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Mapping social care systems

This report contains the interactive map of typical journeys and a because each individual has a different level of personal contact and
description of the major problems identified and the relevant research. partly because the support from organisations, charities etc on which
The map may be further developed in 2013/14. This work was part of the individual can draw will differ from area to area. This cloud of

TLAP’s work on information and advice. support will provide a range of services from information through to

actual provision of services, whether informally or formally.

3) Care services funded by the local council. The map outlines in
overview the process by which an individual is assessed by a council to
identify their care needs and their financial eligibility for services. Only if

The map outlines, at top level, care and support options open to an successful at both stages will an individual receive a support offer.

individual faced with a social care problem, question or need and whose 4) Housing and home adaptation options available to an individual,
goal is resolution (or at least stabilisation). ranging from simple equipment to aid independence through to large
adaptations or a change of housing type.

There are six potential areas of support identified in the map: . . . .
P PP P 5) Statutory benefits that an individual can use to pay for solutions of their care

1) Prevention services, which aim to prevent a need emerging in the needs. These include Pension Credit and particularly Attendance Allowance.
first place. 6) Paid-for services that an individual might use to support their independence
2) The personal ‘cloud’ of support that surrounds each individual and to or meet their care need. These range from simple low-level services
whom they will typically turn for support in the first instance — their such as a cleaner or supermarket home delivery service through to more
friends, family, GP, faith groups and support organisations with whom formal homecare services to help with issues such as washing
they are in contact. This cloud will differ for each individual, partly and dressing_ U|t|mate|y they also include support in a care home.

Advice and information needs in adult social care Interim report for the Think Local, Act Personal partnership 1



|
COUNCIL CARE SERVICES
PROBLEM, F————— -
QUESTION : 1| Neeps FINANCIAL || SUPPORT
OR NEED 1 I | ASSESSMENT | | ASSESSMENT||  OFFER
(: PRE- 1
®e o | 1 ASSESSMENT 1 - - .
° o’ : | INELIGIBLE: || INELIGIBLE: °
° 1 1| NEEDS FINANCES °
1 1 °
b= - ® ® ®
o o o
[ ] [ ) [ )
HOUSING ° ° °
E:EAVLE:T‘;';: PERSONAL ‘CLOUD’ * P> PTIONS . . S
SERVICES OF ADVICE, SERVICES : : :
AND SUPPORT : : :
STATUTORY o o o
o P> LENEFITS | o . .
o [ ) [ )
o ® ® °
o
P . [ ——¥
..
RESOLUTION % PAID FOR PRODUCTS
OR STABILITY“.Q.................. ANDSERVICES
|

Click arrow to advance



MAP OF SOCIAL CARE SUPPORT OPTIONS

|
Includes COUNCIL CARE SERVICES
PROBLEM = v family, r=———— "
QUESTION GP, support : 1| NEeDs FINANCIAL || SUPPORT
OR NEED groups etc. : I | ASSESSMENT | |ASSESSMENT || OFFER
Varies from ( I PRE- | . .
person to person o | ! AssESSMENT ! .
.. : : INELIGIBLE: | | INELIGIBLE: ()
° | 1 NEEDS FINANCES [ ]
o’ P » .
o ® °
([ ([ ([
([ ([ ([
HOUSING ° ° °
E::V"::ﬁg: PERSONAL ‘CLOUD’ **P>  OPTIONS | o . .
SERVICES OF ADVICE, SERVICES . . .
AND SUPPORT . : :
STATUTORY o o o
P> BENEFITS | o o o
. o - - -
[ J
[ J ([
» o ¥
..
RESOLUTION % PAID FOR PRODUCTS
OR STABILITY<(.................... ANDSERVICES
|

Click arrow to advance



PROBLEM

OR STABILITY |

friends, family,

Includes .
Requires person

MAP OF SOCIAL CARE SUPPORT OPTIONS

me= - COUNCIL CARE SERVICES

............IQ....ﬂ

UESTION to pass two 1 1
ORNEED | LB assessments—  [If s | e | surpoer
Varies frorr; ngeds and (: PRE- :
person to person eI (AL N —
: : INELIGIBLE: || INELIGIBLE:
1 1 NEEDS FINANCES
1 1
fooom- . 0 0
[ ] [ ]
[ ] [ ]
HOUSING ° °
g:évi:ﬁg: PERSONAL ‘CLOUD’ OPTIONS | o .
SERVICES OF ADVICE, SERVICES . 2
AND SUPPORT 0 °
STATUTORY | ¢ .
P> LENEFITS : °
o ° °
( }
)‘ LR Y V Y
..
RESOLUTION % PAID FOR PRODUCTS
(....................

AND SERVICES

1.

Click arrow to advance



Includes ReqU COUNCIL CARE SERVICES
PROBLEM friends, family, e’:]ou:s:spte\:/ion

NEEDS FINANCIAL SUPPORT

QUESTION GP, support e
el ASSESSMENT | | ASSESSMENT OFFER

1 1

1 1

1 1

OR NEED groups etc. needs and 1 !
Varies from finances L
person to person : ASSESSMENT :
: :

1 1

[ [

INELIGIBLE: | | INELIGIBLE:
NEEDS FINANCES

......ﬂ

HOUSING
HEALTH AND ) ) Xy -l Includes home
PREVENTION PERSONAL ‘CLOUD OPTIONS

OF ADVICE, SERVICES Sl IO

SERVICES AND SUPPORT (;nd home type
.g. supported
| STATUTORY housing
** P> BENEFITS
o. ° - . .
[ [
» .. Y¥——yY—¥
..
RESOLUTION % PAID FOR PRODUCTS
<.................... ANDSERVICES

OR STABILITY |

MAP OF SOCIAL CARE SUPPORT OPTIONS TR - o



Includes REqUI COUNCIL CARE SERVICES
PROBLEM friends, family, equires person

QUESTION GP, Support to pass two

| 4 b |

1 1
assessments — . »

OR NEED groups etc. ' !
. needs and 1 1

Varies from 1 PRE- |
I ASSESSMENT |

1 1

1 1

1 ]

1 1

[ 5 ol

NEEDS FINANCIAL SUPPORT
ASSESSMENT | | ASSESSMENT OFFER

J

finances - -
person to person

INELIGIBLE: | | INELIGIBLE:

NEEDS FINANCES

_____ (] (]

[ ] [ ]

HOUSING
HEALTH AND PERSONAL ‘CLOUD’ **P>  OPTIONS JEHEESonE
PREVENTION adaptations
OF ADVICE, SERVICES
SERVICES and home type
AND SUPPORT e
.g. supported
cooP STATUTORY housing
BENEFITS
[ ] — 5 -
p ¥
Includes range
from simple %.» PAID FOR PRODUCTS
RESOLUTION paid-for services AND SERVICES
OR STABILITY to residential care

MAP OF SOCIAL CARE SUPPORT OPTIONS TR - o



PROBLEM
QUESTION
OR NEED

HEALTH AND
PREVENTION
SERVICES

RESOLUTIO
OR STABILI

Includes
friends, family,
GP, support
groups etc.
Varies from
person to person

Requires person
to pass two
assessments —
needs and
finances

COUNCIL CARE SERVICES

PERSONAL ‘CLOUD’
OF ADVICE, SERVICES
AND SUPPORT

Particularly
Attendance
Allowance
(PIP for working
age people) and
e.g. Pension Credit

MAP OF SOCIAL CARE SUPPORT OPTIONS

Includes range
from simple
paid-for services
to residential care

\ || NEeDs || FINANCIAL || suppoRT
: : ASSESSMENT | | ASSESSMENT OFFER
PRE-
| ASSESSMENT | . - .
: | | INELIGIBLE: | | INELIGIBLE: o
1 1 NEEDS FINANCES o
1 1 ®
bt . . . o |
([ ] [ ] [ ]
HOUSING
OPTIONS Includes home
adaptations
and home type
e.g. supported
 STATUTORY housing
BENEFITS
]

B
PAID FOR PRODUCTS
AND SERVICES

by

Click arrow to advance ° o ° ° ° o



In the following pages, a number of typical journeys
through social care are illustrated.

In the first example, a person feeling lonely and isolated is
signposted by his/her existing support (friend, family, faith groups,
GP etc.) to additional support and services. In this simple example,

the individual uses no statutory services or paid-for services.

Click this page to begin, then click the arrows along
the bottom of the page or use the keyboard
arrow keys to follow journey...
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In the second example, a person with significant care
needs is signposted by his/her existing support to additional
support and services. In this-example, the individual:

* |Is assessed as having substantial or critical needs by his/her
council AND as being below the financial eligibility threshold

* Receives a support offer and is supported to
buy day care services using a personal budget

e Additionally receives home adaptations such as a bath step.

Click this page to begin, then click the arrows along
the bottom of the page to follow journey...
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In the third example, a person with fewer care needs than in
the previous diagram is also signposted by his/her existing
support to additional support and services. However in this

example, the individual:

* |Is assessed by his/her council as having moderate needs
and is therefore not eligible for council-funded services

* |s however signposted to claim Attendance
Allowance (AA), which in this case is successful

» Also additionally receives home adaptations.

Click this page to begin, then click the arrows along
the bottom of the page to follow journey...
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Not all social care journeys end well. In the fourth example,
a person with moderate care needs is signposted to support.

* She is assessed as having moderate needs and
is not eligible for council-funded services

* In this case she is not advised to apply for
Attendance Allowance and receives no advice

* Without support, she fails to access care and her care needs worsen.

Click this page to begin, then click the arrows along
the bottom of the page to follow journey...

Advice and information needs in adult social care Interim report for the Think Local, Act Personal partnership 9
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In this fifth example, someone with high care
needs but HIGH assets is signposted to support.

» Although she assessed as having substantial needs by
her council, she is not financially eligible for support

* She receives no further support and does not access any care services.

Click this page to begin, then click the arrows along
the bottom of the page to follow journey...
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In this final example, a person with high care needs and HIGH
assets does not even present for assessment by her council.

* She proceeds directly to arrange her own high
cost residential care, with her own assets

* Eventually her assets run out but the council is unwilling to
continue the same high cost care and she needs to move care home.

Click this page to begin, then click the arrows along
the bottom of the page to follow journey...
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Advice and information needs

Information and advice on social care can make a huge difference to people’s lives. In a major study of social
care users, 14% of those who said information and advice was very difficult to find said their quality of life was
‘very bad’ or ‘so bad it could not get worse’. This compares to only 2% of those who found it very easy or fairly
easy to find information and advice.’

From the examples given earlier in this report where care is provided — and 4) The availability and quality of council information services and
especially those where it isn't - we can identify points in journeys when advice assessments is patchy
and information is most needed. We can also identify the points at which

5) There is a lack of independent support for the assessment process
advice and information may NOT be provided or why it may be ineffective ) P PP P

6) There is a lack of joined-up advice covering care and housing/benefits
Our analysis suggests 8 major problems with the information and advice options
available to those with social care needs. 7) There is a lack of information about service availability and quality
1) The social care system is too complex and localised to comprehend 8) There is a lack of signposting to financial advice.
2) Decisions are typically taken in a crisis In the map overleaf we show where these issues most commonly occur
3) There are problems with the quality and availability of information, and examine each problem in turn.
advice and referral

1 Personal Social Services Adult Social Care Survey, England 2010-11 (Final Release), NHS Information Centre, November 2011, P59
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1) System too complex 2) Decisions typically 3) Availability and 4) Lack of independent
and localised to taken in a crisis quality of council support for assessment
comprehend assessments process

COUNCIL CARE SERVICES
PROBLEM,

QUESTION NEEDS FINANCIAL || SUPPORT
OR NEED ASSESSMENT || ASSESSMENT || OFFER
PRE-
ASSESSMENT
INELIGIBLE: || INELIGIBLE:
NEEDS FINANCES

HOUSING
HEALTH AND ' >
PREVENTION PERSONAL ‘CLOUD OPTIONS

OF ADVICE, SERVICES
SERVICES AND SUPPORT

STATUTORY
BENEFITS

1...............

5) Problems with quality of 6) Lack of joined-up advice 7) Lack of information A 8) Lack of signposting to
information, advice and covering care and about service availablity financial advice
referral from support groups housing/benefits options and quality

Advice and information needs in adult social care Interim report for the Think Local, Act Personal partnership 16



1)

A Counsel and Care and Help the Aged survey conducted in 2008
found that over 51% of people found the system of social care
confusing? while another survey conducted in 2010 by Counsel and
Care found that just 5% of people considered that it was easy to
navigate. In the same survey, 79% thought that not enough was
done to tell people about the care options available and 71% did
not think the government has a clear and consistent policy on care
and support of older people.? While in other research looking at
people ‘in the system’, 39% said it was difficult to understand what
was free and what had to be paid for.*

This complexity is accepted by the ‘Caring for our Future’ White Paper.
It found the following problems with the provision of information
and advice:

® People do not know or have a clear idea of what social care is, how it
is organised, funded, assessed and how it relates to other services. The
public profile and therefore understanding of social care issues is low,
with the result that people are less likely to take steps to plan for their
potential care needs.

® People do not know how or where to access the information that
would help them plan and prepare at key points in their lives, or
support them to make appropriate choices if they are in receipt of
care or expect to need care in the near future.

® Individuals, including self-funders, and carers need access to
a comprehensive range of help to navigate the care system and
support them to get the right ‘personalised’ care.

These findings are supported by a range of other research:

® The quality of information available currently varies between areas and
understanding the services available in adult social care is a complex
exercise, according to research by the public affairs group MHP.

® The Social Care Institute for Excellence c