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The PAAH TRUST Framework
The PAAH Network exists to provide clients, families, and Local Authorities with confidence that every Personal Assistant is safe, professional, and independently verified. To achieve this, all members agree to uphold the TRUST Framework.
The TRUST Framework is built on five pillars. These guide every aspect of membership and are backed by the compliance standards detailed in this manual.
T = Transparency
Members must work openly and honestly, with clear evidence of compliance.
· Verified ID cards with QR code access to live records.
· CEST (CNET) results to confirm self-employment status.
· Compliance folders available for inspection at any time.
(See Sections 6, 10, 11)

R = Responsibility
Members are accountable for keeping their records and practice up to date.
· DBS checks within 2 years or on the Update Service.
· Active insurance cover Group policy only – ensures always in date and complieant
· Completion of core safeguarding and training requirements.
(See Sections 1, 2, 3, 9)

U = Understanding
Members must demonstrate knowledge, learning, and care for themselves and others.
· Safeguarding and care training via the Learning Hub.
· GDPR awareness and safe handling of personal data.
· Access to wellbeing and support services for resilience.
(See Sections 3, 5, 7)

S = Safety
Safety underpins everything — for both clients and PAs.
· Lone Worker Safety Scheme with check-ins and alerts.
· Insurance cover for accidents and liabilities.
· Safeguarding training and clear reporting routes.
· Wellbeing support to prevent burnout and stress.
(See Sections 2, 4, 5, 9)

T = Trustworthiness
Trust is built by delivering consistent, professional, and reliable service.
· Membership and ID verification process.
· Written contracts and invoicing for all work.
· Compliance folders maintained and up to date.
(See Sections 8, 10, 11)

Key compliance point
By joining the PAAH Network, every PA commits to the TRUST Framework. This is not just a set of values — it is a set of enforceable standards that ensure safety, accountability, and confidence in independent PA care.








Section 1: DBS Checks
Every Personal Assistant in the PAAH Network must hold a valid Enhanced DBS (Disclosure and Barring Service) check. This is essential to protect both clients and PAs, and to ensure Local Authorities can trust the network.
Requirements
· New applicants must have either:
· an Enhanced DBS dated within the last 2 years, or
· all new DBS MUST be on the DBS Update Service.
· A DBS older than 2 years is not accepted unless it is registered on the Update Service.
Ongoing compliance
· PAs are required to register their DBS on the Update Service for future ease.
· Any expired or invalid DBS will result in suspension of membership until updated.
· The cost of the DBS is the responsibility of the PA (one-off fee on application). We have a reserve to help those in need of assistance.
Verification process
· DBS documents are checked by PAAH before issuing membership.
· DBS status is included in the digital/printed PAAH ID card and updated electronically.
Key compliance point
A valid Enhanced DBS (and, ideally, Update Service registration) is the foundation of safe PA practice. It reassures clients and Local Authorities that every PA in the network has been independently checked.






Section 2: Insurance
All Personal Assistants in the PAAH Network must hold valid Public Liability Insurance to cover the risks of working independently in clients’ homes. This protects both the PA and the client if something goes wrong.
Requirements
· Every PA must provide evidence of active insurance before their ID card is issued and this is through the block policy for Hackney Pas.
· The insurance covers:
· Accidental damage in the client’s home.
· Injury to the client or others arising from your work.
· Your own liability as a self-employed worker – up to £1M
Group policy option
· PAAH offers access to a block group insurance policy 
· Cost: £5 per month, invoiced in arrears, and is part of the weekly membership fee.
· This option provides comfort and security for Local Authorities and clients, as cover is centrally managed by PAAH.
Key compliance point
Insurance is non-negotiable This ensures that clients, families, and Local Authorities can have complete confidence in your work.

Section 3: Training
Training is essential to ensure Personal Assistants (PAs) work safely, professionally, and in line with Local Authority expectations. Completion of core training is a condition of membership, with additional courses available for ongoing development.
Core Training Requirements
Before being issued with their PAAH ID card, every PA must complete the following Level 1 training courses:
· Safeguarding Awareness – Level 1
· Health & Safety – Level 1
· Food Hygiene – Level 1
· GDPR – Level 1 (General Security & Personal Responsibility)
Timeframes
· Safeguarding Awareness Level 1 must be completed before ID card issue.
· The remaining core courses must be completed within 6 weeks of membership approval.
Learning Hub Access
· On payment of the first membership fee, PAs are registered on the PAAH Learning Hub.
· The Hub provides access to all required courses plus over 135 CPD-certified modules.
· Webinars and specialist training are also offered throughout the year.
Verification
· Completion certificates for each core subject must be uploaded or filed in the PA’s compliance folder.
· The Membership Compliance Checklist (Section 10) will not be signed off until all four certificates are present.
Ongoing Development
· While Level 1 is the minimum entry requirement, PAs are encouraged to progress to higher levels (e.g. Safeguarding Level 2/3, specialist care modules).
· CPD records should be updated regularly (see Section 21: Professional Development).
Key Compliance Point
Completion of the four core Level 1 courses is mandatory for membership. PAs who do not complete these within the specified timeframe will have their membership suspended until compliant.

Section 4: Lone Worker Safety
Personal Assistants often work alone in clients’ homes. This can create risks both for the PA and the client. The PAAH Lone Worker Safety Scheme ensures that every PA is supported and protected while working independently.
Why this matters
· Working alone increases vulnerability — there is no immediate backup if an incident occurs.
· Clients and families feel reassured knowing PAs are monitored and supported.
· Local Authorities expect evidence of a structured lone worker policy.
Lone Worker Safety Scheme
All members are automatically enrolled in the PAAH Lone Worker Scheme, which includes:
· Check-in system – PAs can log start and end times when working with clients.
· Escalation alerts – if a PA fails to check out, an alert is triggered.
· Support team contact – the PAAH office or helpline can be contacted if a PA feels unsafe.
Wellbeing app integration
· Lone worker support links directly with the Wisdom wellbeing app, giving members access to 24/7 protection and emergency help.
· GPS-enabled features can add an extra layer of security if required.
Best practice for PAs
· Always check in at the start and end of each client visit.
· Keep your phone charged and accessible during work.
· Report any incidents, no matter how minor, to PAAH.
Key compliance point
Lone working carries risks, but with proper systems in place, PAs can work confidently and safely. The Lone Worker Safety Scheme is a condition of membership and part of the PAAH TRUST framework

Section 5: Wellbeing Support
Caring for others can be demanding. To remain effective and resilient, PAs must also look after their own wellbeing. PAAH membership includes access to a range of support services designed to protect mental, emotional, and financial health.
Wellbeing package (included in membership)
· Wisdom App – access to wellbeing resources, self-help tools, and daily support.
· 24/7 Helpline – confidential telephone support, available day and night.
· Counselling services – professional counselling available when needed.
· Legal and financial advice – expert guidance on everyday matters, not just work-related issues.
Why this matters
· Caring roles can lead to stress, isolation, and emotional pressure.
· PAs often work without colleagues, making external support essential.
· Access to confidential help ensures PAs can stay well and continue to deliver excellent care.
Best practice for PAs
· Download and use the Wisdom app as part of your membership.
· Don’t hesitate to use the helpline or counselling if you feel overwhelmed.
· Remember that financial or legal issues can affect wellbeing too — use the advice services provided.
Key compliance point
PAAH expects members to take responsibility for their own wellbeing as part of safe practice. Using the support tools provided is not a sign of weakness — it is part of maintaining professional standards.




Section 6: CEST (Self-Employment Check)
As an independent Personal Assistant (PA), one of the most important compliance steps is confirming that you are genuinely self-employed for tax purposes. HMRC provides a free online tool called the Check Employment Status for Tax (CEST) — sometimes called the CNET check.
What is CEST
CEST is an official tool created by HMRC. It asks you questions about how you work with your client, such as:
· Can you send a substitute if you cannot attend?
· Who decides how, when, and where the work is carried out?
· Do you pay for any costs before being paid?
· Can you work for more than one client?
Based on your answers, the tool gives an official HMRC decision about whether the role is treated as self-employment or employment for tax purposes.
Why is it important?
· Legal protection – HMRC will stand by the CEST result if it reflects your actual working practice.
· Correct payments – If you are employed, clients must deduct tax/NI. If you are self-employed, clients must pay you in full and you are responsible for your own tax/NI.
· Evidence of compliance – Keeping your CEST results shows you are following the rules and protects both you and your client.
· Clarity for everyone – Many clients, especially those using Direct Payments, are unsure about their responsibilities. A CEST result gives certainty.
Example outcome explained
When run for a typical PA arrangement, the CEST tool confirms the following:
1. The client would accept a substitute
· If you are self-employed and become ill or take a holiday, you can arrange for another suitably qualified PA to cover your client’s care.
· The client should agree to this in principle. It doesn’t mean you must have someone lined up, but it shows you are responsible for making sure the service is delivered.
· This is different from being an employee, who must personally turn up whenever the employer tells them to.
2. The PA controls how and when the work is done
· You and your client agree what needs to be done — for example, preparing meals or supporting them on trips out.
· But as a self-employed PA, you decide how to carry out those tasks in practice and agree the timing with your client, rather than following strict instructions or rotas.
· This freedom over your own working methods is part of being self-employed.
3. The PA funds some costs before being paid
· You may cover costs like petrol, parking, gloves, or cleaning products before you receive payment.
· This shows that you take on some financial responsibility, which is a sign of working on your own account as a self-employed worker.
· Employees usually do not carry this kind of cost themselves.
4. The PA works for more than one client
· You might work mornings for one client and afternoons for another, or support several clients during the week.
· The important point is that you are free to take on work with other people without needing permission.
· This proves you are not dependent on a single employer, but operating as an independent PA.
👉 HMRC confirmed in this case: “Self-employed for tax purposes.”
This means:
· Clients must pay the PA in full without deductions.
· The PA is responsible for tax and NI through Self-Assessment.
· A copy of the result should be kept for records.

Best practice for PAs
· Complete a CEST check for each new client or arrangement.
· Save or print your result immediately.
· Keep results in your PAAH compliance folder — you may be asked to provide them.
· Re-run the tool if your working relationship changes (e.g. if a client begins to set fixed hours).




















Section 7: GDPR & Data Handling
Personal Assistants often handle personal and sensitive information about the people they support. This could include medical details, financial information, or family contacts. Handling this information correctly is a legal requirement under the UK GDPR (General Data Protection Regulation) and the Data Protection Act 2018.
Why this matters
· GDPR gives individuals rights over how their personal data is used.
· PAs are legally responsible for protecting the personal data they hold.
· Data breaches can lead to fines, loss of trust, and harm to vulnerable clients.
What counts as personal data?
· Names, addresses, phone numbers, and contact details.
· Medical or care information.
· Financial records, bank details, invoices.
· Notes about care or personal circumstances.
Best practice for PAs
· Only collect and use information that is necessary for providing care.
· Keep all records safe and secure (locked, password-protected, or encrypted).
· Do not share client information with anyone without consent, unless legally required.
· Be careful when emailing or texting — check you are sending to the right person.
· Dispose of any old records securely (e.g. shredding, secure deletion).
ICO registration
· Some self-employed PAs may need to register with the Information Commissioner’s Office (ICO) as data controllers.
· PAAH can guide you on whether this applies to your situation.
Training and awareness
· All PAs must complete the GDPR Awareness training module through the Learning Hub.
· Certificates of completion must be stored in your compliance folder.
Key compliance point
PAs handle highly sensitive personal data and must comply with GDPR at all times. Protecting data is not optional — it is a legal requirement and part of safe, professional practice.






















Section 8: Contracts & Agreements
Clear agreements protect both the PA and the client. They set out expectations, prevent misunderstandings, and ensure the working relationship is compliant with HMRC and Local Authority standards.
Self-employed PAs
· As a self-employed PA, you must have a written agreement with each client.
· This should cover:
· Services you will provide.
· Your agreed rate of pay (hourly, daily, or task-based).
· How and when you will invoice the client.
· Responsibilities for covering costs (e.g. travel, materials).
· What happens if you are unable to attend (e.g. arranging a substitute).
Invoicing
· Self-employed PAs must issue invoices to clients for the hours or tasks completed.
· Invoices should include:
· Your name and business details.
· Client name.
· Dates and hours worked.
· Agreed rate.
· Total amount due.
· Payment should be made in full, without tax deductions (as confirmed by the CEST check).
Directly employed PAs
· In some cases, clients may employ a PA directly as their employee.
· If this applies, a separate employment contract must be used, and the client becomes responsible for PAYE, tax, and NI deductions.
· PAAH provides template contracts to help clients meet their obligations.
Templates provided by PAAH
· Self-Employed PA Agreement – for independent PAs providing services.
· Direct Employment Contract – for clients who employ a PA directly.
· Invoicing template and guidance – to help PAs create professional, compliant invoices.
Key compliance point
All working arrangements must be covered by a written agreement. Self-employed PAs must issue invoices, not receive wages. Contracts protect both parties and provide clear evidence of compliance for HMRC and Local Authorities.


















Section 9: Safeguarding
Safeguarding is about protecting children and adults at risk from harm, abuse, or neglect. Every PA in the PAAH Network has a duty to recognise concerns and take action when needed.
Why this matters
· PAs often work closely with vulnerable people and may be the first to notice signs of risk.
· Safeguarding is a legal and moral responsibility, not just good practice.
· Local Authorities require all PAs to demonstrate safeguarding knowledge.
Core safeguarding training
· Mandatory: All PAs must complete safeguarding training before being issued with their ID badge.
· Training must be refreshed in line with PAAH requirements and Local Authority expectations.
· Certificates of completion must be kept in each PA’s compliance folder.
Safeguarding training levels (examples)
· Level 1: Basic awareness — recognising signs of abuse or neglect, knowing how to report concerns.
· Level 2: Intermediate — understanding roles and responsibilities, responding appropriately.
· Level 3: Advanced — for those in supervisory or coordinating roles (where relevant).
Reporting concerns
· If you suspect abuse or neglect, you must raise the concern immediately.
· Concerns can be reported to:
· The Local Authority safeguarding team.
· The police (in emergencies).
· PAAH for advice and support.

Example safeguarding courses (ATH/HDH coded):
· Safeguarding – Level 1 (ATH/HDH/023).
Key compliance point
No PA will be issued with a verified ID card until safeguarding training is completed and evidenced. Safeguarding knowledge must be refreshed and kept current.





















Section 10: Membership & ID Verification
Verification is at the heart of the PAAH Network. Clients, families, and Local Authorities must be able to trust that every PA is safe, compliant, and up to date with requirements. Membership and ID verification provide this assurance.
Membership entry requirements
To join the PAAH Network, every PA must provide:
· A valid Enhanced DBS (within 2 years or on the Update Service).
· Evidence of insurance cover (individual or PAAH group policy).
· Completion of core safeguarding training (before ID badge issue).
· Commitment to complete all other core training within 6 weeks.
ID verification process
· Once all compliance checks are completed, the PA is issued with a PAAH ID card.
· The ID card includes a QR code that links to the PA’s live verification record.
· Clients and Local Authorities can scan the code to confirm the PA’s compliance status in real time.
Digital verification
· In addition to the physical card, each PA has a digital ID record managed by PAAH.
· Records are updated continuously — for example, when training is completed or insurance is renewed.
· Lapsed compliance (e.g. expired DBS, no insurance) will automatically suspend verification.
Why this matters
· Verification is what separates the PAAH Network from unregulated arrangements.
· Clients can confidently choose a PA knowing that essential checks have been carried out.
· Local Authorities can rely on PAAH as a trusted provider of safe, compliant PAs.


Key compliance point
Membership is only valid while compliance is current. ID cards and digital records provide visible proof that a PA has met all requirements and remains in good standing.























Section 11: Compliance Folder Guidance
Every PA in the PAAH Network must maintain a Compliance Folder. This is your personal record of proof that you meet all membership requirements. It is essential for audits, Local Authority checks, and for your own protection if your status is ever questioned.
What your folder must include
· DBS certificate – current Enhanced DBS, plus Update Service details if applicable.
· Insurance certificate – proof of valid cover (individual or PAAH group policy).
· Training certificates – safeguarding (mandatory before ID badge) plus other core courses.
· CNET / CEST result – printed or saved copy showing you are self-employed for tax purposes.
· Contracts/agreements – signed agreements with clients and invoicing records.
· ID verification – copy of your PAAH ID card (digital and printed).
How to organise it
· Keep both a paper folder (with printed documents) and a digital version (scanned or PDF copies).
· Store your digital folder securely (password-protected).
· Update your folder as soon as you renew insurance, complete training, or receive updated DBS confirmation.
Why this matters
· Local Authorities may ask to see your compliance evidence at any time.
· Clients feel reassured knowing you have everything in order.
· Having an up-to-date folder protects you if HMRC, the ICO, or safeguarding authorities ever carry out checks.
Best practice
· Review your folder every 3 months.
· Keep old certificates and documents in a “past records” section.
· Always store your most recent documents at the front.
Key compliance point
If it’s not in your folder, it’s not compliant. Maintaining your Compliance Folder is a condition of membership in the PAAH Network and part of your professional responsibility as an independent PA.























Section 12: Code of Conduct
Every member of the PAAH Network is expected to act with professionalism, integrity, and respect at all times. The Code of Conduct sets out the standards of behaviour that protect clients, uphold trust, and maintain the reputation of the network.
Professional behaviour
· Treat clients, families, and colleagues with dignity and respect at all times.
· Deliver care and support to the best of your ability, in line with training and agreements.
· Be reliable and punctual — clients depend on your presence and consistency.
· Keep professional boundaries: you are a PA, not a family member, and must avoid becoming personally entangled in clients’ finances or private affairs.
Confidentiality
· Do not share client information outside of your work, unless legally required (e.g. safeguarding).
· Avoid discussing clients with others, including on social media.
· Follow GDPR rules when handling personal or sensitive data.
Integrity
· Be honest in all communications with clients, families, and PAAH.
· Do not claim payment for hours not worked.
· Be transparent about your availability, limitations, and skills.
Respecting clients’ rights
· Recognise and support clients’ independence and choices.
· Never discriminate on the grounds of age, disability, gender, race, religion, or sexual orientation.
· Protect clients from harm, neglect, or abuse — always report safeguarding concerns.
PAAH representation
· As a verified PA, you represent the PAAH Network.
· Keep your ID card current and available for clients or Local Authorities to check.
· Uphold the TRUST Framework in all aspects of your practice.
Key compliance point
The Code of Conduct is binding for all members. Breaches may result in investigation and suspension or termination of membership.





















Section 13: Complaints & Grievances
PAAH is an accrediting and verifying network. We are not the employer or manager of Personal Assistants. However, to maintain professional standards, every PA must have a clear policy for handling complaints and grievances.
PA responsibility
· Each PA must adopt and share a Complaints Policy with their clients.
· This policy should explain:
· How clients can raise a concern.
· How the PA will respond and within what timeframe.
· What steps are taken if the complaint is not resolved.
· The policy must be kept in the PA’s compliance folder and available for inspection.
Client rights
· Clients must always know how to raise concerns about the service they receive.
· The complaints process should be simple, fair, and accessible.
· Where appropriate, clients can be signposted to independent advice or Local Authority safeguarding teams.
Grievances
· PAs should also have a process for handling their own grievances — for example, if they feel they are being treated unfairly by a client.
· This may involve seeking advice from PAAH, professional bodies, or independent advisory services.
PAAH’s role
· PAAH may provide template policies and guidance to help PAs meet this requirement.
· PAAH may review a PA’s complaints policy as part of compliance checks, but responsibility for handling complaints rests with the PA.
· Where a complaint relates to safeguarding, PAAH may support the PA in contacting the appropriate Local Authority.
Key compliance point
Every PA must adopt and follow their own Complaints & Grievances Policy. This is part of their professional responsibility and evidence of safe practice. PAAH verifies that the policy exists but does not act as the employer in managing complaints.























Section 14: Professional Boundaries
Personal Assistants often build close working relationships with clients. This is natural and positive, but it is vital to maintain clear professional boundaries. Boundaries protect both the client and the PA, ensuring that the relationship remains safe, respectful, and professional.
Why boundaries matter
· Clients may be vulnerable, dependent, or isolated, which can create blurred lines between personal and professional roles.
· PAs work in clients’ homes, which can make relationships feel informal.
· Without clear boundaries, there is a risk of misunderstandings, dependency, or even allegations of misconduct.
Examples of good boundaries
· Money – Never borrow from or lend money to a client. Do not become involved in managing their finances unless agreed in writing and covered by insurance.
· Gifts – Avoid accepting expensive gifts. Small tokens (e.g. chocolates at Christmas) may be fine, but anything significant should be politely declined.
· Friendship – Be friendly, but remember you are not a family member. Keep interactions professional.
· Social media – Do not connect with clients or their families on social media.
· Confidentiality – Never discuss client details with friends, family, or other clients.
Responsibilities of PAs
· Set clear expectations with clients from the start of the relationship.
· Refer to your contract or agreement when boundaries are tested.
· Report concerns if a client pressures you to cross professional lines (e.g. take on personal debts, live-in arrangements without agreement).
· Use your compliance folder to evidence professional behaviour.
PAAH’s role
· PAAH provides guidance on boundaries and may offer template policies.
· PAs are expected to adopt a Professional Boundaries Policy and keep it as part of their compliance evidence.
Key compliance point
Maintaining professional boundaries protects both you and your client. Each PA must adopt a clear Professional Boundaries Policy and follow it at all times.






















Section 15: Health & Safety Responsibilities
Although PAs are self-employed and not managed by PAAH, they must still work safely and responsibly when supporting clients. Health and Safety is both a legal duty and a practical safeguard to protect clients, PAs, and others.
Why this matters
· Working in people’s homes can involve risks that are not always obvious.
· Poor health and safety practice could cause harm and leave a PA personally liable.
· Local Authorities and families expect evidence that PAs are working in line with basic safety principles.
Core responsibilities of PAs
· Carry out a simple risk assessment when starting with a new client (e.g. hazards in the home, safe access, pets, equipment).
· Use safe practices for moving and handling (never lift beyond your capability; use training and aids where required).
· Keep the working environment safe (e.g. tidy cables, safe use of cleaning products, checking smoke alarms if relevant).
· Report and record any incidents or accidents, even if minor.
Clients’ role
· Clients are responsible for ensuring their home environment is reasonably safe for care to take place.
· PAs should communicate openly if they identify risks and work with clients to reduce them.
PAAH’s role
· PAAH provides guidance and templates for simple risk assessments.
· PAAH requires evidence that PAs have completed Health & Safety awareness training.
· PAAH does not manage day-to-day health and safety but verifies that PAs take it seriously.

Best practice
· Keep a small personal first aid kit when visiting clients.
· Do not use equipment (e.g. hoists) which are outside of what a PA is permitted to do.
· Avoid lone working in unsafe environments 
Key compliance point
Every PA is individually responsible for working safely. Health and Safety training and a basic risk assessment for each client must be part of your compliance folder.



















Section 16: Equality, Diversity & Inclusion (EDI)
Personal Assistants work with people from many different backgrounds, cultures, and beliefs. Every PA in the PAAH Network must commit to treating all clients with fairness, dignity, and respect. This is both a legal requirement and a professional standard.
Legal framework
· The Equality Act 2010 protects individuals from discrimination based on:
· Age
· Disability
· Gender reassignment
· Marriage and civil partnership
· Pregnancy and maternity
· Race (including colour, nationality, ethnic or national origin)
· Religion or belief
· Sex
· Sexual orientation
· PAs must never act in a way that discriminates against clients, families, or colleagues.
Why EDI matters
· Clients must feel safe, respected, and valued in their own homes.
· Good care means recognising and respecting each client’s identity, culture, and preferences.
· Equality, diversity, and inclusion build trust and strengthen the reputation of the PAAH Network.
Best practice for PAs
· Ask clients about their preferences (e.g. diet, religious observances, personal routines) and respect them.
· Use inclusive, respectful language at all times.
· Challenge discrimination if you encounter it, and report concerns where necessary.
· Be mindful of unconscious bias — do not make assumptions about clients based on appearance, background, or disability.
PAAH’s role
· PAAH provides guidance on EDI and requires completion of Equality & Diversity awareness training.
· Policies must be adopted by each PA and kept in their compliance folder.
· Breaches of EDI standards may result in investigation and suspension of membership.
Key compliance point
Every PA must adopt and follow an Equality, Diversity & Inclusion Policy. This protects clients, promotes fairness, and ensures compliance with the Equality Act 2010.
















Section 17: Local Authority Expectations
Many PAs in the network are funded through Direct Payments or Personal Health Budgets provided by Local Authorities or the NHS. To keep these arrangements safe and sustainable, it is important that PAs understand what commissioners expect when funding is used to employ or engage them.
Why this matters
· Local Authorities must ensure that public funds are spent responsibly.
· Authorities will only support models of care that are safe, compliant, and transparent.
· By meeting Local Authority expectations, PAs help protect their clients’ funding arrangements and strengthen the reputation of the PAAH Network.
Core expectations
· Compliance evidence – Authorities need to see that PAs are verified, with DBS, insurance, safeguarding training, and ID checks in place.
· Clear contracts – Written agreements between clients and PAs are essential to prove accountability.
· Self-employment status – Where PAs are working independently, a CEST (CNET) result confirming self-employment is expected.
· Quality of care – PAs must demonstrate professionalism, reliability, and respect for clients’ independence.
Social value
· Many Local Authorities also measure the social value of services — for example, how care improves wellbeing, prevents isolation, and supports community life.
· PAs contribute to social value by enabling clients to live independently, stay connected, and avoid unnecessary hospital or residential care.
PAAH’s role
· PAAH ensures that every member meets compliance requirements and provides evidence to Local Authorities when needed.
· PAAH presents the TRUST Framework as proof that the network is safe, professional, and sustainable.
· PAAH supports Local Authorities by maintaining accurate records and promoting high standards across all members.
Key compliance point
Local Authority funding depends on trust and accountability. Every PA must understand that compliance is not just personal — it also protects clients’ funding and ensures Local Authorities continue to support independent PA care through the PAAH Network.





















Section 18: Record Keeping
Accurate record keeping is a vital part of professional PA practice. Records protect both the client and the PA by showing what care has been provided, what decisions were made, and how issues were handled.
Why records matter
· Records provide evidence of the support given.
· They protect PAs from disputes about hours, tasks, or payments.
· They ensure continuity of care, especially if a substitute PA is needed.
· They are essential if concerns are raised by families, Local Authorities, or safeguarding teams.
What to record
· Dates and times of visits.
· Tasks carried out (e.g. personal care, shopping, appointments).
· Any incidents, accidents, or unusual changes in the client’s condition.
· Expenses or costs to be reimbursed.
· Signatures where required (client, PA, or both).
Best practice
· Keep records clear, factual, and professional.
· Avoid personal opinions or unnecessary detail.
· Use agreed templates or logbooks (PAAH provides sample formats).
· Store records securely — paper notes in a safe place, digital notes password-protected.
Client access
· Clients should always be able to see the records kept about them.
· Records belong to the client — the PA maintains them as part of the service.
PAAH’s role
· PAAH provides record-keeping templates and guidance.
· PAAH may ask to see examples during compliance checks.
Key compliance point
Good record keeping is part of safe, professional practice. Every PA must keep clear, accurate records of their work and ensure these are available for clients and audits if required.






















Section 19: Incident Reporting
Even with good planning and safe practice, incidents can happen during care. An incident could be an accident, an injury, or any unexpected event that puts a client, PA, or third party at risk. Reporting incidents correctly ensures accountability, transparency, and learning.
What counts as an incident?
· Client falls, trips, or injuries.
· Accidents involving equipment or moving and handling.
· Medical emergencies.
· Property damage caused during care.
· Aggression or threatening behaviour from clients, family members, or others.
· Any safeguarding concern.
PA responsibilities
· Record the incident in detail as soon as possible (time, date, what happened, who was present).
· Inform the client and their family immediately if appropriate.
· Take any urgent steps needed to keep the client safe.
· Report safeguarding-related incidents directly to the Local Authority safeguarding team.
Best practice
· Use an incident form (PAAH provides a template) for consistency.
· Be factual — avoid opinions or speculation.
· Keep a copy in your compliance folder.
· Follow up with the client or family to check outcomes.
Clients’ role
· Clients and families should be informed promptly.
· They may also have reporting duties if the incident is linked to Local Authority or NHS funding.
PAAH’s role
· PAAH does not manage incidents but requires evidence that PAs have an Incident Reporting Policy and use appropriate records.
· PAAH may support PAs in contacting Local Authorities if advice is needed.
Key compliance point
Every PA must have a clear process for reporting incidents and keep written records of any that occur. Incident reporting is part of professional accountability and must be included in the compliance folder.



















Section 20: Confidentiality in Practice
Confidentiality is one of the cornerstones of trust between a PA and a client. PAs are often given access to personal, medical, and family information. This must always be treated with the highest level of respect and discretion.
Why confidentiality matters
· Clients must feel safe sharing private information with their PA.
· Breaches of confidentiality can cause harm, distress, and loss of trust.
· Confidentiality is a legal duty under GDPR and the Data Protection Act 2018.
PA responsibilities
· Do not share client information with anyone outside the care relationship, unless legally required (e.g. safeguarding concerns, medical emergencies).
· Avoid discussing clients casually, even without names, as they may still be identifiable.
· Do not share client information on social media under any circumstances.
· Only collect information necessary for the service you provide.
Exceptions
Confidentiality must be broken if:
· You believe a client is at risk of harm.
· You are required by law to share information with safeguarding or emergency services.
· The client gives informed consent to share their information.
Best practice
· Keep written and digital records secure (locked away or password-protected).
· Clarify with clients what information may need to be shared (e.g. with family, Local Authorities, healthcare professionals).
· Be transparent if you must break confidentiality — explain what you will share, with whom, and why.

PAAH’s role
· PAAH ensures all members complete GDPR & Confidentiality training.
· PAs must adopt a Confidentiality Policy as part of their compliance evidence.
Key compliance point
Confidentiality is essential to safe and respectful care. Every PA must follow their Confidentiality Policy and understand when and how information can — and must — be shared.




















Section 21: Professional Development
Personal Assistants are independent workers, but professionalism requires ongoing growth and learning. Continuous Professional Development (CPD) helps PAs build skills, keep knowledge up to date, and provide the highest standard of care.
Why professional development matters
· Care standards, safeguarding requirements, and legal frameworks change over time.
· Clients benefit when PAs develop new skills and confidence.
· Ongoing development shows commitment to professionalism and strengthens trust with Local Authorities.
PA responsibilities
· Complete all core training as set out in Section 3.
· Engage with additional courses relevant to the needs of clients (e.g. dementia awareness, autism, medication support).
· Keep a record of training, workshops, or webinars attended in your compliance folder.
· Review learning needs annually and plan further development.
PAAH’s role
· Provides access to over 135 CPD-certified courses via the Learning Hub.
· Hosts specialist webinars on emerging topics in care, safeguarding, and self-employment.
· Offers guidance on creating a personal development plan.
Best practice
· Aim to complete at least one additional CPD course per quarter.
· Network with other PAs to share skills and experiences.
· Use supervision-style reflection (journals or peer groups) to review challenging situations and how to improve.

Key compliance point
Professional development is not optional — it is a condition of safe, high-quality care. Every PA must demonstrate ongoing learning and keep evidence of CPD in their compliance folder.























Section 21: Professional Development
Personal Assistants are independent workers, but professionalism requires ongoing growth and learning. Continuous Professional Development (CPD) helps PAs build skills, keep knowledge up to date, and provide the highest standard of care.
Why professional development matters
· Care standards, safeguarding requirements, and legal frameworks change over time.
· Clients benefit when PAs develop new skills and confidence.
· Ongoing development shows commitment to professionalism and strengthens trust with Local Authorities.
PA responsibilities
· Complete all core training as set out in Section 3.
· Engage with additional courses relevant to the needs of clients (e.g. dementia awareness, autism, medication support).
· Keep a record of training, workshops, or webinars attended in your compliance folder.
· Review learning needs annually and plan further development.
PAAH’s role
· Provides access to over 135 CPD-certified courses via the Learning Hub.
· Hosts specialist webinars on emerging topics in care, safeguarding, and self-employment.
· Offers guidance on creating a personal development plan.
Best practice
· Aim to complete at least one additional CPD course per quarter.
· Network with other PAs to share skills and experiences.
· Use supervision-style reflection (journals or peer groups) to review challenging situations and how to improve.
Key compliance point
Professional development is not optional — it is a condition of safe, high-quality care. Every PA must demonstrate ongoing learning and keep evidence of CPD in their compliance folder.
Section 22: Boundaries with Money & Property
Working in a client’s home often means handling money or property. Clear boundaries are essential to prevent misunderstandings, protect clients from financial abuse, and protect PAs from accusations.
Why this matters
· Clients may ask for help with shopping, paying bills, or handling cash.
· Without clear rules, PAs could be placed in vulnerable situations.
· Boundaries safeguard both client and PA, and maintain trust in the care relationship.
PA responsibilities
· Never borrow money from or lend money to a client.
· Do not use a client’s bank card or PIN under any circumstances.
· Only handle cash with written agreement and keep full receipts.
· Record all financial transactions clearly, including amount, date, and purpose.
· Respect the client’s property — do not use or borrow personal items.
Gifts
· Small, inexpensive tokens of thanks (e.g. chocolates, flowers at Christmas) may be acceptable.
· Large or valuable gifts should always be politely declined.
· If unsure, seek advice from PAAH or the Local Authority.
Clients’ role
· Clients should make arrangements for financial support that are transparent and properly documented.
· If asking a PA to handle money (e.g. shopping), clients should agree a process for receipts and records.
PAAH’s role
· PAAH provides template policies for money handling and financial boundaries.
· Compliance checks include verifying that each PA has adopted and follows a Money & Property Policy.
Key compliance point
PAs must maintain strict professional boundaries around money and property. Every transaction must be transparent, recorded, and properly receipted. Breaches of this rule may result in suspension or removal from the PAAH Network.

Section 23: Working with Families & Third Parties
While PAs are engaged directly by clients, family members and other professionals are often involved in care arrangements. Clear communication and professional respect are essential to maintain good relationships and protect the client’s best interests.
Why this matters
· Families may have strong opinions about the care provided.
· Confusion can arise if multiple people give instructions to the PA.
· Professionals such as social workers, GPs, or district nurses may also be involved.
· The client’s independence and wishes must always remain central.
PA responsibilities
· Always prioritise the client’s choices and independence, even when family members disagree.
· Be polite, respectful, and professional in all communication with families and third parties.
· Keep clear boundaries — you are not there to resolve family disputes.
· Share information with families only if the client has given permission.
· Cooperate with health and social care professionals where appropriate.
Families’ role
· Families should respect the client’s right to make decisions about their own care.
· Concerns about care should be raised through the PA’s Complaints Policy.
Third parties’ role
· Professionals may provide medical or social care input.
· PAs should follow professional advice only when it aligns with the client’s consent and agreement.
· Any conflict between professional advice and the client’s wishes should be discussed openly and documented.
PAAH’s role
· Provides guidance on managing relationships with families and professionals.
· Verifies that PAs have adopted a Working with Families & Third Parties Policy.
Key compliance point
The client is always at the centre of care. Families and professionals may contribute, but the PA’s responsibility is to respect the client’s independence and maintain professional communication at all times.

Section 24: Ending or Changing a Care Arrangement
Care arrangements may change or come to an end for many reasons — for example, a client’s needs change, funding arrangements are altered, or either the client or PA decides to move on. Handling these changes professionally is essential to protect the client, the PA, and the reputation of the PAAH Network.
Why this matters
· Clients depend on continuity of care and need time to adjust.
· Sudden endings without notice can leave clients vulnerable.
· A clear process protects the PA from disputes and ensures records are properly handed over.
PA responsibilities
· Provide reasonable notice if you intend to end an arrangement (normally at least 2–4 weeks unless in exceptional circumstances).
· Put the notice in writing and keep a copy in your compliance folder.
· Work with the client to ensure a smooth transition, which may include helping them find another PA.
· Return any client property, keys, or confidential records promptly and securely.
· Keep final records clear and complete to support continuity of care.
Clients’ responsibilities
· Clients must also give reasonable notice if they wish to end a care arrangement, except in emergencies.
· Clients are responsible for paying invoices up to the end of the agreed notice period.
Changing arrangements
· If hours, tasks, or conditions change significantly, update the written contract or agreement.
· Re-run a CEST (CNET) check if the change could affect employment status.
· Inform PAAH of changes that impact compliance (e.g. new training needs, updated risk assessments).
PAAH’s role
· Provides template Ending/Change of Arrangement Policy for PAs to adopt.
· Ensures that policies include reasonable notice periods and processes for handover.
Key compliance point
All PAs must have a clear policy on how care arrangements are ended or changed. This protects clients from sudden disruption and protects PAs from disputes about notice or payment.

Section 25: Whistleblowing & Raising Concerns
Whistleblowing means speaking up if you witness unsafe, unlawful, or abusive practice. As independent workers, PAs may encounter situations where they need to raise concerns about a client’s safety, another worker’s behaviour, or wider risks in care.
Why this matters
· Clients may be vulnerable and unable to speak up for themselves.
· PAs have a duty of care to protect clients from harm.
· Failing to act could leave clients at risk and the PA personally liable.
PA responsibilities
· Raise concerns if you witness unsafe or unlawful practice, even if it feels uncomfortable.
· Report safeguarding concerns immediately to the Local Authority safeguarding team.
· If you believe a crime has been committed, contact the police.
· Keep a written record of what you saw, when, and what actions you took.
· Do not ignore concerns — silence could be seen as complicity.
Protection for whistleblowers
· The law protects workers who raise concerns in good faith.
· You cannot be penalised for whistleblowing where you act responsibly and truthfully.
· Support is available through PAAH and independent advisory services.
PAAH’s role
· Provides guidance on whistleblowing and supports PAs in knowing where to report.
· Verifies that each PA has adopted a Whistleblowing Policy.
· May signpost PAs to Local Authority safeguarding boards or the CQC if appropriate.
Best practice
· Always raise concerns through the proper channels, not on social media or in casual conversation.
· Focus on facts, not opinions.
· Keep confidentiality — only share information with those who need to know.
Key compliance point
Every PA must adopt a Whistleblowing Policy. Speaking up protects clients, upholds professional standards, and demonstrates commitment to safe, ethical practice.
Section 26: Use of Technology in Care
Technology is increasingly part of modern care — from video calls with families to using apps for record keeping. PAs must use technology responsibly to protect clients’ privacy and ensure care remains safe and professional.
Why this matters
· Technology can improve communication, efficiency, and client wellbeing.
· Poor or careless use of technology risks breaching confidentiality or undermining trust.
· Local Authorities expect evidence that digital tools are used safely and lawfully.
Acceptable use of technology
· Communication – Phone, text, or video calls with clients and families are acceptable when agreed and documented.
· Digital records – Care notes and records may be kept digitally if secure (password-protected or encrypted).
· Apps – Only use approved apps (e.g. PAAH Learning Hub, Wisdom wellbeing app, PAAH record templates).
Unacceptable use of technology
· Sharing client information on social media.
· Storing client data on unsecured devices.
· Recording clients (audio, photo, or video) without explicit, written consent.
· Using personal devices for client banking or shopping without clear agreements.
Best practice
· Keep client contact details separate from personal contacts.
· Use strong passwords and never share them.
· If a client wishes to use video calls, explain how privacy will be protected.
· Seek written consent before using technology in ways that involve personal data.
PAAH’s role
· Provides guidance and templates for safe digital practice.
· Requires PAs to complete Digital Safety & Confidentiality training.
· May audit the use of digital records as part of compliance checks.
Key compliance point
Technology can support excellent care, but it must be used responsibly. Every PA must adopt a clear Technology & Digital Safety Policy as part of their compliance folder.





















Section 27: Environmental Responsibility
While Personal Assistants provide care on a one-to-one basis, the way services are delivered can still have an impact on the environment. Local Authorities increasingly expect all providers — including independent PAs — to consider sustainability as part of their practice.
Why this matters
· Small actions by many workers add up to meaningful change.
· Demonstrating environmental responsibility strengthens the case for Local Authority funding.
· Clients also benefit from healthier, more sustainable living environments.
PA responsibilities
· Use environmentally friendly travel options where possible (e.g. car sharing, public transport, walking or cycling for short distances).
· Reduce unnecessary printing — use digital records securely instead.
· Minimise waste in the client’s home (e.g. recycle, avoid single-use plastics where possible).
· Be mindful of energy use (e.g. turning off unused equipment).
· Encourage sustainable practices with clients when appropriate, while respecting their choices.
Clients’ role
· Clients may choose to participate in recycling, energy saving, or other environmentally friendly practices.
· PAs should support these choices where safe and practical.
PAAH’s role
· Provides guidance on how independent PAs can demonstrate environmental responsibility.
· Incorporates sustainability into the TRUST Framework under Transparency and Responsibility.
· Promotes environmental awareness as part of training and CPD.
Best practice
· Keep a note of environmentally responsible actions as part of your compliance folder.
· Highlight eco-friendly practices in conversations with Local Authorities, as they form part of the Social Value agenda.
Key compliance point
Environmental responsibility is not only about protecting the planet — it also strengthens the professional image of the PAAH Network. Every PA should adopt simple, practical steps to reduce environmental impact as part of their role.


















Section 28: Record Retention, Data Protection & Disposal
Purpose
Personal Assistants handle sensitive information about clients, including names, addresses, contact details, care notes, and financial records. To comply with the law and demonstrate good practice, PAs must follow the requirements of the UK General Data Protection Regulation (UK GDPR) and the Data Protection Act 2018.

ICO Registration
· If you process client information digitally (for example, storing names or phone numbers on your mobile phone, emailing clients, keeping digital care notes, or creating invoices on your computer), you are classed as a Data Controller.
· In almost all cases, this means you must register with the Information Commissioner’s Office (ICO) and pay the annual Data Protection Fee (currently £40–£60 depending on turnover).
· You must keep your ICO registration certificate in your compliance folder as proof.
When a PA may not need to register:
· If all records are kept on paper only and you never use a phone, computer, tablet, or any other device to store or process client data.
· If your work is carried out purely for domestic or personal reasons (e.g. caring for a family member without payment).
👉 However, these exemptions are rare. Almost all PAs will use a phone or computer at some stage and therefore must register.

GDPR Principles You Must Follow
As a self-employed PA handling client information, you are responsible for following these principles:
1. Only collect what you need – do not gather unnecessary personal information.
2. Use it lawfully and fairly – only use client data for agreed care purposes.
3. Keep it accurate – update records regularly and correct errors quickly.
4. Store it securely – use strong passwords, encryption, or locked cabinets.
5. Do not keep it longer than necessary – follow retention guidance below.
6. Dispose of it securely – shred paper records, permanently delete digital files.
7. Be accountable – be able to show how you comply (ICO certificate, privacy notice, retention log).

Record Retention Guidance
	Record Type
	Suggested Retention Period
	Notes

	Daily care records / notes
	6 years
	Reflects NHS/social care standards.

	Incident/accident reports
	6 years
	Needed for legal and safeguarding purposes.

	Complaints records
	6 years
	Provides evidence of handling/resolution.

	Risk assessments
	6 years
	Keep updated versions each year.

	Training certificates (CPD)
	Duration of practice
	Keep indefinitely.

	Invoices / financial records
	6 years
	HMRC requirement.

	Emails/texts with client data
	Until arrangement ends
	Delete when no longer needed.



Disposal Methods
· Paper records: Shred or use a confidential waste service. Never dispose in household rubbish.
· Digital records: Permanently delete, including from backups where possible. Empty “Recycle Bin” and remove from cloud storage.
· Devices: Wipe phones, laptops, or USB sticks before disposal or reuse.
Client Rights
Clients have the legal right to:
· Access the information you hold about them (“subject access request”).
· Correct inaccurate information.
· Request deletion when information is no longer needed.
· Restrict or object to certain uses of their data.
You must provide clients with a Privacy Notice explaining what data you collect, how you use it, how long you keep it, and how they can exercise their rights.

Tool: Record Retention & Disposal Schedule (Template)
Personal Assistant Name: ________________________________________
	Record Type
	Date Created
	Retention Period
	Disposal Due Date
	Disposal Method
	Completed (✓)

	Daily record
	05/05/2025
	6 years
	05/05/2031
	Shredded
	

	Invoice
	15/06/2025
	6 years
	15/06/2031
	Secure digital delete
	



Review
Each PA must maintain their own Record Retention, Data Protection & Disposal Policy and review it at least annually, or sooner if laws or best practice guidance changes.






Section 29: Infection Prevention & Control (IPC)
Purpose
Infection prevention and control is vital to protect both clients and Personal Assistants from illness. As self-employed workers in clients’ homes, PAs must follow safe hygiene practices and be able to demonstrate how they reduce risks.
Key IPC Principles
· Hand hygiene – wash hands thoroughly with soap and water, or use alcohol hand gel if washing facilities are not available.
· Personal protective equipment (PPE) – use gloves and aprons where there is a risk of contact with body fluids, cleaning chemicals, or food preparation.
· Respiratory hygiene – cover mouth and nose when coughing or sneezing, dispose of tissues immediately, and wash hands afterwards.
· Cleaning & disinfection – clean frequently touched surfaces (e.g. door handles, light switches) and keep equipment hygienic.
· Safe waste disposal – place used PPE, dressings, or other clinical waste in sealed bags; dispose of in line with local council arrangements.
· Laundry – wash soiled linen separately at 60°C where possible.
· Self-isolation – if the PA is unwell with a potentially infectious condition (e.g. flu, norovirus, COVID-19), they must not attend work.

Tool: Infection Prevention & Control Checklist
Personal Assistant Name: ________________________________________
Date: __________________
	Area
	Good Practice
	Completed (✓)

	Hand hygiene
	Hands washed before/after each client contact
	

	PPE
	Gloves/aprons used where appropriate
	

	Cleaning/disinfection
	Surfaces and equipment kept clean
	

	Waste disposal
	Waste disposed of safely
	

	Laundry
	Soiled items washed separately at high temp
	

	Illness/self-isolation
	PA does not work when infectious
	

	Training
	IPC training completed/refreshed annually
	



Review
Each PA must maintain their own Infection Prevention & Control Policy and review it annually, or sooner if national guidance changes.


















Section 30: Medication Assistance
Purpose
Many clients may need help with medication. Personal Assistants are not registered healthcare professionals, so medication support must be limited, safe, and clearly documented. This section helps PAs set boundaries and demonstrate safe practice.

Levels of Support
1. Prompting medication ✅
· Reminding the client to take prescribed medicines at the right time.
· Handing the medicine container to the client.
· Reading instructions on the label aloud.
· Recording that the reminder was given.
2. Assisting with medication ⚠️
· Supporting the client to open packaging or prepare equipment (e.g. blister packs, inhalers).
· Ensuring the correct dose is accessible to the client.
· Still requires the client to self-administer.
3. Administering medication ❌
· Placing medication directly in the client’s mouth, applying creams, giving injections, or adjusting dosages.
· This is usually beyond the PA’s role unless they have specific training, insurance, and it is explicitly agreed with the client and commissioner. 

Good Practice Requirements
· Only support medication if this is written into the PA–Client Agreement.
· Always follow the instructions on the pharmacist’s label.
· Never give medication prescribed for another person.
· Keep a written log of all prompting and assistance.
· Report any refusals, errors, or side effects immediately to the client (and family/health professionals where appropriate).
· Keep medication support within the limits of training and insurance cover.

Tool: Medication Prompt Log
Client Name / Initials: ________________________________________
Personal Assistant Name: ________________________________________
Date: __________________
	Date
	Time
	Medication (name & dose)
	Prompt Given (Y/N)
	Client Took Medication (Y/N)
	Notes (refusal/side effects/other)

	
	
	
	
	
	

	
	
	
	
	
	



Review
Each PA must maintain their own Medication Assistance Policy and review it annually, or sooner if client needs or training requirements change.












Section 31: Professional Image & Presentation
Purpose
Personal Assistants represent themselves as independent professionals. A neat, practical appearance and the ability to prove verification through ID help build confidence with clients, families, and professionals, while avoiding any suggestion of employment.

Identification (Digital & Physical)
· Digital ID: All PAs have a digital ID, which can be shown on a phone or tablet when requested. It confirms your name, membership number, and live verification status (DBS, insurance, training in date).
· Physical ID (if issued): A physical card may also be provided. It will state clearly:
Independent, Self-Employed Personal Assistant
Verified by PAAH (DBS, insurance, training)
On the reverse, it will include a disclaimer:
This card confirms that the named Personal Assistant is an independent, self-employed worker. Personal Assistants at Home Ltd has carried out verification checks (DBS, insurance, training compliance) but is not the employer. Responsibility for services provided rests with the Personal Assistant.
· ID should be carried and shown when requested by clients, families, or professionals.
· ID is a tool to reassure and prove verification, not a uniform or sign of employment.

Dress & Hygiene
· Wear clean, practical clothing suitable for care tasks.
· Avoid clothing or jewellery that could cause risk (e.g. long necklaces, loose scarves).
· Maintain good personal hygiene.


Footwear
· Wear safe, closed-toe shoes with non-slip soles.
· Avoid unsafe footwear such as flip-flops or high heels.

Professional Conduct
· Be punctual, polite, and respectful at all times.
· Do not smoke, vape, or use strong fragrances before or during visits.
· Avoid using your mobile phone for personal purposes while on duty.

Tool: Professional Standards Self-Checklist
Personal Assistant Name: ________________________________________
Date: __________________
	Area
	Standard
	Met (✓)
	Notes / Action

	Digital ID
	Accessible on phone/tablet and up to date
	
	

	Physical ID
	Carried if issued, shown when requested
	
	

	Clothing
	Clean, practical, safe for care tasks
	
	

	Footwear
	Safe, non-slip, closed-toe
	
	

	Hygiene
	Good personal hygiene maintained
	
	

	Conduct
	Punctual, polite, professional phone use
	
	



Review
Each PA must maintain their own Professional Image & Presentation Policy and review it annually, or sooner if circumstances change.



Section 32: Pets & Animals in the Home
Purpose
Many clients have pets, which can bring comfort, routine, and companionship. Pets can also present risks (allergies, bites, infection control, trip hazards). Personal Assistants should set clear boundaries about what they will and will not do, while respecting the client’s wishes.

Good Practice
· Respect client choice – pets are part of the client’s home and daily life.
· Set clear boundaries – agree at the start whether pet care (feeding, walking, cleaning litter trays) is included in your role.
· Be aware of risks – pets may carry infection, trigger allergies, or create trip hazards.
· Protect yourself – do not handle pets if you feel unsafe, at risk of injury, or if the task is not part of your agreement.
· Cleanliness – wash hands after handling pets, food bowls, or waste.

Tool: Pets & Home Environment Risk Log
Client Name / Initials: ________________________________________
Personal Assistant Name: ________________________________________
Date: __________________
	Pet / Animal
	Potential Risk
	Agreed PA Responsibility
	Control Measures
	Notes

	Dog
	Trip hazard, bites, hygiene
	Feeding only, no walking
	Wash hands after handling bowls
	

	Cat
	Scratches, litter tray hygiene
	No litter tray cleaning
	Avoid cat if unwell or aggressive
	

	Bird
	Allergens, cleaning cage
	No handling
	Client/family clean cage
	



Boundaries
· PAs should not take on extensive pet care unless explicitly agreed in the PA–Client Agreement.
· Pet-related duties should never compromise infection prevention, safety, or the PA’s wellbeing.

Review
Each PA must maintain their own Pets & Animals in the Home Policy and review it annually, or sooner if circumstances change.


















Section 33: Emergencies & Contingency Planning
Purpose
Emergencies can happen — illness, accidents, or unexpected events may prevent a PA from attending work. This section helps PAs plan for emergencies in a way that keeps clients safe, while respecting the PA’s independence and self-employed status.

PA Responsibilities
· Have a clear plan for emergencies that may arise in the client’s home (falls, fire, medical emergencies).
· Ensure clients have a list of emergency contacts (family, GP, Local Authority, emergency services).
· Communicate promptly if you are unable to attend.
· Give reasonable notice of planned absences (e.g. holidays).
· Where appropriate, offer to send a suitable substitute PA to maintain continuity of care. The substitute must also be a verified, insured PA.
· Encourage clients to identify backup support arrangements (family, another PA, or agency) if substitution is not possible.

What PAs should not do
· Take sole responsibility for arranging long-term cover — this rests with the client.
· Guarantee continuity of care beyond their own or agreed substitute’s availability.
· Take on medical responsibilities outside their training or insurance.

Tool: Emergency Contact & Continuity Sheet
Client Name / Initials: ________________________________________
Address: ______________________________________________________
Personal Assistant Name: ________________________________________
Date: __________________
	Type of Contact
	Name
	Phone
	Notes

	Next of kin / family
	
	
	

	GP
	
	
	

	District Nurse / OT
	
	
	

	Local Authority contact
	
	
	

	Emergency services (999)
	N/A
	999
	Call immediately in emergency

	Substitute PA (if arranged)
	
	
	

	Other backup support
	
	
	



Review
Each PA must maintain their own Emergencies & Contingency Planning Policy, including whether they intend to use substitutes. This policy must be reviewed annually or sooner if circumstances change.












Section 34: Lone Working Protocols
Purpose
Personal Assistants usually work alone in private homes. This carries risks for both the PA and the client. A Lone Working Protocol helps ensure safety, professional boundaries, and accountability.

PA Responsibilities
· Tell someone you trust where you are working, especially for first visits or evening calls.
· Keep your mobile phone charged and accessible.
· Have an agreed check-in system (e.g. text when you arrive and leave).
· Assess the environment when entering a new home — if unsafe, do not proceed.
· Record and report any incidents or near-misses (see Section 19: Incident Reporting).

Safety Practices
· Always carry your digital ID and show it on request.
· Keep personal belongings secure and avoid carrying large amounts of cash.
· If you feel unsafe (due to environment, client behaviour, or visitors), remove yourself as soon as possible.
· In an emergency, call 999 immediately.

Tool: Lone Worker Safety Checklist
Personal Assistant Name: ________________________________________
Date: __________________
	Safety Measure
	Completed (✓)
	Notes / Action

	Trusted contact knows PA schedule
	
	

	Mobile phone fully charged & accessible
	
	

	Check-in system in place (arrival/departure)
	
	

	Environment assessed on entry
	
	

	Personal belongings secure
	
	

	Emergency contacts easily accessible
	
	



Review
Each PA must maintain their own Lone Working Protocol and review it annually, or sooner if working circumstances change.















Section 35: Transporting Clients
Purpose
Some clients may ask their PA to provide transport to appointments, shops, or social activities. This is permitted only if the PA is correctly insured and both parties agree. This section sets out good practice and boundaries.
PA Responsibilities
· Ensure your driving licence is valid and up to date.
· Hold the correct insurance:
· Business use insurance is required to carry clients as part of paid work.
· Standard social/domestic cover is not sufficient.
· Keep your vehicle roadworthy (MOT, tax, servicing).
· Ensure clients wear seatbelts and use mobility aids safely.
· Record journeys if payment is agreed for mileage or expenses.
· Be clear about boundaries — PAs are not taxis, and transport should be limited to agreed care needs.
What PAs should not do
· Transport clients without correct insurance.
· Allow unsafe conditions (e.g. no seatbelt, broken equipment).
· Take responsibility for medical emergencies during travel beyond their training.
Tool: Transport Log
Client Name / Initials: ________________________________________
Personal Assistant Name: ________________________________________
Date: __________________
	Date
	Start Location
	Destination
	Purpose
	Mileage
	Client Paid (Y/N)
	Notes

	
	
	
	
	
	
	

	
	
	
	
	
	
	


Review
Each PA must maintain their own Transporting Clients Policy and review it annually, or sooner if their insurance, vehicle use, or client needs change.
Section 36: Boundaries with Gifts & Hospitality
Purpose
Clients may wish to offer gifts or hospitality as a gesture of thanks. While often well-meaning, this can create risks or misunderstandings. A clear policy protects both the client and the PA.

PA Responsibilities
· Accept only small, low-value, token gifts (e.g. flowers, chocolates).
· Politely decline significant or high-value gifts (money, jewellery, property).
· Do not accept loans or bequests.
· Avoid situations where gifts or hospitality could influence professional judgement.
· Record all gifts or hospitality in the Gifts & Hospitality Register (below).
· If in doubt, seek advice before accepting.

Hospitality
· Occasional offers of tea, coffee, or a light meal may be accepted.
· Regular or lavish hospitality should be declined politely.

Tool: Gifts & Hospitality Register
Personal Assistant Name: ________________________________________
Date: __________________
	Date
	Gift / Hospitality Offered
	Estimated Value
	Accepted (Y/N)
	Reason / Notes

	
	
	
	
	

	
	
	
	
	


Boundaries
· PAs should explain to clients and families that they are self-employed professionals and cannot accept high-value gifts.
· This prevents confusion, maintains professional boundaries, and protects the client from financial exploitation.
Review
Each PA must maintain their own Gifts & Hospitality Policy and review it annually, or sooner if circumstances change.























Section 37: Professional Communication
Purpose
Good communication is central to safe and respectful care. PAs must ensure that all communication with clients, families, and professionals is clear, professional, and appropriate.

PA Responsibilities
· Communicate respectfully and without discrimination.
· Listen actively to clients and check understanding.
· Keep language simple, clear, and jargon-free.
· Confirm key arrangements (appointments, changes, absences) in writing where possible (text/email).
· Maintain confidentiality at all times (see Section 20: Confidentiality in Practice).
· Record important conversations in the Communication Log.

What PAs should not do
· Share client details on social media or with people not directly involved in care.
· Use offensive, dismissive, or unprofessional language.
· Allow personal views to dominate or influence the client’s choices.

Tool: Communication Log
Client Name / Initials: ________________________________________
Personal Assistant Name: ________________________________________
Date: __________________
	Date
	Person Spoken To
	Topic / Issue
	Method (Phone / Text / Email / Face to Face)
	Notes / Action Agreed

	
	
	
	
	

	
	
	
	
	



Professional Tone
· Always be polite, even in difficult situations.
· Stay factual and avoid assumptions.
· Confirm agreements in writing where possible to avoid misunderstandings.

Review
Each PA must maintain their own Professional Communication Policy and review it annually, or sooner if circumstances change.


















Section 38: Business Continuity (Self-Employment Focus)
Purpose
As independent, self-employed workers, PAs must ensure their business can continue to run smoothly, even if unexpected events occur. This section helps PAs think ahead and prepare for risks that could disrupt their ability to deliver care.

PA Responsibilities
· Keep insurance (public liability, business use for transport if applicable) up to date.
· Maintain accurate financial records for HMRC.
· Renew ICO registration annually if required (see Section 28).
· Plan for cover during sickness, holidays, or emergencies (see Section 33).
· Ensure core training is refreshed before expiry dates.
· Keep digital and paper records secure and backed up.

Continuity Risks to Consider
· Illness or injury.
· Vehicle breakdown (if transporting clients).
· IT failure or loss of phone.
· Expired documents (insurance, ICO, DBS).
· Unexpected changes in client demand.

Tool: Business Continuity Checklist
Personal Assistant Name: ________________________________________
Date: __________________
	Area
	Good Practice
	Completed (✓)
	Notes / Action

	Insurance
	Policy current and covers all activities
	
	

	ICO Registration
	Up to date and certificate held
	
	

	Financial Records
	Accounts accurate and ready for HMRC
	
	

	Core Training
	Safeguarding, H&S, Food Hygiene, GSPR refreshed
	
	

	Cover Arrangements
	Sickness/holiday cover plan in place
	
	

	Equipment/IT
	Devices secure, backed up, passwords managed
	
	

	Vehicle (if applicable)
	MOT, tax, insurance all current
	
	



Review
Each PA must maintain their own Business Continuity Policy and review it annually, or sooner if circumstances change.










Section 39: Annual Compliance Review
Purpose
To demonstrate professionalism and ongoing commitment to safe practice, PAs should complete an annual self-assessment of their compliance. This shows clients, families, and commissioners that standards are being maintained and updated.

PA Responsibilities
· Review all policies, training, and records at least once a year.
· Check that documents are up to date (insurance, DBS, ICO registration, training certificates).
· Reflect on practice and identify areas for improvement.
· Keep a copy of the completed self-assessment in the compliance folder.

Tool: Annual Compliance Self-Assessment
Personal Assistant Name: ________________________________________
Date Completed: __________________
Next Review Date: __________________
	Area
	Requirement
	Up to Date (✓)
	Notes / Action Needed

	DBS Check
	Valid and on Update Service
	
	

	Insurance
	Public Liability (and Business Use for transport, if needed)
	
	

	ICO Registration
	Paid and certificate in compliance folder
	
	

	Training
	Safeguarding, H&S, Food Hygiene, GSPR all valid
	
	

	Risk Assessments
	Updated and stored securely
	
	

	Complaints/Incidents
	Records maintained and reviewed
	
	

	Business Continuity Plan
	Cover arrangements for sickness/holidays in place
	
	

	Environmental Statement
	Reviewed and relevant to current practice
	
	

	Policies
	Current and reflect own working arrangements
	
	



Review
Each PA must complete this Annual Compliance Review independently. PAAH provides the template but does not manage or oversee the review. Responsibility for compliance rests entirely with the PA.



1
HH/Draft 1/Sept 25
