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USER GUIDE - OFFICE SYSTEM

Carelo Oftice — The Complete Guide

Every screen and every taskin the Carelo office, step by step: service users,
carers, therota, compliance, reports, settings and billing. Written for owners,
managers and coordinators.
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CHAPTER 1

The Dashboard

Your morning view: what needs attention, today's calls and the health of the service.

1. Dashboard — today's picture

Dashboard — today's picture
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WHAT IT IS

The Dashboard s the first page after sign-in: today's calls, whois live, what needs
attention, and the week's picture, all computed inside the database so it opens fast
foracompany of any size. Every numberis scoped to yourbranch and region access.
Every tile and cardis alink into the page that holds the record.

WHERE TO FIND IT

Main menu — Dashboard (or the Carelo logo, top left).



HOW TO

Read the top row

The greeting carries the Company Pulse dial (last 7 days): Delivery, Attended, On time
and Medication weighted together. When check-ins are not being recorded, Delivery
and Attended show "—"ratherthan a false zero. Clicking the dial opens Progress &
Awards.

The eight tiles underneath:

1. Today's Calls — active calls, done, missed, stillto come — Live Monitor.

2.0nTime Today — on-time percentage of today's check-ins, with late and missed
counts — Call & Care Monitoring.

3. Delivered This Week — delivered hours of planned hours — Timesheets.
4. Live Now — callsin progress — Live Monitor.
5.Unassigned 14d — calls with no carerin the next 14 days — Carer Roster.

6. Attention — openincidents + open body-map concerns + holiday requests waiting
+ manual check requests + alert case notes today — Incident Reports.

7.Messages — unread — Messages.

8. Away Today — carers on leave today and in the next 7 days — Holidays.

Work the cards

* Live Right Now — late calls (planned time, nobody checked inyet), callsin
progress, and what each carer does next. Link: Live Monitor.

¢ Today's Flow — calls by hour, planned against delivered. Link: Carer Roster.

* Today's Story — today's activity feed: check-ins, notes, MAR, incidents,
messages, leave, rota changes. Cancellations are left out of the story (they are
decisions, not events) and stay in the Activity Log report. Link: Activity Log.

* Needs Your Attention — sixrows: Incident Reports Open, Body-Map Concerns
Open, Holiday Requests Waiting, Manual Check Requests, Alert Case Notes Today,
Medication Compliance. Eachrow opensits desk.

e This Week's Podium — the top three carer scores this week. Link: Progress.
* Away Today — whoisonleave. Link: Holidays.
e Messages — latest conversations, family threads marked "(family)". Link: Open.

* Fromcarers — every hand-off a carerwrote in the last 7 days, standing instructions
carers wrote before 18 Oct 2026, and Care Chart entries with an unreviewed
problem. Office-written notes are not listed. Eachrow opens the service user's
Diary, Requirements or Care Charts.

Read the lower sections

e Thisweek's picture — Delivered Hours, Calls Attended, Missed Calls.



e Care quality — last completed week — fourrings: On-Time Check-Ins, Medication
Given, Calls Attended, Hours Delivered vs Plan. Today is left out: half its calls are not
dueyet.

* People — Service Users, Carers, Body Map & Incidents (Handle).

e Straightinto therecord — the fourreport families; Everywhere in one click — chips
to every main page.

RULES WORTH KNOWING
e Times are UKwall-clock; the dashboard never converts them.

* "Nodata"isnevershownas 0%: aring or pulse part with nothing to judge reads

¢ Ascopedloginwithno branch orregioninscope sees anempty day.

COMMON QUESTIONS

Why does Today's Story not show a cancelled call? Cancellations are kept out of the
feed by design; the Activity Logreport lists themin full.



CHAPTER 2

Service Users

Each personyou support: profile, schedule, medication, care charts, plans, notes
and family access.

1. Service Users — the list, the overview and .Diary & Notes — every case noteona
adding a person person, and the printable care diary

2. Aservice user's Dashboard — the care 10. Family app access — logins, setup codes,
week at aglance up to ten people perlogin

. Profile & Contacts — identity, address, 11. Funding & Invoices — who pays, and
gett|ng in’ care team, status invoices raised fromreal calls

.The appointment card — one call'stabs,  12.IncidentReports forone person — the
carers, notes and history permanent record and the office

. Body Map — skin marks from carers and résponse

the office on one figure 13. Medication/MAR — the medicationlist,

.Call & Care Monitoring and the ActivityLog ~ the administrationlog and the MAR chart

— what actually happened 14. Requirements & Risks — care needs, visit

Care Charts — catheter. fluids rules, risks and standing instructions

repositioning and the other charts carers  15. Respite — pausing a person’s calls for a
record stay away
. Care Plans & Assessments — the 16. Schedule — the person's weekly pattern,
document hub for one person packages and changes
17.Weekly Roster fora person — one week's

real calls

Service Users — the list, the overview and adding a
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WHAT IT IS

The Service Users page is the company-wide view of everyone you care for: a
directory on the left (search, status filter, the list) and an overview on the right built
fromthe company'sreal visits. + Add Service User opens the form that creates a new
record with an address and a map pin.

WHERE TO FIND IT
Service Usersin the main menu. Aname in the list opens that person’'s Weekly Roster

first; the person's own sidebar then holds every other tab.

HOW TO

Find a person

1. Service Users — type in Search service users....

2.The status filter shows Active by default. Choose Inactive or All to see people who
are off the books; aninactive person's reason shows beside the name.

Read the overview

¢ Service users — total, how many active, how many organisations.

¢ Visits today — count, hours, how many done, the next visit, any late/missed. Opens
today's service userroster.



e Carehours - thisweek — with the change against last week.
* Unassigned - next 7 days — opens the roster on the first uncovered day.
* Thisweek's care — visits per day, assigned against unassigned.

e Caredelivery — attended, ontime, late, missed and average visit length this week
(appears once carersrecord check-ins).

* Hours by service user, Schedule health (with a weekly schedule, ending within four
weeks, no visitsin the next 7 days) and Needs attention, a short list with alink to the

right page foreachitem.

Add a service user

1. Service Users — + Add Service User.

2. Client type: Person or Organisation (choose Organisation only when carers visit a
locationrather than a person).

3. Fill Status, Title, Forename and Surname (both required), Middle name, Gender,
Date of birth.

4. Contact: Email, Secondary email(s) (use ; betweenaddresses), Landline,
Mobile.

5. Address: Address line 1and Postcode are required; City / Town, County, Country
optional.

6.Inthe Location panel press Find on map. Drag the pinif itis not onthe house — the

carer's app checksin against this pin.

7. Tick any Branches and Regions the person belongs to (shown only when the
company has them).

8. Press Save service user. You return to the list.

RULES WORTH KNOWING

e Anameisrequired;the addressis saved only when both Addressline1and
Postcode are given.

e Aformsavedwithout a pin gets alookup from the typed address; a pinyou placed
ordraggedis kept as the truth.

* Apersoncanbelongtomore than oneregionand more than one branch.

* Thelist shows active people by default everywhere; inactive people keep their
record and history.

COMMON QUESTIONS

Why does clicking a name open the roster, not the profile? By design: the week s
what the office needs most. The profile is one click away in the person's sidebar.



Canladd care needs or a schedule from this form? No. Save the person first, then use
Requirements & Risks and Schedule in their sidebar.

A service user's Dashboard — the care week ataglance
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WHATIT IS

The firsttab in a person's sidebar: their care this week, today's calls, what needs
attention, which carers visit them, the delivery record, and the office end of the family
portal. Everythingis read fromreal visits; nothing is typed here except the key-info
panel and family replies.

WHERE TO FIND IT

Service Users — open a person — Dashboard. The sidebar shows the person's name,
their hours perweek, ared DNACPR badge when oneisrecorded, and <> arrows to flip
to the previous or next active service user on the same tab. < All service users returns
to thelist.



HOW TO

Read the page

* (Name)'s care week — the seven days with visits and hours, plus Package (agreed
hours), planned and delivered this week.

e Today —today's callsin time order, or "No visits scheduled today" with the last visit.

* Needs attention — missed visits, unassigned visits (with the first date), first-time
carers this week, a weekly schedule ending soon, no weekly schedule, cancelled
visits (with the reason), or Onrespite. Eachline links to the page that fixesiit.

* Who visits (name) — the carers on this week's calls with a continuity percentage.

* Deliveryrecord — attended, hours delivered against hours due, average visit
length, and the next 7 days (with the next respite start if one is booked).

* Quickrows to Medication (how many on file), Respite (Active / from a date /Not on
respite) and Records & notes.

Edit key information on the left panel

1.Hoverarow (Phone, Address, Emergency contact, GP, Pharmacy) and press the
pencil.

2. Change the value and press Save (or Cancel). Only that row is written.
3.Branch /regionisread-only here; Change opens the profile where the pickers live.

4.The cameraiconon the photo lets you Change picture (images under 5 MB).

Reply to the family

When the person has family app access, Family messages and Family reviews appear
atthe bottom.

1. TypeinReply to the family — they seeitinthe app....
2.Press Send. Messages are capped at 2000 characters.

Family reviews show the carer, a starrating and any comment; the office cannot edit
them.

RULES WORTH KNOWING

e Changingthe typed address moves the map pin only when the address actually
changed; a confirmed pin survives an unrelated edit.

e Aphotoisaccepted only when the file's real content matches its name (arenamed
non-image isrefused).

e The family section only appears once a family login or a family message exists.

COMMON QUESTIONS

Why is a carer flagged as first-time? They have not delivered a call to this person
before this week; the dashboard suggests anintroduction.



Where do | change the weekly pattern? Schedule in the sidebar; the dashboard only
reportsit.

Profile & Contacts — identity, address, gettingin, care
team, status

< . )

Personal Address Care Settings Profile & Contacts

WHAT IT IS

The person's fullrecordin four tabs: Personal, Address, Care, Settings. Most fields
save together with Save profile; region, branch, care-team and family-login changes
saveinstantly.

WHERE TO FIND IT

Service Users — open a person — Profile & Contacts. The <> arrows move to the

previous or next active service useron the same tab.

HOW TO

Personal

Type (Person/ Organisation), Title, Forename, Middle name, Surname, Gender, Date
of birth, Client ID (your ownreference). Press Save profile in the save bar that appears
once something changes; Cancel reloads.



Address

1. Phone & email: Mobile, Landline, Email, Secondary emails.

2. Address: lines 1-2, City / town, County, Postcode. Press Find on map, drag the pin
onto the house, then Confirmlocation — the carer's app checks in against this pin.

3. App check-inzone (meters): 50-500, orempty for the company default. Tick
Check-in anywhere allowed when calls happen away from the address (day
centre, relative's home); the app then neverrefuses a check-in, and the carer's
positionis stillrecorded.

4. Getting in: Keysafe number, Medication keysafe, How to enter the house — shown
to the careron the visit, kept off rosters and prints.

5. Key contacts: Emergency contact, Next of kin, GP, Pharmacy, Social worker (each
with aphone).

Care

* DNACPR/ReSPECT: set Yes and record Where the original form is kept. Carers
and family then see ared DNACPR badge on every call, and the badge shows inthe
office sidebar.

e Careteam: + Add a favourite... (offered first when assigning) or + Block a carer.... A
blocked careris refused on every assignment path. Remove with the x on the chip.

e Carerequirements andrisks live on the Requirements & Risks page.

Settings

e Status: Active /Inactive. Inactive requires aReason (Deceased, Moved away,
Hospital /long-term placement, Service ended, Other + note). Inactive hides the
person fromrotas, pickers, matrices and reports; the record and history are kept.

e Care placement: + Addregion... / + Add branch... chips, and links to create new
ones.

* Appointments: Appointment start times can be moved by — Inherit from system,
No limit, ora number of minutes (O = never move) that caps how far the rota may

shift this person's start times.

* Family app access: see the family-app-access page.

RULES WORTH KNOWING

* Apersoncannot be madeinactive while they stillhave upcoming appointments.
The page shows Their Schedule Comes First with the count and offers Open
Schedule (delete the upcoming calls) or Add Respite (temporary absence — they
stay active).

* Areasonisdemandedwhen the switchis flippedto Inactive; "Inactive since"is
stamped once and kept on later saves.



e Favourite carers are a preference; blocked carers are enforced by the assignment
engine, not just the picker.
COMMON QUESTIONS

Where did the free-text Branch box go? Branch membership is now the chips under
Care placement; the pickers list what exists.

Canlsetregions here for a household on the Personal plan? Ahousehold has one
hiddenregion; regions are not shown.

The appointment card — one call's tabs, carers, notes
and history

o Appointment e Risk & Care Requirements e Notes ° Travel e History

WHAT IT IS

The pop-up card that opens when you click a call on any roster or schedule. One card,
five tabs: Appointment, Risk & Care Requirements, Notes, Travel, History. The
/appointment-card page s a preview of the card with sample data; the real card
opens fromthe boards.

WHERE TO FIND IT

Click a call on a Weekly Roster, the Schedule page or the Rota. Drag the card from any
empty area to move it off the rows beneath.



HOW TO

Appointment tab

e Date comesfromthe cellyou clicked. Set Start time, End time; Duration is

calculated. Onthe Schedule page anew call also takes Start date, Days (chips, or
the all-days tick) and Expire on.

Carers & run: Carer 1, Carer 2 (required on a double-up), Shadow, each with an
optional Run. A Region filter narrows the pickers. Carers who delivered calls for this
personinthelast 28 days appear first under "Knows (forename)". The mark beside
each seatis a statuslight: filled, stillneeded, or not required.

Quick actionsinthe header: @ Cancel, U Reinstate (a cancelled call), @ Delete.

Footer: This week only / This & future weeks (or Repeat weekly for a one-off), then
Save changes, Save & update schedule, Save & repeat weekly, Create weekly
schedule or Save for this week only. Close closes without saving.

Actual times

On adelivered or missed call, Actual times is the one place the office corrects check-

in and check-out times, with areason kept in the history. Ano-show reads "did not

attend — no check-in" and the call shows as missed. On a partially delivered double-

up the no-show seat can be re-crewed and the replacement's times recorded.

Risk & Care Requirements

The person'sreal Requirements & Risks board inside the card, withits own Save
changes. Atick here means "on calls like this one".

Notes

Carers' case notes: read-only, one box per carer.

Every week on this appointment: office words pinned to this call's weekly slot,
shown on every week until Remove.

Handover — for the carer on this call: + Write handover; tick the every-week box to
pinitto the slot.

Office notes: + Add office note, recorded under your name.

Travel and History

Travel shows the road route for the carer's approach leg (fromhome or the previous

client), planned and needed times, and a » Directions link. History lists what the
database recorded on this call, newest first.

RULES WORTH KNOWING

e Achecked-incallis alocked carerecord: the card opensread-only ("Delivered —

locked"), with no reassign, delete or time edit. While still in progress and before its



planned end it canstill be cancelled; the check-in stays onrecord.

* Newest decisionwins: a carer saved onto a clashing call comes off the other call,
whichbecomes unassigned andis reported. Nothing double-books.

¢ Ablocked carerisrefusedinline and the card stays opento correct.
* The office never writes or edits a carer's case note.

e Startandendtime cannot be the same; anend earlier than the start means an
overnight call (up to 24 hours).

COMMON QUESTIONS

Why is Save missing? The callis delivered and locked, oryou are on the Risk & Care
Requirements tab, which has its own Save.

Where are the old Tasks and Requirements tabs? Replaced by Risk & Care
Requirements once acompany is switched over.

Body Map — skin marks from carers and the office on
one figure

Body Map

WHAT IT IS

Every mark carers (and the office) have recorded on this person, combined on one
pair of front and back figures, with each report worked to resolution alongside. Left



andright are always the person's own left and right.

WHERE TO FIND IT

Service Users — open a person — Body Map. The header counts marks open,
monitoring and resolved; the figure matches the person'srecorded gender, with a
switch only whenno genderis onfile.

HOW TO

Record a mark from the office

1. Clickthe spot onthe figure.

2.Choose the type: Bruise, Cut / graze, Pressure sore, Rash, Swelling, Burn / scald,
Skintear, Ulcer / openwound, or type your ownin "What s it? Your own words".

3. Describe the concern — what it looks like, how it was found, anything already done
— and save. Cancel discards.

Work areport
1. Filter the list with All / Open / Monitoring / Resolved. The numbers on the figure
match the list numbers; #1is the newest.

2. Acarer'sreport shows the whole-body photo and the part close-up side by side;
click the close-up foralarge view with zoom.

3. Write Outcome, Actions taken and Future plan, set the status chip (Open,
Monitoring, Resolved) and save.
RULES WORTH KNOWING

e Resolved marks fade on the figure but stay on the record; nothingis deleted.

e Acarer'sreport carries bothimages the app sent; the office cannot edit the carer's
words, only respond.

e Marksrecorded by the office use the same record shape as the app, so they
appear onthe Operations desk too.

COMMON QUESTIONS
Which side is "left"? The person's own left, on both the front and back figures.

Where do carers record marks? In the app during a visit; the office sees them here
and on Operations — Body Map.

Call & Care Monitoring and the Activity Log — what



actually happened
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WHAT IT IS

Tworead-back pages forone person. Call & Care Monitoring is the electronic call
monitoring record: one row per carer attendance (a double-handed call is two rows,
tagged as a pair) with planned and delivered times, punctuality, medication
outcomes, status and the case notes. The Activity Logis the whole care story day by
day: every call delivered, missed or cancelled, every case note, medication outcome
andrecord change, incident, body map, respite start and return, care document,
completedreview and complaint. Both look back only.

WHERE TO FIND IT

Service Users — open a person — Call & Care Monitoring, or — Activity Log. Both open
onthelast7 daysincluding today.

HOW TO

Read Call & Care Monitoring

1. Set From and To; filter by carer (All carers) and status (Any status, Completed, Late,
Missed, Cancelled, Upcoming, Not recorded).

2.Statsononeline: Calls, Attended, On time (percentage), Late (with the average),
Missed, Hours delivered against planned.

3. Eachrow shows Carer (2nd on a double-up), Planned times and duration, Check-
in and Check-out with punctuality, the Medication outcomes recorded on that



call, the Status, and the Case notes column: the carer's care note with its Care
givenline, any Handover for the next carer, and office notes.

4. Press + Office note onarow, type the note ("phone update from the carer or

family, an observation...") and save. Itis saved under your name.

5. V Excel downloads a styled workbook; ¥ PDF prints the table.

Read the Activity Log

1. Move with the month pager («»), the 7 days / 30 days / 90 days presets, or custom

From /To dates (Tois capped at today).

2. 0One box perday, newest day first; inside, one line per thing that happened with its

time, a type chip and a plain sentence.

3. Export Excel or Export PDF — both carry the whole selected range, not just the

screen.

RULES WORTH KNOWING

A callwhose whole window has passed with no check-in shows as missed straight
away.

Times are UKwall-clock as recorded; nothing is shifted for daylight saving.

The office cannot write or edit a carer's care note; it can only add an office note
besideit.

The Activity Logis read-only and opens forinactive people too, becauseiitis
history.

Every line comes from the module that ownsi it (visits, medication, incidents, body
map, respite, documents), so the screen and the exports never differ.

COMMON QUESTIONS

A call shows "Not recorded". The carer was assigned but no check-in or check-out

landed and the window has not fully passed; check the carer's app and phone.

Where do | correct a wrong check-out time? On the appointment card's Actual

times block, with areason — not here.

Care Charts — catheter, fluids, repositioning and the
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WHATIT IS

Fourteen charts the office can switch on per person; carers thenrecord themin the
app ontheright calls. Each chart has a set-up strip, a weekly sheet and a Needs
review list, and can be printed as areport. The build mirrors Medication / MAR.

Charts: Catheter, Stoma, Bowel, Continence & pads, Fluid intake, Food intake, Tube
feeding (PEG), Repositioning (recorded on every call by default), Observations,
Blood sugar, Weight, Pain, Behaviour (ABC), Seizure (recorded when needed by
default).

WHERE TO FIND IT

Service Users — open aperson — Care Charts. One tab perlive chart, plus Expired
charts. The report opens from Run chart report; < Care Charts returns.

HOW TO

Add achart

1. Press + Add chart and choose the chart.

2. Fillits set-up fields ("Set up once. Carers see these details every time they record
it.").

3. Remind the carer on: Every call or When needed.

4. Tell the office straight away when: the conditions that flag an entry for review.



5. Add a Note for carers if useful and save.

Keep it current

Onthe chart's strip: + Record entry (an office-recorded entry with Taken on date and
time, each measurement or Not measured, Any problem chips and a Note, required
when a problemis chosen), Edit the set-up, or End chart with a Reason — carers stop
seeingit today andits history moves to Expired charts.

Read the week

Use the week navigation to move; the sheet shows one column per day with each
entry's values and the carerwho recorded it. Open Expired charts to read an ended
chart's history.

Respond to a flagged entry

1. The alert row says how many entries need manager review; the With the office —
open and monitoring table lists them (When, Chart, What, Carer, Office response,
Status).

2. Press Respond & set status. Write Outcome / decision, Actions taken, Future plan
and choose Open, Monitoring or Resolved.

Run areport

1. Press Run chartreport (needs a selected chart).

2. Set the date window — whole weeks inthe company's week, six at most. One sheet
perweek.

3. Print or Export PDF.

RULES WORTH KNOWING

e Achartthathasbeenendedis neverdeleted;its entries stay readable under
Expired charts.

e Anentry with aproblem needs a note; the office's own entries show "recorded by
the office”.

e Recordedtimes are UKwall-clock as entered.

* Anentry stays onthereview list untilits status is Resolved.

COMMON QUESTIONS

Canacarerrecord a chart thatis not switched on? No. The office adds the chart first;
carers see only this person's live charts.

Where do charts appear company-wide? Operations — Care Chartslists every open
entry across the company; this page is the one-person view.



Care Plans & Assessments — the document hub for one
person
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WHAT IT IS

Onerow perdocument type with a status chip, the current file, when it was taken, the
review cycle, the next due date, who updated it and whether carers can openitinthe
app. Three documents can be writtenin Carelo (Initial Assessment, Care Plan, Risk
Assessment); the three review documents are carried out in Matrix and shown here;
any document can be uploaded.

Rows: Initial Assessment, Care Plan, Risk Assessment, 7-Day Review, 3-Monthly
Review, Quality Assurance, Consent & Capacity, Other document, plus any
document names you add.

WHERE TO FIND IT

Service Users — open a person — Care Plans & Assessments.

HOW TO

Write a documentin Carelo

1. Onlnitial Assessment, Care Plan or Risk Assessment press Create (or Continueon a
draft, New version on a published one).



2.The form opens pre-ticked from the person's Requirements & Risks and record;
only the sections that apply are shown. Press Fillin from the record to pull the
record into an older draft. Answers autosave; the header shows "Saving..." then the
time.

3. When finished, confirm The date this document speaks for and Next review due
(offered from company policy, yours to change), tick whether to show it in the app,
and publish. Discard draft throws the draft away.

4.View opens the published document with Print / Save as PDF and anIn app: Yes /
No switch.

Upload a document

1. Press Upload (or Replace when one exists) on the row.
2.Choose the File (PDF / Word / Excel) — PDF, Word, Excel, JPG or PNG under 15 MB

— set Taken on, keep oruntick Show to carers in the app, press Upload.

3. Foratype not onthelist, use the bottom form: Document name, file, Taken on,
thenUpload.

Reviews and Quality Assurance

The 7-Day Review, 3—-Monthly Review and Quality Assurance are carried out in Matrix.
The row shows Open the record when done, Carried out in Matrix otherwise, with
Create /View opening the same review form and viewer here. Upload remains
available for a paperreview scanned afterwards.

History

Document history lists every version ever uploaded, marked Current or Superseded.
Delete removes one version aftera confirmation.

RULES WORTH KNOWING

e Status chips: Not on file, Up to date (or On file with no cycle), Due soon (within 21
days), Overdue.

* Thereview cycleis neverchosen atupload;it comes from Settings — Service Users
— Compliance cycles.

* Uploadingreplaces the current document and keeps the old one in history;
nothingis lost.

* Only owners, managers and coordinators can upload. A file whose content does
not matchits extensionis refused.

e Adocument publishedin Carelo counts as the document; the row never says Not
onfile aboutit.



COMMON QUESTIONS

Who sees "Show to carersinthe app"? Carers open the document from the person's
recordin theirapp; family logins see documents marked in app.

Canlset adifferent review date for a high-risk person? Yes — change Next review
due before publishing.

Diary & Notes — every case note on a person, and the
printable care diary
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Diary & Notes 1 Export PDF From To Show

WHAT IT IS

Every case note written on this person's calls, newest first, with the carer, the
appointment and the care given. The same records Call & Care Monitoring reads per
day; thisis the per-personlens for when a family rings or aninspector asks. The print
page turns a date range into a formal Care Diary.

WHERE TO FIND IT

Service Users — open a person — Diary & Notes.  Export PDF opens the printviewin a
new tab.



HOW TO

Read the notes

1. SetFromand To and press Show.
2.Notes are paged 25 to a screen and grouped by day; move with <« Newer and Older

>,

3. Each card shows the note type inits header (Case note, Handover note, Alert —
supervisorinformed, Incident note), then Carer, Service user, Appointment (date
and planned times), Submitted (time, and whetherit came from the Carelo App or
the Office), the text, and a Care given line listing the activities ticked at check-out.

Export the Care Diary

1. Choose the daterange and press & Export PDF.

2. The print page opens oldest first, headed with the person's name and marked
"Care Diary - Confidential". Use the browser's print dialog and Save as PDF.

RULES WORTH KNOWING
e Carerswrite case notesinthe app at check-out; the office cannot write oredita
carer's case note.

e Office-written notes (added from Call & Care Monitoring or the appointment card)
show "Office" as the source and the office user's name.

¢ Timestamps are UKwall-clock asrecorded.

* Thediary shows notes only; delivered and missed calls, medication outcomes and
otherevents are on the Activity Log.

COMMON QUESTIONS

A noteis missing fora call. Check the appointment on Call & Care Monitoring; the
carermay not have checked out, orthe note may sit on the other carer'srow of a

double-up.

Canlhand the PDF to a social worker? That is what the print view is for: chronological,
oldest first, confidential header.

Family app access — logins, setup codes, up to ten



people perlogin

Aanas

o Profile & Contacts e Settings e Dashboard

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
fromthe 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, add it in No

email for .. — add it and the setup code is sent there and press Save email and
send setup code.

2. The row shows when the code was issued, where it was emailed and untilwhenitis

valid.

Pause, resume or remove

Pause access /Resume access switches the login off and on without deleting it.

X beside adevice under the name removes that phone; they need anew setup
codetouseitagain.

Remove deletes the login completely after a confirmation.

Reset password appears only foran older account with no PIN yet (legacy sign-in);
preferissuing a setup code.

Add a second person to an existing family login

Create aloginonthe other service user's profile with the same email. Instead of a new

account, that personis added to the existinglogin; the page says "already has a

Carelo family login — this person has been addedtoit". In the 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").

Onelogincancoverup to 10 people. The eleventhis refused.

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

Replies to 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.



Funding & Invoices — who pays, and invoices raised from

real calls
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WHATIT IS

Who pays for this person's care, at what hourly rate, and the invoices raised against
those funders from the person'sreal visits. Aninvoice is a snapshot of the calls inits
period; alaterrota change never alters it. Status walks Draft — Sent — Paid, and the
letterheaded print view is the document.

WHERE TO FIND IT
Service Users — open a person — Funding & Invoices. Aninvoice number opens its
printview in a new tab.

HOW TO

Add a funder

1. Press + Add a funder.

2.Choose Funder type (Local Authority, NHS / CHC, Private (self-funded), Direct
Payment, Other), enter Name, an optional Reference (PO / SS ref) and the Hourly
rate (£).



3. Save. Edit afunderonits card; Remove asks for confirmation and leaves raised
invoicesintact.

Raise aninvoice

1. Under Raise aninvoice choose Bill to (a funder andits rate), set From and To.

2. Press Create draftinvoice. Every non-cancelled care callin the periodis
snapshotted at the funder's hourly rate; the total is exact minutes, shown as hours
and minutes.

Move aninvoice along

In Invoices each row shows Status, Invoice number, Period, Bill to, Calls, Hours, Rate,
Total. Press Mark sent, then Mark paid. A draft can be deleted after a confirmation.

Print or save as PDF

1. Click the invoice number. The print page shows Bill to, Care delivered to, Period,
Issued, oneline percall (Date, Call, Duration, Hours, Amount) and the totals: Care
calls, Total hours, Hourly rate, Total due.

2.Use the browser's print dialog or Save as PDF.

RULES WORTH KNOWING

* Aninvoice needs afunder; the page says so untiloneis added.

* The hourly rate must be a numberbetween O and 500; the From date must notbe
afterthe To date.

* Onlynon-cancelled callsin the period are billed on this page.

* |nvoices areimmutable onceraised; to correct one, delete the draft andraise it
again.

COMMON QUESTIONS

Two funders share the cost. Add both funders and raise a separate invoice for each
period and payer.

The hourslook wrong. The invoice counts the calls as they stood when it was raised;
check therosterforthe period andraise a fresh draft if calls have since changed.

Incident Reports for one person — the permanentrecord



and the officeresponse
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Incident Reports Incident Initial questions Thereport — carer's words

Officeresponse & action plan

WHAT IT IS

Everyincident a carerreported on this person, inthe same ruled table as Operations —
Incident Reports: the incident (carer, type, time), the initial yes/no questions with the
detail behind each Yes, thereportin the carer's words, and the office'sresponse.
Operationsis the combined desk; thisis the individual lens, built from the same board
so the two never differ.

WHERE TO FIND IT
Service Users — open a person — Incident Reports. The default window is the last

year.

HOW TO

Find anincident

1. SetFromand To. The header counts reports "awaiting acknowledgement"”.

2. Columns: Incident, Initial questions, The report — carer's words, Office response
& action plan, Status (Open or Acknowledged).
Respond and acknowledge

1. Press Write response & acknowledge on an openreport (or Write response /
Update response on one already handled).



2. Write the Outcome, Actions taken and Future plan straight into the cell and save.
The status becomes Acknowledged; the carer sees the response in the app.

Export

| Excel downloads a styled workbook of the selected range; ¥ PDF prints the table on
aletterheaded page.

RULES WORTH KNOWING

* The carer'swords and answers are never edited by the office; only the response
columnis written here.

e Areportstays Openuntilaresponseis written and acknowledged.

* Incidents also appearaslines onthe person's Activity Log.

COMMON QUESTIONS

Can the office raise anincidentitself? Not from this page; incidents come from
carers' reportsinthe app.

Why does an old incident still show? The defaultrange is the last year; narrow the
datesto shorten thellist.

Medication / MAR — the medicationlist, the



administration log and the MAR chart
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Active Medication Expired Medication Medication/MAR Run MARreport

+ Add medication

WHAT IT IS

The person's medicationrecordin three tabs — Active Medication, Expired
Medication, Administration Log — and the printable MAR chart. Carers record each
dosein the app during the matching visit; the office adds and maintains the
medication, approves anything a carer proposed, and reviews the outcomes.

WHERE TO FIND IT

Service Users — open a person — Medication / MAR. The MAR chart opens from Run
MAR report, Print or Export PDF on that page; <« Medication / MAR returns.

HOW TO

Add a medication

1. Press + Add medication.

2.Medication name (start typing for suggestions; any nameis allowed), Dose,
Strength, Route (oral, topical, transdermal, inhaled, eye drops, ear drops, nasal,
injection, other), Frequency (PRN, every day, every 2-7 days, custom), optional
Time gap between doses, Notes / instructions.

3. Administration times: Morning (5am-12pm), Lunch time (12-3pm), Afternoon (3-
5pm), Evening (5-9pm), Night (?pm-5am) or Custom time.



4. Carer response requirement: Mandatory (must be recorded on the matching visit;
the carer cannot complete the visit without an outcome; missed/refused alerts the
manager), Not mandatory (may be recorded; never blocks), Forinformation only.

5. Start date (required), optional start time; tick Set an end date (otherwise the
medication stays active) fora course.

6. Press Add medication. Editing an existing one asks for a Reason for change, kept
inthe history.

Maintain the list

Eachrow offers View, Edit, Duplicate, History, and Expire (or Reactivate on an expired
one). Amedication a careradded from the app appears under "Added by a carer —
needs your approval" with Approve, Decline or Edit first; nothing schedules until
approved.

Review the Administration Log

Columns: Date, Medication, Slot, Recorded, Carer, Outcome, Amount, Reason/
notes, Review. Outcomes are Administered, Prompted, Not required, Refused, Not
given, Missed, Other; an OUT OF SLOT tag marks a dose recorded outsideits listed
time. Press Flag toraise arecord forreview or Mark reviewed to close it. Export CSV
downloads the log; Email reportis a placeholder.

Run the MAR chart

1. Press Run MARreport. The chart shows this month so far: one row per medication
and slot, one column per day, each cell the outcome code plus the carer'sinitials,
with areasons-and-notes table beneath.

2.Use «>to move months, or set from and to dates (a month at most).

3. Print or Export PDF (the browser's Save as PDF). Export CSV downloads the rows in
the window.

RULES WORTH KNOWING

e Manageralerts at the top of the page count carer proposals awaiting approval,
out-of-slot doses, refused / missed / not-givenrecords, scheduled records with

no outcome, records needing review, and medication ending within 7 days.
e Recordedtimes are UKwall-clock exactly as the carerrecorded them.

* The history shows office-added medication and approved carer proposals;
declined proposals are kept under Expired with the reason but notin the history.

e The enddate cannot be before the start date.

COMMON QUESTIONS

A carergave adose at the wrong time —isitlost? No. Itislogged withan OUT OF
SLOT tagandraisedinthe alerts.



Does expiring amedication deleteits record? No. It moves to Expired Medication
withits full history and can be reactivated.

Requirements & Risks — care needs, visitrules, risks and
standinginstructions
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WHAT IT IS

The tick board that tells carers what this person's care includes and what the risks are,
plus the standing instructions shown on every call they apply to. Everything saved
here is what the carer app reads before a visit, and what pre-ticks the care documents
writtenin Carelo.

WHERE TO FIND IT

Service Users — open a person — Requirements & Risks. The same board also opens
inside the appointment card onits Risk & Care Requirements tab, where a tick means
"on calls like thisone".

HOW TO

Tick the carerequirements

1. Under Care requirements tick the tiles that apply: Personal care, Bathing &
showering, Dressing & undressing, Continence care, Mobility support, Moving &



handling, Meals & drinks, Nutrition & hydration, Medication support, Skin & wound
care, Housekeeping, Laundry, Shopping & errands, Companionship, Transport &
appointments, Night care, Dementia support, Palliative care, Double-handed care,
Assessments & reviews.

2.Onatickedtile choose whenit shows — Morning (06-11), Lunch (11-15), Tea (15-19),
Bed (19-22), Night (22-06), Social (over 1 hour). Choose none and it shows on every
call.

3. Anything unusual goesin Anything else... —» Add; it saves instantly as a chip.

4. Press Save changes. The bar confirms "Saved — carers see this on their next visit".

Visit & carerrequirements

Tick who may attend and what kind of visits these are: Driver required, Female carer
only, Male carer only, Double-handed call, Nurse required, Live-in care, Morning call,
Evening / night call, Waking night, Sleeping night, Half-day call, Sitting /
companionship, Respite call, Day centre, Cleaning visit, Domiciliary care. Female-only
and male-only exclude each other.

Risks

Tick therisks that apply — Falls, Choking / swallowing, Pressure sores, Medicationrisk,
Dementia / confusion, Wandering, Aggression / behaviour, Fire / smoking, Pets in the
home, Home hazards, Lives alone, Safeguarding concern — and set each one's level:
Low, Medium or High. Otherrisks go in Anything else... with a level, then Add. Save
with Save changes.

Instructions for carers

1. UnderlInstructions for carers type the instruction (for example where the creams
are kept) and choose when it applies: Days of the week, Times (the same bands as
above) and an optional Dates window. Nothing chosen means every call.

2. Press Addinstruction. It appears at the top with Edit, Turn off / Turnon and
Remove.

3. Aninstruction a carerwrote from the app is tagged From a carer and is fully
editable here.

RULES WORTH KNOWING
e Aninstruction hereis said once and shown on every callit applies to until someone
takes it down; ahand-offis forone call only.

¢ Onegenderrule at atime: ticking Female carer only clears Male carer only, and the
reverse.

* The board shows unsaved changes with a warning until Save changes is pressed;
chips andinstructions save on theirown.



e The care team (favourite and blocked carers) lives on the profile's Care tab, not

here.

COMMON QUESTIONS

Where are the time bands inside the appointment card? Not asked there: a tickin the
cardis stored as that call's own band.

Does Double-handed call make the schedule a double-up? No. The double-up itself
is set on the package orthe appointment card.

Respite — pausing a person's calls for a stay away
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WHAT IT IS

Respite records a period when a service useris away (hospital, a family stay, arespite
placement). The calls inside the period are cancelled with the reasonrecorded, the
scheduleitself isuntouched, and when the respite ends the calls after the end time

canbe putbackinone step.

WHERE TO FIND IT

Service Users — open the person — Respite. Every company's respite periods
together: Operations — Respite (Operations — Respite).



HOW TO

Startarespite

1. Openthe person — Respite.

2. Enterthe start date and start time, and the end date and end time if known. Leave
the end empty foran open-ended stay.

3.Add anoteif usefuland save. The callsinside the period are cancelled with
"respite” as thereason; carers see them leave their day.

End arespite that was open-ended
1. Openthe person — Respite — the active period.

2.Enterthe end date and End time, add a closing note if wanted, and choose
whether to put the calls back from the end time onward.

3. Save. Callsinside the respite stay cancelled; calls after the end time return to the
rosterif you chose torestart them.

Put the calls back later

If the respite was closed without restarting appointments, open the period and use

the put-back action; it offers "Put back the calls this respite cancelled afterits end
time? Calls inside the respite stay cancelled.”

RULES WORTH KNOWING

¢ The schedule (the weekly pattern) is never changed by arespite; only the

generated callsinside the period are cancelled, so the pattern carries on after the
end.

e Acallthat was already delivered (checkedin)is alockedrecord andis never
cancelled by arespite.

e The end must be afterthe start; the formrefuses an end time before the start.

* Reinstating puts back only the calls this respite cancelled, never calls cancelled for
anotherreason.
COMMON QUESTIONS

Will the family see the respite? The family app shows the person's schedule asit
stands, so the cancelled calls disappear fromit for the period.

Canlrecord arespite inthe past? Yes; past callsinside it are cancelled with the
respite reasonunless they were delivered.



Schedule — the person's weekly pattern, packages and

changes
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WHATIT IS

The Scheduleis a service user's standing weekly pattern: which calls happen on which
days and times, with which carer, every week. The rota is generated fromit, this week
and next straight away and the weeks after quietly in the background. A change on the
Schedule changes every future week; a one-week change is made on therota
instead.

WHERE TO FIND IT

Service Users — open the person — Schedule. Direct path: Service Users — person —
Schedule.

HOW TO

Add a call to the pattern
1. Openthe person — Schedule — + Add new schedule.

2.Setthe day, start and end time, and whether the callis double-handed. Assign a
carernow or leave it unassigned (shownin yellow).

3. Save. The call appears on every future week fromits start date; the rotais written
forthis week and next at once.



Move acall

Dragthe card alongits day to a new time (it snaps to the grid) or onto another day,
then confirm. The change applies to the pattern, so every future week moves with it.
Forasingle week, openthe callonthe rotainstead.

Set a patternlonger than one week

Use Pattern (top right) to choose a 2, 3 or 4-week pattern. The board then shows
Week 1, Week 2 ... with the dates each next falls on, and a call can differ between the
weeks (Week 1Alia, Week 2 Asia).

The package

The Package row at the top states what was agreed at the start (for example 3 calls,
16h 30m a week). + Add package call adds a call to the package; the stat strip under
the grid shows appointments a week, total hours and carers working.

End a call or the whole schedule

Openacalland setits expire date to end it from that date. - Expire all schedule ends
every callinthe pattern from a chosen date; the past stays as delivered.

RULES WORTH KNOWING

* Newest decision wins: assigning a carer who s already on a clashing callmoves the
older callto unassigned andreportsit. Nothing double-books and nothing blocks.

e Adeliveredweekisarecord, not ablocker: changes to the pattern neverrewrite
calls that were already checked in.

¢ Overnight calls follow the 24-hourrule: an end time earlier than the start means the
next day, and the callis drawn on both days it covers.

* Adouble-handed call shows half navy, half yellow untilboth seats are filled, on the
Schedule, the Weekly Roster and the rota alike.

¢ Cancelled calls are not drawn on the Schedule; a one-week time change shows as
asmall "this wk" tag so the pattern neverlooks broken.

COMMON QUESTIONS

I changed Tuesday on the rota but next Tuesday is still the old time. Rota changes are
forone week. Change the time on the Schedule for every week.

Why is a call yellow? No careris assigned. Assign one here for every week, oron the
rota forthat week only.

Does the night band show? The grid gives the working day 07:00 to 22:00 most of
the width; calls outside those hours sitin the narrow night band at either edge.



Weekly Roster for a person — one week's real calls
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WHAT IT IS

Thereal appointments for one service userin one week, drawn on a seven-day grid.
The Schedule pageis the repeating pattern; the Weekly Rosteris the generated week.
Changes here touch only the week on screen unless you choose the weekly option on
the card.

WHERE TO FIND IT

Service Users — open a person (the list opens here first) - Weekly Roster. Use «>,
Today, or the date picker to move between weeks (Jan 2026 to Dec 2030). When the
person has a 2-4 week carer pattern, the header shows "Week 2 of 2 - next week is
Week1".

HOW TO

Add a one-off appointment

1. Press + Add appointment. The appointment card opens for this week with a Day
picker.

2. Setthe day, start and end times and carers, then press Save for this week only.
Choose Repeat weekly then Create weekly schedule to make it a patterninstead.



Change one call

1. Click acallto openits card. Edit times or carers.

2.Leave This week only selected and press Save changes, or select This & future
weeks and press Save & update schedule fora permanent change.

3.Dragacallto anothertime or day; the "Move ... to ...7" box asks you to confirm with
Move. Drag the bottom edge to resize, then Change duration.

Work on several calls

1. Drag across empty grid to lasso calls (on a phone, turn on Select first and tap calls).

2.The selection card offers Earlier / Later nudges (5-60 min), a carer picker with
Assign /Unassign, a Carer 1/ Carer 2 seat choice on double-ups, Repeat weekly,
Edit (one call), Cancel, Reinstate and Delete.

Cancelordelete

e Cancel opensthe cancellation form:reason (Clientin hospital, Client on holiday,
Cancelled by client, Cancelled by family, Client unwell, Other), optional details,
whethertoinvoice the client and pay carer attendance and mileage, and two ticks
toremove the call from the carer'sroster and from the client's roster. Unticked, it
stays greyed as Cancelled.

* Deleteremoves the appointment permanently after a confirmation; the dialog

offers Cancelitinstead.

Read the week

Statsunderthe grid: Total appointments, Booked hours, Completed hours,
Cancelled hours, Missed hours, Carers working. = View as text lists the week as plain
text. Aredrespite band marks days the personis away. Hover a call forits carers,
check-inand check-out times, and any "This week only" note.

RULES WORTH KNOWING

* Newest decisionwins: assigning a carerwho is already on a clashing callmoves
that other call to unassigned and reportsit. Nothing double-books and nothing
blocks.

e Achecked-incallisalocked carerecord: it cannot be reassigned, cancelled or
deleted here. Bulk actions skip it and say so.

* Ablocked carerisrefused before anythingis written.
e Acallcancelled with "remove from the client's roster” ticked is hidden here.

e Anovernight call (end before start) runs into the next day, up to 24 hours; last
Sunday's night callis drawn as Monday's tail.



COMMON QUESTIONS

Why does the hover say "This week only"? The call was moved on this roster; the
schedule time isunchanged and shown beside it.

Iwant to drop a carer from every week. Use Unassign with Repeat weekly ticked, or
doitonthe Schedule page.



CHAPTER 3

Carers

Your team: profiles, documents, app access, availability, leave, timesheets and

supervision.

1. Carers — the list, the dashboard and 6. Carer call monitoring and activity log

adding a carer 7. Carer supervision, spot checks and
2. Carer dashboard — one carer's overview appraisals

3. Carer profile — details, status, compliance 8. Time off — holidays, sickness and leave for
and documents one carer

4. Carerapp access — setup codes, PINs 9. Carertimesheets — payable hours and
and devices payroll approval

5. Carer availability and working-hour limits ~ 10. Carer weekly roster

Carers — thelist, the dashboard and adding a carer
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WHAT IT IS

Carersis the team overview: a directory of every carer on the left and the manager's
briefing on the right — who is working today, this week's hours against last week, visits
stillunassigned, care delivery so far this week, workload against contracted hours and
a"needs attention” list. Add Carer creates a new carerrecord.

WHERE TO FIND IT

Main menu — Carers. The + Add Carer button sits at the top of the directory and opens

/carers/new .
HOW TO

Find a carer

1.Typein Searchcarers....

2. The status dropdown shows Active by default; switch to Inactive or All to see
people who have left. Aninactive carer shows theirreason under theirname.

3. Clickaname. It opens that carer's Weekly Roster (the <> arrows on the carer pages
flip to the previous or next active carer on the same tab).

Read the briefing
e Carerteam — total, active, applicants, suspended.

* Working today — carers with calls today out of active carers, appointments and
hours, and how many are on leave. Click it to open today's rota.

e Carehours - this week — with the change against last week.
* Unassigned - next 7 days — click to open the rota on the first uncovered day.
* Thisweek's workload — appointments perday, assigned against unassigned.

e Caredelivery — attended, ontime, late, missed and average visit length, from
check-ins.

* Today's coverage, Workload balance (this week's hours against each carer's
maximum) and Needs attention (missed visits, unassigned visits, overdue
supervisions, applicants, suspended carers — eachline opens the right screen).

Add acarer

1. Carers — + Add Carer.

2. Work status: Status (Active or Applicant), tick Branches and Regions where the
company has them, choose aJob role, add a Start date.

3. Personal details: Title, Gender, Forename, Surname, Middle name, Date of birth.
4. Contact details: Email, Secondary email(s) (separate with ; ), Mobile, Landline.

5. Address: Address line 1, City / Town, County / Province, Country / Region,
Postcode. Inthe Location panel press Find on map; drag the pinifitisnot onthe



house. The pinis saved with the record and feeds travel and run ordering.

6. Press Save Carer (or Save & Add Documents). Both save therecord and returnto
the Carerslist; documents are then added on the carer's Profile - Documents tab.

RULES WORTH KNOWING

e Forename, surname, gender, addressline 1and postcode are required; the save is
refused without them.
e Acarercanbelongto severalregions and several branches.

¢ Active-only everywhere: inactive carers appear only when this directory's
dropdown asks for them. Every statistic on the page counts active carers only.

¢ Openingacarerlands on their Weekly Roster, not the profile.

¢ Onapersonal (household)planthe Carers page is a simplerhousehold view: this
week's calls, care delivery, today, time off and paperwork.

COMMON QUESTIONS

Why does a carer not appear in a picker onthe rota? They are inactive. Check the
directory with All selected, then their Profile — Settings — Status.

Where do | set contracted hours? On the carer's Availability page (min / max hours
perweek). The Workload balance card uses the maximum.

Carerdashboard — one carer's overview
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WHAT IT IS

One carer's page: today's calls, this week's worked hours against rostered, call quality
(late and missed), compliance actions (supervision due, time off pending),
compliments families have sent about them, and a profile card on the right.

WHERE TO FIND IT

Carers — open acarer — Dashboard (firstitem in the carer's side menu). The side menu
lists: Dashboard, Profile, Weekly Roster, Availability, Time Off, Call Monitoring,
Supervision, Timesheets, Activity Log, Location. < All carersreturns to the directory; «
> flip to the previous or next active carer on the same page.

HOW TO

Read the overview

* The headerbuttonsjump to Weekly roster, Timesheets and Supervision.

e Today — calls completed out of calls booked, with the next call time and a status
(No calls, Not started, On track, In progress, Completed, Attention).

* Thisweek — worked hours against rostered hours.
e Call quality — attended share this week, late and missed counts.

e Compliance — the number of actions waiting (supervision to book, time off to
review).

e Alertchips appear for supervision overdue or not scheduled, missed call today,
missing check-out, late calls to review and time off pending.

Use the cards

e Today's Work — next call and late / missed; View roster>.

* Weekly Hours — worked, overtime over the contracted maximum, remaining, and
the timesheet state (Draft / Review needed / Approved); Review timesheet >.

» Call Monitoring — attended this week, average lateness and duration; Review calls

>,

* Notes & Tasks and Medication / MAR — fill as the carer app records visits; they say
so plainly when empty.

e Compliance — supervision state, time off pending, and Book supervision» /
Review time off > when somethingis due.

e Compliments — praise a family sentin their app naming this carer; answered on
Operations —» Complaints & Compliments (Compliments desk»).
Change the photo

Click the camera on the profile card and choose animage (under 5 MB). It uploads
immediately.



Edit a detail on the profile card

Hover arow (Mobile, Email, Address, Emergency contact, Job role, Start date, Branch /
region, Travel method) and click its pencil — it opens the exact Profile tab that owns
that field.

RULES WORTH KNOWING

e Worked, late, missed and quality figures come from the carer's timesheet for the
company's current week (Settings — Week starts on).

e Supervisionis "Overdue" when a booked session's date has passed without being
held, oracompleted session's next-due date isin the past; "Due in N days" within
14 days.

¢ Onlyfileswhose bytes are arealimage are accepted as a photo, whatever the file is
called.

COMMON QUESTIONS

The Compliance card says "Training / DBS — Notrecorded". Those live on Profile —
Compliance and Matrix — Trainings; this card does not read them yet.

Carer profile — details, status, compliance and
documents
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WHAT IT IS

The carer's fullrecord in six tabs: Personal, Address, Employment, Settings,
Compliance, Documents. Itis the one place every field is edited; other screens link
here. The App access card (device sign-in) sits at the bottom of the same page — see
"Carer app access and setup code".

WHERE TO FIND IT

Carers — open a carer — Profile. A pencil on the dashboard card opens the matching
tab directly.

HOW TO

Edit and save

1. Change any field. Abar appears with Cancel and Save profile.

2. Press Save profile. Forename, Surname, Gender, Address line 1, Postcode and Job
role are required; the bar highlights what is missing.

3.Region and branch chips, the travel method and documents save instantly without
the bar.

Make a carerinactive (or active again)

1. Settings tab — Status — pressInactive.

2. Pick aReason: Left employment, Dismissed, Long-term leave, Retired or Other
(Other asks Please specify). The save is refused without areason.

3. Save profile. If the carer still holds upcoming calls, a dialog says Release N
upcoming appointments? — press Make Inactive & Release For Cover or Cancel.
Released calls go to Unassigned on the rota; delivered and checked-in calls are
untouched.

4. Press Active and save to bring them back. The reason clears.

Setjobrole, regions, branches, travel and roster delivery (Settings tab)
* Jobrole — adropdown of home-careroles.

* Regions /working areas — Add toregion...; regions never block assigning the
carer elsewhere.

* Branches — shown when the company has branches; a carer can bein several.

e Travel — Driving, Walking, Cycling or Public transport (saves on click), Paid travel
time and Travel rate (£ per mile).

* Rosterdelivery — Email the weekly roster, Include in printed rosters, Text a daily
summary.



Record compliance (Compliance tab)

DBS & right to work (certificate number, issue and expiry, right-to-work status and
expiry), Professional registration, Training & induction, Qualifications, Workforce
record (employment status, year first in social care, source of recruitment and similar).
The header chips DBS, Right to work, Registration and Training summarise them and
open this tab.

Keep documents (Documents tab)

1. InDocument vault choose the File, give a Document name, pick a Type (DBS, Right
towork, Passport/ID, Contract, Training certificate, Manual handling, Medication
training, Supervisionrecord, Appraisal, Other) and an optional Expiry.

2.Press Add document.

3. Eachrow shows Uploaded and Expiry dates and a status — Valid, Expiring (within
30 days), Expired or No expiry — with View, Replace and Delete.

RULES WORTH KNOWING

* |nactive hides the carerfromrotas, pickers, matrices and reports and closes their
Carelo app with a "contact your office" message. History is kept.

e Documents: PDF, Word, Excel, CSV, text orimage only, under 10 MB, and only
office staff who can write (owner, manager, coordinator) may upload. Files are
stored privately and opened through the office session.

* Afilewhose contents do not matchits nameisrefused (photo and document
uploads alike).

e The address pin moves only when the typed address changes; a pin the office
dragged survives other edits.

e Branchis optional and never blocks saving.

COMMON QUESTIONS

The Documents tab shows an "App access" box with greyed buttons. That boxis a
placeholder. The working App access cardis at the bottom of the Profile page, below
the tabs.

Where are contracted hours? Availability (Min / Max hours per week), not the profile.



Carerapp access — setup codes, PINs and devices
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WHAT IT IS

How a carer getsinto the Carelo carerapp. The office issues a one-time setup code;
the carerredeems it 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 outin 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 green noticereads "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 a new setup code to use it again.

RULES WORTH KNOWING

e Acodeisvalidfor24 hoursandis emailed to the carer's owninbox. The office
screen never shows a carer's code.

e Upto 3authorised devices per carer.
* 10 wrongPINs lock a device: it shows LOCKED — needs a new setup code.

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

e 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.



Carer availability and working-hour limits
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WHAT IT IS

A weekly grid of when the careris Available or Not available, plus theirworking-hour
limits (minimum and maximum hours a week, maximum evenings). The rotareads these
when assigning; Time Off and the Staff Matrix read the off-days.

WHERE TO FIND IT

Carers — open a carer — Availability.

HOW TO

Set hour limits

1. FillMin hours / week, Max hours / week and Max evenings / week in the top bar.

2. Press Save. The bar then shows Booked this week Nh of Mh max so the limitis
visible against real bookings.

Add availability

1. Press + Add availability (or click an empty slotin the grid).

2.Choose Available or Not available, Start time, End time, optional Start date / End
date, the days of the week, and Notes.

3.Press Add. One blockis created per selected day.



Change ablock

Click ablock — edit — Save.

Drag a block to another day or time and confirm Move. Drag its right edge to resize.
Expire ends the block from Now (today) or From a future date (Expire block) and
keepsitinhistory.

Delete removesit permanently.

End everything

- Expire all availability — Now (today) or From a future date — Expire all. Every live
blockis keptin the history; nothingis deleted.

RULES WORTH KNOWING

Hours must be 0-168; minimum cannot exceed maximum; evenings O-7 as awhole
number.

Endtime must be after start time; at least one day must be picked; an end date
cannot be before the start date.

The Unavailability history table lists only not-available entries, with who added and
who expired them.

The rotawarns before an assignment breaks the weekly limits.

Weekdays with no availability count as off-days on Time Off and in the Holiday
legend.

COMMON QUESTIONS

Does availability stop me assigning a call? No — it warns; the office decides.



Carer call monitoring and activity log
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Call Monitoringis the company's Call & Care Monitoring table locked to one carer:
every callinthe window with planned against delivered times, medication, status and
case notes. Activity Logis that carer's complete pastrecord — calls delivered, missed
or cancelled, case notes, medication outcomes, incidents, body maps, time off,
awards and the quiet record trail.

WHERE TO FIND IT

Carers — open a carer — Call Monitoring / Activity Log.

HOW TO

Review calls
1. The default window is the last 7 days. Use < Today > for one day, or set From / To.

2. Filter by service user and status (Completed, Late, Missed, Cancelled, Upcoming,
Notrecorded); group By date or By service user. Press Apply.

3. Add context with + Office note — Save office note (saved under your name against
that call).

4.} Excel or } PDF export the whole selection.



Read the history

1. The default window is the last 7 days; use the month pager or set arange.
2.0ne box perday, newest first, one line per thing that happened.

3. Export with the Excel button; printing produces a headed compliance record.

RULES WORTH KNOWING

¢ CallMonitoring uses the same row builder and table as Operations — Call & Care
Monitoring; the two cannot disagree. The carer dropdownis absent because the
careristhe page.

¢ Activity Logis past only and read-only, and opens forinactive carers too.

* Averywide window stillrenders, capped at the most recent 1,000 activities with a
notice to narrow the dates.

e The Reports catalogue's Carer Activity Logreportis built by the same engine.

COMMON QUESTIONS

A double-up call shows the other carer'srow too. The carer filter on the board drops
it; the row exists because the visit came back whole.

Carer supervision, spot checks and appraisals
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WHAT IT IS

One carer's supervisionrecord: three cycle cards (Supervision (1:1), Spot check,
Appraisal) with last and next dates, a one-line six-quarter matrix, and the full list of
sessions. New records are recorded through the Matrix question-bank forms with this
carer preselected.

WHERE TO FIND IT

Carers — open a carer — Supervision. The dashboard's Compliance card links here
when somethingis due.

HOW TO

Record a session

¢ + Add supervision opens Matrix — Supervision with the carer preselected.

e Eachcycle cardhasits own + Record button: Supervision - Matrix - Supervision;
Spot check — Matrix — Spot Checks; Appraisal —» Matrix — Supervision —
Appraisals. Clicking the card itself opens that matrix.

Work the list

Columns: Type, Scheduled, Completed, Supervisor, Status, Outcome, Next due.

¢ View openstherecord (question-bankrecords open the same viewer as the
Matrix).

e Forascheduled session: Edit, Mark complete (completed date, outcome, actions,
next due) or Cancel (kept onrecord as cancelled).

e Editcanattachthe paperrecord (PDF or Word, under 10 MB).

RULES WORTH KNOWING

e Supervision (1:1)is due 89 days after the last one; appraisal 360 days after the last
(12-month cycle); spot checks read "Every 3 months" on the card but never carry
due chips.

e Acardreads Neverdone, Booked, Due in Nd, Due today or Overdue Nd; "soon”
means within 14 days.

¢ Anext-due date cannot be before the scheduled orcompleted date.

e Overdue supervisions count onthe Carers page under Needs attention.

COMMON QUESTIONS

Why can| not type a new session here? The old form was retired: every new record
goes through the Matrix question bank so the carer page and the Matrix always show
the samerecord.



Time off — holidays, sickness and leave for one carer
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WHAT IT IS

One carer's leave: entitlement and days used, requests awaiting decision, ayear
calendar, sickness with the Bradford Factor, and every request with its outcome.
Requests come fromthe carer app or are added by the office. The company-wide
views are Operations — Holidays and Matrix — Holiday Matrix.

WHERE TO FIND IT

Carers — openacarer — Time Off.
HOW TO

Decide arequest

1. Under Awaiting decision, press Approve.

2. Optionally pick a cover carer (Type a carer... (or leave for Unassigned)), then
Approve & move or Approve — Unassigned.

3. Orpress Decline and give a note. Edit changes the dates; Cancel withdrawsiit.

Add leave from the office

1. + Request time off.

2. Type: Holiday, Sickness, Unpaid leave, Emergency leave, Appointment, Training or
Other. Choose Approved (add it now) or Pending request. Pick a cover carer if



wanted.
3. Full day(s) or Part day with times; add a note and an optional document link.

4. Press Add time off or Send request.

Change the allowance

Press Edit scheme by the Holiday allowancering, set the entitlement, Save scheme.
The default entitlement is 28 days.

Browse

Year buttons or a custom From — To with Apply. The Requests table lists Type, When,
Days, Status, Requested, with Details, Edit and Cancel.

Carer side (carer app)

¢ Holidays tab — Request time off: first day and number of days; the team-leave
calendar shows limited and fully booked days.

o Off sick: first day, last day, whatis wrong, whether they had medical advice,
optional proof (photo or PDF/Word).

Both arrive here as Pending and also post aline in the carer's Messages thread.

RULES WORTH KNOWING

e Approvingleavereleases the carer's calls in that window: to the cover carer (hew-
wins; calls that clash, are blocked or fall on the cover carer's own leave stay
Unassigned) or to Unassigned. Delivered calls stay with the carer who delivered
them. The outcome note lists the counts.

e Extending approved leave releases the newly covered calls the same way.
e The carerreceives a push notification on approval ordecline.
¢ Decliningand cancelling ask foranote; records are never deleted.

e Days are counted as calendar days, the same as Operations — Holidays. A half day
onasingle day counts O.5.

¢ Bradford Factor = spells2 x days, approved sickness in the selectedrange.

COMMON QUESTIONS

Who can decide? Any office login that can write; the decisionrecords who decided
and when.



Carer timesheets — payable hours and payroll approval
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WHATIT IS

The carer's worked hours for a week, a payroll month or any date range, built from
check-ins against the rota and the company's counting rules. Amanager approves a
period for payroll, which locks it.

WHERE TO FIND IT
Carers — open a carer — Timesheets. The counting rules and pay rates are in Settings
- Timesheets (& Settings on the toolbar).

HOW TO

Pick a period
¢ Week, Month or Dates. <> step; This week / This month returns to today.
¢ |InDates choose Fromand To and press Apply.

¢ Monthview follows the payrollmonth set in Settings (for example 26th — 25th).
Clickadayinthe calendarto see that day's calls.

Read it

e Topline: Payable hours, Pay (£ from the company's rates), thenvisits, ontime, late,
missed, awaiting and cancelled (marked "paid" when the policy pays
cancellations).



* Rows: Service user, Scheduled, Actual in, Actual out, Payable, Status.

Approve for payroll (manager only)

1. Press Approve for payroll (optionally Add note first).

2. Write anote if useful and press Approve & lock. The period shows Approved by
with the name and date.

3.Re-openunlocksitif something must change.

RULES WORTH KNOWING

* Only anownerormanager can approve orre-open. A coordinator sees "Only a
manager can approve payroll."
e Figures are past-only: future calls neverappearin the totals.

e Hours are derived from the carer's check-ins and the rota — nothing about hours is
typed here. Correct the call on the rota or Call Monitoring; the timesheet follows.

e Approveis disabled when the period has no visits.

COMMON QUESTIONS

Why does Matrix — Worked Hours show the same numbers? Both use the same

maths; they cannot disagree.



Carerweekly roster
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WHAT IT IS

One carer's week as a grid of calls — planned, in progress, completed, late, missed
and cancelled — with the week's totals and travel. Calls can be added, moved, resized
and exported, and the carer can be released from every upcoming call in one step.
WHERE TO FIND IT

Carers — open a carer — Weekly Roster (also where clicking a carerin the directory

lands).

HOW TO

Move around

«»change week, Today returns, the calendaricon picks a week.

Add orchange acall

¢ +Addappointment opens the appointment card for the selected day.
e Dragacalltoanotherday ortime — confirm Move ... to ...? with Move.

¢ Dragtheright edge — Change duration.

e Dragaboxaround several callsto act onthemtogether.



Release the carer from all upcoming calls

1. Press Unassign from all appointments.
2. Set As of (today orlater) and Assign to — Nobody or another carer.

3. Press Assign. Calls go Unassigned or to the chosen carer; the notice reports what
moved.

Export

0 Export — Week, 2 weeks, 4 weeks or 8 weeks — PDF or Excel.

Read the strip

Total Appointments, Booked Hours, Completed Hours, Cancelled Hours, Missed
Hours, Service Users; below, Travel Time, Mileage, Waiting Time and the Paid figures
the company's travel policy pays.

RULES WORTH KNOWING

e Changesnevertouchthe past: "as of"istoday at the earliest.

e Role-aware: onadouble-up, unassigning this carerreleases only their seat; the
partner keeps the call.

e Handing calls to another carer follows new-wins: the receiver's clashing calls
become unassigned and are reported. Calls that overlap each otherin the same
batch are skipped (a carer attends one call at atime), and a carer blocked for that
service userisrefused by name.

e Delivered orchecked-in calls are locked — they are skipped and reported.

e Travelfigures are computed onthe server; after an edit the strip dims until the next
load.

COMMON QUESTIONS

A call shows as missed before anyone looked at it. When the whole check-in window
has passed with no check-in, the roster shows missed live, the same as Operations.



CHAPTER 4

Operations and the Rota

Planning and running the day: rotas, live monitoring, holidays, incidents, hand-overs

and exports.

.Rota — the day board (Carer Roster and
Service User Roster)

.Rota — assigning rules (newest decision
wins, delivered calls locked)

.Body Map Reports — the skin-integrity
record

. Call & Care Monitoring — every call,
planned against delivered

. Care Charts — every chart entry across the
company

. Care Map — the whole company on one
map

. Complaints & Compliments — what

families send from the app

.Rota — export and print (PDF and Excel)

9. Hand-overs — every hand-off in one place
10. Holidays — leave calendar, requests and
approvals

11. Incident Reports — the permanent

incidentrecord
12.
13.
14,
15.

Live Monitor — the day as it happens
Operations — old links that moved

Off Sick — the permanent sickness record
Respite — whois away, in hospital or
paused

16. Spot Checks and Supervision — where

they live now
17.Timesheets — worked hours, history and
payroll exports

Rota — the day board (Carer Roster and Service User
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WHAT IT IS

Therotais one day on one board, drawn two ways. Carer Roster has arow per carer
plus an Unassigned row at the top; each chip names the service user. Service User
Roster has arow per service user; each chip names the carer. Both views edit the
same appointments, so achangein one shows in the other, in each person's weekly
roster, in Live Monitorandin Reports.

WHERE TO FIND IT

Main menu — Operations opens the Carer Roster. The Operations bar then holds: Live
Monitor - Carer Roster - Service User Roster - Call & Care Monitoring - Care Map -
Incident Reports - Body Map Reports - Care Charts - Complaints & Compliments -
Respite - Holidays - Timesheets. /rota itself redirectsto the CarerRoster.

HOW TO

Move around the day

1.Use <and>for the previous and next day, Today to return, or the date picker ("Pick a
day").

2. Withregions setup, the Allregions dropdown is a lens: it filters which rows show,
never who can be assigned. A carer outside the region who holds a call fora client
inside it still shows, signed "Notin thisregion”.



3. The stat strip shows Appointments, Total hours, Assigned hours (with cover %),
Unassigned hours (with count), Carers working and Service users.

Move acall

1. Drag achip to anotherrow, or alongits row to a new time (5-minute snapping).

2. Aconfirmboxappears: Move <service user> to <carer>? or Reschedule <service
user> to <time>?. Press Move to apply or Cancel. This box s part of the design and
always appears.

3. Dragthe chip'sright edge to change duration; confirm with Change duration.

4. Dragging arun bar moves a whole run; the box says Move this run? or Unassign this
run? On double-handed calls only that run's seat moves — the second carer stays.

Select several calls

Dragonempty boardtolasso (onaphone, press Select first, then tap calls). The
selection card offers: Earlier/Later nudges; a carer picker with Carer1/ Carer2 and —
Unassign —; Repeat weekly; Edit, Cancel, Reinstate, Delete. The action button reads
Assign, Unassign or Apply.

Add oropenacall

+ Add appointment creates a call (optionally as a weekly patternin the same step).
Click a chip forthe appointment card; click aname for that person's weekly roster. On
acarerrow the map icon opens the day route and the run button opens the run card
(Rostered, Travel, Waiting, Delivered; Run / Map tabs).

RULES WORTH KNOWING

e Colourkey: Planned (blue), Delivered (green), Missed (red), Cancelled (grey),
Unassigned (yellow), Double-handed, Run, Check-inline, Checked out away from
the client, Waiting min, Late-risk min.

e Adouble-handed call sits onboth carers' rows. One seat filled reads half navy, half
yellow; nobody onit reads pale yellow. A missing second or shadow seat shows on
the Unassigned row — uncovered work is never hidden.

* Travel figures are quiet grid numbers: a waiting gap shows as a small number; travel
that overruns the gap shows as a negative late-risk number only beyond 15 minutes
— up to 15 minutesis normal slack (the hover card still shows the exact figure).

¢ Nightband 22:00-06:00 is shaded. A callmay runup to 24 hours; an end earlier
thanits startlands on the next day, and yesterday's overnight tail is drawn from
00:00 today, not draggable there.

COMMON QUESTIONS

Why did the call snap back after adrop? The serverrefused it and the notice says
why: blocked carer, approved leave, or a delivered (locked) call. See the assigning



rules page.

Rota — assigning rules (newest decision wins, delivered
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o Carer Roster 9 Service User Roster

WHAT IT IS

Every carerassignment — adrag, the appointment card, the selection card, Repeat
weekly, holiday cover, Carelo Al's proposals — goes through one engine with one set
of rules. The rules below are what that engine enforces; nothing on the rota bypasses
them.

WHERE TO FIND IT

Operations — Carer Roster or Service User Roster; the same rules apply ona person's
weekly roster and schedule.

HOW TO

Assign a carer who already has a clashing call
1. Drag the call onto the carer (or pick them on the card).

2. Confirm Move.



3. The carertakes the new call. Their old overlapping call turns Unassigned and is
reported backin the notice soyou cancoverit.

Repeat a change every week

1. Select the calls, tick Repeat weekly, choose a carer (orleave the carerasis) and
press Assign / Apply.

2. Next week is written at once; the remaining weeks (about 13) fill in the background.

3. With — Unassign — and Repeat weekly ticked, the seatisreleased this week and
every later week of the same call.

Change a delivered call

1. Openthe appointment card.

2.Use the card's change of planned time with areason — thisis the only way a
delivered call's duration changes; itis keptin History.

RULES WORTH KNOWING

* Newest decisionwins. Assigning a carer to a call that overlaps one they already
hold moves the old call to Unassigned and reportsit. The engine never double-
books a carerand never blocks your change.

* Delivered calls are locked. Any check-in makes the call a care record: no cancel,
no delete, no carer swap, no unassign. The selection card shows " % N completed
— stays with the carer who delivered" and disables those actions. Moving a
delivered call left orright keeps its minutes; a drag that would change its durationis
refused.

e Bulk operations skip and report. When a selection mixes locked and open calls,
the open ones change and the locked ones are named in the notice.

¢ Blocked carers arerefused. A carer blocked for a service user (Care teamonthe
profile)is never assigned. If nothing else in the selection could be assigned, the
chip snaps back with the names; otherwise the rest land and the blocked ones are
named.

e Approvedleave covers the day. A carer on approved holiday or sicknessis not
written onto a call that day.

¢ Oneseat perperson. A carercannot hold two seats on the same call.

e Same-time selections. If several selected calls run at the same time, one carer
cannot take them all; the card warns and the buttonis disabled.

* Double-handed calls keep their second carerwhen only one seatis moved; a
single-handed callis leftunchanged by a Carer 2 action — openit to make it
double-handed first.

* Everyassignmentis audited; the card's History tab shows each change.



COMMON QUESTIONS

Why did a different call go yellow after my drag? That was the carer's old overlapping
call. Newest decision wins; the notice lists it so you can coverit.

Canlmove a checked-in call to another carer because the wrong person pressed
check-in? No — once checkedin, the careris part of the record. Record what
happened as an office note on Call & Care Monitoring.

Why did Repeat weekly skip a call? Calls already part of a schedule are not
duplicated; cancelled and delivered calls are not repeated.

Body Map Reports — the skin-integrity record
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WHAT IT IS

Body Map Reportsis the company's skin-integrity record: one row permark a carer
placed onthe body map inthe app, exactly as submitted — the mark on the real figure
(type, body part, view), every concern question and its answer, the carer's own words
— with the office response worked in the row. It is kept separate from Incident Reports
on purpose.

WHERE TO FIND IT

Operations — Body Map Reports. Dashboard tile Body-Map Concerns Open and the
Body Map & Incidents card (Handle) openit.



HOW TO

Find marks

1. SetFrom /To and apply; filter by status.
2.The KPlIshows "N open".

Read arow

The mark: the miniature figure with the exact spot and colour (click it to Openlarge —
with zoom), Where (body part and view), Carer, Time. Concern questions with
answers. Thereport — carer's words. Office response. Status: Open — Monitoring —
Resolved.

Respond and set the status

1. Press Respond & set status (or Update response).

2. Write the Outcome (e.g. district nurse referred), Actions taken, Future plan, and
choose the status.

3. Press Save response. Cancel discards.

Export

| Excel (Date, Time, Service user, Carer, Body part, Type, View, Concern questions, the
reportinthe carer's words, Office response, Status) or § PDF.

RULES WORTH KNOWING

e The picture travels with the report: the figure the carer marked is the figure the
office sees.

* Amarkthe office placed shows "Office" as the carer.
e Pastreports keep theirpeople's names even after someone leaves.

e The auditwand (bottomright) builds a Body Map Analysis as a Word file with the
Carelo Aladd-on.

COMMON QUESTIONS

Should a fall with a bruise go here or on Incident Reports? The carerreports the
incident on Incident Reports and marks the bruise on the body map; the two records
stay separate and both are open until the office responds.

Call & Care Monitoring — every call, planned against
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Call & Care Monitoring Apply Office note 1 Excel | PDF
WHATIT IS

Call & Care Monitoring is the audited record of every callin the company, one row per
carer attendance (a double-handed callis two rows): planned and actual times, who
attended, punctuality, medication outcomes and the case notes written at check-
out. Itisthe same table each service user's own monitoring page shows.

WHERE TO FIND IT

Operations — Call & Care Monitoring. It opens on the last 7 days; avery large

company opens on today.

HOW TO

Find calls

1. Step adaywith</Today />, or set From and To dates.

2. Filter by carer, service user and status (Any status, Completed, Late, Missed,
Cancelled, Upcoming, Not recorded).

3. Group By date, By carer or By service user.

4. Press Apply. Nothing refetches until you do.

The KPI strip shows calls, attended, late and missed for the selection.



Read arow

Carer (with 2nd for the second seat), Planned time and duration, Check-in and check-
outwith"Ontime" or "N minlate", Medication outcomes with Mandatory / Info /
Optionallevels, Status, and Case notes: Care note (writtenin the app at check-out),
Handover — for the next carer, A Alert, and Office note. Family replies to anote
appear beside it. Read more expands along note; "Care given" lists the activities
ticked.

Add an office note

1. Press + Office note on the row.

2. Type the note (a phone update, an observation) and press Save office note. Itis
saved underyourname.

Export

| Excel downloads the whole selection (Service user, Date, Planned time, Check-in/
out, Punctuality, Carer attending, Role, Planned and Actual minutes, Medication,

Status, Case notes). § PDF printsit. Hand-overs opens the hand-overrecord for the
same dates.

RULES WORTH KNOWING

e "Ontime"is acheck-inwithin 5 minutes of the planned start.

¢ Check-in missing marks a check-out with no check-in: the carerwas there, the
arrival neverreached the server.

* Closedwindows with nobody checked in are written down as missed before this
boardreads, soit neversays "notrecorded" for a call the rota paints red.

* The screendraws the first 120 rows then Show more; exports always cover the
whole selection.

* Hand-picked dates holding more calls than one request can safely read are
shortened to the last week of the choice; the board shows the dates it really
loaded.

¢ The audit wand (bottomright) needs the Carelo Aladd-on; see the Carelo Alonthe
rotapage.

COMMON QUESTIONS

Where are incidents? On Incident Reports — this pageis calls only.

Canlchange acheck-intime here? No. Times come from the carer's phone oran
accepted manual check request on Live Monitor; the office records context as an
office note.



Care Charts — every chart entry across the company
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WHAT IT IS

Care Chartsis oneruled table of every chart entry carersrecordin the app (food and
fluid, bowel, skin and the other charts), newest first: what was recorded, any problem,
the carer's note, and the office review worked right in the row. It is the company-wide
twin of each service user's Care Charts page.

WHERE TO FIND IT
Operations — Care Charts. Entries with an unreviewed problem also appear on the

dashboard card From carers.

HOW TO

Find entries

1. Set From/To (default: the last 7 days).
2. Filter All charts or one chart, and by status: All, Open, Monitoring, Resolved.

3. The summary strip shows Entries, Open (waiting for the office), With a problem, Not
recorded (checked out withoutit), Service users.
Read arow

Service userwith the chart'sicon, Carer, Time and Call; What was recorded as label —
value lines; Problems as red pills (or None); Carer's note; Office response; Status



(Recorded when nothing needs the office, otherwise Open /Monitoring / Resolved).

Respond

1. Press Respond & set status (or Update response).

2. Write the response, choose the status and save. The entry's status changes here
and on the service user's page.

Export

1 Excel (Date, Time, Service user, Chart, Carer, Call, What was recorded, Problems,
Carer's note, Office response, Status) or § PDF — exactly what is shown.

RULES WORTH KNOWING

* "Notrecorded — the carer checked out without it" marks a chart the call required
but the carer skipped.

* Anentrywith a problem starts as Open; an entry without one is simply Recorded.
e Thetable shows the latest 3,000 entries; narrow the dates to see older ones.

e Branchwalls apply: abranchlogin seesits own service users' entries.

COMMON QUESTIONS

Canthe office add a chart entry here? No — entries are recorded in the app at the call
(oronthe service user's own Care Charts page); this table is for review.



Care Map — the whole company on one map
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Care Map Carer Service user

The Care Map draws the day ona map: carers' homes, service users with calls that day,
and callsin progress, eachin Carelo's own pin language. Every pin comes from the
addresses already stored on profiles, so the map never searches or spends anything
todraw.

WHERE TO FIND IT

Operations — Care Map.
HOW TO

Read the map
1. Step days with«/Today />.
2.The KPI strip shows carers, service users and (today) "in progress now".

3.Legend: Carer (blue person pin), Service user (violet home pin), In progress
(pulsing emerald), Double-up live (emerald with a "2" badge).

4.Hoverapinforits card; clickto keepitopen. One card atatime.

Read a card

e Carer:name, appointments this day, hours, address, Weekly Roster link.

e Serviceuser:name, address, weekly hours, Weekly Roster link.



See acarer'sroute

Onthe Carer Rosterthe mapiconona carer'srow opens that carer's day route with
numbered stops. Solid lines are real road routes computed once and kept; dashed
lines are straight-line estimates where routing was unavailable.

RULES WORTH KNOWING

* The Care Map tab uses the fullmap engine; the rota, Live Monitor and Live Tracking
use the free lookalike so busy screens never cost a view.

e Ahome with no stored coordinates has no pin: add the address on the profile.

e Above afew hundred pins, neighbours group into count bubbles; zoomin and
every pin separates again.

e Adouble-handed call counts twice in the hours shown.

COMMON QUESTIONS

Canlmove a call from the map? No — the mapis a picture. Use the rota to change
calls.

Where are live positions? Live Tracking (paid add-on) shows carers' phone positions
during visits; the Care Map shows planned calls and check-in states.

Complaints & Compliments — what families send from



Complaints & Compliments

WHAT IT IS

Every complaint and every compliment a family raisesin the family app lands on this
desk. Acomplaint moves Received — Inreview — Resolved and carries the office's
written response, which appears straight backin the family's app. Acomplimentis the
simple twin: read it and send a thank-you.

WHERE TO FIND IT

Operations — Complaints & Compliments.
HOW TO

Handle a complaint
1. Choose the Complaints - N tab. Open - N shows unresolved ones; All - N shows
everything.

2.Clickarow: Raised, Service user, From, About (Medication, Safety or safeguarding,
Communication with the office, Invoices or billing, Help using the app, Something
else), Concerns, Urgency (Urgent, Needs attention, Feedback), Status.

3. Read the full text and what the family would like ("They would like:").
4. Press Mark as Inreview while you investigate.

5. Write Your response — shown in the family's app and press Resolve with this
response.



Thank a family for acompliment
1.Choose Compliments - N.
2. Click therow (Sent, Service user, From, About, Theirwords, Thank-you).

3. Write the thank-you and press Send thank-you. One write: the compliment is done
and the family seesit.

Close the panel

X Close.

RULES WORTH KNOWING

e Openonescome first,urgencyin colour.

e Acomplimentisnever"openwork": the Open/All filter applies to complaints only.
* Theresponse textis exactly what the family reads in theirapp — write it for them.

e Complaints about a carer show the carer's name; otherwise "The care team".

COMMON QUESTIONS

Can acarer see acomplaint? No — this desk is office-only; the family app shows the
family their own complaint and your response.

Canlreply without resolving? Use Mark as In review to show progress; the response
issentwhenyouresolve.



Rota — export and print (PDF and Excel)
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WHATIT IS

Arotaexportis adatedrecord of calls fora period: a letterheaded PDF for printing or a
locked Excel workbook. It can cover the whole company, one carer's round orone
service user's visits, so a copy for a family never contains anotherperson's care.

WHERE TO FIND IT

Operations — Carer Roster or Service User Roster — { Export (top bar). The same
panel appears on a person's weekly roster, fixed to that person.

HOW TO

Share arota

1. Press §l Export. The Share rota panel opens.
2.Pick apreset — Week, 2 weeks, 4 weeks, 8 weeks — or type the from and to dates.

3.Choosewhoit covers: Allcarers / a carer (Carer Roster) or All service users/ a
service user(Service User Roster).

4. Press PDF to open the print view in a new tab (use the browser's print dialog — Save
as PDF), or Excel to download the workbook.



Read the PDF

The print view has the company header, a watermark on every page, a summary line
(callsin period - delivered - missed - cancelled), then one table per day: Call time,
Service user (carerview), Carer, 2nd carer, Run, Status, Check-in, Check-out. Past
calls carry their check-inand check-out evidence.

Read the Excel

Columns: Date, Start, End, Service user (carer view), Carer, 2nd carer, Run, Status,
Check-in, Check-out. Statuses: Planned, Delivered, Delivered (late), In progress,
Missed, Cancelled. The worksheet is protected so the shared record cannot be
quietly edited, and the footer carries areference number.

RULES WORTH KNOWING

e Everycallinthe periodisincluded — alarge monthisreadin pages, never cut short.
* Ascopedlogin's export contains only its regions and branch.

e Timesheets, Call & Care Monitoring, Incident Reports, Body Map Reports, Care
Charts, Respite and the Matrix pages each have theirown § Excel / § PDF buttons;
this page covers the rota export only.

COMMON QUESTIONS

Can afamily receive arota? Yes — on the Service User Roster choose that service user
and export; the file holds only their visits.

Why does the PDF open as aweb page? Itis a print view: use your browser's print
dialog and choose Save as PDF.



Hand-overs — every hand-offin one place
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WHATIT IS

Hand-oversis one table of every hand-over writtenin a period, newest first: hand-offs
carers wrote inthe app for a specific call, hand-offs the office wrote, and the standing
instructions carers wrote from the app before 18 Oct 2026. Eachrow links to where
the office can edit orremove it.

WHERE TO FIND IT

Operations — Call & Care Monitoring — Hand-overs button (same dates carried

across). The dashboard card From carers shows carer hand-offs from the last 7 days.

HOW TO

Read therecord
1. Set Written from / to and press Apply.

2. Columns: Written, By, Service user, For (the call date and time, or when a standing
instruction applies), The hand-over.

3. The KPI shows how many came from carers.

4. Click a hand-off row to open the service user's Diary; a standing instruction opens
their Requirements board.

5. Call & Care Monitoring returns to the calls for the same dates.



How a carer writes one (carer app)

1. Ontheclient's page the carer opens the hand-off section and answers Which call
isitfor?

2.The only choices are Next call or Same call next week (the date and time are
shown; "No call at ..." if none exists).

3.They type the message and press Save hand-off.

The next carer seesit ontheirapp before that call, andit appears on Call & Care
Monitoring as "Handover — for the next carer".

RULES WORTH KNOWING

¢ Acarerhands off to ONE call only: the next call or the same call next week. There is
no list of calls to choose from.

"Every time" standing instructions are office-only: the office writes them on the
service user's Requirements board. Carers lost that choice inthe app on 18 Oct
2026;the ones they wrote before are still listed here.

¢ The office sees everything here, carer-to-carerincluded; office-written notes are

notrepeated on the dashboard card.

COMMON QUESTIONS

Why is a hand-off missing from Call & Care Monitoring? It is there on the call's row,
but a busy week hides it among the notes; this page lists them alone.

Can acarer hand off to a call three days away? No — only the next call or the same call
next week. Anything longer-lived is a standing instruction the office writes.



Holidays — leave calendar, requests and approvals
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Off sick — waiting to decide

WHAT IT IS

Holidaysis a light three-section board: left, decision context (onleave today, this
month, per-carer allowances for the year); middle, the leave calendar with traffic-light
capacity and bookings drawn as blue lines; right, the request queue with callimpact,
then Upcoming and Past leave. The calendar follows the company's week start
(Settings — Week starts on).

WHERE TO FIND IT
Operations — Holidays. Dashboard tiles Away Today and Holiday Requests Waiting

also openit.

HOW TO

Read the calendar

1. Step monthswith«</»>.

2.Each day carries a sign: v Available, e 1space left, © Full — blocked, and "N of
max" when anyone is booked. Hover a booking line fornames.

3.Under the calendar, Carers allowed on holiday the same day sets capacity (default
3); press Save.



Approve arequest

1.InHoliday requests, read the dates, "N calls need cover" and any days already full.

2. Press Approve. A Move their calls to picker appears: type a cover carer and press
Approve & move, orleave it empty and press Approve — Unassigned. Back
cancels.

3.The carer's calls for those days are moved by the scheduling engine (samerules as
any assignment) and the careris toldinthe app.

Refuse arequest

Press the refuse control, type the reason ("goes on the record and the carer's page")
and press Confirmrefusal. Areasonisrequired.

Add leave the office already agreed
1. Press + Add holiday.
2. Carer, First day, Last day, and Move their calls to (empty — Unassigned).

3. Press Approve & add — recorded as approved in one step.

How the app books

Carersrequest leave from the carer app with dates and an optional document; the
request lands in this queue with "Holiday - requested Nago". Sicknessis reported the
same way and shows under Off sick — waiting to decide; the Off sick tile (Open»)
opens the permanent sicknessrecord.

RULES WORTH KNOWING

o Afullday (capacity reached)is marked © and namedinthe request ("already full")
— the decision stays yours.

e Approval frees or moves calls through the new-wins engine: delivered calls are
nevertouched, blocked carers are never given the cover.

* Allowance figures count working days for the year.

* Decisions neverdisappear: approved, refused and past leave stay under
Upcoming / Past, and sickness stays on Off Sick.

COMMON QUESTIONS

Canlapprove without choosing cover? Yes — Approve — Unassigned puts the calls
onthe Unassignedrow for the rota to coverlater.

Why can't | refuse with one click? Arefusal is permanent and goes onthe carer's
record, so thereason boxis required.



Incident Reports — the permanentincident record
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WHAT IT IS

Incident Reportsis the permanent record of every incident a carerreports from the
app: the carer's exact words, every initial question answered (including the detail
behind each Yes), and the office's response written straight into the row — Outcome,
Actions taken, Future plan — then acknowledged. The carer sees "Reviewed" in the
app once acknowledged.

WHERE TO FIND IT
Operations — Incident Reports. Dashboard tile Incident Reports Open and the

Attentiontile openittoo. Openincidents of the day also show on Live Monitor.

HOW TO

Findincidents

1. Set From and To (default: the last 30 days) and apply.

2. The KPI shows "N awaiting acknowledgement”.

Respond and acknowledge

1. Ontherow, press Write response & acknowledge (or Write response / Update
response on an acknowledged one).



2. Fillin Outcome (e.g. spoke to the family, GP visit booked), Actions taken, Future
plan.

3. Press Acknowledge & save (or Save response when already acknowledged).
Canceldiscards.

Export

| Excel (Reported, Time, Type, Service user, Reported by, Initial questions, the incident
inthe carer's words, Outcome, Actions taken, Future plan, Status) or § PDF
(letterheaded print).

RULES WORTH KNOWING

e Columns:Incident (service user, carer, type, time) - Initial questions (yes/no) - The
report — carer's words - Office response & action plan - Status (Open/
Acknowledged).

e Everywordthe carertypedis ontherecord; free-text detail getsits own full-width
line.

e Callslive on Call & Care Monitoring; body-map marks live on Body Map Reports —
thispageisincidents only.

¢ The audit wand (bottomright) builds anincident audit as a Word file with the Carelo
Aladd-on.

COMMON QUESTIONS

Canthe carer editareport after sending? No — the report is the carer's submitted
record; the office adds itsresponse.

Anincident has no service user — why? The carerreported it without one (for example
anincident ontheroad); the carer's name is showninstead.



Live Monitor — the day as it happens
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Live Monitor Punctuality Needs attention Manual check requests

WHAT IT IS

Live Monitoris the command centre for one day: counters, check-ins by hour,
punctuality, the live activity stream, carers mid-call, calls per carer, a needs-attention
panel, the manual check request queue, incident reports, proposed medicationand
the day on amap. Today refreshesitself every 30 seconds; earlier days are complete
records.

WHERE TO FIND IT

Operations — Live Monitor (first tab). The old /live-monitor link and wall-screen
bookmarks redirect here, day included.

HOW TO

Read the day

1.Use«/>tostep days; Back to today returns. Today shows LIVE.

2. Counters: Appointments, Carers working, On time, Late check-ins, Missed check-
ins, Case notes missing, Incidents.
3. Day pulse shows planned against delivered check-ins by hour; Punctuality splits

ontime /late /missed/ stillto come.

4. Needs attention lists missed check-ins (first eight, then a count), automatic
check-outs, missing case notes and medication waiting on the office.



5. The day on the map pins every appointment: Missed, In progress, Due, Delivered,
Cancelled. Ahome with a carerinit right now shows In progress evenif an earlier
call there was missed.

Decide a manual check request

A carerwho could not use one-tap check-in sends the times they claim, with their
due-medication answers.

1. Under Manual checkrequests, read the scheduled times, the claimed times and
the medication answers.

2.Press Accept — the claimed times become the record, marked manual
everywhere.

3. Orpress Refuse, type areason (optional, sent to the carer) and press Confirm
decline; Back cancels.

Decidedrequests appearunder DECIDED THIS DAY as Accepted or Refused.

Acknowledge anincident

Press Acknowledge, write the Outcome / final decision, Actions taken and Future
plan, then Acknowledge & close. The carer's app shows "Reviewed". The full record
stays onlIncident Reports.

RULES WORTH KNOWING
e Late =checkedinmore than 5 minutes after the planned start.

* Missed appears only once the one-tap check-in window has closed: the later of
the call's end and the planned start plus the company's "One-tap allowed (minutes
after start)" setting (default 60; early opening default 15). Until then the call is "still
tocome". Settings — App & check-inholds both numbers.

* Anovernight callends on the next day and is never marked missed at midday.

e Automatic check-out: a call checkedin but never checked outis closed at its
scheduled end once the company's auto-checkout minutes have passed, witha
reason, so nobody gains worked time from forgetting. Due medicines with no
recorded outcome show as ared dot.

¢ Closedwindows with nobody checked in are written down as missed before the
boardreads, so Live Monitor, the rota and Call & Care Monitoring agree.

e Thisboardneverdraws travellegs; the Care Map and the rota do.

COMMON QUESTIONS

A carerislate but the callis not red — why? The call stays "to come" until the one-tap
window has gone; only thenis it missed.

Where is the full list of missed calls? Call & Care Monitoring, filtered by status Missed.



Operations — old links that moved
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Progress & Awards Matrix
WHAT IT IS

Several pages were promoted out of Operations or moved intoit. Their old addresses
keep working: each one redirects to the page's current home, with any day orrecord
id carried across. Bookmarks and wall-screen links never break.

WHERE TO FIND IT

Oldlink Goes to now Since
/rota Operations — Carer Roster 18 Jul
2026

/live-monitor (with ?d=) Operations — Live Monitor, 18 Jul
same day 2026

/rota/progress Main menu — Progress & 5 Aug
Awards 2026

/rota/progress/certificate/<id> Progress & Awards — that 5 Aug
certificate 2026

/rota/spot-checks Main menu — Matrix — Spot 5 Aug

Checks 2026



/rota/supervision |, Main menu — Matrix — 5Aug
/rota/supervision/matrix Supervision 2026

HOW TO

Update a wall screen or bookmark

1. Opentheoldlink once;itlands onthe new page.

2. Copy the address bar and save that instead. Nothing else is needed — the old link
keeps working regardless.

RULES WORTH KNOWING

e The main menu orderis: Dashboard - Service Users - Carers - Operations - Messages
-Reports - Carelo Ai - Live Tracking - Matrix - Progress & Awards. Settingslivesin the
accountmenu (topright)and at /settings .

e QOperations' own bar: Live Monitor - Carer Roster - Service User Roster - Call & Care
Monitoring - Care Map - Incident Reports - Body Map Reports - Care Charts -
Complaints & Compliments - Respite - Holidays - Timesheets.

e Off Sick and Hand-overs have no tab: Off Sick opens from the Holidays board,
Hand-overs from Call & Care Monitoring.
COMMON QUESTIONS

Where did Progress go in Operations? |t is a main-menu item now, Progress &
Awards; the dashboard's Podium and Company Pulse link there.



Off Sick — the permanent sickness record
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WHATIT IS

Off Sickis the company's permanent sickness record. Waiting requests are decided
here; every past episode staysin one table with the reported time, dates, reason, sick
note and decision. Nothing ever disappears. The right-hand side scores sickness per
carerwith the Bradford Factor.

WHERE TO FIND IT

Operations — Holidays — the Off sick tile - Open>.

HOW TO

Decide arequest
1. Under Waiting for your decision, read the dates, "N calls need cover" and any
attacheddocument( fi View sick note / proof).

2. Press Approve — free their calls. The carer's calls on those days go to Unassigned
through the scheduling engine.

3. Ortype areason("goesontherecordandthe carer's page”) and press Confirm
refusal. Areasonisrequired.



Read therecord

e Offsicktoday — whois outright now.
e Theyear'stoll: approved episodes, days, and days per episode on average.

* Sicknessrecord — every episode, filterable by year (All or a year): Carer, Reported,
Off sick, Days, Reason, Sick note, Decision (Approved, Refused, Withdrawn).

* Recentdecisions ontheright.

Read the Bradford Factor

Score = episodes? x days this year. Frequent short absences score far higher than one
longillness. Over 50 is worth a conversation; over 125 needs areview. The score sits
beside each carer'sname.

RULES WORTH KNOWING

e Acarerreports sickness fromthe carer app; the request shows "Off sick -
requested N ago"here and on Holidays.

* Approvalfrees calls to Unassigned only — coveris then chosen on the rota.
Delivered calls are never touched.

* Decisions, reasons and sick notes also show on the carer's own page.

COMMON QUESTIONS
Canldelete anold episode? No — the record is permanent by design.

Where do | set a cover carer for sickness? On the rota afterapproval, orapprove from
Holidays, where Move their calls to is offered.



Respite — who is away, in hospital or paused
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WHATIT IS

The Respite board shows every service user against time so the office cansee ata
glance whois away, in hospital or paused — one joining bar per period, dates written
inside, coloured by respite type. Itis the company-wide twin of each service user's
own Respite page and writes the same record.

WHERE TO FIND IT

Operations — Respite.
HOW TO

Read the matrix

1. Month shows all twelve months of a year; Week shows the last 8 weeks and the
next4.</»>step ayearor12 weeks; Today returns.

2. Filter by service user (type aname) or Allregions. Away now keeps only people
away right now.

3. Anopen-ended period runs to the edge with» soitreads as "still away". Click a
name to open that person's respite record.

Start arespite

1.Press + Addrespite.



2. Fillin: Service user, Respite type (Hospital Admission, Care Home Temporary Stay,
Respite Care, Away From Home, Care Package Paused, Other), Start date and Start
time, Is the end date known? (No — open-ended / Yes with End date and End
time).

3.Tick Remove from the carerroster and carer app if carers should not see the
cancelled calls, and Remove from this person's weekly roster if the cancelled calls
should drop off their week. Left unticked, the calls stay visible marked cancelled.

4.Add areasonornotes and press Startrespite.

Export

| Excel and § PDF carry every row, even when the screen draws a first batch.

RULES WORTH KNOWING

e Callsinside the respite window are cancelled by the service; this board never
bypasses thatrule.

* Only active service users can be given anew respite; archived people stay on the
board for their history.

* Respite typesread as named categories everywhere (roster band, legend,
exports).

e Deliveredcallsinside the window are locked records and are not cancelled.

COMMON QUESTIONS

Canlend anopen-endedrespite? Openthe person's own Respite page (click their
name); the periodis managed there, not on this board.

Why does a cancelled call still show on the rota? The removal ticks were left off when
the respite was started, so the callis shown as cancelled rather than hidden.



Spot Checks and Supervision — where they live now
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WHAT IT IS

Spot Checks and Supervision moved from Operations to the Matrix main menuon 5
Aug 2026.The old Operationslinks ( /rota/spot-checks , /rota/supervision ,

/rota/supervision/matrix ) stillwork andland onthe Matrix pages. Both desks use
the same matrix engine: a staff grid across quarters, a question bank form, manual
backfills for paperrecords, and branded Word, Excel and PDF exports.

WHERE TO FIND IT
Main menu — Matrix — Supervision or Spot Checks. A carer's own Supervision page

links straightinto a new record for them.

HOW TO

Record a supervision
1.Press + New supervision, pick the staff member, date and time, and the method
(Face to face — office, Face to face — community, Video call).

2.Choose the questions to ask fromthe bank and record the answers as you talk,
with the overallrating and agreed actions.

3. Press Saverecord. The green v on the matrix opens the completed record.



Record a spot check
1.Press + New spot check, pick the carer and the call observed.
2. Answer the observation questions, then Save record.

3. Spot checks are unannounced: cells show v or a dash, never "Due".

Add one done on paper

+ Manualrecord — date, method, questions, and optionally attach the paperrecord
(PDF, Word or photo, up to 10 MB).

Export

A4

1 Word (the inspection file perrecord), § Excel, § PDF. % Appraisals opens the
Appraisal Matrix with its own due dates.

RULES WORTH KNOWING

e These desks are never shownin the carerapp; carers see only theirown completed
records where the office shares them.

* Filter by Staff and Allregions; Today returns the grid to the current quarter.

COMMON QUESTIONS

Ibookmarked Operations — Supervision — isit gone? No; the bookmark redirects to
Matrix - Supervision.



Timesheets — worked hours, history and payroll exports
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WHAT IT IS

Timesheetsis every carer's hours on one grid, with a history (twelve months or the last
12 weeks) underneath. All figures come from one shared calculation, identical to each
carer's own timesheet page to the minute. Only completed calls count — a call counts
once it has a check-in; the future roster never does.

WHERE TO FIND IT
Operations — Timesheets. Dashboard tiles Delivered This Week and Delivered Hours
openit.

HOW TO

Choose the period and the rules

1. Month, Week or Dates (From /To). A very large company opens on the week; Month
is one click away.

2. Tick what the hours shouldinclude:

e Cancelled calls — adds cancelled calls at theirrostered time.

e Check-in/out hours — totals from actual check-in to check-out instead of the
roster.



¢ Travel time — payable travel between calls underyour Travel & Pay policy (shownin
abox, not added to the hours).

1. Press Apply. Nothing changes until you do.

Openone carer

Click the carer'srow. Theirown page ( /rota/timesheets/<carer> )lists each day:
Calls, First check-in, Last check-out, Hours, Travel, Status (On time / Late / Missed
call), with totals for check-in/out orrostered hours, completed calls, days worked and
payable travel. —« Company timesheets returns with the same ticks and dates.

Read the history

History & years: Months (one year, </>to change year) or Weeks (last 12). Cells show
exact hours and minutes ("54h 30m"), neverrounded. "—" marks periods before the
company's first activity.

Export

L PDF opens the letterheaded documentview ( /rota/timesheets/print ) for Save as
PDF — "Working hours record, Home Office compliance". L Excel downloads two
sheets: the period and the history, hours as decimals so payroll can calculate on them.

RULES WORTH KNOWING
¢ Default =rostered time of completed calls, cancelled excluded.
e Adouble-handed call counts forboth carers.

¢ Two active carers sharing aname carry a short reference so the rows can be told
apart.

e Thescreendraws the first 50 carers then Show more; totals and exports always
cover everyone.
COMMON QUESTIONS

Why are today's later calls missing? They have no check-inyet; hours appearonce
the callis delivered.

Why does travel not change the total? Travel is payable separately underyour policy
andis shown beside the hours, notinside them.



CHAPTER 5

Messages

Conversations with carers and families.

1. Messages — office to carers and office to
families

Messages — office to carers and office to families

Carers Ellie Faulkner
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Messages Carers

WHATIT IS

The company's communication centre: one thread per carer and one per service
user's family, in a WhatsApp-style layout, allkept 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 Starathreadtopinittothe top. Mark asunread brings aread thread back.

¢ Adotonthe avatarmeansthey are onthe app now.

Write

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

2.Hoveramessage 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.

¢ Editand delete windows are enforced by the database, notjust the screen.
e 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.



CHAPTER 6

Matrix

Compliance at a glance: training, supervision, spot checks, reviews and more.

1. Matrix — the compliance hub and the Staff 3. Matrix — Reviews, Quality Assurance and
Matrix Welfare Calls

2. Matrix — Holiday Matrix and Worked Hours 4. Matrix — Supervision, Appraisals and Spot
Checks

5. Matrix — Trainings

Matrix — the compliance hub and the Staff Matrix
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WHATIT IS

Matrix is the compliance-evidence hub: a bar of grids generated fromreal records,
each exportable foraninspection. The tabs are Staff Matrix, Trainings, Supervision,
Reviews, Quality Assurance, Spot Checks, Welfare Calls, Holiday Matrix and Worked
Hours. /matrix opensthe Staff Matrix.

The Staff Matrix is the staff register: every active carer's key employment factsin one
grid, filled from their profiles, plus up to ten columns the company adds itself.



WHERE TO FIND IT

Main menu — Matrix. Every matrix page starts with a "What is this?" card; x hidesitand
(® What s this? brings it back.

HOW TO

Read theregister

Columns: Name, Start date, Date of birth, Mobile number, Email, Nl number, Travel
type, DBS number, Address, then the company's own columns. Filter with All staff and
Allregions. Aname opens the carer's dashboard; the pencil beside a profile fact
opens their profile to edit it.

Add the company's own columns
1. Press + Add column (orthe + inthe headerrow).
2. Type artitle (or pick a suggestion) and confirm.

3. Type values straightinto the cells; they save as you leave the cell. Click a column
title torenameit; x removesit.

See everyone's availability

Press T Carer Availability: carers down the side, weekdays across, each cell the
carer's available hours. Aname opens their Availability page. « Back to Staff Matrix
returns.

Export

| Excel downloads the grid; ¥ PDF prints it with every row. There is no Word export of
theregister.

RULES WORTH KNOWING

* Profile facts are never edited on the grid — only on the carer's profile, where the
changeis audited. Only the company's own columns are typed here.

e Maximum 10 extra columns; remove one before adding another.
* Theviewerrole (demonstration company) cannot save anything on any matrix.

* Matrices show active carers only.

COMMON QUESTIONS

Which trainings and periods appear on the other matrices? Chosenin Settings
(Training Matrix, Matrix view, Worked hours).



Matrix — Holiday Matrix and Worked Hours
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WHATIT IS

* Holiday Matrix — every carer's holidays in one grid: carers x January-December
(Month view) or the next twelve weeks (Week view), each entry Applied, Approved
or Refused, with an Approved total per carer.

e Worked Hours — every carer's delivered hours across the year (Month view, <> walks
years) or the last twelve weeks (Week view), using the same maths as Timesheets.
WHERE TO FIND IT

Matrix — Holiday Matrix and Matrix - Worked Hours.

HOW TO

Holiday Matrix

1. Choose Month or Week; <> move earlier or later; Today returns. Filter Allregions.
2.Hovera chip forthe dates, day count and reason.

3. Acarer'sname opens Operations — Holidays, where requests are decided.

4.V Excel, § PDF.

Worked Hours

1. Choose Month or Week; <> change year; Today returns.



2.Eachcellis that carer's hours for the column; Total sums the period on screen.
3.Aname opens the carer's Timesheets — the same numbers, call by call.

4. The counting basis link opens Settings — Worked hours. | Excel, {§ PDF.

RULES WORTH KNOWING

* The Holiday Matrixis a view: nothingis approved orrefused here. Cancelled

requests are hidden; holidays only (sickness and otherleave are on the carer's Time
Off).

* Worked Hours default: a call countsits rostered minutes only once the carer has
checkedin —no check-in, no hours. Settings can switch to exact check-in —»
check-out minutes and caninclude cancelled calls at rostered minutes.

e Worked Hours and Timesheets share one calculation and cannot disagree.

COMMON QUESTIONS

Why is a week's total lower than the roster? Calls without a check-in do not count
under the default basis.

Matrix — Reviews, Quality Assurance and Welfare Calls
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WHAT IT IS
Three service-user grids built onthe same engine:

* Reviews — the formal care-package review: the manager atthe home oronthe
phone assessing mood, health, medication, the calls and their times, risks and how
the person and family feel.

* Quality Assurance — the service user's or family's own feedback on the service,
the carers, visit times and the office.

* Welfare Calls — the manager's check-in call between reviews, shown January to

December.

WHERE TO FIND IT

Matrix — Reviews, Matrix — Quality Assurance, Matrix — Welfare Calls. A service
user's Care Plans page deep-links to their reviews and quality checks.

HOW TO

Carry out areview

1. + Newreview — choose the Service user. Date of birth, address, client ref and the
live call pattern (last 7 days) fill in automatically.

2.Method: Home visit — with the client, Home visit — family present, Phone review,
Video call. Review date and time.

3. Work through the sections, add outcome, equipment and risk rows, and any
heading of your own.

4. Fill the summary, Your position (goes on the document), Next review due, and tick
Agreed with the client / representative.

5. Save. The finished recordreads like areview document and exports to Word.

Record a quality check or welfare call

+ New quality check / + New welfare call — service user, method (welfare: Phone
call — with the client, Phone call — with family, Home visit, Video call), date & time, tap
Ask onthe questions you want, record answers in their words, add your own
questions, optional Next check due, acknowledgement, save.

Backfill from paper

+ Manualrecord - service user, Date it was completed, Who carried it out, optional
paper attachment (PDF, Word or photo, up to 10 MB).

Browse and export

«>move the window (reviews and QA by period, welfare by year); Today returns; All
regions filters. Aname lists all theirrecords; a green v opens one. § Excel, § PDF, }
Word.



RULES WORTH KNOWING

* Reviews: the firstreview is due 7 days after care starts (the first visit — the 7-day
review column), then 88 days after the last review; an earlier manager-set date
wins.

* Quality checks and welfare calls have no due cycle — gatherthem wheneveritis
right.

e Recorddatescannotbeinthe future; atleast one question must be answered.

* Active service users only; the viewerrole cannot save.

COMMON QUESTIONS

Canl attach the paper copy later? Yes — a manually added record offers an attach
optioninits viewer.

Matrix — Supervision, Appraisals and Spot Checks

&(_;‘"J, Oashbomed rebcn Lnee - SeE [P ] S Comiodl & vaching m Prog
- v ] = = o |
. Ao
.,
&. T
% Appraisals + New supervision + Manualrecord 1 Excel 1| PDF
WHAT IT IS

Staff x period grids of supervision 1:1s, appraisals and spot checks, every cell drawn
fromarealrecord. Agreen Vv isacompletedrecord you canopen; supervision and
appraisal cells also show when the next one is due. Records are made with a tap-
through question bank or backfilled from paper.



WHERE TO FIND IT

v/

Matrix — Supervision (with & Appraisals inside it) and Matrix - Spot Checks. A
carer's own Supervision page deep-links here with the carer preselected.

HOW TO

Record a supervision, appraisal or spot check

1.Press + New supervision, + New appraisal (after ¥ Appraisals)or + New spot
check.

2. Choose the Staff member and Method; a spot check also asks Client / call
observed.

3. Date & time — |leave the time empty to stamp the moment you save, or set when it
really happened (neverin the future).

4. Tap questions to ask them, mark the answer, add notes; + Type any question and
addit... adds your own.

5.Set Next .. due and tick the acknowledgement (Carer acknowledged, Employee
acknowledged or Discussed with the carer).

6.Save. Therecordis stamped with the recording manager's name.

Backfill from paper

+ Manualrecord — Staff member, Date it was completed, Who carried it out,
optional Attach the paper record (PDF, Word or photo, up to 10 MB) — save.

Browse and open

* o slide the period window (2020-2030); Today returns. Filter All regions.

e Clickaname forall theirrecords (date & time, method, call observed, recorded by,
questions, summary orscore). Click a green v to open thatrecord. Each appraisal
offers § Word — this appraisal.

* 1 Excel, § PDF and } Word export the grid.

RULES WORTH KNOWING

e Supervision next due = 89 days after the last; appraisal = 360 days (12-month
cycle); an earliermanager-set date wins. Spot checks never show "Due" — they are
unannounced.

e Columns are months or quarters as chosen in Settings — Matrix view.

e Recorddates cannot beinthe future;arecord needs atleast one answered
question.

* Theviewerrole (demonstration company) cannot save records.

e The samerecordappears onthe carer's Supervision page — onerecord, two
doors.



COMMON QUESTIONS

Where are the questions from? A built-in bank perrecord type; you pick any subset
and add your own.

Matrix — Trainings
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WHATIT IS

Staff x trainings in two groups, In person and Online. Each cell is arecorded training:
completed with its next-due date, orbooked for a date. Four colours tell the story at a
glance.

WHERE TO FIND IT
Matrix — Trainings. Which trainings appearis chosenin Settings — Training Matrix (&

Settings on the toolbar).

HOW TO

Record a training
1. Click the cellfor the carer and training.
2.Choose completed orbooked.

3. Pick the date; foracompleted training set Next due (usually a year on — change if
different).



4. Save. Removerecord clears the cell.

Add the company's own trainings

Press + atthe end of the In person or Online group, type Training name..., save. Click a
title torename; x removesit. Up to 10 added trainings per group.

Read the colours

v Completed (or — Next due when Settings shows next-due dates instead), &
Booked, Due soon (within 60 days), X Expired.

Filter and export

All staff, Allregions; | Excel, § PDF.

RULES WORTH KNOWING

* The catalogue holds 14 in-person courses and 50+ online modules; a new
company starts with 4 in-person and 8 online ticked. Unticking a training hides its
column but keepsitsrecords.

e Adateisrequired; anext-due date must be avalid date.

e Theviewerrole cannotrecord.

COMMON QUESTIONS

Where do training certificates go? On the carer's Profile - Documents (type Training
certificate). The matrix records dates; the vault holds the file.



CHAPTER 7

Progress and Awards

Recognising your team.

1. Progress & Awards — scores, certificates
and birthdays

Progress & Awards — scores, certificates and birthdays
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Details — Week Month Year
WHATIT IS

The company's growth and quality picture week by week, honest indications, and the
automatic awards: Carer of the Week, Month and Year with a scored leaderboard,
printable certificates and birthday cards.

WHERE TO FIND IT

Main menu — Progress. Certificates open from the award history; birthday cards from
the Birthdays panel.



HOW TO

Read the business side

e Range chips: 12,26 or 52 weeks, oreverything.

e Company pulse — one score built from Hours delivered vs planned (30%), Calls
attended (25%), On-time check-ins (25%) and Medication compliance (20%). A
part with no data shows — andis left out.

e Panels: Hours delivered, Service users, Carers working, Hours per carer, Service
usersjoined, Carers joined, Delivery vs plan, Calls attended, On-time check-ins,
Medication compliance, Cancelled calls, Missed / not recorded, Incidents,
Concernsraised. Each has Details — to the screen behindit.

¢ |Indications are written only from completed weeks.

Run the awards

1. Toggle Week, Month and Year on or off.

2.Choose the scope: one Carer of the Week forthe company, or one per branch
(shownwhenthat branchis openinthe header).

3. Carer Care Scores lists this award week (Saturday to Friday); click a carer to see the
breakdown. Winners are crowned automatically when the period ends.

4. The history table (Award, Period, Carer, Score, Certificate) opens each certificate.

Print a certificate or birthday card

Openitandpress § PNG, V JPG or { Print / PDF. The certificate carries the company
logo, the Registered Manager's name and the carer's photo when they exist. The
Birthdays panel shows this week and next with Open card — (or Download the card —
on the day).

RULES WORTH KNOWING

e How the scoreis made (out of 100): Check-in & Check-out Time 25, Full Care
Duration 15, Zero Missed Calls 10, Case Note Discipline 20 (a missing note counts
against), Evening Care 10, Full-Day Commitment 10; bonuses Incident Reporting
+3, Body-Map Vigilance +3, Off-Day Cover +4.

e Cancellations are nevera carer's score problem.

e Abirthday card needs a date of birth on the profile; the panel says how many carers
have none.

e The certificate uses the carer'sjobrole, or Care Worker when none is set.



COMMON QUESTIONS

The leaderboard shows last week. A brand-new week has nothing to score yet, so
last week's completed card shows until calls start.



CHAPTER 8

Reports

Everyreportand export.

1. Reports — what exists and how to run one

Reports — what exists and how torunone
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WHATIT IS

One page of reportsin four families. Pick a family, pick areport, set the dates and
filters, runit, and export exactly what is on screen. Every figure comes from the same
services as the live screens.

WHERE TO FIND IT

Main menu — Reports.

HOW TO

Runareport

1. Choose afamily card, thenareport.



2.SetFrom/To (default: the last 30 days). Where offered, pick a carer (All carers) or a
service user (All service users).

3. Press > Runreport. Nothing loads until you do. After changes press Apply.

4.V Excel or § PDF — always every row of the current selection. < All reports returns.

The catalogue

General — Activity Log; Punctuality & Missed Calls; Medication Compliance; Incident
Reports; Unassigned Calls (looks two weeks ahead, including seats released by
approved leave).

Service Users — Call & Care Record; Client Activity Log; Planned vs Delivered Hours;
Medication (MAR) Record; Case Notes History.

Carers — Call & Care Record; Carer Activity Log; Worked Hours & Payroll; Carer
Punctuality; Holiday & Leave; Availability & Off Days.

Finance — Invoicing Hours; Timesheet Summary; Travel & Mileage.

RULES WORTH KNOWING

e Worked Hours & Payroll and Timesheet Summary use the Timesheets maths and
policy; Travel & Mileage uses the same computed road legs the rosters show.
* Longreportsdrawinpages onscreen; exports are never trimmed.

e The carerand service user pickers list active people.

COMMON QUESTIONS

Whichreport proves hours for a contract or sponsorship? Carers — Worked Hours &
Payroll, or Matrix - Worked Hours for the grid view.



CHAPTER 9

Carelo Al

The optional Al co-worker on your own records.

1. Carelo Al — the add-on, buying it and 2. Carelo Alonthe rota — assign proposals,
using Carelo 5 rota checks and audits

Carelo Al — the add-on, buying it and using Carelo 5
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WHATIT IS

Carelo Alis apaid add-on: aco-worker, "Carelo 5", that has read your company's own
records and answers from them — rota questions, case notes, incidents, medication
— and drafts care paperwork as Word files. It reads your company only, read-only, and
never trains on your data. It proposes; a person approves. Without the add-on every
Al surfaceinthe appislocked.

WHERE TO FIND IT

Main menu — Carelo Ai (the item with the sparkle). On the rota, the Assign With Carelo
Aibutton and the Carelo 5 panel; on three Operations desks, the audit wand — see
the "Carelo Alontherota" page.



HOW TO

Buy it (owner or manager)

1. Open Carelo Ai. The activation page shows one price card: Your band - follows
your subscription.

2. Press Activate by card. Stripe opens; onreturn the add-onis active at once.

Cardonly — it starts instantly. The tier must match your carer band orabove (never a
smaller one); see the price table under the band labels. Billed from today on the
company's cycle (monthly, oryearly for a yearly company); the price changes only if
your carer band does. No trial. Disabled for the demonstration company.

Ask a question

1. TypeinHow canlhelp you today? and press the 2 send button (Enter sends;
Shift+Enteris a newline).

2. + attaches animage (JPG/PNG) or a PDF,under 5 MB.
3. Replies streamin; tables render; § Download as Word saves any reply as a Word
file.

4. + New chat starts again; Recents lists past chats percompany.

Draft paperwork

Under Paperwork | can do foryou choose alauncher: Care Planner, Risk Assessment,
Quarterly Review, Appraisal, Quarterly Report, Business Plan, Business Continuity
Plan, Case Note Audit, Medication Care Planner, MAR Chart, Incident Audit Report,
Body Map Analysis — and anything else in UK care management.

Tailorit

Right-hand cards: Instructions (how Carelo 5 works foryour company — e.g. first
names, formal council reports), Memory (facts it remembers between chats; Add /
remove), Work Template (document formatting; the Carelo template is body size 11,
headings size 12, oryour own). Save each.

RULES WORTH KNOWING

* Who canuseit: office logins only — owners, managers, coordinators. Carers and
families never seeit. Every questionislogged to the person who asked.

¢ Whatit cannot do: book, change or send anything onits own; see another
company, ever.

* Yourdata: records stayinyour Carelo, hostedin London; only the records needed
foraquestion are sent to the model, for that request; neverused to train any
model; you are the controller and Carelo the processor under the Data Processing
Agreement.



¢ Allowance: the left column shows "Al allowance - N% used - Resets onthe 1st of the
month". Whenitis used up the answeris: "This month's Al allowance is used up. It
resetsonthe Ist — orask us about a biggerpackage." Eachreplyis also capped so
adocument of 800-1,200 words with tables fits.

e "Carelo 5 can make mistakes — always read and check before using."

¢ Afailedrenewal pauses the add-on; update the card under Settings - Billing and it
returns. Never a second purchase.

COMMON QUESTIONS

Does the Al see my carers' personal data? Only what a question needs, inside your
company, forthat request — and nothing is retained for training.

Can acoordinator buy it? No — the server allows only an owner ormanager to commit
the company to the add-on.

Carelo Al ontherota — assign proposals, rota checks
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WHATIT IS

With the Carelo Al add-on, three Al tools sitinside Operations: a planner that
proposes carers for every unassigned call, arota co-worker that answers questions
about the day, and an audit wand that writes a Word report for Call & Care Monitoring,



Incident Reports or Body Map Reports. None of them writes to the rota onits own; the
only path that assigns anything is your Approve & Apply, and it goes through the same
new-wins engine as adrag.

WHERE TO FIND IT

Operations — Carer Roster: Assign With Carelo Ai on the Unassigned row (shown
when there are unassigned calls) and the floating 4 Carelo 5 panel. The audit wand is
bottom-right on Call & Care Monitoring, Incident Reports and Body Map Reports.

HOW TO

Assign every unassigned call

1. Press Assign With Carelo Ai.

2.SetFrom/To, optional Instructions (e.g. keep walkers inside theirregion, give a
carerat most 4 hours), Max hours per carer, Max calls per carer.

3. Carelo Aiplans; "Nothing is saved until you approve." The result shows unfilled
seats, placed as whole runs, placed confidently, more on a second pass, and how
many stay unassigned, with a Worth knowing list.

4. Review the mini-roster: drag a proposed chip to another carer or back to Stays

Unassigned (confirm with Move; the serverre-checks every hardrule).

5. Press Approve & Apply, or Discard. Then Done.

Ask about the day

1. Openthe Carelo 5 panel ("Yourrota co-worker — ask me anything about today").

2. Pick a starter — Check forany wrong bookings, Any double-booked carers?, Who
is free this afternoon?, Anything outside availability? — or type a question and press
Ask.

3.The answeris areport only; nothing changes on the rota. Nothingis spentuntil a
questionis asked.

Create an audit

1. Press the wand. Choose Audit period: Last 7, Last 30, Last 90 days, or Choose
dates (From/To).
2. Press Create audit. "One report, one Word file — nothing is changed in your

records."

3. Press ¥ Download Word file. The auditis also saved to Carelo Al - Recents as the
compliance trail. Run another audit or Change dates.

RULES WORTH KNOWING

* Proposalsrespectevery hardrule: blocked carers, approved leave, one seat per
person, delivered-calllocks, travel fit. Applying them follows newest-decision-



wins — a carer's old overlapping call turns unassigned and is reported.
e Existing callsinthereview are fixed; only proposed chips move.

¢ Anempty audit period costs nothing: the server answers with a plain message
before the Alis called.

e Allthree tools draw onthe company's monthly Al allowance.

COMMON QUESTIONS

Why did the planner leave calls unassigned? No carer fitted the hard rules within the
limits you set; the "Worth knowing" list names the reasons. Loosen the limits or assign
by hand.

Canacarer see any of this? No — Al tools are office-only.



CHAPTER 10

Live Tracking

The optionallive location add-on.

1. Carerlocation record (Live Tracking) 3. Live Tracking — settings, the switch and
the legal pack

2. Live Tracking — the add-on, buying it and
the live board

Carerlocationrecord (Live Tracking)
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WHATIT IS

The carer'slocationrecord under the Live Tracking add-on: every visit they checkedin
to over 30 days, 90 days or 1year, what the phone reported, every out-of-zone orno-
signal spell, whether a managerreviewed it, and a week-by-week in-zone trend.

WHERE TO FIND IT

Carers — open a carer — Location. Without the add-on the page says Live Tracking is
not active and links to See what it does and activateit.



HOW TO

Read therecord

1. Pick 30 days, 90 days or 1year.

2.Tiles: Visits tracked, Positions in zone, Visits with no issue, Out-of-zone spells,
No-signal spells, Visits with no positions, Reviewed by a manager.

3.Inzone, week by week shows the share of positions inside the home zone.

4.The table lists eachvisit: checked in - out and check-in distance, positions, in-zone
share, furthest point and lowest battery, What happened, Dealt with, and Live
(openvisit) or Replay, which opens Live Tracking on that visit.

Actonaspell

Spells are acknowledged with a note on Live Tracking; this page shows
Acknowledged with the note and who wrote it, or Open, plus any alert sent.

RULES WORTH KNOWING

e Spells are pinned: never edited or deleted, only acknowledged.

* Flagged appears automatically when out-of-zone spellsin 30 days reach the
thresholdin Live Tracking settings; it clears as spells age out.

* The positionsinterval, the home-zone radius and the minutes before a spellis
written are company settings, printed at the foot of the page.

e Avisit with no positions means the phone sent nothing (internet off, location off,
battery, oran olderapp) — not that the carer was elsewhere.

e Carerside: the careragreesto trackingonceinthe app; thereis no per-visit
banner.

COMMON QUESTIONS

Canl switch tracking off for one carer? Not here; Live Tracking is a company setting.



Live Tracking — the add-on, buying it and the live board
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WHATIT IS

Live Tracking is a paid add-on that shows where each carer's phone is during a visit —
from check-into check-out and neverin between — on alive map with alerts, replay
of any visit and a permanent trail on the visit record. Without the add-on the menu
item opens the buy page; withit, the live board.

WHERE TO FIND IT

Main menu - Live Tracking. Once switched on, the menuitem carries a live dot.
HOW TO

Buy it (owner or manager)

1. Read the pack: open the Carer Location Monitoring Policy and the Data
ProtectionImpact Assessment (both openinanew tab).

2. Sign for your company: Signed by, Role, Data protectionlead - name and email,
Visitrecords are kept for, DPO or adviser consulted, Carers consulted — how and
when, Concernsraised and yourresponse. Tick We adopt the Carer Location
Monitoring Policy as our company policy and We have read the Data Protection
Impact Assessment and accept its measures and residual risks.

3. Activate by card: choose a tierand press Sign & activate by card. Stripe opens; on
return the add-onis active and switched on.



The tiermust match your carerband or above: the tier marked Your band is the floor

and smaller tiers are not offered. Card only, instant, no per-carer charge, cancel any
month. Prices: see the price table under the band labels (Up To 15 Carers ... Unlimited
Carers).

Read thelive board
e Top:«/>fordays, LIVE with the clock and "every phone reports every N minutes”;
Back to today.

e Tilestoday: Onavisit now, At the home, Out of zone, No signal, Finished out of
zone. Apast day: Visits, At the home throughout, Out-of-zone spells, No-signal
spells, Finished out of zone.

* Tabs: Carers, Alerts (today) / Events (past day), History. Problems first.

* Map chips: Atthe home, Out of zone, No signal, Waiting for first position, Home
circle.

Actonanalert

Click the alert row — the map showsiit; the tick Acknowledge records who dealt with
it. Select a carer for their card (Checked in, Now, Phone, Last position, Trail) and the
buttons Locate now (asks the phone for a fresh position; you are told if itsinternet is
off), Call, History, Close.

Replay a visit

History — pick a carerand a day — Replay. Every reported pinis shown; < Prev / Next
step pins, 1x / 4x play, click the bar to jump.

What the carer agrees to (carer app)

Each carerreads one sheet once — "Location during visits": only while checked in,
shared with the office only, kept with the visit record — and presses | agree —
continue. A careris tracked only after that; no per-visit banneris shown.

RULES WORTH KNOWING

* Fixed by Carelo forevery company: only during a visit; a position every 5 or10
minutes; "while using the app" permission only; kept with the visit; carers see their
own trail; no automatic flag or action — pay, visits and records are never changed
by tracking.

e Afailedrenewal pauses the add-on; update the card under Settings — Billing and it
returns by itself. Never a second purchase.

COMMON QUESTIONS

Paid but the map only shows check-in points? Itis paid for but switched off: an owner
ormanager switchesit onunder Live Tracking — Settings after the policy and DPIA are



signed.

Live Tracking — settings, the switch and the legal pack
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WHAT IT IS

The settings page holds the on/off switch, the lawful-use checklist, the alert rules and
whois told. The legal packis two documents pre-filled with your company's name,
thresholds and the details you type: the Carer Location Monitoring Policy ( /live-
tracking/legal/monitoring-policy )carersreadinthe app, andthe Data Protection
Impact Assessment( /live-tracking/legal/dpia )the|CO expects for staff
monitoring. They are templates, not legal advice. Owner or manager only.

WHERE TO FIND IT

Main menu - Live Tracking — Settings (<« Back to the live map returns). The documents
open from the buy page, from Settings (Open the policy template, Open the DPIA
template) or by theiraddresses.



HOW TO

Switch Live Tracking on

1. Under Lawful use, complete Monitoring policy adopted (press We have adopted
it) and Data ProtectionImpact Assessment completed (press Itis complete), or
sign both documents on theirown pages. A company that bought the add-onin-
app arrives already signed.

2. Press the Live Tracking switch. Phones start reporting from the next check-in. The
row shows "Since <date> - turned on by <name>".

3. Carers told in the app counts how many active carers have read the notice; a carer
is tracked only after they have seenit.

Set therules

* Home circle — any positioninside counts as "at the home". 500 mis the rule (the
same circle as check-in); 250 m or 100 m only if you want it stricter.

e Position every — 5 min or10 min.

e Out of zone — minutes beyond the circle before a carer counts as out of zone (at
leasttwo reportsinarow). Amber on the visit; red and pushed only from 1km away.

* No signal — minutes with nothing from the phone before "no signal”; until then the

carer shows "last seen”.

Rules can be changed only while tracking is on; - / + step each value.

Choose who sees alerts

Under Who sees alerts, tick office logins for Alerted (they see the day's spells on the
Live Tracking page) and Push (a phone push when a careris 1km or more from the

home).

Filland sign a document

1. Openthe document. At the top, type the details once: Signed by (name), Role,
Data protectionlead (name - email), Visit records are kept for, DPO / adviser
consulted, Carers consulted — how and when, Concerns raised and the response.

2. Press Save details to print them into both documents, then Sign and adopt this
policy or Sign off the DPIA as complete. The document then carries "Signed
electronically in Carelo by <name> on <date>"and a yearly review date.

3. Print / save as PDF for yourrecords.

RULES WORTH KNOWING

* Fixed by Carelo, unchangeable by any company: only during a visit; a position
every 5 or 10 minutes; "while using the app" is enough — the phone is never asked
for "always" location; kept with the visit; carers see their own trail; no automatic

flag, no automatic action.



e Lawfulbasisinthe policyislegitimate interests (lone-worker safety and
safeguarding), not consent; the DPIAis reviewed yearly.
e Thebillingline shows the add-on at your band; cancel any month under Settings —

Billing.

COMMON QUESTIONS

The switchis greyed out. Adopt the policy and complete the DPIA first (right-hand
column), or signin as an owner or manager.

Can acoordinator change the rules? No — only an owner or manager; the page says

so atthe bottom.



CHAPTER 11

Settings

How your company works: logins, branches, check-inrules, pay and training.

1. Settings — the company settings hub
2. App & Check-In —the check-in policy
3.Branches andregions

4. Matrix Columns — monthly or quarterly
5. Office logins and permissions

6.Runs — namedrounds

7.Timesheets & payroll settings, and
Worked Hours counting

8. Training Matrix settings and Compliance
Cycles

9. Travel & Mileage Pay
10. Week starts on

Settings — the company settings hub
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WHATIT IS

Matrix

Progress & Awards

Settingsis one page thatlists every live company setting in category cards. Only what

exists is shown — there are no "coming soon" placeholders. A search box at the top
filters across every card.

Settingsis forthe ownerand managers. Coordinators and viewers do not see the
Settings link in the account menu.



WHERE TO FIND IT

Open the round account button at the top right of the header — Settings. Every
individual setting page also carries a horizontal sub-menu (All Settings, Office Logins,
Billing, Regions, Branches, Compliance Cycles, Runs, App & Check-In, Timesheets,
Week Starts On, Travel & Mileage Pay, Training Matrix, Worked Hours, Matrix
Columns, Award Cadence) so you canjump straight between them.

HOW TO

Find a setting

1. Open Settings.

2. Typeinto the search box ("Find any setting — travel, check-in, regions..."). Cards
narrow to matching rows. If nothing matches, the page says so.

3. Clickthe row to openthat setting.

THE CATEGORIES AND WHAT EACH ROW DOES
Company

e Office Logins & Permissions — who signsin, what they may do, one device each.
See *Officelogins and permissions™.

e Regions — working areas that group carers and clients on the rota.

* Branches — separate parts of the company, each withits own carers and clients.
* Billing — the planand any branchlogins, priced live from active carers.

Service Users

e Compliance Cycles — how often each care document falls due forreview.

Scheduling

* Runs —namedrounds that keep a carer's calls flowingin order, and the gap that
splits them.

Carelo App

* App & Check-In — check-inzone, time windows, auto check-out, case-noterule,
roster visibility.

* Live Tracking — the paid add-on's switch, monitoring policy and DPIA, out-of-zone
and no-signal alertrules (opens /live-tracking/settings ).

Pay & Finance

e Timesheets — how paid hours are counted on every carer's timesheet.

* Week Starts On — the first day of the working week.

* Travel & Mileage Pay — what counts as payable travel, waiting and mileage.

Matrix



* Training Matrix — tick which trainings the company delivers and which date the grid
shows.

e Worked Hours — how the Worked Hours matrix counts an hour.

e Matrix Columns — monthly or quarterly columns on the compliance matrices.

Help & Support

e Contact Carelo Support — opens the Carelo support chat.

Progress & Awards

e Award Cadence — Carer of the Week, Month and Year on or off (opens
/progress ).

RULES WORTH KNOWING

e Settings are company-wide. One choice applies to every carer, service userand
office logininthe company.

* Eachsetting page hasits own Save button; nothing changes until you pressit.

COMMON QUESTIONS

A coordinator cannot see Settings — why? Settingsisrestricted to the ownerand

managers. The link is hidden for coordinators and viewers, and the serverrefuses
changes fromthem.

Where is Live Tracking set up? Under the Carelo App card — Live Tracking, which
opens the add-on's own settings page.



App & Check-In — the check-in policy
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WHAT IT IS

How the Carelo carerapp behaves at the doorstep. Inside the zone a carer checksin
with one tap. Outside it the app asks them to go to the home or ask the office to
record it. Late, orwith no GPS fix, the check-inisrecorded and flagged — never
blocked. This page tunes the zone, the windows, the warnings and whether a case
noteis compulsory.

WHERE TO FIND IT

Settings — App & Check-In( /settings/app-checkin ).

THE SETTINGS

Location check at check-in — On — must be at the home (normal) or Off —
emergency, anyone can checkin. Off is the emergency lever when a client's pinis
wrong and carers are being refused at the door; the distance from the home is still
recorded and shown to the office. Every phone obeys at once. Switchback onas
soon as the problemis fixed.

Check-inzone (meters) — the company default, 50-500 m. Each service user's
profile can override it.

Case note at check-out — Required — cannot check out without one or Optional.



Case note minimum length — Off — no minimum, or 200 /400 /600 /800 /1000
characters. Below the minimum the app shows a quiet counter and holds the Save
button.

Late check-in — Warn the carer (still allowed) or Silent — just recorded.
Early check-out — Warn the carer (still allowed) or Silent — just recorded.

Check-in opens (minutes before) — 10, 15 (default), 20, 30, 45 or 60 minutes before
the call. One-tap check-in opens thislong before the call; the page shows the
worked example (a16:00 call opens at 15:45 on the default).

One-tap allowed (minutes after start) — 15, 30, 45, 60 (default), 90 or 120 minutes
afterthe start. A16:00 call can still be checked into with one tap until 16:5%9 on the
default. After that the carer must use manual check-in with areason (the app's
"Request manual check"). A callnobody checked into shows as missed only once this
window has closed, orat the call's endif thatis later.

Carer seesrotaahead — 2 weeks (default) or 4 weeks — weeks 3-4 marked
provisional.

Auto check-out (no check-out) — Off, or 30 / 60 (default) / 90 minutes or 2 hours
afterthe callend. The callis closed at its scheduled end and flagged to the office in
Live Monitor.

HOW TO

Change the policy

1. Change any of the fields above.

2.Click Save policy. "V Saved — the app follows this policy" confirms it. The button
stays disabled until something has changed.

RULES WORTH KNOWING

e Thecheck-inlawis platform-wide: outside the zone, late, or without GPS a carer
can always stillcheckin —itisrecorded and flagged, never blocked. Only the
location check switch changes what the app asks at the door.

e Values are chosen fromlists, not typed, so every window is one the check-in code
defends.

e Amanual check-inrequest only applies once a manageracceptsit.

COMMON QUESTIONS

When does a call become "missed"? Only when the one-tap window has closed with
no check-in(oratthe call's end, if thatis later). Before that it is simply not yet checked
in.

A carer says the app refused them at the door. Check the service user's pinand zone
first. If the piniswrong and carers are stuck now, set Location check at check-into



Off, fix the pin, then switchit back On.

Branches andregions

Regions Branches +Addbranch

WHAT IT IS

Regions are working areas that group carers and clients. The rota'sregion lens filters
by them; they never block assigning anyone anywhere. An office login can be limited
to chosenregions (see *Office logins and permissions®).

Branches are separate parts of the company, each withits own carers and clients. A
branchis a filter over the whole company: people are tagged into a branch on their
profiles and the add forms, and the branch switcherin the account menu narrows the
whole app to one branch. Abranch becomes its own billing line once an office loginis
lockedtoit.

Abranchis a hard wall one level below the company; aregionis only a grouping. They
are not the same thing.

WHERE TO FIND IT
e Settings — Regions( /settings/regions )
e Settings — Branches( /settings/branches )

e The branch choice: account button (top right) — Branch — Allbranches or a branch
name. On phonesitsitsin the menu sheet.



HOW TO

Add aregionorbranch
1. Type the nameinthe box ("New region name — e.g. Cardiff East" / "New branch
name — e.g. Cardiff").
2.Click + Add region / + Add branch (or press Enter).

3.Then pick the region orbranch on carerand service-user profiles.

Rename

Click Rename on the row, edit the name, click Save (Escape cancels).

Delete aregion

1. Click Delete. The box says what stays: every carer, client, appointment and run
keeps everyrecord; they simply stop being grouped by thisregion, so therota's
regionlens nolonger offersiit.

2. Tick lunderstand — delete the region ... and keep all its people, appointments
andruns.

3. Click Delete region.

Delete abranch

1. Click Delete. Nothingis lost: carers and clients stay in the company with every
appointment, note, document and record; they stop being tagged with the branch
and show under the whole company. Any loginlocked to it will see the whole
company instead, and its separate billing line ends.

2.Ticklunderstand — delete the branch ... and keep all its people and their datain
the company.

3. Click Delete branch.

Add abranchlogin

Onthe branchrow, click + Add branchlogin. The Office Logins page opens with the
new-login form already locked to that branch.

WHAT EACH ROW SHOWS

* Branchrow:name - active carers - clients - billing state (Free untilaloginis locked to
it; otherwise its band and monthly figure) - Branch logins: the office logins locked
toit, or"none — this branchis not billed separately untilaloginislocked to it".

e Regionrow: name - carers - clients.

RULES WORTH KNOWING

* Deletingaregionorbranchneverdeletes apersonorarecord. Bothneed aticked
confirmation.



e Abranch's carercountis the company's active carers tagged to that branch — the
billing meter. View Branches in the "All branches" switcher state to see the whole
company.

* Abranch-lockedloginonly ever seesits branch and the switcher offers only that
branch. "Allbranches" on alogin means notlocked.
COMMON QUESTIONS

Do regions stop me assigning a carer outside theirarea? No. Regions are alens for
viewing; the rota never blocks on them.

When does a branch cost extra? Only once an office loginis locked toit. Until theniit
shows Free. The figures are in the price table and on Settings — Billing.

Matrix Columns — monthly or quarterly
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WHAT IT IS

One company-wide choice for how the Supervision, Reviews, Quality Assurance and
Spot Check matrices lay out their columns: Monthly (the default — a whole year, Jan-
Dec, with «>walking the years) or Quarterly (six rolling quarters). Welfare Calls always
show the year.



WHERE TO FIND IT
Settings — Matrix Columns ( /settings/matrix-view ), or the Matrix Columns tab on
any settings page.

HOW TO

Change the column view

1. Under Columnview, click Monthly or Quarterly.

2. Click Save settings. "Saved — every matrix now uses monthly/quarterly columns.’
confirmsit. Open a matrix goes to the Supervision matrix.

RULES WORTH KNOWING
* The setting applies to the whole company and every matrix listed above at once.

¢ Changingthe view only changes the columns; no record moves oris lost.

COMMON QUESTIONS

Why does the Welfare Calls matrix not change? It always shows the year, whatever
this setting says.

Officelogins and permissions
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WHAT IT IS

The page where the owner and managers create office logins, set what each person
may do, choose which areas (regions) and branches each login sees, reset
passwords, disable logins and — owner only — delete alogin forgood. Office logins
are unlimited on every plan. Every change isrecorded in the audit trail.

WHERE TO FIND IT

Settings — Office Logins & Permissions ( /settings/staff ). Only an owneror
manager can openit; anyone else sees "Only a manager can manage office logins and
permissions.”

HOW TO

Add alogin
1. Click + Addlogin.

2. FillinName, Email and Permission (Manager, Coordinator or View only — only the
owner can choose Manager).

3.Under "Which areas can thislogin see & manage?" leave All areas or tick regions. If
the company has branches, a second picker asks "Lock thisloginto abranch?" —
leave All branches foranormallogin.

4. Click Create login.

5.A"Loginready" box shows the email and a temporary password once. Click Copy
details to copy them. When email sending is connected, the password s also
emailed to the person automatically.

Change what alogin may do

* Permission: use the drop-downin the Permission column.
* Areasthey cover: click the area text — tickregions or All areas — Save areas.

e Branchlock: click the branch text — tick abranch or All branches — Save branch
lock.

Reset a password

Click Reset password on the row and confirm. Their current sessionis signed out and a
new temporary password is shown once (and emailed when email is connected).

Disable or enable alogin

Click Disable (confirm) or Enable. A disabled loginis signed out instantly and cannot
signinuntilre-enabled. Only active logins countin the login total at the top.

Delete alogin for good (owner only)

1. Click Delete on the row.



2. Read the box: the personis signed out at once and can never signinagain;
everything they recorded stays exactly asitis, itjust no longer shows their name.
This cannot be undone.

3.Ticklam sure — delete ...'slogin permanently. The Delete login button only works
once the boxis ticked.

ROLES
Capability Manager Coordinator View
only
See everythingintheirareas v v v
Build and change the rota v v X
Record care (supervision, spot checks, reviews, v v X
incidents, body maps, medication, notes)
Message carers and families v v X
Manage holidays, off-sick and timesheets v v X
Approve payroll v X X
Change company settings v X X
Manage office logins and permissions v X X

The owner (shown as "Director (owner)") has full authority and always sees all areas and
allbranches.

RULES WORTH KNOWING

* One email = one office login. A second login with the same email is refused: "That
email already has alogin."

* Onedevice atatime. Everylogin canbe signedin anywhere, but a single login
works on one device at atime — anew sign-in signs the old one out.
e The ownerlogin canneverberemoved, disabled orchanged by anyone else. A

manager can only manage coordinators and viewers; only the owner manages
managers.

* Youcannot change your own permission level or disable your ownlogin. The owner
cannot delete theirown login.

* Aloginscopedto chosenareas only sees and manages clients, carers and rosters
inthose areas. Abranch-locked login only sees that branch and cannot switch out.

* Lockingaloginto abranch makes that branchits own billing line (see *Branches
andregions®).



COMMON QUESTIONS

The temporary password has gone — canl seeitagain? No. Use Reset password to
issue anew one.

Why can't| choose Manager when adding alogin? Only the owner can create orseta
Manager.

Runs — namedrounds
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Runs Save +Add run Rename Delete

WHAT IT IS

Arunis anamedround amanagerhands to one carer. Callsjoinarunfromthe
appointment card; the rota underlines them with the runline, and clicking the line
opens the run card (swap the whole run, see hours, travel and the route map). This
settings pageis the governance end: create, rename and delete runs, and set the
groupingrule that decides where the runline breaks.

WHERE TO FIND IT

Settings — Runs( /settings/runs ), orthe Runstab onany settings page.



HOW TO

Set the groupingrule

1.In Maximum time between run appointments (minutes), enter a value from 10 to
720.

2.Click Save. "v Saved" confirmsiit.

Calls further apart than this stop counting as one round — the runline breaks into
separate segments.

Addarun
1. Type the name ("New run name — e.g. Erdington Morning Round").

2. Click + Add run (or press Enter).

3. Pickthe runonany appointment card to put callsinit.

Renamearun

Click Rename on the row, edit, click Save.

Delete arun

1. Click Delete.

2. The box says how many appointments are init: they stay exactly as scheduled and
justleave therun.

3. Click Delete run.

RULES WORTH KNOWING

* Deletingarunneverdeletes ormoves an appointment.

e Eachbuttononlyreportsits ownwork (Adding..., Saving..., Deleting...); one
operationruns at atime.

COMMON QUESTIONS

Where do | put acallinto arun? On the appointment card onthe rota, not on this
page. This page only manages the list of runs and the gap rule.

Timesheets & payroll settings, and Worked Hours



counting
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WHATIT IS

Two company-wide countingrules:

* Timesheets & payroll ( /settings/timesheets ) — the payrollmonth, how paid hours
are counted, pay rates and night-call rates. Every carer's timesheet obeysit and
statesitin plain words.

e Worked Hours ( /settings/worked-hours ) —how the Worked Hours matrix counts
anhour: the compliance figure used for contract and sponsorship tracking. Every
export states the countingrule onit.

WHERE TO FIND IT
Settings — Timesheets and Settings — Worked Hours, or the tabs on any settings
page.

TIMESHEETS & PAYROLL

Payroll month — "The payroll month starts on the" 1st (calendar month) to 28th.
Timesheets group into months running from that day to the day before itin the next
month; the Month view and Approve for payroll follow it exactly. To pay weekly, use the
Week view on any timesheet — every week can be approved for payroll onits own.

How hours are counted



e Counthours from: Rostered call times, once checked in (default), Check-in/
check-out (exact minutes worked), or Schedule (rostered time paid regardless).

e Cancelled calls: Not paid (default) or Paid at their scheduled time.

Pay rates

* Pay carers: Per hour (default) with an Hourly rate (£), or Per appointment (by call
length) with rates for 15 min, 30 min, 45 min and 1hour plus an optional Over 1 hour
— hourly (£).

Night calls

* Separate night charges: Off — night calls pay like any other call or On — night
calls have theirownrates.

* When on: Night starts, Night ends, Waking night (£ / hour), Sleeping night (£ /
night) and Sleep-in from (hours) (4 to 10 hours orlonger). A call that startsinside
the night window is a night call; night calls at or over the sleep-inlength are
sleeping nights at one flat rate per night; shorter night calls are waking nights paid
perhour.

Save the timesheet rules

1. Change the fields.

2. Click Save settings. "V Saved — timesheets now follow these rules" confirmsiit.

WORKED HOURS

What an houris — Rostered hours of checked-in calls (the call counts its planned
length once the carer checkedin: al-hour callis 1 hour) or Check-in — check-out
hours (the exact minutes between check-in and check-out).

Cancelled calls — Not counted (default) or Counted at rostered time, forcompanies
that pay or credit cancelled visits.

Save the Worked Hours rule

1. Pick the options.

2. Click Save settings. "Saved — the Worked Hours matrix now counts this way."
confirmsit. Open Worked Hours goes to the matrix.

RULES WORTH KNOWING

e Whichever Worked Hours basis is chosen, a call never counts without a check-in —
the check-inis the proof the visit happened.

e Timesheetrates are typedin pounds; blank means not set.

e Timesheets and the Worked Hours matrix are two separate rules. Pay and
compliance evidence can be counted differently on purpose.



COMMON QUESTIONS

We pay by the visit, not the hour. Set Pay carers to Per appointment (by call length)
and fillin the four call-length rates.

Why does a cancelled call show on the timesheet but pay nothing? Cancelled calls is
setto Not paid (default). Change it to Paid at their scheduled time if your contracts
pay cancellations.

Training Matrix settings and Compliance Cycles

Training Matrix + AaSent

Training Matrix Compliance Cycles Completed date Next due date

Save settings

WHAT IT IS

¢ Training Matrix ( /settings/trainings ) — tick the trainings the company delivers;
only ticked ones appear as columns on the Training Matrix. Choose which date the
green v chip shows onacompleted training.

e Compliance Cycles( /settings/compliance-cycles ) —how ofteneach care
document falls due forreview, decided once for the whole company. Every service
user's Care Plans & Assessments board derives its due dates from this.

WHERE TO FIND IT

Settings — Training Matrix and Settings — Compliance Cycles, or the tabs onany
settings page.



TRAINING MATRIX
Two groups of tickable trainings:
¢ Inperson — courses delivered face to face, practical, assessed on the day.

e Online — e-learning modules from UK care-training providers.

Each group's heading shows how many are ticked ("3 of 14 ticked").

Date shown on completed trainings — Completed date or Next due date.

Change the trainings shown

1. Tap a training to tick oruntickit.
2.Choose Completed date or Next due date.
3. Click Save settings. "Saved — the Training Matrix now shows your selection.”

confirms it. Open the Training Matrix goes to the grid.

Unticking hides a column but keeps every record; ticking it again brings the history
back.

COMPLIANCE CYCLES

One drop-down perdocument type: Initial Assessment, Care Plan, Risk Assessment,
7-Day Review, 3-Monthly Review, Quality Assurance, Consent & Capacity, Other
document — plus Your own documents (custom types).

Choices: one-time only, orevery1, 2, 3, 6,12 or 24 months (custom types cannot be
one-time only).

Defaults: 7-Day Review one-time only; Quality Assurance every 6 months; everything
else, including custom documents, every 3 months.

Change acycle
1. Pick the cycle foreach document type.

2.Click Save cycles. "v Saved — every document board now follows these cycles”
confirmsit. The buttonis disabled until something has changed.

RULES WORTH KNOWING

e Due datesrecompute the moment you save — every service user's document
board changes at once.

* Thereisno per-upload choice of cycle; the company rule applies to every
document of that type.

e Trainingrecords are never deleted by changing the ticks.

COMMON QUESTIONS

Canone service user have a different review cycle? No. Cycles are company-wide by
design.



We stopped delivering a course — willits history vanish? No. Untick it to hide the
column; therecords stay and returnif you tick it again.

Travel & Mileage Pay
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Save policy

WHATIT IS

The company decides what counts as payable travel time, mileage and waiting time.
Real figures are always shown honestly on rosters — this policy only controls the paid
figures.

WHERE TO FIND IT

Settings — Travel & Mileage Pay ( /settings/travel-pay ).

THE SETTINGS

e Pay travel time — Yes — paid (capped at the gap) or No — not paid.
e Pay mileage — Yes — paid or No — not paid.

* Pay waiting time — Yes — paid or No — not paid (default).

* Treatas abreak from (minutes) — O to 480 in steps of 5. Gaps thislong orlonger
are abreak: no paid travel or waiting for that gap.

* Double-handed mileage — First carer only (default) or Both carers.

* Home / office journeys (commute) — Counted or Not counted (default).



HOW TO

Change the policy
1. Change any field.

2. Click Save policy. "V Saved — rosters now follow this policy" confirms it. The button
is disabled until something has changed.

RULES WORTH KNOWING

e Paidtravel timeis capped at the gap between calls, so along drive never pays
more than the free time it fallsin.

¢ Travel and distance figures themselves are computed from real routes and shown
onrosters whatever the pay policy says.

COMMON QUESTIONS

A carer had atwo-hour gap and drove 20 minutes — why no travel pay? If Treat as a
break fromis set at orbelow the gap'slength, the gap is a break and pays no travel or
waiting.

Week startson
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WHAT IT IS

The first day of the company's working week. Monday unless changed; any day of the
week can be chosen. Rosters, weekly hours, timesheets by week, the holiday
calendar, the Care Map week, the weekly reports and the dashboard's weekly charts
all run from this day. The carer app shows the same order.

WHERE TO FIND IT

Settings — Week Starts On( /settings/week-start ). Only an owner or managercan

changeit; others see "Only an owner or manager can change this."

HOW TO

Change the first day

1. InFirst day of the week, choose Monday (default), Tuesday, Wednesday, Thursday,
Friday, Saturday or Sunday.

2. Click Save.

3.The page confirms, e.g. "Saved — your week now runs Sunday to Saturday."

RULES WORTH KNOWING

e The stored schedule isuntouched: no appointment moves. Only the weekly views
and totalsre-cut around the new day.

e The awards' weeks (Carer of the Week) use ISO weeks and are not affected.

e Date pickers stay Monday-first.

COMMON QUESTIONS

We migrated from a system that ran Sunday to Saturday — can we keep that? Yes.
Choose Sunday and every weekly view follows.



CHAPTER 12

Billing

Your plan, card, invoices and yearly billing.

1. Billing — plan, card, invoices and switching
toyearly

Billing — plan, card, invoices and switching to yearly
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WHATIT IS

Settings — Billing shows what Stripe actually charges the company, when the next
paymentis, the card or Direct Debit on file, and the live view of active carers against
the band. Only an owner or manager can openit.

WHERE TO FIND IT

Account menu (top right) — Settings — Billing. Direct path: Settings — Billing.



HOW TO

Change the card or Direct Debit
1. Open Settings - Billing.
2.Under Payment & plan, press Change card or Direct Debit.
3. Stripe's secure page opens. Add the new card or Direct Debit, make it the default,

remove the old one if wanted, then return to Carelo.

Thereis no limit on saved cards; the default one is charged. The Stripe page cannot
cancel or change the plan.

Seeinvoices andreceipts

1. Settings — Billing — Invoices and receipts.

2. Stripe's page lists every invoice with a download. Receipts also arrive by email from
Stripe.

Switch from monthly to yearly billing

1. Settings — Billing — Switch to yearly billing. The box shows every item (plan and
add-ons) atits monthly and yearly price and the saving.

2. Press Switch to yearly billing, then Yes, switch to yearly.

What happens: during a 30-day evaluation nothing is charged today and the first
collection at the endis the yearly amount. On a paid monthly plan the yearis charged
to the card now, less a credit for the unused part of the month; a Direct Debit collects
over the next few days. A declined card changes nothing. Ayearis ayear: it does not
switch back to monthly.

See the main plan and active carers

The Billing table lists the main plan and any branch with aloginlocked to it, each priced
by its current active carers, and shows when the company is within three carers of the
next band. Nothing on this table is charged automatically; it is the live view of what
applies.

RULES WORTH KNOWING

e Acompany with no Stripe account sees one line: billing is handled directly with
Carelo. Email help@carelo.co.uk forchanges.

e |faCareloAlorLive Tracking payment fails, that add-onis paused until the invoice
is paid: Billing shows a "paused" notice, the Carelo Al and Live Tracking pages say
"paused — update your card", and the add-on switches back on by itself when the
payment clears. The main planis not affected.

e If the mainplan's payment fails, service continues and the company gets written
notice with at least 7 days to fixit, with a one-click Pay now button to the invoice.



Only afterthat can Carelo place the company on hold: a notice onday O, the office
read-only from day 3, the carer and family apps read-only from day 14. Paying the
openinvoice lifts the hold immediately.

e The price of every band and add-onisinthe price table; yearly is 12 months upfront
with the band's discount.

COMMON QUESTIONS

Canwe add asecond card? Yes, through Change card or Direct Debit. The default

cardis charged.

Can we switch back to monthly after going yearly? No. The yearly period runsits
course; you can choose again at renewal by contacting help@carelo.co.uk.

Who can see Billing? Owners and managers. Coordinators and viewers see a notice

that only an owner or manager can see billing.



CHAPTER 13

Finance

Funders andinvoices.

1. Finance — funders and invoices

Finance — funders andinvoices
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WHATIT IS

Funding andinvoicing live on each service user's profile under Funding & Invoices:
who pays for this person's care, the agreed hourly rate, and the invoices raised against
each funder. Invoices are immutable snapshots — the calls are copied in when the
invoice is created, so alaterrota change never alters araised invoice.

The /finance pageinthe mainmenuis currently a placeholderwith no content;the
real finance workis on the service user's page. Pay and travel policy sitin Settings —
Pay & Finance.

WHERE TO FIND IT

Service Users — open a person — Funding & Invoices ( /service-

users/[id]/funding ). Coordinators and managers canuseit.



HOW TO

Add a funder

1. Click + Add a funder.

2.Choose the kind: Local Authority, NHS / CHC, Private (self-funded), Direct
Payment or Other.

3. Enterthe name (e.g. "Birmingham City Council"), an optional reference, and the
hourly rate in pounds (e.g. "22.50").

4. Click Add funder. An existing funder row offers Save, Cancel and Remove.

Raise aninvoice
1.UnderRaise aninvoice, choose Bill to (a funder — the drop-down shows its hourly
rate).
2.SetFromandTo.
3. Click Create draftinvoice. Every non-cancelled care callin the periodis charged

atthe funder's hourly rate, and the calls are snapshotted.

If no funder exists yet the page says "Add a funder first — aninvoice needs someone
to bill."

Move aninvoice throughits statuses

Draft - Sent — Paid. Onthe row: Mark sent on a draft, Mark paid on a sentinvoice. A
draft can be deleted with Delete (confirm). Open aninvoice for the letterheaded
document — print it or save as PDF.

RULES WORTH KNOWING
* Onlydrafts canbe deleted. Sent and paid invoices stay.
e Aninvoice covers one service user and one funder for one period.

* Financeis opento coordinators as well as managers; itis not gated to the owner.

COMMON QUESTIONS

The rota changed afterlraised the invoice — does the invoice change? No. The calls
were snapshotted when the draft was created. Delete the draft and create anew one
if it should reflect the change.

Where are the pay rates for carers? Those are payroll, not invoicing: Settings —
Timesheets.



CHAPTER 14

Your Account

The account menu.

1. The account menu — theme, logo, branch,
support, sign out

The account menu — theme, logo, branch, support, sign
out

WHATIT IS

The round button at the top right of the header. It shows the company logo when one
isuploaded, otherwise the signed-in person'sinitials. It opens a small panel: who you
are, the branch choice, Company logo, Carelo support, Settings and Sign out. Next
toit sits the theme button.

WHERE TO FIND IT
Top right of every office page. On phones the branch choice also sitsin the = menu

sheet.

HOW TO

Switch betweenlight and dark

Click the round theme button next to the account button ( .} "Switch to dark mode" /
¥ "Switchtolight mode"). Lightis the default. The choice isremembered per browser
and the right theme loads on arrival, with no flash.

Upload the companylogo

1. Openthe account menu — Company logo (owner and managers only).

2.Pickanimage. Itisresized and saved at once, and replaces the initials in the
header.

Choose abranch

Open the account menu — under Branch, click All branches (or Allmy branches fora
login limited to some branches) orabranch name. The app reloads narrowed to that
branch; a tick marks the active one. The group only appears when the company has
branches.



Contact Carelo support

Openthe account menu — Carelo support. The support chat opens with instant
answers; ask fora person to be handed to the team.

Sign out

Open the account menu — Sign out.

RULES WORTH KNOWING

e The panelheader shows yourname, the company name and your permission level.
* Settings appears only forthe ownerand managers.

* Abranch-lockedloginseesonlyits ownbranchesinthelist.

COMMON QUESTIONS

luploaded alogo but a colleague still sees initials. They need toreload; thelogois
company-wide once saved.

Does dark mode apply to my colleagues? No. The theme is per browser, not per
company.

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



