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Welcome
Welcome to South Gloucestershire’s fifth annual local account which sets out how well we are
doing in meeting the needs of adult residents of South Gloucestershire who require care and
support. Our adult social care services are designed with people at the heart of what we do –
involving, informing and equipping them to use their individual experience and wishes and make
the best choices in planning the support they need. This document explains the progress we have
made during 2015/16.
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What is a local account?
Local accounts are annual reports designed to give local residents a clear picture of the
achievements we have made in adult social care – how well we are performing, the changes and
challenges we are facing and our plans for future improvements. We remain as ambitious as ever
in setting plans and getting results that will improve people’s wellbeing and give them
independence and control over their lives and the care they choose. This is set against a backdrop
of a faster pace of change and greater financial constraints. The introduction of the Better Care
Fund brings us opportunities and challenges to deliver more joined up care by working more
closely with our health colleagues and South Gloucestershire communities.
Our aims for adult social care continue to complement the Health and Wellbeing Strategy for South
Gloucestershire, with an overarching vision for all health and social care:
www.ourareaourfuture.org.uk/health-and-wellbeing-board/joint-health-and-wellbeing-strategy

The report is in seven sections:
1.
2.
3.
4.
5.
6.
7.

Your local area: South Gloucestershire at a glance
How we met change and challenges in 2015/16
Facts, figures and performance - delivering the customer journey
Keeping people safe
Listening and learning
Working with our partners
Our priorities for change 2016 – 2018

Please give us your feedback
We would like you to let us know what you think of the Local Account and tell us if there is
anything we have not included that you would like us to in future. Please see the final page for
details.
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1. Your local area – South Gloucestershire at a
glance
Population
The population of South Gloucestershire for mid‐2015 is estimated to be 274,700
18.6%of the population are children (aged under 16), marginally below the national (England)
average (19.0%).
18.3% of the population are aged 65 years or over (the pensionable age) – above the
national (England) average of 17.7%
Source: 2015 Office of National Statistics (ONS) mid-year population estimate
The area has seen rapid population growth since the 1970s - between 1971 and 2001 the
population increased by over a third (from 182,900 to 245,600).
However, more recently population growth has slowed; increasing by only 7.5% in the last decade
(2001 to 2011). Between 2001 and 2011, the largest population increases have been in areas
which have experienced the highest levels of housing development – particularly areas within the
north and east fringes of Bristol.

Population projections
The latest official population projections from ONS (the 2014 Sub-National Population Projections)
suggest that the population of the district will rise to 330,800 in 2039, a 21.8% increase on the
2014 baseline (271,600).
By 2039, the latest ONS population projections suggest that:
The proportion of the population who are children (those aged under 16) will fall marginally
(from 18.5% to 18.2%)
The proportion of the population of working age (aged 16-64) will fall from 62.3% to 57.9%.
The proportion of the population aged 65 or over will increase from 18.2% to 24.0% and the
proportion over the age of 90 will increase from 0.8% to 2.4%.
In numeric terms, these population projections suggest that by there will be:
9,800 more children
19,700 more residents of working age
29,700 more residents aged 65 or over
5,700 more residents aged 90 or over
It is important to note, however, that these official population projections are based on recent
population trends in the levels of births, deaths and migration. They do not take into account any
future policy changes, housing development or other factors which might influence demographic
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trends and future population levels. This means that the level of housing development proposed in
South Gloucestershire’s Core Strategy is not fully reflected in these official projections. The level of
population growth arising from this significant level of new housing development is likely to be
considerably higher than the official projections suggest.
Source: ONS 2014 Sub-National Population Projections.

Ethnic composition
According to the 2011 census, 13,200 (5% of the total population) are of black and minority ethnic
origin. This is more than twice as many as the number recorded in the 2001 census (5,900 people,
2.4% of the population).
The South Gloucestershire BME population is lower than the national average of 14% (for England
and Wales).
Source: 2011 Census, ONS.

Key facts that drive how we shape services in South Gloucestershire
People live longer than the national average: Older people should feel valued and respected in their
communities with choice and control over how they live their lives. They should be enabled to live
full and active lives with every opportunity to remain independent.
Many people living with long-term conditions, physical disabilities and mental health problems
experience difficulties. They should be supported to lead independent, fulfilling and dignified lives.
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2. How we met change and challenges in
2015/16
Spending Money Effectively
Our budget in 2015/16 for Adult Social Care Services was £70.8m
50%

Bed Placements

(£35.5m)

36%

Community Based Support

(£25.6m)

8%

Assess, review and Care
Management

(£5.8m)

3%

Commissioning and business
support, inc director

(£2.0m)

3%

Performance Information, IT Systems
Support and Adult Safeguarding

(£1.9m)

We delivered our services within budget.
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Improving services
Action:
Relating to the Care Act 2014.
A headline priority for adult social care in the last year has been the implementation of the new
duties placed on us by Part 1 of the Care Act.
Update:
The council introduced the following changes to meet the requirements of the Care Act on 1 April
2015:
Care and support needs are now assessed against nationally agreed criteria to make it fairer
and easier. The same national eligibility threshold for support and assessment applies for
carers
Deferred payment agreements are available across England, which means that people
should not have to sell their homes in their lifetime to pay for care
Keeping vulnerable people safer: ensuring we and our partners are clear on responsibilities
for vulnerable adults
We took on responsibilities to cover social care needs of prisoners with the three prisons in
South Gloucestershire.
The government also took the decision to delay Part 2 of the Act until 2020 which means that work
to introduce care accounts and prepare for the introduction of the cap on care costs will be
delayed.
Although the announcement means we are not going to see the expected steep increase in
demand in contacts and assessment requests, we are progressing with work to enable more
online assessments by clients and other parties through the implementation of an Integrated Care
product.
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Personalisation
Recognising people as individuals who have strengths and preferences and putting them at the
centre of their own care and support, whatever the setting.
Action:
Procure and roll out a new framework of Direct Payment support providers.
Update:
We completed this procurement and launched the new framework of providers, enabling service
users to choose from a range of providers who they would like to appoint to provide them with this
support. We have introduced Direct Payment cards for all Adult social care services recipients of
Direct Payments so that they now pay for their support using a preloaded card. Roll-out of
payment cards for Children's social care Direct Payments is being planned. All parents in receipt
of direct payments have been sent information on the Direct Payments Support Providers, and we
aim to pay all direct payments for parents of disabled children onto the payment card by June
2015.
Action:
Complete and implement the design of a new 0-25 service.
Update:
The 0-25 service is still continuing to develop as a service since implementation in Sept 2014.
There is a strong focus on reviewing processes and delivering operational services within
timescales. Demand and capacity remains a priority operationally with trends and analysis of
unmet need being captured to inform joint commissioning. Participation and co-production with
partner agencies, education settings and families continues to be a key priority for the service and
is still developing; the 0-25 Partnership Board is operational and is finalising its priorities for the
next 3 years.
Action:
Implement the next phase of the Better Support for Older People Programme, securing the
provision of additional ExtraCare Housing in pursuit of the Council’s 2016 target and reducing the
council’s role as a direct provider of residential care.
Update:
We continue to make progress in helping to support the delivery of more ExtraCare housing
schemes for older people. The 261 unit ExtraCare Village at Cold Harbour Lane is due to begin
building on site later this month and due for completion in September 2018. The
Frenchay/Thornbury ExtraCare development proposals are at early stages of development and due
to begin planning discussions in the near future.
Acceptable bids for sites for development of new care homes were considered and approved in
October 2015. Sale of the Cranleigh Court Road, Yate site was completed on 31 March 2016. At
the same date the Tennis Court Road, Kingswood site was at draft contract stage.

8/44

www.southglos.gov.uk

The scheme at 98 Gloucester Road North, Filton will provide 9 flats for people with learning
difficulties and one flat to be used as a staff office and guest room. The site belongs to
Knightstone Housing Association and adjoins the Springfields ExtraCare scheme. The flats will be
constructed using NHS England capital funding. The scheme has planning consent and all the
requisite grant conditions and nominations agreement have been completed. Knightstone
Housing Association has received the grant and expects to be in contract and starting on site to
demolish the existing building imminently.
Action:
Review and improve people's initial access to information about their options and eligibility for care
and support. The aim is for people to be given clear, prompt advice to decide the best route to
take and that they are directed to an appropriate assessment or signposted to community and
voluntary services. This action is supported by staff as a priority in their day to day work.
Update:
Our customer services officers, adult social care practitioners and health colleagues are continually
making improvements to the way they advise and signpost people enquiring about services and
their eligibility. We have supported this with the implementation of Care Act information in a new
accessible online format, which we continue to roll out. A review programme of existing information
is leading to further improvements and the introduction of our Integrated Care product will enable
us to further develop our digital technologies and offer an enhanced online information & advice
offer in advance of part 2 of the Care Act. Governance of NHS Choices ensures that their digital
service is able to meet the demands of its users and partners. It aims to be transparent, focused
on user insight, measurement and outcomes, and combines objectives from both health and social
care.
This year we have reviewed and updated First Contact, our generic signposting initiative. We have
increased the number of services available and the number of partners promoting the scheme.
Action:
Review how we meet the needs of people with mental health needs.
Update:
The adult needs assessment has been signed off by the Health & Wellbeing Board and an action
plan is now being implemented in close partnership with key stakeholders in the Clinical
Commissioning Group (CCG) and other statutory and voluntary agencies. The assessment has
also been included into the refreshed Joint Strategic Needs Assessment.
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Equitable access
Making access to health and social care easily accessible to everyone, no matter where they live,
their age or circumstances.
Actions:
Review the availability, use and cost of day service provision using benchmarking from other LA
areas to introduce a model of future delivery which demonstrates value for money and benchmarks
well with other LA areas.
Update:
Service Users annual reviews continue to embed the Promoting Opportunities model, with
alternative community based services and direct payments being provided as an alternative to
building based services.
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Value for money
Working with partners and communities to make best use of available resources in a climate of
demographic and financial pressures, so that people have choice from a wide range of high quality
support and services to achieve better outcomes.
Action:
NHS integration – implementing the Better Care Fund with NHS partners and other stakeholders
and refreshing the Joint Strategic Needs Assessment.
Update:
NHS integration – we implemented the Better Care Fund with further integration and local joint
working across primary care, community health, social care, community and voluntary sector and
other partners; achieving financial protection for statutory social care duties.
Completed a comprehensive review and refresh of the Joint Strategic Needs Assessment for
South Gloucestershire.
A Joint Strategic Needs Assessment (JSNA) :
Provides a common view of health and care needs for the local community including
identifying inequalities in health
Documents current service provision
Identifies gaps in health and care services, identifying unmet needs
Details evidence of effectiveness for different health and care interventions
Draws on a wide range of quantitative and qualitative data, including service user views
Is concerned with wider social factors that have an impact on people’s health and wellbeing,
such as housing, poverty and employment.
The JSNA is used by health and social care organisations as an evidence base for commissioning
and developing services. It is also used by other organisations, including the voluntary and
community sector, to plan services that meet the needs of the local population.
We implemented the actions agreed in the delivery plans that are established to ensure delivery of
our Sustainable Community Strategy.
Action:
Carry out a review of the current arrangements for Rapid Response.
Update:
The review of the Rapid Response Service and successful implementation of a sustainable and
affordable model of service is complete.
Action:
Implement approved changes to the council’s in-house Day Services following completion of the
‘What People Do in the Day’ Service Review.
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Update:
Expanded space is in use at Cambrian Green, Yate as a South Gloucestershire wide centre of
excellence for dementia day care. Learning Difficulties Day Centres at Kingswood and Thornbury
were brought under single management. Downend Day Centre closed and services were relocated
to Kingswood.
Action:
Manage the transfer of responsibilities of the existing Independent Living Fund into the local
authority, limiting any additional financial burdens.
Update:
All reviews of transferred support plans were completed and service users' Care Act eligible needs
were confirmed along with any changes to care and support plans for 1 April 2016 as originally
planned.
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User views and feedback – adult social care
survey
As a sector, we need to understand more about how services are affecting people's lives, rather
than simply what outputs services are providing. If users are to be at the heart of care planning and
provision, then user experience information will be critical for understanding the impact and
outcomes achieved - enabling choice and informing service development.
In 2015 – 16, for the sixth year in succession we completed the annual Adult Social Care Survey,
which is designed to help the sector understand more about how services are affecting lives.
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3. Facts, figures and performance – delivering the
customer journey
Facts and figures
We are continuing to focus on helping people meet their needs in a way that gives them choice
and control and connects them with their local community.
This means that people can expect services tailored to their own needs to achieve the
outcomes that are important to them.
Some of the figures in this report are snapshots as at 31 March 2016 compared with the position
as at 31 March 2015. Those are directly comparable figures.
Our customer service centre is the first point of contact for most people, including those referred
on to us by other agencies. We signpost people to a social care assessment or the best services
to meet their needs. In 2015/16, 34,333 people contacted us with social care enquiries (34,434 in
2015/16).
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Referrals to Social Care
4,724 referrals for social care and related issues (7,109 in 2014/15), many of which were dealt with
by providing simple services, advice and information.
583 people had a ‘self-assessment’ (814 in 2014/15) resulting in 233 receiving appropriate support
guidance or awaiting further action (479 in 2014/15). The remaining 350 went on to a full
assessment (335 in 2014/15).
3,839 (4,263 in 2014/15) people in total (including existing clients) had a full assessment
undertaken following social referrals, reviews, carers assessments and services.
The total number of assessments for these clients in 2015/16 was 5,838 (6,591 in 2014/15).
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Reviews, Carers’ Assessments and Services
Between 1 April 2015 and 31 March 2016:
2,512 reviews were completed for service users (2,867 in 2014/15).
532 carers had an assessment or review completed (596 in 2014/15).
3,332 people were receiving a service (2,543 long term service and 183 short term service) at 31
March 2016 (3,314 as at 31 March 2015).
Of those receiving a service, those defined as receiving ‘self-directed support’ (they were provided
with a budget and were able to decide how they would like to spend their money in order to
provide the support they needed) as at 31 March 2016 was 1,914 (2,495 in 2014/15). The
reduction has come about following clarification of the definition of “managed by the local
authority” which all local authorities will have received in September 2014.
Of those service users and carers receiving self-directed support, 1,202 had a direct payment
during 2015-16 (1,157 in 2014/15).
(Note: The 1,202 is made up of a snapshot of 630 service users receiving direct payments as at 31
March 2016; whilst for carers it is cumulative figure of 572 from April 2015 to March 2016).
2,386 people were receiving community based services, including home care and day
care (2,815 in 2014/15).
363 people were permanently admitted to local authority funded residential and nursing home
care placements (337 in 2014/15). 163 of these were admissions to residential care (152 in
2014/15) and 200 were admissions to nursing care (185 in 2014/15). Overall, 943 people were
funded in residential and nursing care according to a snapshot taken on 31 March 2016 (947 as at
31 March 2015).
1,008 people received home care in an average week (901 in 2014/15).
35 percent (341) of clients receiving visits received ‘intensive home care’ (10 or more hours per
week) (37 percent / 333 clients in 2014/15).
234 service users aged 55+ living in ExtraCare Housing (271 in 2014/15). These are cumulative
figures of all people who lived in ExtraCare Housing for all or part of the period during 2015-16.
179 service users living in the community in other forms of supported living (157 in 2014/15) (135
with a learning difficulty), (122 in 2014/15). These are cumulative figures of all people who lived in
supported living for all or part of the period during 2015-16.
2,547 people were provided with additional support to remain in their own homes through aids and
adaptations (1,804 in 2014/15).
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8.2 percent of service users (113 people) aged 18-64 are from minority ethnic communities (5.1
percent in 2014/15).
4.8 percent of service users (95 people) aged 65 or over are from minority ethnic communities (1.9
percent in 2014/15).
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Performance
A range of social care-related performance measures show how the services we provide compare
to other authorities, and whether they are meeting the needs of the community. Some of the
measures recognise how we work across health and social care to meet individuals’ needs.
Here are some of the performance measures included in the Government’s Adult Social Care.
Outcomes Framework. Our 2015/16 performance is compared with national figures for 2014/15 as
these are the latest available.
The percentage of service users with self-directed support was 80.2 percent as at 31 March 2016
compared to 81.0 percent in the previous year. National (2014/15) service users with self-directed
support 83.7 percent. The percentage of carers with self-directed support was 100 percent as at
31 March 2016, this is the same percentage as the previous year. National (2014/15) carers with
self-directed support 77.4 percent.
The percentage of service users (excluding carers) receiving a direct payment is 26.4 percent (26.8
percent at 31 March 2015). National (2014/15) service users (excluding carers) direct payment
26.3 percent.
The percentage of older people discharged from hospital who received reablement or
rehabilitation care services and who are still at home 91 days after discharge from hospital is
another key performance measure. This looks at the effectiveness of services which aim to
improve older people’s independence when they have been discharged from hospital. Our
2014/15 performance showed that 81 percent were still at home. The figures for 2015/16 is 86.6
percent. National (2014/15) 82.1 percent.
The percentage of adults with learning disabilities receiving social care services who were in paid
employment at the time of their review was 4.8 percent (32 people) (8.6 percent in 2014/15).
National (2014/15) 6.0 percent.
As at 31 March 2015, the percentage of adults (18-64) with learning disabilities receiving social
care services who were in settled accommodation at the time of their review was 42 percent (279
out of 662 adults known to council) (66 percent, 474 out of 713 adults known to the council as at
31 March 2015). National (2014/15) 73.3 percent.
The percentage of adults with mental health problems receiving secondary mental health
services who were in paid employment measures employment outcomes for those adults in touch
with secondary mental health services whose complex needs are being managed using the
Care Programme Approach (CPA). As at 31 March 2016, 19.4 percent of adults (122 people) using
the CPA in South Gloucestershire were in paid employment (21.6 percent in 2014/15). National
(2014/15) 6.8 percent.
The percentage of adults with Mental Health problems receiving secondary mental health services
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who were in settled accommodation at the time of their review measures the accommodation
situation for adults in touch with secondary mental health services whose complex needs are being
managed using the Care Programme Approach (CPA). As at 31 March 2016 76.3 percent (82.2
percent in 2014/15) in South Gloucestershire were in accommodation classed as ‘settled’.
National (2014/15) 59.7 percent.
The number of hospital discharges that were delayed by social services for people aged 18 or
over (per 100,000 population) measure aims for as few delayed discharges as possible. In 2015/16
adult social care was responsible for an average of 10.1 delayed patients ‘bed-days’ per 100,000
population for all discharges (9.8 in 2014/15). The main cause of this change has been delays in
completing assessments and other processes to allow people to move to available commissioned
services. Although a contributory factor has been the occasional shortage of nursing care beds for
people with dementia. National (2014/15) 3.7 percent.
Permanent admissions to residential/nursing care for older people (per 100,000 population).
It is better to have a low rate of permanent admissions to residential care, as a high rate can
indicate a lack in the range of health and social care community services needed to enable
someone to remain in their own home and/or a need for improved assessments and decision
making processes. In 2015/16 South Gloucestershire had an admissions rate to residential/nursing
care for older people of 707 per 100,000 population (680 in 2014/15) and 13.4 per 100,000 for the
population aged 18-64 (5.5 in 2014/15). National (2014/15) 669 and 14.2.
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Keeping People Safe
Trends in number/volume of cases
2015/16 saw a 10 percent increase in the number of adult safeguarding incidents in South
Gloucestershire, totalling 1,433 compared with 1,586 in 2014/15.
The most prevalent incidents reported were, as last year, neglect (45 percent) and physical abuse
(25 percent). Financial abuse (16 percent) increased, whilst psychological abuse (10 percent)
remained static compared to 2014/15. Sexual abuse (3 percent) remains one of the smallest
categories, and declined by 1 percent in 2015/16 compared with 2014/15.
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4. Keeping people safe – adult safeguarding
Trends in number/volume of cases
2015/16 saw a slight fall in the number of adult safeguarding concerns raised in South
Gloucestershire to 1,433 from 1,586 in the previous year. This number is still higher than any year
before 2014/15 and is due to work undertaken to ensure that only genuine safeguarding concerns
are recorded as such. Lower level issues which can and should be managed through other
processes are now recorded in other ways. In 70% of cases risks were identified and plans put in
place to manage or remove these. In 26% of situations no risk was identified once further enquiries
had been carried out. In 3% the results were inconclusive.
The most prevalent areas of abuse and neglect continue to be neglect (45%), physical abuse
(25%) and financial abuse (16%). The latter shows a slight rise and some of this would seem to be
around the area of “scams”. There has been a small increase in work where the Safeguarding team
and Trading Standards are able to work together.
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How safeguarding work is carried out
The South Gloucestershire Safeguarding Adults Board (SAB) oversees all of the multiagency
safeguarding activity within South Gloucestershire. The SAB meets quarterly with representation
from a wide range of partner agencies and groups. Since the enactment in 2015 of the Care Act
2014 the Board has been on a statutory footing.
There are a number of subgroups focusing on different areas, including:
The Quality Assurance subgroup that monitors and reviews the data on safeguarding and
looks at a smaller number of cases in depth, auditing for both process and quality
The Training subgroup that manages training for the SAB and the groups it represents
including when and how to raise safeguarding concerns. This training is available for all staff
(some agencies prefer to undertake this in-house). This group has re-audited all the
contracted agencies about safeguarding training this year. It has also run a joint multi agency
safeguarding conference with Bristol City Council, primarily focused on ideas of how to
improve services.
The Communications subgroup works to raise awareness and recognition of adult
safeguarding. This subgroup is now a joint sub-group for the safeguarding Adults and
Children boards as part of work to ensure that their work is integrated. This has led to the
development of the new joint website www.southglos.gov.uk/safeguarding. It has also
continued its oversight of the work around Making Safeguarding Personal the aim of which is
to ensure that people are kept at the heart of any safeguarding processes. This includes
feedback from adults who have experienced the process. The group also ran another Stop
Adult Abuse week in June to continue to raise awareness of this work.
Policy and Procedures subgroup – A Safeguarding Adults policy has been developed across
Bath and North East Somerset, Bristol, North Somerset, Somerset and South
Gloucestershire. This is part of ongoing work to ensure consistency across the area. The
subgroup has now developed local multi agency procedures to give the detail of how this
works in South Gloucestershire.
Safeguarding Adults Review (SAR) subgroup. This group will be developing local processes
for SARs – these replace Serious Care Reviews and will look in depth at situations where an
adult in the area dies or has experienced serious abuse or neglect (usually amounting to
permanent harm) as a result of abuse or neglect and there is concern that partner agencies
could have worked more effectively to protect them.
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How do we know the quality and safety of local
services?
There are close links with the Care Quality Commission (CQC) both at a strategic level as they are
members of the Safeguarding Adults Board and through daily contact with inspectors.
We have a range of processes in place for monitoring quality and safety including CQC
inspections, individual care management reviews and the monitoring of individual alerts to see if
there are particular areas of concerns about a service. There is also ongoing contact between the
Organisational safeguarding team, the Council’s contracting department and the Clinical
Commissioning Group to share information and any concerns.
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5. Listening and learning – hearing the voices of
our service users
Customer satisfaction
We use a range of ongoing methods to capture our service users’ feedback and views and shape
our services. This executive summary highlights key points from the analysis of customer feedback
received in 2015/16 including compliments, comments, concerns and complaints.

Compliments
The total number of compliments received fell compared to the previous year (289 compared to
360 in 2013/14).

Comments
The Department for Children, Adults and Health actively gathers feedback from our customers
through methods including stakeholder events, consultations and focus groups.
This is vital in understanding our existing and potential customers’ views and shaping the way we
deliver services. See page 17 for feedback and examples of what we did to address what
customers told us they wanted.

Concerns
The number of MP enquiries received during 2015/16 was broadly similar to the previous year (220
compared to 227 in 2014/15. The majority of the enquiries were again about housing services.
The number of concerns received was also broadly similar to the previous year (172 compared
with 175 in 2014/15). Of the 172 concerns received 8 moved into the complaints process.

Complaints
The department saw an increase in the number of complaints received during 2015/16 (324
compared with 271 in 2014/15). Of the complaints which reached completion during the period,
14% were upheld, 35% partially upheld, 47% were not upheld and it was not possible to reach a
finding in 4% of complaints. This is a similar picture to the previous year.
Six formal enquiries were received from the Ombudsman during 2015/16 (nine in 2014/15). The
Ombudsman recommended further action in one case but was satisfied with the actions or
proposed actions of the local authority in the other cases.
Examples of comments received in 2015/16
You said
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We need to understand
more about Dementia
when we have just had a
diagnosis

We continue to provide
Dementia Roadshows at
different times in venues
across South
Gloucestershire. We are
also working with GP
surgeries to run local
information sessions at GP
practices

The Deaf, Deafened and
Hard of Hearing Group
said we need to ensure
people with a hearing
impairment know which
local businesses provide
hearing loops that work

We continue to promote the
availability of hearing loops
and after a mapping
exercise in Yate we are now
mapping Thornbury

The Low Vision Group
said that they didn’t
understand the various
places and partners they
have to see to get a
diagnosis and
appropriate equipment

We are working with various
partners to map the low
vision pathway to
understand and simplify it

First Contact is a useful
place for us to find out
about services

We made further
improvements by updating
the postcard and added
new partners

Ensure that Primary Care
and specifically GPs are
included in the
discussions regarding
service modelling

We are working hard with
Primary Care to ensure that
we engage effectively with
them. There is significant
work being undertaken pre
commissioning to try and
agree a model for
Substance Misuse Services
(SMS) delivering in these
environments including
Pharmacies

We would like the
opportunity to attend a
Diabetes Prevention
group but would like a
choice of days and times

The X-PERT Prevention of
Diabetes course was
extended to offer different
days and times

25/44

www.southglos.gov.uk

Following completion of
the six week Diabetes
prevention course we
would like continued
support from the Health
and Wellbeing Team

Bi-monthly emails or letters
are sent to patients post
course. ‘Reunion’ dates
were also agreed to ensure
face to face support
continued

We would like to be able
to bring someone with
us to the prevention of
Diabetes course

All those attending the
course are invited to bring
along someone for support.

During the sexual health services reprocurement
consultation the following feedback was received:
• Respondents were
very strong around the
need to support young
people both through
specialist services and
ensuring all support is
young people friendly.

• We strengthened the
requirements in the new
service specification to
meet this need, and also
additional questions in the
Invitation to Tender.

• Respondents said that
for online services there
must be highly assured
confidentiality and data
security arrangements
plus the ability to
effectively signpost
people elsewhere if they
do not want to access
support in this way, for
example a preference for
face-to-face help.

• We included additional
specific requirements to
meet this need in the
service specification and
in the Invitation to Tender
questions.
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• Respondents said that
meeting the needs of
both young people and
vulnerable groups should
be the priority in any new
service.

• The new service
specification requires new
provider/s to ensure that
“the sexual health of young
people and vulnerable
groups will be prioritised in
the sexual health system
and across the network.”
The ability of potential
providers to do this
effectively will be measured
throughout the procurement
process and beyond with
regard to contract
monitoring and evaluation

It would be easier to
locate a walk if Walking
for Health and Stepping
Forward walks were in
the same booklet.

The new walks booklet for
July-October 2016 is in a
simpler format and
incorporates both types of
walks.

We’d like to have afterschool clubs about
healthy living.

We have held ten afterschool REACH (Rethinking
Eating and Activity for
Children’s Health) for
children during 2015-16,
leading to at least three
courses for the whole
family.

We (parents) would like
to run together from
school.

We set up nine School
Gates running groups in
2015-16, providing up to
eight coaching sessions
and a free place on a
coaching course for each
school.

We want improved
information about local
services with referral
information

We added new content to
the South Gloucestershire
Council Website and
produced a local
information sheet
signposting to services

We want human support
to access services rather
than just web based
information

We commissioned a
Community Connectors
service to give personal
support and information
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We want to contribute to
improving mental health
in South Gloucestershire

We developed the mental
health champion role

There should be better
joint working between
mental health and
substance misuse
services

We developed training and
jointly commissioned
services with the drug and
alcohol team

We want more
opportunities to enjoy
sport, music and nature

We have commissioned a
local wellbeing college
which will offer a range of
activities

We want a better spread
of services and support
groups across all of
South Gloucestershire

The wellbeing college and
community connectors
have been commissioned to
cover the whole of South
Gloucestershire

We want reduced
waiting times for talking
therapies

Our local talking therapies
service has recruited waiting
list coordinators

We want more support
post talking therapies

Our local talking therapies
service has agreed to
signpost to community
connectors and the
wellbeing college

We want more
consistent high quality
care and signposting
from healthcare staff, in
particular GPs

We have produced a draft
briefing paper for GPs and
other healthcare staff
informing them of local
mental health services

We want quicker
diagnosis and better
post diagnostic support
for people with ADHD
and on the autistic
spectrum

We have commissioned
post diagnostic support for
people with autism and
have started conversations
with people with ADHD
about how they can form a
local peer support group

Further information can be found in our Annual Report on Complaints and Representations:
www.southglos.gov.uk

28/44

www.southglos.gov.uk

Home care quality survey
The 2015 quality assurance survey of home care service users was extended to include Direct
Payment service users who arrange their own home care agency. In preparation for this we
reviewed the standard questions with some Direct Payment service users to ensure that the
questions would work for them too. Following this we made some changes to the wording of the
questions.
In November 2015 we sent the questionnaire to all 985 home care service users and 127 direct
payment service users with postage paid envelopes enabling responses to be returned to, and
analysed by, Healthwatch. This used a unique identifier number to maintain anonymity but allow us
to be alerted to and follow up with anyone who raised issues of concern.
The response rate was 35 percent and analysis of the 10 questions relating to satisfaction showed
that:
90 percent of respondents were extremely, very, or quite satisfied with the home care they
received (91% for Direct Payment service users)
95 percent felt that their relationship with their care workers was excellent or good (89% for
Direct Payment service users)
92 percent were always or usually happy with the way that their care workers treat them
(95% for Direct Payment service users)
87 percent said that their care workers never or only sometimes spent less time with them
than they were supposed to (93% for Direct Payment service users)
86 percent felt that the care workers always or nearly always did the things that they wanted
to be done, in line with their support plans (93% for Direct Payment service users)
82 percent felt that their care workers always or usually came at times that suited them (93%
for Direct Payment service users)
82 percent always or nearly always saw the same care workers (89% for Direct Payment
service users)
80 percent always or usually arrived at the times they said they would (86% for Direct
Payment service users)
69 percent were always or usually advised of changes in arrangements in advance (79% for
Direct Payment service users)
13 percent of service users reported that their care workers were always or often in a rush
and this was very similar for Direct Payment service users at 14 percent.
We will use these survey results to work with provider partners as a group to drive sector-led
improvement and inform training, development and procurement. The surveys also provide us with
detailed results for each individual provider to share with them and use as part of individual
contract management, to help build on success and support improvement planning.
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6. Working with our partners
The Learning Difficulties Partnership Board
South Gloucestershire Learning Difficulties Partnership Board (LDPB) is a multi-agency/professional
group who work to make sure that people with learning difficulties have the same rights, choices
and opportunities as everyone expects and deserves.
The Board ensures that it works in partnership with people with learning difficulties, family carers
and staff from the council and other agencies across South Gloucestershire to deliver the agenda
of Valuing People Now.
The Learning Difficulties Partnership Board Co-chairperson is now employed directly by South
Gloucestershire Department for Children, Adults and Health to get other people involved in the
work of the LDPB and Valuing People Now.
The Co-chairperson's role also involves making sure:
information is accessible to people with learning difficulties
money given to Learning Difficulties Development Fund projects makes positive changes for
people with learning difficulties
people with learning difficulties have the chance to have their say about the services and
support available to them
people with additional and complex needs and people from minority communities have the
same opportunities as everyone else.
The LDPB meets 6 times a year and each meeting has a theme. In the last year, the themes of the
meetings have been:
Employment
Housing
Care and Support
Learning Difficulties Development Fund Awards
Hate Crime
The 2015/16 Learning Difficulties Development Fund (LDDF) supported a number of projects and
initiatives including an advice and advocacy service for people with learning difficulties, a
programme of awareness raising in schools and a Sex, Relationships and Parenting Education
Project.
This year the LDPB has again been able to award £87,850 from the Learning Difficulties
Development Fund to projects that will work to achieve the aims and priorities of the Board. For
more information see here:
https://www.southglos.gov.uk/health-and-social-care/care-for-adults/health-matters-and-disability
/learningdifficulties/learning-difficulties-development-fund-lddf/
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Carers’ Advisory Partnership (CAP)
A key member of the CAP is the Carers Support Centre.
Partnership working with the Carers Support Centre has continued to focus on a number of areas:
Providing an information and support phone service for carers, (Carersline). One to one
support is available for carers with particularly complex issues
Registering carers on Connecting Carers and providing a Carers’ Emergency Card to give
peace of mind to carers if they fall ill and the person they care for needs support. At the end
of March 2016 there were 4,632 carers registered on Connecting Carers, a 20% increase on
the previous year’s figures.
Continuing to provide assessments for adult carers. The demand for carers’ assessments
remains at a steady level. 608 carers received an assessment in the past year.
Developing support to carers in hospitals and GP surgeries with a focus on identifying carers
and promoting and supporting good practice amongst health practitioners.
A partnership bid between the council, Clinical Commissioning Group and Carers’ Support centre
resulted in two years of funding from three government departments to support carers in paid
employment. The project focuses on a number of areas, including support to working carers,
employer engagement and technology to support working carers. The project is one of nine test
and learn projects, with a national evaluation due in March 2017.
Partnerships with other organisations focus on supporting carers through carers groups, a carers’
choir and other activities, and providing social opportunities for carers through Time 4 Carers.
The Carers’ Advisory Partnership is a multi-agency partnership that oversees the strategic
approach and delivery of support to carers. Carers are equal and valued members of this
partnership, and contribute to agenda setting, bringing their views and perspectives to how
support develops in South Gloucestershire, and providing challenge where needed.
Over the course of the year the Carers’ Advisory Partnership has worked on the following areas:
Exploring and highlighting issues relating to short breaks for carers, ranging from sitting
services to nursing care respite and emergency breaks. Work is continuing to understand
these issues and find solutions.
Reviewing the results of the bi-annual carers survey
The Carers Strategy Implementation Group, a subgroup of the Carers' Advisory Partnership,
reviewed early drafts of the carers’ section of the Joint Strategic Needs Assessment, and
signed off the final version with recommendations for commissioners.
The consultation on the Carers’ Strategy: Understanding and Supporting the Needs of
Carers 2016 – 2019 went live in May 2016. The Carers’ Advisory Partnership played a
significant role in guiding the development of the consultation document and the approach to
gathering carers’ views.
The Partnership also received updates on:
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The Health and Wellbeing Board
Healthwatch
Implementation of the Care Act 2014
Early plans for the implementation of Individual Service Funds
The Care Home Framework Agreement, with carers influencing the emphasis in this
document on listening and consulting with carers
Charging reviews within the council.
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Low Vision Services Committee
The group has continued to focus on raising awareness of visual impairment and eye health in
South Gloucestershire and work with other organisations and providers to ensure people are
supported to access appropriate support and advice. Work over the last year has included:
Holding a six monthly Low Vision Summit to build better partnerships between different
agencies and organisations and gain a better understanding of roles within low vision
services
Mapping the low vision pathway in South Glos.
Developing equalities links
Maintaining the low vision register and keeping people informed with news and information
Creating an annual low vision bulletin to keep people in touch with news and information
Updating and developing the Low Vision Committee action plan
Working with colleagues who support the Low Vison Services Committee digital campaign to
promote awareness of the support and information that is available locally
Contributed to the South Gloucestershire Joint Strategic Needs Assessment
Creating and working to an annual action plan
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Older People’s Programme Group (OPPG)
The OPPG provides a forum where the issues affecting older people can be addressed across
partner organisations, with the input of older people. OPPG is the group overseeing the delivery of
the ageing well theme of the Health and Wellbeing Strategy.
Work over the last year has included:
Providing oversight of the work of the Precious Time Strategy, which aims to reduce social
isolation and loneliness in South Gloucestershire
Progressing the celebrating age theme of the Discover Festival
Revising the terms of reference for the group
Ongoing strategy updates from each lead manager for the ageing well theme of the Health
and Wellbeing Strategy
Contributing to developing the Better Care Fund
Strategy development: Dementia, Carers and Falls Prevention
Information sharing: Health Watch, flu programme, sensory awareness and home care
survey
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Deaf, Deafened and Hard of Hearing Group
Over the last 12 months the Deaf, Deafened and Hard of Hearing Group has been working to
develop the group’s work plan and look at ways to raise awareness of the impact of hearing loss.
Work has included:
Maintaining an online calendar of information about hearing loss
Working with the Department of Work and Pension (DWP) and South Gloucestershire Deaf
Association (SGDA) to agree a number of clear actions to support Deaf people when looking
for employment support
Supporting lip reading classes in South Gloucestershire
Working with the Care Forum to improve the information available for people with a hearing
loss
Surveying the accessibility of hearing loops in the South Gloucestershire community
Raising awareness of training courses/materials/support, etc available and South
Gloucestershire Council’s development of a pan disability training course.
Raising awareness of dual sensory impairment
We will map the hard of hearing pathway in South Gloucestershire
Contributed to the South Gloucestershire Joint Strategic Needs Assessment
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Dementia Planning Group
The Dementia Planning Group provides a forum where partners from the statutory and voluntary
sector come together to discuss and address issues affecting people with dementia and their
carers.
The Dementia Planning Group is liaising with the Alzheimer’s Society Service User Representation
Panel to develop a sub group of people with dementia that can contribute to the discussion at the
Dementia Planning Group.
The diagnosis has increased to 60%. Our challenge now is to achieve the 67% national aspiration.
During the year we have consulted on a draft Dementia Strategy and will develop a three year
strategy and action plan, in the Autumn, that will be overseen by the Dementia Planning Group.
The Dementia Action Alliance covers the whole of South Gloucestershire and is supported by a
community engagement worker from Southern Brooks Partnership supported by a dedicated
community engagement work in Yate.
Regular Living Well with Dementia Roadshows have become an embedded way of engaging with
people who are newly diagnosed with dementia and their families, taking place within their
communities. This years’ roadshows will take place in Yate, Hanham and Filton.
The council’s website continues to be a source of information to support people with dementia
and their carers.
We have a number of memory cafes across South Gloucestershire: Charfield, Emersons Green,
Hanham, Patchway, Thornbury, Filton, Winterbourne and Yate.
Work continues to develop alternatives to hospital placements and to reduce admissions into care
homes.
From September we will have 3 Dementia Advisors, a dementia nurse and 2 Dementia Support
Workers from the Alzheimer’s Society will cover the 2 GP clusters in South Gloucestershire to
provide support and signposting to people with dementia and their carers.
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Mental health
Work has focused on improving information and advice on mental health and encouraging positive
wellbeing, challenging stigma around mental health and changing attitudes to people who
experience mental ill health.
The key achievements for the past year are:
Publishing an anxiety toolkit aimed at parents and carers, teachers and young people. The
toolkit has been developed to help people understand their emotions, how to manage them
and when to ask for help.
Fully revising and updating South Gloucestershire’s website which now includes a directory
of services and support available.
A successful campaign of awareness raising including working with key institutions such as
Schools, colleges, universities and workplaces to promote positive mental health and to
challenge and reduce stigma.
The completion and publication of an Adults Mental Health Needs Assessment which looks
at the situation in South Gloucestershire, examines how we are performing and highlights
areas where we can improve.
The completion of the draft first mental health and emotional wellbeing strategy. The strategy
is a partnership document between South Gloucestershire Council and the Clinical
Commissioning Group. The strategy is being finalised and will go out for public consultation
soon.
The provision of a range of mental health related courses for specialist health and social care
staff, non-specialist staff and the general public with specific courses aimed at supporting
parents and children.
Work to redesign local talking therapy services including the new model being piloted and
evaluated in partnership with the University of Chester.
Extended the service user voice in partnership with Healthwatch, leading to the recruitment
of new local mental health champions and a better understanding of what our local
population want to improve their mental health.
The continued work of the Mental Health Partnership to ensure that service users, carers and
the voluntary sector are at the centre of local service developments.
Commissioning Curo to employ “Community Connectors” to work across South
Gloucestershire. Each community connector is linked to a GP cluster area. They will have
knowledge about their local community and what activities people can be involved with. The
community connectors will recruit volunteers to work with people in their local area.
Inviting local groups and organisations to apply for the Everybody’s Business Grants. This
year we focused on awarding funding to a small number of projects targeted at people who
experience common mental health disorders such as mild depression, anxiety and panic
attacks. We welcomed partnership bids that promoted joint working between organisations.
Three partnerships were awarded funding to take forward the following projects:
The establishment of a South Gloucestershire Wellbeing College
The Resilience through Partnership programme
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Mental Health and Emotional Wellbeing Coordination.
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7. Our priorities for change 2016 – 2018
Safety and Safeguarding – protecting vulnerable children and adults.
Delivery of the Safeguarding Adults Board strategic priorities.

Equitable access
Implement phase two of the Everybody Matters Mental Health grant programme and
commission Tier 2 Mental Health interventions in co-production with the Voluntary
& Community sector.
Re-commission the Healthwatch service, to be in place by April 2017, ensuring the learning
from the Healthwatch 360 degree review is built into the commissioning process.
To develop a revised Carers’ Strategy.
Substance misuse services to be fully re-commissioned by April 2017.

Personalisation
Establishing the new employment support model, focused around developing a presumption
of employability and ensuring effective tailored support is available for individuals to access.
Continue to develop the learning difficulties and mental health community connector initiative,
through the work of a community connector officer, ensuring effective links are made to
broader community initiatives to facilitate access, improve social relationships and reduce
isolation.
To work with colleagues in health and the community sector to commission, embed,
develop, monitor and evaluate the Community Connector Scheme, starting in April 2016.
This scheme is aligned to the 6 locality clusters and is intended to develop independence
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and resilience, encourage personal responsibility and reduce or delay the need for public
sector interventions.
Work with health and housing colleagues and Knightstone Housing Association to develop a
supported living scheme at 98 Gloucester Road North, Filton.
To implement the changes identified within the project to make direct payments the first
choice for adults and disabled children, proactively growing capacity and appetite for the use
of direct payments.
Working with CCG colleagues and partners to continue to support the introduction of
personal health budgets and ensure a ‘South Gloucestershire’ approach which enables both
a smooth transfer between Continuing Health Care and Direct Payments and a simple
common sense approach which works for individuals who have dual personal budgets.
Continue to expand the established annual home care service user survey to cover a broader
range of service users in 2016, ensuring that the intelligence gathered is used to inform
contract monitoring and commissioning activity.

Strong Partnerships
Publish the 2016 refresh of the Joint Strategic Needs Assessments to include child
poverty/child mental health and develop an annual work programme to identify relevant
subject areas, prioritised in line with local authority, CCG and public health commissioning
intentions. A timetable will be in place and published for a review of all JSNA chapters on a
three-year rolling programme which will start in 2017.
Publish New Joint Health and Wellbeing Strategy by 2017.
We will contribute to the formulation and implementation of the NHS led Sustainability and
Transformation Plan for the Bristol, North Somerset & South Gloucestershire (BNSSG) area
and the implementation of the Better Care Fund with NHS partners and other stakeholders.
Continue to work collaboratively with CCG and care home providers to develop a new joint
health & social care framework agreement for purchasing support in care homes, to
incorporate learning from the commissioned Fair Price For Care research and to ensure that
capacity for reablement beds is retained and is aligned to the framework.
Working together with the NHS Commissioning Support Unit to support their lead
commissioning of new health and social care facilities on both the Frenchay and Thornbury
hospital sites and broader 3R’s services.

Skilled workforce
Develop a comprehensive workforce strategy.

Effectiveness – evidenced based and value for money
Deliver departmental projects as part of the council savings programme and implement the
outcomes of our integration projects
New Market Position Statement
Core Standards and Quality Assurance plan and regime in place for Adult Services.
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Explaining words and phrases (glossary)
Advocate: An independent person who will listen to what someone wants and then help them to
get their voice heard, their views acknowledged and the information they need.
Care pathways: An agreed plan that outlines the care it is anticipated you’ll need over appropriate
timeframes – to help patients/service users to get positive outcomes.
Care Programme Approach (CPA): Based on active service user involvement, social inclusion
and recovery, this is used to assess, plan, review and co-ordinate the treatment, care and support
needs for people in contact with secondary mental health services as appropriate.
Care Quality Commission: The independent regulator of all health and social care services in
England, making sure they meet government standards of quality and safety.
Clinical Commissioning Group: Clinical Commissioning Group (CCG) is a local health
commissioning organisation which replaced Primary Care Trusts in April 2013.
Better Care Fund: A pooled budget for use in delivery of more integrated health and social care
services.
De-commissioning: The planned closure of services that are no longer fit for purpose or no
longer meet the needs of service users/patients in order to allow resources to be reinvested in
modern provision to meet current and future need.
Direct payment/personal budget: A direct payment is money that is paid directly to you from
the Council so you can arrange your own support through your ‘personal budget’.
HWBs: Health and Wellbeing Boards are committees of local authorities working as a partnership
with health colleagues and other key agencies.
JSNA: Joint Strategic Needs Assessment is a process that will identify adults’ and children’s
current and future health and wellbeing needs and is used to inform health and social care
commissioning priorities.
Ombudsman: An official appointed to investigate complaints from members of the public against
government officials.
Priority neighbourhoods: Our six priority neighbourhoods (Cadbury Heath, Filton, Kingswood,
Patchway, Staple Hill and West Yate & Dodington) benefit from additional coordinated work with
local residents and agencies to improve quality of life and make them safer and stronger.
Public health: Public health is about helping people to stay healthy and avoid getting ill.
Responsibility for public health moved from the NHS to the council in April 2013.
Reablement: A range of services focused on helping a person maximise their independence by
learning or relearning the skills and confidence necessary for living at home following a stay in
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hospital, prolonged illness or injury.
Responder service/Telecare: A personal alarm system, also known as a lifeline, which can be
installed in the homes of residents who need it by using an existing phone line. It is supported by
the council’s own mobile responder service who are trained to give immediate assistance if
required.
Self-directed support: Self-directed support is about people being in control of the support they
need to live the life they choose - giving people real power and control over their lives.
South Gloucestershire Systems Flow Partnership: A meeting of local health and social care
professionals to co-ordinate activities to help reduce avoidable hospital admissions and support
timely and effective hospital discharge. This is a joint board with Bristol focused around North
Bristol Acute Trust.
Stakeholders: Groups or individuals who are affected by and/or have an interest in the operations
and aims of a business or the public.
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Feedback contact details
We always welcome your views so please let us know what you think of this Local Account and
anything we have not included that you would like us to include.
Email: cchengagement@southglos.gov.uk
Write to:
FREEPOST RTCT-JXLE-EETT
South Gloucestershire Council
Children, Adults and Health
Systems and Performance Team
Civic Centre
High Street
Kingswood
Bristol
BS15 9TR
Tel: 01454 862356
Twitter: @SGlosCAH
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