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Project: Derbyshire Older People’s Housing Options Service Review

Manager: lan Gregory

Start Date: 10 May 2011 | Completion Date: 31 July 2011

Anticipated Benefits: Uniform service provision

To review Derbyshire Older People’s Housing Options Service funded by Derbyshire Adult Care’s Accomodation
and Support (Supporting People) and consider options in view of Strategic relevance, needs, Value for Money
and service delivery to identify and plan for procurement.

Overview

Status:

Timescales: Financial: Risks: Stakeholders: Providers

procurement Accommodation and and Partner Agencies
Support Funding (DCC)

Red Red Red Red

Amber Amber Amber Amber

Green Green Green Green

This strategic review report provides detail mapping of the current Derbyshire
Older People’s Housing Options Service delivery in Derbyshire funded by
Derbyshire Adult Care’s Accommodation and Support Team. The report looks
at the existing services and examines variations in delivery as well as the
demand for current and future service delivery.
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1.0Introduction

1.0 In order to meet the increasing needs of an aging population in
Derbyshire and the increasing budget constraints for all local government
new approaches to providing housing and support services need to be
developed.

1.1 The strategic review of Older People’s Services came to the conclusion
that maintaining the current status quo is not an option and, together with
this review of the Derbyshire Older People’s Housing Options Service
(DOPHOS), provides direction for housing and support services for older
people that are commissioned by the Derbyshire Adult Care’s
Accommodation and Support Team (Supporting People).

1.2 Evidence shows that in future the vast majority of older people will live in
private accommodation (i.e. home owners, private rented), rather than
housing association or local authority accommaodation. A proportion of
these will, or may, need to access information about accommodation that
may be more suited to their current and future needs, this review will
consider both the benefits that are gained as a result of support provided
by DOPHOS and the demand for the service

2.0Summary

2.1 It has been clear throughout the review that the Derbyshire Older
People’s Housing Options Service (DOPHOS) is:

well thought of by both clients and stakeholders,
supported by elected members,

strategically relevant,

delivering positive outcomes for all stakeholders,

2.2 It has been identified that DOPHOS has become well established across
the county and that there is identifiable need.

2.3 The current provider continues to build on their successes in delivering a
quality service and works with Derbyshire County Council to continuously
improve the service and the outcomes that clients are achieving. A
number of areas have been identified in which future provision can be
enhanced and these will need to be progressed with the successful
bidder.

3.0Recommendations

3.1 Based on feedback from stakeholders and the findings of this review the
following key recommendations are being made:

The DOPHOS is re-procured using an open tender process as
per the requirements of cabinet via InTend and is commissioned
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as one contract to deliver housing options information and
advice across the county (excluding Derbyshire Dales).

The service specification outlines the nature of support activities
and the requirements for signposting along with clear
expectations around referral pathways that need to be
developed to prevent service duplication.

The recommendation is that the 7 District and Borough Councils
come forward with the additional funding to increase the existing
FTE to one FTE worker per area as outlined in 8.09.1.2.8 and
8.09.1.2.9 of this report to support the current £190K annual
investment by Derbyshire County Council.

The specification will qualify maximum contract value and will be
subject to payment by outcomes in line with the payment scales
set out in the review.

Service configuration will be encouraged to be explored by each
potential bidder to encourage creativity and efficiency to deliver
the service across the 7 affected areas to enhance Value for
Money (assuming no additional funding becomes available from
the relevant district or boroughs).

The name Derbyshire Older People’s Housing Options Service
should be retained to identify the service from the Choice Based
Lettings schemes across the county, which often have similar
brand names.

4.0Background

4 .1Derbyshire & Derbyshire County Council

4.1.1

4.1.2

The County encompasses a wide geographical area which is split
into 8 Districts (Amber Valley, Bolsover, Chesterfield, Derbyshire
Dales, Erewash, High Peak, North East Derbyshire and South
Derbyshire). Each district is unique, varying in both demographic
composition and geographical size.

Derbyshire County Council (DCC) is the local authority charged
with the provision of;

Education

Social Care Services

Housing Related Support Services

Libraries and Heritage

Environmental Services (including Transport and Roads
and Highways)

Public Protection
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to the people of Derbyshire (population ~758,000). This is with the
exception of Derby, which as a Unitary Authority provides the
above services to the population of Derby City.

4.1.3 Overall Derbyshire’s population has a higher than average
proportion of people of retirement age compared to both the
national and regional trends and this trend is predicted to increase
in coming years.

% Age Group Distribution

70%

60% -

50% +—

40% -
@ England

% Population

30% 1+ | East Midlands
20% 1| O Derbyshire
0% +—
0-49 50 - 59 60+
Age Groups

4.1.4 Almost 90% of the retirement age population in Derbyshire live
either in their own homes as owner occupiers (approximately 68%)
or rent council/social housing dwellings (approximately 22%).

4.1.5 Further background information about Derbyshire is available by
visiting The Derbyshire County Councils Observatory web page.
http://observatory.derbyshire.gov.uk/IAS/

4 .2Derbyshire Adult Care’'s Accommodation and Support

4.2.1 Derbyshire Adult Care’s Accommodation and Support (Supporting
People) — DACAS(SP) - Services are funded by a number of
benefits that first came together in April 2003 and created the
Supporting People Grant. This grant now forms part of the Area
Grant and is no longer ring fenced for housing related support
services however Derbyshire are committed to investing into
preventative services that demonstrate positive outcomes for
people and a reduction in mainstream service provision through
early intervention.

4.2.2 DCC is one of 152 top tier authorities that now receives a non-ring
fenced grant to commission and procure support services working
in local strategic partnership with representatives of
district/borough councils, probation, health, voluntary sector
organisations, housing associations, support agencies and Clients.

4.2.3 DACAS(SP) Team commission services to meet the needs of over
15 different Client groups. This report focuses on the DOPHOS
provision which provides support to Clients with a primary Client
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group identified as Older People (those over the age of 50) or Frail
Elderly.

4 .3Derbyshire Older People’s Housing Options Service (DOPHOS)

4.3.1 The service was originally piloted by Derbyshire Dales District
Council (DDDC) and Age UK Derby and Derbyshire (AUKDD),
formerly Age Concern Derby & Derbyshire, in 2004 across
Derbyshire Dales and branded as Age Concern’s Housing Options
Service.

4.3.2 The Housing Options Service provided independent information,
advice, support and practical help to older people, for example
those living in unsuitable or poor housing and who wish to
consider their options of managing to stay put or move on to other
more suitable accommodation.

4.3.3 The service established in Derbyshire Dales and it's high value
and benefits became clearly evident. As a direct result of the 5
year project in the Dales Derbyshire Adult Care, working in
partnership with Local Authority and Housing Association
representatives, proposed expanding the service to meet the
needs of Older People across the whole County in 2009.

4.3.4 In mid-2009 the service was jointly commissioned to cover the
remaining 7 districts and build on the now established experienced
service being delivered by Age UK. This was achieved with core
funding being provided by Derbyshire Adult Care, through the
DACAS(SP)Team, a grant to cover the costs of 1FTE equivalent
post from CLG’s Enhanced Housing Options program and “in kind”
funding from 7 Local Authorities and Housing Providers to host the
workers in each of the districts/boroughs.

4.3.5 To give continuity across the County the service was rebranded as
the Derbyshire Older Peoples Housing Options Service
(DOPHOS).

4.3.6 AUKDD currently delivers the service across the 8 Local
Authorities and are contracted to do so until 31%' March 2012 in 7
districts with the exception being Derbyshire Dales.

4.3.7 The service in the Derbyshire Dales continues to receive 100%
funding from Derbyshire Dales District Council and as such is not
subject to the findings of this review

4.3.8 DOPHOS delivers positive outcomes and contributes in
maintaining individuals’ independent living which meets the
requirements of NI142 and supports all 7 outcomes for Making
Care Personal.
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4.3.9 In addition to meeting the 7 outcomes for Making Care Personal
and contributing to NI 142 there are a number of other benefits to
District Councils, Housing Providers and existing services
including:

Improved user satisfaction,

Reduction in unsatisfactory placement of older people

The freeing of family accommodation that has been
occupied by single people which help to reduce under-
occupancy rates

Existing services are better utilised as older people receive
specific information and are referred to services more
appropriate to their needs

Increased welfare benefits

5.0 Strategic Need

5.1 This section of the report will highlight strategy, Demographic, ethnic and
disability background need for a Housing Options service for Older
People across Derbyshire

5.2Strateqy

5.2.1 Derbyshire’s Adult Care Service Plan 2010 — 2014 pages 42 & 43
clearly identifies creation of Housing Options services for adults
facing social exclusion as an important contributor to improving
choice and flexibility which can enable them to lead independent
lives.

5.2.2 Extension of DOPHOS to cover the whole county meets the two
Adult Care’s Service Plan objectives in that by 2014:

all older people to be able to access a Housing Options Service
and

the provision of information, advice, support and practical help to
older people living in poor or unsuitable housing to ensure that
they can make informed decisions about their housing and
accommodation options available.

5.2.3 Going forward DOPHOS also has a role to play in meeting the
objectives of Derbyshire’s strategy for prevention “Your Life Your
Choice” page 18 section 5.1.1, Pre-investment Primary
Preventative Services

5.3Demographics

5.3.1 As highlighted in the Strategic Review of Older peoples services a
report completed for the Derbyshire equalities profile in 2007
identified that Derbyshire’s total population stood at 758,200, 51%
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of which were female and 49% male, with females outnumbering
males in most districts.

5.3.2 At mid-2007 the population of Derbyshire stood at just over
758,000 of which 23% are children and young people (aged 0-19),
55% are of working age (females aged 19-59 and males aged 19-
64 males) and 22% are of retirement age (females aged 60+ and
males aged 65+) Over the next ten years, Derbyshire’s population
is set to increase by 8%. The increase in the number of children
and people of working age is forecast to be relatively small, whilst
the number of people of retirement age is forecast to increase
more significantly; by up to 25%.

% per District of Total Population Derbyshire

South Derbyshire Amber Valley
12% 17%

North East
Derbyshire

13% Bolsover

10%

High Peak

12% Chesterfield

13%

Derbyshire Dales
14% 9%

5.3.3 ~17% of Derbyshire’s total population resides in Amber Valley, this
reflects the high number of market towns (hence population
centres) found in this district.

5.3.4 Derbyshire Dales and Bolsover have the lowest proportions of
Derbyshire’s population, with 9% and 10% respectively, this
corresponds to their predominantly rural nature and in the case of
Bolsover the migration of the population may be due to a decline
of industrial activities (specifically coal mining ) which provided
employment for a large proportion of the district’'s population.

5.3.5 Despite the unique and varied nature of the remaining districts
~62% of Derbyshire’s total population is distributed equally
between them, this population trend is very closely repeated when
the group aged 50 - 59 is examined.

5.3.6 Table 1 shows the % Total Derbyshire Population for each area
and the % of area population that is over the age of 50. The
percentages of individuals ‘Over 50’ in the National and Regional
populations are 34% and 35% respectively.

Table 1: Distribution of % population aged 50 or above

I mm——
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I
in Derbyshire compared with National and Regional

5.3.7

5.3.8

averages
% Total % of District

Derbyshire Population

Population ‘over 50’s’
National - 34
Regional - 35
Derbyshire - 38
Amber Valley 17 38
Bolsover 10 37
Chesterfield 13 37
Derbyshire Dales 9 44
Erewash 14 36
High Peak 12 36
North East Derbyshire 13 41
South Derbyshire 12 34

Author: lan Gregory

Analysis of the district populations shows that apart from South
Derbyshire, which has a lower ‘over 50’s’ population than the
National and Regional average, the remaining 7 local authorities
have higher ‘over 50’s’ populations than the National and Regional
averages. Derbyshire Dales and North East Derbyshire that have
the largest ‘over 50’s’ populations containing 9% and 8%
respectively more individuals over the age of 50 than the regional
average.

Table 2 below shows the IMD Scores for Local Authorities in
Derbyshire. Bolsover has the highest levels of deprivation with an
Index of Multiple Deprivation (IMD) Score of 28.9 which reflects
the high unemployment and poor health levels in the area and
Derbyshire Dales has the lowest reflecting the more affluent
nature of the district. These factors have been included later in
the report when reflecting on and, proportioning resources across
the 7 areas.

Table 2: IMD Scores for LA in Derbyshire

IMD Score
Bolsover 28.93
Chesterfield 25.75
Amber Valley 18.12
Erewash 17.98
North East Derbyshire 17.37
High Peak 15.34
South Derbyshire 13.93
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I
Derbyshire Dales 12.53

5.3.9 It must be highlighted that where an area is more rural the lack of
concentrated population centres can mean access to generic
services may be an issue and result in a major dilemma for rural
service delivery agencies. This is reflected in the high score for
Barriers to Housing and Services component of the overall IMD
Score.

5.3.10 Itis now generally accepted that a larger proportion of today’s
population will live longer than previous generations as medicine,
treatments and lifestyles continue to improve with time. This
longevity will place greater pressure on funding and services
delivered for older people especially as individuals look to remain
in their homes for longer.

5.3.11 The total population in Derbyshire is predicted to increase over the
next 10 years by just under 10%, this does not accurately reflect
the predicted changes in individual age groups as there is a
significant reduction predicted in the 0-19 age group which masks
changes in the number of working age (20 -59 years) and the 60+
age individuals which are predicted to increase by just over 25%
and just under 25% respectively. The graph below illustrates this
more clearly

Predicted % Change in Population Age

—0— Age 0-19 —— Age 19-60 ==e==Age 60+ = @ =Total Population
30%

i ‘/0

20%

0 L .
10% e

0% —@

2016 2018 2020 2021

2019

2017

% Change in Population

-10%

-20% -

Year

5.4 Ethnicity

5.4.1 From a small base of around 20,000 in 2001 Derbyshire’s BME
population has increased significantly. Between 2001 and 2006
Derbyshire’s BME population grew by 75%, in contrast to an
increase of only 5% in the White British population.

5.4.2 In 2006, Derbyshire’s BME population stood at 36,200 forming
4.8% of the total population.

5.4.3 The age structure of the BME population in Derbyshire is
significantly ‘younger’ than that of the White British population.
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Only 10.8% of the BME population are of retirement age (4,000)

compared to 20.7% (149,495) of the White British population.

Table 3: Retirement age (Females 60+/Males
65+) 2006 as a % of the BME population

Author: lan Gregory

County E Mid | England
% % %
All 20.2 19.1 18.6
White British 20.7 20.2 20.3
10.8 10.3 9.6
5.5 Disability
5.5.1 There are major difficulties in defining and measuring disability in

5.5.2

5.5.3

a population. The two definitions used within the report are

described as follows:

The Annual Population Survey which provides information

on the proportion of the working age population who are

disabled and work-limiting disabled (as defined according

to the Disability Discrimination Act). In 2005 14% of the
working age population in Derbyshire were disabled or

work-limiting disabled, higher than both the regional (12%)

and national (11%) figures; and

Data on the number of people who declare themselves to

have a limiting long-term illness from the 2001 Census.

Nearly 148,000 people in Derbyshire have a limiting long-
term iliness representing 20% of the total population. This

is well above the national average.

Derbyshire has a higher than average proportion of the working

age population that are disabled or work-limiting disabled, as

defined by the Disability Discrimination Act.

Nearly 148,000 people in Derbyshire have a limiting long-term

illness representing 20% of the population of the county. This is
above average levels with the region having 18.4% and England
having 17.9% of people with long term limiting illness. Derbyshire
also has above average levels of carers supporting those with a

limiting long-term illness.

6.0 Equality Assessment
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6.1 All DAS(SP) services (including DOPHOS) provided to older people and
people with a physical or sensory disability in Derbyshire have an open
referral access policy and have no blanket exclusions.

6.2Every application for a service is risk assessed on a case by case basis
to determine eligibility.

6.3 Services in Derbyshire are offered without prejudice regardless of
religion, gender, age, race, disability, or sexual orientation (ReGARDS).
This policy is fundamental to all proposed newly commissioned or, re
modelled service provision to prevent discrimination.

6.4 Cultural specific services are limited in Derbyshire owing to the small
BME population figures and the subsequent low demands for services
and cultural specific support around housing options information is
achieved through information sharing, experience and best practice.

6.5 The service will need to marketed and engage with minority groups
across Derbyshire to ensure that an awareness of the service along with
the benefits it provides are highlighted. As with many of the minority
groups sharing experience between clients through word of mouth
provides the confidence and encouragement for others in their
community to engage with the service.

7.0 Mapping Service Provision
7.1 Current Staffing, Funding and Base

7.1.1 Derbyshire Dales

7.1.1.1 The service was initially commissioned by Derbyshire Dales DC
(DDDC) in 2004 through Age Concern Derby & Derbyshire (now
Age UK Derby & Derbyshire) funded by the removal of the 2nd
homes Council Tax rebate.

7.1.1.2 There are three full time equivalent posts covered by four staff
that, along with the full time Service Manager and part time
Administrator, are based at Derbyshire Dales District Council
offices in Matlock.

7.1.1.3 The provision of the DOPHOS going forward will not include any
staffing or funding for the Derbyshire Dales area who will
continue to provide the Age Concern Housing Options Service.

7.1.2 Amber Valley and Erewash

7.1.2.1 The service was introduced into Amber Valley and Erewash in
November 2009 with one full time equivalent worker in each
area. In Amber Valley the worker is based at Amber Valley
Housing Limited (AVHL) in Ripley and in Erewash the worker is

I mm—
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based at Erewash Borough Council Offices in the Town Hall at
llkeston

7.1.2.2 The service is jointly funded by Derbyshire Accommodation and
Support (Supporting People) and DCLG Enhanced Housing
Options Trailblazer grant to the end of December 2011. From
January 2012 funding from Derbyshire Accommodation and
Support (Supporting People) Team will continue to fund one full
time equivalent post which will be shared between the two areas
until 31 March 2012.

7.1.2.3 Consideration has yet to be given to determine whether the role
will consist of two part time posts or one full time post.

7.1.3 High Peak

7.1.3.1 The service was introduced in March 2010 with one full time
equivalent worker based within High Peak Community Housing
offices at Furnace Vale.

7.1.3.2 The post is 100% funded by Derbyshire Accommodation and
Support (Supporting People) grant until 31 March 2012

7.1.4 Bolsover, Chesterfield and North East Derbyshire

7.1.4.1 The service was introduced in October 2009 with two full time
equivalent posts split equally across the three areas. There are
three workers (1 full time post and 2 part time posts), and
resource is pooled to deliver the service across the three areas.

7.1.4.2 All staff share office space with the North Derbyshire Home
Improvement Agency in Chesterfield which is hosted by
Chesterfield Borough Council above their Housing Solutions
Centre.

7.1.4.3 The two FTE posts are 100% funded by Derbyshire
Accommodation and Support (Supporting People) and are due
to end 31 March 2012.

7.1.5 South Derbyshire

7.1.5.1 The service was introduced in May 2010 with one full time
equivalent worker based within the housing team at South
Derbyshire District Council offices in Swadlincote.

7.1.5.2 The postis 100% funded by Derbyshire Accommodation and
Support (Supporting People) and is due to end 31 March 2012

7.2 Staff Observation
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7.2.1

1.2.2

7.2.3

Author: lan Gregory

It is clear from information gathered DOPHOS workers have a

wide range of skills to enable them to manage a varied caseload
and achieve successful outcomes for clients.

To gain a better understanding of the service on Tuesday 21

June a project officer from DACAS(SP) team shadowed the
Erewash DOPHOS worker for the day.

A brief overview of each case was provided prior to the face to

face meetings (6 home visits and 1 office visit were observed), as
well as background into how and why clients had been referred
into the service. The worker explained how each client was being
supported by DOPHOS to achieve agreed outcomes.

Table 4: Details of Cases Observed

Client

Situation

Actions This Visit R

equired Outcome

1

Private tenure, very
poor living conditions.
Environmental health
involved in tracking
landlord.

Client has poor
mobility and health

Care agreed in
principle but due
concerns about the
condition of the
property and worker
safety it is not yet in
place

Complete Salcare
forms request
charitable funding for
white goods

Check GP’s
appointment is made

Obtain DLA letter

Transfer to social
housing tenure —
ongoing, support with
Choice Based
lettings system

Receipt of all entitled
benefits — ongoing

Care package in
place

Clients were originally
owner occupiers, who
have been supported
to move to social
housing bungalow.

Waiting to sell
property, support to
ensure housing
benefit and the
correct council tax
rebates in place for
transition period

Check housing
benefit and council
tax situations are
correct

Complete DLA
review pack with
additional information
to appeal decision

Transfer to more
suitable property —
achieved

Receipt of all entitled
benefits — ongoing
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Returning owner
occupier ex-pat with
dependant family
member.

Reconsideration of
DLA decision by
telephone

Sale of property

Move to suitable
social housing

Receipt of all entitled
benefits

Private tenure.

[l health resulting in
declining
independence

Discussion care
arrangement/conting
ency plans

Complete
Attendance
Allowance form

Tentatively looking at
possibility of move to
more suitable
property or
engagement with
more suitable
support services

Receipt of all entitled
benefits

Owner occupier.

Placement in care
home setting due to
property in poor
disrepair resulting in
ceiling collapse.

Client has been
supported to move to
social housing
bungalow.

Waiting to sell
property, support to
ensure housing
benefit and the
correct council tax
rebates in place for
transition period

Update on change to
charity application
conditions for white
goods

Check on council tax
situation as property
not habitable

Moved to social
housing — achieved

Receipt of all entitled
benefits — ongoing

Owner occupier in
financial difficulties

Outcome of
Derbyshire Housing
Aid meeting

Cash for next 2
weeks

Issues about support
in the future

Discussion around
closure of case

Support to alleviate
financial difficulties —
signposted to DHA.

Client agreed the
case could be
closed
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7 Owner occupier Checking day care Obtain respite care —
situation/equipment | achieved

Partner with ill health
affecting clients Discussion around Supported to

quality of life closure of case challenge care
package being
received and
diagnosis of partner’s
condition

Client agreed the
case could be
closed.

7.2.4 Both Table 4 and the Case Studies in Section 8.8 provide an
insight into the complexity and content of typical cases dealt with
by the service. The cases observed show the caseload dealt with
on a daily basis can cover clients at almost every stage of support,
as well as clients with varied understanding and acceptance of
their needs/situation.

7.2.5 Although the DOPHOS worker was sympathetic to client needs
they were very clear about the support they were providing and
ensured clients understood the potential outcomes, both positive
and negative (i.e. Applying for high rate DLA could have a positive
outcome where the benefit is awarded but it could also have a
negative outcome because the existing award could be
withdrawn).

7.3 Current Derbyshire Accommodation & Support Funding

7.3.1  Currently the DACAS(SP) contract value for DOPHOS is
£197,688 p.a. As detailed above this funding supports the salaries
for 5 FTE workers, associated costs including recruitment,
training, travel costs as well as the management and
administration of the service excluding the service in Derbyshire
Dales.

7.3.2  The contract is currently Block Gross, which is applied across the
majority of the DACAS(SP) Services however most other Older
People service funded are on a Block Subsidy basis where
services are rewarded only for the number of Clients using the
service.

7.3.3 At this time Block Gross contractual arrangements are paid, an
annual contract value at full capacity every 4 weeks in advance
regardless of utilisation or performance of the service.
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7.3.4

As identified in the Strategic Review of Older peoples services

there are recognised benefits and disadvantages to this payment
method and, with specific regard to DOPHOS, these are
summarised in Table 5 below.

Table 5: Disadvantages and advantages of Block Gross Contracts

Disadvantages

Advantages

Funding is paid regardless of service
performance against availability and
utilisation (at this time).

No control over who the service is
paying for

Lack of information around current
unit utilisation

More contract management time
needed to audit and validate
utilisation of services with large unit
numbers

Possible claw back in funding at year
end when under performance
identified

Less validation of people leaving
services and outputs/outcomes for
older people

Reduced admin for the SP Team
(freeing up of staff resource)
Provider has consistent income level
every 4 weeks

Stability of income/budget for
provider and administering authority

7.4 Quality Assessment Framework Lite (QAFLite)

The Quality Assessment Framework sets out notionally adopted

quality standards for all housing related support services to
achieve. This Framework has two elements the full QAF and the

The QAF has been designed in such a way to encourage

organisations to develop their services and had three achievable
standards, “C” which is the minimum achievable accepted
grading, “B” which reflects enhanced processes and practices
and finally “A” indicating that the service demonstrates and
delivers a service of excellent quality against the enhanced

The QAFlite was designed for smaller providers and services

that would not warrant the investment in some processes and
practices due to their size or in some cases value. This
framework is restricted to “C” grading and offers no enhanced
standards for the provider to achieve however providers are
always encouraged to develop the quality of their services.

7.4.1
QAFlite.
7.4.2
standards set out.
7.4.3
7.4.4

For the purpose of this review it was requested that the

DOPHOS service complete the QAFlite.
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7.4.5 Age UK Derby and Derbyshire submitted a QAFlite at the
beginning of June 2011. The Accommodation and Support
Team have conducted a number of visits to meet managers and
staff of the service in order to validate that their performance is
meeting the minimum expected standard.

7.4.6 Managers and staff members demonstrated a good

understanding of the outcomes that the service can assist
Clients to meet. The service is known to and works well with a
number of other organisations including statutory agencies. The
staff conducted themselves professionally and, on a review of a
cross-section of case files, their interventions appear meaningful
and have made a discernable difference to many Clients’ lives.

7.4.7 There are some procedural requirements of the QAFlite that will
now form the basis of an action plan for the service moving
forward. The service is receptive to instigating these changes as
soon as possible with a view to meeting all the requirements of

the QAFlite by late summer 2011.

7.4.8 As part of the commissioning requirements it is clear from the
review that going forward the nature and scope of the service
has highlighted a strong case that the new service will be
required to perform against those standards set out in the full
QAF and, be required to attain “B” grades against all the set
standards in line with other housing related support services

funded in Derbyshire.

8.0Service Benefits

8.1 Conclusions drawn in this section are based on the analysis of data
submitted by the existing service as Pl Workbook data, Client Record

Forms and Outcome Forms for 2010 — 2011.

8.2Demand

8.2.1 Analysis of the data in Table 6 shows that during 2010 —
2011over 890 older people contacted DOPHOS with ~60%
completing support within the same period.

Number % Total
of number of
clients enquiries
Total number of enquiries received between 5™ April 897 i
2010 to 3" April 2011
Number of enquiries closed either at the initial point
i L 168 18.7
of contact or within 1 week of initial contact.
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Total number of clients supported for more than 1

I . 729 81.2
week after the initial enquiry
Total number of clients completin&:] support (case 365 407
closed) between 5™ April 2010 to 3" April 2011 '
Number of clients receiving continuing support into 364 406
the ‘new monitoring’ year (4™ April 2011 onward) '

Table 6: Number of Clients accessing the service between 5" April 2010 to
39 April 2011

Assumptions:
. All data is for the reporting period 5™ April 2010 to 3 April 2011

Data does not include clients accessing the Derbyshire Dales service

All clients contacting the service in the remaining 7 local authority areas
have been recorded in the Pl Workbook
Client record forms have been submitted for all clients whose query was

not dealt with at the initial point of contact

Outcomes Forms have been submitted for all clients leaving the service
between the above dates

8.2.2

8.2.3

8.2.4

~18% of the initial enquiries were dealt with within the first week,
with enquiries being identified as needing to be signposted to

more appropriate services or information being provided with no
additional support being requested.

~40% of the initial enquiries have been dealt with within the
2010 — 2011 period, with 82% (286) cases being closed within 6
months of the enquiry being made and the remaining 18% (62)
cases being closed within 6-12months of the enquiry being

made.

This leaves ~40% cases as work in progress at the beginning of
April 2011, the length of support will vary depending on when
the enquiry was originally made

8.3 Referral Source

8.3.1

Referrals come from a variety of sources Table 6 shows a
breakdown of numbers per area from the most common ones.

Table 7: Source of DOPHOS Referrals

% Total Referrals
Amber Erewash High North_ South_
Valley Peak | Derbyshire | Derbyshire
Referral Source
Local Authority housing
Department (Housing 27.2% 4.5% 3.6% 29.1% 53.2%
Management)
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Nominated by Local Housing

Authority (District/Borough 11.2% 6.0% 10.7% 9.7% 9.7%
Council Office)

Total Local Housing Authority 38.4% | 10.4% | 143% | 38.7% 62.9%
Referrals

Social Services 17.6% 9.7% 4.3% 2.6% 10.6%
Health Service/GP 0.0% 0.0% 0.0% 3.1% 0.0%
Police 0.0% 0.0% 0.0% 0.4% 0.0%
Community Mental Health Team 0.0% 0.7% 0.0% 0.0% 0.0%
Total Statutory Referrals 17.6% 10.4% 4.3% 6.2% 10 .6%
Self Referral/Direct Application 25.6% 61.1% 67.9% 32.1% 23.2%
Voluntary Agency 15.2% 3.0% 0.7% 4.0% 1.9%
Other 3.2% 14.9% 12.9% 18.9% 1.0%
Total Referrals Per Area 17.1% 18.4% 19.2% 31.2% 14 2%

Please note that the figures above for North Derbyshire are for 2 workers covering 3 areas

8.3.2

Data in Table 7 above suggests that worker base location may

have an impact on the number of referrals received from
different sources.

8.3.3

In High Peak where the worker was located in the Town Hall for

a period before relocating, and in Erewash where the worker is
based within Town Hall, and

8.3.4

in North Derbyshire where the workers are based within the HIA

office referrals from Local Authority Housing Departments and
Housing Management Organisations are much lower compared
to both Amber Valley and South Derbyshire where workers are
based at AVHL and with the Local Authority Housing Team.

8.3.5

The two areas where workers were based in the Town Hall for a

similar period appear to have received almost 50% more self-
referrals than when workers are based elsewhere.

8.3.6

The worker in the High peak has been relocated to a base within
High Peak Community Housing, in view of the potential

correlation of location with the high number of self-referrals, an
how the move impacts on the number being made needs to be
monitored and whether the number of referrals received from
Local Authority Housing Departments and Housing Management
Organisations increases.

8.3.7

At a local level almost 18% of referrals in Amber Valley are from

statutory agencies, with just over 10% in both Erewash and
South Derbyshire. High Peak and North Derbyshire receiving
less than 5% of all referrals from this source and would suggest

work needs to be done around two factors:

Investigation into why referrals in Amber Valley from

statutory agencies are higher
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I
The marketing of the service with statutory agencies

Combined referral numbers per source as % of total number of
referrals received

Other
12% Local
Voluntary Authority:
Agency Housing
5% Department or
Housing
Management
Organsiation
32%
Self
Referral/Direct Statutory
Application Agencies
42% 9%
8.3.8 The above chart shows that almost 75% of all clients supported

by the service are either referred to the service by local authority
housing department or housing management organisations or
self-refer.

8.3.9 The low percentage of referrals coming from both statutory and
voluntary bodies indicates further marketing is needed to raise
awareness of DOPHOS to workers in these areas.

8.3.10 A developing source of referrals is through First Contact which is
a single point of contact initiative in Derbyshire between people
and a range of community based support, services and benefits.

8.3.11  Referrals are generated from a number of sources and allow
agencies to refer clients to other services when they have
identified a need they are unable to meet.

8.3.12  Although First Contact has now been launched countywide only
six of the seven Local Authority areas covered by the DOPHOS
are receiving referrals, the High Peak service was not up and
running during the launch of the pilot First Contact scheme back
in June 2008. It will however be included in the scheme when
the new version of the checklist is agreed at the end of
September 2011.

8.3.13 Data suggests that referrals to DOPHOS from First Contact will
be in the region of 2-3 per month for each Local Authority area.
This equates to ~200 in total being received each year.
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8.3.14  Where very vulnerable clients are identified as needing
additional services to meet their housing needs DOPHOS
workers should be encouraged to use First Contact to refer to
other agencies and targets will need to be considered when
procuring the service.

8.4Tenure
8.4.1 This data is collated from the client record forms submitted to St
Andrews for all new referrals
8.4.2 Table 8 below shows the different types of client tenure at the
point of referral into the service across the 7 areas covered by
DACAS(SP) funding.
Table 8: Client Tenure at Initial Referral
Amber High North South
Valley Erewash Peak | Derbyshire | Derbyshire Total
Mobile home/caravan 1.8% 0.0% 0.0% 0.0% 0.0% 0.3%
Shared ownership 0.0% 0.0% 1.5% 0.0% 0.0% 0.3%
Living with family 0.0% 0.0% 0.0% 1.3% 0.0% 0.6%
Other 3.5% 0.0% 0.0% 0.7% 3.8% 1.1%
Residential care home 0.0% 5.0% 3.0% 0.7% 3.8% 1.9%
Missing (Details not 18% | 1.7% | 3.0% 3.3% 26.9% | 4.4%
provided by the client)
Housing association 1 o0 | 2000 | 0.0% 3.3% 0.0% | 4.7%
general needs tenancy
Local authority general | 5500 | 5705 | 104% | 1.3% 115% | 5.0%
needs tenancy*
Supported Housing 3.5% 8.3% 0.0% 7.3% 0.0% 5.0%
Private sector tenancy 3.5% 8.3% 7.5% 4.6% 23.1% 6.9%
Housing association
general needs with 0.0% 1.7% 0.0% 31.1% 0.0% 13.3%
floating support*
Housing for older people* | 33.3% 8.3% 29.9% 6.0% 26.9% 16.6%
Owner-occupation 49.1% | 40.0% 44.8% 40.4% 3.8% 39.9%

*Figures may included both local authority an housing association stock

8.4.3 Although it was agreed by stakeholders that DOPHOS should
support clients from all tenure it was established that the
extended service would focus on owner occupiers as a priority
group as they often have unequal access to other support
services.

8.44 The chart below clearly shows that almost 40% of clients
accessing DOPHOS are owner occupiers.
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Residential care
home
1.9%

Mobile home/ Living with Other
caravan family
0.3% 0.6%

Housing association

Shared Missing general needs
ownership 4.4% tenancy
0.3% 4.7%

Local authority
general needs

tenancy
5.0%
Owner Supported
OCCUanOn Housing
39.9% 5.0%
Private sector
tenancy .
6.9% Client Tenure at
Referral
Housing for . L
Housing association
older people eneral needs with
16.6% genere
floating support
13.3%
8.5Age and Sex of Clients
8.5.1 This data was collated from the Client Outcomes forms
submitted to St Andrews
8.5.2 The graph below shows that in the majority of areas over 62%

of clients contacting DOPHOS are female, only South
Derbyshire showed an even split of males and females.

Sex of Clients Engaging With DOPHOS

100.0% -
90.0%
80.0% -
70.0%
60.0% - ON/K
50.0% —— @ Male
40.0% - O Female
30.0% — —
20.0%
10.0% —

0.0%

% Total Clients per Area

Amber Valley Erewash High Peak South North Totals
Derbyshire Derbyshire
Geographical Area

8.5.3 The graph below shows the age range distribution of clients
accessing DOPHOS.
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8.54 The above graph shows that although there is a need for
DOPHOS support for younger older people potentially less than
5% of all clients are from the under 60s.

8.5.5 There is however a sharp increase in the number accessing the
service from the age of 60 onward, with almost ~50% of clients
being between the ages of 75 and 84years old.

8.5.6 The graph indicates a roughly symmetrical distribution across
age groups and tracks the age group distribution within the wider
population. In view of the increased retirement age currently
proposed and predicted aging population it is likely this will push
the graph further to the right across the age range

8.5.7 The 60 — 64 age group shows a slightly elevated percentage of
clients accessing the service, this may be a reflection of
individuals looking at their retirement options with regard to
housing and those who were encouraged to become owner-
occupiers in the mid-1980’s who are now struggling to maintain
large family homes in retirement and are considering
downsizing, releasing equity or considering accommodation with
lower maintenance.

8.6Length of Stay
8.6.1 Analysis of Outcomes forms and the Pl Workbook data (Table 9
shows that a total of 529 clients left the service during 2010 —

2011, of these ~34% were dealt with within 1 week of engaging
with the service and the case closed.

Table 9: Client length of stay
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Clients Leaving the | % Clients Leaving
Service the Service

0 -1 Week 181 34%
1Week - 24 Weeks* 286 54%

6 Months - 12 Months 62 12%

12 Months - 24 Months 0 0%

Total number of clients

. . 529
leaving the service

* figures are based on a calendar month being 4 weeks

8.6.2

8.6.3

8.6.4

8.6.5

~54% of cases appear to be closed within 6 months of the initial
date of engagement with the service and ~12% are closed within
6 — 12 months.

DACAS(SP) identify the service as a short term service,
meaning that clients are normally supported for a period of up to
2 years and any clients requiring specific long term support
should be referred on to more appropriate services within the 2
years. It has been identified from the data provided through the
P1 workbooks that clients will have an average length of stay in
the service of less than 9 months.

Data for the number of clients leaving the service between 1 and
2 years from their engagement date was not available from the
Outcomes forms as at the end of the recording period for 2010 —
2011 the service had only been operating for 1 year.

Early indications, combining the first 2011 Pl Workbook and
2010 — 2011 Outcomes Form submissions data, suggest that
over 80% of clients will be dealt with within the first 12 months of
engaging with the service.

8.7 Client outcomes

8.7.1

8.7.2

Table 10 shows the recorded outcomes for Clients leaving the
service between 5™ April 2010 and 3™ April 2011.

Outcomes for clients are measured by the service throughout
the period of support and there are 21 recognised outcomes that
can be achieved that fall within 5 main headings identified in the
table below. Services are not required to meet all 21 outcomes
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for each client and the numbers of outcomes are driven by the
needs of the individual.

Table 10:Outcome for clients leaving the service between 5" April 2010 and 3" April

2011
Number % Nvldrr]rél?gr % Where
presenting | Presenting need has
need has
need need been met been met
Total number outcomes forms
submitted 365
ACHIEVE ECONOMIC WELLBEING
1a Maximising income, |nclu.d|ng receipt of 209 5704 156 750
the correct welfare benefits
1b Reduced reduce overall debt 17 5% 12 71%
1ci Obtained or is participate in paid work 1 0% 1 100%
1cii Part|C|pa_1t|ng in work whilst in receipt of 1 0% 1 100%
the service
ENJOY AND ACHIEVE
2ai Participate in desired training or education 0 0% 0 0%
2aii Ach|_e_ved_ or is working towards a 0 0% 0 0%
qualification
2 _Part|C|pated in Ielsur_e/_c_ulturallfanh and/or 10 3% 7 20%
informal learning activities
2c Participated in work-like activities 2 1% 2 100%
odi Estabhshed contact and is maintained 145 40% 124 86%
contact with external services/groups
odii Estabhshed contact and_ is maintained 145 40% 68 47%
contact with friends/family
BE HEALTHY
3a Better managed physical health 63 17% 54 86%
3b Better managed mental health 22 6% 20 91%
3c Better managed substance misuse issues 4 1% 2 50%
3d Mamta_un_ed independent living as a result 66 18% 65 98%
of assistive technology or adaptation
STAY SAFE
4ai Ma|_nt.a|n|ng. a_ccommodauon and is 21 6% 17 81%
avoiding eviction
4aii Supported to secure / obtain settled 75 219 49 65%
accommodation
4b Complied with statutory orders 0 0% 0 0%
Aci Better managed self harm 0 0% 0 0%
Acii Avoided causing harm to others 0 0% 0 0%
4ciii | Minimised risk of harm from others 1 0% 1 100%
MAKE A POSITIVE CONTRIBUTION
5 Developed ponﬂdence and _ab|l|ty to have 191 5204 179 94%
greater choice, control and involvement

SP Short-Term Outcome Data (April 2010 - March 2011) - All Clients - Service by All Outcomes - Age UK
Derby & Derbyshire

8.7.3 A number of the outcomes have lower percentage than would be
anticipated (i.e. 1a Maximising income, including receipt of the
correct welfare benefits and 1b Reduced reduce overall debt)
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and it has been identified by both AUKDD and the DACAS(SP)
team that the service has not recorded all possible outcomes.
The impact of this will be identified later in the review in Section
9.4.2 Payment by Outcomes.

8.8 Case studies

8.8.1 Case studies have been collected from each area and illustrate
the wide range of issues workers are faced with.

8.8.1.1 Appendix 1: Amber Valley, the case studies have been
provided by Amber Valley Borough Council and taken from
AUKDD update reports presented at the regular Steering
Group Meetings

8.8.1.2 Appendix 2: Erewash, case studies have been taken from
AUKDD update reports presented at the regular Steering
Group Meetings

8.8.1.3 Appendix 3: High Peak, the case studies have been
provided by High Peak Borough Council and taken from
AUKDD update reports presented at the regular Steering
Group Meetings

8.8.1.4 Appendix 4: North East Derbyshire, Bolsover and
Chesterfield, case studies have been taken from AUKDD
update reports presented at the regular Steering Group
Meetings

8.8.1.5 Appendix 5: South Derbyshire, case studies have been taken
from AUKDD update reports presented at the regular
Steering Group Meetings

8.8.2 Although the case studies in the appendices illustrate the wide
range of issues that DOPHOS workers are faced with, they also
highlight the service may have a reluctance to release or transfer
responsibility for cases to other agencies in some instances for
more specialist or longer term support.

I.e. Appeal of benefit award decisions — referral to Welfare
Rights

I.e. Housing repairs & funding for housing repairs —referral
to the Home Improvement Agency

I.e. Long term emotional support — referral into floating
support or befriending services

8.8.3 To ensure the service going forward is able to meet demands
with resources available clearly defined boundaries for support
and signposting on need to be established.

8.9Client Interviews

I m——
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8.9.1

8.9.2

8.9.3

8.9.4

8.9.5

10 clients from a sample of the 50 most recently closed cases
covering Amber Valley, Erewash, Bolsover, North East
Derbyshire, Chesterfield, High Peak and South Derbyshire were
contacted by AUKDD to ask if members of the Derbyshire
Accommodation and Support team could visit and interview
them regarding their experience of being supported by
DOPHOS.

Eight face to face visits were made between 12" July and 14"

July.

Interviews were based on the Peer Reviewing Questions
established as part of the QAF Validation process. A number of
the standard reviewing questions were deemed not applicable to
this service and were not used during the interviews a copy of
the questions used can be seen in Appendix 6.

Client responses to questions asked can be seen in Appendix 7.

Findings from the client interview conducted are:

The clients interviewed were either private tenants or
owner-occupiers, and were referred into the service by
various methods (including self-referral, referral by friend
or family, worker from statutory body).One client
described how they attended an event for older people
where a DOPHOS worker offered to ‘do a benefits check’
and arranged a visit.

All clients confirmed that regardless of the initial identified
need workers had discussed what Housing Options were
available to them, those remaining in their existing
property stated they felt they had a better understanding
of their options and would feel comfortable contacting the
service for support if in the future they considered moving.

The majority of the clients interviewed indicated that one
of the positive outcomes of engaging with the service was
that they were now either in receipt of their full benefit
entitlement or aware of what they could potentially be
eligible to apply for.

For 4 out of the 8 clients interviewed improvement in their
financial situation was the primary benefit which had a
positive impact on their ability to fund other activities
which improved the quality of their lives i.e. increased
income allowed one client to fund transport which enables
them to maintain their social networks.
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4 of the 8 clients were either aware DOPHOS was
delivered by Age UK or that Age UK was connected to the
service in some way. Of those clients who were aware
Age UK delivered the service only 2 indicated this
information influenced their decision to engage with the
service. The remaining clients interviewed thought the
service was provided by their local borough/district
council.

All clients interviewed were unaware DOPHOS is a
Derbyshire County Council funded service.

Clients all stated they felt the worker had time to listen to
them and explained anything they didn’t understand
which was something they felt was rarely done by other
services. One client said the workers made them feel as if
‘someone was on your side, if they can’t do something
they say so and explain why not'.

Feedback from all clients indicated that initial outcomes
were positive, with each achieving goals identified at the
beginning of their support.

Clients were able to recall the areas of support that they
had received however none of the clients were given
written confirmation of support activities in either a
support plan or letter format.

4 clients have made a tenure move as a result of support
from the service, each has been settled for at least 6
months in their new accommodation. It was identified that
2 are satisfied with both their decision to move and the
properties they now occupy but 2 the longer term
outcomes may not be as successful.

There is an opportunity going forward for the service to
gain valuable knowledge from clients after the point of exit
from the service with a possible pre determined period
follow up. This would inform service delivery and future
outcomes

~50% of clients indicated the DOPHOS worker had
spoken to or liaised with a family member/friend or
neighbour acting on their behalf at some point during the
case (often when the client was hospitalised or recovering
from a life changing experience). Some concern have
been raised that at these times the impact of decisions
being made may not be fully understood by the client and
may contribute to the less favourable long term outcomes.
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Responses from some clients raised concern about
safeguarding referrals further investigation has shown
that the service does make relevant safeguarding
referrals. However the DACAS(SP) team have not been
made aware of referrals.

8.10 Local Authority Benefits
8.10.1 Derbyshire Dales

8.10.1.1Listed below are the benefits of the DOPHOS service that Derbyshire
Dales Borough Council have identified as adding value to their
strategic plans and related services:

6.10.1.2 Although the Derbyshire Dales housing options service is delivered
by AUKDD along side the service funded by DACAS(SP) it must be
noted that this portion of the service is not under review and the
following comments have been included for comparison only.

The service in the Derbyshire Dales not only supports
many of Derbyshire Dales housing customers but also
customer of the District Councils housing benefit and
council tax departments.

Derbyshire Dales District Council recognises that
DOPHOS plays a vital part in their overall home-options
service, effectively acting as the first port of call for older
people seeking help on any number of housing issues. It
is felt by Derbyshire Dales District Council that DOPHOS
staff work extremely well in partnership with other
agencies, such as health and social services, as well as
the District Council’'s environmental health officers in
relation to DFG and private rented sector disrepair issues.

The service has also supported special district council
events such as Liberation Day.

Clients receive independent advice and support to work
with statutory and voluntary agencies and to ensure
housing issues are fully understood by the other services.
This helps to generate options for the customer. For
example the service is part of the extra care lettings group
for Waltham House in Wirksworth.

The service generates a significant economic boost for
the district through encouraging the uptake of a variety of
unclaimed benefits with over £0.5m extra benefits claimed
in 2010/11.
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8.10.1.2 A recent review of the Derbyshire Dales service has shown that the
service supports the council to achieve its corporate targets and has
been recognised by Derbyshire Dales Council Members as delivering
an excellent service to the residents of the Derbyshire Dales. (Circles
of Support -1 don’t know what | would do without Age Concern? An
Evaluation of the Housing Options Service for Older People (HOPS)
in Derbyshire Dales, this can be can be obtained from
robert.cogings@derbyshiredales.gov.uk)

8.10.2 Amber Valley

8.10.2.1 Listed below are the benefits of the DOPHOS service that Amber
Valley Borough Council have identified as adding value to their
strategic plans and related services:

AVBC recognise the service delivers support to older people
who would otherwise not get access to help.

The service has delivered direct capital savings of between
£40,000 and £60,000 to the Borough Council as a result of 20+
individuals who have been helped to move home to more
suitable accommodation, the majority of whom would have
required adaptations funded through the Disable Facilities
Grant program.

AVBC value the independence of the service as it will form a
significant part of the strategic provision of housing advice for
the borough.

In addition to the benefits recognised above the range of case
studies provided in Section 8.8 shows the service is also
supporting the delivery of numerous other benefits to both the
Client and the borough council

8.10.3 Erewash

8.10.3.1 Listed below are the benefits of the DOPHOS service that Erewash
Borough Council have identified as adding value to their Strategic
plans and related services:

The service provides a voice for those seldom heard,
typically this client group does not complain or even know
where to access help.

Has a positive impact on DFG savings.

The service fills a support gap that would otherwise not be
provided by Housing Options Services in the Borough and is
difficult to access from any other agency.

Sits well within Housing Options to enable access to suitable
housing.

I mm—
Page 34 of 88



Derbyshire Older People’s Housing Options Service Review: Derbyshire County Council
Version: 14 Author: lan Gregory

[
8.10.4 High Peak

8.10.4.1 Listed below are the benefits of the DOPHOS service that High Peak
Borough Council have identified as adding value to their strategic
plans and related services:

DOPHOS provides and independent and confidential service
valued by clients

The service can deal with a wide range of housing issues
Use of the services avoids crisis situations occurring

Works closely with and enhances "Home Options”

Capital savings on DFG's

Cross tenure support

Supports a vulnerable residents

Financial gains to clients (totalling £236,888 to date)

8.10.5 North East Derbyshire

8.10.5.1 Listed below are the benefits of the DOPHOS service that North
East Derbyshire District Council have identified as adding value to
their strategic plans and related services such as the HIA, at both
a Local Authority and Housing Market Area level.

Assists older people to plan ahead and seek help sooner,
avoiding crisis action and inappropriate short term choices.

Assists older people to make best decision for their long term
needs where no DFG’s or loans available any more and they
need to maximise their income and choose the most
appropriate housing.

Assists owner occupiers to downsize and make best use of
their resources to access housing that will meet their long
term needs.

Promotes better use of scarce council rented stock, if owners
because of better awareness and support are assisted to buy
or shared ownership if they choose, instead of renting. This
can speed up access to suitable housing, reducing need for
expensive adaptations or support packages.

Offer support to cases where carers and relatives live at long
distance. This helps avoid crisis situations and helps plan
interventions. Enables relatives to assist as have correct
information and reduces call on local services.

Advice on local trusted traders to carry out repairs and
adaptations.
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With advice and signposting on equity release, though not
Financial advice as this would require FSA accreditation

Signposting to Loans for repairs via credit union

Advising on effect of new benefits legislation post 2013 for
HB caps for rents and room sizes, which may force
downsizing (local knowledge is essential for this to be
successful). There could be a rush by older people to move
to ‘cheaper housing’ without the support to look at their long
term needs, and the DOPHOS worker is key to making this a
positive choice rather than a knee jerk reaction.

Independent service but allied to trusted Local Authority
provider

Ability to do estate targeted work alongside other community
safety events etc e.g. working with Park Homes residents
Assisting ‘Right to Buys’ with advice in estate renewal
programmes of council dwellings.

Assisting private tenants understand what is available as
workers are briefed on the HMA private sector Housing
strategy.

Helps reach the ‘hard to reach groups'

Work closely with Choice Move and Housing Options as
required, but do not duplicate service.

Links to CHART (Local strategic partnership )objectives so
joined up approach

8.10.6 Bolsover
8.10.6.1 Information not available at the time of writing this review
8.10.7 Chesterfield

8.10.7.1 Listed below are the benefits of the DOPHOS service that
Chesterfield Borough Council have identified as adding value to their
strategic plans and related services

Makes best use of social housing stock and a number of
customers have been swiftly accommodated in to more
suitable accommodation

Home repair assistance cases can be jointly assessed to
evaluate whether to stay put or move on
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Can look at independent living options where DFG's or
council adaptations are not feasible

Provides a triage service to assess the need for adaptations
with the Occupational Therapists to arrive at the best options
for independent living

8.10.8 South Derbyshire
8.10.8.1 Information not available at the time of writing this review
8.11 Age Uk Derby & Derbyshire

8.11.1 As part of the review and consultation process this section
summarises the views of the current provider about how the service
has evolved over the past year following its county wide roll out.

8.11.2 Progress and achievement for the project has been excellent.
Reporting requirements for Supporting People have been completed
with 100% accuracy and on time. Following the completion of the
second report the service targets were reviewed and increased by
50% to a target of 60 cases per area. This target is already under
review.

8.11.3 The Steering Group receive 6 monthly reports detailing progress
against targets and individual district data and a case study giving an
example of the nature of the service and the outcomes for the older
person. AUKDD outcome monitoring demonstrates that their
intervention and support is highly valued, 98% of our Client tell us
they are ‘satisfied’ or ‘very satisfied’ with the service.

8.11.4 Factors for success:
Trust: Older people, and especially the target group of
homeowners and private tenants value our free, independent
and confidential service and trust Age UK to deliver a high
quality uncomplicated service on all issues affecting their lives

Connections: Housing issues are often complex and need to be
considered holistically and resolved using a number of different
interventions e.g. income maximisation, disability equipment,
additional carer support, future planning around long term goals
etc. To achieve this DOPHOS creates and sustains excellent
working relationships with key agencies and roles. These
include: local Housing Teams, Revenue and Benefit teams,
Adult Care Fieldwork Teams, DWP, other agencies, etc. The
Project gives a very good insight into the life of an older person
living in Derbyshire and this in turn allows us to act in the role of
“critical friend” to funders and statutory bodies re existing and
future policies and strategies.
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Expertise: The DOPHOS manager and staff are well trained
with very high skill levels and continue to access ongoing
training opportunities as appropriate to the role on a regular
basis. The Service Manager contributes nationally to Housing
initiatives and research and Age UK have developed expert
resources and research on housing and older people.

Involving Older People & Stakeholders: ~ AUKDD works with
older people to monitor and evaluate the service. Reviews of
outcomes monitoring are used to develop the service.
Throughout the rollout process and delivery time AUKDD have
worked with a steering group to monitor progress, agree targets
and respond to individual district issues.

Place: DOPHOS staff are all based in other agency’s premises.
This helps create the essential connections between key staff
and teams but also allows the service to be easily accessible to
referrers and to build a good understanding of roles and
responsibilities and has been a key factor in the success of the
Project. The most successful locations have been in District
Council premises and Housing Associations where the inter-
agency, joined up and integrated approach has resulted in
meeting the needs of our Client more quickly and effectively.

Quality: AUKDD has maintained 1ISO9001 since 2009 and
works with PQASSO for organisational quality management. The
DHOPS service meets Age UK's flagship service standards and
works to best practice guidance for casework support. The
service is managed by a recognised expert in housing options
for older people and delivered in partnership with the key district
and county housing leads.

9.0Future Provision
9.1Funding Options
9.1.1 Derbyshire Accommodation & Support
9.1.1.1 Itis clear there is no capacity for additional funding to be made
available from DACAS(SP) so financial support for DOPHOS will
therefore remain at £197,688 p.a. and the expectation is for it to
continue supporting a total of 5 FTE workers to cover 7 local

authorities, the current deployment of staff is shown in Table 11
below:

Table 11:Current deployment of staff by areas

Area SP funded FTE % of SP
Staff funded staff
Amber Valley 0.5 10
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North East Derbyshire 0.67 13
Erewash 0.5 10
Chesterfield 0.67 13
High Peak 1 20
South Derbyshire 1 20
Bolsover 0.66 13
Total frontline staff 5

Note: Bolsover, Chesterfield and North Derbyshire currently share 2
FTE

9.1.1.2 The current model of 5FTE workers is not equitable and although
the service is delivering support in all areas the inequality is
clearly identified when age demographics within the overall
population of the County are analysed.

Area 50+ Population as a % of the total 50+
population in Derbyshire (excluding
Derbyshire Dales)

Amber Valley
18%

Bolsover
11%

Derbyshire
12%
North East
—— Derbyshire
High Peak 16%
13%
Chesterfield Erew ash
15% 15%

9.1.1.3 If resources are redeployed in accordance with the size of the 50+
population in each district then a more equitable model is shown
in Table 12 below.

Table 12:Proposed deployment of staff based on population distribution

Area Staffin
Area population as 9 Difference
. based on a . .

Population % of Total in Staffing

: total of 5 FTE

Aged 50+ Population .
frontline staff
aged 50+
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(area ((Yoarea
(1000s) pop/total pop/total +/-
pop)*100 pop)*100)*5)

Amber Valley 47.8 17.9 0.9 0.40
North East

Derbyshire 42.2 15.8 0.8 0.12
Erewash 40.9 154 0.8 0.27
Chesterfield 39.0 14.6 0.7 0.06
High Peak 35.1 13.2 0.7 -0.34
South

Derbyshire 32.8 12.3 0.6 -0.38
Bolsover 28.5 10.7 0.5 -0.12
Total 266.3 100 5 0.00

9.1.2 Local Authority Contributions

9.1.2.1 The review has identified there is continued support for DOPHOS
across all the 8 district and boroughs.

9.1.2.2 Derbyshire Dales District Council will continue to support the
Housing Options Service in their area using their own funding

9.1.2.3 The remaining 7 district and boroughs have all provided costs to
demonstrate in kind support through continued hosting of the
worker at the existing locations.

9.1.2.4 Average hosting costs range from £2,500 to £5,000 (see Table 14
below) depending on the location and number of staff, and this
equates to an average of ~£2,000 for the current worker
configuration.

Table 13: ‘In Kind’ funding from Local Authority

Local Authority ggsgﬁggofvtgrlger(s)
Amber valley ~£5,100

Erewash £1,800 - £2,000
South Derbyshire Not available

High Peak £2,500 - £3,000
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9.1.2.5 All Local Authority partners have indicated the service is highly
valued and in order to meet demand 1 FTE worker per area would
be the most favoured model.

9.1.2.6 Any reduction in staffing for both Erewash and Amber Valley
would effectively reduce their payment in kind (accommodation
etc) pro rata.

9.1.2.7 As indicated in 9.1.1.1 there is no capacity for additional funding to
be released from the DACAS(SP) budget, in order to provide
1FTE worker per area one solution would be for Local Authorities
to contribute toward worker costs.

9.1.2.8 Local authority contributions based on the existing staffing location
model are shown in Table 14 below and reflect a pro rata cost of
£39,400 for a FTE including on costs and travel etc.

Table 14:Local Authority contributions based on existing
staff deployment

Staffin LA Salar

Area S,:?éug?aef? neededgto contributio)rq

reach 1FTE needed
Amber Valley 0.5 0.5 £19,700
North East 0.67 0.23 £13,002
Derbyshire
Erewash 0.5 0.5 £19,700
Chesterfield 0.67 0.23 £13,002
High Peak 1 0 £0.00
South
Derbyshire 1 0 £0.00
Bolsover 0.66 0.24 £13,396
Total frontline 5
staff

9.1.2.9 As identified above this model is clearly not equitable considering

the varying size of the 50+ age group in each local authority

population. A more proportional deployment of staff was
suggested in 7.1.1.3 and based on this model the local authority
contributions needed to staff to 1FTE worker are shown in Table

15 below.

Table 15:Local Authority contributions based on
proportional staff deployment

Staffing Staffing LA Salary
based on a N
Area needed to | contribution
total of 5 FTE
) reach 1FTE needed
frontline staff
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Amber Valley 0.90 0.10 £4,039
North East
Derbyshire 0.79 0.21 £8,182
Erewash 0.77 0.23 £9,144
Chesterfield 0.73 0.27 £10,549
High Peak 0.66 0.34 £13,434
South
Derbyshire 0.62 0.38 £15,136
Bolsover 0.54 0.46 £18,317
Total Frontline 5
Staff

9.1.3 Other funding Options

9.1.3.1 Currently there are no known programs or initiatives that offer

opportunities to draw down funding, this needs to be explored and
monitored by Derbyshire’s Prevention and Wellbeing Team who
hold portfolio responsibility for this service.

9.1.3.2 At the time of the review it was made clear by the 7 areas that

additional funding was not available however a number indicated
that funding might be an option during the contract and further
work could secure top up funding.

9.2Delivery Models

9.2.1

9.2.2

9.2.3

9.24

9.2.5

There are number of options that should be considered in conjunction
with views and feedback from both the steering group, Client who
have completed a program of support through the existing service
and best practice nationally which has been identified as part of the
review.

Best practice nationally has indicated that because of the overlap in
activities and the identified needs of Clients a number of authorities
have procured a combined Housing Options and Home Improvement
Agency (Care and Repair).

This approach was discussed by the Project Board during the review
and all representatives were asked to feedback into the review with
their views on a Strengths, Weakness, Opportunities and Threats
analysis and their responses have been summarised in Appendix 8.

The outcome of this identified that even though some advantages had
been identified in this approach the consensus was that the service
remain autonomous to the HIA provision in Derbyshire.

The board were also challenged to consider the location of staff
delivering the service across the county and the consensus was that
the current model met the needs of those on the group however,
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going forward taking into consideration the loss of the additional
funding in Amber Valley and Erewash and no additional funding from
the 7 district and boroughs to make the best of the resource available
may mean that the service has to be centralised and resources
deployed where demand identified. A number of additional benefits
have been identified in this approach including allowing colleagues to
cover absences so the service can be delivered 52 weeks a year
across all the 7 areas.

9.2.6 It has also been considered how First Stop, the national free phone
housing advise service, can play a role in linking with the County
Wide provision to make best use of the available resource and allow
the service to focus more on those who need face to face support
rather than information over the telephone.

9.3 Client Group

9.3.1 Itis clear, both from feedback from the Local Authority
representatives and the number of Client records submitted by the
service to St Andrews, demand amongst Older People is high and
with an aging population there is no evidence that this will reduce in
the near future.

9.3.2 Housing Options advice for other Client groups is available through
the Local Authority and other support services.

9.3.3 However minimal investigation has shown there is a potential gap in
Housing Options support for those with Physical and/or Sensory
Disabilities.

9.3.4 The following three organisations were contacted and asked how they
would deal with an individual contacting them for Housing Options
advice:

Derbyshire Council for Inclusive Living (DCIL)
Derbyshire Association for the Blind (DAB)
Midland Association for Amputees and Friends (MAAF)

9.3.5 Each organisation confirmed that when an individual contacts their
offices to request advice and support around Housing Options they
would sign post the individual to the relevant Local Authority’s website
and were relevant provide a list of housing providers.

9.3.6 A large proportion of the Client accessing support from the three
organisations appear to be over 50 years of age and therefore eligible
to access DOPHOS. Unfortunately feedback indicated only one of the
three organisations contacted were aware of the service and even
then was unsure of how to refer Client into the service.

9.3.7 All three organisations indicated they would prefer to refer eligible
Client into the service and that access to a similar level of support
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would be of benefit to all individuals in this Client group seeking
information and advice around housing options.

9.3.8 Based on the feedback provided by the three organisations it may be
prudent to carry out further investigation into the level of support
available to individuals under the age of 50 with Sensory or Physical
disabilities to identify possible demand and the viability of expanding
DOPHOS to include physical and sensory disability Client group of all
ages (18 years old upwards).

9.3.9 At the time of writing the review DACAS(SP) team are aware that the
8 District and Borough Councils in Derbyshire are commissioning
research to identify Disabled People's Housing Needs, this may lead
to an opportunity to extend the existing service to include clients with
physical or sensory disabilities below the age of 50.

9.4Payment & Performance Monitoring

9.4.1 Monitoring

9.4.1.1 Prior to 3" April 2011 DACAS(SP) required the vast majority of
services (including DOPHOS) to submit information about
individual Client to St. Andrews via web based Client Records
forms and Outcome Forms.

9.4.1.2 Providers were also asked to submit quarterly Performance
Indicator (Pl) Workbooks directly to the DACAS(SP) team.

9.4.1.3  From the 4™ April 2011 providers are now providing this
information locally and this is collated by the DACAS(SP) Team.
The data is now submitted via the new Derbyshire Performance
Indicator Workbook on a quarterly basis.

9.4.1.4 The information contained in each quarters return allows close
monitoring of performance, demand, diversity, length of service
etc and is used to identify trends.

9.4.2 Payment By Outcomes (PBO)

9.4.2.1 PBO is being introduced across short term services funded by
DACAS(SP) Section to encourage continuous improvement and
remunerate providers for improved outcomes for Client.

9.4.2.2 Providers now have an incentive to deliver and exceed against
service targets. PBO will recognise those organisations that
deliver to the required standards, demonstrate the effectiveness
of housing related support and ensure continued value for
money through the outcomes Clients achieve.
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9.4.2.3 Although there is no timetable for the introduction of PBO for
existing Older Peoples Services, it is planned that PBO should
be incorporated as part of the re-procurement process for this

service.

9.4.2.4 The provider is required to demonstrate how they are able to
deliver against the specified outcomes identified in Table 16
below and payments will be made in accordance with the below

model.

Table 16:Performance outcome thresholds

KPO's™ / Payment by
Throughput Outcomes
/ Utilisation
Year 1 80% 20%
Year 2 80% 20%
Year3 (extension)’ 70% 30%
Year 4 (extension)* 50% 50%
Year 5 (extension)’ 40% 60%
IContract extensions are subject to satisfactory performance
and funding availability
*KPO - Key Performance Outcomes

9.4.2.5 Currently proposals look to increase the PBO dependant portion
of the payment as the contract continues and Payment by
Outcomes becomes “business as usual”.

9.4.2.6 For the purpose of setting PBO targets DOPHOS has been
categorised as being primarily a service for Older People with

Support Needs —

Floating Support. The targets for this Client

group are shown in Table 17 below;

Table 17:Proposed Payment by Outcomes targets 2011 — 2012 for the Client Group:
Older People with Support Needs — Short Term Floating Support.

Target
Proposed | pchieved
2010 - 2011
ACHIEVE ECONOMIC WELLBEING
la Maximising income, including receipt of the correct welfare benefits 87%
1b Reduced reduce overall debt 90%
1ci | Obtained or is participate in paid work 51% YES
1cii | Participating in work whilst in receipt of the service 70% YES
ENJOY AND ACHIEVE
2ai | Participate in desired training or education 7%
2aii | Achieved or is working towards a qualification 33%
2b Participated in leisure/cultural/faith and/or informal learning activities 74%
2c Participated in work-like activities 84% YES
.| Established contact and is maintained contact with external

2di . 92%

services/groups
2dii | Established contact and is maintained contact with friends/family 50% YES
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BE HEALTHY
3a Better managed physical health 86% YES
3b Better managed mental health 83% YES
3c Better managed substance misuse issues 60%
3d Maintained independent living as a result of assistive technology or 97% YES
adaptation
STAY SAFE
4ai | Maintaining accommodation and is avoiding eviction 92%
4aii | Supported to secure / obtain settled accommodation 76%
4b Complied with statutory orders 80%
4ci Better managed self harm 83%
4cii | Avoided causing harm to others 71%
4ciii | Minimised risk of harm from others 92% YES
MAKE A POSITIVE CONTRIBUTION
5 Developed confidence and ability to have greater choice, control and 91% YES
involvement
9.4.2.7 As a minimum Providers are required to have identified at least
one outcome in each of the 5 High Level Outcome (HLO) areas,
per service. The HLOs are:
- Achieve Economic Wellbeing
Enjoy and Achieve
Be Healthy
Stay Safe
Make a Positive Contribution.
In total there are 21 outcomes to choose from within the 5 main
headings.
9.4.2.8 Analysis of data collected from Outcomes Forms submitted to St
Andrews by AUKDD in 2010 — 2011, summary of the data is
shown in Section 8.7, indicates that the service has the potential
to achieve the current targets set and therefore would potentially
receive the full amount of funding identified in the contract
however going forward this would need to be sustained to achieve
the maximum contract value.
9.4.2.9 As discussed in Section 8.7some work is needed to ensure

workers understand the importance of recording all outcomes for
individuals, this will ultimately increase the service’s ability to
consistently meet more of the individual outcome targets and
demonstrate the effectiveness of the service.
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Appendix 1: Amber Valley Case
Studies
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Amber Valley — Brief Case Studies
Mrs S
Situation on referral: Living in privately owned three bed house. In order for her to enable

her to remain in her existing home she would have needed a stair lift, walk in shower and
other adaptations.

Outcome: She is now in a one bed sheltered bungalow and is very happy.
Mrs G
Situation on referral: living in a 1* floor flat. She was very unhappy in her previous flat as

her grand-daughter had died in her bedroom. She is also very ill herself now and would
have needed all sorts of help to enable her to stay in her first floor flat.

Outcome: Moved to ground floor flat
Mrs H
Situation on referral: Living in private rented house. Client is an amputee and could not get

out of her door or upstairs. To enable her to remain in her existing home she would have
needed considerable adaptations.

Outcome: Moved to sheltered wheelchair friendly bungalow.
Mr & Mrs B
Situation on referral: Living in privately owned house. Mr B’s health problems would have

meant that they would have needed substantial adaptations in place to enable them to stay
where they were.

Outcome: Moved to sheltered bungalow.

Mrs H
Situation on referral: Mrs H was referred to the Amber Valley worker by Adult Care/OT in
March 2010

She is an amputee and has had many other health issues. Living in a rented house and
having to use a commode downstairs was making life very hard for her. She could not
leave her house as she was not able to negotiate the steps from the back door with her
wheelchair. Even with help as someone would have had to lift her up and support her as
the wheelchair was lifted over the steps.

If Mrs H had stayed in this house she would have needed a stair lift, downstairs toilet,
ramps etc installed.

Outcome: Mrs H moved to a two bedroomed flat with a walk in shower and level access.
Mr S
Situation on referral: Mr S, referred to the Amber Valley worker by Adult Care/OT, had

suffered a terrible accident when he broke both legs falling down the outside steps where
he lived, in a one bedroom 1% floor flat.
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He had surgery but had an infection in one leg and had to have it amputated. The worker
went to see him and was shocked by the fact that he was having to use his wheelchair and
cross a narrow landing with very steep stairs going off it.

There were steps going down to both the bathroom and the kitchen. All of his benefits were
in place and all he needed was a bungalow or flat to suit his needs.

Outcome: He has a ground floor flat exactly where he wanted one, and is thrilled to bits
with it. He is very happy to have a walk in shower too. If he had stayed in his flat he would
have needed not only a stair lift but ramps so that he could access his bathroom and
kitchen safely.

Mr O

Situation on referral: Mr O, referred by Age UK Heanor, was living with his son and his
family following the death of his wife. He was not dealing with it very well and did not want
to return to his house, which was too big for him to manage and still had an outside toilet.
He would also have needed a stair lift and adaptations including an inside toilet downstairs,
plus he would have needed some kind of care plan.

Outcome: Moved to a sheltered bungalow.
Mr V
Situation on referral: Mr V, referred by Adult Care, was in hospital but unable to go home

due to the dreadful state of his property. Vermin infestation, and dangerous state of the
ceilings. There were a number of issues giving cause for concern with this gentleman.

His property would have needed extensive work to make it safe before he stood any
chance of living there again. New bathroom, kitchen, flooring, furniture etc etc. He has now
sold the house at a very much reduced price to a property developer.

Outcome: Over the months following, working with his good friend and the BC and AVH
Ltd, a sheltered bungalow was secured and he is being casually monitored to make sure he
does not get in such a state again.

Mr McR
Situation on referral: Mr McR, referred in Feb 2011 by AVBC, is living with his daughter as

his housing conditions do not meet his needs and has multiple hazards, detrimental to his
welfare and safety.

Outcome: Have liaised with his daughter and it looks as if he will be moved very shortly to a
flat in Alfreton which will suit him much better.
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Amber Valley — In Depth Case Studies
Mr S

Situation on referral: Mr S, referred by Clir Paul Jones via AVHL in April 2011, was living in
a privately rented ground floor flat.

He was suffering with severe mental health problems (depression and stress) for which he
was receiving medical care from his doctor, and was seeing a support worker on a regular
basis.

He was being victimised and verbally abused because he reported some drug dealers, who
were hanging around outside his flat, to the police and then had to appear in court as a
witness against them. Some were sent to prison but they know where he lived. He was on
a witness protection scheme but it was useless unless he moved away.

He had dog mess pushed through his letterbox, locks glued up, windows broken, graffiti on
his door and walls, and verbal abuse when he left the building. As he was already suffering
with post traumatic stress syndrome, this was just making life unbearable for him. Every
night he was living in terror of what was going to happen next.

He was at the end of his tether and was on the verge of taking his already packed bags and
walking out and therefore making himself homeless.

The Amber Valley worker filled out a HO’s form with him and a Needs Assessment Form,
which he needed to do as he is below the age limit for sheltered housing.

The AV worker persuaded him to be patient and not to walk out of the flat. The worker met
with a representative from AVHL to discuss the case, the application was then fast tracked
through the system. It was entered on the system on the day the worker received it and
was validated within two working days, in time for the worker and client to bid on three
properties.

Outcome: Moved to Flat in Heanor

The worker went to see him for the first time on the 5™ April and he was offered a flat in
Heanor on the 13" April and signed for it and moved in on the 14™ of April.

This move has saved this man from further mental anguish and has given him a new lease
of life. He is even looking for a job.

He has a lovely view from his flat and his neighbours are nice. The only thing that bothers
him is the starlings in the morning! But he’s not complaining.
He is very happy now and hopefully his quality of life will continue to improve.
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Mrs W

Situation on referral: Mrs W, age 71, was living with her son, who works full time. She owns
the property they were living in and still has a mortgage on it.

She was referred to the Amber Valley worker by Adult Care on the 3" March 2011

Visited the client with Adult Care and helped her to complete a Home Options form.

Found her to be living in dreadfully poor conditions. Moving only from the chair she sits in
all day, to the sofa she sleeps on all night to the commode in the kitchen, recently provided
by her doctor. Up to then she was using a bucket, which kept tipping over. The smell was
overpowering.

She was confined to the living room and was sleeping on the sofa, which was covered in
cigarette burns as were her clothes and blankets.

She cannot get to the bathroom on the ground floor, as the floorboards have subsided. Her
son still uses it and there is a very unpleasant smell coming from it. She can’t access the
upstairs at all as cannot walk up the stairs.

There is a leak coming from a pipe in the floorboards above the ceiling of the kitchen and
there is a bucket to catch the drips.

The steps leading down to the pavement are very steep and dangerous. An external lift
would have been needed for Mrs M to be able to leave the house.

The walls are brown with nicotine and the kitchen is a brown hole of grease and filth.

The whole house needs gutting to be made habitable and probably would not sell on the
open market. It would need to go to auction or be sold to a property developer direct.

Things just got beyond them and now more family members are involved in her care.

The house needs extensive repair s and adaptations just to make it habitable and the
savings on DFG'’s that would have been needed if a claim had been made are significant.

To go up stairs, and to go down very steep steps outside of house they would have had to
have a stair lift, new floorboards, kitchen, bathroom, plumbing, chair lift, shower, plastering,
external lift etc etc.

There would have been an environmental issue and the house could have been
condemned. They would not have been able to live there much longer.

Outcome:
The client has now moved with her son into in a flat.
A successful claim for Attendance Allowance was submitted on behalf of the client.

A Neighbourhood Support Coordinator is now visiting Mrs W to make sure all is well
and the flat is being kept in reasonable condition.

More family members are now involved in the clients care
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Appendix 2: Erewash Case
Studies
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Erewash — Case Studies
Mr P and partner

Situation on referral: They were struggling to pay for a privately rented and Mr. P was
feeling increasingly unwell with undiagnosed breathing difficulties/arthritis and felt unable to
continue living in a 4" floor property. The worker assisted the couple to complete a Home
Options application form as they both have difficulties with literacy and contact their GP to
obtain evidence of Mr P’s medical issues re banding on the system. The worker then
assisted them to complete DLA, HB, CTB and PC forms and challenged an initial refusal of
DLA. The worker also placed bids for a more suitable property.

Outcome: By obtaining evidence from the Consultant. Mr P. was subsequently awarded
high rate DLA mobility and care. In total they have secured unclaimed benefits of £13,081
per annum. Mr P and his partner have secured a 2 bedroom bungalow which is more
suitable for their needs

Miss X

Situation on referral: 74 years old with mental health issues who has been homeless for 12
years since she left home after the death of her Mother. Miss X had previously been
employed in a senior role with a large utility company but for the last 12 years had been
sleeping in bus/train stations with periodic short stays in private rents and housing
associations all over England & Wales. Miss X never “stayed put” for more than 6 weeks
and would immediately take to the road again if too many professionals became involved in
her case.

Miss X was referred to Age UK in April 2010 and informed the worker that she had “had
enough of travelling” but would only stay for the “right property”

Miss X had no records with her but the worker established her N.I. number thus enabling
her to apply for AA & PC which together with an existing small private pension allowed her
more choice

Miss X was quite specific about the “right property” it must be small, very small, near shops
and have green space. She needed facilities for washing but didn’t want to own her own
washing machine, TV or fridge. The worker escorted her to viewings of two properties

Outcome: Miss X has been happily resident in her chosen, sheltered scheme since June
2010 with minimalist possessions the worker located for her and.

Miss X has also registered with a local GP who has helped to address long term health
issues and in particular to get treatment for her feet as 12 years of walking has taken it's toll
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Appendix 3: High Peak Case
Studies
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High Peak — Case Studies

Mrs R

Situation on referral:

Mrs R is a 68 year old owner occupier who still works. A chance meeting identified that Mrs
R didn't appear to be getting any State retirement pension (SRP). The worker visited Mrs
R. and established that she was in fact getting 11p per week. Mrs R was separated from
her husband some 35 years ago but never divorced so she was able to make a claim
against his NI contributions dating back to 2006 when he became 65 years old. As Mrs R
felt unable to complete the forms herself the worker assisted her and calculated how much
she believed the backdated payment should be the initial offer was for £8,848

Outcome: Mrs R has now received £ 12,141 and an additional weekly increase of SRP to
£57.16 per week. Mrs R is now able to start some long overdue repairs to her property and
continue to be active and independent in her community.

Mrs S

Situation on referral: Living in the marital home but her husband had recently left after 28
years of marriage. Mrs S was suffering with multiple physical problems and mental health
issues and was later diagnosed with post traumatic stress disorder. Mrs S had twice
attempted to take her own life and had been admitted to hospital on life support as a result
of her actions.

Mrs S was totally unaware of her rights both in regard to her finances and the marital home.
Mrs S had to give up a part time job as her deteriorating health prevented her from
maintaining the role therefore her SSP payments had stopped.

The worker helped Mrs S to complete an application form for social housing as she had no
existing capital to allow her other alternatives. The worker assisted Mrs S with the HB form
to apply for a Community Care Grant to purchase some items for her home. The worker
also assisted her with a claim for ESA which was subsequently awarded.

Mrs S divorce became final on Christmas Eve and this caused her substantial emotional
setbacks. Also there are ongoing issues about her current level of benefit claims in relation
to progress of disposal of the marital home. The worker will continue to support Mrs S until
these issues are resolved

Outcome: Mrs S secured a flat in a sheltered housing schemes and funding to purchase
items to furnish the home. ESA was subsequently awarded.
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I
High Peak — In Depth Case Studies

Case Study 1

Susan is a lady who along with her husband owned their owned home. They sold their
property with the intention of investing their capital and using the interest to rent a cottage
owned by their daughter. Unfortunately, Susan’s husband died shortly after they moved
and Susan found herself alone. The capital they invested failed to produce enough money
to live on and Susan started to suffer financial problems. Susan was lacking in confidence
and decision making as her husband had always looked after their affairs and she felt both
helpless and overwhelmed by her situation.

This was the point Susan sought help from the Housing Options service. As she had a
substantial amount in the bank she was unable to claim benefits or register for a property
with HPCH. The worker sat down with Susan and went through her finances. We explored
the prospect of her buying a property on her own which she hadn’t thought she could ever
consider. It was explained to her that if she bought a property it would secure her
accommodation for the future without the need to pay rent, instantly saving her £650 each
month. She would also then qualify for some Pension Savings Credit and help towards her
Council Tax hill. The process of Susan choosing and buying a property was very stressful
for her (as it is with anyone) and particularly so because she was on her own. The worker
supported her along the way and was there to offer an ear and even a shoulder when she
needed it. She has now bought a little house and made improvements so it is appropriate
for her needs. With the workler’s help she is now in receipt of some means tested benefits
and feels secure and optimistic about her future. Susan has grown in confidence says she
is amazed she has been able to achieve so much in a year.

Case Study 2

Ann was referred by Carelink as she was struggling to manage on her own. Ann was a
private tenant. Ann’s husband had been admitted to a nursing home in November 2010
and her daughter lives in Australia. Ann is partially sighted so all paperwork posed a
problem for her. There were letters about benefits and also from the county council about
the charges to look after her husband. As Ann couldn’t read these, she was struggling into
the town centre and faxing copies to Australia for her daughter to read and decipher for her.
The DOPHOS worker met Ann and was introduced to her daughter via email.

The worker went through all Ann’s finances from her pensions, both state and private to her
utility bills and regularly updated her daughter on the results of our meetings. Ann was
assisted to claim Attendance Allowance and Pension Credit and regularly the liaised with
Derbyshire County Council about the charges for the care of her husband. The worker
arranged for Ann to change to a cheaper tariff for her gas and electric and set up security
passwords for when her meter was read. The worker helped Ann to register with Home
Options and discussed a possible move to sheltered housing. The worker emailed her
daughter and attached a copy of the leaflet about sheltered housing managed by HPCH so
she would be aware of possible locations her Mum might want to move to.

During this time, it came to light that there had been a substantial overpayment made to the
nursing home but neither Ann nor her daughter could work out the exact details of this. The
worker went through all Ann’s payments and the charges and contacted the owner of the
nursing home with the details. Shortly after, Ann received a cheque for the full amount
requested £985.36. Unfortunately Ann’s husband died in May and her daughter came from
Australia to support her and attend the funeral. Ann decided to go back to Australia for a
few months and the worker was able to provide all the information they needed about how
long each benefit would carry on running for and what to do when she comes back. The
worker regularly corresponds with Ann’s daughter and has reassured her that on Ann’s
return, her file will be re-opened and picked up where it left off. At this point, Ann will
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hopefully be ready for the move to Sheltered Housing and DOPHOS will support her to
make that change
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Appendix 4: North Derbyshire
(Bolsover, Chesterfield and North
East Derbyshire) Case Studies
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North East Derbyshire, Bolsover and Chesterfield — Case
Studies

Mr G

Situation at referral: Mr G was a referral from the council he was homeless as a result of
marital breakdown and he was living in a shed on an allotment with no heating or water. He
was initially unable to access the housing register as he had no income coming in and had
retired due to ill health.

Outcome: The HOPS advisor assisted Mr G to claim PC and gain access to suitable
accommodation. Mr G was also assisted to obtain a loan from the social fund to obtain new
furniture and pay for the costs associated with moving to a new home.

Mr R

Situation at referral: Mr R was initially an owner occupier of a large bungalow but was
unable to maintain the property and was looking to downsize. The worker discussed what
his alternatives might be including buying a smaller property, privately renting and
registering with the local authority. Mr R has access to the internet so with guidance he was
able to search for more suitable properties and bid on any suitable social housing.

Outcome: Mr R has secured a private tenancy and with the help of family and friends
moved to the new flat. The worker helped Mr R to claim the higher rate of DLA and
increase his PC.

The worker has assisted Mr R to contact all relevant organisations with his change of
address and apply for exemption to CT on his bungalow. The worker also helped him to
claim HB & CTB on the new property as until this is sold he has very little capital. The
worker will continue to give Mr R support.
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Appendix 5: South Derbyshire
Case Studies
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South Derbyshire — Case Studies

Mr B

Situation on referral: Mr B was in Residential Care undergoing reenablement help following two
strokes. Adult Care referred Mr B to the service as they had tried to return Mr B to his existing home
and his Wife and Daughter were unwilling to care for him or support him.

Mr B did return home for a short while at the insistence of Adult Care however he was ignored and
his position became untenable for the future. The worker completed a housing application and Mr B
was given a high priority because his needs were not being met at his present address.

Outcome: A property became available and Mr B accepted it. The worker arranged for the YMCA to
deliver some furniture. They also supported Mr B to completed HB, CTB, PC forms and the benefits
are now in place. The worker also arranged for the handyman to put up curtains and install a key
safe to his property. Mr B has also had a ramp fitted to the new property. Mr B is much happier in his
new circumstances and he is able to have other family members and friends to visit him.

Mrs B
Situation on referral: Mrs B is an owner occupier and has been on the Council housing register for
some considerable time. Mrs B is partially sighted, deaf and has recently suffered from pneumonia.

On return from hospital Mrs B’s boiler was condemned and therefore she had no heating or hot
water. As Mrs B is on benefits she was entitled to apply via the Warmfront scheme for a new boiler
however she was told she must wait 10 months for a replacement.

The worker then intervened and requested Warmfront to prioritise Mrs B as a very urgent case but
was told that no priority system existed. The worker then contacted the HIA who visited Mrs B
completed their application form and cancelled the warmfront application.

Outcome:Mrs B had a new system installed within 2 months and is now safe and warm.

A further issue resulting from her spell with pneumonia meant that Mrs B needed urgent dental

treatment so the worker was able to locate a local NHS dentist get her registered and after treatment
Mrs B is happy to stay with the new practice.
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Appendix 6: Client Questions
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Topic 1 - Accessing the service

This is all about how you first came to know about the service.

Questions to ask:

Who put you in touch with this service?

What information were you given about the service and when were you given it?

Was this information useful and did you understand it?

Could the information be improved in any way? Were you given it at a time that you could make sense of it?

Derbyshire County Council provides funding for the service, are you aware of who manages the service on
our behalf?

If yes, did this influence your decision to engage/contact the service?

Ask if the person has any examples.
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Topic 2 - Support Plans

This is all about your support plan which tells you how the service will help you.
Questions to ask:

How did you know what the worker was doing for you?

Did you get regular updates on progress?

Could you tell me what you think of the support you received?

Does the support you receive match what you agreed with the worker? Could you tell me why you feel
that?

Did meetings with the worker include other people? If so were you happy for them to be included? Did you
feel the meetings were private enough and kept confidential?

How do you think your life has changed since accessing the service? What things have got better? Has

anything got worse?

Ask if the person has any examples.
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Topic 3 - Making a Complaint
This is about how the service listens to clients wh en they aren’t happy.

Questions to ask:

Were you told how to make a complaint?
Would you have felt comfortable making a complaint?

Would you have preferred having someone else who was not working for the service to help you complain?

Do you feel that you would have been listened to when/if you made a complaint? Can you give me an
example?

Did the service made you aware of advocacy services? Have you ever used an advocate? Would you like
to know more about advocacy services?

‘Advocacy Services have trained advocates, these ar e people who speak up for you and represent your
wishes, when you cannot or do not feel confident of doing so yourself.’

Ask the person if they have any examples.
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Topic 4 - Respect and Dignity
This is about how you feel the staff and the servic e treat you.

Questions to ask:
Were you happy with the way you were treated by staff?

Can you give an example of when you were happy about how staff treated you and when you were been
unhappy about how staff treated you?

Do you feel that the service listened to what you had to say?
Did they listen all the time or are were there times when they didn’t listen to you
Did you feel your thoughts were considered and understood?

Did the worker put you at your ease?

Ask if the person has any examples.
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Topic 5 - Health and Safety
This is about how the service lets you know about s afety issues and how safe you feel in the service?
Questions to ask:

Did the service give you any information or advice about what to do in case of an emergency?

Did the service give you any advice or information about health and safety around the home? i.e. door
safety, fire, illness/medical condition, crime

Did you receive any information or advice about your own personal safety, the safety of your personal
belongings? Can you give me any examples that may illustrate how you felt?

Ask if the person has any examples.
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Topic 6 - Service User Involvement

This is about how the service involves you in decis lons about how the service is run.

Questions to ask:

Would you like to be involved in future development of the service?
Where you asked by the staff what you thought of the service?

How were you asked i.e. using a questionnaire, in a meeting, through a suggestion box scheme, interview
or in a review meeting or just informally when talking with staff?

Could you have been asked in a better way or at a better time?

Ask if the person has any examples.
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Topic 7 — Diversity
This is about how the service meets people’s differ  ent needs.
Questions to ask:
Would you say that the service meets people’s cultural needs?
Would you say that the service meets people’s religious needs?

Would you say that the service meets people’s disability needs?

Ask if the person has any examples

Which of the following best describes your ethnicity?

Any additional comments

Is there anything else you would like to tell me about the service you receive?
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Supporting People Contract Compliance
Service User Interview

Answer Sheet
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Supporting People Contract Compliance — Service User Interview

Date of Interview 12" 13" and 14" July 2011

Name and Address

of Provider/Service Derbyshire Housing Options Service for Older People

Description of Participant

(e.9. age band, gender, length of time in receipto  f Based on eight client interviews in four districts of Derbyshire
supporting people service, ethnicity, any long stan ding

disability/iliness)

Name and contact details of interviewer Lisa Farnsworth, Project Officer
Name and contact details of scribe Sophie Beardmore, Purchasing Officer
Was any equipment used to record the interview? None
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Topic 1 - Accessing the service

This is all about how the client first came to know about the service and what information they were
given

Response

Of the eight clients interviewed, only half initially identified the service as being provided by AgeUKDD. Two of the clients did not know much about
the origins of the service in that they couldn’t identify who employed the DOPHOS worker or where they were based. Two clients were aware of the
worker being based within the local authority but did not know that it was actually AgeUKDD providing the service. Four identified the service as
being provided by AgeUKDD (two still referred to it as Age Concern).

When asked about how they were put in touch with the service, there was a mixture of responses from the clients. In three instances, the client was
very certain about the source of the referral into the service — including one who had actually self-referred after hearing about the service from a
neighbour. The other two definite referral sources were through a warden and through meeting the worker at a Liberation Day. The other five clients
had some difficulty recollecting how they came to be in the service — four clients suggested that the worker first approached them to offer assistance
at a crisis point in their lives with the last client having a close friend arrange the contact on their behalf stating that it had “floated past me”. While
two clients had received strong indications as to why they were initially contacted, two clients did not know who it was who had referred them into the
service. One client referred to a “mysterious phone call from a young lady asking if | would like a different house” and another suggested that the
worker had “started the ball rolling” but did remember having a leaflet about the service prior to the contact.

Of the eight clients, two recalled receiving a leaflet/service literature. A further client remembered the worker explaining verbally what the service
could do for them. The other five clients did not recall having been sent any general service information although some clients considered that they
may have received information but since forgotten.
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Topic 2 - Support Plans

This is all about the service user’s support plan w hich tells them how the service will help them.

Response

Clients were asked whether the worker kept them updated about the actions taken on their behalf. Three clients were emphatic in stating that the
worker kept them constantly updated. These updates appeared to be mostly verbal. One of these clients stated that the worker would say things
such as “give them another week then I'll start chasing”. Another of these clients described the process in detail stating how the worker went
through all the options with her and explained that she “couldn’t have misunderstood”. Of the other five clients, one suggested that they were not
really kept updated as most of the dealings were between the worker and a friend — the latter was described as having “got it in hand”. Another
client suggested that “I told her more or less what | wanted; she took it over.” Although the client then went on to say that the worker “came to see
me several times”. Another client suggested that they were keeping their worker informed in so much as they were contacting the worker when any
paperwork came in. Similarly, another client, in the same district, suggested also that they got in touch with their worker whenever they received
any updates (but went on to state, at a later point in the interview, that their worker “used to ring me”). The remaining client couldn't remember how
they were updated on their support but wished to emphasize that the worker was “very kind and very helpful”.

One client commenting on the information/support offered stated that the worker had “put it all out clearly”. The client also stated that the worker
had put them at their ease after feeling initially apprehensive about contacting the service.

Only one of the clients commented that they had received a written timetable from their worker.

Where a third party had been involved, such as a neighbour or friend in the support process, the client indicated that they were happy for this to go
ahead. Only two of the clients indicated such involvement — with one stating “I was happy with that — realised (it was) the only thing to do”. A
further client had suffered a change in circumstances, with the death of a partner, while the support was being provided.

Another client suggested jokingly that the worker had “got the nurses onto me”, referring to the district nurses who were visiting at the time.

With regard to how their lives had changed since accessing the service, most clients replied positively. One client explained that they no longer
“have to watch pennies when | go shopping” and could now book on community trips. Another client stated “I can't believe it — (it is) 100% better —
(they) couldn’'t do any more for me.” Yet another client explained that the change had been “a very big one” as the worker had assisted the client
with a problem that had been going on for weeks. A client who had moved home explained that his life could “go on as | would want it” with easier
housekeeping. Two clients did not expand on any changes that had occurred in their lives.

There were two further clients who had moved house with the assistance of the service. One of the clients explained that they were as “happy as
they could be” but went on to state that they would have “sooner stopped where they were” as they “feel that they have lost everything”. The last
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client considered that they had been “persuaded to move home” (indicating pressure from other sources and not the worker) and further stated that
they could have “stuck it out even on my own”. Both of these clients indicated that they had accepted the property without viewing it first.
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Topic 3 - Making a Complaint

This is about how the service listens to the servic e user’s when they aren’t happy.

| Response
Clients were asked if they were told how to make a complaint about the service. The majority of the clients (5) indicated that either they hadn't
been informed or that they couldn’t recall being informed. Two clients did not respond to the question at all. One client did indicate that the
worker had explained how to make a complaint saying that the worker had said “don’t worry if you have a complaint you follow it through.”

Of those clients who responded to the question as to whether they would feel comfortable making a complaint, all three indicated they would have
no qualms in making a complaint and believed that their worker would respond professionally. None of the clients who responded indicated that
they would have wanted the services of an advocate to bring a complaint.
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Topic 4 - Respect and Dignity

This is about how the service user feels the staff and the service treats them.

| Response
Clients were then asked how they felt about the way in which they were treated by their worker including whether they felt listened to (or were there
times when they felt not listened to). Seven of the clients responded directly to these questions. All seven responded affirmatively. Clients were
additionally asked for examples. A selection of comments included:

She understood what | was like ... how independent | have been; gave all help possible;

What a very nice person and how helpful — pleased to accept (her) into (my) house;

Honestly, couldn’t fault her — anything she did. My son was amazed — couldn’t believe that sort of service existed;
Never felt worried or uncomfortable making contact with (worker's name);

(She) explained everything.
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Topic 5 - Health and Safety

This is about how the service informs the service u ser about safety issues and how safe they feelint  he
service?

Response

Clients were asked about whether they had received any information or advice about health and safety in the home/personal safety by the service.
Of the eight clients, five recalled either having a discussion with the worker about adaptations and aides or receiving further information such as
brochures. One of these clients remembered being offered help with obtaining a list of reliable tradespeople. Two of the clients suggested that the
worker had actually facilitated their minor adaptations. The three clients who did not receive any information stated that they had help from other
agencies and everything was in place.

It was less clear as to whether clients had received information or guidance about safeguarding. Two of the clients discussed their financial affairs
in great detail (even though they were not prompted to do so) and seemed very forthcoming with extraneous information about themselves.

In particular, one client indicated they had difficulty getting access to their finances and relied heavily on non-related acquaintances it was unclear
as to whether this client had received any advice around this from their worker.
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Topic 6 - Service User Involvement
This is about how the service involves service user s in decisions about how the service is run.

| Response
Clients were asked whether they had been given an opportunity to give their views on the service (including but not limited to whether they
received a questionnaire).

Of the six clients who responded to this questioning, three did not recall receiving a questionnaire. Two of these clients would be willing to give
feedback and in the other instance it was considered that the case was probably still open (i.e. questionnaires are sent out on the point of case
closure).

Two further clients remember receiving a questionnaire but they did not complete it. One client did eventually recall receiving a questionnaire
and returning it.
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Topic 7 - Diversity

This is about how the service meets people’s differ  ent needs

| Response
Clients were not asked specific questions around diversity.

All of the clients appeared to be of White British origin.
The majority of clients (seven out of eight) were in either their seventies or eighties.
Five of the eight clients interviewed appeared to be experiencing difficulties around their mobility.

Five of the clients supported had been assisted to stay put in their existing property. Three of the clients had moved property with the support of the

service. Two of these clients had moved tenure in that they had sold a privately owned home and moved into the social housing sector realising the
assets of the sale.

The clients were from four districts of Derbyshire.
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Topic 8 - Any additional comments
Is there anything else the service user has told us about the service you receive?

| Response

Clients were given an opportunity to make any final closing comments on their experience of the service.

Most clients took the opportunity to reiterate their positive feelings about the service. Some of these comments included:

Very helpful;

Marvellous — well and truly looked after;

Eventually found someone to come and do it for me;

Honestly she was wonderful — | was at my wit’s end,;

Worked well — can't find fault;

| could only say it was excellent — very caring; explained everything properly. She was lovely;
| can only give it the highest praise — | have never had such help.

One client elaborated on how she used to lie in bed at night and worry about money but now she was experiencing no money problems after
her support from the service.

However, two clients did go on to discuss ongoing issues around their move and difficulties they were now experiencing.
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Scenario
« No additional funding.
+ Current staffing exciuding admin & management. NOE, Chesl & Bols 2 FTE Workers
SD 1 FTE Workers
HP 1FTE Workers
AV & Ere T FTE Workers
« Managersent & admin centrally based. Front fine workers hosted by 3id parties in each area
+ Agcess restricted to over 588

Strengths Weaknesses Opportunities Threats
 This service can be vita! to reducing costs for gther
Bocauss indepandent - can and vl assist with al areas services, sich as adut care, heaith, housing Funders should not attempt to restrict area of ‘
fwork Are mot"siod int otk providers, £ could be given to access involvement, as inder and abily to tecile a wide
o ot Aot SNt one area cfviert funding from these sourcas, butwouldneedtobe  Jrange of issues is vital to the service
"unconditional”

) There salst servics for pecpie wih physical

Hosting wilhin general homelessness/housing acvice dis:;;l!:n?_?;aaa ﬁflvsvir:rfsa)‘: c};;f;ggp YS::E

f:a’(v’ucf:;ss‘gfa‘f;:"f'dﬂzggi :: rﬁfg s tis clear \wouid be an ideal opportuntly to combine this in the
v naep v role, subject to sufficient staffing and training

The existing service seems to work so weil due (o the Would rather have & part-time worker thatis a3
flexibiiity of the staff 10 take on all issues presenied to eifective as they are now than have a full time worker
them out work diluted,

Works weli with existing arrangements pizced within the)
LA's Housing Options Tearm.

8 Highest proportion of clients involved iooking at clients
5 Housing Options
i
\Worker currenty based in centrat focation with easy
accass
DCPHOS waorker has good links to HIA worker.
EBC wiing lo continue fosting post within Housing
Cptions Team. .
. i Current SF funding does not allow for 1FTE Keeping the siand aione service would make 1 easier |Poor access would reduce success which would
Seen as independsnt by clisnts viorker per area to understand fead roles for speciic lasks underming vaive of service
- T ] e .- {Keeping separatg services would necessitate careful
?:5;29 :gmﬁl‘gﬁ:{‘ :;i:?;g relaionsiis to be ggg;z;?;:::g;im‘y oulstips supply preventing analysis of workload and allocation of feadi rolesto  |Excelient reputation would be Narmed with poor 2ccass
P e ensure duglicaion avoidsd
Workrsae Gt 10 Ssictinough allwing —[Senis oncolbe e o gt it { oo s O b SOUGHLETIEKIRY  lgcing sonveaveadyance s s f e g
e {0 develop in depth knowledge to suport elients  |reduclng access PArNeTS i N “{level of demand
is being achieved
. Pressure lo deliver quick wins and chasing
3 Hosting by third parties hieips transparency and visbiity |valume which could end up cases being closed  {Seek funding from PCT that benefit directy Demand s only going fo increase
3 maturel
] o o
3 ;;“"‘“St‘g ?nz"e"n‘zi 3"2?;&”[;""??;93;‘3’3;”2 t Potenfisl tensions and conficts about priorifes between
E 5;5 ot uerice devision making M supporting partners exacerbaied by demand
Niajor pressure in AV to reduce demand for
ions. Critical that post is able o spend . i - i _——
fme it clens  encrsge et movewih Cargng mploner condtors ol s e
all the associated fime that this requires. Less
resource puts s under pressure
Reliance on one person pe area and the
limitations of their skils set
Good warking relationship with High Peak Community . . . . i
£ i i il 15 1
BT {Housing maitins  balanco of vt secorand g:r::ﬁr;;pmwm s working et and RRVE(S NG |y, sional onding oo cut post 6,07

oubiic sectar clients

Both HOPS workers and other 'Agency staff (i.e. Ots,
HIA, Handy Van, Peripatatic Wardens, Ffinancial
Inclusion Officers) can shadow ezch other to ablain
better understanding of client joumeys and share best
practice.

Ingreasing demand overwieims the service ard quality of

Hosting afiows closer working relationships fo be Current SP funding does ot allow for 1FTE
support is reducad

developed with sther services worker per area

\Workers are dedicated to 2 districtborough allowing

e o develan i depth knontedge fo support clents |1 coSS 1eSUicted 0 sing et growp

Sharing of best practice around the HOPs may be
limited

SP Suggestions to start
the process

Seen as independent by clients

HOPS staff arz Independent advisars with no conflict of
interest in any one setvice that they may racommend to
cuctomers
Age UK (and the former Age Concern} are recognised
rational brands with a sirong local ideniity

 The service remains open to funding and working

opportunities with local authorities ietgieg with other setvices

 The service is flexible and can respond to changing
reguests by councils to undertake pilot projects or
support parficutar campsians
Local authorities can extend the service through the
use of DCLG homeiessness grant and or 2nd homes
fundi

The service has been fecognised as good praciice by
the Chartered Insfitute of Housing

The Service has an established website providing
information across the county with district level
information
The service is well established and a relaible and
important partner of Home-Options across
DDDC/HPBC/AVBC/ERC

Derbyshire Dales
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Glossary of Abbreviations

Abbreviation
AUKDD
AVBC
AVHL
BDC
CBC

CLG
DACAS(SP)
DCC
DDDC
DFG
DOPHOS
EBC

FTE
HPBC
IMD

KPO

LA
NEDDC
NI

PBO

Pl

QAF

SDDC

Definition

Age UK Derby and Derbyshire
Amber Valley Borough Council
Amber Valley Housing Limited
Bolsover District Council
Chesterfield Borough Council

Central Local Government

Derbyshire Adult Care Accommodation and Support
(Supporting People)

Derbyshire County Council
Derbyshire Dales District Council
Disabled Facilities Grant
Derbyshire Older Peoples Housing Options Service
Erewash Borough Coucnil

Full Time Equivalent

High Peak Borough Council
Index of Multiple Deprivation
Key Performance Outcomes
Local Authority

North East District Council
National Indicator

Payment by Outcomes
Performance Indication

Quality Assessment Framework

South Derbsyhire District Council
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(Submission) - Making a Difference for older people in Derbyshire: the Housing
Options Service provided by Age UK Derby and Derbyshire.
http://www.cih.org/branches/em/resources/

Adult Care Service Plan 2010 — 2014 Pages 42 & 43
http://www.derbyshire.gov.uk/Social health/adult care and wellbeing/how adu
It care works/default.asp

“Your Life Your Choice” Derbyshire’s strategy for prevention 2011 — 2013
This can be obtained from jem.brown@derbyshire.gov.uk

Circles of Support -1 don’t know what | would do without Age Concern? An
Evaluation of the Housing Options Service for Older People (HOPS) in
Derbyshire Dales

This can be can be obtained from robert.cogings@derbyshiredales.gov.uk

Derbyshire Observatory

This website provides an overview of Derbyshire on a range of social, health,
economic, crime and environmental indicators. It builds a picture of life in
Derbyshire and illustrates where improvements are needed.
http://observatory.derbyshire.gov.uk/IAS

‘First Stop’

FirstStop offers expert advice and support to older people, their families, carers
on housing, care, money and rights. It is a national service, delivered in
partnership with specialist providers and local partners, including local
authorities, home improvement agencies, older people’s charities and older
people’s forums.

http://www.firststopcareadvice.org.uk
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