
 
 

AGENCY STAFF HANDBOOK 
 

For General and Specialist. Nurses, Theatre Staff and Healthcare Assistants 
 

Agency Worker Handbook Declaration 
 

IhavereadacopyoftheAgencyWorkerHandbookwhichoutlinesthegoals,policies,benefitsandexpectations of Balm 
SolutionsLtdanditsClients,aswellasmyresponsibilitiesasanAgencyWorker.Ihavefamiliarisedmyselfwiththeconte
ntsofthisHandbook.Bymysignaturebelow,Iacknowledge,understand, 
acceptandagreetocomplywiththeinformationcontainedintheNMC’s“StandardsforMedicines 
Management”, 2008 (Cover 2010) and the Agency Worker Handbook provided to me by Balm Solutions Ltd. I 
furtherconfirm that I am aware that I must notify Balm Solutions Ltd about any changes regarding my Fitness 
to Practiceand/orto ProfessionalRegistration immediately. 

 

Iunderstandthishandbookisnotintendedtocovereverysituationwhichmayarisewhilstonassignment,butissimplyagen
eralguidetothegoals,policies,practices,benefitsandexpectationsof Balm SolutionsLtd. 

 

I give Balm Solutions Ltd the right to access my details within the Disclosure and Barring Service (DBS) 
Update ServiceifI am a registered user. 

 
UpdatestothisHandbookwillhappenfromtimetotime.Wheneverthishappens Balm SolutionsLtdwillnotifyme. 
Iagreetofamiliarisemyselfwith thesechangesbeforeundertakinganyfurther shiftsthrough Balm SolutionsLtd. 

 

IunderstandthattheAgencyWorkerHandbookisnotacontractofemploymentandshouldnotbedeemedassuch. 
 

PrintName………………………………………………………………… 
Profession…………………………………………………………………. 
RegistrationNo………………………….………………………..…… 
Signature………….…………………………………………………..….. 
Date…………………………………….……………………………..…….. 

 

I hereby give permission for Balm Solutions Ltd to allow access, as a minimum, to my personnel files as part 
of anyofficial audit, or Client compliance purposes, carried out by, but not limited to, NHS Buying Solutions 
and/orany person authorised by the NHS Authority. These personnel files will be viewed in accordance with 
therequirementsof the Data Protection Act 1998. 

 

Signature:………………………………….………………….Date:………………………………..……………
……………...…………. 
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Introduction 
 

Welcome to Balm Solutions Ltd and thank you for choosing to work with our company. Our aim is to provide 
aneffective agency healthcare recruitment service to both our Clients and our Agency Workers. As a 
healthcare recruitment agency, we operate nationwide which means regardless of where you are based, we will 
be able to help youfind your ideal healthcare role. We have built a solid reputation since the company was 
established and continueto provide a quality service. We are dedicated to offering our Agency Workers an 
exemplary service throughwhichyou can develop your career, byofferingchoiceand convenience 
alongwithprofessional support. 

 

Thishandbookcontainspolicies,proceduresandstatementsthatareinformativeand whichwillbeofassistance to you 
during each assignment you undertake. It is not practical for such a handbook to coverevery situation which 
may arise during the course of your assignments, nor does its content replace 
anypoliciesandprocedureswhichmaybeinplace atthehospital,trustorhometowhichyou areassigned. 

 

You should read it thoroughly and familiarise yourself with the information provided. It includes a number 
ofguidelines and standards required under the Framework Agreements we have with the NHS, our care homes. 
It is importantthat you fully understand everything covered in it. Whilst this handbook outlines Balm Solutions 
Ltd’s own policiesand standards, these do not supersede the national guidelines of the NMC and any other 
professionalmembershipbodies. 

 
Parts of the Handbook will be updated from time to time to reflect any changes. Whenever this happens, 
wewill give you notification. It is your responsibility to review the changes and seek advice if you do 
notunderstand any of the contents of this handbook. It is important that you thoroughly read through 
thehandbook and understand what is required of you. If you have any questions, please raise them with Balm 
Solutions Ltd at theearliestopportunity. 

 
Onbehalfofalltheteam,wewouldliketotakethisopportunitytowelcomeyouto Balm SolutionsLtd. 



 
 

Workingfor Balm SolutionsLtd 
1. Compliance 

 

TheprocessofreachingandmaintainingcompliancewithgovernmentlegislationandClientrequirementsaremanagedf
oryoubythe Balm SolutionsLtd'scomplianceteam. Balm SolutionsLtd’sComplianceTeamworkswithlocal 
BranchManagers,Consultantsand,initiallytoensurethatallnewapplicationsare 
processedefficientlyandaccuratelyandtomaintaineachAgencyWorkers’recordsatfullcompliance,ensuring that 
you never find that you are unable to work in a particular area because an item in your file ismissingor has 
lapsed. 

 
Once your recruitment file, including qualifications, references, health & training has been established, youwill 
be offered work. We will alert you whenever any of your documentation requires updating, and youshould 
immediately take steps to ensure that these items are updated. In most instances many of ourcontracts do not 
offer any grace period so once a document has expired, you will be required to immediatelystop working. In 
the case of annual training, a refresher course should be booked in good time to ensure nogapsinyourwork 
offerings.Please contact Balm Solutions Ltd ifyourequire any assistance. 

 

Your timesheet is a crucial document that generates the invoice to the Client and our payrolldepartment.You 
must ensure that the information on these timesheets is accurate and a true reflection of hours 
worked.Timesheets are subject to scrutiny and audit by our own company and the Client. Any discrepancies 
will benoted and investigated accordingly. The following guidelines will help ensure you are paid correctly 
and ontime. Please read carefully. 



 
 

2. Timesheets,Payment,TaxAndNationalInsurance,SicknessBenefit,WorkingTimeRegulationsandHolidayA
llowance,andInsuranceGuidelines 

 

 Timesheets 
• Pleasecompleteyourtimesheetinfull. 

• Printclearlyyourname,employeenumber,nameoffacility,nameofwardorunit,weekending,andyourbookingor 
reference number foreach shift. 

• Completethedateandensureitiswrittenintherightbox 

• Ensurethetimesheetissignedatthesideofeachshift,andagainatthebottom 

• Ifthetimesheetisnotsignedatthebottom,itcannotbeprocessed. 

• LeaveonecopyofthetimesheetwiththeClientonceitissigned,keeponecopywithyourselfandpostonecopy to 
theaddresson thetimesheet. 

• Payisweeklyalways ona Fridays,unlessagreedotherwise. 

• Yourtimesheets need tobe inby12:00PM Mondaytoensure you arepaid thefollowing Friday 
• Weadvisethat yousend your timesheets as soon as possibleeach week to make sure they arriveon time. 

• Kindlyensureyouputtheappropriatepostagewhensendingthetimesheetbypost.Ifyoudonotputenoughpostage on 
yourtimesheets,they can bedelayed forup to4-6 weeks. 

• Alwayscarrytwoorthreetimesheetswithyou.Calltheofficeifyouneedmoretimesheetsandwewillpost 
or email them out to you. 

 
If you have a payroll enquiry, please contact the office and ensure you have your timesheet copy to hand aswe 
will need your timesheet reference number toassist you. We will endeavour toresolve your query assoonas 
possible. 

 
 

 Rates OfPay 
Different pay rates apply to different assignments and details of pay rates are given to you when you join Balm 
Solutions Ltd and they are updated annually, as pay rates change. It is a good idea to confirm which rate of 
payapplies, when booking shifts and which clinical grade you have been booked at. This ensures that you 
cancompleteyour timesheet accurately before asking thenurse/team leader inchargeto sign it. 

 

 Travel 
The general rule is that travel allowances are not paid for NHS assignments. You may find, however, 
thattravelallowanceswillbepayablefornon-NHSassignments,whereasetdistanceisexceededandifsothiswill have 
been discussed at the time that the booking was made. The mileage rates and criteria for claimingtravel 
allowances are set out clearly on the rate of pay sheets and, given that they are subject to audit, youshould 
carefully check andrecord the distance forwhich you makea claim. 

 

 MethodofPayment 
Payment will be made by Bankers' Automated Clearing Services (BACS) directly into your 
bank/buildingsociety account on a weekly basis. A payslip detailing how your pay has been calculated and 
showing anydeductions made will be posted to your home address or emailed to you. Please remember to let 
us know if you should changeyour personal circumstances, e.g. change of address or bank details. Please note 
that we will not accepttelephonechangestoyourbanking/buildingsocietydetails. Allchangesmust beinwriting via 
Balm SolutionsLtd. 



 
 
 

 TaxandNationalInsurance 
Although Agency Workers are self-employed, unless registered as a Limited Company, Balm Solutions Ltd is 
requiredby law to treat you as though you were employed, for the purposes of PAYE and Class 1 National 
InsuranceContributions only. You are required to pay income tax on your earnings (if they exceed the 
threshold for thecurrent financial year). The rules affecting people working through agencies are contained in 
Section 134 TA1988 (formerly Section 38, Finance (No. 2) Act 1975). If you have any queries regarding your 
tax code or feelthat you may be entitled to additional allowances, please contact the tax office direct. They can 
adjust yourtax code if appropriate. If Balm Solutions Ltd is not your main source of work for tax purposes and 
there are issueswithoverpayment oftax and otherincomeissues, itisalsoadvisabletodiscussthese with 
theInlandRevenuedirect or via theirweb site. 

 

Deductions in respect of Class 1 National Insurance will, unless registered as a Ltd Company, normally also 
bemadeby Balm SolutionsLtdonyourbehalf,ifearningsexceedtheNationalInsurancethreshold, 
IfyouareentitledtopayreducedNationalInsuranceorareexemptfrompayingcontributions,youmustproducetheappro
priatecertificate,before undertaking anyassignments. 

 

 NationalInsuranceBenefits 
If you have made sufficient NI contributions you may be eligible for certain Social Security Benefits: 
StatutoryMaternityPayIncertaincircumstances,pregnantAgencyWorkersmaybeeligibleforStatutoryMaternityPa
y through Balm Solutions Ltd or Maternity Allowance from their local Social Security Office. If you are 
pregnant, youmust: 

 
Inform Balm Solutions Ltd that you are pregnant and he/she will arrange for a Risk Assessment of your 
workingenvironmenttobeundertakeninordertoidentifythetypeofassignmentsyoucan(orcannot)undertake. 

 

ObtainyourMATB1fromyourDoctor orMidwife andpass thistoyourlocaloffice. 
 

Obtain fromyour local SocialSecurityOffice,leafletsFB8'Babiesand Benefits'and NI17A'A Guide 
toMaternityBenefits'. 

 
Please sent the MATB1 form to Balm Solutions Ltd, who will liaise with our payroll department be able to 
determinewhether SMP is payable through Balm Solutions Ltd. Agency Workers whoare considered tobe 
ineligible will begiven a completed SMP1 form, which together with their MATB1 form should be forwarded 
to their localSocialSecurity Office, witha request toconsider the paymentofMaternity Allowance. 

 

 StatutorySickPay(SSP)/SicknessBenefit 
Because yours is a "Contract" for the period of each day, Balm Solutions Ltd does not usually pay sick pay. 
You shouldmake enquiries at your local DSS office with regard to sickness benefit.  If you have an assignment 
bookedand you are unable to complete the assignment, please contact Balm Solutions Ltd as soon as possible 
to report thisso that a replacement Agency Worker can be supplied. Other Benefits: You may be eligible for 
other benefits,detailsof whichmaybe obtained fromyourlocalSocialSecurityOffice. 

 

 WorkingTimeRegulationsandStatutoryAllowance 
UndertheWorkingTimeRegulations(WTR),AgencyWorkers’workingtime(includingPlacementsandservices 
provided personally to anyone else) should not exceed 48 hours per week (averaged over a period 
of17weeks).Nightduty hoursmustnotexceed8 hours in24hours(averagedover17 
weeks).However,AgencyWorkerswishtowaivethisright,arerequiredtodeclarethisonjoiningtheagency.AgencyW
orkers 



 
 

can withdraw the option to work in excess of 48 hours per week at any time by providing 3 months 
writtennotice.  Working time shall include only the period of attendance at each individual Placement. It shall 
notincludetravelling time. 

 
The holiday year runs from 1st January to 31st December. As an Agency Worker you start accruing 
holidaypay as soon as you begin work through us and can request this from us at any time. Holiday entitlement 
is upto 5.6 weeks in any holiday year, pro-rata, for workers who work less than full time hours. Any holiday 
paythat you accrue must be taken before the end of December, as the holiday year runs from 1st January to 
31stDecember(anyoutstandingbalanceofholiday paynot claimedbythis datewill belost). 

 

Holiday pay rate is calculated as an average of the pay rates you have received over the previous 12 weeks. Itis 
each Agency worker's responsibility to claim his or her holiday pay, and Balm Solutions Ltd will not send 
reminders,nor will Balm Solutions Ltd be responsible for loss of holiday payments.  You may not work whilst 
on holiday. It issimple – holiday is a necessary period of rest. You may not claim holiday for weekends, unless 
these are usualworking days for you. To claim Holiday Pay please contact Balm Solutions Ltd. Holiday pay is 
not applicable to anyAgencyWorker registered as aLimited Company as itis already included intherateof pay. 

 

 InsuranceGuidelines 
All B a l m  
S o l u t i o n s LtdAgencyWorker
s 

 
areself-employedand areresponsiblefortheirownactions,errorsor 

omissionsatwork.YouarethereforestronglyencouragedtotakeoutPersonalAccident,ProfessionalIndemnity/Malpr
actice and Public Liability insurance policy appropriate to your needs, which will provideadequate cover. If 
you are a member of a professional body you should check the cover that may be includedwith 
yourmembership. 



 
 
 

3. BookingShifts,Communications,Attendance,TimekeepingandCancellations 
 

Booking Shifts: Please book your shifts by telephoning Balm Solutions Ltd. Regular and effective contact is 
vital so wecanfindyou thework youwant. Letus knowyouravailabilityandkey requirementsasoftenas necessary. 
As an agency that provides a quality last minute shift requirement service, we need to ensure that we 
alwayspresent professionally and efficiently. Clients rely on our company to source quality staff to fill 
shortfalls intheir staffing needs due to sickness, annual leave and rota shortages. When we fill a shift, we need 
to ensurethisisupheldand doesn’tleave our clientshortstaffedand patients/residents atrisk. 
We appreciate that sometimes unavoidable things do occur however you must always try and give us 
asmuchnoticeas possible if you have to cancela shift. 
Ifyoufeelslightlyunwell,butareunsureifyouwillneedtocanceltheshiftstilladviseusofthesituationsowecan be 
prepared ifa replacementisneeded. 

 

To cancel a shift you have already accepted, please phone Balm Solutions Ltd immediately. Shift cancellations 
will notbe accepted bye mail ortext. 

 
Pleasebeaccessible byphonewhenyouhave saidyou willbe available. 

 

Pleaseensureyoualwaysarriveforworkatleastfifteenminutesbeforetheshiftisduetostart.Thiswillallow you to find 
your ward/care home, store your belongings, change into your tunic and introduce yourself to theNurse/ team 
leader inCharge orManager. 

 
If running late for work, please contact Balm Solutions Ltd or the main Balm Solutions office immediately. 
Always call beforethe shift is due to start and please give a realistic estimated time of arrival. If your journey is 
further delayed,pleaseupdateus again. 

 
It is always better for us to call ahead and inform a client of lateness, than the Client calling us looking for 
aworkerrunninglate.Thiswilllookunprofessionalandmayaffectfuturework allocationfromthatClient. 

 

Allow plenty of time to travel to work, particularly if travelling by bus or tube, which are frequently 
subjectedtodisruptions/strikes and canrun behind time. 
When travelling to a new establishment, please plan out your route carefully and ensure you have all thetravel 
information you need before you leave home- if you need assistance planning your journey, Balm Solutions 
Ltdwillbe happyto do this for you. 

 
It is not acceptable if you fail to inform us of your delayed arrival due to: no mobile phone credit, no 
numberfor Balm Solutions Ltd. Please make sure your mobile phone credit is topped up and you have Balm 
Solutions ltd’s maincontactnumber saved: 
Phone Number:02081679875/07727884498 



 
 

4. BeforeYou Start Work 
 

 GeneralObligations 
 

1) As an Agency Worker to be deployed in the provision of the Services you need to be aware that at all 
timeswhilstonthe Client’s premises you: 

 

a) areunderthe directionandcontrolof theClientat alltimes. 
b) mustworkasdirectedbytheClientandfollowallreasonablerequests,instructions,policies,proceduresandrulesofth
eClient (includingany racialdiscrimination andequalopportunitiespolicies); 
c) shallnotneglect,norwithoutdueandsufficientcauseomit,todischargerequired 
taskwithin the terms of the engagement; 

promptlyanddiligentlya 

d) shallnot makeunnecessaryuseofauthorityin connection withthedischargeofthe provision oftheServicesand 
engagement instructions; 
e) shallabidebytheWorkingTimeRegulations1998andwhereapplicable,NewDealrequirements; 
f) shallnotactinamannerreasonablylikelytobringdiscreditupontheClient; 
g) shallnotunlawfullydiscriminateforanyreason; 
h) shallnotfalsifyrecords,timesheets,expensesorattempttode-fraudtheClient inanyway; 
i) shall not corruptly solicit or receive any bribe or other consideration from any person, or fail to account 
formonies or property received in connection with duties performed under the provision of the Services on 
anengagement; 
j) shall observe the highest standards of hygiene, customer care, courtesy and consideration when working 
inahealth service environment; 
k) shall keep confidential information howsoever acquired whether relating to the Client, its business 
orrelatingtopatients,includingbutnotlimitedtopatientidentity,clinicalconditionsandtreatment; 
l) shallbecompetentinunderstandingandusingbothwrittenandoralEnglish; 
m) shall be able to communicate effectively with the Client’s staff, other healthcare workers, patients, 
residentsand the generalpublic; 
n) behelpful,pleasantandcourteous; 
o) havegoodtelephoneskills; 
p) shallhavelegiblehandwriting; 
q) shallbeconfidentandabletodealwithClient’sstaffatalllevels; 
r) shallbeabletoworkwithminimumsupervision,whereappropriate; 
s) shallbepromptandpunctual; 
t) shallmaintainproperstandardsofappearanceanddeportmentwhilstatwork; 
u) shall be properly and presentably dressed in such uniform and protective clothing, or otherwise, as 
agreedbetweentheParties; 
v) shall display your photo ID badge on your clothing at all times during an engagement when they are on 
theClient’spremises. 
w) shall not wear the uniform, protective clothing, photo ID badge or use the equipment on the 
Client’spremisesunless fulfillingthe terms ofthe agreed engagement; 
x) shall not engage in any form of physical or verbal abuse, threatening behaviour, harassment/bullying or 
beotherwise uncivil to persons encountered in the course of work; y) shall not at any time be, or appear to 
be,on duty under the influence of alcohol or drugs; z) shall not at any time be, or appear to be, in possession 
offirearmsorotheroffensive weapons; 



 
 

 FitnessforPractice 

As an Agency Worker with Balm Solutions Ltd you are required to sign a statement at recruitment 
registrationconfirming that you are aware that you must notify Balm Solutions Ltd about any changes to your 
professionalregistrationimmediately.Equally,youarerequiredtodeclarebeforeeachoccasiononwhichyouaredeplo
yedintheprovisionofServicesvia Balm SolutionsLtdthatyouarefittopracticeatthattime.Shouldyounotbe able to 
give this declaration truthfully, then Balm Solutions Ltd will be required to provide an alternativeAgency 
Worker. 

Please note: Any Agency Worker failing to maintain appropriate up to date, current professional 
registrationwill be withdrawn from active assignments until professional re registration is effective. Registered 
Nursesfailing to maintain current professional registration will not be allowed to work as a healthcare 
assistantduringthis period of non-registration. 

You should not declare yourself to be fit to practice if you are suffering from any of the following 
conditions:vomiting, diarrhoea or a rash. You should inform the Client, and Balm Solutions Ltd, if you 
become injured ordiagnosed with any medical condition. You MUST also let us know if you are pregnant. If 
you are concernedthat your assignment involves unnecessary risks to your health or fitness, or that of your 
unborn child, pleasedonot hesitate to contactus. 

The Client may request that you undergo a medical examination before any occasion on which you 
areinvolvedintheprovisionoftheServices.TheClientshallinstructyouofthecircumstancesandreasonsforthe 
medical examination. The Client shall be entitled to refuse to allow you to be involved in the provision ofthe 
Services unless the medical examination demonstrates that it is safe for you to work. The Client shall alsobe 
entitled to refuse toallow you to be involved in the provision of the Services if youdecline to beexamined. 

 
 

 ElectronicDBSProcessforEngland–EnhancedDisclosureandBarringServices(DBS) 

The nature of the work undertaken by Balm Solutions Ltd means Agency Workers is likely to have regular and 
ongoingcontact with young people and/or vulnerable adults. For this reason, it is necessary for us to carry 
outEnhanced Disclosures (criminal record checks), including check of the Children’s and Adult’s Barred Lists, 
aspart ofthe recruitment process. If youare a new candidate,youare initiallyrequired tocontributetopayment for 
your DBS check via the Registration Deposit of £75.  As an organisation using the DBS Disclosureservice to 
help assess the suitability of applicants for positions of trust, Balm Solutions Ltd complies with the DBSCode 
of Practice, Data Protection Act and any other relevant regarding the correct handling, use, storage,retention 
and disposal of Disclosures and Disclosure information. If you have already registered with DBS andhave 
received a certificate number, we can check your DBS online. The only requirement is a valid passportand the 
original DBS. For more details about DBS services and how to register with them please 
checkwww.dbs.gov.uk. 

 
 

Balm Solutions Ltd processes all criminal record checks for England electronically. This ensures that your 
initial DBSand any other subsequent renewals are processed promptly, usually within a few weeks or so 
(assuming noissueswith your application). 



 
 

 RenewalofEnhancedDisclosure 

AgencyWorkersarerequiredtorenewtheirDisclosuresannually.Youwillreceiveareminderwhenyoursisduefor 
renewal. Pleaseattend tothis as soon as youcan to avoid work being cancelled. 

 
 

 RehabilitationofOffendersAct(1974) 

By virtue of the Rehabilitation of Offenders Act 1974 (Exceptions) Order 1975, the provisions of Sections 
4.2and 4.3 of the Act do not apply to "nurses and midwives and any employment which is concerned with 
theprovision of health services and which is of such a kind as to enable the holder to have access to persons 
inreceiptofsuchservicesinthecourseofhisorhernormalduties".Thismeansnoconvictionorcautioncanbe considered 
spent and should be declared to Balm Solutions Ltd. This requirement includes convictions, 
cautionsetc.,whichoccurduringtheAgencyWorkersregistrationwith Balm 
SolutionsLtd,includingbetweenannualdisclosurechecks. 

 
 

 CriminalConvictions/Cautions 

Balm Solutions Ltd is an Equal Opportunities organisation and as such, undertakes to treat all Agency Workers 
fairlyand not to discriminate on the basis of conviction or other information revealed. Having a criminal record 
willnotnecessarilydebaranyindividualfromworkingwiththecompany.Denialornondisclosureofanyconviction 
orcaution, which issubsequentlyshown toexist, willlead to the immediateremovaloftheAgency Worker from the 
Balms Solutions Ltd Register. Any Agency Worker with convictions/cautions will be asked toprepare a 
"Confidential" Statement of Events surrounding each conviction/caution. Positive Disclosures 
arereviewedbytheCompany’sDirectors. Dueconsiderationisgiventothenatureoftherole,togetherwiththe 
circumstancesandbackgroundofanyoffenceandoverridingconsiderationistothecare,safety,and 
protectionofClients. Balm 
SolutionsLtdisboundbytheDisclosurebody’sCodeofPracticeandweguaranteethattheinformation will betreated 
confidentially. 

Please beawarethatourClientsdorequesttoseeacopyofyour“Applicant’scopyofyour DBSfromtimetotime. 

Youhavearesponsibilitytoreportanycasesofsuspectedchildorabuseofvulnerableadults.Wehaveadetailedpolicy 
outlining this procedure. 

 
 

 AgencyWorkerRegulations(AWR) 

Theseregulations,whichcameintoforceon1October2011,aredesignedtoensurethatagencyworkers 
receive,usuallyafteraqualifyingperiod,treatmentnolessfavourablethanequivalents. theirfulltimeemployed 

Detailed guidance on the regulations is available online (www.bis.gov.uk) and Balm Solutions Ltd can help but 
in briefyourentitlements include: 

a) immediateaccess to facilities, etc.provided by the Client toequivalentemployed workers attheClient,and, 

b) afteraqualifyingperiodoftwelveweeks,equalbasicworkingconditions.Theworkingconditionsreferredtoare 
principallypay andholiday pay. 



 
 

For the purpose of entitlement to equal working conditions the definition of the twelve week 
"QualifyingPeriod" is important so when calculating whether any weeks completed with the Client count as 
continuoustowards theQualifyingPeriod, where: 

a) theAgencyWorkerhasstartedworkingduringanassignmentandthereisabreak,eitherbetweenassignmentsor 
during an assignment,when theAgency Worker isnot working; 

b) thebreakis: 

(i) foranyreason andnotmore thansixCalendar Weeks; 

(ii) whollydueto thefactthat theAgencyWorker isincapable ofworking in consequenceofsickness 
orinjuryandthebreakis28CalendarWeeksorless;paragraph(iii)doesnotapply;and,ifrequiredtodosoby 
theEmploymentBusiness,thereas
onably be required; 

AgencyWorkerhasprovidedsuchwritten medicalevidenceasmay 

(iii) related to pregnancy, childbirth or maternity and is at a time in a protected period, being a periodbeginning 
at the start of the pregnancy and ending at the end of the 26 weeks beginning with childbirth(being the birth of 
a living child or the birth of a child whether living or dead after 24 weeks of pregnancy) or,ifearlier, whenthe 
Agency Worker returns towork; 

(iv) wholly for the purpose of taking time off or leave, whether statutory or contractual, to which the 
AgencyWorker is otherwise entitled which is: 1) ordinary, compulsory or additional maternity leave; 2) 
ordinary oradditional adoption leave; 3) ordinary or additional paternity leave; 4) time off or other leave not 
listed inparagraphs 

(iv) i,ii,oriiiabove;or;5)formorethanoneofthereasonslistedinparagraphs(iv)i,ii,iiitoivabove; 

(v) wholly due to the fact that the Agency Worker is required to attend at any place in pursuance to 
beingsummonedfor service as ajuror and the break is28 Calendar Weeks or less; 

(vi) wholly due to a temporary cessation in the Client's requirement for any worker to be present at 
theestablishment and work in a particular role for a pre-determined period of time according to the 
establishedcustomand practices of the Client; 

(vii) whollyduetoastrike,lock-outorotherindustrialactionattheClient'sestablishment;or 

(viii) whollyduetomorethanoneofthereasonslistedinparagraphs(ii),(iii),(iv),(v),(vi)or(vii); 

(c) the Agency Worker returns to work in the same role with the Client. Any weeks during which the 
AgencyWorker worked for the Client before the break shall be carried forward and treated as counting towards 
theQualifying Period with any weeks during which the Agency Worker works for the Client after the break. 
Inaddition, when calculating the number of weeks during which the Agency Worker has worked, where 
theAgency Worker has started working in a role during an Assignment and is unable to continue working for 
areason described in paragraph (b)(iii) or (b)(iv) 1), 2), or 3), for the period that is covered by one or more 
suchreasons, the Agency Worker shall be deemed to be working in that role with the Client for the 
originalintendeddurationor likelyduration oftherelevant Assignment,whichever isthelonger. 

For the avoidance of doubt, time spent by the Agency Worker working during an assignment before 1October 
2011 does not count for the purposes of the definition of "Qualifying Period". In the event that yourpayistobe 
increasedsoas to complywith the regulationthe newratewill beshown on yourpayslip. 



 
 

AWRandStatutoryLeave 

As noted in the terms of engagement agency workers under PAYE are entitled to up to 5.6 weeks leave (or 
aproportion thereof pro-rata according to your levels of agency work). The terms of engagement also 19 
statethe basis on which this leave is to be claimed by you and paid to you. In the event of you meeting a 
qualifiedperiod there is a possibility that you might, depending on the Client concerned, be entitled to annual 
leave ata higher ratethan the equivalentof5.6 weeks per year. If this is the casethenany leaveentitlement 
overandabovethe5.6weeksduetoyouwillnotbeaddedtoyourleaveentitlementbutwillbepaidtoyouasitisearned 
andwill be includedinyour standard hourly rateofpay. 

In the event that additional holiday pay does become payable to you under the Agency Worker’s 
Directivethere may or may not be accompanying pay increase or pay decrease separate to the additional 
holiday pay.Thiswill be explainedto you on an assignment-by-assignment basis. 

WhatIfIAmNotTreatedasAPAYEWorkerForTaxPurposes? 

As you are aware our preferred option is that all agency workers operate via our own PAYE system. 
Ifhowever, you operate through a limited company or through an umbrella company we will pay your gross 
pay(without deduction of tax) to the nominated limited company or umbrella company. In so far as we are 
ablethis gross pay will be paid at the same gross rate as any PAYE equivalent agency worker (which will of 
coursebe set so as to comply with the Regulations). How this is then paid to you will be determined by the 
umbrellacompany/thelimitedcompany andas suchrepresentssomethingover which wehave no control. 

Please Note: If you are self-employed then the Agency Worker Regulations do not apply to 

you.WhatAreMy Obligations Underthe Agency WorkerRegulations? 

InordertohelpusandanyClienttoprovideyouwithcomparabletreatmentthenwewillneedtoimmediatelyknow: 

a) if you work or have worked through any other agency at any Client where we place you. Balm Solutions Ltd 
will askyou at the time of making any booking but if we are to help you then you must please inform us of 
anybookingsat any of our clients. 

b) ifyoubelieve thatyou havenot receivedtheequaltreatmentto whichyou areentitled 

c) ifyoubecomepregnantorareotherwiseentitledtomaternityorpaternityleave 

d) ifyouarereturningtoworkaftermaternityleave,paternityleave,juryserviceorsickleave 

Pleaseimmediately raise your concernsyou may have regarding theAWR to us bycontacting Balm Solutions Ltd. 



 
 

5. Documentation, ID Badge, Uniform, Assignments, Engagement / Employment By A Client and 
ClientPoliciesand Procedures 

 

You may be required to produce proof of identification in the form of your passport or UK photo card 
drivinglicense,beforestartinganyassignments.Inaddition,youmayberequestedtoproduceacopyofthefollowingand
as suchshouldcarry them with you for eachassignment: 

 

Balm Solutions LtdIDBadge 
NMC Pin Card: Registered Nurses and 
MidwivesIntention to Practice: Midwives 
HPCPinCard:OPDs 
EnhancedDBSDisclosureForm 
Timesheets:carryat least2or 3incaseyouworkon morethanone area. 

 

IDbadgesareasecuritytool.YourIDbadgewillbeissuedtoyoubeforeyoustartworkfor Balm SolutionsLtdand 
shouldbewornwheneveryouareonanassignmentbookedthroughus.TheIDbadgedisplaysyour 
photograph, name, job title and expiry date. Your ID badge will be valid for a year and you will 
automaticallybe issued a new ID badge as your current one expires. Should you not receive an updated ID 
badge or loseyourcurrent badge,you can request a newbadge via Balm Solutions Ltd. 
Failure to comply with any of these requirements could result in you being refused permission to work by 
theClient.Badgesmust be returned tous on terminationof youremploymentwith Balm Solutions Ltd. 

 

 UniformandDressCode 
All Agency Workers are required to wear the full Balm Solutions Ltd uniform or alternative dress code as 
specificallyadvised at the time of booking. This will apply to all hours spent on duty. Please ensure when you 
accept anassignment that you are aware of the appropriate dress code / uniform required and that you are able 
toaccommodate this requirement. 

 
Thefull Balm Solutionsuniformconsistsof: 

 

1. Sky blue Balm Solutions tunic:cleanandironedatalltimes 
2. Smartblackornavy-bluetrousers:nojeansorcombats 
3. Smartandpracticalblackshoes:flat,waterproof,closed-toe 
4. Balm Solutions IDBadge 

 
Yourclothingshouldatalltimesappear professionalandacceptabletorepresentthe Balm 
SolutionsLtdandsuittheClient.Your IDbadge should beworn around the neck andmustvisibleat all times. 
Youruniformshouldonlybeputononceyouareonthefacilitypremisesduetoinfectioncontrolpurposes.Thisisa 
requirementof most Clients. 
Health and safety must be considered at all times. Shoes should not have a heel higher than one inch 
unlessmedically required in the circumstances of a disability. Open toe sandals are considered as a hazard 
asspillage could injure. No jewellery other than plain wedding bands and small stud earrings are 
acceptable.Watches are not to be worn on the wrist. Nail varnish and/or false nails are not permitted for 
clinical workdueto infectioncontrol concerns.Nails should bekept clean,bare andcutdown/neat. 
Personal Protective Equipment is supplied where appropriate within most units; please ensure that you 
wearthenecessary PPE to eliminate/lowerany risk to your personalhealth. 



 
 

Balm Solutions Ltd operates an anti-discriminatory policy and would consider it a disciplinary offence for 
anyone towear offensive slogans political or otherwise where there is the possibility of offending a Client or 
colleagueswithwhom you are working. 

 
It is your responsibility to ensure your uniform is kept clean, laundered, ironed and neat at all times. 
Pleasetakecarewith yourpersonal hygiene at alltimes. 

 

You should ensure you have enough uniforms to cover the amount of shifts you work.If you require 
furtheruniforms,pleasecontact Balm Solutions LtdASAP 

 

 Acceptanceof Assignments 
You are required to work competently; you must possess the knowledge, skills and abilities required forlawful, 
safe and effective work without direct supervision. You must acknowledge the limits of yourprofessional 
competence and only undertake roles and accept responsibilities for those activities which youare capable to 
undertake. In view of this, please ensure that prior to agreeing to accept an assignment, youare satisfied that 
you have the skill level and competence to perform the role safely. 22 Please note that evenif you feel you are 
competent to undertake a particular task you must check that the Client’s Policy &Procedure enables you as an 
Agency Worker to complete the required task. The Client may ask Balm Solutions Ltd toprovide a copy of 
your CV before accepting you as an Agency Worker. The Client also reserves the right toacceptor decline a 
Balm Solutions LtdAgency Worker for an assignment. 

 

 FirstAssignmentwithNewClients 
Please ensure that you arrive in good time, and meet with the specified contact person as agreed. At thestart 
of each assignment in an establishment, ward or department with which you are unfamiliar you 
mustrequestand receive acomprehensive orientation includingthe following: 

 
• Firepoliciesrelatingtotheestablishment. 

• Securityissuesrelatingtotheestablishment. 

• Moving&Handling policiesrelatingtothe establishment. 

• Any“HotSpots"and"ViolentEpisodes"tobeawareofandtheestablishment'spoliciesforthis. 

• TheCrashCallprocedure. 

• AnyHealthandSafetyissuesrelatingtoyourplacementintheestablishment. 

• Additionalrelevantpolicies,e.g,relatingtoInformationSecurity/Confidentiality. 
 

Itisyourresponsibilitytoensureyouareawareofanyemergencytelephonenumberse.g.,cardiacarrestnumber,for the 
areainwhichyou haveacceptedyour shift. 
Whenyouattendabookingwitha clientforthefirsttime,wewill,oncompletionofthefirstshift,contact 
bothyourselfandtheClientto monitorthesuccessoftheplacement.This formspartofourquality 
assuranceandmonitoringprocess,ensuringthataprofessional serviceisprovidedatalltimes. 
Upon being offered an assignment you will be advised of the grade and type of work you will be expected 
toperform. We will clarify the extent of responsibility you will be expected to fulfil. Copies grade and 
specialtyspecific job descriptions as outlined in the National Framework and Local Agreements are available 
from Balm Solutions Ltd. If possible, we will provide you with a job description from the Client. Failing this 
we will obtain asmuch information concerning the placement as possible, in order for you to be able to judge 
whether theassignmentbeing offeredissuitable. 



 
 

 Engagement/EmploymentbyaClient 
Ourtermsofbusinesswithour c lientsincludearequirementthattheClientspayusanappropriate 
recruitment fee in certain circumstances, if they employ directly any Balm Solutions Ltd Agency Worker, who 
hasworked for them previously through Balm Solutions Ltd. This applies equally to agency or permanent 
posts, full orpart-time. You are required by your Terms of Engagement for Agency Workers to notify Balm 
Solutions Ltd take upany post with a Client of Balm Solutions Ltd for whom you have worked previously, 
even if you have terminated yourregistrationwith Balm Solutions Ltd. 

 
 CompletinganAssignment 

At the end of every assignment Balm Solutions Ltd provides Evaluations of Service to Clients. Clients are 
asked tosupply feedback on the service they have received from Balm Solutions Ltd and also to provide a 
reference on theAgency Worker. Agency Workers are also asked for feedback on the assignment. Both 
positive and negativefeedbackisactivelyencouraged so Balm SolutionsLtdcanactupon ittoimprove 
itsqualityofservice. 

 

 ClientPolicies andProcedures 
You are required to adhere to the policies and procedures issued by the Client. Please ensure that you 
areadvised at induction of where these are kept. You should also be made aware of any significant changes 
inpolicy at the commencement of any duties. Balm Solutions Ltd also has a range of key policies and 
procedures, inaddition to those outlined in this Handbook. If you have any questions about policies and 
procedures, pleasediscusswiththesewith Balm SolutionsLtdor Balm 
SolutionsLtdClinicalNurseManagerasappropriateandsoonaspossible. 

 

Should any conflicts or confusions arise during your working assignment with regard to the interpretation 
ofpolicies and procedures we strongly urge you to seek advice from a senior member of staff, or contact us 
atthe time the conflict is occurring. Equally, should an occasion arise whereby you believe that you are 
beingcompelledtocompromise yourintegrityandareinstructedtobreachyourCodeofProfessionalConduct,we 
wouldinstructyoutoseekguidanceimmediately.Alwaysrememberthatyouarepersonallyand 
professionallyaccountableforyourpractice.Thismeansthatyouareanswerableforyouractionsandomissions,regardle
ssofadvice or directionfrom another professional. 

 

In the event that a more general conflict arises, you have a professional duty to make all reasonable attemptsto 
resolve any difficulties. As a professional you are expected to co-operate with others in the team. In 
theeventofdifficulties,pleasecontactusandwewilldoallwecantohelptonegotiateasatisfactoryresolution. 

 

 Record Keeping 
Record keeping is a professional requirement ofall Agency Workers. Failure tomaintain a record wouldcause 
considerable difficulties in respect of any legal proceedings, e.g. allegations of negligence. Informationis 
essential to the delivery of high-quality evidence-based health care on a day-to-day basis. Records are 
avaluable resource because of the information they contain. This information can facilitate 24 clinical 
decisionsmaking, improved patient care through clear communication of the treatment rationale and progress, 
andfacilitate a consistent approach to team working. However, a record is only of use if it is correctly recorded 
inthe first place, regularly up-dated, and easily accessible when it is needed. Everyone working in 
healthcarethat records, handles, stores, or otherwise comes across information, has a personal common law 
duty ofconfidence to comply with this. All patient treatment and refusal of treatment and advice must be noted. 
It isadvisable to note when telephone contacts are made. All patient records should be kept confidential in 
linewiththeDateProtectionAct1998.EnsureyourclinicaldocumentationcomplieswithNMCandHPCguidelines 
and industry requirements. If you require further information on this, please refer to the NMC orHPCwebsites 
or contact us. 



 
 

6. ImportantOperationalPoliciesandProcedures 
 

 SafeguardingChildrenandYoungPeople 
AllAgencyWorkersarerequired tohavea validannual training certificateforSafeguarding Children 
andYoungPeople and whichispart of Balm Solutions Ltd’straining program. 

 

 CodesOfConduct 
AllregisteredNurses,Midwives, 

 
andOPDsworkingwith B a l m  
S o l u t i o n s Ltdwillberequiredtoadheretothe 

respective Codes of Professional Conduct, which contain full details of the codes of practice, in respect of 
allagency work undertaken. You will have been provided with these publications directly by your 
professionalbody. Additional copies can be downloaded from the NMC and HPC websites. Please ensure that 
you behavein a manner that upholds the reputation of your Profession. Behaviour that compromises this 
reputation maycallyourRegistrationinto questionevenifitisnotdirectlyconnected toyourprofessionalpractice. 

 

Balm Solutions Ltd’s code of conduct informs all Agency Workers of our Clients’ expectations about their 
generalconduct and approach to tasks, emphasises the importance of a professional approach to all Clients 
andserviceusers,and highlightssituations thatAgency Workersmayhave todeal with. 

 

Youare requiredto adhereto the following: 
Discrimination: Agency Workers should not discriminate between people on the grounds of Creed, 
colour,race, political preference, sexual preference, ethnic background, Disability of whatever nature, age, 
maritalstatus or gender. 
Reputation: Agency Workers are ambassadors of the Balm Solutions Ltd and must not say or do anything that 
mayharmour reputation. 
Own duties: Agency Workers must never attempt to perform any duties of care or otherwise that may 
falloutsidetheirexpertise/andorqualifications.Specifically,carestaffmustnotattempttoperformthedutiesofnursing 
staff. 
Confidentiality:AgencyWorkers will at times become privyto information concerning a client orserviceuser, 
this information must be treated with respect and remain confidential at all times. At no time may 
anyAgencyWorkerdiscuss theconfidentialaffairs of Balm SolutionsLtd,a clientoraserviceuserwithout 
specificwritten permission to do so. The only exceptions to this requirement are cases where the law 
dictatesotherwiseor ifsilencemaynegativelyaffect a serviceuser’s wellbeing. 
Dignity: Agency Workers must not do or say anything that may put the dignity or health of their service 
usersat risk. 
Professionalism: Agency Workers must at all times remain professional whilst on assignment, even if 
regularcontact with service users or other workers may engender Personal relationships. Agency Workers must 
takespecificcaretokeepthe professionalnatureoftherelationships intactintheworkingenvironment. 
Keepupdated:AgencyWorkersmustatalltimeskeepuptodatewithpoliciesandproceduresandchangestolegislationth
at may affect them. 
Respect: Agency Workers must always respect the working practices and demands of service users 
unlessunreasonableor ifaworking practice may breachhealth & safety. 
Keep to plan: Agency Workers must always, whenever applicable, keep to the requirements of a care 
serviceplanand/or any other agreedrole requirement. 
Best interests: Agency Workers must always act with the best interests of the service user in 
mind.Notifications:AgencyWorkersshouldalwaysinthefirstinstancenotifythemanageroftheInstitutionwheretheyar
eworking, ofany concerns, followed bya telephone call to Balm Solutions Ltd. 
Owndecisions:AgencyWorkersmustalwaysallowtheserviceusertomakethe decisionsaboutwhatisbestforthem. 
This includesdecisionsabout treatment andpersonalaffairs. 



 
 

Complaints: Balm 
SolutionsLtdhasadetailedpolicyonhowtoreportcomplaints,intheeventofacomplaintthatmayaffectyourdutiesando
bligationspleasereferto ourpolicy andnotify usimmediately. 

 

 SubstanceAbuse 
You must not arrive on duty intoxicated by either alcohol or drugs prior to a shift. Clients may request thatyou 
undertake an alcohol breath test if they suspect that your performance may be affected. Each trust willhave a 
policy regarding dealing with suspected intoxication. Any Agency Worker arriving for or suspected 
ofarrivingforduty intoxicated who issent home willnot be refundedtravellingor timeexpenses. 

 

 Confidentiality 
All Agency Workers, whilst undertaking assignments, will at some point encounter information, which is of 
aconfidentialnature. Client detailsareamatter of averyhigh level ofconfidentialityand must notbedisclosed to 
any third party. Clients have an absolute right to confidentiality and privacy regarding theservices they are 
receiving in accordance with the Data Protection Act 1998 and Human Rights Act 1999 andyour agreement 
with Balm Solutions Ltd. Any concerns you may have regarding confidentiality should be discuss witha Balm 
Solutions LtdManager. 

 
 DataProtection/AccessToRecords 

Balm Solutions Ltd is a "data controller" for the purposes of the Data Protection Act 1998. This is because 
Balm Solutions Ltdholds and uses both “personal data" and "sensitive personal data" about its employees, 
Clients, AgencyWorkers and other individuals. Balm Solutions Ltd processes data, including your records and 
Client/patient records.The information contained in your Agency Worker records is taken from your 
application form, as well asDisclosure and Barring Service, references and Terms and Conditions for Agency 
Workers. There may beoccasions when your records are disclosed to Regulators and Inspectors and Clients 
(e.g. CQC, NHS BuyingSolutions). 

 
Balm Solutions Ltd will use your personal details and information we obtain from other sources for assessing 
yoursuitability for employment with us and if your application is successful we will use your information 
forpersonal administration and management purposes including carrying out appropriate security (or 
financial)checks.Wemayneedtoshareyourinformationforthesepurposeswithourassociatedcompanies,andour 
Clients.Youconsenttoourprocessingsensitivepersonaldataaboutyou,forexampleyourhealth 
informationorracialorethnicorigininformation,forthepurposesofyourplacementwithusandtothetransferof your 
information abroad where necessary. 

 

RightsofAccess(SubjectInformation):TheActgivesyoutheright,onapplicationinwriting(andpaymentofa fee as 
appropriate), to ask for a copy of the information we hold on you and to correct any inaccuracies. 
Forqualitycontrol,trainingandsecuritypurposes,wemaymonitororrecordyourcommunications. Balm 
SolutionsLtdis not obliged to provide information to you in all circumstances. A number of exemptions apply 
and Balm Solutions 
Ltdmayincertaincircumstancesbeunabletodiscloseinformation,wherethatinformationalsorelatesto 
another  individual  who  could  be  identifiable  from  the  information  disclosed.  However,  in  these 
circumstances Balm Solutions Ltd will provide you with reasons why we believe such a decision to be 
necessary. Allrequests for disclosure received from you or those who claim to be data subjects will be 
submitted to theDirector for action and they will normally respond within two weeks. Upon receipt of such 
data, you shouldcheck its accuracy and inform the Director of any amendments required. It is in the interests of 
everyone thatall information is accurate and up-to-date. Your co-operation and assistance are greatly 
appreciated. It isassumed that you will only need to verify personal data on one occasion. There will be no 
charge made forthe first application in any calendar year; however additional requests will normally attract a 
charge of £15per application. 



 
 

 ComputerUse 
TheClientmayatitsdiscretionauthoriseyoutogainaccesstocertain computersystemsandcertainprograms and data 
within those systems. You shall not attempt to gain access to data or programs to whichauthorisation has not 
been given. Agency Workers deployed in the provision of the Services, must at all timeswhenusing such 
computer systems: 
1) observe the Client's computer security instructions in respect of the proper use and protection of 
anypassword used in connection with such computer systems or any computer any floppy disk, CD ROM 
disk,removableharddrive orany otherdevice forthe storageandtransferof dataor programs; 
2) notloadanyprogramintoanycomputerviadisk,typing,electronicdatatransferoranyothermeans; 
3) not access any other computer or bulletin board or information service (including, without limitation, 
theInternet) except with specific prior consent of the Client or as the case be from the Client's 
representative;and 
4) not download any files or connect any piece of computer equipment to any network or other item 
ofcomputerequipmentexcept withthe prior consent of the Clientor the Client’s representative. 
The Client shall provide copies of its written computer security policy to Balm Solutions Ltd and if supplied, 
will beavailableto you on reasonablerequest. 

 

 Security 
Whilst on the Client’s premises, you must comply with all security measures of the Client. The Client 
shallprovide copies of its written security procedures to Balm Solutions Ltd and these are available to you on 
reasonablerequest. The Client shall have the right to carry out any physical searches, or your possessions or of 
vehiclesused by you at the Client's premises. The Client or any person, firm or organisation who is responsible 
to theClientforsecuritymattersshall,whencarryingout suchsearches,complywiththeHumanRightsAct1998. 

 

 ProfessionalIndemnityCover 
Whilst working within the NHS you are covered under the Clinical Negligence Scheme for Trusts (CNST). It 
isimportant to realise that the cover offered by the CNST is by no means sufficient to cover all the situations 
inwhich you may find yourself. Balm Solutions Ltd would therefore advise you to take out your own personal 
PI cover.MedicalProfessionalsworkingoutsidethe NHS should havetheirown PIcover. 

 

NHS Indemnity does not apply to family health service practitioners working under contracts for services, 
e.g.GPs (including fund holders), general dental practitioners, family dentists, pharmacists or optometrists; 
otherself-employed health care professionals e.g. independent midwives; employees of FHS practices; 
employeesofprivate hospitals;local educationauthorities; voluntaryagencies. 

 

NHSIndemnitycoversnegligentharmcausedtopatientsorhealthyvolunteersinthefollowingcircumstances: 
whenever they are receiving an established treatment, whether or not in accordance with 
anagreedguidelineorprotocol;whenevertheyarereceiving anovelorunusualtreatmentwhich,inthejudgment of the 
health care professional, is appropriate for that particular patient; whenever they aresubjects as patients or 
healthy volunteers of clinical research aimed at benefiting patients now or in thefuture. 

 
 EqualOpportunities 
Balm Solutions 
Ltdrecognisesthatdiscriminatoryattitudesheldbybothinstitutionsandindividualsarewidespreadin our society, and 
that such attitudes hinder both equal opportunities for work and the effective provision ofservices to minority 
groups and communities. In all aspects of work, Balm Solutions Ltd operates a policy of 
equalopportunityandequalaccesstoservice.Informationmayberequestedfromstaff,AgencyWorkers,applicantsorC
lients,enabling Balm SolutionsLtdtomonitorthesuccessofthispolicy.Thegivingofsuchinformation 



 
 

willbevoluntaryanditwillbeusedsolelyformonitoringpurposes.Individualdetailswillbekept 
confidential;howevergroupstatisticsmaybereleasedtorelevantauthorities. 

 

Balm Solutions LtdAgencyWorkers: 
Equality of opportunity extends to all aspects of Balm Solutions Ltd registration, including recruitment and 
selection,assignment of work, pay rates, assessment of performance, and action in response to complaints by 
Clients.Equality of opportunity covers all Agency Workers/potential Agency Workers and you will be treated 
equallyregardless of your sex, age, marital status, racial, ethnic or national origin, physical or mental 
disability,politicalorreligiousbeliefs,sexualorientationorgenderreassignmentstatus.AgencyWorkersareencourag
ed to make known all special skills and/or knowledge, which may make you particularly suited tocare for 
Clients from specific ethnic or cultural groups. Agency Workers have the right to accept or refuseindividual 
assignments but any indication that an Agency Worker has not acted, or will not act, in accordancewiththis 
policywill be investigatedand thismayresult inremovalfrom the staffingRegister. 

 

 Harassment/Bullying 
Balm Solutions Ltd is committed to creating a working environment where every Agency Worker is treated 
withdignity and respect and where each person's individuality and sense of self worth within the workplace 
ismaintained. All Agency Workers have a duty to treat those alongside whom they work with respect 
anddignityandtotakeallstepsnecessarytoensurethatharassmentdoesnotoccur.Whatevertheformof 
harassment  (whetherbydirect   contact,  writtencorrespondence,the  spoken  wordor  by  useof 
email/intranet)behaviourofthisnaturecanbeobjectionableandwillnotbetoleratedby Balm SolutionsLtdoranyof 
the institutions we service. Any Agency worker, who is considered, after proper investigation, to 
havesubjectedaClient,another AgencyWorkeroranyoneelsealongsidewhom theyworktoanyformofharassment or 
bullying will be dealt with in an appropriate manner under Balm Solutions Ltd complaints 
procedure.Thisincludesremoval from our StaffingRegister. 



 
 

7. TrainingandDevelopment 
 

 InductionTraining 
After you have completed the application, and registration process you will undertake an initial 
InductionTrainingProgramme, and thereafter updatetrainingonan annualbasis. 
For the avoidance of doubt, annual is defined as during the 12 month calendar period directly preceding dateof 
recruitment and further training on an annual basis thereafter, calculated from the date that the 
previoustrainingwasundertaken. 
Inductiontrainingcomprises: 

• BasicLifeSupport–Adultand 
guidelines. 

• ManualHandling 

• LoneWorkerTraining 

• EqualityandDiversity 

PaediatricthatiscompliantwiththeResuscitationCounciloftheUK 

• ConflictPrevention andManagement 

• TheCaldicottProtocols 

• Health&Safety,includingCOSHH&RIDDOR 

• InfectionPrevention&Control,includingMRSA&ClostridiumDifficile. 

• ComplaintsandComplaintsHandling 

• FireSafety 

• SafeguardingVulnerableAdults/SafeguardingChildrenandYoungPeopleLevel 

• LawsandLegislations 

• PatientConsentandConfidentiality 
 

AdditionalTrainingAppropriatetoyourqualifications: 
Pleasecheckwith Balm SolutionsLtd ifyouarenot surewhatisneeded. 

• Control&Restraint–Workinginamentalhealthfacility 

• Resuscitationof theNewborn –Midwives 

• InterpretationofCardiotocographTraces–Midwives 

• FoodSafety–Requiredifyouhandlefood. 

• Epilepsy 

• SafeguardingVulnerableAdultsCh
ildrenandYoungAdultsLevel3 

(SOVA)SafeguardingChildrenandYoungAdults(SOCA),Safeguarding 

 

In addition to the above and on arrival to a new ward/ unit/ placement, it is imperative that as a Balm Solutions 
Healthcare Agency Worker you receive an orientation and induction to the ward. This should include 
locationand information of safety protocols, fire exits, emergency equipment and phone numbers, manual 
handlingequipmentand procedures, hot spot andviolent episode handling. 

 

 AnnualTrainingandDevelopmentRequirements 
ThefollowingannualtrainingisrequiredbyallAgencyWorkerscontinuingtoundertakeagencyhealthcareworkthrough 
Balm SolutionsLtd.Trainingmustbe updatedbefore expiryofprevious trainingcertification: 

• BasicLifeSupport–Adultand 
guidelines. 

PaediatricthatiscompliantwiththeResuscitationCounciloftheUK 



 
 

• ManualHandling 

• LoneWorkerTraining 

• EqualityandDiversity 

• ConflictPreventionandManagement 

• TheCaldicottProtocols 

• Health&Safety,includingCOSHH&RIDDOR 

• InfectionPrevention&Control,includingMRSA&ClostridiumDifficile. 

• ComplaintsandComplaintsHandling 

• FireSafety 

• SafeguardingVulnerableAdults/ SafeguardingChildren&YoungPeopleLevel2 

• LawsandLegislations 

• PatientConsentandConfidentiality 
 

AdditionalTrainingAppropriatetoyourqualifications: 
• Control&Restraint–Workinginamentalhealthfacility 

• Resuscitationof theNewborn –Midwives 

• InterpretationofCardiotocographTraces –Midwives 

• FoodSafety–Requiredifyouhandlefood. 

• Epilepsy 

• SafeguardingVulnerableAdultsCh
ildrenandYoungAdultsLevel3 

(SOVA)SafeguardingChildrenandYoungAdults(SOCA),Safeguarding 

 

Writtenconfirmationofcertaintrainingreceivedatanotheremployeror Balm 
SolutionsLtdvalidatedorganisationisalso acceptable.Please contact Balm Solutions Ltdifyou are unsure as to 
whetherthis isapplicableto you. 

 

Youmustkeepyouknowledgeandskillsuptodatethroughoutyourworkinglife.Inparticularyoushould 
takepartregularlyinlearningactivitiesthatdevelopyourcompetenceandperformance. B a l m  S o l u t i o n s Ltd 
conductsregulartrainingsessionsinourmainbranchoffice.Pleasecontact Balm 
SolutionsLtdtobookyourtrainingupdatebefore yourprevious certificateexpires. 

 

 PerformanceMonitoringandAppraisal 
WeactivelyseekfeedbackfromClientsuponintroducingacandidatetothemforthefirsttime,and 
periodically thereafter. We will enquire about performance, levels of competence, practice and 
standards,teamwork, time keeping and training needs that may have been identified. We will provide Agency 
Workerswithfeedback on their progress. 

 
Performanceappraisalsareanintegralpartofensuringqualitystandardsaremet. Balm SolutionsLtdensuresthat 
jobperformancesareroutinely formallyassessedagainstexpectedclinical standardsandidentifies 
opportunities to enable workers to improve their professional skills. For ongoing work in the NHS 
AgencyWorkers are required to be annually appraised. Each Agency Worker will undergo a formal review of 
jobperformance within the first 6 months of registration and commencing assignments with Balm Solutions 
Ltd, andthereafter every 12months. 

 
Your appraisal will be carried out by a senior practitioner of the same discipline. (“Appraiser”), who will 
beappropriatelytrainedintheconductofappraisals,andregularlyre-trainedasappropriate.Wearerequired 



 
 

totakeintoaccountwhenassessingyourclinicalpractice,theresultsofanyqualityassessment 
questionnairescompletedbyour clientsandtheresultsofanyreviewsby Balm SolutionsLtd  ofyourclinicalpractices. 

 
Inadditiontotheabove B a l m  S o l u t i o n s Ltdwillrequestfeedbackfromour 
c lients.Thisfeedbackwillcoverthefollowingareas: 

• Generallevelsofserviceincludingpunctuality,attitudeandabilitytocarryoutpracticaltasks 

• Clinicalperformance 

• Trainingneeds 

• Anyotherissues,includingprogresssincethelastappraisal 
 

Copies of the completed feedback requests will be given to you to raise any concerns or issues you may 
have.All Balm Solutions Ltd Agency Workers are requested to maintain a written portfolio of professional 
experience andattendance at professional development courses, which should also include a written and agreed 
PersonalDevelopment Planas agreedat theappraisal. 

 

Please note: The results of the appraisal will be recorded on your electronic data file, updated on an 
annualbasis, and will form the basis of assessment for future job placements, training requirements and 
complaintshandling. 



 
 

8. ComplaintsReporting,HandlingandManagement 
There may be also cases when the Client requests that a particular worker no longer be placed within 
anassignment. In such cases the Client has the right to exercise this request under the terms of their 
contract.AnAgency Workermayalso take thiscourse of action,inthat theymaywish to terminatean assignment. 
YouareadvisedtoreadbothyourTermsofEngagementfor Balm 
SolutionsLtdAgencyWorkersandthisHandbookinfull, to ensure you fully understand whatwe askofyou. 

 

From time to time it may be the case that you receive a complaint from a client, patient or other person. Ifyou 
are on assignment, please report ANY complaints to a senior person in the department where you areworking 
and document all the details of the complaint. You must also report the complaint to Balm Solutions Ltd. Ifyou 
personally are the subject of a complaint, you will be asked to record details as part of an 
investigationandinsomecircumstances,itmaybenecessarytosuspendyoufromassignmentswhilsttheinvestigationis
inprocess.AnycomplaintsofmisconductagainstyouwillbereportedtotheNMCorotherrelevantRegistration Body. 
Balm Solutions Ltd complaints procedures are in accordance with appropriate current regulatory,NHS and 
NHSLA Risk Standards, and requirements. This will enable the Client to make complaints quickly and Balm 
Solutions Ltd shall be required to investigate and resolve a complaint within the prescribe timeframes. 
TheClient will, with due regard to the Data Protection Act 1998, provide to Balm Solutions Ltd with the 
necessaryinformationinorderfor Balm SolutionsLtdto thoroughlyinvestigate thecomplaint. 

 

Thecomplaintsprocedureisasfollows: 
1. Within five (5) working days of receipt of a complaint from the Client or Agency Worker, Balm Solutions 
Ltd willacknowledge receipt of the complaint. The complaint should be made in writing by post or email, but 
will beacceptedinotherwritten form. 
2. All reasonable endeavors will be made by Balm Solutions Ltd to ensure that all complaints are resolved 
withinfifteen(15) days ofthecomplaint being notifiedto Balm Solutions Ltd. 
3. Balm Solutions Ltd shall ensure that in the event of the complaint being against an Agency Worker that the 
AgencyWorker is fully informed of complaints relating to him/her. The Agency Worker shall be entitled to 
receive acopyof the complaint referredto inparagraph 1. 
4. The Agency Worker will be afforded the opportunity to state his/her version of events and will be 
givenseven(7) daysto respond to Balm Solutions Ltdin writing. 
5. All responses will be shared with the complainant and if appropriate, Balm Solutions Ltd will take 
demonstrableaction toensure thereisno recurrenceof the actor omission complainedof. 
6. The Client may at any time request Balm Solutions Ltd to provide the Client with an update as to the 
progress oftheresolution of the complaint. 
7. TheClientwillreceiveawrittenresponsefrom Balm SolutionsLtd,detailinghowthecomplainthasbeenresolved. 
8. Where there is evidence of malpractice or the complaint is an event that requires notification, Balm 
Solutions Ltdwill immediately notify the Care Commission, The Police, Protection of Vulnerable Adults or 
Children andwhereapplicable alert thetemporaryWorkers professional body. 
9. Balm Solutions Ltd wherenecessary will immediately excludethe Agency Worker fromits registerwhilst 
aninvestigationisinprogress. 
10. Balm Solutions Ltd undertakes to work with all parties applicable to an investigation and where necessary 
sharefindingsof such investigations. 
11. A full written record of the nature of each complaint and details of the action taken as a result of 
thecomplaint,iskept on adatabase for easy access; 
12. Balm Solutions Ltd has a quality assurance system in place to analyse and identify any patterns in 
complaints andtrendanalysisisconductedcontinuously. 
13. The complainant at any time has the right to refer this matter for review to the Care Quality 
Commission,TheScottishCareCommissionorTheRegulationandQualityImprovementAuthority– 
NorthernIreland. 



 
 

9. DisciplinaryProceduresandRemovalfrom Balm SolutionsLtdRegister 
The matter of a disciplinary procedure for Agency Workers is more complex than when the Worker is a 
directemployee. Contractually the agreement between the Agency Worker and theagency is a “contract 
forservices”agreement.Thiseffectivelysuggests thattheAgencyWorkerisworkingonafreelancebasis. 

 

In the event of “disciplinary” matters arising, each situation will need to be judged on its own merits. 
Theremay be cases whereby a client will be required to apply their disciplinary procedure in order to comply 
withlegislation. Likewise, there may be occasions when it is necessary for Balm Solutions Ltd to use our 
procedure. Thiscannot be an arbitrary decision, but needs to be made in full consideration of the changing 
legislation and incontext with the circumstances of the problem / complaint. Balm Solutions Ltd operates 
comprehensive DisciplinaryPolicyandProcedures, please contact Balm Solutions Ltd for full details. 

 

 Removalfrom Balm SolutionsLtdRegister 
AgencyWorkersmayberemovedfromtheRegisterinthefollowingcircumstances: 

• WhereanAgencyWorker'sconduct orstandard of workhasseriously fallenbelow thelevelrequired by Balm Solutions 
LtdCode or Codeof Professional Conduct. 

• IfitisbelievedthatanAgencyWorkerhasactedinanunprofessionalmanner, Balm 
SolutionsLtdreservestherighttoremoveyoufromyourassignmentandnotre-
assignuntilthematterhasbeeninvestigatedandresolved. 

• If an AgencyWorkerhas areasonto be putonto the"Balm SolutionsLtdAlert List". 
• If Balm 

SolutionsLtdhasbeenalertedbytheNMC,GMCorotherregulatorybodieswithregardtopracticingAgencyWorkers. 

Examplesofsuchconductareasfollows.Thislistisnotexhaustive: 
• Failuretoattenda clienthavingacceptedanassignmentorrepeatedlateness. 

• Failure to provide care in a fashion consistent with the Agency worker's professional Code of Conduct or in 
acaringandappropriatemanner,e.g. sleeping onduty, non-adherence toclinicalinstruction. 

• FailuretocarryoutreasonableinstructionsoftheClientor Balm SolutionsLtd. 

• Breachoftrustinvolving Balm SolutionsLtdortheClient. 

• Disclosure of confidential information to a third party relating to either a Client or Balm Solutions 
LtdMisconductand/or gross misconduct - any behaviour which potentially puts any Client, individual or 
vulnerable person atriskorputs Balm SolutionsLtdatriskincludingthefollowing (non-exclusiveandnon-
exhaustive)list:- 

• Beingundertheinfluenceofalcoholoranysubstancethatwilladversely affectyourperformance 

Possession,custodyorcontrolofillegaldrugswhileonduty,orthesupplyofillegaldrugstoClients,theirfamiliesorreprese
ntatives 

• TheftorstealingfromClients,colleaguesormembersofthepublic 

• Otheroffencesofdishonesty 

• Abusive or violent behaviour including physical, sexual, psychological, emotional, financial abuse of a client, 
amember of their family, or their representative or deliberate act of omission which leads to harm or 
potentialforharm to someonefrom this group 

• Fightingwithorphysicalassaultonotherworkers,Clientsormembersofthepublic 

• Harassment,bullyingand/ordiscrimination 

• Sexualmisconductatwork 

• Grossinsubordination,aggressive/insultingbehaviourorabusive/excessivebadlanguage 



 
 

• FalsificationofaqualificationwhichisastatedrequirementoftheWorker'semployment/registrationorwhich 
resultsinfinancial gain to theWorker 

• Falsificationofrecords,reports,accounts,expenseclaimsorself-certificationformswhetherornotforpersonalgain 

• Failuretoobserve Balm SolutionsLtdproceduresorseriousbreachof Balm SolutionsLtd'srules 
• Unsatisfactory work 

• Damage,deliberateorotherwise,toormisuseofa client'sor Balm SolutionsLtd'sproperty 

• Grossnegligencewhichcoversactsofneglect,misuseormisconductand/ornotfollowingrequirementsof 
thecareplanor  careinstruction(deliberateorotherwise)whichexposes  clients, c lient/patients,their 
representatives,colleaguesorbranch stafftounacceptable levelsofrisk and/ordanger 

• Conviction of a criminal offence, caution by a police constable or being bound over by a court where this 
isrelevant to the worker's employment/registration or failing to disclose a criminal offence, caution or bindover 
(including those which would be considered 'spent' under the Rehabilitation of Offenders Act 
1976)whichoccurredbeforeengagement with Balm Solutions Ltd 

• Inappropriate relationshipwithClient orcustomer 

• Otheractsofmisconductmaycomewithinthegeneraldefinitionofgrossmisconduct. 
 

YouareadvisedtoreadbothyourTermsofEngagementfor Balm 
SolutionsLtdAgencyWorkersandthisHandbookin full, to ensure you fully understand what we ask of you. 
Agency Workers cannot work if their health orphysical ability impedes them from carrying out their duties 
effectively. Whilst Agency Workers will not 
berequiredtorelinquishregistrationatthenormalretirementageof65,theymust,likeanyotherAgency 
worker,beingoodphysicalandmentalhealth.Theymayberequestedexamination/assess
ment,attheirownexpense,toconfirmtheirfitnessfor work. 

toundertakeamedical 

 

Intheevent thatyou areunsatisfied with the manner inwhich acomplaint 
hasbeenhandled,pleasecontacttheDirectorwithin thecompany. 



 
 

10. Whistle-BlowingPolicy 
 

Concernsmayrelatetosomethingwhich: 
1. IsagainstNMC/HPCcodesofProfessionalConduct 
2. Isagainst Balm SolutionsLtdAgencyWorkersTermsandConditions 
3. Isagainst Balm SolutionsLtdcompanyhandbook 
4. Amountstoimproperconduct,includingthingsbelievedtobe 

• Againstthelaw 

• AbuseofClientsorserviceusers 

• Ahealthandsafetyhazard 

• Damagingtheenvironment 

• Amisuseof publicmoney 

• Corruptionorunethicalconduct 

Concerns may be raised to anyone within Balm Solutions Ltd. All concerns will be treated in confidence 
and everyeffort will be made to protect your identity if they you wish. At the appropriate time however, 
individualsmay need to provide a statement or act as a witness. Full details of Balm Solutions Ltd’s 
Whistle Blowing Policy isavailablevia Balm Solutions Ltd. 



 
 

11. HealthandSafetyPolicy 
It is the policy of Balm Solutions Ltd to ensure, as far as is reasonably practicable, the health, safety and 
welfare of 
allourEmployees,AgencyWorkers,ServiceUsersandMembersofthePublic,acceptingourstatutoryresponsibilities 
in this area. This involves working in partnership with our clients who for the purpose 
ofAgencyWorkersprovidethephysicalsettingforthe workundertakenbythe Balm Solutions LtdWorkers. 

 

 HealthandSafetyGuidance 
Balm Solutions LtdseekstoensurethefollowinginrelationtoHealth&Safety: 

• Thatyouhavethenecessaryqualifications,experience,skillsandcapabilitytocarryouttheassignmentsthatyouwill be 
undertaking. 

• Thatanyriskstohealth,inconnectiontotheuse,storageandhandlingofsubstanceshazardoustohealth, 
are identified through an assessment of their potential effects, as required bythe latest edition of TheControl of 
Substances Hazardous to Health (COSHH) Regulations, and that necessary control measures areimplemented. 

• Thatyouaregivensufficientinformation,instructionandtrainingtoensureyourownHealth&Safety. 

• That consideration is given to Health & Safety factors when equipment is procured or new services obtained,or 
when changing procedures or work patterns and that all necessary safety precautions are taken and 
thatnecessarysafety instructions havebeen understood. 

 

Youareresponsible foryour ownpersonalHealth &Safetyandyouhavea duty ofcaretoyourfellowworkers.Your 
responsibilities include: 

• Thedutytocomplywithallsafetyinstructionsanddirectionslaiddown. 

• Thedutytousethemeansandfacilitiesprovidedforhealthandsafetyinapropermanner. 

• Thedutytorefrainfromthewilfulmisuseof,orinterferencewith,anythingprovidedintheinterestsofhealth,safety and 
welfare and anyaction that may beconstruedas dangerous. 

• Thedutytoreportanypotentialhazardsordangerousoccurrencesthatmaycauseharmtoothers. 



 
 

12. OccupationalHealth 
Balm Solutions Ltd is required to ensure that all our Agency Workers undergo comprehensive occupational 
healthscreening and have a current health clearance / immunisations and test results in accordance with the 
latestDepartment ofHealthguidelines,before we can send you out on anyassignments. We are required toupdate 
these health assessments on an annual basis, unless you have spent a period of 3 months or moreoutside of the 
United Kingdom, in which case we will need to update the health assessment before deployingyou. Balm 
SolutionsLtdandourOccupational HealthAdvisor willsupport you inachievingthis. 

 

Thisprocessisdescribedbelow: 
AOccupationalHealthQuestionnaireiscompleted,andthisform,together 

 
withtheAgencyWorkers 

immunisationsandtestresultsareforwardedto B a l m  So l u t i o n s Ltd. B a l m  
S o l u t i o n s Ltdforwardsthisinformationtoour 
OccupationalHealthServiceprovider. B a l m  
S o l u t i o n s LtdOccupationalHealthServiceprovider/sevaluateeach 
Agency Worker’s file, and if satisfied with the contents, will issue to Balm Solutions Ltd “Certificate of 
Fitness toWork” valid for 1 year. If not satisfied with the contents, the OH provider will ask Balm Solutions 
Ltd to request fromyour additional proof of immunizations, and once happy with this, will issue a certificate. 
Before AgencyWorker’s “Certificate of Fitness to Work” is due to expire; Balm Solutions Ltd contacts the 
Worker to complete a onepage“HealthMedicalQuestionnaire–
YearlyReview”.Werequestthisiscompleted,signedandforwardedto us together with any new immunisation and 
test results. This will be then forwarded to our OccupationalHealth Service Provider for evaluation, where they 
will either issue a new “Certificate of Fitness to Work” orrequestadditional proof ifrequired.This annual stage 
isexpectedto be routine. 

 

TheimmunisationandtestresultsrequiredforOccupationalHealthClearanceare: 
Varicella: Tests showing a positive result (immunity). Negative or Equivocal results require revaccination 
andretesting. Written confirmation of having had chicken pox or shingles is also acceptable. Self-certification 
isacceptable. 
Tuberculosis: Occupational Health or GP certificate of a positive scar or a positive skin test result. 
Rubella:Certificate of vaccination or a blood test result showing a positive result (immunity) or TWO doses of 
MMR,Pleasenote: > 15UI/ml: Immune, 10– 14 UI/ml :Low LevelImmunity,and<10 Ul/ml :Non- Immunity. 
Measles & Mumps: Evidence of TWO doses of MMR, or a positive result (immunity) for measles, mumps 
&rubella.Negativeor equivocal requiresre-vaccination andre-testing. 
HepatitisB:Arecentpathology reportshowingTitrelevelsof>100lu/l.Iftheresultis 

 

The following three are ONLY required if you need an Exposure Prone Procedure (EPP) 
Certificate:HepatitisBSurfaceAntigen:Evidenceof anegative result. 
Hepatitis C: Proof of non-infectivity (negative) with a recent UK pathology 
report.HIV:Evidence showing antibodynegative. 
Agency Workers should be aware of and abide by the requirements of HSC 1998/ 226 “Guidance on 
theManagement of AIDS/ HIVInfected HealthCare Workers andPatientNotification” 

• If youbelieve you mayhavebeen exposedtoHIV infectionin anywayyoushouldseek medicaladvice from 
your GP or Occupational Health Department and, where appropriate, undergo diagnosticHIV antibody 
testing. 

 

• If you are found to be infected, you must again seek guidance from your GP or Occupational 
HealthDepartment. 

• If you are found to be HIV positive and perform or assist with invasive surgical procedures you 
muststop this immediately and seek advice from your GP or Occupational Health Department 
regardingwhat action, ifany, shouldbe taken. 



 
 

Pleasebeawarethatitistheobligationofallhealthworkerstonotifytheiremployerand,w h e r e  
appropriate, the relevant professional regulatory body, if they are aware of HIV positive individuals who 
havenot heeded advice to modify their working practice. Please note the above guidance does not 
supersedecurrent Department of Health Guidelines (in particular HSC 1998/226) or local practices and 
procedures. Allhealthcare workers are under ethical and legal duties to protect the health and safety of their 
patients.Agency Healthcare Workers have general duties to conduct their work so that they and others are 
notexposed to health and safety risks. Certain information may be requested for audit purposes and used 
toverifymedical evidence bythe government bodies. 

 

13. PolicyReviews 
All Balm Solutions Ltd Policiesand Procedures areamended bythenominatedpersononan annual (12 
monthly)basis oras required. Balm Solutions Ltd will onan annual basis engage theservicesofan independent 
seniorregisterednurse to review the appropriatenessof Balm Solutions Ltd’sClinical Practices&Procedures. 




