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WELCOME TO PEMBROKE HOUSE
This booklet has been designed to tell you a little about life in Pembroke House and to explain the
services and facilities available, and should be useful for new residents coming on board.
The Home is run by the Registered Home Manager Mrs Tarnia Harrison RGN Dip BSs, Deputy
Manager Mrs Natalie Vella and supported by Jonathan Wilkins Administration Manager and the Care
Standard Manager Mrs Zoe Oakley.
The Home has an open door policy. All management are located on the ground floor offices.

SUMMARY OF THE PURPOSE OF THE HOME
Pembroke House is part of the Royal Naval Benevolent Trust and is a Care Home for former Royal
Naval and Royal Marine personnel, their wives and widows of the same, over 65 years of age.
The Home provides both nursing and residential care for up to 55 residents and is registered to take
elderly frail, physically disabled and end of life clients. The exact details of our registration with CQC
can be found on Page 13.

PHILOSOPHY OF THE HOME
On admission, you will find a copy of the philosophy of care on display around the Home. In brief,
the Home strives to promote independence and will encourage service users to mobilise and selfcare within their ability. The Home will uphold the resident’s charter of rights, which can also be
found on display around the Home.
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FACILITIES AND SERVICES PROVIDED FOR YOU
All cabins are single with en suite w/c and hand basins.
Your cabin is provided with:
Bed, bedding and towels
Wardrobe
Chest of drawers
Lockable bedside cabinet
Curtains
Carpet
Overhead light and wall lights
Power sockets
Telephone point
Nurse call system
Smoke detector
Central heating
Wall safe
You will be provided with a key for the drawer and a wall safe on admission and will be responsible
for the safe key while you are here at Pembroke House. We advise you to put all valuables in the
safe in your room. You will be given the safe key on a lanyard, which you should keep on your
person at all times. Large amounts of money should be left in the admin safe on Ground Floor.
Policies surrounding resident money and personal possessions can be found in with administration
manager.
After your 6 weeks review meeting and the signing of you permanent contract, you may bring your
own small items of furniture and furnishings (provided they comply with fire safety regulations) for
your room so far as it is practicable and at the Home Manager’s discretion. Pictures may also go up
on the walls and a phone line may be put in.
Fees:

(applicable to 2020/21 and is subject to change)

Residential £824.00

Nursing £1,155.92 (no FNC)

Residential Respite £872.00

Nursing Respite £1,129.00

£972.00 (with FNC)

Included in your fees is 24-hour care, all meals and refreshments, laundry service, housekeeping
service and in house activities, entertainment and outings.
Not included in the fees are Physiotherapy, Hairdressing, Kinesiology and Chiropody. Services which
require additional payment can be found on page 7.

The Home has free WiFi throughout.
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COVID-19 – NEW ADMISSIONS
As you are aware the Covid-19 pandemic that has spread across the globe. The care home sector
nationally has been particularly affected by this pandemic. However due to our robust infection
control procedures here at Pembroke House and our amazing team we have prevented the spread
of this virus into the Home.
DISCLAIMER: We cannot guarantee the spread of Covid-19 or any other virus will be prevented from
coming into the Home. However we will use every possible measure to ensure we prevent and
mitigate against contraction within the Home.
Below are the procedures we have in place for any prospective resident coming into the Home:
1. Any new resident coming into the Home must go into our isolation unit for a period of 10
days.
NOTE: each new resident will have their own room in this area and will be looked after 24
hours a day. They will be looked after by carers in full PPE whilst in isolation. This is to
safeguard both the resident and staff.
Whilst in isolation we encourage the resident to bring with them items from home to keep
them occupied during these 10 days. Examples can include TV’s, tablets, books, knitting etc.
2. A swab will be conducted 7 days after arrival.
3. The result of the swab will determine the length of stay in isolation - results usually take
between 48 to 72 hours to be returned.
a. If the result of the swab is Negative then the resident will be allowed out of isolation
on day 10.
b. If the result of the swab is Positive then the resident will remain in isolation for a
period of 4 weeks. On week 3 the resident will be swabbed again. The result of this
swab must be negative.
NOTE: Should the result of the swab be positive the resident will be under constant
supervision to monitor their health. Should their medical need escalate a transfer to
hospital will be arranged.
4. Once negative and asymptomatic for 2 weeks the new resident can join the rest of the
residents in the Home.
It may be a daunting prospect going into isolation for a period of time. However rest assured we will
make this a more relaxed homely feel than you might envisage.

VISITORS
Visits in care homes have been altered due to the Covid-19 pandemic. Current government guidance
only permits 1 appointed visitor per resident. The appointed visitors are encouraged to visit
regularly. Visits are currently held in our dining room area by the main entrance. The frequency of
these visits are once per week Monday to Friday; a Saturday for those with exceptional
circumstances.
The day and time for these visits can be arranged with the admin team.
NOTE: We ask that this day and time remain the same time every week due to the volume visits
each week.
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The visitors will be required to have their temperature taken upon arrival, as well as disinfecting
their hands with alcohol gel.
We ask that visitors who display the following symptoms - high temperature, a new continuous
cough, loss of taste and sense of smell - remain at home and call 111.
In addition, if a visitor has had diarrhoea and or vomiting they must be clear and symptom free for
48 hours prior to visiting.
All visitors will be provided with a visor to keep and will be required to bring and wear their visor for
the duration of their visit. These visors allow for those residents short of hearing to better
understand and hear their visitor. Should you feel the need not to wear one, a mask must be worn in
its place at all time during the visit.
These visits must remain at a 2 metre distance to safeguard the resident.
Should any of the rules of the visits be broken i.e. visors removed and or distance closed to less than
2 metres we will terminate the visit immediately.
If the pandemic continues to increase the Home Manager / Deputy Home Manager can shut the
Home to admissions and any visitors to protect the staff and its residents.
We understand that this can be upsetting to residents not having contact with the entirety of their
family and vice versa. However Pembroke House has done its upmost to ensure the safety of its
residents and staff and will continue to do so. We have maintained visits, where permitted by
government, to the best of our ability. We continue to adapt our policies to align to government
guidance, whilst always keeping our residents at the forefront of our mind with every decision made.
Tablets and laptops are available around the Home. Video calls can be made at the request of family
or friends. We’re more than happy to facilitate these calls where possible.
Should you wish to discuss anything listed above, the management team will be more than happy to
answer any questions you might have.

VOLUNTEERS
Relatives are always welcome to join the Friends of Pembroke House who are a team of volunteers
that offer their assistance to help at functions, activities and to escort on many of the outings. Their
help is of enormous value as it allows more residents to participate and enjoy the many activities
and events held throughout the year.

NOTE: All of our volunteers are swabbed for Covid every week with the staff.
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Residents are encouraged to participate in our surveys, questionnaires and
resident meetings.

PROPERTY AND VALUABLES
A property list is drawn up on admission. Please inform staff of any additional items brought in after
admission. Residents’ personal effects are the responsibility of the individual resident and the Home
would respectfully request that all items of value be locked in the safe in your room.
Large sums of money should not be kept in resident’s rooms, but you may open an account in the
clerical office, where you can deposit up to £250. We would advise for your security that you only
withdraw up to £50 per transaction, during opening hours. You are of course able to draw out any
sum of money if needed.
If there is a loss of personal property please inform a member of staff so that it can be documented
and management can deal with it accordingly. Our insurance covers residents’ personal effects to
the sum of £2,500.

TELEPHONES AND COMPUTERS
You may have your own telephone line and /or internet connected in your cabin at your own
expense, once a permanent contract of residency has been agreed with the Home.
Another option is to have a mobile phone. Head of Administration can give you details of easy-touse, cost effective phones that only enable you to make calls and receive calls, with no complicated
set up.
Please inform the clerical officer of your personal phone number-located on the Ground Floor
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COMMUNAL SPACES AND INFORMATION
Television
There are two lounges on the ground floor. Cable television is also available in the large lounge.
There are also TV points in your own room. If you wish to have ‘Sky tv’ you would need to purchase a
NOW TV box from local retailers that plugs into the aerial socket
You may wish to have a television in your own cabin. If you are under 75, you will need a
Concessionary Television Licence which can be arranged through the Home.
Perhaps you prefer good conversation, or reading, in which case there are other communal spaces
such as the ‘Bridge’ with views across the Medway, and a conservatory, which overlooks the
beautiful gardens.

MEETING PEOPLE
The Quarterdeck
This is a vibrant area of the Home and is situated on the ground floor. It houses our hair salon and
NAAFI, which are open daily for you and your visitors to enjoy.

Garden
Pembroke House is surrounded by beautiful landscaped gardens incorporating a secluded walled
courtyard in which you can spend many a pleasurable hour reading, talking to friends, playing
croquet or putting. There is also a garden roof terrace that looks across the River Medway on the
first floor.
The garden has raised flower and vegetable beds and a greenhouse. If you like gardening there is
opportunity for you to tend part of the garden or to plant in the greenhouse with the help of the
gardener.
If you require assistance to access the garden, please ask a member of staff.

Bar
A licensed functions cash bar is located on the ground floor. A pub quiz is held every Thursday at
14.30hrs (unless otherwise notified). Other events taking place with the bar open are displayed on
the notice boards.
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AROUND THE HOME
Alcohol
Residents are permitted to hold alcohol in their cabins. However, Management reserve the right to
remove this privilege if this proves to be detrimental to the residents’ own health or a nuisance to
others.

Electrical Equipment
All electrical items brought into the Home must be tested for their safety by the maintenance staff
before use.

Furniture
Residents are encouraged to personalise their cabins but all items must meet current Fire Regulation
Standards.
Furniture and personal possessions should be named and Pembroke House is not liable for loss.
Sometimes if there is a change of circumstance either medical or physical, management reserve the
right to remove items of furniture from the cabin if it impedes the health and safety of the resident
or staff wanting to administer care. If this occurs, family will be asked to remove the furniture, as
there is a lack of storage facilities at Pembroke House.
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Fire Alarms
Should the alarms sound please stay in your room and wait for instruction from staff. DO NOT
PANIC. If necessary, you will be directed away from the fire to a safe zone. If you do not see staff
immediately, it is because you are in a safe zone and you should remain where you are. Everyone in
the building will be told when it is safe to resume as normal. The lifts are NOT to be used.
The fire alarms are tested every week. Please listen to the alarm sound.

Security
The Home has security in the form of CCTV cameras ensuring all key points around the Home can be
viewed and recorded. We also have cameras inside the Home but these are NOT positioned to see
inside any residents rooms.

SERVICES (*additional fees apply)
Newspapers*
Newspapers can be ordered and paid for via Reception. These will be delivered to the nurse base on
your floor. Please feel free to go to the nurse base and collect if you are able, alternatively staff will
deliver.

The Hair Salon*
There are several hairdressers who use the salon which is located on the quarterdeck and you are at
liberty to select your own hairdresser. You can book appointments at reception at very reasonable
prices.

The NAAFI*
The shop located on the quarterdeck is open every day from 10.00-12.00hrs.
You will find a selection of sweets, snacks, toiletries, batteries, stamps etc for sale. This is a favourite
spot for meeting up and enjoying your favourite coffee from Latte to Cappuccino, hot chocolate and
tea.

Chiropody*
There will be some residents, due to medical conditions, who will require podiatry services, which
will be arranged for you. Also a chiropodist visits the Home approximately every 6 weeks at a very
reasonable rate. Please feel free to use your own chiropodist if you prefer.

ACTIVITIES
Pembroke House is a very active Home, partly because of the naval connections and partly due to a
programme of daily events devised by our Activities Co-Ordinator and her assistant. Due to our
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Naval links the Home receives many invitations to attend outside events such as the Buckingham
Palace Annual Garden Party and the Cenotaph for Remembrance Day. Every effort is made to
ensure all residents are given equal opportunity to be involved wherever possible.

Laundry
All items of personal laundry may be washed at Pembroke House. The laundry department strive to
ensure a 3-day turnaround for personal clothing. All articles of clothing must be named prior to
admission. Pembroke House cannot take responsibility for any un-named items. Nametags are
preferred and the forms can be obtained from the laundry. Articles that require dry cleaning can be
sent off premises at the service user’s request and own expense.

Housekeeping
All rooms are cleaned on a daily basis by our team of domestic staff. There will be times when you
are asked to vacate your room for a few hours for thorough cleaning to take place, as this involves
carpet cleaning.

Head of Administration
Jonathan Wilkins is able to give you administrative advice and support. His office can be found on
the second floor and is open to residents and their families Monday to Friday 08:30-16:30.

Reception
There is a post box in reception for any letters you would like posted. Please ensure the correct
postage is paid. Stamps can be bought from the NAAFI as well as reception and the clerical office,
and mail will be posted at the end of each working day.

Transport
The Home boasts two vehicles, a mini bus and smaller vehicle with wheelchair facility, for the benefit
of the service users, to attend events.
Please note that seat belts must be worn at all times whilst travelling on the Pembroke House
minibus.

Escorts
There will be a requirement for family and/or representative to escort you for the purposes of
hospital, GP, dentist and optician appointments etc. This applies to both residential floors.
The cost of providing escorts and transport for nursing clients is included in the standard weekly fee.
Residential residents will have to book their own transport for all appointments. This can be done
with either the Clinical Clerical staff or by yourself. The cost is payable by the resident for the taxi.
Useful phone numbers are on the separate sheet of paper in your cabin.
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MEALS
Your dining room is on the same floor as your room. A member of staff will assist you if you are
unable to get there independently.
Mealtimes are

Nursing Floor

Residential Floor

Breakfast

08.00hrs

Lunch

12.30hrs

Supper

17.00hrs

Breakfast

08.00hrs

Lunch

13.00hrs

Supper

17.30hrs

Family and friends have the opportunity to take lunch with you privately if it is booked 2 days in
advance. Details of prices for a three-course meal and booking form are available at the clerical
office and when the office is closed, from the Matron. Payment should also be made at the clerical
office.
A full week’s menu is on the notice board outside each of the dining rooms.
Hot and cold beverages are served on each floor at approximately:10.00hrs

15.00hrs

20.00hrs

Should you require tea/coffee/biscuits or a snack at other times please request from the care staff.
When the shop is closed, visitors may request hot drinks from the care staff.
There is a residents’ menu planning meeting every three months and the menu is discussed with the
residents. This incorporates a winter, spring and summer menu.

FOOD HYGIENE
The kitchen is regularly inspected by the local food authority and Food Hygiene Inspectors.

The most recent assessment was given five stars (11th January 2018)
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GENERAL
All residents are invited to attend Resident Meetings, which are generally held four times a year,
sometimes more depending on matters arising. Dates and times of meetings will be put up on the
notice boards.
We also have a Resident’s Liaison Representative who comes in to the Home on the first Monday of
the month to discuss any queries with the residents. This is on a one-to-one basis.

Donations
Staff and volunteers are not permitted to receive gifts or legacies. However, anyone wishing to make
a donation may do so via the Home Manager. Those who would like to donate to Pembroke House
specifically should make their cheque payable to ‘RNBT Pembroke House’. Cheques made payable to
‘RNBT’ will go to help the wider RNBT family of beneficiaries in the community. There are also ‘gift
aid’ forms available from the clerical office.

Notice boards
Notice boards are on all floors outside the dining rooms and give information regarding the full
programme of events throughout the year, weekly activity events, weekly menu, all meetings and
news bulletins.

Pets
Pets are not permitted in residents’ cabins. However, they are welcome in the grounds on a lead or
in the lounge by prior arrangement.

Medications
Homely remedies can be brought in by the resident. We would ask that the resident inform
the person in charge of the floor so that we can check the over the counter medication with
what has been prescribed by your G.P.

Staffing Arrangements
We have the following staff on duty on each floor throughout the day:
Ground Floor – 1 x RGN, 4 x Health Care Assistants
First Floor – 1 x Medicator, 3 x Health Care Assistants
Second Floor – 1 x Medicator
Overnight the staff are as follows:
Ground Floor – 1 x RGN, 2 x Health Care Assistants
First Floor – 1 x RGN, 2 x Health Care Assistants
Second Floor – 1 x Medicator
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LOCAL COMMUNITY
Buses - Gillingham bus station (within walking distance) provides buses to all areas.
Post offices - Can be found in Watling Street or Sturdee Avenue.
Main shopping centre - Gillingham Town Centre approximately ½ mile away.
Churches
Nearby Christian churches include:Church of England
St Barnabas, Nelson Road, Gillingham
Roman Catholic
Our Lady of Gillingham, Ingram Road
Tele: 01634 852979
Methodist

-

Third Avenue, Gillingham
Tele: 01634 575139

Interdenominational services are held in the Home from time to time. The Home will strive to meet
diverse religious and cultural needs of our service users, to the best of our ability.

LOCAL SHOPS
Newsagent/general stores can be found in Canterbury Street, Gillingham.
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COMPLAINTS
Should you have a complaint/concern regarding a care issue please see the Care Standards Manager
in the first instance. If you feel that the issue has not been dealt with efficiently then the Home
Manager or Deputy Home Manager are happy to see you.
A copy of the complaints procedure can be found on the door of your cabin, as well as around the
Home.

CARE STANDARDS
As a registered Home the Care Quality Commission make announced and unannounced visits to
inspect the Home to ensure we are complying with National Care Standards. There are copies of
inspection reports in the Home and they can also be accessed on www.cqc.org.uk or

Care Quality Commission South East
Citygate
Gallowgate
Newcastle Upon Tyne
NE1 4PA
Social Services
Gillingham Integrated Team
01634 331287
•
•

The latest CQC inspection report can be found in reception.
It was rated overall as “GOOD”
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Royal Naval Benevolent Trust
Head office
Castaway House
311 Twyford Avenue
Portsmouth
PO2 8RN
Telephone Number: 02392 690 112

Details of Pembroke House’s CQC registration

Regulated services/activities
CQC register Pembroke House to carry out the following legally regulated services here:

•
•

Accommodation for persons who require nursing or personal care
Mr Robert George Bosshardt is responsible for these services.
Mrs Tarnia Dawn Harrison is the registered manager for these services at this location.
The Registered Provider must only accommodate a maximum of 55 service users at
Pembroke House.

•
•

•
•

Treatment of disease, disorder or injury
Mr Robert George Bosshardt is responsible for these services.
Mrs Tarnia Dawn Harrison is the registered manager for these services at this location.
Diagnostic and screening procedures
Mr Robert George Bosshardt is responsible for these services.
Mrs Tarnia Dawn Harrison is the registered manager for these services at this location.
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The key personnel in the Management Team are:Mrs Tarnia Harrison

Natalie Vella

Registered Home
Manager

Deputy Home
Manager

Mrs Zoe Oakley

Mr Jonathan Wilkins

Care Standards
Manager

Administration
Manager

Other personnel around the Home are :Miss Laura Grant
Mrs Mandy Isham
Miss Clare Freindorf
Miss Kelly Kirtley
Mr Gary Cook
Mrs Karen Akehurst
Mrs Ruth Swandale
Mr Dan Swandale
Mrs Mandy Fallon

-

Health & Wellbeing Co-Ordinator
Clinical Clerical
Clinical Clerical
Events & Hospitality Co-Ordinator
Head Gardener
House Keeper
Kitchen Manager
Maintenance Manager
Management Support Officer
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