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Before Moving In

What we’ll do

We’ll listen

…and gently start to gather and record 
information about each new resident to help 
us understand not just about their care needs 
but how they’re feeling. We also explore their 
immediate wants and wishes to help us plan 
ahead for their arrival. 

We’ll provide lots of practical guidance  
and advice

Our aim is to help residents and their families 
understand in advance what to expect when 
moving into our care home, including useful 
tips such as which items to bring along on the 
first day. 

We’ll invite people for ‘get-to-know-us’ visits

Residents are encouraged to spend some  
time in their chosen home before moving in. 
This allows them to start getting to know  
their surroundings, our team members and 
fellow residents so that things start to feel 
familiar and comfortable from the moment 
they move in.

Family and friends are very much part of 
this get-to-know -you process – we always 
encourage them to come along too. 

Before Moving In 

How family and friends can get involved 

Important little details

Wherever we can we will talk to 
new residents about their way of 
life – what they like to be called, 
what they like to eat and drink and 
who are their important people. 
We also like to check with families 
and friends to make sure no little 
detail has been missed in case it’s 
important. 

Snaps make conversations

Photograph albums or individual 
pictures are really useful for us to 
help start conversations with a new 
resident. We know how precious 
those pictures are and we will treat 
them with the utmost care and 
respect.

Keeping in touch with everyone

Many residents worry that once 
they move into a home they’ll start 
to lose touch with those friends or 
family who are unable to visit. We 
ask for a list of special people so 
that residents can keep in contact 
with their familiar circle.

Some homely touches

We encourage all residents to 
personalise their bedrooms to 
make them feel even more cosy 
when they move in – items can 
include pictures, mementos, 
ornaments and even small items of 
furniture. If that means putting up a 
shelf or two to display things then 
our maintenance teams are more 
than happy to oblige.

This is our promise to support new residents and their  
families to make the move into a care home as relaxed  

and easy as possible.

After all, feeling well looked after, comfortable and ready  
to start a new chapter in life is as much about creating a 
sense of home as it is about providing good quality care. 



On Arrival

What we’ll do

We’ll make sure there’s a warm welcome 
waiting for our new resident and the family 
and friends who accompany them. The 
person’s bedroom will be fully prepared, 
including any of the personal things that have 
been brought to the home in advance.

The First Day

What we’ll do

We’ll encourage our new resident’s friends 
and family to stay for as long as they wish. 
In addition, we’ll introduce people to other 
residents and team members so that building 
further relationships can begin straight away. 

We’ll also familiarise people with the 
home and its routine such as hairdressing 
and chiropody visits, the entertainment 
programme and where drinks or snacks are 
always available.

How family and friends 
can get involved

There’s a lot for a new 
resident to think about 
at this time, so we invite 
friends and family to give 
them a helping hand to 
complete all the necessary 
paperwork in advance. 
This will leave the first day 
free for more enjoyable 
things like meeting people, 
settling in and  
feeling reassured.

How family and friends 
can get involved

Along with a new 
resident’s clothing 
and footwear we ask 
for their usual brands 
of toiletries, as their 
aromas can often be 
helpful during the 
settling-in process.

The First Week

What we’ll do

We’ll continue building relationships

We’ll listen carefully to find out a little more 
about a person each day, while in turn the 
new resident can get to know us and their 
fellow residents. That way, we can all start 
to build the rewarding relationships that are 
at the heart of a successful move into a new 
chapter in life. 

We’ll introduce our chef

A very important meeting, we think. Before 
each new resident arrives we’ll already have 
an idea of their food choices. Now, it’s time 
for a proper chat with our chef so that we can 
discuss favourite meals and how people like 
them cooked. At Four Seasons it’s not only 
about nutrition but personal preferences are 
important too.

Meet the Home Manager

Our managers always encourage honest 
feedback. If there’s anything else we can do 
to help a resident settle in we really want to 
know about it so that we can make it happen. 
It’s all about agreeing the care that’s right for 
each of our residents and making sure we 
capture each person’s individual wants and 
wishes.

We’ll be sensitive to how a person is feeling

All our residents learn very quickly that 
there is always someone with the time to 
listen to them if they want to chat about 
anything that’s on their minds, no matter 
what. We’ll help with the small things, 
such as remembering everyone’s names, 
and supporting people through the bigger 
concerns like missing their old home or 
wanting to keep in touch with loved ones.

How family and friends can get involved 

We ask people always to be 
available for a chat 

It can be over the phone, by 
Skype or pop over in person – 
the important thing is that a new 
resident feels they’re always  
within easy reach of a familiar 
voice or face.

We remind everyone that our 
homes don’t have visiting hours

Family and friends are most 
welcome to pop in any time to 
visit their loved one. Skype is also 
popular for those that can’t visit as 
often as they’d like.

Maybe join us for a meal?

Our chefs are pleased to treat 
friends and family to something 
from our delicious home-cooked 
menus. This will help everyone 
feel more settled and give them 
the opportunity to meet more of 
the care team and residents so 
they also begin to feel part of our 
community.

Bring in further personal items

It’s a great idea for friends or 
family to bring in a few further 
personal items or items of clothing 
during the first week to help a 
resident continue to settle into 
their new surroundings. 

The First Month

What we’ll do

By now, each new resident will have got to 
know our team members and their fellow 
residents. It’s a great time to start forging new 
friendships and enjoying good company all 
through the day, every day.

All the personal preferences and wants and 
wishes we have discovered about a resident 
over the first four weeks, can be shared with 
family, if the resident is comfortable with 
this. These wants and wishes let us know just 
how we can bring a smile to a resident’s face 
every day and support their choices in a more 
meaningful way.

When it comes to the care and support a 
person is receiving, it’s important to know 
we’re getting it right – or if there’s anything 
we could be doing better or differently. Every 
one of our home managers has an open-door 
policy – they’re always happy to take time out 
to listen to anyone’s comments or concerns.

We also have a unique system in all our homes 
– our Quality of Life Programme – to make 
sure we can collect people’s views instantly. 
Using iPads around the home our residents 
(or anyone else on their behalf) can enter their 
comments which go directly to the home 
manager who will make sure changes are 
made. It could be anything from how nursing 
care is given to whether or not a person wants 
the rind cut off their bacon at breakfast.

These everyday views and opinions from 
residents are gathered together with feedback 
from visiting professionals and our care 
team to create a uniquely detailed ‘find and 
fix’ process to make the quality of life in our 
homes as good as it can be.

How family and friends 
can get involved

We encourage everyone to make 
full use of our Quality of Life system 
– the iPads that give them instant 
communication with the home 
manager are prominently displayed 
around our homes and the system is 
very easy to use. 


