Annual Performance Assessment

Care an!lty Report 2008/2009
Commission

Adult Social Care Services

Council Name: Plymouth
This report is a summary of the performance of how the council promotes adult social care outcomes

for people in the council area.
The overall grade for performance is combined from the grades given for the individual outcomes.
There is a brief description below — see Grading for Adult Social Care Outcomes 2008/09 in the

Performance Assessment Guide web address below, for more detail.

Poorly performing — not delivering the minimum requirements for people
Performing adequately — only delivering the minimum requirements for people
Performing well — consistently delivering above the minimum requirements for people

Performing excellently- overall delivering well above the minimum requirements for people

We also make a written assessment about

Leadership and

Commissioning and use of resources

Information on these additional areas can be found in the outcomes framework

To see the outcomes framework please go to our web site: Outcomes framework

You will also find an explanation of terms used in the report in the glossary on the web site.

Delivering Outcomes Assessment

Overall Plymouth council is performing: Well

Outcome 1:

Improved health and emotional well-being The council is performing: Well
Outcome 2:

Improved gquality of life The council is performing: Well
Outcome 3:

Making a positive contribution The council is performing: Well
Outcome 4:

Increased choice and control The council is performing: Well
Outcome 5:

Freedom from discrimination and harassment The council is performing: Well
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Outcome 6:

Economic well-being The council is performing: Well
Outcome 7:
Maintaining personal dignity and respect The council is performing: Well

Click on titles above to view a text summary of the outcome.

Assessment of Leadership and Commissioning and use of resources

Leadership

There is a strong focus on improving performance in the council and with partners. An
Improvement Board was set up to manage the modernisation programme. This has resulted in
clear progress with key priorities, including the development of community support services.
There is also evidence of improved practice in response to the recommendations of the service
inspection (December 2007) with most actions now complete. There are new and revised
strategies which set out Plymouth's vision for the future.

This vision involves an ambitious programme of increased integration with health, modernised
services and commissioning which supports individual choice. The council needs to ensure there
is enough management capacity and resources to make these changes a reality. Opportunities
for working in more formal partnerships with health are now being explored. It is important that
this happens alongside developing joint health and social care delivery of services, so that
people have a positive experience of assessment and service provision, and a clear pathway
between services.

Plans are in place to develop and monitor the implementation of the government’s Putting
People First agenda. There has been uneven progress to date, as the council had chosen to
focus on specific projects leaving some areas less developed. To take forward the
personalisation agenda it is important that the workforce is fully prepared and that systems are in
place to increase the pace of change, particularly around personal budgets.

People who use services and carers have increased opportunities to be involved in decision-
making about service development. This has been achieved through improved opportunities for
consultation and revised arrangements in programme boards.

People who work for the council have access to a good range of training opportunities. Only
comparatively small numbers of people leave their jobs in the council each year. A workforce
strategy has been written in draft which aims to create a social workforce to meet modernised
services. However although this covers partnership working it is not a joint workforce strategy
agreed with partners.

Performance management is improving. There is evidence of successful monitoring of targets to
make sure improvement plans are delivered. Plymouth City Council increasingly uses customer
surveys and audits to find out the impact of services on people who use them.
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Commissioning and use of resources

Budget management is good. Plymouth City Council is on target to remain within budget for
another financial year, however resources are tight. Risks to the budget have been identified
and plans are in place to address these risks. The new medium term financial strategy reflects
the pressures that will come from the growing numbers of older people. Joining up social and
health care provision is considered an important way of delivering more services within existing
budgets. Currently each older person and those with mental health needs living in Plymouth
does not have as much of the social care budget spent on them as in other council areas. The
council is exploring the reasons for this.

The findings of the Joint Strategic Needs Assessment (JSNA) are being used, with partners, to
make decisions about what services need to be commissioned. The JSNA is helping to identify
and target inequalities and chose priority areas for service development. An increasing range of
joint strategies are being used or are in the planning stage. This includes stroke care, dementia
care and a joint carers’ strategy.

Providers are getting involved in designing and planning person centred services. Workshops
have been run to involve and brief providers, a newsletter is sent out regularly and the internet
site keeps people informed. Providers are also part of working groups to plan specific new
services. Providers reported that they feel confident in the support provided by contracting and
commissioning staff.

There is a good focus on purchasing quality services. Decisions about purchasing and using
services are based on good local knowledge of what is needed and how well the service meets
quality standards. Once a service is being used the contract is monitored robustly and providers
are rewarded for quality. How often providers meet with contracting managers depends on the
risks in the service and monitoring meetings are used to improve the quality of the service.

Summary of Performance
Brief overview of performance and progress

Plymouth City Council has made clear progress with key priorities this year. The focus on
managing performance and the high priority the council has given to taking forward social care
issues has resulted in improved service delivery. The pace of change has increased and plans
for 2009/10 are ambitious. The council will be working towards increased integration, continuing
the modernisation of services and developing the personalisation agenda. Service planning is
closely linked to analysis of population needs.

More people living in Plymouth are being supported to live independently in the community than
in previous years. In the past too many people were living in residential care but this is now
being addressed and the council is developing services based in the community which prevent
people going into care. This includes services that help to prevent people's care needs from
increasing and which support people to live in their own homes. If people can no longer live in
their own homes there is more choice of alternative accommodation. There is still more to do to
make these choices available to everyone. People are getting aids and small adaptations to
support them to live at home more quickly, however people have to wait a long time for major
adaptations to be carried out on their homes.

Alongside this modernisation of services the council has clearly focused on quality. Systems set
up in contracting and commissioning make sure that the council buys good services and rewards
good providers. There is help available to support services to improve.
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Progress with the governments Putting People First agenda has focused on improving access to
information and advice, while developing preventative services which people can access
directly. Many more people have been able to get a direct payment this year and this is a good
foundation on which to develop individual budgets during 2009/10. The council is clear about its
priorities under this agenda and has set ambitious targets.

As part of the modernisation of day services there is an increasing focus on getting people into
work. At the moment more people are involved in voluntary work and work placements. It is
important to people who use services that this is a route into real, paid employment. The council
is putting systems in place to make sure they are a good employer and can be an example for
others in the city.

Involving people who live in Plymouth in shaping and developing services has been a priority for
the council. This has been successful this year, with more ways for people to get involved and
evidence of good use of surveys to find out what people think about their services. It is
important that all groups of people who use services are given opportunities to monitor the
implementation of strategies and check how the council is developing services.

Addressing inequalities in Plymouth is a challenge. There are clear geographical areas where
people do not have good health. Also the population is changing, becoming more culturally
diverse. The strong political and managerial leadership of the equality and diversity agenda will
be important in taking equalities issues forward and making sure that services are responsive to
the requirements of different cultures and religions and accessible for everyone.

The safeguarding service in Plymouth performs well. More people are being kept safe and

referrals are dealt with promptly. People who are referred for safeguarding are asked for their
views and are able to influence the process.

Outcome 1: Improved health and emotional well-being

The council is performing: Well
What the council does well.

People are increasingly using intermediate care services both to prevent them going into
hospital and to help them to leave promptly. New developments include Pathway flats which
have been set up to give people an opportunity to learn independence skills and a specialist
intermediate care domiciliary service for people with dementia. This has meant that people do
not have to stay unnecessarily in hospital while waiting for social care support to be arranged.

Plymouth is clear about the need to improve the health of its population, focusing on areas of
greatest need. The Local Area Agreement includes targets to promote health and reduce
behaviour which causes harm, for example smoking and obesity. The council has supported
these targets by increasing available information. The Be Smart Be Safe Handbook has been
distributed to 12,000 households and has been well received.

More people have had their needs reviewed this year across all groups of people who use
services. Good progress has been demonstrated in improving the efficiency of the review
service, the council now needs to demonstrate the quality of reviews and develop links to the
future planning of services.
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What the council needs to improve.

It is important that the council continues to work with partners to ensure that sufficient and
effective intermediate care services are available in the community to prevent hospital
admissions and to speed up discharges from hospital. A review of intermediate care has been
conducted and an action plan is being written to support further expansion of the service in
2009/10. A new system, started in December 2008, flags people up as soon as they arrive in
hospital to prompt social workers and community health workers to create a discharge plan. The
council can show this is reducing the number of days people spend in hospital. More people are
using the hospital discharge Care and Repair Service and the enabling domiciliary care team is
supporting people in their own home to relearn independence skills.

People with mental health needs are not yet benefiting from a fully modernised service. This
year good progress has been made to support people in crisis and the team which provides
early intervention in psychosis. Modernisation of the mental health service needs to continue,
alongside the development of indicators which demonstrate the effectiveness of services in
meeting people’s needs.

It is not clear whether enough people who abuse drugs and alcohol are able to access and stay
in treatment. Targets set by the council and partners have not been met but the national data
used to evidence performance may not be accurate. There is concern over the level of alcohol
use in Plymouth and hospital admissions are increasing. The council, supporting people and the
Drug and Alcohol Action Team, have commissioned a new alcohol support service.

Outcome 2: ImEroved gualitx of life

The council is performing: Well
What the council does well.

More people have been supported to live at home in Plymouth this year. Resources have been
reallocated to promote new initiatives and systems of support for people living in their own
homes. There is an increasing range of preventative services. An example of this is the new
Starting Point service which offers information, support and guidance to people aged over 50
years. The aim of the service is to enable older people to remain at home and link them into
wider services, while offering low-level support when needed.

People living in Plymouth have good and increasing access to extra care housing and supported
living opportunities. Plymouth continues to lead across the south west peninsula in developing
extra care provision. This year new extra care housing schemes for people with learning
disabilities and for people with visual impairments have been developed. A new supported
housing project for people with mental health needs has prevented six people from being
admitted to care during 2008/9.

People are receiving aids and minor adaptations more promptly. The average waiting time for
minor adaptations has been cut by half. This improvement has been achieved through the
support of three occupational therapy assessment centres which are located across the city.

More carers have had their needs assessed and have been able to get services during 2008/9
compared to the previous year. There has been an increase in the number of carers who use
direct payments, which are used for a whole range of social and leisure activities and to facilitate
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people to have a break. Access to short term break services is more flexible through a voucher
scheme which can be used in good quality homes.

People who use services are increasingly able to access community facilities and mainstream
services in Plymouth. The modernisation of day services has focused on increasing people’s
opportunities to take part in ordinary community events, including leisure and cultural activities.
A good example is the employment of a disability sports coordinator who supports people with
learning difficulties to access the university’s sports facilities.

What the council needs to improve.

People are waiting too long for major adaptations to be carried out on their homes. Although the
council has managed to slightly decrease waiting times during 2008/9 people still have to wait
too long. Additional capacity has been put into the service and Plymouth is looking at how to
make links to the decent homes initiative and the housing stock transfer to ensure people’s
needs are met more promptly.

It is important that the council is able to offer a wide enough range of Telecare (electronic
sensors and aids that make the home environment safer) and Telehealth (electronic sensors or
equipment to monitor people’s health in their own homes), in order to meet more complex
needs. Plymouth does not spend as much on telecare as other councils although the rate of new
people provided with a service is around average. This would indicate that mainly smaller items
are being provided.

Services are not yet fully developed to meet the needs of people with autism and challenging
behaviour. The council is clear about the gaps in provision and is working towards new
commissioning strategies to fill the service gaps.

Outcome 3: I\/Iaking a Eositive contribution

The council is performing: Well
What the council does well.

People living in Plymouth have increasing opportunities to be involved in shaping and
developing services. There is a wider range of ways that people can participate and the council
can provide evidence of the impact of their involvement. This includes surveys, consultation
events and ongoing involvement in reference groups and partnership boards. Consultation can
be shown to have made changes in service delivery. A good example is the Lifestyles service
for people with physical and sensory impairments which ensures access to community based
activities and the development of an information shop in the centre of the city.

Opportunities to go on training courses have been provided to help people to become more
confident to get involved in service development. Carers have been involved in skills training and
a development worker has been appointed to support people with physical and sensory
impairments to become more involved in service planning.

The adult safeguarding board meets regularly with carers and people who use services to
discuss how safeguarding can be improved. As a result of this the number of professionals
attending safeguarding meetings has been reduced, so people can feel more relaxed. After a
safeguarding investigation has taken place people who were referred to safeguarding are invited
to tell the council their view of the experience.
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People are being encouraged to take an active part in their communities, with increased
opportunities for volunteering. There are good examples of community events which focus on
intergenerational activities, for example a project where older people are spending time at a local
school reading to children.

What the council needs to improve.

People are beginning to have opportunities to take a real part in monitoring service delivery.
People with learning disabilities are able to get involved through the Learning Disability
Partnership Board. The council is looking at how older people will be involved in monitoring the
older people’s strategy All Our Futures and has got together the original reference group to take
this forward. There is more to do to make sure people who use services are effectively involved
in monitoring service delivery.

Processes for gaining feedback on people's experiences of assessment and review should be
further developed. A survey of a random selection of people who had recently been assessed
was undertaken to gain their views of the experience. This is being used to inform improvements
in the care management process. It is important that this becomes a regular activity and is
integrated into team planning.

Outcome 4: Increased choice and control

The council is performing: Well
What the council does well.

Plymouth has taken a number of steps to improve the accessibility of advice and information.
Older people can use the new Age Concern Starting Point service, which is already
demonstrating its effectiveness. Leaflets and information packs are available in community
locations as well as from social care teams and the council's contact centre. The council’s
website has been improved and now includes Word speaker and adjustable font sizes. A new
website called Open to All opened in January 2009 for people with learning disabilities.

More people are using a direct payment to purchase their own care during 2008/9, with
particularly good growth in the number of older people and carers involved. There has been an
increase in staffing in the direct payments team with investment in services to support people to
use personal assistants. This, alongside the promotion of direct payments to stakeholders, the
public and staff through road shows, campaigns and training, has resulted in this good increase.

Less people with learning difficulties are now living in residential care. Plymouth is reducing the
numbers of people in residential care as historically too many people have lived in these
settings. This year (2008/09) the number of people permanently living in care homes was
reduced by more than 16%. The council has increased the housing options available and is
setting targets to make sure people are moving into more independent living situations. It is
important that the council continues to meet these targets so people can achieve better levels of
independence in the community.

Improvements to care management processes have resulted in people having their needs
assessed more quickly and reviewed more regularly. This has been achieved through a
redesigned reception and initial assessment service and clear target setting in teams. Progress
needs to continue to ensure performance is maintained at a good standard
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What the council needs to improve.

People living in Plymouth are not currently offered a personal budget. However systems are in
place to start the roll out of personal budgets during 2009/10. The council has set ambitious
targets; all new social care users will be on a personal budget from October 2009. Agreement
has been reached on the development of a system to allocate resources. Champions have
been recruited to get these systems working in practice.

There have been good improvements to the advocacy service in Plymouth during 2008/9. This
includes the development of a directory of advocacy with providers and the commissioning of a
new service for people with learning disabilities and complex needs. However it is not yet clear
that advocacy is embedded in service delivery or that there is sufficient capacity in the advocacy
service. The council has recognised this and is planning additional services in 2009/10 and has
set this as a corporate priority.

Outcome 5; Freedom from discrimination and harassment

The council is performing: Well
What the council does well.

A new corporate Equality Scheme is in place and linked into service delivery plans. Equality
impact assessments have been completed on all policies and strategies. A system is in place to
monitor progress of the actions arising from the Equality Scheme. However, people cannot
currently access any evidence of progress against objectives on the Internet site. It is clear that
the council is monitoring equality actions therefore it is important that the public is able to see
progress.

People who do not meet the current eligibility criteria (that people must have critical or
substantial needs) are able to access an increased range of information and preventative
services. There is universal access to initial assessments and within the eligibility policy there is
flexibility to provide services to individuals whose needs may increase within the next six
months. The council monitors the numbers of people who are signposted to alternative services.

People who have a direct payment and are assessed as needing Continuing Health Care can
now continue to receive a direct payment. A joint approach between the primary care trust and
adult social care has led to an agreement which maintains person centred care.

The council has successfully achieved level 3 of the equality standards and is now moving
forward with its plans to achieve the standards of level 4 during 2009/10. The independent
assessment of level 3 noted clear evidence of strong political and managerial leadership of the
equality and diversity agenda and a strong momentum for positive change. A staff training
programme supports the delivery of equalities practice.

Although crime is relatively low in the area people's perceptions and fears are understood to be
disproportionately high. It is therefore a priority for the community safety team to improve
perceptions around crime and disorder. The council and partners are working on improving
confidence by telling people what has happened as a result of crime. Initiatives have also been
taken to reduce hate crime and increase the reporting of incidents of discrimination or
harassment in the area. Of particular note are; a DVD produced by local service users and
Scope (a national organisation for disabled people) and a letter of advice and information on
keeping safe for people with learning disabilities.
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What the council needs to improve.

The council needs to ensure that information about eligibility for services is clear and presented
in formats which people understand. It is important that improvements being made to the
council's website address this.

Working with diverse groups around the city to make sure that services are appropriate and
responsive to requirements of different cultures and religions is a continuing priority for
Plymouth, particularly as the composition of the city's population changes. Money has been
allocated to third sector organisations to deliver community events and links are being made with
representatives from the area's diverse communities through informal ‘cup of tea’ sessions.

Outcome 6: Economic well - being

The council is performing: Well
What the council does well.

People living in Plymouth are helped to maximise their income through council and voluntary
sector support. There are also initiatives to protect the financial interests of people who use
services. There is good evidence of the success of these systems.

Increasing numbers of people with learning disabilities are in voluntary work and work
placements. The council has a contract with an independent provider who finds opportunities for
placements and supports people in these.

The council is setting an example for other employers by extending ways of employing people
who use services. A guide for managers has been introduced and simplified application forms
and job descriptions provided. Action is being taken to make sure the council actively recruits
individuals with learning difficulties and mental health needs. It is important to develop and
monitor the effectiveness of these initiatives to evidence how the council acts as a good
employer for people with disabilities.

What the council needs to improve.

Not enough people who use services are currently able to access paid employment. There has
been a slight increase in the number of people with learning difficulties and mental health
problems that are helped into paid employment this year; however less people are helped than
in other council areas. Plymouth is evaluating the number of people with learning difficulties with
the potential to move into paid employment. For people with physical and sensory impairments
the modernisation of day services is helping more service users to enter employment. This has
been built into the specifications and targets for the new services. The council will want to
demonstrate increased numbers of people in work and how outcomes have improved for them.

Although the range and flexibility of support for carers to enable them to remain in work is
developing, this needs to be extended and more carers supported. In addition to supporting
carers employment through training courses and the use of flexible breaks Plymouth can provide
examples of helping a carer to learn to drive and providing computers and software, to enable a
return to work.
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Outcome 7: I\/Iaintaining Eersonal dignitz and resEect

The council is performing: Well
What the council does well.

Plymouth's safeguarding team provides a good multi-agency response to adult protection alerts.
More people have been referred for safeguarding in 2008/9 and the council has continued to
respond to these referrals quickly.

The safeguarding board is well supported by all agencies, with senior representation and
involvement from all partners. Objectives have been set for the development of the service
which are monitored through the overview and scrutiny panel. A widespread publicity campaign
to promote recognition, reporting and prevention of abuse is to be implemented in 2009/10 to
respond to research which identified people in the community did not understand adult
safeguarding.

Providers are supported to improve practice through proactive contract monitoring and support
from quality officers. A dedicated quality officer works alongside providers to improve standards
and ensure that care plans are delivered appropriately. A care home improvement team is in
place to work with providers to support improvements following safeguarding investigations.

People living in residential care have their rights and dignity promoted through good work of the
council's contract team and the Dignity in Care Home Forum. The Dignity in Care Forum is a
network of care home managers set up to promote improved practice. The My Home Life
programme is being introduced to providers.

People receiving domiciliary care feel their rights are protected and their dignity promoted. When
people start to have a domiciliary care service the brokerage team contacts them after six weeks
to check that they are receiving a quality service. 100% of new service users said that there are
treated with dignity and respect and 98% were satisfied with the service, according to the most
recent survey.

What the council needs to improve.

As the council moves towards a model of individual budgets and personalised care, systems
need to be reviewed to make sure people are adequately safeguarded and risks to them are
assessed. This is an agreed priority for the Council. A risk enabling tool will be developed
alongside guidance and protocols.

The adult safeguarding board has not developed a pooled budget, reporting this is not
necessary because of the high level of cooperation. Partners should be encouraged to
contribute to the safeguarding budget to demonstrate their full commitment to the service.
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