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Business in Focus

It almost goes without saying that the internet has had a profound effect on 
how we live and work. It has become so central to our lives that many of us 
take it for granted, which means it is easy to forget the fact that for some, 

the online world can be unfamiliar and often disorienting. 
Even for those of us who are accustomed to using the web, there are likely 

to be times when it can be difficult to make sense of it all. Amid the swirl of 
information vying for our attention, it is sometimes hard to filter out what's 
important from what's irrelevant – or worse, deliberately misleading.

For people who find themselves having to make use of the services of a care 
home, this problem can be particularly acute. Whether they are prospective 
residents or their representatives, they are likely to be undergoing a stressful 
and difficult set of circumstances when they first set about seeking information 
online. Compounding this is the fact that many prospective residents are 
probably unlikely to be as digitally adept as their younger counterparts.

All this adds up to a situation which makes it important to ensure that the 
information presented by care homes online is clear, accurate and easy to find. 
Setting out key information that enables people to make an informed decision 
could make an immeasurable difference to them, while also ensuring that your 
care home is meeting its legal obligations.

The guidance produced in this booklet is based on the consumer law advice 
produced by the Competition and Markets Authority (CMA), and is designed 
to offer practical, useful information to care home owners and managers when 
providing information about their services online. 

Entities such as the CMA, trading standards, Government and the care homes 
sector itself all have a duty to make sure people are treated fairly. We also all 
have role to play, as a society, in looking after the best interests of those most 
in need of care and protection. Hopefully the information contained on the 
following pages will help us do that better.

“ Even for those 
of us who are 
accustomed to 
using the web, 
there are likely 
to be times when 
it can be difficult 
to make sense of 
it all.”

Leon Livermore, Chief Executive,
Chartered Trading Standards Institute

Foreword
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A guide to providing information 
about your home online

Introduction

A new review  
of the market

Consequences of breaking 
consumer law...

While this guidance is intended 
to support you, you should also 
consider what can happen should 
you be found to be infringing 
consumer law. 

The consumer law discussed in this 
guide applies throughout the UK 
and sits alongside the sector-specific 
rules and guidance that apply to care 
homes in England and each of the 
devolved nations.  

If you infringe consumer law, the 
CMA, local authority trading standards 
services, or the Department for the 
Economy in Northern Ireland may 
take enforcement action against you 
– either in the civil or criminal courts. 
Enforcers of consumer law can also 
seek redress for residents who have 
suffered a loss as a result of breaches of 
consumer law. 

If you treat your residents unfairly, 
the sector regulators may also take 
action in respect of any breaches of 
the relevant rules and regulations 
they are responsible for enforcing.

To find out more in-depth information 
about consumer law and how it 
affects your business, you can visit  
the Business Companion website  
[www.businesscompanion.info] or the 
Competition and Markets Authority’s 
website [www.gov.uk/government/
organisations/competition-and-
markets-authority]. 

The care homes sector across the UK 
offers an invaluable service to older 
people aged over 65 and their families. 

When a person chooses to move 
into care, it will inevitably be one of 
the biggest and most emotionally 
charged decisions they, their family, 
or other representative acting on 
their behalf make. It often happens 
at a time of crisis, or when a person 
is in poor health. Decisions are likely 
to be made with urgency and under 
extremely distressing and pressurised 
circumstances. This means that 
people’s capacity and time available 
to read and understand information 
about your care home may become 
limited. If this information isn’t 
provided with this in mind, it can lead 
to people making the wrong care 
home choices for their own, or their 
relative’s, needs.

Competition and consumer watchdog 
the Competition and Markets 
Authority (CMA) considered these 
aspects when it conducted its own 
review of the sector, which found 
that some residents were at risk of 
being treated unfairly. As a result, in 
November 2018, it issued new, in-
depth guidance on a range of areas 
that have caused concern, to help 
care home owners and registered 
managers to comply with consumer 
law. Part of that guidance relates to 
how you provide your information 
online to help potential residents and 
their representatives make informed 
decisions that suit an individual’s care 
needs. 

This guide intends to support you 
as a care home owner or responsible 
manager in complying with this 
particular element of the CMA’s 
guidance, and supplies a variety of 
practical staff training sheets and 
checklists to help you accomplish this.
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At the time of writing, significant reform of adult 
social care was ongoing across all four UK nations. 
For example, the publication of a green paper – 
which is expected to define the long-term reforms 
of the social care system in England – was still 
awaited as this guide was being produced. To 
read more about the green paper, visit: www.
gov.uk/government/news/government-to-set-
out-proposals-to-reform-care-and-support; 
researchbriefings.parliament.uk/ResearchBriefing/
Summary/CBP-8002

Guidance key
Throughout this booklet 
symbols are used to draw 
your attention to important 
information or where 
additional information can be 
found, and to warn you against 
possible bad practice.

 Warning

 Important/additional 
information

 Don’t! 
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Key information: An introduction

Where should your key 
information be available?

choice of homes to consider by their 
local authority or other organisation 
that is helping to fund their care.  

Other reasons why information 
about your home should be given 
to all residents regardless of their 
funding situation include:
•  Not all residents will know how 

their care will be funded when they 
first arrive in your home

•  Some residents may be funded 
by the State, but go on to pay 
their own fees at a later date. For 
example, this might happen where:

 º  Their place in your home has 
been arranged by their local 
authority because of their 
personal circumstances 

 º  Their financial assessment has 
been delayed until after they have 
moved into your home 

 º  The resident has been 
discharged from hospital but still 
requires an assessment 

 º  There is a 12-week period to 
determine whether the resident’s 
property can be disregarded as a 
means of payment – known as a 
‘12 week property disregard’

 º  A deferred payment has been 
agreed between the resident 
and their local authority 

Potential residents and their 
representatives should receive key 
information (for example, about your 
home and the services you offer) on 
first contact with you – regardless 
of whether they will be funding their 
own care, are funded by their local 
authority in part or full, or are funded 
by the NHS.  

For example, while information 
about your indicative weekly fee rates 
or any upfront payments may only 
be relevant to a residents paying for 
their own care, information about 
the rooms, facilities and services 
available to residents, staffing 
arrangements, and the home’s 
latest inspection rating or grade 
can all help someone decide which 
home they would like to stay in. This 
information will also be particularly 
helpful if a resident has been given a 

Key information about your home 
must be prominently highlighted 
and easily accessible from all of 
these places, so that a potential 
resident and their representatives 
can make an informed decision about 
whether to include your home in their 
shortlist, make further enquiries or 
arrange a visit.

The CMA's key  
information requirements

“ Key information about your home 
must be prominently highlighted 
and easily accessible.”

THE CMA SAYS...

Where you supply information 
about your home to a third-
party website, such as a care 
home listings or directory site, 
you should ensure that the 
information is:
•  Truthful and accurate, and 

contains enough detail to help 
people make an informed 
decision 

•  Displayed in a way that is not 
likely to mislead a potential 
resident, family member or 
representative

There are a number of places 
that a potential resident and their 
representatives may look for 
information about care homes 
during their initial research 
period, including:
•  An internet search, which may 

direct them to your website or a 
third-party website where your 
home is listed

•  By making a telephone call to 
your home or sending an email 
to request information and/or to 
arrange a visit

•  By visiting your home to make 
initial enquiries or to take 
information away
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How should your key 
information appear?

How should you display 
key information about 
your home online?
When you put key information 
about your home online, it should be:
•  Prominently highlighted – this 

means that it should be no more 
than one click away from the 
main home page/first page on your 
website. You could do this by:

 º  Prominently displaying the key 
information about your home on 
the homepage itself; or

 º  Using clearly labelled and 
prominently signposted icons/tabs 
on the navigation menu at the top 
of the home page, from which key 
information is directly accessible. 
For example, tabs could be labelled 
‘Key information about our service’, 
or ‘Our fees and charges’, and so on

These requirements apply whether you 
are a small or large operator. Larger care 
home operators who use a corporate 
website linking to subsites or profiles 
for each of their individual care homes 

Your key information should be 
provided in a clear and simple 
format, which is easy to understand 
and process by a potential resident, 
family member or representative 
who has never had any dealings 
with a care home before. It 
shouldn’t feel overwhelming, or be 
filled with unnecessary information 
at this initial enquiry stage.
It should also be:
•  Prominently highlighted on your 

website or, if appearing as part of a 
printed information pack, it should 
be prominently highlighted in the 
written materials, such as on a 
single ‘key facts’ sheet at the front 
of the pack

•  Actively brought to the attention of 
a resident and their representatives 
at the earliest possible opportunity 
– even if they are not specifically 
looking for that information

THE CMA SAYS...

Remember, potential residents 
and their representatives may 
look for online information 
about your home using other 
devices, such as tablets or 
mobiles, not just on a desktop 
computer or laptop. 

When your website is accessed 
via a small screen device, you 
must still ensure that your key 
information is not obscured or 
hidden. For example, on a mobile 
phone, people may need to 
tap on a ‘menu’ icon to access 
information. From there, we 
consider that the key information 
– such as ‘Our fees and charges’ 
– should be no more than one 
‘click’, or tap, away. 

Where inaccurate information 
about your home is displayed on 
a third-party website, you must 
take steps to correct it when you 
become aware of it. Where you 
fail to do this, you may infringe 
consumer law.

It will not be enough to merely 
include key information within 
your terms and conditions, or to 
supply it when a resident moves 
into your home. 

To see visual examples showing 
how both your key information and 
important, additional information 
about your home could appear on 
your website, see pages 16-19 and 
26-29 of this guide.

should ensure that their key information 
about each individual home is no more 
than one click away from the first page 
of that specific home’s subsite/profile. 
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Key information: A detailed guide

‘Key information’ about your home 
and its services should be given 
to a potential resident and their 
representatives when they first make 
contact – that is, when they first visit 
your home, make an initial phone call 
or email enquiry, visit your website or 
attend an open day. The information 
should be clear and accurate, and 
easy to understand and engage with. 
Given its importance, it should be 
given particular prominence and be 
actively brought to the attention of, 
and explained to, potential residents 
and their representatives at the 
earliest possible opportunity.

Examples of the key information you 
need to supply are explored below.

Key funding arrangements 
It is important to confirm the type of 
funding arrangements you accept. 
This means whether you accept 
residents who are:
•  Funding their own care
•  Receiving funding from  

their local authority
•  Receiving other state funding,  

such as from the NHS

Where you accept residents who are 
funded by their local authority, you 
must explain, upfront, whether a top-
up fee may be required if the funding 
offered is less than your charges.

What your key information covers 

DISPLAYING YOUR LATEST INSPECTION RATING

Where applicable, you should display your current overall 
inspection rating – in Scotland known as grades – from your regulator, 
and a website address or link to your most recent performance 
assessment inspection report, for example, on your regulator’s website.

In England, if you have a Care Quality Commission performance 
assessment you must display your rating conspicuously and legibly 
on your website – if you have one – and at each care home you run, 
according to Regulation 20A of the Health and Social Care Act 2008 
(Regulated Activities) Regulations 2014. Inspection ratings should be 
on the main home page of your care home’s website. See www�cqc�
org�uk/guidance-providers/ratings/display-ratings

THE CONSUMER CONTRACTS REGULATIONS 2013

Under consumer law, information about the main characteristics of 
your service will be binding on you as a term of the contract where 
the resident accepts an offer of a place in your home. 

If this information changes before the contract is agreed, you will 
need to get the resident’s express agreement to the change.

This is a requirement of the Consumer Contracts (Information, 
Cancellation and Additional Charges) Regulations 2013. To find 
out more, see the UK care home providers for older people – advice 
on consumer law: helping care homes comply with their consumer law 
obligations booklet.

The information you give about 
your staffing arrangements should 
be consistent with the information 
you are already required to supply 
to your regulator, to demonstrate 
that your staffing arrangements are 
sufficient to meet residents’ needs.  
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As part of the key information you 
should provide potential residents 
and their representatives with an 
overview of the main characteristics 
of your service. Key features you 
should highlight include:
•  The specific care needs your home 

is registered, or able, to cater 
for. This could include nursing, 
residential, dementia, end of life, 
respite, palliative, continuing, frail 
or rehabilitation care services

•  What type of accommodation/
rooms – as well as any services they 
include – are available to potential 
residents in your home. For example, 
en-suite, single, shared, furnished 
or unfurnished rooms, and whether 
they contain a television, telephone 
and internet access

•  The facilities and services you offer, 
including activities and entertainment 
such as a cinema room

•  The size of your home – for 
example, how many beds it has

•  A brief description of your staffing 
arrangements, and how they meet 
residents’ needs and assure quality 
of care. This is likely to include 
information about:

 º  The number of staff working in 
the home and their qualifications 
– for example: qualified nurses 
and care assistants; the planned 
number of staff on a day-to-day 
basis – for example, your typical 
duty rota during the daytime, 
night-time and weekends where 
these differ; and how they will be 
deployed across the home – for 
example, where the home has 
more than one floor/unit 

Key features 
of your service

GETTING IT RIGHT

Here’s a good example of how to 
supply information about your 
staffing arrangements:
Our residential floors have capacity 
for a maximum of 15 residents each. 
Usually our staffing levels consist 
of three experienced carers (with 
NVQs in health and social care), on 
each floor during the day and two 
experienced carers at night time.

Our dementia nursing floor caters 
to a total of 10 residents and is 
staffed solely by three registered 
nurses during the day and two 
registered nurses at night time.

All floors are managed by a 
registered nurse, who assesses 
when extra carers may be needed if 
your care needs change.

We have a 24-hour nurse 
call system installed in all our 
residents’ rooms and make use of 
automated monitoring technology 
to check residents’ breathing and 
movements while asleep, which 
alerts nursing staff at a central 
monitoring location to any possible 
issues which could require staff to 
intervene. We have a dedicated 
activities co-ordinator who 
organises internal and external 
activities for all residents to enjoy.

Please note that the actual level 
of care that each resident will 
receive in our home will depend on 
their individual care needs.

º  You should make clear that the 
specific level of care each resident 
will receive will depend on an 
assessment of their individual care 
needs to establish their level of 
dependency 

 º  Where applicable, explain how 
you supplement staffing to 
ensure residents’ needs are met 
– for example, through the use of 
automated monitoring technology

SECTOR REGULATIONS IN WALES 

In Wales, the Care Inspectorate 
has issued guidance for compiling 
a Statement of Purpose that 
states information about staffing 
arrangements should include 
the numbers and qualifications 
of specified staff (including 
registered nurses) at a home, and 
the planned number of staff on a 
day-to-day basis the service will 
deploy. This is one example of 
how sector-specific laws can differ 
between each of the devolved 
nations in the UK.

This information can be found in 
the Statement of Purpose, under 
the Regulation and Inspection of 
Social Care (Wales) Act 2016� 
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Key information: A detailed guide

A potential resident and their 
representatives are unlikely to be 
used to dealing with care homes and 
may find some of your terms and 
conditions surprising simply because 
they would not expect them and 
know to look for them. 

Remember, the information you 
give should be prominent, clear and 
accurate, and easy to understand 
and engage with. Some examples of 
terms and conditions that a potential 
resident and their representatives may 
find surprising, or which are otherwise 
important, are explored below.

1�  A condition of moving into your 
home is that a potential resident 
who is funding their own care 
must confirm that they are able to 
pay their own fees for a minimum 
period, or agree to a financial 
assessment.

It is important that you clearly explain 
what your policy is on accepting 
a resident who doesn’t meet your 
minimum funding criteria. For 
example: 
•  Will the potential resident be 

refused admission to your home?
•  Will a ‘guarantor’ be required? 
•  Is the decision at the discretion of 

your care home manager?

It is important to also explain what 
the implications are likely to be if, 
during this agreed minimum period, 
a resident becomes eligible for state 
funding. For example, if the local 
authority fee rate is not sufficient, or a 
top-up payment cannot be arranged 
through the local authority:
•  Whether you can ask the resident 

to move to a less expensive room
•  Whether you can terminate the 

contract and ask them to leave 

2�  You should explain to a potential 
resident, who is funding their own 
care, the detail of how and why 
their fees may change after they 
have moved into your home.

‘Surprising’ or important 
terms and conditions
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Another term that a potential resident 
and their representatives may find 
surprising is the need for a guarantor.

A guarantor is a third-party sponsor 
who agrees to take financial liability 
if a resident who is funding their own 
care stops paying their fees.

It is important to explain the 
role of a guarantor and what is 
expected of them. This should 
include the circumstances in which 
a guarantor may be needed, when 
they may become liable, what their 
responsibilities will be, the fees 
or charges they may be required 
to pay, and the potential extent of 
their liability.

Guarantor

“ The key 
information 
should include a 
clear summary 
of any terms 
and conditions 
that a potential 
resident or their 
representatives 
may find 
particularly 
surprising, or 
are otherwise 
important.”

THE CMA SAYS… 

‘Surprising’ means any term 
that a potential resident, family 
member or representative would 
not be expecting, or know to look 
for. A term may also be surprising 
if it is not consistent with general 
industry practice. 

Surprising terms include where 
an upfront payment such as a 
deposit is required, or if fees 
continue to be payable after the 
death of a resident. 

Simply highlighting or drawing 
attention to a surprising or 
important term does not make 
it fair. Your terms must be fair 
under the Consumer Rights  
Act 2015. To find out more, see 
the UK care home providers  
for older people – advice  
on consumer law: helping care 
homes comply with their consumer 
law obligations booklet.

A guarantor is different from a 
‘third party’ – such as a family 
member or representative – who 
has agreed to pay a ‘top-up’ 
contribution to allow a resident 
to accept a place in the home of 
their choice.
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Key information: A detailed guide

Fees, charges and payments
Under consumer law, a potential 
resident who is paying for their own 
care, or their representatives, must 
know, upfront, how much they are 
likely to pay each week for your 
services, depending on their choices 
and circumstances.

For each type of care service you 
offer, rather than just a ‘from’ price, 
you should provide the full range 
of your fees – inclusive of all taxes – 
which accurately represent what you 
would typically charge a new resident. 

Indicative fees
When it comes to providing 
information about your indicative fees 
in particular, you should ensure that:
•  You make it clear that your indicative 

fee information relates to residents 
who pay for their own care – for 
example, by using a clear heading

•  You provide the full range of fees 
you typically charge, rather than 
just a ‘from’ price, and that the 
range accurately represents what 
you typically charge new residents

   For example, if the minimum 
weekly fee shown is for one 
exceptionally small single room in 
your care home – and thus much 
lower than the fees charged for the 
rest of the rooms – this is likely to be 
considered misleading.

•  You give clear, indicative fees for:
 º  The different type of rooms the 

fees apply to – for example, 

“ It is important to make it clear that your key 
information concerning indicative fees relates 
to residents who fund their own care.”

GETTING IT RIGHT 

Here’s a good example of how to present information about your 
indicative fees for a resident who is funding their own care.

Indicative prices/weekly fees guide for self-funded residents
Residential care:
Single room: The weekly fee charged for self-funding residents is 
currently from £800 ranging to £900 per week.
Single room with en-suite: The weekly fee charged for self-funding 
residents is currently from £900 ranging to £1,000 per week.
Shared room (per person): The weekly fee charged for self-funding 
residents is currently from £600 ranging to £700 per week.
Prices quoted are for guidance only. All prices are subject to 
an individual care needs assessment and the type of room and 
services chosen.

THE CMA SAYS...

If a resident needs to attend a planned hospital or GP 
appointment, a family member or representative should be 
notified in advance, so they can accompany them if possible.

Make sure that, where a resident who needs to attend medical 
appointments and qualifies for transportation funded by the 
NHS, this is arranged, and the resident isn’t charged for this 
transport service.

Where applicable, you must 
make clear that the indicative 
fees quoted are for guidance 
only and subject to an individual 
care needs assessment, as well 
as the type of room and services 
chosen.

single, shared or en-suite 
 º  The range of care services 

available – such as residential care, 
nursing care, specialist dementia 
care and respite care. For respite 
care, for example, this may be a 
flat fee charged at a daily rate
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Services that are included  
in your weekly fees
Charges that are mandatory for all 
residents and cannot reasonably be 
avoided should be included in your 
headline fees and recovered in your 
weekly fees.

You should also state which services 
are included in your weekly fees, 
together with any optional, additional 
services and extras that are not 
included, and may need to be paid 
for separately once the resident has 
moved into your home. For example: 
•  Accompanied hospital visits 
•  Hairdressing
•  Chiropody
•  Medical supplies 
•  Toiletries
•  Telephone charges

Any additional services/charges 
quoted should be optional. This 
means a potential resident and 
their representatives can genuinely 
choose whether or not they wish to 
pay for them. 

Certain additional costs may be 
unavoidable for some residents, 
depending on their circumstances – 
for example, if you charge residents 
for being accompanied to hospital 
appointments (where their relatives 
and friends are unavailable). You 
should provide details of what the 
actual additional costs will be, or are 
likely to be. Where the nature of the 
service means the charge cannot be 
calculated in advance, information 
should be supplied showing how it 
will be calculated.

Depending on the choices a resident 
makes, you need to make it clear 
what additional charges will be 
incurred for everyday items/services 
– for example, hairdressing, toiletries 
or medical supplies.

Where you have a current price list 
for additional charges/extras, you 
should inform the potential resident 
and their representatives where they 
can find it. This could be displayed at 
the reception desk of your home, and 
be accessible through a prominent 
link on your website.

You also need to supply information 
about the services a resident – if 
they are eligible – may receive from 
the NHS for free, while making it 
clear what other services they will be 
charged for.

Where you accept residents who 
are funded by either the local 
authority or the state, they must be 
given an indication of any ‘extras’ 
they may personally be liable for.

INDICATIVE FEES: NHS-FUNDED 
NURSING CARE CONTRIBUTION

Some residents may be eligible 
for NHS-Funded Nursing Care 
payments (in Northern Ireland this 
is known as a Health and Personal 
Social Services payment). In these 
circumstances, you must make 
clear the relationship between 
the indicative fees you have 
quoted for residents who pay for 
their own care and the nursing 
care contribution funded by the 
NHS. This relationship may be 
determined by the relevant policy 
guidance in each country. 

For example, in England you 
could say: ‘Your nursing care may 
be funded in part by a contribution 
from the NHS – known as Funded 
Nursing Care. In 2018/19 this was 
£156 per week. If you are eligible 
for this contribution, it will be paid 
directly to us by the NHS and 
deducted from the weekly fees 
quoted when paid .’

 For more detailed guidance on 
Funded Nursing Care payments, 
read Chapter Four of the CMA’s 
advice, UK care home providers for 
older people – advice on consumer 
law, which is available on the 
CMA’s website [www.gov.uk/
government/publications/care-
homes-consumer-law-advice-for-
providers].

If you charge a resident for 
being accompanied to a medical 
appointment because a friend, 
relative or other representative 
is unavailable, the costs could 
mount up over time. Therefore, 
you should give the resident an 
actual or accurate indication of 
how much the service will cost 
(for example, the hourly rate). It is 
not sufficient to just indicate that 
a charge will apply.
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Key information: A detailed guide

Information about  
other upfront payments
The information you give to a potential 
resident and their representatives about 
any other upfront payments you require 
means they will be aware of what costs 
they need to pay in advance. You should 
not require an upfront payment which is 
not a deposit or an advance payment of 
regular weekly fees.

Where this is a fixed sum, you must 
give the exact amount or, where the 
sum is based on your weekly fees, 
you must give an example of what a 
typical amount would be. This could 
be reflected, for example, by giving the 
range of deposits taken for the different 
services you offer, or the average 
deposit taken. 

Examples of information about other 
upfront payments include: 
•  The amount of any weekly fees 

payable in advance of moving in (for 
example, four weeks of fees), what 
they cover, and how fees are refunded 
if the potential resident decides not to 
move into your home 

•  The type and amount of any deposit 
you may require – for example, a 
security deposit or a reservation 
deposit – its purpose and the risk it 
is intended to protect you against, 
and the circumstances in which it 
will be refunded

GETTING IT RIGHT

Here’s a good example of how to 
present information about what 
services are – and are not – included 
in your weekly fees: 
The following items and services are 
included in and covered by your weekly 
fees:
•  The costs of your personal care 
•  Accommodation
•  Electricity (eg heat and light)
•  Food and drink, including snacks
•  Housekeeping and laundry undertaken 

on the premises (excepting articles 
requiring dry cleaning)

•  Television licence, inclusive for personal 
use

•  Occupational therapy

The following extra items and services 
are not covered by the weekly fees, but 
we can arrange for them to be provided 
to you at a cost. You shall be responsible 
for payment for extra items and 
services and we shall advise you of their 
cost beforehand. Our latest price guide 
is set out on our website, here [weblink 
to prices], in your service user guide and 

available at reception in your care home.
•  Professional hairdressing
•  Aromatherapy massage 

and reflexology
•  Personal copies of newspapers 

or magazines
•  Personal purchases such as stationery, 

confectionery, alcoholic beverages, 
particular snacks, soaps and toiletries

•  Clothing, shoes and slippers
•  Dry cleaning
•  Installation of private telephone line, 

internet or cable TV connections

In the absence of free provision by the 
NHS, the following may also be provided, 
but shall be charged in addition to the 
weekly fees:
•  Chiropody
•  Opticians
•  Dentistry
•  Physiotherapy
•  Other privately arranged healthcare
In the event that NHS staff, your 
representatives or relatives are unable 
to provide you with an escort to hospital 
appointments, we will apply a charge 
of £15 per hour for a member of staff to 
accompany you.

It is recognised that care homes may have different business 
models and, depending on your own business model, it may 
be appropriate to give a potential resident who will pay for their 
own care and their representatives an average fee, as well as 
the range of weekly fees that you typically charge for different 
types of room and care.
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Deposits
A deposit is a sum of money that is 
intended to protect you against the risk 
of financial loss as a direct result of a 
resident’s actions. Examples of possible 
financial loss scenarios include:
•  If a resident in your home doesn’t pay 

your fees
•  If a resident causes damage to your 

property whilst in your home
•  If a resident asks you to reserve a room 

for them but doesn’t move into your 
home after signing the contract

Where you require a security deposit, 
you will need to explain:
•  The purpose of the deposit and the risk 

that it is intended to protect you against
•  How the deposit will be protected 

against the risk of your own insolvency
•  How the deposit will be protected 

against the risk of your own insolvency 
– for example, whether it will be ‘ring 
fenced’ in a separate trust account or 
protected by insurance

•  Where and by whom the deposit will 
be held

•  How and when the deposit will be 
refunded. For example, if a resident 
leaves your home or in the event of 
their death

Where you require a reservation 
deposit you will need to:

UNFAIR COMMERCIAL PRACTICES 
AND CONTRACT TERMS

Consumer law protects consumers 
against unfair business practices 
and unfair contract terms, and 
safeguards consumer rights when 
buying goods or services. Here are 
some examples of potential breaches 
of consumer law to be aware of:
Unfair deposit terms: A contract 
term is likely to be considered unfair 
if it allows you to keep a resident’s 
reservation deposit when they move 
into your home, instead of refunding 
or crediting it towards their fees.

A contract term is also likely to be 
unfair if it allows you to keep the 
resident’s security deposit when the 
amount retained by your home is 
greater than any loss caused by the 
resident’s default.
Advance payments: All mandatory 
charges should be included in 
your regular residential fees. The 
charging of upfront mandatory fees 
that are not genuine deposits or 
prepayments of fees is unlikely to be 
fair under consumer law.
Security deposits: The CMA 
considers that it is likely to be unfair 
to require residents to pay a security 
deposit where this is not properly 
protected against the risk of your 
own insolvency. Describing a sum as 
a security deposit when it is not kept 
separate from your operating funds 
may be misleading.  

You should provide a 
potential resident and their 
representatives with the full 
range of fees you typically 
charge, rather than just a ‘fees 
start from’ price list. For example: 
‘For a single room, the weekly 
fee charged for self-funding 
residents is currently from £900 
ranging to £1,000 per week’, 
rather than just saying: ‘Fees 
start from £900 per week.’ The 
fee range must also accurately 
represent what you typically 
charge new residents – for 
example, if the minimum weekly 
fee shown is for a very small 
single room in your care home, it 
will be much lower than the rate 
charged for larger rooms, and 
this is likely to be misleading.

•  Explain its purpose and the risk that it 
is intended to protect you against – for 
example, the risk of a late cancellation 
by a resident after a contract has been 
signed

•  Explain whether it will give a resident 
an exclusive option on a room of their 
choice until they move on

•  Confirm that the reservation deposit 
will be credited towards their fees if 
they move in

•  Explain the circumstances of when 
the deposit – or any part of it – will or 
won’t be refunded, (for example, if the 
resident decides not to move in) 
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Practical examples: how to provide your key 
information on your website

Option 1:
How your key information 
could be provided directly 
on your homepage



Other devices:  
how your key information could be provided 
on a mobile or tablet – make sure that key 
information is not hidden or obscured, and 
is prominently highlighted

When you provide key information 
about your home on your website, it 
should be:
•  Prominently highlighted – this 

means that it should be no more 
than one click away from the 
main home page/first page of your 
website. You could do this by:

 º  Prominently displaying the key 
information about your home 
on the first page of your care 
home’s website – that is, the main 
homepage; or

 º  Using clearly labelled and 

prominently signposted icons/tabs 
on the navigation menu at the top 
of the home page, from which key 
information is directly accessible. 
For example, tabs could be labelled 
‘Key information about our service’, 
or ‘Our fees and charges’, and so on

How to display information 
on other devices
When residents and their 
representatives look for information 
using other devices, such as tablets 

and mobile telephones, you must 
still ensure that key information is not 
obscured or hidden. For example, on 
a mobile device, people may need 
to tap on a ‘menu’ icon to access 
information. From there, the CMA 
considers that the key information 
should be no more than one ‘click’ (or 
tap) away – for example, using clearly 
labelled icons/tabs from which key 
information is directly accessible.  



Option 2:
How your key information could be 
provided using clearly labelled and 
prominently signposted icons/tabs on 
the navigation menu at the top of your 
home page

Key information in summary
 
a�  What type of funding 

arrangements you accept – that 
is, confirmation of whether you 
accept residents who:

 i�  Pay for their own care
 ii�  Receive funding in whole or part 

from their local authority 
 iii�  Receive funding from the state, 

such as the NHS
b�  An overview of the key features of 

your service, such as:
 i�  The specific care needs your 

home is registered or able to 
cater for – for example, nursing 
or residential care 

 ii�  The rooms, facilities and services 
residents can expect in the home

Practical examples: Key information



 iii�  The size of your home – for 
example, how many beds it has

 iv�  A brief description of your 
home’s staffing arrangements 
and how they meet residents’ 
needs and assure care quality

c�  Your home’s latest overall 
inspection rating (or, in Scotland, 
grades)  

d�  A clear summary of any particularly 
surprising or important terms and 
conditions, such as:

 i�  Any requirement for a potential 
resident to certify that they can 
pay their fees for a minimum 
period, or agree to a financial 
assessment as a condition of 

moving in
 ii�  If a resident is paying for their own 

care, how their fees may change 
after they have moved into your 
home

 iii�  Any requirement for the 
potential resident to have a 
guarantor

e�  Fees and charges 
 i�  An accurate and up-to-date 

indication of the total weekly fee 
rates you charge residents who 
pay for their own care – that is, 
the full range for each type of care 
service you offer, and for each of 
the different types of room the 

Other devices:  
how your key information could be provided 
on a mobile or tablet – make sure that your 
icons/tabs are clearly labelled and prominent, 
so that the key information is directly 
accesible and not obscured or hidden. 

fees apply to
 ii�  What services are included 

in the weekly fees
 iii�  Any additional, optional services 

that may need to be paid for 
separately, including the cost 
of any significant, additional 
charges that may be unavoidable 
for some residents – such as an 
escort for medical appointments

 iv�  Details of any upfront 
payments required, such as a 
deposit, including: the amount; 
what it covers and how it is 
refunded; and any weekly fees 
payable in advance of moving in



Important, additional information: An introduction

Once a potential resident and their 
representatives have completed their 
initial research, it is likely that they 
will have identified a shortlist of care 
homes in which they are particularly 
interested. Before making a final 
decision, they will visit those homes 
and further engage with you and 
your staff to decide which home is 
best for them.  

The important, additional 
information about your home must be 
given to a potential resident and their 
representatives when they want or 
need it, and ‘in good time’ before you 
make them an offer of a place – this 
means that it must be provided, at the 
latest, by the time they agree to have a 
care needs assessment.

It is at this stage that you may also 
need to give them more tailored 
information about your home, too. 
For example, this may involve: 

•  Any specific requirements you may 
have following a discussion about 
their finances

•  Any other special conditions they 
must satisfy before they can be 
offered a place

The important, additional 
information should be easily 
accessible to people from the start 
of their research – including on your 
website. You should also take active 
steps to provide the information 
to potential residents and their 
representatives and do so in sufficient 
time for them to be able to consider 
it before they agree to have a care 
needs assessment. Examples of what 
information this includes are set out 
on the following pages. 

IN ‘GOOD TIME’

Providing important, additional information in ‘good time’ means that it 
must be provided – at the latest – by the time the potential resident and their 
representatives agree to have a care needs assessment. This is because, 
whilst a person’s commitment to a home will grow during the course of their 
dealings with the home, starting with first contact, once they have agreed to 
a care needs assessment, they are likely – for all practical purposes – to be 
fully committed to securing a place in your care home.

Where you fail to provide 
this information clearly and 
accurately, or where you 
provide it late in the admissions 
process, this could result in the 
resident choosing a home that is 
unsuitable for their needs when 
they would not otherwise have 
done so, infringing consumer 
law. Examples of when you will 
infringe consumer law include 
where you: 
•  Provide the information after 

the resident has already 
agreed to have a care needs 
assessment

•  Provide the information just 
before the resident is asked to 
sign a contract

•  Provide the information after 
they have already moved in

The CMA's important, additional 
information requirements
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How your important, 
additional information 
should be provided online
Your important, additional information 
should be easy for people to find and 
access on your website. For example, 
it could be provided using either:
•  A clearly labelled icon/tab on the 

home page navigation menu, which 
takes people to a page where the 
information is clearly set out; or

•  Prominent weblinks on your home 
page that take a potential resident 
or their representatives to the 
important, additional information 
identified by the CMA 

THE CMA SAYS...

In addition to engaging in misleading practices under consumer law, you 
are also likely to be infringing specific sector regulations or failing to follow 
guidance from your sector regulator. 

For example, in England, Regulation 19 of the Care Quality Commission 
(Registration) Regulations 2009 is intended to ensure that care homes give 
timely and accurate information about the cost of care and treatment to 
people who use care home services.

If important, additional 
information is placed on 
webpages that can only be 
found by using an online 
search facility, or which are 
otherwise hard to navigate or 
find, it is unlikely that you will 
be complying with consumer 
law and you will need to fix this.

Remember, important, 
additional information about 
your home should be given to 
a potential resident and their 
representatives earlier in the 
process – for example, on first 
contact – if they want or ask for it
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Important, additional information: A detailed guide

Complaints handling
You should provide information about 
your complaints handling procedure 
and also give the name and contact 
details of any alternative dispute 
resolution (ADR) provider that you use. 
This could include: 
•  Local mediation or conciliation 

services
•  A trade association mediation
•  Arbitration scheme 

You should also state the 
circumstances in which you will 
submit to an ADR procedure – for 
example, if a resident has exhausted 
all avenues through your internal 
complaints procedure – and the 
contact details and role of the 
relevant Ombudsman service.

The important, additional information 
should be given to a potential 
resident and their representatives in 
‘good time’ before you make them 
an offer of a place in your home. 
This means that it must be provided – 
at the latest – by the time they agree 
to have a care needs assessment. 

What is included in your 
important, additional information 
is explored below.

Trial periods
Where you require residents to 
complete a trial period, you should 
provide the following information:
•  The length of the trial period
•  The circumstances in which the 

trial period can be ended early  
by you or the resident

•  Notice requirements
•  Arrangements for the refunding  

of prepayments and any deposit

Funding arrangement 
changes
You should provide detailed 
information on your policies if a 
resident’s funding arrangements 
change while they are in your home. 
For example, in relation to residents 
who fund their own care, you should 
explain what might happen if:
• A resident becomes eligible for 
local authority funding during their 
stay in your home. For instance, you 
should explain what may happen 
if the local authority’s funding rate 
doesn’t cover your charges, or a third 
party top-up payment cannot be 
arranged through the local authority, 
and in particular whether you can: 
 º  Ask the resident to move to a less 

expensive room in your home 
 º  Terminate the resident’s contract 

and ask them to leave, in which 
case the local authority will 
move them to another home 

•  An existing resident who is 
funding their own care becomes 
eligible for Continuing Healthcare 
(CHC) funding during their stay 
at your home. For example, you 
should explain:

 º  Whether your home accepts 
residents who are funded by CHC  

 º  If so, whether you have the option 
of asking the resident to move to 
a less expensive room, or to leave 
the home if the CHC funding 
does not cover your charges, or 
the NHS-funding body decides 
to move them to a less expensive 
home that can meet their 
assessed clinical needs 

ADDITIONAL SECTOR-SPECIFIC 
REQUIREMENTS IN SCOTLAND

Under the National Care Home 
Contract, you are required to tell 
a resident who is funding their 
own care whether you will accept 
them if they become eligible for 
further local authority funding, 
and how their charges will change 
(See clause B.8.4)

It is important that you make 
clear to a resident and their 
representatives that the use of 
ADR is voluntary and does not 
restrict their rights in any way 
to seek independent redress 
to the relevant Ombudsman 
service, once your internal 
complaints handling procedure 
has been exhausted.

What your important, 
additional information covers
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Terminating a contract
You should provide information about 
the reasons for which you or the 
resident may terminate the contract, 
and any conditions for ending the 
contract. This includes:
•  The notice period required
•  How the contract can be terminated 

– for example, in writing/by email
•  Who should receive this notification 

– for exampe, care home manager

Pre-contract information 
Under consumer law, you are also 
required to provide certain pre-
contract information to potential 
residents (unless already apparent 
from the context). This includes your:
•  Trading name
•  Address at which you are 

established
•  Phone number
•  Email address  

Regulator information
You should also supply details of how 
your home is regulated and by whom. 
Each nation in the UK has its own 
regulator for the care homes sector. 

WHEN NHS FUNDING APPLIES

Continuing Healthcare (CHC) is a package of 
care arranged and funded solely by the NHS for 
individuals who are not in hospital but who have 
complex, ongoing healthcare needs. 
To avoid misleading residents, you should 
make it clear that any NHS body that is 
arranging and funding the package of care has 
a duty to consider the merits of paying a higher 
than usual cost – for example, where the need is 
for identified clinical reasons. This could involve 
an individual:
•  With challenging behaviour who requires a 

larger room because this behaviour is linked 
to feeling confined

•  Already residing in a care home who becomes 
eligible for CHC funding, because their 
frailty, mental health needs or other relevant 
needs pose a significant risk to their health 
and wellbeing if they are moved to other 
accommodation

For more information on CHC, read the CMA’s 
latest guidance, UK care home providers for 
older people – advice on consumer law (pages 
46 & 105-107), which is available from the 
Competition and Markets Authority website 
at www.gov.uk/government/organisations/
competition-and-markets-authority 

“ It is important that you 
make clear to a resident that 
the use of ADR is voluntary.”
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Important, additional information: A detailed guide

Registered person
Details of who is registered as 
running your care home should be 
given, and whether a registered 
manager is currently in post. If 
there isn’t one, you should explain 
what alternative management 
arrangements are in place.

Hygiene
Your latest food hygiene rating should 
be provided to any potential resident 
and their representatives.

Contents insurance
You should make it clear whether 
a resident must arrange their 
own insurance cover for personal 
belongings. 

Where you do supply contents 
insurance for residents’ belongings, 
you should explain:
•  The value of your insurance cover
•  Details of what items are – and are 

not – included under your policy 
•  The amount of any excess 

payable by the resident 

Contract/terms 
and conditions 
Information about where potential 
residents and their representatives 
can find a copy of your standard 
(proforma/sample) contract/terms 
and conditions for self-funded 
residents. 

Note that it is vital that a copy of 
your standard (proforma/sample) 
contract/terms and conditions for 
residents who pay for their own 
care has been provided to potential 
residents, their representatives and 
anyone else who will be party to the 
contract – at the latest – by the time 
they agree to have a care needs 
assessment, so that they can make 
an informed decision about whether 
or not your home is right for them. 
Your terms should therefore be easy 
for people to find. For example, a 
copy of your standard contract or 
resident’s agreement for those who 
pay for their own care should be:
•  Clearly signposted on your website 
•  Included in information packs you 

send to enquirers

Where you accept residents who are 
part or fully funded by any public 
body, there will be a ‘placement 
contract’ between you and the public 
funding body, which will set out the 
terms of a resident’s placement. 
However, potential residents and 
their representatives will still need to 
understand the terms and conditions 
of their stay. For example, they should 
be given a pro-forma copy of any 
‘residency agreement’ that they may 
be required to sign before agreeing 
to a care needs assessment. This 
should include – among other things 
– clear information about: 
•  Who is responsible for 

payment of fees
•  The parties’ rights and obligations  
•  The terms and conditions of 

your service

This will enable them to make 
informed decisions about their care. 
To find out more about fair terms, 
see the Fair trading for care homes 
booklet on the Business Companion 
website [www.businesscompanion.
info/focus/care-homes-fair-trading].

Where residents and their representatives have not had a real opportunity 
to become familiar with, or understand, your terms and conditions before 
being asked to agree to them, they may not be incorporated into the 
contract – and may be unenforceable. Where you try to enforce these terms 
against a resident, this may infringe consumer law. 
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Information about residents’ 
individual needs
You should also provide certain 
information that addresses people’s 
individual needs. This may include 
information about:
•  Whether residents can bring their pets
•  If they can choose a male or female carer
•  Whether you can meet certain dietary 

or religious requirements

You should also provide any other 
information specifically required by sector-
specific regulations, rules or guidance 
to help people make informed decisions 
– for example, if you are based in Wales, 
you should also provide the information set 
out in the Regulated Services (Registration) 
(Wales) Regulations 2017.

“ You should also provide information that 
addresses people’s individual needs."

NEGOTIATING AND ENTERING INTO A CONTRACT ‘AT A DISTANCE’

Where you negotiate and enter into contracts at a distance 
without the resident being physically present – that is, when the 
negotiating happens via email or phone, or away from your business 
premises, such as in the resident’s home or in a hospital – you 
must give them any other information required under consumer 
law, including the resident’s right to cancel the contract within 
the statutory cancellation period. Typically, this will be 14 days 
after the day on which the contract was entered into. The relevant 
consumer legislation that covers these points is the Consumer 
Contracts (Information, Cancellation and Additional Charges) 
Regulations 2013. For more information, see the Fair trading for 
care homes booklet on the Business Companion website [www.
businesscompanion.info/focus/care-homes-fair-trading].

GETTING IT RIGHT

Here’s a good example of how to supply information about your 
contents insurance:

Our insurance policy offers cover for the personal belongings 
of a resident for up to a maximum value of £1,000 at any time – 
except for cash.

A £50 excess is payable by the resident for each claim made under 
the policy.

If personal belongings or effects of greater value are kept in the home, 
they should be covered by the resident’s own insurance. For example, 
furniture, cash, credit cards, deeds and important documents.

Further details of our insurance cover are included in our service 
user’s guide.

SECTOR-SPECIFIC REGULATIONS IN WALES

Welsh sector regulations require care homes to prepare a ‘written 
guide’ to their service, which must be given to all individuals 
receiving care and support, and be made available to others on 
request in an appropriate language, style, presentation and format. 

This falls under Regulation 19 of the Regulated Services (Service 
Providers and Responsible Individuals) (Wales) Regulations 2017.

Under consumer law, the information 
you provide about your complaints 
handling policy will be binding 
on you as a term of the contract, 
where the resident accepts an 
offer of a place in your home. If this 
information changes before the 
contract is agreed, you must get the 
resident’s express agreement to the 
change. This is a requirement of the 
Consumer Contracts (Information, 
Cancellation and Additional Charges) 
Regulations 2013. You can read more 
about these regulations in the Fair 
trading for care homes booklet on the 
Business Companion website [www.
businesscompanion.info/focus/care-
homes-fair-trading]
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Practical examples: How to provide your 
important, additional information on your website

Option 1:
How your important, 
additional information could 
be provided using clearly 
labelled icon/tab on the home 
page navigation menu



Other devices:  
How your important, additional information could 
be provided on a mobile or tablet using clearly 
labelled icons/tabs on the home page navigation 
menu. Make sure that the information is easy for 
potential residents and their representatives to 
find and access

Your important, additional 
information should be ‘easy to find 
and access’, so it could be provided 
using either:
•  A clearly labelled icon/tab on the
home page navigation menu, 
(named, for example: 'other 
important information you should 
know about our home’), which 
takes people to a page where the 
information is clearly set
out; and/or
•  Prominent weblinks on your home 

page that take a potential resident 
or their representatives to the 
important, additional information 
area identified by the CMA 

If important, additional information 
is placed on webpages that can only 
be found by using an online search 
facility, or which are otherwise hard 
to navigate or find, it is unlikely 
that you will be complying with 
consumer law and you will need to 
fix this�



Option 2:
How your important, 
additional information 
could be provided using 
prominent weblinks on 
your home page

Practical examples: Important, additional information

Trial periods
If your funding arrangements change
Our complaints procedure
Ending a contract
Our trading name and contact details
How we are regulated
Our registered manager
Our latest food hygiene rating
Our contents insurance policy
Specific personal requirements
Our T&Cs
Information we must give under 
[nation] law – (eg Welsh law)

Important, additional 
information details 
In summary, the important, 
additional information that needs to 
be provided is listed below.

Please note that the first list provides 
examples of how you could label 
weblinks, and are suggestions only. 
The second is a round-up of what the 
important, additional information 
consists of.



Other devices:  
How your important, additional information 
could be provided on a mobile or tablet when 
using prominent weblinks. Make sure that the 
information is easy for potential residents and 
their representatives to find and access

by which regulator
g. Details of who is registered as 

running your home and whether 
there is a registered manager in 
post. If there’s not one, explain 
the alternative arrangements 
that are in place

h. Your latest food hygiene rating
i. What contents insurance you 

have in place
j. Any person-specific requirements, 

including whether residents can 
bring pets, choose male/female 
carers and whether you can meet 
dietary or religious requirements 

k. Where people can find a copy of 
your standard T&Cs for residents 
paying for their own care – for 

example, they should be included 
in your resident information pack 
and signposted on your website 

l.  Any other information 
required under each UK 
nation’s specific sector 
regulations, or guidance to 
help people make informed 
decisions

m. Any other information required 
under consumer law

n.  Any other information 
relevant to a particular 
resident’s circumstances, 
such as the need for a third-
party contributor

a. Details of any trial period, 
including how long it lasts

b. Information about what 
happens if a resident’s funding 
arrangements change while they 
are living in your home

c. Your complaints handling 
procedure

d. The reasons why you or the 
resident may need to end a 
contract, and any associated 
conditions – including the notice 
period given

e. Pre-contract information, 
such as your trading name and 
contact details, unless it’s already 
apparent 

f. How your home is regulated and 



This guide is designed to help people who 
have been tasked with the development or 
re-development of a website.

You may already be familiar with the process 
of web development, but for the purposes 
of this guide we have assumed no prior 
knowledge. 

Before diving in and contacting web 
development companies, it’s worth having a 
think about what you actually want and need 
from your new website, and where you want 
your website to ‘live’.

For example, to comply with the CMA’s 
guidance, you want a website that enables 
you to provide information about your 
care home and its services in a clear and 
accessible way, with your key information 
being no more than one click away from 
the main home page, or on the first page of 
your website, and your important, additional 
information being prominently highlighted 
and being easy for potential residents and 
their representatives to find and access – 
for example, by providing it using a clearly 
labelled icon/tab on the navigation menu 
bar of your home page that takes people to a 
page where the information is clearly set out, 
or, by providing prominent weblinks to the 
information.

One important point to remember is that, 
unless you specifically agree otherwise with 
your web development company, you will 
need to supply all the text to be placed on 
your website. This should be written and 
given to your web developer before the build 
starts.

Website development advice

Website development:  
Getting started

Step 1:  
Where will your website live?

The first thing you should decide is where the files 
and folders for your website will sit. All the files for 
a website will sit on a server somewhere (you can 
think of a server as just a computer that is made to 
store files and serve them to other computers on a 
network when requested). There are a number of 
server choices open to you. These are:

A. A server physically located in your office.

B.  A hosted server – rented from a hosting company 
like 1&1, GoDaddy or Siteground.

C.  A cloud hosting service – the ‘cloud’ is just 
another way of saying that instead of renting a 
single server, you will pay for the space you use 
and your files and folders may be stored on more 
than one computer, connected through a network 
and accessible to you through the internet.

D.  Hosted by a website-building platform, like Wix, 
Squarespace, Weebly or Pagecloud.
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Step 2: 
Who do you want to make your site?

This can be done in a number of ways. You should 
think about which approach will make it easiest for 
you to update and manage your content. The main 
options open to you are:

A.  Do it yourself, using a visual editor provided by a 
website-building platform like Wix, Squarespace, 
Weebly or Pagecloud. These platforms often 
work with 'themes' (pre-designed layouts) 
so you should always check there is a theme 
available that is suitable for your needs and the 
requirements of the CMA's guidance.

B.  Pay a web development company to use a pre-
designed theme. Even using an existing 'theme' 
can be complicated for those unfamiliar with web-
building platforms so professional input can help.

C.  Pay a web development company to create a 
bespoke design and structure. This can be built 
on a Content Management Sytem (CMS) like 
WordPress, which you can use directly once built.

Step 3: 
Register your web address

Before you put your site on the web you will need 
an address that people can use to find it, called a 
'domain name'. You will need to either:

A.  Use a domain name you have already registered 
– make sure you know with whom it is registered 
and you, or your web developer, know how to set 
up new DNS records to point to the server for your 
new site.

B.  Register a new domain name through a service 
such as GoDaddy, Fasthosts or Google Domains 
– you can check the availability of your desired 
domain name with these services as well before 
making a purchase decision.

C.  Register a domain with your chosen website-
building platform. You can often register a domain 
through the interface of your website-building 
platform when you sign up.
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Website development advice

Designing for different 
devices
More people than ever before are 
now using their smartphone to find 
content online, when traditionally 
they would have used a desktop 
computer. In the past, when users' 
focus was on a desktop experience, 
mobile design was an afterthought. 
Today, it’s important that your 
website can be viewed and functions 
well across multiple devices. 

There are two ways to think 
about designing your website for 
smartphones and tablets:

1.  Mobile-first design – this means 
that your website is designed at 
mobile size first of all and then 
expanded to larger devices such 
as tablets, laptops and desktop 
computers. This is likely to mean 
having different designs for mobile 
and desktop.

2.  Responsive design – this is where 
your web pages can detect a 
visitor’s screen size and orientation 
and change the layout accordingly.  
Responsive design can be mobile 
first.

Responsive design (whether or not 
it's mobile first) is generally a better 
approach than having completely 
separate designs for different devices 
and gives customers a consistent 
experience however they choose 
to access your site. So, whatever 
device people are using, information 
should not be hidden or obscured 

Before talking to website 
developers it’s a good idea to 
have a look around at other 
websites to collate a list of 
designs, or elements of design, 
that you like and think would 
be suitable for your website. 
A website developer should 
then be able to help determine 
whether an off-the-shelf theme 
is suitable, or whether a custom 
theme is more appropriate to 
achieve the desired overall look 
and feel.

Designing your website
There are a number of different 
options available in terms of how to 
design your website. You can either:

A.  Choose a pre-built website 
theme using a website builder 
like Wix, Squarespace, Weebly or 
Pagecloud. There is typically a lot 
of choice, but you will not own the 
design and will only have acces to 
it while you are paying to use the 
platform. 

B.  Choose a pre-built theme for a 
Content Management System 
like Wordpress, Drupal or Joomla. 
The choice of pre-built themes 
for a CMS platform may be more 
limited than for a website builder 
and customising them may require 
the assistance of a development 
company or developer, but you 
can use a theme on an open-
source CMS, such as WordPress 
for free.

C.  Have a design completely custom 
made for your website. This is 
likely to be more expensive (at 
least in the short term), but it can 
make your website stand out from 
the crowd, and you can own the 
design and the site.
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and care homes should still abide by 
the principles set out in the CMA's 
guidance to ensure that they are 
more likely to comply with 
consumer law.

Think about your branding
You should also consider what 
branding you require for your 
website. If you are using existing 
branding, then branding assets and 
style guides will be useful to have to 
hand. You may wish to have a new 
brand created as part of the website 

development process, although this 
would not normally be included as 
part of a typical website development 
project.

Finding a website partner
Once you have identified what 
you need from your website, your 
preferred platform, and what 
you want your website to look 
like, it’s time to get in touch with 
organisations who can help you to 
create it.

If you are looking for a completely 

TOP TIPS

1.  Look for a company that has 
experience in working with your 
preferred choice of platform, or if not 
then at the very least has experience 
in developing websites similar to your 
own.

2.  Find out if there is any warranty 
provided with your website. It’s often 
difficult to find all bugs and errors 
during the testing phase of a project, 
so ensuring problems that crop 
up later will be fixed as part of the 
original project is essential.

3.  Some companies will offer a fixed 
cost for a project, and some will work 
on a time basis. A fixed cost can be 
beneficial to ensure your website is 
delivered within budget, but you will 
need to be clear as to what is, and 
isn’t, included at the outset.

4.  Business relationships, like personal 
relationships, don’t always work out. 
It’s worth finding out upfront who will 
actually own the code/licencing for 
your website. If you did want another 
company to work on your website, or 
undertake the hosting, maintenance 
and support in the future, is this 
going to be possible?

5.  Some companies may ask to know 
what your budget is. It’s entirely up 
to you as to whether you want to 
divulge this, but it can sometimes 
help a company to fit their service 
around what you can afford.

6.  Be clear about what your budget 
should cover. For example, is it just 
for the development of the website, 
or should it cover the development 
and the first year of support, 
maintenance and hosting?

custom design or branding for your 
website, you don’t have to use one 
organisation. There are website 
design agencies who can create 
website designs, but may not be 
interested in building the website 
for you. If you take this root ensure 
that whoever is building your website 
is happy to work with another 
company, and ensure everyone is 
clear as to who is responsible for 
each element. For example, once a 
website design is agreed, decide who 
will be responsible for creating the 
templates (that is, coding the design 
into the website theme).

It’s always best to contact a few 
website development organisations 
so you can get a feel of how they 
work and how much the work will 
cost. Levels of service and costs 
can vary greatly, so approaching 
organisations that you have received 
recommendations for is a good  way 
forward.

Be careful to agree a scope of work at 
the beginning so that you know what 
is included and what's not, and ensure 
that when the site is ready you will 
be comfortable with adding text and 
images to it.

You should also think about whether 
you need the development company 
to manage the website for you after 
launch, keeping software up to date 
and fixing any problems that arise. 
There may be an ongoing cost for 
doing this. 

Ultimately, care homes will be 
responsible for the information that is 
provided on their website.
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Website development advice

Website Builders Content Management Systems

Design Choice of templates often provided.

Customisation of design can be 
limited.

Choice of templates with CMS or from third-
parties.

Design can be customised as required.

Functionality 
(modules)

Specific functionality often 
provided.

Often restrictions which prevent 
adding your own specific 
functionality.

Some basic functionality provided with CMS, 
although further modules or 'plugins' often 
available.

Some modules may be free for open source 
CMS's which can reduce development costs.

Functionality can be developed as specified.

Ease-of-use Designed to be very easy to use and 
to carry out basic tasks.

Can be built to be easy to use, but sometimes will 
require user training.

Hosting Hosting is included as part of the 
service.

Often no ability to decide where 
hosting is located meaning data can 
be stored outside of the UK.

The service may have limited 
resilience, so not ideal for critical 
websites.

You will need to check whether hosting is 
provided.

Can be hosted wherever you wish.

Additional resiliency can be put in place to ensure 
website availability is maximised.

Security To a large degree you are reliant on 
the level of security provided by the 
service.

You don’t have to worry about 
applying security patches.

Often an SSL certificate is provided 
for your website as part of the 
service.

You are responsible for ensuring the website is 
secure.

You will need to ensure that security patches are 
applied at a hosting and CMS level.

You will need to provide an SSL certificate for the 
website.

You may need to get the website security tested 
if you have developed custom modules or are 
storing personal or sensitive data.

Backup You are reliant on whatever backup 
the service provides.

You have control to what level of backup is 
provided for the website.

Website Builders vs Content Management Systems
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GLOSSARY

Development company/ Developer – an organisation or person that is 
skilled at building or 'developing' websites.

Website builder – An online platform that allows you to create a website 
using a simple interface, usually for a monthly fee. 

Content Management System (CMS) - a system that allows non-
developers to easily add text, image and video content to their website 
through a specially designed interface.

Visual editor – A common part of a website building-platform interface 
which allows you to make changes to the code of a website through a visual 
representation of the site.

Theme - A templated pre-designed layout, structure and navigation menu 
for a website.

Server –  a computer or computer program that stores data to be served to 
other machines  on a network when requested

DNS records – DNS (short for Domain Name System) stores information on 
what server a website's traffic should be pointed to

Responsive design – this is where your site can detect  a visitor’s screen 
size and change accordingly

Mobile-first design – this means that your website is designed primarily to 
be viewed on a mobile browser.

SSL Certificate – a data file that allows a secure connection to your website, 
which is important for securing data transfer and transactions. 

“ Be careful to 
agree a scope 
of work at the 
beginning so 
that you know 
what is included 
and what's not"
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Checklist

How your information should 
be provided online

Check how prepared you are to adhere to the Competition and Markets Authority’s (CMA) 
guidance on how key information and important, additional information about your 
home and its services should be provided online, by addressing the statements below.

Providing information on your website
Your key information should be prominently highlighted 
on your website. Therefore, it should be either:

  Prominently displayed on the first page of your care 
home’s website – that is, the main homepage; or

  No more than one click away from the main home page 
using clearly labelled and prominently signposted 
icons/tabs on the navigation menu at the top of the 
home page

 
If you are using a clearly labelled navigation menu, do 
your icons/tabs address the following key information 
areas identified by the CMA: 

  Funding arrangements – that is, whether you accept 
self-funded and state-funded residents

  Key features about your services

  Your latest inspection rating/grade

  Surprising or important terms and conditions

  Your fees and charges 

Your important, additional information should be clearly 
signposted so that it is ‘easy to find and access’. For 
example, important additional information could be 
provided using:

  A clearly labelled icon/tab on the home page navigation 
menu – for example, ‘other important information you 
should know about our home’ – which takes people to a 
page where the information is clearly set out; or

  Prominent and clearly labelled weblinks on your 
home page that take a potential resident or their 
representatives to the important, additional information 

identified by the CMA 

Does your clearly labelled icon/tab and/or prominent 
weblinks take people to the following important, 
additional information areas identified by the CMA:

  Details of any trial period (including length)

  Detailed information about what happens if residents’ 
funding arrangements change while in the home

  Your complaints handling procedure

  Reasons for ending the contract and any conditions 
(including notice)

  Your trading name and contact details

  Information about how your home is regulated and by 
which regulator

  Details of who is registered as running the home and 
whether there is a registered manager in post (and, if 
not, the alternative arrangements in place)

  Your latest food hygiene rating

  Information about contents insurance

   Whether residents can bring pets, choose male/female 
carers and whether you can meet dietary or religious 
requirements

  Where to find copy of your standard T&Cs for self-
funders

  Information specifically required by sector regulations

  Consumer Contracts (Information, Cancellation and 
Additional Charges) Regulations 2013 

 
 
 



If your important, additional information is not 
clearly signposted on your website, or can only be 
found using an online search facility, you will not be 
complying with the CMA’s guidance on consumer law 
and will, in the CMA’s view, be infringing consumer 
law. Where you do not comply with consumer law you 
will be at risk of enforcement action by the CMA and 
other enforcers of consumer law.

 
Inaccurate information 
Has all the information about  your  
home on your website been:

   Checked for accuracy

   Errors corrected where any  
were spotted

   Kept up to date

Presenting information on other devices
When a potential resident and their representatives are 
looking for information about your home using another 
electronic device, such as a mobile phone, does your key 
information appear:

   Clearly, prominently and free of obstructions

   For example, no more than one 'click', or tap, away 
after pressing a 'menu' icon to access information on a 
mobile phone - for example using clearly labelled icons/
tabs from which the information is directly accessible. 

Larger care home operators  
with more than one home
As a larger care home operator, are you:

   Making sure that key information about each individual 
home you run is no more than one click away from the 
first page of that specific home’s subsite/profile, where 
you have a corporate website that links to subsites/
profiles for individual care homes you operate 

Where you provide information to a third party 
website you should also ensure that it is truthful and 
accurate and sufficiently comprehensive. Where 
you spot any inaccurate information you should take 
steps to correct it when you become aware of it. You 
may want to have a clear procedure for inputting 
information online and checking it for accuracy, and 
check that this procedure is being followed. You 
should also review the information regularly to check 
that it is still correct. According to the CMA, outdated 
information could be misleading under consumer law, 
and where you fail to correct inaccuracies displayed 
online, you may be infringing consumer law. If any of 
your information appears hidden or obscured, you will 
need to rectify the problem.

To find out more about how information should 
be presented on your website – with visual 
examples – see the Website layout for care homes 
booklet on the Business Companion website [www.
businesscompanion.info/focus/care-homes-web-layout]



Other guides in this Business in Focus series: Other Resources

Business in Focus

Care home 
communications

Making sure your business complies with consumer law

A guide for registered managers 
and care home owners

This guide was produced as part of a business 
advice project by the Department for Business, 
Energy and Industrial Strategy and the Chartered 
Trading Standards Institute.

This guide was produced as part of a business 
advice project by the Department for Business, 
Energy and Industrial Strategy and the Chartered 
Trading Standards Institute.

Business in Focus

Fair trading for 
care homes
A guide for registered managers 
and care home owners
Making sure your business complies with consumer law

More information on care homes

Resources

CARE HOME
COMMUNICATIONS

A guide to communicating with 
prospective residents and their 
representatives.
www.businesscompanion.
info/ focus/care-homes-
communications

FAIR TRADING 
FOR CARE HOMES

An introductory guide for  
care homes to fair trading and  
fair terms.
www.businesscompanion.info/ 
focus/care-homes-fair-trading

UK CARE HOME PROVIDERS 
FOR OLDER PEOPLE – ADVICE 
ON CONSUMER LAW: HELPING 
CARE HOMES COMPLY WITH 
THEIR CONSUMER LAW 
OBLIGATIONS

This publication is available from:
www.gov.uk/government/
publications/care-homes-
consumer-law-advice-for-
providers

BUSINESS COMPANION 
WEBSITE

The guides from this series and 
other resources are available 
from the Business Companion:
www.businesscompanion.info
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