St. Helens Council

Adult Social Care & Health

Overview & Scrutiny Committee

Scrutiny Review of the
Application of Eligibility Criteria
For Adult Social Care Services

In St Helens



Adult Social Care & Health Overview & Scrutiny Committee 2

Contents

Foreword by the Chairman and Acknowledgements
Background and scope

Methodology

Findings and Recommendations

Conclusions

a r w NP

Action Plan

Scrutiny Review of the Application of Eligibility Criteria for July 2009
Adult Social Care Services in St Helens



Adult Social Care & Health Overview & Scrutiny Committee

FOREWORD BY THE CHAIRMAN

This Report sets out the findings of a scrutiny exercise that
examined the application of eligibility criteria for adult social
care services in St Helens, which has been undertaken by
the Adult Social Care & Health Overview and Scrutiny
Committee.

The review was undertaken between September 2008 and
May 2009. This report outlines the background and scope of
the review and the methodology employed to undertake this
scrutiny exercise.

The report then presents the findings of the review and
seeks to make recommendations that ensure that the
application of eligibility criteria within the borough continues
to be equitable and fair and promote positive outcomes for
local people.

Councillor Joe Pearson

Chairman

Adult Social Care & Health Overview & Scrutiny Committee

July 2009
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Adult Social Care & Health Overview & Scrutiny Committee

Scrutiny Review of the Application of Eligibility Criteria

for Adult Social Care Services in St Helens

1. Background and Scope

1.1 At the commencement of the 2008/09 municipal year, the Adult Social Care & Health
Overview & Scrutiny Panel determined that it would undertake a scrutiny review of
the application of eligibility criteria for adult social care services in St Helens.

1.2 Following an independent review of the Council’s scrutiny arrangements in
September 2008, the newly formed Adult Social Care & Health Overview & Scrutiny
Committee agreed that it would continue to undertake this scrutiny review within its
work programme for the remainder of the year. A full list of Committee Members can
be found at Appendix 1.

1.3 The following aims of the review were agreed: -

*» To understand the application of eligibility criteria for adult social care services in
St Helens.

= To understand the customer journey from assessment through to services
commencing.

» To understand proposed national developments in Adult Social care and ensure
that the eligibility criteria and associated processes in St Helens are fit for
purpose.

2. Methodology

2.1 At the first meeting of the newly formed Adult Social Care & Health Overview &
Scrutiny Committee held on 6™ October 2008, a report was submitted which informed
the Committee of the Work Programme 2008/09 that had been agreed by the Adult
Social Care & Health Overview & Scrutiny Panel at its meeting on 9" June 2008.

2.2 The Committee discussed the proposed topics and agreed that they would continue
to scrutinise eligibility criteria for adult social care in St Helens, for which terms of
reference and objectives had already been proposed. During the meeting a list of
potential interviewees was discussed and agreed and a Scrutiny Matrix for the review
was finalised. A copy of the Scrutiny Matrix is provided at Appendix 2.

2.3 The Scrutiny Matrix details the agreed approach through which the Committee
determined that it would achieve the objectives of the review as follows:

» To scrutinise the application of eligibility criteria for adult social care services in St
Helens through discussions with Council officers and representatives from
partner agencies.

» To consider service users’ and carers’ experiences of the assessment process in
a sensitive and confidential manner.

= To determine whether the present system is equitable and efficient and whether it
meets the needs of all service users.

» To consider whether present systems support people who self-fund their care
and those people who wish to remain in their own homes.
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2.4

2.5

2.6

2.7

= To report the strengths of the present arrangements and to make
recommendations for improvements to the eligibility criteria for adult social care in
St Helens, if appropriate.

It was determined that the scrutiny review would progress through a combination of
presentations to all Committee Members during Committee meetings and through a
number of individual interviews with relevant officers and representatives from
appropriate partner agencies, detailed below:

DATE VISIT / INTERVIEW / PRESENTATION

6™ October 2008 Presentation: “Overview of Fair Access to Care Services
(FACS)” by the Service Manager, Care Management (Older
People)

6™ October 2008 Presentation: “Self Assessment”, by the Access &
Information Manager

17" November 2008 Presentation: “Self Funded Care” by the Service Manager,
Customer Finance & Systems

12" January 2009 Presentation: “Overview of Service user Complaints” by the
Performance Manager

o April 2009 Visit to St Helens Carer’s Centre

21% May 2009 Interview with the Occupational Therapy Manager

22" May 2009 Interview with the Service Manager, Care Management
(Older People)

28" May 2009 Interview with the Service Manager, Intermediate Care

2" June 2009 Visit to St Helens Council Contact Centre

TABLE 1

At a subsequent meeting of the Committee on 17" November 2008, it was agreed
that, in order for the Committee to obtain the views of service users and their carers,
a questionnaire would be distributed to 100 randomly selected service users who had
recently undergone a care assessment. Although the questionnaire was anonymous,
service users were asked if they would consent to a follow-up meeting with a
member of the Committee to discuss their views further. A copy of the questionnaire
is provided at Appendix 3.

Thirty-five completed questionnaires were returned, from which 14 service users and
their carers indicated that they were prepared to discuss their experiences further.
Five meetings with Members were subsequently arranged in May 2009.

In addition to the above, Members also considered the following documentation:

= Commission for Social Care Inspection Review of Eligibility Criteria — Cutting the
Cake Fairly — Published October 2008

= Independent Review of FACS Eligibility Criteria — Considered by the Executive on
28" February 2007

Scrutiny Review of the Application of Eligibility Criteria for July 2009
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2.8

The findings of this review were consolidated by the Chairman, Vice Chairman and
Members of the Committee, with support from officers of the Council. A draft written
report was presented to the Committee on 20" July 20009.

Findings and Recommendations

What are Eligibility Criteria?

3.1 The principal aim of this review was for Members to understand the application of

3.2

3.3

3.4

3.5

3.6

3.7

eligibility criteria for Adult Social Care services in St Helens and to determine whether
the present system is equitable and efficient.

At the early stages of the review, Members were required to gain an understanding of
the Fair Access to Care Services framework (FACS) and how this criteria is applied
across the borough.

FACS provides Councils with a common framework for determining eligibility for state-
funded social care services provided through the Local Authority. All Councils were
required to introduce FACS in April 2003 to assist them to manage demand, use
resources effectively and achieve their strategic objectives.

Through presentations and review of relevant documentation, Members were informed
that the FACS framework was designed to address inconsistencies across England
regarding eligibility for support and to provide a more transparent system. The National
Framework guidance incorporated fundamental principles such as:

= Trying to ensure a needs-led, rather than a service-led approach

= Ensuring that people with similar needs have similar outcomes (although not
necessarily similar services)

= Ensuring a non-discriminatory and human rights approach
= Ensuring the needs of carers are taken into account
=  Adopting a preventative approach

= Providing support for people who are not eligible for services, through
information, advice and alternative services.

Department of Health guidance allows Councils to take their resources into account
when setting eligibility levels locally. This means that whilst FACS seeks to increase
consistency and transparency overall, each local authority could determine its overall
funding for social care provision through a discretionary system within it.

Local proposals were approved for St Helens in April 2003, setting ceiling levels for
package costs and agreeing that needs assessed as Critical (Band 1), Substantial
(Band 2) and Moderate (Band 3) would be eligible for services. Members were
informed that those whose needs are assessed as Low (Band 4) are not eligible for
services, but may receive information or be signposted towards other support and / or
agencies.

Members have been advised that St Helens Council continually seeks to demonstrate
value for money and the use of resources to achieve positive outcomes for local
people. As a result, the modernisation and budget strategy of 2004/05 proposed that a
review of FACS within St Helens should be undertaken to examine the operation of
eligibility criteria within the borough and to consider the policy context within which
services needed to be delivered in the future.

Scrutiny Review of the Application of Eligibility Criteria for July 2009
Adult Social Care Services in St Helens



Adult Social Care & Health Overview & Scrutiny Committee

3.8

3.9

This review took place between July and October 2006 and was presented to the
Executive on 28" February 2007. Whilst the review found that St Helens was one of
only a small number of Councils still offering support at the Moderate (Level 3) band, it
concluded that there was no financial justification for changing the threshold for
eligibility at that time.

It was subsequently resolved that the Council should continue to provide community
care services to those assessed as meeting the FACS eligibility criteria of Bands 1 to 3
(Critical, Substantial and Moderate), which remains in place today. Members took these
findings into consideration, whilst undertaking this scrutiny review.

FACS banding classifications

3.10 At the time of the review, the following information was made available regarding the

3.11

3.12

3.13

number of service users classified within each FACS banding in the Council’'s CareFirst
database:

FACS BAND SERVICE USERS (Oct 2008)
1-CRITICAL 1637
2 - SUBSTANTIAL 1774
3 - MODERATE 1492
UNCLASSIFIED 928
TOTAL 5831

TABLE 2

The Committee investigated the reasons why there were service users details held on
the database that were not FACS classified. At its meeting on 12" January 2009,
Members were informed that the System Development Unit had been undertaking work
to address this issue, which is largely due to system compatibility issues within the
Occupational Therapy and Mental Health Teams.

Members were assured that all service users had received a FACS assessment and
classification and that the anomalies were due only to data inputting issues that had no
impact on service users or service delivery. Work was subsequently undertaken by the
System Development Unit to ensure that this data was updated accordingly and by
February 2009 the number of St Helens service users that remained unclassified had
been significantly reduced to only 51, with work continuing to address those still
outstanding.

Members feel that it is important that data quality is maintained and that monitoring
measures should be put in place to ensure that service users’ FACS classifications
continue to be accurately recorded within the Council’'s CareFirst database.

Recommendation

Appropriate measures to be established to ensure that FACS classifications are
maintained within the Council’'s Social Care customer database. The Adult Social
Care & Health Overview & Scrutiny Committee to receive regular updates from
the System Development Unit to monitor this.

Feedback from service users

Scrutiny Review of the Application of Eligibility Criteria for July 2009
Adult Social Care Services in St Helens



Adult Social Care & Health Overview & Scrutiny Committee 8

3.14

3.15

3.16

3.17

3.18

3.19

3.20

3.21

3.22

Members agreed that it was the responses from the returned questionnaires that gave
them the greatest insight into the customer journey and service user’'s experiences.

Members were encouraged that both the questionnaire responses received and the
face to face meetings with service users and their carers were generally very positive.
Furthermore, they noted that 35% of the questionnaires were completed and returned,
which provided them with valuable information from which they have been able to draw
the following conclusions.

One hundred gquestionnaires were issued to a randomly selected sample of service
users who had received a Community Care Assessment between 1% May and 31%
October 2008 in order to enable Members to gain an insight into service user’s
experiences of the assessment process.

Every respondent recorded that their assessment took place at a time and place that
was convenient for them, with the majority (88%) taking place at their own home.
Members felt this information was significant as it is important that service users feel as
comfortable as possible during the assessment process.

Whilst 25 respondents were aware of the name and contact details of the person that
carried out their assessment, 10 recorded that they were not. In addition, only 56% of
respondents confirmed that they were advised of how to complain if services are not
meeting their needs. The remainder did not know, could not remember or did not
respond.

Members recognise that this feedback may not necessarily indicate that the appropriate
information is not being explained by staff or issued at the time of assessment. Indeed,
Members appreciate the assessment process can be overwhelming to service users
and terminology confusing. Some may have simply forgotten or misplaced information
that they have been given.

However, with this in mind, the Committee feel that the Department could do more to
ensure that this type of information is provided to service users and their carers at the
time of assessment in a more “user friendly” format. One such suggestion was a quick
reference card with key contact numbers in an easy-to-read, simple format that can be
displayed in a prominent place in the home, such as on the fridge or by the telephone.

Recommendation

The Adult Social Care & Health Department should consider developing a user-
friendly reference card for service users recording easy-to-read contact numbers
and key information.

Members were encouraged that respondents felt they had been listened to during the
assessment process and had been treated respectfully. One service user recorded that
they could not remember their assessment. The rest confirmed that they had been
asked about their needs, with 63% recording that they were given choices about the
kinds of services that would meet their needs. The remaining respondents did not
provide a response to this question.

Members noted that people felt involved in decisions made about the services they
would receive following their assessment. 17 people stated that the final decision
regarding their services was made by themselves, their carer or family member. A

Scrutiny Review of the Application of Eligibility Criteria for July 2009
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3.23

3.24

3.25

further four felt that it was a joint decision between themselves, carer or family member
and the Care Manager.

Significantly, of the 28 respondents in receipt of services at the time of completing the
guestionnaire, 25 felt that these had made an improvement to their daily lives, with only
one respondent answering negatively. In this case, the service user felt that they would
benefit from more support and had informed their local Councillor of their concerns.

Furthermore, 25 respondents rated the services they receive as helpful (8), very helpful
(10) or extremely helpful (7). A further 4 rated their services as quite helpful.

Service users were asked (question 7) whether they had been informed of their FACS
banding, following their assessment. 15 respondents either did not know (13) did not
respond (1) or stated that they had not been informed (1). 20 service users were aware
of their FACS banding — Critical (6), Substantial (9) and Moderate (5).

Service User Interviews

3.26

3.27

3.28

3.29

3.30

3.31

3.32

3.33

3.34

Members undertook five interviews with questionnaire respondents who had indicated
they were prepared to discuss their experiences of the assessment process and
agreed beforehand a list of questions to facilitate their discussions.

Members recognise that the views expressed during these five interviews cannot be
considered representative of all service-users, but nonetheless valued the opportunity
to discuss service user’s experiences face to face and listen to their views.

Most service-users interviewed reported a high-level of satisfaction with the Community
Care Assessment and subsequent services offered. Most referred to the service they
had received positively. Comments included “very good”, “extremely helpful”, “pleased
with service” and that services “meet all my needs’. All those interviewed expressed
appreciation for adaptations made to their homes, particularly those that aided mobility.

Most indicated satisfaction with the time taken for services to be implemented,
irrespective of whether they had been assessed at home or whilst in hospital.

When asked about FACS, none of the interviewees could recall how their needs had
been classified following assessment. However, whilst some knew where to find the
information when prompted, others explained that they may have been told but they
were unable to remember.

One interviewee felt that the services offered did not meet all her needs and whilst she
expressed gratitude for the adaptations made to her home, she felt more could have
been offered. This interviewee also felt that her needs had increased since the
assessment, but had not been contacted to see if they were still happy and did not
know how to raise her concerns.

On further investigation, it was confirmed by the Occupational Therapy team that in
cases such as this it would be necessary for the service user to raise their concerns
with the contact centre for further assessment of their changing needs. This reinforced
Members’ suggestion of “user-friendly” reference card to be made available to ensure
that service users know who to call when they need further help and, more importantly,
to encourage them to do so when they need to.

Significantly, however, all of the other interviewees stated that they would feel
comfortable and confident making a complaint if they were unhappy with any services.

Consistent with questionnaire responses, those interviewed generally felt that they
were offered choices and options about the services they could receive and
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appreciated recommendations made by the person carrying out the assessment. Most
felt that options were discussed with them and they were happy with the suggestions
offered.

Visit to the Carer’s Centre

3.35

3.36

3.37

3.38

3.39

On 9 April 2009, Councillor Paul McQuade visited St Helens Carers Centre and spoke
to the Centre Manager and the Service Manager. A carer who uses the Carer’'s Centre
also discussed their views and experiences.

During the scoping exercise for the review, it was agreed that the views of carers would
also be considered during this exercise. One quarter of the returned questionnaires
were completed by a carer. Carers mainly have contact with the social care system
because of the support or services that the person they care for receives. Carers are
often very involved with the process of assessment, supporting decisions about
services and ensuring that the services are delivered appropriately.

The Carers Centre publicise the services that they offer and are supported by the
Council in this. Some carers access the centre having heard about it through word-of-
mouth or simply by walking past the shop front. In fact, Members were informed that
the number of people accessing the Carers Centre this way had increased due to
prominence of the new location of the Centre. Some service providers also refer Carers
to the Centre.

The Centre provides information, emotional and practical support to Carers. During the
visit, a Carer who uses the Centre volunteered to discuss their experiences and
commented very positively on the services and support it offers.

The Carers Centre also provides information about the FACS banding system and how
the eligibility criteria links to level of need. It was explained that one of the challenges
that the Centre faces is keeping up-to-date with legislative changes and guidance on
the vast amount of services, issues and developments, both regionally and nationally,
which impact upon carers. Members felt that the Adult Social Care & Health department
could assist by developing stronger communication links with the Centre to disseminate
this type of information when appropriate.

Recommendation

The Adult Social Care & Health department to further support the Carer’s Centre
through the provision of regular updates of relevant changes to legislation and
practice.

Overview of Officer Interviews

3.40 Members of the Committee undertook a series of interviews with relevant officers for

fact-finding and information-sourcing and to equip Members with the necessary
knowledge to assess and conclude the findings of this scrutiny review. A summary of
each of these interviews is detailed below:

Occupational Therapy: This team provide an assessment service to people with
physical disabilities and access problems. The service provided by the Team is unique
in the way that it relates to eligibility criteria, as it does not offer on-going care or a
continuous care package in the same way as other social care providers. The Team
conduct an assessment, decide what alterations and adaptations a person could
benefit from, and oversee the implementation and installation of specialist equipment.
In this context, the team classify service-users needs according to FACS banding, but

Scrutiny Review of the Application of Eligibility Criteria for July 2009
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the classification does not lead to a certain requirement of ongoing care for the
individual.

The Occupational Therapy Team Manager feels that developing closer links with the
PCT could strengthen the service offered by the Team. An example of successful
working was explained whereby two junior PCT occupational therapists are on rotation
with the Council’'s OT Team and it was discussed that furthering these links with the
PCT could facilitate decreasing the waiting time for assessments. Whilst Members
recognise that this issue sits outside the remit of this Scrutiny Review, they feel it is
nonetheless significant and would ask that the Adult Social Care & Health department
consider options available to develop this.

Recommendation

Relevant Council departments to give consideration to ways in which the links
between the Occupational Therapy team and the PCT can be strengthened to
improve the efficiency and effectiveness of the service.

= Reablement & Rapid Response: The aim of intermediate care services is to promote
client independence, reduce avoidable hospital admissions and facilitate timely
discharge from acute beds. The Reablement element of the service supports eligible
service users to remain in their own home or resume living at home following
hospitalisation or traumatic events such as bereavement or a fall. The team consists of
social care workers and health professionals who provide short-term treatment and
rehabilitation, typically for no more than 6 — 8 weeks although this can be extended in
exceptional circumstances. Intervention and support follows comprehensive
assessment of needs, working within a service specification that includes specific
eligibility criteria that apply only to the Reablement and Rapid Response teams. Data is
recorded on a specific Reablement database. The CareFirst system is not used for the
recording of client activities and events whilst being supported by the teams, due to the
nature of the processes involved. However, Reablement Care Managers can
commission service packages following intervention and on these occasions, Care
Managers work within the requirements of FACS. People whose needs require more
input than intermediate care services are referred to the Care Management Team for
full assessment.

The Rapid Response team works to the same overall objectives, but focuses
specifically on reducing hospital admissions and providing prompt and effective
support at short notice in the event of sudden and unexpected main carer breakdown.
Support is provided for a maximum of 7 days and although the FACS criteria is not
formally applied, service users receiving support would be designated critical as the
service is provided when the person is in crisis. A review is undertaken after 3 to 4
days and if it is clear that the person will need ongoing support they are passed over to
the area care management team who would apply the FACS criteria when assessing
for ongoing support.

= Contact Centre: The Contact Centre is often the first point of contact for service-users
to arrange an assessment. Specialist Social Services Contact Centre advisors gather
as much information as possible in order to gain a clear overview of the persons needs.
They then make an appropriate referral or signpost the individual to the appropriate
agencies and/or services. If a person was thought to have a low-level of need, for
example, minor help with shopping or preparing meals, they are given information
about private agencies that offer the services that they require. If a person has more

Scrutiny Review of the Application of Eligibility Criteria for July 2009
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complex and substantial needs they are referred to the Access and Information Team
who make an appointment for them to have an assessment with a Care Manager.

Care Management (Older People) : Part of the role of Care Management Team is to
support older people to make choices about their own lives. The Care Management
Team provide a quick and efficient service to older people. To access services an initial
referral is taken by a Contact Centre Advisor and forwarded to the Access and
Information Team. The Team Manager will then allocate the referral to a Care Manager
or Assessment and Review Worker who will conduct an assessment of the persons
needs, operating within the Fair Access to Care Services eligibility criteria. Services
may be offered to the person to meet their need. In some cases relatives or friends are
the ones providing some or all of the care and they have the right to ask for a Carers
Assessment of their needs as a carer. This applies to children who are providing care,
as well as adults. To ensure transparency and equity, final decisions are made by the
Manager of the Care Teams assisted by a team manager or senior practitioner. Cases
are regularly reviewed — a telephone review is undertaken within 7 days of receiving
the care package, after 3 months a face to face meeting takes place and if it is agreed
that the service is meeting the clients needs and is pitched at the right level, then a 12
monthly review date is set. Cases which are open to Care Managers will be reviewed
every 3 months. If needs change, then care managers will use their own discretion.

Self Funding

3.41

Members were informed of proposed national developments in Adult Social care as
part of this scrutiny exercise, in order to establish whether the eligibility criteria and
associated processes in St Helens are fit for purpose. One such consideration is
whether present systems support people that self-fund their care and those people who
wish to remain in their own homes. On 17" November, the Service Manager —
Customer Finance & Systems attended a meeting of the Committee to explain self-
funding and answer any questions from Members.

Self Directed Support and the Personalisation Agenda

3.42

3.43

Self directed support forms part of the Personalisation agenda — a Government led
initiative to ensure that every person who receives support, whether provided by
statutory services or funded by themselves, will have choice and control over the shape
of that support in all care settings.

Members recognise that this is a major initiative to deliver greater choice and improved
quality for service users, through approaches such as direct payments and individual
budgets. Members were informed that St Helens Council has embraced these
initiatives, which will form the fundamental components of the social care system of the
future.

Adult Social Care Resource Panel

3.44 In considering the role of eligibility criteria in this developing environment Members also

addressed the functions of the Adult Social Care and Health Resource Panel. This
Panel was established to ensure consistency and transparency in the allocation of
funds and services on an individual case-by-case basis. The Service Manager, Care
Management (Older People) was interviewed as part of the review process and
responded to questions put to him by a member of the Committee on the operation of
the Resource Panel.

Scrutiny Review of the Application of Eligibility Criteria for July 2009
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Reviews of FACS

3.45 In 2004/05 a local review of FACS was undertaken that recommended that the Adult
Social Care and Health Department maintain the three FACS bandings of Critical,
Substantial and Moderate (ref. paragraphs 3.7 — 3.9). Many other local authorities have
limited their eligibility criteria to Critical and Substantial only, due to budgetary
constraints. A significant minority of councils only offer services to people assessed as
Critical. The Adult Social Care and Health Department is not experiencing budgetary
pressures which may prompt a consideration of contracting the threshold for services.
In addition, it is possible that the Personalisation Agenda may change service delivery
in such a way that FACS is effectively superseded. Therefore, Members do not feel that
it would be necessary or timely to undertake another local review of FACS at present.

3.46 In October 2008, the Commission for Social Care Inspection (CSCI) published a report
of their findings following a review of the Fair Access to Care framework, called “Cutting
the Cake Fairly”. Members felt it was important to consider the findings of this review,
the key points of which are detailed below:

= As it is a needs-led, rather than service-led approach, FACS is based on sound
principles.

= However, the report concluded that “the size of the cake is limited, whilst the
number of people who want a slice is increasing”.

= Increasing attention to promote general well-being and to target prevention in line
with the personalisation agenda is highlighting issues between the implementation
of FACS and new approaches to personalisation and prevention.

= The report demonstrated that the current system of determining eligibility requires
immediate improvements, which will likely be followed by long-term reforms in
around five years time.

3.47 Members are aware that the Department of Health will be required to respond to
“Cutting the Cake Fairly” and have also been made aware that there is a likelihood that
this response could include proposals for a completely new care and support system
that would effectively replace FACS altogether.

3.48 Members therefore feel it would be prudent for the Adult Social Care & Health Overview
& Scrutiny Committee to keep up to date on these developments before any further
recommendations can be made.

Recommendation

The Adult Social Care & Health Overview & Scrutiny Committee to be kept
informed of the outcomes of the CSCI Report “Cutting the Cake Fairly” and
subsequent Department of Health response.

4. Conclusion

Scrutiny Review of the Application of Eligibility Criteria for July 2009
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4.1 This Report sets out the findings of a scrutiny exercise that aimed to examine the
application of eligibility criteria for adult social care services in St Helens and sought to
make recommendations that ensure that the application of eligibility criteria within the
borough continues to be equitable and fair and promote positive outcomes for local
people.

4.2 The Committee recognises that they have undertaken this review during a period of
significant ongoing change and development in the social care system, both nationally
and locally. The personalisation agenda is likely to have a significant impact on eligibility
criteria and how this is applied in the future and there is a strong likelihood of significant
reforms to come.

4.3In many ways this highlights even more the need to ensure that these ongoing
developments do not have a detrimental effect on the local people for whom we provide
services and support.

4.4 In conclusion, we are therefore encouraged by the positive responses received by the
service users and carers who kindly shared their experiences with the Committee during
this review and the Committee feel that this reflects the strengths of the present
arrangements. We are confident that the recommendations that have been made as a
result of this review will also further enhance the equitable application of eligibility criteria
for adult social care in St Helens.

Additional documentation that supports this review is available from:
The Scrutiny Support Officer

Scrutiny

St Helens Town Hall

Victoria Square

Corporation Street

St Helens

WA10 1HF

Scrutiny Review of the Application of Eligibility Criteria for July 2009
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5.0 Action Plan

Scrutiny Review of the Application of Eligibility Criteria for Adult Social Care Services in St Helens

Rec.
No.

Recommendation

Responsible Officer

Agreed Action and Date of Implementation

1

Appropriate measures to be established to ensure that FACS
classifications are maintained within the Council’'s Social Care
customer database. The Adult Social Care & Health Overview &
Scrutiny Committee to receive regular updates from the System
Development Unit to monitor this.

The Adult Social Care & Health Department should consider
developing a user-friendly reference card for service users
recording easy-to-read contact numbers and key information.

The Adult Social Care & Health department to further support the
Carer's Centre through the provision of regular updates of relevant
changes to legislation and practice.

The Adult Social Care & Health department to give consideration
to ways in which the links between the Occupational Therapy team
and the PCT can be strengthened to improve the efficiency and
effectiveness of the service.

The Adult Social Care & Health Overview & Scrutiny Committee to
be kept informed of the outcomes of the CSCI Report “Cutting the
Cake Fairly” and subsequent Department of Health response.

Scrutiny Review of the Application of Eligibility Criteria for

Adult Social Care Services in St Helens

May 2009
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Scrutiny Matrix

TITLE: Scrutiny of the Application of Eligibility Criteria for Adult Social Care Services in St
Helens Council.

Terms of Reference

e To scrutinise the application of Eligibility Criteria for Adult Social Care Services in St
Helens Council.

e To consider service users and carers experience of the assessment process in a
sensitive and confidential manner.

e To prepare a report for the Council’'s Executive outlining the main findings and
conclusions and making recommendations for improvements.

Aims

e To understand the application of Eligibility Criteria for Adult Social Care services in St
Helens.

e To understand the customer journey from assessment through to services
commencing.

e To consider proposed national developments in Adult Social Care and ensure that
the Eligibility Criteria and associated processes in St Helens are fit for purpose.

Objectives

e To determine whether the present system is equitable and efficient and whether it
meets the needs of all service users.

e To consider whether present systems support people who self-fund their care and
those people who wish to remain in their own homes.

e To report the strengths of the present arrangements and to make recommendations
for improvements to the Eligibility Criteria for Adult Social Care in St Helens.

Witnesses / Officers

1. Service users — representative groups & individuals
o People with a Physical and Sensory Disability
e People with a Learning Disability
o People with Mental Health problems.
o EMI — Elderly Mental Infirm

e Hospital Team

2. Carers — representative groups and possibly individuals

Scrutiny Review of the Application of Eligibility Criteria for
Adult Social Care Services in St Helens
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3. Contact Centre Advisors

4. Single Assessment Project Manager and Self-Assessment Project Manager
5. Access and Information Team Manager

6. Care Management:

. Service Manager, Older People and / or Vulnerable Adults

7.  Customer Finance Manager

8. Rapid Response and Reablement Team

9.  Occupational Therapy

10. Manager — Review Team

11. Key Staff from Partner Agencies - Carers Centres
Documents

Documents/Evidence/Research/Performance Indicators in relation to Eligibility
Criteria for Adult Social Care Services.

Recommendations from National Social Care Commission for Inspection (CSCI)
Review of Eligibility Criteria — Cutting the Cake Fairly (published October 2008)

Independent Review of FACS Eligibility Criteria

Presentations to Committee

Care Management — Fair Access to Care Services (FACS) and review processes - 6
October 2008.

Access and Information Team - 6 October 2008
Demonstration of (electronic) self-assessment processes - 17 November 2008.

Overview of Complaints Process — 12™ January 2009

Questionnaire to service users

Scrutiny Review of the Application of Eligibility Criteria for
Adult Social Care Services in St Helens
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Your views are very important to us.

Please tick the appropriate boxes:

1 How were you contacted to arrange your Community Care Assessment?
Telephone [ Letter [ Other U (specify)

2 Where did your assessment take place?
At home [ In Hospital L1~ Other U (specify)

3 Was your assessment carried out at a time and place convenient to you?
Yes [ No U If no, please explain

4 Do you know the name and contact details of the person who carried out your
assessment?
Yes UJ No [

5 Did you ask someone to be with you when you had your assessment?
Yes UJ No [

If yes who was it?

6 Were you asked about your needs? Did you feel listened to and treated with respect
whilst your assessment was carried out?
Yes [ No U If no, please explain

7 Did the worker who carried out your assessment advise you that they considered

your needs to be classified as critical, substantial or moderate?

Critical [ Substantial [ Moderate [] Don’t know []
8 Who decided which services/support you needed?

Myself [ My carer [ The Care Manager [

Other O please specify

9 Were you given choices / options about the kinds of services that may meet your
needs?
Yes [ No U If no, please explain

10 How quickly did you receive services following your assessment?
Within:

7 days U] 4 weeks [1  4-8 weeks [ Not yet received services

Other O please specify

11 Have the services you now receive made an improvement to you?

Yes I No [ Not applicable — No services [

Scrutiny Review of the Application of Eligibility Criteria for
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12

13

14

15

16

17

18

If YES please explain

Please go to question 13

If NO please explain

Please go to question 12

If NO, have you told anyone about your concerns?

Yes [ please explain

No [J please explain

Were you advised how to complain if services are not meeting your needs?

Yes [J No [ Can’t Remember / don’t know

Did you receive a copy of your assessment and care plan?

Yes [J No [ Can’t Remember / don’t know[]
Has your care plan been reviewed with you during the last few months?
Yes [J No [

If YES has anything been changed? Please explain

If applicable, what differences have the changes made to you?

If your circumstances change or you are not satisfied with any of the services
you receive do you know who to contact?

Yes [ No [

How would you rate the services you receive?

Not helpful O
Quite helpful O
Helpful O
Very helpful O
Extremely helpful U

Any other comments you would like to make about your assessment or care plan?

Please write them here:

Scrutiny Review of the Application of Eligibility Criteria for
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Please complete the following:
This questionnaire was completed by:

Myself [ My carer [ Other U please specify

Would you be willing to meet a member of the Committee to discuss your views?

Yes [ Nol]

If YES please provide your name and contact details below:

NAME

ADDRESS

TELEPHONE NUMBER

THANKYOU FOR COMPLETING THIS QUESTIONNAIRE!

Scrutiny Review of the Application of Eligibility Criteria for
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