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Nation Care Agency Ltd 

This notice explains how Nation Care Agency Ltd collects, uses, shares and protects information about you when 

we provide care and support services. Please read this notice with your care plan. If you would like help 

understanding it, please ask a member of our team. 

Organisation Nation Care Agency Ltd 

Address 
Unit 1, Spruce House, Durham Wharf Drive, Brentford, TW8 

8HR 
Telephone 020 7998 3003 

Website www.nationcareagency.com 
Data Controller Nation Care Agency Ltd 

Data Protection Lead 
Khadra Saleban Abdi, Registered Manager / Nominated 

Individual 
Contact Email khadra@nationcareagency.com 

ICO Registration Number Z2440398 
Last Updated June 2026 
Next Review Due June 2027, or earlier if required 

1. Who We Are 
Nation Care Agency Ltd provides domiciliary care and support services to people in their own homes. We are 

registered with the Care Quality Commission to provide regulated personal care services. We deliver services on 

behalf of the London Borough of Hounslow and other commissioners, as well as private care where applicable. 

We are the data controller for the personal information we hold about you. This means we decide how your 

information is used and we are responsible for keeping it safe. Our Data Protection Lead is Khadra Saleban Abdi, 

Registered Manager / Nominated Individual, who can be contacted at khadra@nationcareagency.com or at the 

address above. 

2. What Information We Hold About You 
To provide your care and support safely and effectively, we need to hold certain information about you. This may 

include: 

Personal and Contact Information 
• Your full name, date of birth, address and contact details 

• The names and contact details of your family members, representatives, advocates or next of kin, where 

appropriate 

• Your GP, hospital contacts, social worker and other health or care professionals involved in your care 

• Your preferred method of communication and any communication needs 

Care and Health Information 
• Your care plan, support plan and risk assessments 

• Information about your health conditions, medical history and care needs 

• Information about your mobility, moving and handling needs, nutrition, continence, cognition, communication 

and daily routines 

• Medication information and Medication Administration Records, including paper MAR charts where used 

• Daily care notes and records of care delivered 
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• Records of incidents, accidents, safeguarding concerns, complaints, compliments and feedback 

• Records of your wishes, preferences, cultural needs, religious needs and personal routines 

Electronic Monitoring Information 
• Records of care visits, including arrival and departure times, recorded through CM2000 / Call Confirm Live 

• NFC tag scan records from the tag placed inside your home, which care workers use to log the start and end 

of each visit 

• GPS location information from care workers’ company-issued mobile phones, recorded at the time of logging 

a visit for contract monitoring and care delivery assurance purposes 

Financial and Commissioning Information 
• Your care package details and commissioned hours from the London Borough of Hounslow or another 

commissioner 

• Payment and invoicing information where you receive private care or contribute to the cost of your care 

• Information needed to evidence care delivery to commissioners, where required by contract 

3. Why We Use Your Information 
We use your information to provide safe, effective, person-centred care and to meet our legal, regulatory and 

contractual responsibilities. 

We may use your information to: 

• Assess your care and support needs 

• Prepare, review and update your care plan and risk assessments 

• Deliver your care safely and in line with your agreed care plan 

• Record medication support and monitor medication safety 

• Record daily care notes and visit outcomes 

• Monitor visit times through CM2000 / Call Confirm Live, NFC tags and company mobile devices 

• Communicate with you, your family, representatives or advocates where appropriate 

• Share necessary information with health and social care professionals involved in your care 

• Report to the London Borough of Hounslow or other commissioners where required 

• Respond to safeguarding concerns, complaints, incidents or emergencies 

• Meet Care Quality Commission requirements 

• Manage quality assurance, audits, supervision, spot checks and service improvement 

• Keep accurate records and protect your safety and wellbeing 

4. Our Legal Basis for Using Your Information 
We only use your personal information where we have a lawful reason to do so under UK data protection law. 

The main lawful bases we rely on include: 

Purpose Lawful Basis 

Assessing your care needs and preparing your care plan Contract, legal obligation and health or social care provision 
Delivering care and support safely Contract, legal obligation and health or social care provision 
Recording medication support and care delivery Legal obligation and health or social care provision 
Electronic call monitoring through CM2000 / Call Confirm 

Live, NFC and company mobile devices 
Contract, legitimate interests and commissioner 

requirements 

Sharing information with health and social care 

professionals involved in your care 
Health or social care provision, legal obligation and, where 

appropriate, consent 
Reporting to the London Borough of Hounslow or another 

commissioner 
Contract and legal obligation 

Safeguarding and responding to concerns about safety or 

wellbeing 
Legal obligation, substantial public interest and vital 

interests where there is an emergency 

Responding to complaints, incidents and feedback Legal obligation and legitimate interests 
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CQC regulatory compliance and inspection Legal obligation 
Emergency situations where there is an immediate risk to 

life or serious harm 
Vital interests 

Some of the information we hold about you is special category information because it relates to your health, care 

needs, medication, disability, ethnicity, religion or other sensitive personal information. We process this 

information only where allowed by law, including where it is necessary for the provision of health or social care, 

safeguarding, legal obligations or where you have provided explicit consent where required. 

5. Your Choices About Information Sharing 
Wherever possible, we will discuss with you what information can be shared and with whom. Your choices about 

information sharing will be recorded in your care plan where appropriate. 

There may be situations where we need to share information without your consent. This may include: 

• A safeguarding concern 

• A medical emergency 

• A serious risk to you or another person 

• A legal or regulatory requirement 

• A commissioner requirement linked to your care package 

• A requirement to cooperate with the CQC, local authority, NHS, police or other statutory body 

We will only share the minimum information necessary, and we will tell you when we have shared information 

unless doing so would place you or another person at risk, prejudice against an investigation or breach a legal 

requirement. 

If you lack the capacity to make a specific decision about information sharing, we will follow the Mental Capacity 

Act 2005. Any decision will be made in your best interests and, where appropriate, will involve your family, 

representative, advocate or an Independent Mental Capacity Advocate. 

6. Who We Share Your Information With 
We share your information only where necessary and where we have a lawful basis to do so. This may include 

sharing information with: 

• The London Borough of Hounslow and other commissioners responsible for your care 

• Your GP, community nurses, hospital teams, social workers and other health and care professionals involved 

in your care 

• The Care Quality Commission for regulatory purposes 

• Safeguarding teams where a safeguarding concern arises 

• Emergency services where there is an immediate risk to safety 

• Family members, representatives or advocates where you have agreed to this or where it is lawful and 

appropriate 

• Professional advisers where necessary for legal, insurance, audit or regulatory reasons 

• Approved IT, care management, electronic call monitoring, payroll, finance, cloud-hosting and support 

providers who process information on our behalf 

Where we use approved systems or suppliers to support care delivery, record keeping, electronic call monitoring, 

or business administration, we require them to protect your information and to use it only for authorised purposes. 

We do not sell your information. We do not share your information for marketing purposes. 

7. Electronic Call Monitoring — What This Means for You 
Nation Care Agency Ltd uses CM2000 / Call Confirm Live for electronic call monitoring. This is used to confirm 

that care visits have taken place and to support safe care delivery, contract monitoring and accurate records. 
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When a care worker visits your home, they will scan a small NFC tag inside your property to record their arrival, 

then scan again when they leave. This creates a record of when the visit started and ended. The care worker will 

use a company-issued mobile phone for this process. GPS location information may also be recorded at the time 

of the scan to confirm that the visit has been logged from the correct location. 

This information is used to: 

• Confirm care has been delivered 

• Identify and respond to missed, late or shortened visits 

• Support continuity and quality monitoring 

• Support contract reporting and invoicing 

• Help managers review service delivery and take action where needed 

The NFC tag will be placed in an agreed location inside your home. It must not be placed outside the property, on 

an external door, porch, outbuilding or other unsuitable location. If you have any concerns about the tag, mobile 

logging or electronic call monitoring, please speak to your care coordinator. 

Electronic call monitoring information is not used to collect unnecessary information about you. It is used only for 

care delivery, safety, monitoring and contractual purposes. 

8. How Long We Keep Your Information 
We keep your personal information only for as long as necessary to provide your care and meet our legal, 

regulatory, contractual and safeguarding responsibilities. 

Retention periods may vary depending on the type of record and the reason it is held. Records are retained in line 

with our Records Retention Policy, adult social care requirements, legal requirements and commissioner 

expectations. 

As a general guide: 

• Care records are retained in line with adult social care record retention requirements after your service ends 

• Medication records, including MAR charts, are retained in line with medication and care record requirements 

• Incident, accident, safeguarding and complaint records may be kept longer where necessary for legal, 

regulatory, safeguarding or insurance reasons 

• Financial records are normally retained for six years from the end of the relevant financial year 

When records are no longer required, they are securely deleted, destroyed or archived in line with our retention 

procedures. We do not keep your information longer than necessary. 

9. Your Rights 
You have rights under UK data protection law. These include: 

• The right to access the information we hold about you 

• The right to ask us to correct inaccurate or incomplete information 

• The right to ask us to delete information in certain circumstances 

• The right to ask us to restrict how we use your information in certain circumstances 

• The right to object to certain uses of your information 

• The right to data portability in certain circumstances 

• The right to withdraw consent where we rely on consent 

Some rights may not apply in every situation, especially when we need to retain or use information to meet legal, 

regulatory, safeguarding, or care-delivery obligations. 
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To exercise your rights, please contact: 

Khadra Saleban Abdi 

Registered Manager / Nominated Individual / Data Protection Lead 

Nation Care Agency Ltd 

Unit 1, Spruce House, Durham Wharf Drive, Brentford, TW8 8HR 

Email: khadra@nationcareagency.com 

Telephone: 020 7998 3003 

We will usually respond within one month. If your request is complex, we may need more time, but we will let you 

know if that applies. 

10. Complaints About How We Use Your Information 
If you are unhappy with how we have used your information, please contact us first so that we can try to resolve 

your concern. 

We will acknowledge data protection complaints and investigate them without undue delay. We will inform you of 

the outcome of our investigation and any actions we have taken. 

You also have the right to complain to the Information Commissioner’s Office: 

Information Commissioner’s Office 

Wycliffe House 

Water Lane 

Wilmslow 

Cheshire 

SK9 5AF 

Website: www.ico.org.uk 

Telephone: 0303 123 1113 

11. Keeping Your Information Safe 
We take the security of your information seriously. Our arrangements include: 

• Secure electronic systems with role-based access controls 

• Password protection and multi-factor authentication where applicable 

• Company-issued mobile devices for care delivery and electronic call monitoring 

• Restricted access to records on a need-to-know basis 

• Secure storage of paper records 

• Staff training on confidentiality, data protection and privacy 

• Data protection and confidentiality requirements in staff policies and contracts 

• Incident reporting and escalation procedures 

• Regular review of data security arrangements 

Nation Care Agency Ltd holds Data Security and Protection Toolkit status at Standards Met. This supports our 

commitment to meeting recognised health and social care data security standards. 

If we become aware of a security incident that may affect your information, we will investigate promptly, take 

action to reduce risk and notify you, the Information Commissioner’s Office, commissioners or other relevant 

bodies where required. 



Nation Care Agency Ltd | Service User Privacy Notice | Last updated June 2026 | Review due June 2027 

12. Privacy, Dignity and Respect During Care 
Your privacy and dignity are central to how we provide care. 

Our staff must: 

• Knock and wait before entering rooms 

• Explain care tasks before carrying them out 

• Close doors, curtains and blinds during personal care where safe and with your consent 

• Keep you covered as much as possible during personal care 

• Keep continence aids, dressings, medication and other personal items discreetly and respectfully 

• Speak to you respectfully and use your preferred name 

• Avoid discussing your care where others can overhear 

• Respect your home, belongings, choices and routines 

Any concern about privacy, dignity, confidentiality or respectful care should be reported to the office so that it can 

be reviewed and addressed. 

13. CCTV, Doorbell Cameras and Recording Equipment 
Some people may have CCTV, doorbell cameras or other recording equipment in their home. If this applies, 

please let us know so that we can record this appropriately in your care plan. 

Recording equipment must not reduce your right to privacy, dignity and confidential care. Staff must remain 

professional at all times and must report any concerns about recording equipment, covert recording, misuse of 

recordings or privacy risks to the office. 

Staff must not use personal mobile phones to photograph or record you, your care records, your medication, your 

MAR charts or your home environment unless this has been expressly authorised for a lawful and documented 

care reason. 

14. Changes to This Notice 
We may update this notice from time to time to reflect changes in law, guidance, commissioner requirements, 

systems or our care delivery arrangements. 

The latest version will be available from Nation Care Agency Ltd and may be published on our website. 

15. Contact Us 
If you have any questions about this notice or how we use your information, please contact: 

Khadra Saleban Abdi 

Registered Manager / Nominated Individual / Data Protection Lead 

Nation Care Agency Ltd 

Unit 1, Spruce House, Durham Wharf Drive, Brentford, TW8 8HR 

Telephone: 020 7998 3003 

Email: khadra@nationcareagency.com 

This notice is available in large print, audio format or other languages on request. Please ask your care 

coordinator or contact the office. 


