USER GUIDE - CARER APP AND FAMILY APP

Carelo Apps — The Complete Guide

How carers use the Carelo app at every call, and what families see in theirs. Share
it with yourteam on their first day.
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o1 TheCarerApp

Everything a carerdoes on the phone,
from first sign-in to the last check-out.

17 topics

03 For the Office: Giving Access

How the office gives carers and families
theirlogins.

3 topics

02

The Family App

What families see and how theirlogin
works.

4 topics



CHAPTER 1

The Carer App

Everything a carer does on the phone, from first sign-in to the last check-out.

. Carer app — getting started and the PIN

. Carerapp — Progress Score and My
Profile

. Carer app — My Availability

. Carerapp — Care Charts at the call

. Carerapp — checkinand check out
. Carerapp — hand-off to the next call
. Carer app — holidays and off sick

. Carerapp — importantinstructions before

care starts

9. Carerapp — incident reports and body
map reports

10. Carer app — medication (MAR)

11. Carerapp — Messages with the office
12. Carerapp — working with no internet
13. Carer app — Rosterand Timesheet
14. Carer app — Settings and alerts

15. Carer app — switching between up to
three companies

16. Carerapp — Today and the carer's calls

17.Carerapp — Visit Notes, Care Diary and
Med Log




Carer app — getting started and the PIN

GO

Carelo

Manage Care Smartly

Email me a code

Boriue)

Company D Username

Setup code Continue

WHAT IT IS

How a carer first getsinto the Carelo carerapp, locks it with a PIN, and finds their way
around. The office creates the carer's login; the app opens with a private 6-digit PIN
afterthat.

WHERE TO FIND IT

The Carelo carerapp oniOS and Android. The in-app User Manual (side menu) holds
the same steps for the carer.

HOW TO

Signinfor the first time

1. The office creates the carer's app account and sends a one-time setup code by
email (Carers — open the carer — Profile — Settings tab - Open App access).



2.0Onthe sign-in screenthe carer types the Company ID (the company's Carelo
address, e.g. delightcare), their Username and the Setup code, then taps
Continue. No code to hand? Email me a code sends a fresh one to the carer's own
email.

3.The app shows Details confirmed; the carer chooses a private 6-digit PIN, repeats
it, and taps Set my PIN. Nobody in the office ever sees the PIN.

4. Every time the app opens after that, the carer types the 6-digit PIN on the keypad.
AwrongPINisreported straight away.

5. Olderaccounts can stilluse Older account? Sign in with password under the
Continue button.

Find things
* Five bottom tabs: Today, Roster, Timesheet, Holidays, Messages. They are always
there.

* Themenuicon at the top-left of Today holds My Profile, Progress Score, Off Sick,
Incident Report, Body Map Report, My Availability, Settings, the User Manual, the
Knowledge Center, and Sign Out.

Change orrecover the PIN
e The PINischangedunder Settings — Security in the app.

e Acarerhas10 tries. If the PINlocks, they signin again with username and password
— no call to the office needed.

Sign out versus removing the account

¢ Sign Out (bottom of the side menu) locks the app to the PIN. Next time it opens,
the PIN alone gets them backin.

e Toremove the account from the phone completely, the carer uses Use a different
account onthe PIN screen.

RULES WORTH KNOWING

e The office neversees acarer's PIN.

* APINbelongstooneloginonone phone. Acarerwithlogins at more than one
company keeps a PIN perlogin (see *Switching between companies?*).

COMMON QUESTIONS

The carer forgot their PIN. After 10 wrong tries the app sends them to the password
sign-in; they signinwith username and password and set a new PIN.

Cantwo carers share a phone? Yes — eachloginis added separately and asked forits
own PIN (see *Switching between companies®).



Carer app — Progress Score and My Profile
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WHAT IT IS

Progress Score is the carer's weekly score out of 100, shown on aring, with tips. Itis
how good work gets seen and how Carer of the Week, Month and Year are decided.
My Profile holds the carer's own details.

WHERE TO FIND IT

Carerapp — menu — Progress Score / My Profile.

PROGRESS SCORE

¢ The scorereflects on-time check-ins, delivering the full call, no missed calls,
writing case notes, evening and full-day cover — plus bonus points forincident
reports, body map reports, and covering an off-day.

e Scoresarerecordedweek by week. The company uses them to award Carer of the
Week, Carer of the Month and Carer of the Year, with certificates (the office
switches each award on or off under Settings — Award Cadence).



e Afew shorttips show what would help the score most, using the carer's own

numbers.
MY PROFILE

Update details
1. Open My Profile: personal details, address, contact numbers, right to work, payroll
and next of kin.
2.Change whatis needed and tap Save changes.

Work details — username, role and branch — are set by the office and cannot be

changedinthe app.

RULES WORTH KNOWING
e Everyon-time check-inand every case note counts towards the score.

¢ The office sees scores and awards on the Progress page.

COMMON QUESTIONS
A carer's score dropped — why? A late or missed check-in, anincomplete call, ora
visit without a case note that week. The in-app tips name the reason using theirown

numbers.



Carer app — My Availability
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WHAT IT IS

The working pattern the office has on file for the carer — the days and hours they are
able towork. Itisread-onlyinthe app.

WHERE TO FIND IT

Carerapp — menu — My Availability.

WHAT THE CARER SEES

¢ The weekinthe company's order: Monday to Sunday unless the office has seta
different first day (Settings — Week Starts On).

e Eachdayshowsabar: green means available, red means not available, with the
times printed underneath.



RULES WORTH KNOWING

¢ The carercannot edit availability inthe app. Changes are made by the office on the
carer's profile; the carer speaks to theirmanager.

COMMON QUESTIONS

A carer's hours changed — where isit updated? On the carer's profile in the office
app. The app shows the new pattern straight away.

Carerapp — Care Charts at the call

< Appointment

o GeorgeTalbot
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Summary Visit Notes Meds CareDiary Medlog

Casenote  Hand-off [CareChart

No care charts yet
Nhen the office adds a chart fo clie
Check-inopens onthe day
Care Chart

WHATIT IS

When the office sets up a chart for a client — catheter, stoma, fluid, bowel,
repositioning, observations and more — it appears in the carer app under Visit Notes'
third tab, Care Chart. Each entry takes a few taps. Problems reach the office the
moment they are recorded.



WHERE TO FIND IT

Carerapp — open acall — Visit Notes — Care Chart. The office switches charts on per
service user andreviews entries under Operations — Care Charts.

HOW TO

Record a chart

1. Open Visit Notes — Care Chart. Charts due on this call sit under This call with a Due
mark: the rest sit under When needed. A client with no chart shows "No care charts
yet".

2.Tap the chart and fillin the box — every answeris a tap. For a catheter: the mlin the
bag, the colour, what was done (bag emptied, leg bag changed, site cleaned) and
any problem.

3.Add anoteif worth saying, then Record.

Problems

Blood, pain, a catheter not draining, red skinround a stoma, a high temperature — the
box says soinred before recording, and the office sees it the momentitisrecorded.
With a problem, a short note is required: what happened and what was done.

At check-out

If achart due on this callis stillempty at check-out, the app asks: Record now or
Check out anyway. Checking out anyway is shown to the office as "Notrecorded".

RULES WORTH KNOWING

* The office'sresponse (Open — Monitoring — Resolved)is visible to the carerinthe
app side menu — Care Charts.

e Families see chartentriesintheirapp.

COMMON QUESTIONS

A carer cannot see any chart. The office has not switched one on for that service user
yet (Service user — Care Charts).



Carer app — checkinand check out
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WHAT IT IS

Checkingin tells the office care has started; checking out closes the visit. Both are
one tap. The locationis confirmed once at check-in; the app never follows the carer
during the visit.

WHERE TO FIND IT

Carerapp — Today (or Roster) — tap the call - CheckIn (blue) / Check Out (green).

HOW TO

Checkin

1. Arrive, thentap the call.



2.Tap ChecklIn. The exact timeisrecorded. One-tap check-in opens 15 minutes
before the call and stays available until an hour after the start (the office can
change bothunder Settings — App & Check-In).

3.The app confirms the careris at the client's home at that moment. Location must

be switched on.

Check out
1.When careis done and still at the door, tap Check Out. The Inand Out times then
show onthe call.
2. Checking out well before the scheduled end asks the carer to confirm, so nothing
closes by accident.
3.1fthe end time passes while still checked in, anamber CHECK OUT NEEDED badge
shows; the Check Out button stays there.

Request a manual check

Too late, out of zone, or the call already ended: Request manual check opens a form.
e Mid-call: it asks only when the carerreally arrived; they check out normally later.

¢ Callalready finished: it asks both the arrival and departure times.

e Everytimeis picked froma24-hourtime wheel. The carer says why, and must
answer any due medication not yet recorded (Given with time and amount, or
Refused with the reason) before it can be sent.

e The managerreviewsit; the times only apply once accepted. If accepted mid-call,
the careris checkedin from the stated time and checks out as normal; if accepted
afterthe call, both times are recorded and the call shows complete.

Fix a missed call from an earlier day

Go backto the day with Today's date arrows, open the call, and Request manual
checkis there forup to 7 days back. Older than that, a quiet note asks the carer to

speak to the office instead.

RULES WORTH KNOWING

e Late, out of zone orwithout GPS, a check-inisrecorded and flagged — never
blocked. Only the office's emergency "location check off" switch changes what is
asked at the door.

e Therecord of adelivered calllocks on check-out.

* Nothing from a manual check requestisrecorded untila managerapprovesit.

COMMON QUESTIONS

The careris at the door but the app will not take one tap. The one-tap window has
closed (default: an hour after the start). They use Request manual check with areason.



Why does a call show as missed? Nobody checked in and the one-tap window has
closed(orthe call has ended, if later).

Carer app — hand-off to the next call
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e Same call next week

WHAT IT IS

A hand-off isamessage a carer leaves for one upcoming call: the next call for this
client, or the same call next week. It pops up for whoever attends that call, and the
office sees every hand-off onits Operations — Hand-overs page. Anything that
should apply every time is written by the office, not from the app.

WHERE TO FIND IT

Carerapp — open acall — Visit Notes tab — Hand-off (the other choice is Case note).



HOW TO

Leave a hand-off

1. Inside the appointment, open Visit Notes and choose Hand-off.
2.Pickthe callitis for — the next call, or the same call next week.

3. Write the message and save.

Read a hand-off

The carer attending the chosen call sees it at the top of Visit Notes as "the last carer's
handover", alongside any office note for the visit.

RULES WORTH KNOWING

¢ Ahand-off targets exactly one call. There is no list of calls to choose from.

e Standing ("every time")instructions are office-only, written on the service user's
record.

e The office sees all hand-offs on Operations - Hand-overs.

COMMON QUESTIONS

A carer wants a note to show on every visit. Thatis a standing instruction: the office
writes it on the service user'srecord.



Carer app — holidays and off sick
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Holidays

WHAT IT IS

Carers book leave and report sickness from the app. Holiday requests feed the office
holidays board; sickness reports tell the office at once so calls can be covered. Both
show their status and any note the office wrote with its decision.

WHERE TO FIND IT

¢ Holidays: bottom tab.
e Off Sick: side menu.

HOW TO

Book a holiday
1. OpenHolidays. The allowance sits at the top: total, days used, days remaining.
2.Tap From, then To. Days already fully booked show a @ and cannot be chosen.

3.Add areasonif wanted (optional), then tap Send request.



4.Therequest shows "With the office” while it waits, then Approved or Declined. An
office note appears under the request.

Team leave shows a simple calendar of how busy each day already is — away to pick a
day more likely to be approved.

Report sickness

1. Open Off Sick from the menu. Set the first day (defaults to today) and the last day
if known.

2.Say whatiswronginone clearline.

3. Optionally say whether a GP or hospital was contacted and attach aphoto ora
PDF/Wordfile.

4. Tap Submit. The office is told immediately.

5. Everyreport stays listed under the form with its status — "With the office”,
Approved or Declined — and any office note.

RULES WORTH KNOWING

¢ The app never shows company-wide lists; team leave shows how busy a day is, not

who is off.

e Decisions and notes come from the office's Holidays board and sickness desk.

COMMON QUESTIONS
Why can't a carer pick aday? Itis already fully booked (@ ).

Does the carer see why arequest was declined? Yes, if the office wrote a note with
the decision.



Carer app — important instructions before care starts
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WHAT IT IS

Before starting care, the carer checks what the office has told them about this client
and this call. It all sits on the Summary tab of the call.

WHERE TO FIND IT

Carerapp — opena call - Summary tab.

WHAT THE CARER READS

* From the office — about this call: any note orhandover the office has written for
this specific visit.

* Handover from the last call: the most recent note left by the carer who visited
before.

e Care needs: what the client needs help with.
¢ Risks: anything to be careful of, each marked Low, Medium or High.

e Gettingin: any keysafe code and access notes.



¢ DNACPR: when the office hasrecorded a DNACPR (Do Not Attempt CPR), ared
DNACPR strip sits under the client's name on every tab, with where the original form

is kept, so the carer and paramedics can findit.

RULES WORTH KNOWING

e Standinginstructions that apply to every visit are written by the office on the

service user'srecord, not fromthe app.

* Keycontacts are onthe Summary tab too.

COMMON QUESTIONS

Where does the office write a note for one call? On the appointment card in the

office app; it shows under "From the office — about this call".

The keysafe code changed. Update it on the service user's profile in the office; the

Summary tab reads fromit.

Carer app — incidentreports and body map reports
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WHAT IT IS

Two reports a carer sends from the side menu: an Incident Report when something
goeswrong (anaccident, aninjury, aworry) and a Body Map Report fora new mark,
bruise, pressure area or skin concern. Both reach the office straight away and earn
bonus points on the carer's Progress Score.

WHERE TO FIND IT

Carerapp — menuicon (top-left of Today) — Incident Report / Body Map Report.

HOW TO

Send anincidentreport

1. Openlincident Report from the menu.

2.Choose the service user from the carer's own clients, or tap Not about a service
user.

3. Tap a category: Fall, Refused medication, Refused task, Medication error, Abuse,
Harassment, Safeguarding, or Other.

4. Answer the quick questions for that category (for afall: is the personinjured, did
they hit their head, were emergency services called).

5. Choose the date and time, describe what happenedin the carer's ownwords —
this becomes the official record.

6.Tap Send.

Send abody mapreport

1. Open Body Map Report from the menu and pick the service user. The figure
matches theirrecorded genderand can be switched.

2.Tap the areanoticed, front orback. A close-up of that part opens. Left and right
mean the client's ownleft andright.

3. Choose the type of mark: Bruise, Cut or graze, Pressure sore, Rash, Swelling, Burn
orscald, Skin tear, Ulcer or open wound, Redness or marking, Dry or broken skin, or
Other.

4.Tap the exact spot to drop anumbered marker — up to 10 marks on one report.

5. Answer the quick questions (isit new, is the skin broken, does it hurt), describeit,
and tap Send to the office.

RULES WORTH KNOWING

* Reports save offline and send themselves when signal returns.

e The office'sreply to areport comes back to the careras a personal notification,
even on a quiet day off.



COMMON QUESTIONS

Can acarerreport something not about a client? Yes — Not about a service user on
theincident form.

How many marks on one body map? Up to 10.

Carerapp — medication (MAR)
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WHAT IT IS

Recording what medication was given, refused and how much — alegalrecord. Every
medicine due on the callis listed with its name, strength and time window (e.g.
"Amlodipine - 5mg"). The office's MAR reads straight from these records.

WHERE TO FIND IT

Carerapp — open a call - Meds tab on the client's page.



HOW TO

Record a medicine as given
1.Tap Given.

2. Confirm how many were given — "1tablet" is filled in; change it if the client took a
different amount. The record saves both, e.g. "1tablet - 5mg".

3. Add a note if anything was unusual.

Record arefusal

Tap Refused and write what happened. Never leave a due medicine blank — the office
and family need to know eitherway.

Correct amistake

While the callis still open, the carer's own entries show an Amend link. Once locked,
only the office canamend it, with areason.

HOW THE APP HELPS

¢ While checkedin, areminder appears every 10 minutes naming the medicines still
torecord, and stops the moment everythingisrecorded.

¢ Tapping Check Out with medicines unrecorded shows a clear warning first,
because therecordlocks onleaving.

e Aftercheck-out, Given and Refused lock and the row shows " & Callcompleted —
recordingislocked.”

RULES WORTH KNOWING

¢ Amanual checkrequest cannot be sent until every due medicine is answered.

* Medicationrecords save offline and send when signal returns.

¢ The Med Logtab shows every past medicationrecord for the person, read-only.

COMMON QUESTIONS

A carerrecorded the wrong amount and has already checked out. The office
amends it with areason; the carer cannot.

Why does the app keep reminding the carer? A due medicineis still unrecorded.
Record Given or Refused and the reminders stop.



Carer app — Messages with the office
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Messages

WHAT IT IS

Adirect chat between the carer and the office, for anything not urgent enough fora
phone call. Messages arrive in the office's Messages centre. Carers and families never
message each other.

WHERE TO FIND IT

Carerapp — Messages bottom tab.

HOW TO

Send amessage

1. Open Messages. The screen says whether the office teamis online now, or that
they will see the message when they return.

2. Type the message and tap the send button.



Edit or delete a sent message
Press and hold one of the carer's own messages:

e Edit within 2 hours of sending (it shows a small "edited" label).

* Delete within 24 hours — everyone then sees "This message was deleted".
After 24 hours amessage is locked forgood.

RULES WORTH KNOWING

¢ Anew office message reaches the carer as a notification.

e Thechatis carer < office only.

COMMON QUESTIONS

Can a carer message a family member? No. Families chat with the office, carers chat
with the office; there is no carer-family channel.

Carer app — working with no internet
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WHAT IT IS

Nearly everythingin the carer app works with no internet. The day, the client's details,
the care plan and assessments, medication, contacts and the key safe open from the
copy saved on the phone. Checkingin and out, case notes, medicationrecords and
reports are recorded as usual; only sending them to the office needs a signal.

WHERE TO FIND IT

Nothing to switch on — the app behaves this way by itself.

HOW IT WORKS

* Anythingrecorded without signal says "Saved — will send" until it goes.

e Aquietline atthe top of the day tells the carerhow many things are waiting, and
disappears by itself once they are through.

* The app sends themitself the moment the phoneis back online, in the
background.

¢ The PIN opens the app offline.

RULES WORTH KNOWING

e Timesarerecorded atthe moment the carertapped, not when theitemreaches
the office.

¢ Onaphonewithmore than one login, eachlogin's queue sends only while that
loginis active.

e "My Service Users" isread-only offline.

¢ Live monitoringin the office updates when the item arrives, so a carer deep inano-
signal area canlook "not checked in" until they are back online.

COMMON QUESTIONS

A check-in shows late in the office but the carer says they were on time. Ask whether
they had signal. The recorded time is the tap time; it arrives when the phone
reconnects.

Does the carer have to do anything to send the queue? No. It sends itself when the
connectionreturns.



Carer app — Roster and Timesheet
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WHAT IT IS
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Timesheet

Roster shows the carer's week at a glance; Timesheet shows the hours actually

worked. How far ahead a carer can seeis set by the office: this week and next

(default), or four weeks with weeks 3-4 marked provisional (Settings — App & Check-

In —» Carer seesrota ahead).

WHERE TO FIND IT

Carerapp — Roster and Timesheet bottom tabs.

HOW TO

Read the roster

1. OpenRoster. The weekisinthe company's order (Monday to Sunday unless the

office has set a different first day). Tap a day to expand it and see each call's time,

client and status.



2.Tap acallto openit — it works exactly like Today: checkin, add a note.

3. Use the arrows for other weeks. Anything more than a week ahead is provisional
and may stillchange.

Read the timesheet
1. OpenTimesheet. It shows booked, done, missed and cancelled hours, by day or
by week.

2.Tap aday for the exact detail: real check-in and check-out times for every call.

RULES WORTH KNOWING

¢ Rosterdelivery to the phone covers this week and next in full; further weeks only
when the office has set 4 weeks.

e The app nevermarks "inprogress" onarota. Acallis eitheron the roster or not.

* The hours the carer sees are counted by the company's timesheet rule (Settings —
Timesheets).

COMMON QUESTIONS

A carer cannot see week 3. The company is on the default 2-week setting. The office
canchangeitto 4 weeks.

The timesheet hours differ from what the carer expected. Check the company's
Count hours fromrule under Settings — Timesheets — rostered once checked in,
exact check-in/out, orschedule.



Carerapp — Settings and alerts
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WHAT IT IS

The carerapp's own Settings: appearance, text size, which alerts the carer chooses,
and PIN security. Three alerts are always on because the carer's work depends on
them.

WHERE TO FIND IT

Carerapp — menu — Settings.

WHAT THE CARER CAN SET

e Appearance: Light, Dark, or Auto to follow the phone. Alarger text size is also
available.

e Callreminder: 5,10 or 15 minutes before each call. Voice Call Reminders says it out
loud — useful between calls when driving.

* Quiet onyourdays off: days without calls stay peaceful; only personal replies
(holidays, incident and body map responses) come through.



e Security: change the PIN. There are 10 tries; if it locks, the carer signsin again with
username and password.

ALERTS THAT ARE ALWAYS ON

Medicationreminders, today's rota changes, and missed check-in alerts cannot be
switched off.

At the minute a call starts the app prompts the carerto checkin; whenits end time
passes it prompts to check out — evenif the appis closed. One tap goes straight to
the call.

RULES WORTH KNOWING
¢ The office never sees the carer's PIN.

¢ Bothapps show anupdate notice when anew versionisin the stores; updating
keeps the carersignedin.
COMMON QUESTIONS

A carer says they get no reminders. Check the phone's notification permission for
Carelo, then the carer's callreminder choice in Settings.



Carer app — switching between up to three companies
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WHAT IT IS

A carerwho works for two or three care providers that alluse Carelo keeps each login
onone phone and switches between them from the side menu, without signing out.
Each company keepsits own separate login; nothing one company stores can ever
show inside another,

WHERE TO FIND IT

Carerapp — side menu — the slim row under Sign Out showing the current company
name and Switchlogin.

HOW TO

Switch to anotherlogin

1. Tap Switchlogin under Sign Out.



2. The pop-up lists the logins on this phone, each with the company name and carer
name (- signedinnow" on the current one), with the words "The PIN of the one you
chooseis asked.”

3.Tap aloginand enterits PIN.

Add alogin

1.Inthe pop-up, tap Add alogin ("Another company, or another carer - up to three").

2. Setitup with that office's setup code and choose its PIN.

Remove alogin from the phone

¢ Anotherlogin: tap the remove mark next toit - Remove ..? The carer'slogincomes

off this phone; their access at that office is untouched, and the login can be added
againwith a setup code.

e Thelogincurrently inuse: use Sign Out, then Use a different account on the PIN
screen.

RULES WORTH KNOWING

e Atmost threelogins on one phone.

¢ Two different carers may share one phone the same way — eachlogin hasits own
PIN.

e Offline queues are tagged perlogin and send only while that loginis active; the
othercompany'sitems wait foritslogin.

¢ Thisis neverasharedidentity: each company hasits own user, and privacy rules
restonthat.
COMMON QUESTIONS

Does switching sign the carer out of the other company? No. The otherlogins stay
remembered; only the active one changes.

A carer forgot onelogin's PIN. They recover thatlogin onits own sign-in screen; the
otherlogins on the phone stay as they were.



Carerapp — Today and the carer's calls
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WHAT IT IS

The Today screenis the carer's day at a glance: every callin time order, each card
showing the client name, address, and the time and length of the visit, with a short
statusline underneath.

WHERE TO FIND IT

Carerapp — Today tab (the first bottom tab).

WHAT THE CARER SEES

¢ The day's numbers at the top: how many appointments today, total care time, and
how many are done so far.

e Astatusline undereach call saying exactly where things stand.



e Overrun:if the carer checked in but the end time has passed with no check-out,
the card turns amber andreads "In HH:MM — check out!". Tapping it opens the call
to checkout.

¢ Travel between calls: approximate distance and travel time to the next call, using
the carer's usual way of getting about.

¢ Double-up calls carry the two-peopleicon and a "Double-up - with ..." line naming
the partner. Each carer checks in and out themselves and writes their own case
note;inside the call they can see whether the partner has arrived and what they
wrote, so the record proves two carers were there.

¢ Cancelled calls stay on the list, greyed out with the office’'s reason, but cannot be
opened. Thereis nothing to doinside a cancelled call.

HOW TO

Openacall

Tap the card from Today (or Roster). Checkin, notes, medication and the client's
details areinside.

Look at another day

Use the date arrows on Today. A missed call from up to 7 days back can still be opened
foramanual checkrequest (see *Checkin and check out*).

Refresh

The screenrefreshesitself about every 30 seconds. Pull down to refresh at any time.

RULES WORTH KNOWING
¢ Acancelledcallislocked forthe carer; only the office can changeit.

¢ Onadouble-up, both carers'records are separate and both are needed.

COMMON QUESTIONS

A carer says a call vanished from Today. Check the rota: a callmoved to another carer
oranother day leaves their Today. A cancelled call does not vanish — it shows greyed
out with thereason.



Carer app — Visit Notes, Care Diary and Med Log
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WHAT IT IS

Visit Notes is the home for everything note-related on a call: the office's note about
this visit, the last carer's handover, the "Write this appointment's case note" button,
and every past note. The Care Diary tab shows every note ever written about the
person; the Med Log tab shows every medicationrecord the same way. Both are
read-only.

WHERE TO FIND IT

Carerapp — open a call — Visit Notes tab. The sub-tabs across the client's page are
Summary - Visit Notes - Meds - Care Diary - Med Log.



HOW TO

Write the case note

1. Open Visit Notes. Read the office note and the last handover at the top first.

2. Tap Write this appointment's case note. Before check-in the button sits dimmed
with "Check in to write this visit's note"; it lights up at check-in.

3. Tick what was done in the two-column list (washing, medication, meals,
companionship and more). Ticking is optional, with no limit.

4. Write what happenedinthe carer's own words, then Save.

Add another note later

Notes can be added any time until midnight, even after check-out. Ticks start fresh
eachtime the noteis opened.

Read history

¢ Visit Notes lists every note for this call with date, time, who wrote it, and its "Care
given —"line.

¢ Care Diary shows every note about this person, week by week, by every carer — the
same diary the family reads.

¢ MedLogshows every medicationrecord the same way. Key contacts are on
Summary.

WHAT THE OFFICE SEES

The ticks compose into one line above the note wherever the officereadsit, e.g. "Care
given — washing & personal care - medication - companionship”. The carer's own
words follow underneath, unchanged.

RULES WORTH KNOWING

e The office can make a case note compulsory at check-out and set a minimum
length (Settings — App & Check-In). Below the minimum the app shows a quiet
counterand holds Save.

* Notes save offline and send themselves when the phone has signal (see *Offline
working*).
COMMON QUESTIONS

A carer says the note buttonis grey. They have not checkedinyet. It lights up at
check-in.

Can acarer edit a note after midnight? No. New notes stop at midnight; the office
amends records with areason.



CHAPTER 2

The Family App

What families see and how theirlogin works.

1. Family app — what a family sees 3. Family app — notifications
2. Family login — creating it, up to 10 people, 4. Family logins (personal plan households)

switching and removing

Family app — what a family sees
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WHAT IT IS

Afamily login sees one person's care, nothing else: the two-week schedule with live
check-ins and check-outs, care documents, case notes with comments, medication



given, the office message thread and carerreviews. Everything is scoped to the linked
person; the family never sees other service users, carers' lists orcompany-wide
information.

WHERE TO FIND IT

The same Carelo app as carers, oniOS and Android. At sign-in the family member
chooses Family. The office creates the login on the service user's profile (see *Family
login*).

WHAT THE APP SHOWS

Bottom bar: Care - Schedule - Messages - Review - Profile.

Side menu (in this order): Care Diary, Call Activity Log, Medication Log, Care Charts,
Incident Reports, Body Map Reports, Complaints & Compliments.

e Care —theperson'scareataglance.

e Schedule — the two-week schedule with live check-in and check-out as they
happen, with a Next day control.

e CareDiary — every case note written about the person, week by week, by every
carer, with the family's own comments.

* Medication Log — every medicationrecord: given, refused, amount.
¢ Call Activity Log — each call's check-in and check-out times.
e Care Charts — chart entries the carers recorded.

* Incident Reports and Body Map Reports — the reports carers sent about the
person.

* Messages — a chat with the office. Families and carers never message each other.

* Review — rate a carerwho visited the personinthe last 30 days; the reviewer types
theirown name because alogin can be shared.

e Complaints & Compliments — raise a complaint or concern (about a carer's care or
conduct, a missed or late call, medication, safety or safeguarding, communication
with the office, invoices or billing, help using the app, or something else) orsend a
compliment. The office answers onits Complaints desk and the reply shows here
with a status: Received, Being looked into, Resolved (compliments: Sent, Thank-
youreceived).

e Profile — About, Documents, Medications, and the person's home address and
contact details.

RULES WORTH KNOWING

* Delivered-carerecords are the office'srecords: a family reads them and
comments, it does not edit them.

e ADNACPRrecorded by the office shows as ared strip in the family app asinthe
carerapp.



e Ahousehold onthe personal plan sees the same app without the reviews and
complaints tabs.

COMMON QUESTIONS

Can the family see which careris coming? Yes — the schedule names the carers on
eachcall.

Can a family member talk to the carerin the app? No. Messages go to the office only.

Family login — creatingit, up to 10 people, switching and
removing
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WHAT IT IS

Afamily login lets arelative (or a social worker) see one person's care in the Carelo
app. Onelogincan coverup to 10 people. The office creates it on the service user's



profile; the family member sets it up once with a setup code and then opens the app
with a private 6-digit PIN.

WHERE TO FIND IT

Service Users — open a person — Profile — Family app access( /service-

users/[id]/profile ).
HOW TO

Create afamily login
1. Under Family app access, enter Name, Relationship and the person's Personal
email (required — setup codes and security alerts go there).
2. Click + Create family login.

3. Abox shows the Company ID, Username and Setup code, valid 24 hours, and says
whetherit was emailed. The family member opens the app, chooses Family, enters
these once, and chooses their PIN.

Add a second person to the same login

Create afamilylogin on the second person's profile with the same email. No new
accountis made: the personis added to the existing login. The box says "Same login,
same PIN. The app now shows ... — they tap a name at the top to switch.”

Manage an existing login

Onthe member's row: Setup code (issue anew one-time code), Pause access /
Resume access, Remove (confirm: "Remove ...'s app access completely? They willno
longer be able to signin."), change the email, and remove aregistered device (they
thenneed anew setup code).

In the family app: switch person

Side menu — Switch person (under Sign Out). The pop-up says "Everythinginthe app
changes to the personyou choose."

In the family app: remove a person

Inthe same place the family can Remove a person from their ownlogin. Only that link is
dropped; the PIN and phone keep working, and the office seesit at once.

RULES WORTH KNOWING
e Maximum 10 people ononelogin: "Onelogin can coverup to 10 people.”
e Apersonalemailisrequired for every new family login.

e Afamily memberwho also has a carerlogin on the same phone uses Switchlogin to
move between them.



¢ Deliveredrecords are never changed by family access; pausing orremoving a login
changes only who can see them.

COMMON QUESTIONS

Tworelatives want access. Create two logins with two different emails. Using the
same email adds a person to one logininstead.

The setup code expired. Click Setup code ontherow toissue afresh one.

Family app — notifications
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WHAT IT IS

The phone notifications a family loginreceives. There are four, plus a store-update
notice. None of them puts care details on the lock screen.

WHERE TO FIND IT

Delivered by the phone's notification system; the family member taps one to open the
right screeninthe app.



THE NOTIFICATIONS

1. Reviewrequest — every Tuesday and Friday at 6pm, asking the family to review the
care. Skipped if they have reviewed since the last request.

2.New carerreview request — after a carer's first visit to the person, asking the family
toreview that carer.

3.New message from the office — when the office replies or writes in the Messages
thread.

4. Reply to a complaint or compliment — when the office answers onits Complaints
desk.

Update notice — both apps show a notice when anew versionisin the stores;
updating keeps the person signedin.

RULES WORTH KNOWING

e The notification text never carries care details; the contentisinside the app behind
the PIN.

* Thereisno per-visit tracking notice or visit banner for families.

e Carers'notifications are separate (see *Carer app — Settings and alerts*).

COMMON QUESTIONS

A family member asks for fewer reminders. The review ask s skipped automatically
once they have reviewed since the last one; the other three only fire on areal event.

Family logins (personal plan households)

WHAT IT IS

Onapersonal (household) plan, the page where the household decides who can see
itsloved onesin the Carelo family app: who has alogin, which loved ones they see,
who pays forit, and the one-time setup code that gets themin.

WHERE TO FIND IT

Account menu — Family logins (next to Sign out). Only the household admin seesiit;
care provider companies are senthome.

HOW TO

Add a family login
1. Press + Add a family login.

2. Enter Name, Relationship and Their personal email.



3.Tickthe loved ones they may see.

4. Choose who pays: onthe household's plan, or they pay themselves. The first login
isincludedin the plan.

5. Press Create login (the button also shows the monthly amount from the price
table).

6. Apanel shows the Company ID, Username, the One-time setup code (or "sent by
email") and Valid until. Press Done».

Family side (family app)

Openthe Carelo app, choose Family, enterthe Company ID, username and code
once; after that the app unlocks with a PIN.

Manage alogin

* Who they see — change the ticked loved ones and Save.
* They pay /Put on my plan — switch whois billed.

e Setup code —issue afresh code (new phone, lost code).
¢ Pause /Resume — stop orrestore access.

* Remove — deletes the login after confirmation; they can no longer signin.

RULES WORTH KNOWING

e Upto 5 family logins perhousehold; remove one to add another.

e Aloginneeds aname and atleast one loved one.

* Aself-payinglogin shows Awaiting payment until the app's payment is made; the
KPItiles count active logins and the amount added to the plan.

e Lovedonesarethe household's active service users.

COMMON QUESTIONS

One person fortwo loved ones? One login can cover several loved ones — tick them
all.



CHAPTER 3

For the Office: Giving Access

How the office gives carers and families theirlogins.

1. Carerapp access — setup codes, PINs 2. Family app access — logins, setup codes,
and devices up to ten people perlogin

3. Messages — office to carers and office to
families

Carerapp access — setup codes, PINs and devices
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WHATIT IS

How a carer getsinto the Carelo carerapp. The office issues a one-time setup code;
the carerredeemsit on theirown phone and chooses a private 6-digit PIN that

nobody inthe office can see. Every laterloginis the PIN on an authorised device.

WHERE TO FIND IT

Carers — open the carer — Profile (left side bar) - Settings tab - Open App access,
which jumps to the App access card at the bottom of the page. Scrolling to the



bottom of the Profile page reaches the same card. Thereisno App accessiteminthe
side baritself.

HOW TO

Give a carer the app for the first time

1. Make sure the carer has a personal email on their profile. If not, the card asks forit:
Carer's personal email — setup codes and security alerts go there.

2.Press Create app account and send setup code. The accountis created and the
setup email goes out in the same step.

3.The card now shows Company ID (the company's subdomain) and Username.

Carer side (carer app)

1. Install the Carelo app from the links in the email.
2. Enterthe Company ID, the username and the setup code once.

3. Choose a 6-digit PIN. From then on the app opens with the PIN.

Issue a new code (new phone, lost code)
1. Presslssue setup code. If the profile has no email the card asks for one: Save email
and send setup code.

2.The greennoticereads "Setup code emailed to the carer ... valid until ...". Issuing
againreplaces the previous code.

Remove a device (lost phone)

Under Authorised devices (N of 3) press Remove on the device and confirm. The carer
is signed out onitand needs anew setup code to use it again.

RULES WORTH KNOWING

e Acodeisvalid for24 hours andis emailed to the carer's own inbox. The office
screennever shows a carer's code.

e Upto 3authorised devices percarer.

* 10wrongPINslockadevice: it shows LOCKED — needs a new setup code.

e Acarercanalsorequestacode fromthe app themselves; the card then says "They
requestedit fromthe app —sentto..".

* Aninactive carer's app accessis closed (see the profile page).

* Removing adeviceis audited.

COMMON QUESTIONS

The carer says the email never arrived. Check the email on the profile, correctit, and
press Issue setup code again — the old code stops working.



Canthe office set the PIN? No. Only the carer choosesiit, on their phone.

Family app access — logins, setup codes, up to ten
people perlogin
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WHAT IT IS

The family signsinto the same Carelo app as carers and sees this one person's care:

the two-week schedule with live check-ins, care documents, case notes, messages
with the office, and carerreviews. The office creates and manages each family login

from the person's profile.

WHERE TO FIND IT
Service Users — open a person — Profile & Contacts — Settings tab — Family app

access.

HOW TO

Create afamily login

1. EnterName, choose Relationship (Daughter, Son, Wife, Husband, Mother, Father,
Sister, Brother, Guardian, Social Worker, Friend, Other) and their Personal email.

2.Press + Create family login.



3.The page shows the Company ID, Username and a one-time Setup code (valid 24
hours), and emails the same details with the app links. They open the Carelo app,
enter the details, press Continue and choose their own private 6-digit PIN. The
office never sees the PIN.

4. PressDone.

Issue anew setup code

1. Onthe family member's row press Setup code. If no emailis on file,additin No
email for .. — addit and the setup code is sent there and press Save email and
send setup code.

2. Therow shows when the code was issued, where it was emailed and until whenitis
valid.

Pause, resume orremove

¢ Pause access/Resume access switches the login off and on without deletingiit.

e Xbeside adevice underthe name removes that phone; they need anew setup
codetouseitagain.

* Remove deletes the login completely after a confirmation.

* Reset password appears only for an olderaccount with no PIN yet (legacy sign-in);
preferissuing a setup code.

Add a second person to an existing family login

Create aloginonthe otherservice user's profile with the same email. Instead of anew
account, that personis added to the existing login; the page says "already has a
Carelo family login — this person has been added toit". Inthe app they tap aname at
the top to switch.

RULES WORTH KNOWING

* One email =one family. The same email on another service userlinks the two; the
same email twice on the same personisrefused ("use their Setup code button
above").

* Onelogincancoverupto10 people. The eleventhisrefused.

* The family sees only this person: their schedule, documents the office marked
Show to carersinthe app /in app, case notes, office messages andreviews. There
is no carer-to-family channel; messages go to the office.

¢ Repliesto family messages are sent from the person's Dashboard (Family
messages).
COMMON QUESTIONS

The family lost their phone. Remove the device with X, then press Setup code; the
old phone cannolongersignin.



Canonerelative see two parents? Yes, through the same-email link above, up to ten
people ononelogin.

Messages — office to carers and office to families
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Messages Carers

WHAT IT IS

The company's communication centre: one thread per carer and one per service
user's family, in a WhatsApp-style layout, all kept and audited inside Carelo. The only
channels are office « carer and office < family. There is no carer « family channel.

WHERE TO FIND IT

Main menu — Messages. The unread count also shows in the browser tab.

HOW TO

Find and open a conversation

e Carersarelisted ontop, Families below; drag the divider to resize. Search with Find
acarer... /Find a service user....

* Unreadthreads carry ablue badge; the most recent conversation opens by itself.
e Starathreadtopinitto the top. Mark as unread brings aread thread back.

¢ Adotonthe avatarmeansthey are onthe app now.



Write

1. TypeinMessage .. and press Send (up to 2000 characters).

2.Hover amessage for Reply (quotesit), Edit (your own, within 2 hours) or Delete
(yourown, within 24 hours; readers see "This message was deleted").

3.The bellmutes the new-message chime.

Carer and family side

Carers see the thread in the carer app and get a push notification for each office

message; families seeitin the family app. A carer's holiday request or sickness report
also posts alineinto their thread.
RULES WORTH KNOWING

e Office < carerand office < family only. Carers never message families through
Carelo.

e Editand delete windows are enforced by the database, notjust the screen.
¢ Athread with nothing from the other side cannot be marked unread.

e Everythingis kept foraudit.

COMMON QUESTIONS

Canlmessage all carers atonce? No — one thread per person.

Questions at any point? Inside Carelo, open Carelo support from the account menu, or write to
help@carelo.co.uk.



