of care required under all 
applicable legislation, regulations and best practice guidance and to exercise reasonable 
care and skill in the performance of this contract and the provision of care, services and 
accommodation to the Resident.

The Resident agrees to observe any rules and regulations of the Home, which shall be 
made available to the Resident and their representative to inspect and the Resident and 
representative agree to abide by the terms of this contract.
 

3. Services included and excluded in the fees payable

The residential fees include accommodation, full board including a choice of menus 
(including special diets), cleaning of rooms, the majority of activity programmes, 
periodical decorating of the Resident’s room in accordance with the Company’s policy, 
provision of staff on a 24-hour basis, provision of professionally qualified nursing 
staff (where the Resident is a nursing client), nurse call systems, hairdressing, beauty 
treatments, chiropody and the laundering of bed linen and personal items not requiring 
dry cleaning.

Additional charges are kept to a minimum but extra services and items not included in the 



residential fees include physiotherapy, personal dry cleaning, pharmaceutical products, eye 
care, dental care and such other items not included that are requested by the Resident and 
supplied by the Home.

4. Fees – Provisions applicable to short-stay Residents

A short stay is where the Resident is due to stay for a period of 28 days or less and this will 
be specified on their Resident’s Admission Agreement.

Deposit
No deposit is payable.

Residential fees
Residential fees are charged from (and including) the day of admission to (and including) 
the day of departure at the daily rate as specified on the Resident’s Admission Agreement. 
These fees are payable in full in advance of admission on signature of the Resident’s 
Admission Agreement.

Other fees
Payment for extra items and services not included in the residential fees must be paid 
immediately on presentation of an invoice to the Resident or their representative.

Cancellation
A cancellation must be in writing to the Home by the Resident or their representative and 
is valid when received by the Home.

If a short stay is cancelled more than 14 full days before (and not including) the date of 
admission, as stated on the Resident’s Admission Agreement, no fees will be payable, and 
any sums already paid will be refunded in full.

If a short stay is cancelled less than 14 days before the date of admission, as stated on the 
Resident’s Admission Agreement, fees will be payable in full and no refunds will be made.

Termination and Departure
A short-stay Resident will be entitled to reside in the Home for the full period of the short 
stay, as stated on the Resident’s Admission Agreement. Where, with the consent of the 
Home, the departure date is extended, the fees payable will continue at the daily rate and 
the contract will continue for the agreed further days.

Where the Resident chooses to fully vacate the Home sooner than the departure date (or 
agreed extended departure date), the contract will terminate on that date, but the fees 
remain payable in full and no refunds will be made.

The Resident’s room must be fully vacated by the day of departure, as specified on the 
Resident’s Admission Agreement, or as extended with the consent of the Home. 



5. Fees – provisions applicable to long-stay Residents

A long stay is where the Resident is due to stay for more than 28 days, which will be 
specified on the Resident’s Admission Agreement.

Deposit
On signature of the Resident’s Admission Agreement, a deposit equivalent to four weeks’ 
fees is payable.

Residential fees
Residential fees are payable monthly in advance by standing order. If requested, an invoice 
will be sent in advance of the due date to the Resident, their representative or as directed.

Other fees
Payment for extra items and services not included in the residential fees must be paid 
immediately, on presentation of an invoice to the Resident.

Cancellation
A cancellation must be made in writing to the Home by the Resident or their representative 
and is valid when received by the Home.
If a long stay is cancelled more than 14 full days before (and not including) the date of 
admission, as stated on the Resident’s Admission Agreement, no fees will be payable, and 
any sums already paid will be refunded in full.
If a long stay is cancelled less than 14 days before the date of admission, as stated on the 
Resident’s Admission Agreement, two weeks’ fees remain payable.

Termination and departure
The first 28 days for a long-stay Resident is regarded as a trial period and the Resident, 
their representative or the Home can terminate the Resident’s Admission Agreement during 
this period, by written notice of 14 days.

After the trial period the Resident, their representative or the Home can terminate the 
Resident’s Admission Agreement, by written notice of 28 days.

Where notice is given by the Resident or their representative to the Home, the Resident 
will be entitled to reside in the Home until the date of expiry of the notice period. Where 
the Resident chooses to fully vacate the Home sooner than the expiry of the notice period, 
the contract will terminate on that date, but the fees until the expiry of the notice period 
remain payable.

Where notice is given by the Home to the Resident, the Resident will be entitled to stay 
in the Home until the expiry of the notice period, but where the Resident chooses to fully 
vacate the Home sooner, the contract will terminate on that date and fees are payable to 
that date only.

The Resident’s room must be fully vacated by the expiry of the notice period, unless 
extended with the consent of the Home.
 



6. Other notice and termination provisions 

Shorter notice periods by the Home
In addition to the notice provisions above, the Resident’s Admission Agreement can 
be terminated by the Home giving 7 days’ notice in writing to the Resident or the 
representative in the following circumstances:
 a) Where any fees or charges have not been paid within 14 days of the date they  
            were due;
 b) Where the Company assesses that it is unable to provide the degree of care        
            required by the Resident;
 c) Where there has been a serious breach by the Resident or the representative of   
 the terms of this contract, or any Residents’ rules or regulations.

Exceptionally, where the behaviour or other circumstances relating to the Resident are likely 
to be detrimental to the welfare or peaceful enjoyment of other Residents, or to the operation 
of the Home, the Home can terminate the contract by giving written notice of 48 hours.

Where the Home gives notice under this provision, the fees will be payable to the date of 
expiry of the notice period, by which time the Home must have been fully vacated by the 
Resident, but where the Resident chooses to fully vacate the Home sooner, the contract will 
terminate on that date and fees are payable to that date only.

Death
If a Resident should pass away, the contract will terminate immediately, and fees remain 
payable:
 a) for a long-stay Resident – until the later of ten days after the date of death or  
 when the room is vacated. 
 b) for a short-stay Resident – until the later of the expiry of the short stay that has 
 been booked or when the room is vacated.

The Home will discuss all arrangements with the representative or the Resident’s family 
and the Resident’s room will be accessible to them in this period as agreed.

Departure
In any case where notice has been given and the Resident does not leave by the expiry of 
that notice, fees remain payable until they have fully vacated the Home.

Vacation of room
The Resident will have fully vacated the Home when they have left the Home, and their 
room is cleared of all personal possessions, furniture and belongings.

Clearance of room
Where a Resident fails to fully vacate a room by the departure date or expiry of any 
relevant notice period, the Home will be entitled to make arrangements for clearance and 
storage of any items, and any charges incurred may be charged to the Resident or their 
representative. 



7. Fees – general

Payment – method and by whom
Any deposit, residential fees or other fees are payable by the Resident (including by their 
lawfully appointed attorney) or the representative. For long-stay Residents, this must be by 
standing order.

State funding
Where a Resident becomes eligible for state funding (not including NHS nursing care – see 
below) the difference between the state funding and the full monthly fees for the Resident 
at the prevailing rate remain payable by the Resident and/or their representative.

Residential fees
Details of the room to be occupied and the individual residential fees for that room are 
as provided on the Resident’s Admission Agreement. As necessary, this will specify the 
daily rate, the weekly rate and/or the monthly rate payable. Weekly fees are calculated by 
multiplying the daily rate by 7 and monthly fees are calculated by multiplying the daily 
rate by 365 (or 366 in a leap year) and dividing by 12.

Other charges for services and items not included in the residential fees
Payment for extra items and services not included in the residential fees will be charged at 
the rates advertised and details of all charges will be available at the Home, for inspection 
by the Resident and/or their representative. If an item is not shown on the tariff, it will be 
charged at the cost to the Home including any Value Added Tax paid.

How our fees are broken down
Hotel services are 50% of the overall fee. This includes catering, laundry, cleaning, car, 
activities, reception, administration, Bar/Bistro and wages. Care is 25%, which includes 
care hours, medical disposables and equipment and wages. Room is 25%, which includes 
finance, registration, utilities, general overheads and profit.

Review of fees and charges
Fees are normally reviewed once in each year. We will be entitled to increase the monthly 
residential fee for long stays:
a) Upon the first and subsequent anniversaries of the Agreement;
b) At any time if, following a review of the Resident’s care needs, in our opinion the 
Resident’s needs have increased since the time of their first admission or subsequently.
Any fee increase will be notified in writing to the Resident or representative at least four 
weeks in advance and will take effect from the date stated on the notice.

Refunds and deductions
Where any fees or charges remain outstanding at the date of termination of this contract, 
the Company will be entitled to deduct any sums due from any deposit or fees held by 
the Company before making a refund, if any to the Resident or their representative. This 
includes any expenses that may have been incurred for medical, funeral expenses or other 
expenses, where these have been paid by the Home for the Resident.



Absences
In any case of absence from the Home, fees remain payable by the Resident and/or their 
representative. Where an absence extends beyond six weeks, the Company is happy 
to discuss arrangements with the Resident or their representative and will consider a 
reduction.
 

8. Condition upon residency – proof of funding

Prior to admission of a long-stay Resident and as a condition of residency, the Resident 
or representative must be able to demonstrate (by way of bank statements, investment 
statements or confirmation from an Accountant or Lawyer) that the Resident alone, or with 
the representative, has the capability to fund at least four years’ fees at the prevailing rate. 

9. NHS-funded nursing care

Once a Resident has been admitted, if we determine that the Resident might be eligible for 
free NHS-funded nursing care and after assessment this is agreed and paid by the relevant 
Clinical Commissioning Group or funding body, the free NHS-funded nursing care will not 
be refunded to the Resident and the fees payable under the contract will not be reduced by 
the amount of the free NHS-funded nursing care. 

10. Special circumstances

Where a Resident’s affairs are dealt with by a Court of Protection or payment of any fees is 
subject to the sale of any property, the Company is willing to discuss special arrangements 
for payment of fees. Any such arrangements will be as agreed in writing by the Company.

If any such arrangements are not complied with, then the failure to comply with those 
arrangements will be a breach of the Resident’s Admission Agreement.

11. Non-payment of fees and additional charges – interest 

Any amount not paid to the Company on its due date, will bear interest from the due 
date to the date of actual payment at a rate equal to 4% above the base rate of National 
Westminster Bank Plc from time to time. Interest due must be paid together with the 
amount of arrears in question. 

12. Accommodation

Rights of residency
No tenancy of any kind is intended to be created in respect of the room and the control 
of the room occupied by the Resident shall remain with the Home.



Change of room
The Resident shall be consulted by the Home and given four weeks’ notice of any proposed 
change of room, unless impracticable or due to an emergency, and shall be told of the 
reason for the change and details of the proposed change.

This can include for maintenance or repair, redecoration or in order to allow the Home to 
deliver effective and efficient care services in line with the assessed needs of the Resident 
but will only be required where absolutely necessary and any such relocation would take 
place only after discussion with the Resident or their family, where such discussion is 
practical.

Right of access
The Resident acknowledges that the Company shall have, and needs, full, free and 
unrestricted access to the room in order (amongst other matters) to provide the services 
referred to in this contract.
 

13. Personal possessions

We would encourage Residents not to bring high-value items into the Home, but to leave 
them with relatives and bring them into the Home on special occasions only.

With written consent Residents may, in addition to their personal belongings, bring into 
the Home such items of furniture and other items for personal use. Any such items must 
be fire retardant and comply with all relevant regulations and must not disturb the peaceful 
enjoyment of the Home by other Residents and staff.

All electrical items will be tested by the Home’s authorised service personnel annually, at 
the expense of the Home. If such items fail the test, they must not be used and must be 
removed from the Home.

All other costs in relation to these items including eventual removal of such items from the 
Home shall be the responsibility of the Resident or their representative.

Insurance
The Resident agrees to be responsible for insuring the full replacement value of all personal 
furniture and any belongings. The Home shall not be responsible in any way for cash, 
credit cards, cheques, bonds, deeds, documents or personal effects of the Resident unless 
the Home has been negligent or fraudulent or breached this agreement in respect of the 
Resident’s belongings.

Laundry
The Home agrees to provide a laundry service for the Resident’s personal belongings that 
are machine-washable (but not including professional dry cleaning nor hand washing of 
any item). The Home shall not be held responsible for items of clothing damaged in the 
normal process of laundering, unless it has been negligent in providing the laundry service. 
All clothing must be marked with the owner’s name by means of woven name tapes.
  



14. Medical care

The Resident must be registered with a General Practitioner throughout the Resident’s 
stay at the Home and the Home will assist where required to ensure that the Resident is so 
registered.

If a General Practitioner is retained for the Resident on a private basis, the Resident is 
responsible for payment of the fees or other charges of the General Practitioner. Where 
a Resident is treated in the Home and is eligible for benefits from the National Health 
Service, the Home will use its reasonable endeavours to ensure that the Resident receives 
medical attention, drugs and medication that are available under the National Health 
Service.

Other services and personal requirements will, if possible, be arranged upon request but 
the charges for such items will be the responsibility of the Resident.

The Company does not accept any responsibility and will have no liability for the advice 
given or actions taken by any Medical Practitioner, whether the Medical Practitioner is one 
recommended by the Company or not.

All drugs and medications of any sort must be handed to the Manager or senior person 
in charge on admission of the Resident to the Home. Where the Resident is able to self-
administer his or her own medication and wishes to do so, a separate agreement must 
be signed and placed in the Resident’s file. In the event that a Resident wishes to self-
administer any non-prescribed medication, e.g. Paracetamol, the Resident should inform 
the Manager or senior person in charge before doing so – the Company accepts no 
responsibility and will have no liability in such circumstances, unless the Home has been 
negligent or has breached any duty it may owe to the Resident (either arising under this 
Contract or by virtue of any other duty imposed or implied by law).

In the event of any serious illness or emergency or loss of faculties relating to the Resident 
during their residence at the Home, the Company will use all reasonable efforts, if 
practicable in the circumstances, to discuss what arrangements should be made in respect 
of the Resident with the Resident, their next of kin or other person as notified to the 
Company in writing.

The Company is authorised in consultation with the Resident’s General Practitioner 
(where applicable) and the Authority charged with the administration of the Home 
to make such arrangements as are considered to be appropriate by the Company for 
hospitalisation and medical care of the Resident.

15. Miscellaneous

Visitors: Visits are welcomed and encouraged. 
Smoking: Smoking in the Home is only permitted in designated areas.
Pets:  Pets may be brought in to the Home with prior written agreement of 
  the Manager.  



16. Professional matters

The Company does not accept responsibility for the Resident’s personal finances.

The Company will, if requested, use reasonable endeavours to identify professional 
advisors such as financial or legal advisors or medical practitioners to assist the Resident 
in the Resident’s personal affairs, but the Company will have no liability and will not be 
responsible for any advice or action taken by any such professional advisor. 
 

17. Limitation of liability

The Home shall not be responsible for the Resident once they are outside the premises, if 
the Resident leaves the premises and is not accompanied by a member of staff of the Home, 
unless the Home has been negligent or has breached any duty it may owe to the Resident 
(either arising under this Contract or by virtue of any other duty imposed or implied by law).

The Home shall not be liable if there is any interruption to the services where the 
interruption arises due to events beyond the reasonable control of the Home, unless the 
Home has been negligent or has breached any duty it may owe to the Resident (either 
arising under this Contract or by virtue of any other duty imposed or implied by law).

Nothing in these Terms and Conditions shall exclude or limit liability for death or personal 
injury resulting from the negligence of any party or their servants, agents or employees.

18. Complaints

We strive to provide a quality service and require your input to ensure that an appropriate 
level of customer satisfaction is achieved.

We welcome your comments, both positive and negative, regarding the service you receive. 
If you are in any way dissatisfied with our service and would like to register a formal 
complaint, it is vital you follow our Complaints Procedure to ensure we fully consider your 
grievance.

Our Complaints Procedure is displayed within the Home and a copy is included as part of 
the welcome pack you will receive on admission to the Home.

19. Data Protection

The Company shall comply with the Data Protection Act 2018.

The Company gathers information relating to the Resident to allow it to process any 
registration or any booking which is made and for the purpose of issuing invoices and 
generally for the purpose of the Resident’s stay at the Home. It is also used to communicate 
with the Resident, and any other person on any matter relating to the arrangements 



concerning the Resident’s stay including for medical purposes and for the purpose of 
communication with General Practitioners and other health professionals and with people 
who in the circumstances owe a duty of confidentiality, which is equivalent to that which 
would arise if that person were a health professional.

References in this clause to the Company include reference to its agents and subcontractors.

If the Company’s business is sold or integrated with another business, details of the 
Resident, and any other relevant person may be disclosed to the Company’s advisors and 
any prospective purchaser and their advisors and will be passed on to the new owners of 
the business.

If any of the information that the Resident or any other person provides to the Company 
changes, the Resident, Guarantor or any other person liable for the fees must let the 
Company know the correct details by writing to the Manager.

20. Equal Opportunities

The Company shall demonstrate that it supports equal opportunities, will comply with all 
legal requirements and opposes all forms of unlawful discrimination.

21. Variation

The Company shall be entitled to make reasonable modifications to these terms and 
conditions and to any Residents’ rules and regulations. The Company will only exercise 
this power reasonably – variations will be notified in writing and will be accompanied by 
a Statement of the reasons for the variation, which will be provided at least four weeks in 
advance and will take effect from the date stated in the Notice.

22. Notices

Any notice to the Resident or from the Resident will be validly given if posted or hand-
delivered to the Resident or to the Manager of the Home respectively. Where the Resident is 
not making payment themselves, the notice must in addition be posted or hand-delivered 
to their lawful attorney or representative. Notices sent by post will be deemed to have been 
received 48 hours after posting. 

23. Governing law

The Terms and Conditions of this agreement shall be governed by and construed in 
accordance with the law of England and Wales and the parties submit to that exclusive 
jurisdiction of the Courts of England and Wales.
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