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Introduction

Developing personalised services: a toolkit for providers will help you to understand what changes you may need to make to get ready for the personalisation of adult social care and support in Surrey. 

It will begin by explaining the new approach to social work and assessment procedures in Surrey County Council with the introduction of Self Directed Support. The broader agenda of personalisation will then be covered, including the challenges and opportunities that personalisation brings to specific types of providers. In response to these opportunities and challenges, some relevant initiatives will then be highlighted. Finally, a self assessment form is included to help gauge your organisation’s readiness for delivering personalised services and support.  

This toolkit is an organic document – it will expand and refocus according to the latest developments in personalisation, both in national policy and locally in Surrey. To make sure that you are aware of any future changes to this document, to give us your views on it and to receive the latest news on personalisation in Surrey, please contact:

Joanna Erde

Administration Advisor

Surrey County Council

Tel:

01483 517296

Email:

joanna.erde@surreycc.gov.uk 
Self Directed Support – a new approach to social care

In the traditional system of social care, professionals made decisions on what support people could have and on who would provide it. This was seen as frustrating for disabled people and limiting their freedom: they were defined according to their general needs and not as individuals, they had little or no choice on what support they received, and no control over it. In order to reform this system and make it more empowering, the independent charity In Control developed a new system called Self Directed Support in 2003, in collaboration with disabled people, families, carers and social care practitioners. 

Since then Self Directed Support has been embraced by the government as a central pillar of the personalisation of adult social care services. Surrey County Council, together with the other local authorities in the country, has therefore been instructed to roll out this new approach across the county, to be fully completed by the end of March 2011. 
The Self Directed Support process

Under Self Directed Support, local authorities (including Surrey County Council) still have the same statutory duties and charging policies. However, there are changes in the way in which people are assessed for services and support, and in the way decisions are made on the services and support people receive. The new approach includes the following processes:


· Eligibility – proportionate assessments are carried out to respond appropriately to individual situations

· Supported Self Assessment – this is a new assessment which asks people and their carers to give their views on their situations and the level of support they feel they need. This is much more person-centred than in the past. Instead of staff completing the assessment, people and their carers are encouraged to complete as much of the assessment as they can themselves. Instead of automatically leading assessments, staff act as assistants in making sure that everything is correctly understood and completed. Once the assessment is agreed, a sum of money is calculated from the responses (see “Personal budgets” below)

· Support Planning – people and their carers decide how they would use the identified sum of money to meet their individual outcomes, and then plan their support with as much or as little assistance as they like

· Personal Budget agreement – when a completed Support Plan meets both the individual outcomes and the assessed needs of a person (and their carer), it is agreed. The total cost of support in the Support Plan then becomes the Agreed Personal Budget

· Organise support – the support outlined in the Support Plan is put into effect. This can be managed in a variety of ways, may take many forms, and may come from a variety of voluntary and private providers.
The underpinning principles of Self Directed Support

The social model of disability

The Self Directed Support approach is founded on the social model of disability. Whereas the traditional medical model of disability sees disabled people as passive receivers of services, with their impairments preventing them from integrating into community life, the social model of disability does not see impairments as barriers to integration. Instead, prejudices on the capabilities of disabled people, and a lack of the appropriate services and facilities, conspire against disabled people integrating into the wider community.

The social model is crucial to Self Directed Support, in so far as people using services should be assisted to live their lives to the full without having preconceptions as to their capabilities. Together with personal care and other “traditional” social care services, disabled people should also be able to access support to remove any barriers to work, volunteering, leisure opportunities and the wider community – basically, anything that people without disabilities take for granted.
A person-centred approach

The social model of disability dictates that we should directly involve and maximise the decision-making ability of anyone being assessed for social care services and support. Although disabilities affect people in different ways, it must not be assumed that they cannot understand or cannot know what the best solution would be for their situation. Self Directed Support consequently treats people as experts in deciding how they should be supported. Instead of prescribing solutions which may be based on stereotypes, staff (and advocates and support brokers, where needed) should help people to make informed choices and decisions on their future support.

A focus on outcomes rather than needs

If we define someone as “needing residential care”, or “needing respite”, we have automatically categorised them as a certain type of person. Self Directed Support challenges assumptions like these, as the key goal for people is not, for instance, “to have residential care”, but to have certain aspects of their life improved through support, i.e. achieving personal outcomes. Whilst as a local authority Surrey County Council has a duty to make sure that the “eligible needs” of people are met, the best solutions are found when people can describe what they want to change and achieve in life and then decide how support can help. For instance, support with transport is only relevant to someone when it serves a particular outcome (e.g. to see friends and family). 

Personal budgets

A fundamental part of giving people choice and control of their support is the allocation of personal budgets. A personal budget is a sum of money which represents the total cost of meeting someone’s individual outcomes (and eligible needs). Initially an estimated figure (an Indicative Personal Budget), it is generated from the answers given in the Supported Self Assessment, and is used by the person to make decisions on the support he/she needs. This transparent estimate of the costs is intended to help people to to think broadly about their situation, directly compare different services and support, and to make decisions on how money would be best spent on their future support. 

Once a Support Plan is agreed, the total cost of support outlined in it becomes the Agreed Personal Budget. This amount is then spent as outlined in the plan, and monitored for the review process.

Direct payments

Direct payments are central to Self Directed Support, in that they can enable people to choose from a wide range of different service and support providers, and not only from a restricted menu of contracted services. To reflect their importance, all local authorities have been instructed to offer direct payments as a first option to anyone who receives funding to meet their personal outcomes.

Direct payments are amounts of money that can be paid to a person or their carer, or to an appointed representative. As long as the payments are spent on personal outcomes agreed as part of a support plan, there are very few restrictions on what they can be spent on.

Given the flexibility afforded by direct payments, people and their carers have chosen to receive goods and support which are far more diverse than ever before. Examples of what direct payments have been spent on in Surrey so far include:

	Armchair
	E-book

	Classes - arts, crafts, pottery, dance etc
	Electric bike

	College courses - drama, photography, IT
	Electric wheelchair

	Bed and mattress
	Haircuts

	Bedroom storage
	Holiday

	Attending a community group
	Communicator guide

	Financial advice and assistance
	Refridgerator

	Cleaning services
	Transport costs

	Domestic help
	Employers liability insurance 

	Gardening
	Recruitment expenses for Personal Assistant

	Gym membership
	Dog walker

	Massages
	Driving lessons

	Carpet cleaning
	Computers, software and IT tuition

	Clothing (due to weight loss)
	


Please note, of course, there will always be some demand for contracted services. However, in the future new, unanticipated services may be requested as more and more people use direct payments to take control of their support. 

Personalisation – the big picture

By 2007 the government had fully embraced the new approach of Self Directed Support, and included it within its overall agenda of personalisation. The Putting People First policy, released in that year, outlined this agenda as a cross-government commitment to put individual empowerment at the heart of public services in general, not just adult social care: ‘the right to self-determination will be at the heart of a reformed system only constrained by the realities of finite resources and levels of protection, which should be responsible but not risk averse.’ 

This broadening of choice and control to other services, not just adult social care, is seen as necessary to address the wider needs of vulnerable people in any local area. Everyone, regardless of their disability, is to be empowered to have more say and control in public and private life. As a result, health and public health, housing, employment, benefits, education, training and leisure services all need to become flexible, accessible and focused on meeting the outcomes of everyone in the community. 

The Putting People First components 

The Putting People First initiative, in outlining the future transformation of adult social care, is made up of four key components. These are: 

· Universal services: ensuring that anyone requiring care and support can find the services they need in their community 

· Preventative services: helping people to maintain their health and well being for longer 

· Choice and control: giving people as much control as they want over decisions which affect their care 

· Building social capital: recognising that individuals can receive care and support from their friends, families, neighbours and community groups. 

The implications

These components amount to a much broader perspective in how Surrey County Council should help people and carers in the future: 

· With the completion of the roll out of Self Directed Support, anyone eligible for social care, and who will be in receipt of funded support, will be given choice and control by the allocation of personal budgets and the offer of direct payments

· People and carers should be able to access a variety of services to meet their personal outcomes, which in many cases do not lie within the “traditional” domain of adult social care. This may require a cultural shift in favour of empowerment and the social model of disability in order for these services to be made fully accessible and flexible.

· Similar support will be offered to eligible people and carers who pay for their own support, through giving an indication of how much it will cost to help their situation, and by giving them assistance in planning their support

· Regardless of eligibility or financial status, there should also be appropriate, clear information for people and their carers of what is available in the county to help them with their situation.

For more information 

Please see the national website devoted to the Putting People First initiative:

www.puttingpeoplefirst.org.uk 

The opportunities and challenges of personalisation

The opportunities and challenges of personalisation, as they are currently understood, are set out below for various types of providers of adult social care services and support.

This information summarises a series of personalisation briefings developed by the Social Care Institute for Excellence. 

To see these briefings in full, and to examine relevant case studies, please go to: www.scie.org.uk/publications/ataglance/index.asp
Home care providers

Opportunities

· Home care, as a service delivered to individuals within their own homes, is well placed to adapt provision to the individual requirements of the people using services
· Providers who are already offering a specialised service (e.g. services for people with dementia), or who take the decision to develop one, may do well under personalisation
· Services will not be confined to personal care but could include services such as domestic help, support with household management and correspondence, being taken out, gardening and home maintenance. Providers may therefore be able to seize the opportunity to diversify

· The option for people to use their personal budgets to employ their own Personal Assistants (PAs) brings additional opportunities to diversify. Home care providers could offer training, management and employer support services for people employing their own PAs, or provide PA back-up services
· Diversifying services gives home care providers the opportunity to make work more interesting and rewarding. This will improve recruitment and retention.
Challenges

· Recognition that home care services, whether provided directly by the council, paid for privately or by personal budget holders, must be focused on identifying and achieving outcomes. This includes giving more control to people so that they can choose tasks and visit times

· The development of systems and training to enable staff to expand their skills and to work in creative, person-centred ways

· Having the capability to innovate and use budgets flexibly as agreed with the person using services

· Despite local authority drives for efficiency, fewer home care contracts are likely to be commissioned as large-scale, standardised services do not fit well with individualised care, choice and control

· Anecdotal evidence suggests that there may be a danger of providers losing home care staff to personal budget holders who are able to attract them into PA posts with the offer of higher wages, more flexible hours and consistent work.

The emphasis needs to be on getting a clear idea of how the person wants to live their own life, and then giving assurance that you can provide a service which is flexible enough to fit around them and their existing network of support. 

Residential care providers

Opportunities

· By seeing a residential care service as a “community” in itself, involving residents, staff and visitors, new ways of working can be developed which engages the service with the wider community. Examples might include:

· Access to community resources including information and advice, day services, equipment and a variety of health-related services
· Developing a resource centre model which provides outreach services
· Reablement services
· Using space in the home for falls prevention services
· Respite services offering additional support in the evenings, at night or weekends 
· Specialist services such as dementia care and end of life care
· Although direct payments cannot currently be used to purchase permanent residential accommodation, they may be used to secure occasional short periods in residential accommodation. Residential care providers may benefit through offering the flexibility of offering short term as well as permanent residencies
· Services for people with dementia in care home settings could increase.

Challenges

· We can expect that these services will be rather different in the future. It is essential that residential care providers understand the implications of personalisation and are fully engaged with the processes of change.
· A clear understanding is required of the needs of the local population and the strategies in place from health and social care agencies to meet those needs
· Revising the Statement of Purpose (one of the documents required to register with the Care Quality Commission) to describe services in personalised ways

· Ensuring that residents have access to all the information and advice they need to make informed decisions, including advocacy services

· Developing or maintaining a culture and practice that is enabling, flexible and consistently looking to offer people choice in their day to day lives

· Changes in commissioning practices – including a move away from block contracts to ones which are based on meeting the outcomes in individual Support Plans.

Residential homes are an integral part of their local community and therefore managers are uniquely placed to:

· Demonstrate effective leadership in offering outcome-focused services
· Ensure that staff ‘live and breathe’ a culture that actively promotes personalised services with maximum choice and control for people living in the residential home
· Ensure that staff have the necessary learning and development opportunities to support the principles of Putting People First
· Understand the local market position and respond with personalised services tailored to the local area
· Work collaboratively with health and social care agencies as the staff in these services also have to learn to work differently
· Share information regarding person-centred care and approaches as well as promoting the voice of people using services
· Involve families in the design and delivery of services.
In residential care settings person and relationship-centred care and support must be at the heart of the service offered. This is evidenced by people who live in residential care homes and their families being treated as ‘customers’ with a voice which is listened to and acted upon. This enables the person’s view of their experience to continually inform and improve the service offered by the care home. This requires attention to detail by staff, to understand each person’s life history and preferences.

Voluntary sector providers

Opportunities

· The managers of voluntary / third sector service providers have a critical leadership role to play in ensuring a personalised approach to service delivery, and in monitoring person centred outcomes for the individuals using the services
· The creation of vibrant networks of support and a shared approach to providing support and opportunities for social inclusion
· The building of co-productive, problem-solving relationships with people who use the service, carers, care managers and commissioners, and the wider community
· Voluntary sector providers offering specialist services are expected to see higher demand as more people benefit from choice and control over their social care. 
Challenges

· To develop, with people using the service, their carers, families and friends, staff and advocates, an explicit ‘personalisation vision statement’ – describing what a personalised service would look like and how it would work in practice. Existing services should be reviewed in relation to this statement
· To ensure that all staff development is firmly underpinned by the principles of personalisation. A learning environment with the aim of continuous service improvement needs to be systematically planned, promoted and evaluated
· To develop outcome-driven service improvement plans, based on feedback from people who use services and their carers with clear targets, milestones and success measures.
The development and delivery of personalised services requires being prepared to think radically about what support is available to people who use the service currently, how it is delivered and what difference it makes to their lives. It means harnessing the energies, goodwill and talents of everyone involved, particularly individuals who use the service, staff, families, friends and carers, volunteers, and the wider community.

Housing providers

Opportunities

· Housing providers already deliver a wide range of services that promote independence and prevent people needing more intensive and institutional forms of care
· For specialist housing, it will be possible to develop a core service offer and then a menu of options which are available for purchase, using public or private funding, either in-house or from another source. People may also choose to buy services jointly
· In the long term, those in receipt of different funding streams will be offered an integrated personal budget. From the recipient’s perspective there is no distinction between the various funding streams and they may choose to buy care, housing-related support or some other service to meet their individual needs and outcomes. This should make it simpler for people to make decisions on housing as well as other support
Challenges

· Housing providers generally have a strong track record in finding individual solutions that fit around people. However, personalisation means shifting the balance of control in decision making even further – this includes decisions over budgets, assessments and support
· Different people will want to exercise different levels of control and many new models of service provision will emerge. What works for a young person in crisis will be very different from what works for someone with a long-term disability
· The challenge is to offer people a choice in how and where they would like to live and to ensure that homes are well designed so that people can stay independent for as long as possible. 
Lifetime Homes is a set of design standards to ensure that new and refurbished housing is as accessible and adaptable as possible. Many planning policies already require the Lifetime Homes standard in new developments and all housing funded from the public purse will be built to the Lifetime Homes standard from 2011. For more information please go to www.lifetimehomes.org.uk.

Responding to personalisation

Organisations like yours need to consider how to change to make the most of the opportunities that will be available through personalisation, and how to handle the challenges. 
Over the next few pages are details of some initiatives being carried out by Surrey County Council. These may help you to raise general awareness about your organisation’s services, which will be crucial as people make choices with either their own money or with their personal budgets. At the same time, social enterprise is heavily supported by the government and could provide a means by which gaps in local services and support could be filled, and it could offer opportunities for organisations to work together to deliver more flexible or additional services. 

Of course, the response to personalisation will be different for each organisation. Each organisation, for instance:

· is set up differently – culturally as well as operationally

· starts from a unique position

· will have different objectives and be striving to achieve different outcomes
The final element of this toolkit is a self assessment to help you understand how well prepared your organisation is to provide personalised services in the future, and to decide what you might wish to do next. 

It is likely that, under personalisation, the organisations that will be most successful in the future will be flexible, adaptable, innovative, person centred and outcome-focused. We hope that this toolkit helps your organisation to be ready for the challenges and opportunities ahead. 
Support with Confidence

Personalisation puts people and their carers at the centre of making decisions on their support. However, without appropriate information it can be difficult for people and their carers to know whether these decisions are the right ones for them. To help people to make informed choices when choosing their support, Surrey County Council’s Trading Standards and Adult Social Care have developed a new initiative called Support with Confidence, which will commence from 1 April 2011.

Set up in partnership with the Surrey Independent Living Council (SILC), Support with Confidence will operate as a quality assured scheme of providers of care and other support services, including those currently unregulated by formal inspection regimes. Through including only providers who have passed a range of checks and minimum requirements, anyone requiring social care can choose goods or services with the confidence that members of the scheme are reliable, trustworthy and understand and can respond to their needs.

Benefits of membership    

As a member of Support with Confidence, you will benefit from an increasingly recognised accreditation that provides potential customers with confidence in the quality of goods and services they will receive. It will also give you an advantage over organisations offering the same services. You will be able to use the logo on your own publicity and business materials, and you will benefit from the promotion of the scheme to the growing number of people who are purchasing their own social care.  Your service will also be listed on Surrey Information Point, a new web-based directory aimed at supporting adults to be living independently.

How to register as a Support with Confidence provider    

Businesses and individuals who would like to register as members of the Support with Confidence scheme will be invited to complete an application form, and they must satisfy a range of minimum requirements before being approved.  Processes differ depending on the type of provider: those selling goods and services, for instance, will need to become members of the existing Buy with Confidence scheme before registering, while Personal Assistants and other individuals offering personal care and support will not.   

Checks will then be made on all applicants’ backgrounds, their qualifications and experience, customer service, references and compliance with legal standards.  

Applicants will be expected to agree to:

· Ensure that they and their staff are properly trained for their work

· Respond promptly and appropriately to customer complaints

· Carry out Enhanced Criminal Records Bureau checks for each employee who will be working with Support with Confidence customers

· Undertake appropriate training, which will be provided through the scheme.

Membership fees

Personal assistants 





- £50 per year 

Businesses and individuals providing goods and services:



Buy with Confidence membership
- £100-£260 per year, based on number of         employees

Support with Confidence membership

- £50 per year

Please note that businesses and individuals providing goods and services will need to join the Buy with Confidence scheme first. 

The Support with Confidence membership fee includes required training and CRB checks (up to a maximum of three employees).  For personal assistants there is a four-day training programme covering the Skills for Care Common Induction Standards, 2010.  Training for Buy with Confidence members will include advanced customer care, safeguarding and equalities and inclusion awareness.

For more information

Please email Support with Confidence: 
support.confidence@surreycc.gov.uk
To join Buy with Confidence:  

www.surreycc.gov.uk/tradingstandards
To register with PA Finder: 

www.pafinder.org.uk 
Surrey Information Point

www.surreyinformationpoint.org.uk 

As part of the drive to provide more universal services under personalisation, the Surrey Information Point is now available as a countywide online directory of information, services and support. Supported by Surrey County Council, NHS Surrey and Social Information on Disability (SID), it has been designed to give people and their carers appropriate guidance on living independently, and to help them to understand the care and support options currently available in the county. This guidance is structured according to the following themes:

· Living at home

· Health matters

· Staying safe

· Getting around

· Things to do

· Working and volunteering

· Money matters

Together with this information there is a search engine, which directs people to local providers of services and support.

How to include your services or support in the search engine

· Click on “Add an entry” on the top of any of the pages on the website. This will take you to the “Add an entry” page.

· Read the terms and conditions by clicking on the appropriate link. This will include the criteria that will need to fulfilled in order to be able to include details on the website. 

· Go back to the “Add an entry” page and type in your details and the details of your organisation / business.

· Click on the “Submit” button.

On adding an entry, you will be contacted by the website administrator within five working days to notify you either that the entry has been published, that it has not been accepted (with reasons) or whether further information is required.

For more information

For more information or to give feedback on the website please contact:

Siobhan Abernethy

Communications & Stakeholder Engagement Manager, Adult Social Care 

Email: 
siobhan.abernethy@surreycc.gov.uk 

Social Enterprise

A social enterprise is a business whose objectives are primarily social, and whose profits are reinvested back into its services or the community. With no financial commitments to shareholders or owners, social enterprises are free to use their surplus income to invest in their operations to make them as efficient and effective as possible.

According to 2005-2007 data from the Annual Survey of Small Business UK, there are 62,000 social enterprises in the UK, contributing over £24bn to the economy and employing approximately 800,000 people.

The benefits of social enterprise

· Social enterprises design their future services through involving the people who currently use their services. This means that services are better tailored to meet people’s needs and are based on expert knowledge of a particular area.

· Social enterprise offers organisations the opportunity to deliver high quality services in ways that are flexible, non-bureaucratic and have the potential to deliver good value for money. 
· Social enterprise models offer the opportunity for a sound commercial relationship between public sector commissioners of services and third sector providers of those services.
Government support

The Government is fully committed to encouraging the growth in the social enterprise sector, and sees it as integral to supporting the Big Society agenda of localism, voluntary action and the overall decentralisation of public services. As a result a variety of funding streams have been created, including the Communitybuilders fund, the Social Enterprise Investment Fund and the Adventure Capital Fund.

For more information

Edward Baker

Business and Social Enterprise Advisor, Surrey Community Action

Tel:

01483 459292 (ext. 204)

Email:

edwardb@surreyca.org.uk 
The Social Enterprise Coalition 

www.socialenterprise.org.uk 

As the UK’s national governing body for social enterprise, the Social Enterprise Coalition represents a wide range of social enterprises, regional and national support networks and other related organisations.
The Social Investment Business

www.thesocialinvestmentbusiness.org 
The Social Investment Business is the fastest growing social investor in the UK. It manages government funds totalling over £400 million, available to third sector organisations - charities, social enterprises and community groups.


Self Assessment Tool for Personalisation

This tool has been designed to help providers examine the various issues surrounding personalisation, and to help them consider changes to accommodate these issues. The elements of change set out in the tool are as follows:

· Delivering flexible support 

· New types of services

· Workforce

· Systems and processes

Delivering Flexible Support

	Key Challenges
	This challenge is:
	Comments / Ideas / Action to be taken

	
	Fully met
	Partly met
	Not met
	

	Services will support people to work towards agreed outcomes rather than on activities (specific tasks).  Does your service focus on meeting outcomes?
	
	
	
	

	Is your service able to provide greater flexibility to meet the outcomes of a person’s support plan?
	
	
	
	

	Do you genuinely consult and involve users of your service to shape its development and delivery?  

How will you do this in the future?
	
	
	
	

	Are your services building based?  If so, do you support people to be more actively involved in social, community and family life?
	
	
	
	


New types of services

	Key Challenges
	This challenge is:
	Comments / Ideas / Action to be taken

	
	Fully met
	Partly met
	Not met
	

	Personalisation involves a greater focus on prevention and early intervention.  

To what extent does your service focus on these priorities?
	
	
	
	

	Have you considered the opportunities that social enterprise can present for your service?
	
	
	
	

	How can your service respond to the increased emphasis on information, advice and advocacy?
	
	
	
	


Workforce

	Key Challenges
	This challenge is:
	Comments / Ideas / Action to be taken

	
	Fully met
	Partly met
	Not met
	

	Does your service have a strategy that focuses on attracting a high quality and skilled workforce able to deliver more diverse services?
	
	
	
	

	To what extent does your workforce currently deliver personalised support and services?
	
	
	
	

	Have you considered the learning and development needs of your workforce in order to adopt more personalised approaches?
	
	
	
	


Systems and processes

	Key Challenges
	This challenge is:
	Comments / Ideas / Action to be taken

	
	Fully met
	Partly met
	Not met
	

	Have you considered the contractual and administration requirements for your service where people are purchasing a service directly?
	
	
	
	

	Do you have pricing systems and costs available that will allow people to purchase a service directly?
	
	
	
	

	Have you considered the future regulatory requirements for your service and the potential implications of personalisation?
	
	
	
	


The Surrey County Council Self Assessment Tool for Personalisation has been adapted from originals produced by 

Worcestershire County Council and Cambridgeshire County Council

www.surreycc.gov.uk
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