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Welcome

Welcome to our local account of adult social care in Dudley. This report outlines what we have 
achieved from April 2012 - March 2013 and identifies the areas that we are working to improve.

The 2011-12 local account highlighted the challenges for local authorities in dealing with less money 
and increasing demand. Although this picture will be the case for the next few years, we will continue 
to protect the most vulnerable adults in our community and will make sure that our services help to 
improve people’s quality of life. 

This report describes our performance on a number of outcomes and provides an outline of what we are 
planning to improve. In arriving at this position we have engaged with local people and considered our 
performance in line with other council’s, we feel this approach has enabled us to produce a local account 
that provides a true account of the quality of our care and support services. 

Making it Real in Dudley - the adult social care transformation programmes blue print for change, is 
available at www.makngitrealindudley.org  This programme is helping the council to make sure that 
people have the best quality adult social care services and that those services are tailored to meet their 
needs.

We would like to pay special thanks to the members of the reference group who have worked with the 
council to ensure this local account is grounded in the views of local people.  The group is made up of 
people who use adult social care services or their friends and family members. 

We hope that you find this year’s account both useful and interesting and would value your feedback (see 
page x)

Andrea Pope-Smith Councillor Dave Branwood
Director of adult,  Cabinet member for
community and housing services adult and community services

Glossary of terms used in this annual report
Please note that there are soem terms in this document that need to be explained in more detail.     
There is a glossary of terms at the back.
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Healthwatch Dudley represents the views of local people on 
health and social care issues. This new independent organisation 
came together in April 2013 and Dudley Council invited it to 
bring together local people, with a wide range of experiences to 
comment on the production of this report. 
A major role for Healthwatch is to ensure that local voices are 
listened to in the development of new services.  It is equally 
important that local people are involved in reviewing decisions 
that have already been made, to help to improve services into 
the future.

Over the last few months, Healthwatch Dudley brought together three groups of people, to provide feedback on various 
drafts of this report.  The group had a direct say on the presentation of what you can see in front of you, they said no 
to information being given in complicated formats and championed the use of clear language. The group scrutinised the 
report’s content and asked for explanations if they felt that enough detail hadn’t been included.  Finally, they shared their 
views about major challenges they felt would be faced in the delivery of adult social care services in the year ahead.
Involvement in the workshops was diverse and included people with experience of physical disability, neurological 
conditions, sight loss, drug and alcohol addiction, being a carer, learning disability, personal budgets and issues that affect 
older people.
One group member who has Multiple Sclerosis said, “I might not be able to walk for great distances but I can listen and 
share my experiences of local services.  I was delighted when I was asked to be involved, as it felt fantastic to get the 
chance for my voice to be heard. Being involved in this way not only keeps my mind active, it makes me feel stronger and 
more alive.”
Hopefully the experience and contributions from our workshops has helped to produce a report that is clear, balanced 
and reflects real experiences of people living in Dudley borough.

Membership of the reference group is shown on page 36

Foreword by 

Reference Group
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At some point in our lives most, if not all of us, will need help with everyday living because of an 
illness, a disability, because we are getting older or because we are caring for someone. Every 
one of us will have a different view of the help we need and how it can be provided. 

Social care is the name given to the support that you may need to help you live your life. It can range from a 
piece of equipment, to help in the bathroom or to help with getting out and about. Some support is provided 
in the form of a short term service, while people with longer term needs can benefit from help to arrange long 
term care. This document tells the story of how well we are providing adult social care in Dudley.

What is adult social care?
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Universal Services
For many people, the big 

challenge isn’t ill-health, 
it’s loneliness, isolation 

and financial worries. This 
is where ‘non-social care 

support’ or ‘universal’ 
services can help. Universal 

services can include:  
• Health services

• Benefits information and 
advice 

• Local public transport
• Housing services

• Libraries
• Sports and leisure activities

• Clubs and societies
• Voluntary organisations 

and charities
• Arts and entertainment

Want to know more about 
universal services? Dudley 

Community Information 
Directory, 

www.dudleyci.co.uk 
provides a one stop shop for 

everything that’s going on 
in the community including 

care and support options.

Living independently - short 
term support, advice & services
This is about providing short term advice, services 
and practical support for up to six weeks to help 
people to maintain or regain their independence 
- we call this reablement, rehabilitation or 
intermediate care.going on in the community 
including care and support options.

Long term support
Long term support can be provided in a variety of ways:

Dependent on eligibility criteria an individual could receive a 
personal budget to pay for the type of care and support they 

choose. Others will pay for long term care themselves.
Long term care can include: help to live at home, respite care, 

providing carers or personal assistants, help with household 
chores, help to wash dress and eat.

For some people it could mean housing with ‘extra care’, 
residential or even nursing care.

Prevention is better than cure
The council, together with other public 
sector agencies, the NHS and the 
voluntary sector offer a whole range of 
services to prevent problems 
and to encourage 
independent living. 
These include:
• Information and advice 

on issues relating to 
healthy living and safety in 
the home, ranging from 
falls prevention to home 
security and maintenance.

• Housing services such 
as our housing with care 
initiatives, sheltered 
housing and community 
support services which 
offer peace of mind to 
people who 

 may need reassurance
• The provision 

of equipment,          
adaptations and aids 

 to help people to 
 continue living 

independently in 
 their own homes



What we have spent
In 2012-13, the council spent £80.7million on adult care, support and services

Key facts and 

figures

We spent £40.16 million on 
services for older people

We spent £6.09 million on services for 
people with a mental health problem

We spent £24.1 million on services 
for people with a learning disability

We spent £9.4 million on 
services for people with a 
physical disability
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How many people we support
We supported almost 15,000 people (6% of Dudley’s adult population) who received a broad range of 
adult social care services in 2012-13. This is a small increase from the previous year.

Complaints
In 2012-13 we received 172 complaints which is slightly below average for the last four years. Most 
common cause of complaints were: 

 2012-13    2011-12
1. Inadequate service    1. Inadequate service
2. Blue badge process    2. Closure of establishments
3. Staff behaviour    3. Services not provided/withdrawn
4. Poor/inaccurate communication    4. Delay in assessment
5. Delay in service    5. Delay in service starting

We review all our complaints so that changes are made to the way we work to help stop further issues 
or complaints. For instance we know that government changes to how the Blue Badge is issued caused 
some delays and dissatisfaction with some people.
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Pet therapy provided by Dudley 
Zoo at a dementia gateway



The reference group identified a number of key challenges and areas that needed greater 
attention. These are as below:-  

Budgets and demand:
• Last year the council announced that the council needed to make £29 million of savings over the 

following three years. Sadly, over the last year the picture has got significantly worse for local councils, 
including Dudley. Financial indications from the government now show that around £60 million of 
savings will be needed in Dudley over the next three years. 

• At the same time  there will be greater  reliance on the voluntary sector to provide support services 
means that greater resource needs to be put into voluntary and community sector

• The initial Census figures released in July 2012 place Dudley’s population at 312,000 of whom
 58,200 are aged over 65. Dudley’s population is estimated to reach 332,000 by 2030 of which
 77,000 would be aged 65 and above.
• It is forecast that by 2015 there will be 4,365 people in Dudley suffering with dementia and that this 

will rise to 6,435 by 2030, a percentage increase of approximately 50%.
• In particular, we expect increases in the numbers of people with long-term conditions, especially those 

conditions that are related to age.
• Local people have high expectations of health and social care services, and they want services that will 

improve their quality of life.

Advice and information:
• Signposting needs to be more effective; we need to raise greater awareness of the local support and 

facilities available available in order to allow people to access the support they need and want.

Prevention:
• ‘Prevention is better than cure’ stopping or delaying the need for people to access adult social care 

services is crucial. We need to make sure that people have effective and timely access to good quality 
prevention services as well as providing adequate facilities for disabled people

• We need to improvine waiting times for people waiting for adaptations
• Transition into adult services: support for younger adults to be more appropriate to their age and   

their needs
• Better forecasting on assessment of needs  this will then help how we plan to support people better.

Key challenges as 
identified by the 
reference Group
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Quality:
• Despite the challenges there is a need to maintainonsistency of services a be clear and transparent In the  

of pricing of services
• Commissioners should ensure services are delivering to the right quality and effective standards
• There is a aneed for greater links between patients and their social care needs

Other areas of challenge:
• How do we better support people to plan for their old age and help them to look after             

themselves better?
• We know that demand for housing is outstripping supply particularly for for people needing                 

one bedroom.
• We also know that the welfare benefit reforms coupled with the economic downturn is having a negative 

effect on people’s ability to live a good quality of life, particuley the more vulbnerable of society.
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The Take Control Get Involved questionnaire 
asked four simple questions around 

people’s experiences of care 
and their quality of life



It is crucial that we continue to improve adult social care in Dudley in a way that is meaningful to real 
people, and that all our actions are born out of having listened to what people want and what the 
evidence is telling us. The diagram below illustrates the many ways we have sought and collated data to 
evidence our actions and inform the detail of this account. 

The following pages set out what we have learnt, how working together the council has responded and 
what our priorities are for the next year.

This evidence can be accessed by contacting nick.perks@dudley.gov.uk or telephoning 01384 816957
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People’s 
experiences/satisfaction 

• Ageing well research 
• Adult social care survey 

• Health watch 
• Adult social care, carers and

older people’s surveys

Consultation 
• Local account

• Budget consultation 
• Making it real consultation

• Take Control and Get Involved

Performance and demand 
• Adult social care outcome framework and 

local measures 
• Complaints and compliments 

• Self-assessment 
• Comparing to others: 

Towards Excellence in Social Care
• Joint Strategic Needs Review
• Market position statements

Service reviews 
• Learning disability review 

• West Midlands review of annual reports 
• External evaluation of personal budgets 

• Access services review 
• Strategic plans

Listening and 

learning

Local Account 2012-13



Having the information I need, when I need it 

You said we should:  
• Expand and improve how we provide advice and information to local people 
• Make sure the information you send out is easy to understand through the use of reader panels  
• Ensure that the pathway to care is clear so people know what to  expect and how to challenge if things 

go wrong
• Provide consistency of advice across social care support agencies about direct payments and ensure 

people understand how their personal budget is determined

What we have done and what difference has it made:

Better signposting and more accessible information:
People can find out about a wide variety of services that can help them to live independently and 
offer care and support. The Dudley Community Information Directory (DCID) is one of 
the main sources of information on local services and support. The number of organisations 
offering support and services has grown from 3,000 to 3,722. In the last twelve months the number 
of times the DCID has been accessed is 103,712 in comparison to 14,336 in the previous year. 
The directory is now also available through people’s TV sets via Virgin Media and Sky on the 
Looking Local site. More than xxx people have accessed this site for local information. 
We continue to make sure that information is provided in a variety of formats so that people can 
find out about services in different ways. Our information booklets for the public provide 
clear and accurate information covering the range of support provided through adult 
social care. These booklets can be obtained from our access points and can also be downloaded 
from www.dudley.gov.uk 
We have now set up customer reader panels which are helping us to make sure the information we 
produce is clear and easy to understand.
The customer experience is an area where we have further work to do - we are developing a clear 
set of expectations and values through which the public can hold us to account.

Fact! Our carers’ network has 3,400 members and during the year 7,500 newsletters have 
been delivered and 1,000 carers and organisations have received fortnightly e-bulletins.

Information   and advice
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Working with people to improve services:
An independent review into how people’s queries are dealt with has been completed 
by Age UK Dudley. The final report will help us to make further improvements to our Access 
Services that will make sure people receive a high quality first contact response. 
An in-depth analysis of our website (www.dudley.gov.uk/adultsocialcare) has been 
carried out to improve the quality and experience of our web-based infomation. The website 
has been restructured and a robust monitoring process is now in place which will help maintain its 
accessibility.
People have told us that adult social care is complex and it is not always clear as to what is on offer. 
In September 2012 we launched the essential guide to adult social care training course and 
resource, followed by the launch of the young carer online training course in January 2013. These 
new courses, along with the nationally recognised carer aware course, provide the public and service 
providers with a step by step guide on what is adult social care, and what people can expect.

Helping to develop quality:
Disability in Action (DIA) is a user-led organisation which helps local people to have 
increased choice and control as to how they access information and advice. It is made up of 
people who use services and is based at the council’s Queens Cross Network. DIA provides peer 
support, signposting and advocacy, to disabled people, enabling them to access a wide range of 
community-based activities.  
The Adult Community Enablement Team (ACET) provides similar support for older people. 
They help people to find activities and organisations that fit their interests and hobbies and offer a 
more fulfilling quality of life for people who feel isolated and vulnerable.
Our new Dementia Gateways service, in partnership with NHS Dudley, has supported 900 
people who have been diagnosed with dementia. It provides a clear and improved pathway of 
care and consistent information and advice.
The way in which personal budgets are awarded to people has been made clearer to people. 
The Resource Allocation System (RAS) allows the council to consistently calculate personal budgets for 
people based on their needs. Training and guidance has been provided to staff, provider organisations 
and some community and voluntary groups. This approach has improved understanding of 
the RAS and increased consistency. A new easy read guide will be ready for publication in November 2013. 
We also appointed Dudley Council for Voluntary Services (DCVS) as the organisation to 
run Healthwatch Dudley. A major part of Healthwatch Dudley’s remit is to enhance the quality of 
health and social care information and advice for local people.

You said:
“I do not find it easy to get a reliable cleaner.”

We say: You can find a whole raft of care services listed on our 
Dudley Community Information Directory
Source: Dudley Adult Social Care Survey 2013
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Our priority areas for improvement in 2013-14 are to:

u Continue to make sure all citizens have access to universal community services and resources 
including access to preventative services 

u Re-launch the Dudley Community Information Directory to include an improved search facility and  
to develop quality ratings systems, so that services can be rated. This will help individuals choose the 
right support 

u Provide good quality information, guidance and peer support so that people will have the confidence 
to plan their care and support independently  

u Look to deliver a regular communication of news and information to the carers of people with 
learning disabilities 

u Develop a clear set of expectations and values through which the public can hold us to account 
u Continue to work with our partners in health, providers and the voluntary sector to make sure that 

information and advice services are integrated and consistent

CASE STUDY

Help to get out and about
I used the Dudley Community Information 
Directory to find out about the adult  
community enablement team (ACET)
I was in a nursing home for rehabilitation. 
I said I would like to socialise and also like 
to  attend a gentle exercise group. I used to 
attend a group in Halesowen but neither my 
son and I could remember where. 
The team said they would research and 
contact them if they could find suitable 
venues. The team used the community information 
directory to find an exercise group at the Cornbow Hall in 
Halesowen. It was a useful venue for the team to find as there is a number 
of social activities there including bowls and tea dances (activities which are 
popular with a lot of people who are referred to us). 
The team supported me to attend this group and found that this was the group 
I had previously attended about 12 months ago. I was really happy to continue 
attending this group.
To find out further information about the ACET team contact 01384 816039
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Promoting Dudley Community Information Directory

You Said:
“I am very independent but help always there if needed.  
Source: Dudley Adult Social Care Survey 2013



Keeping friends, family and place

You said we should do: 

• Make sure that people who use services and local communities play a key role in the decision making 
process and jointly help to shape future provision

• Develop community self- support schemes 
• Develop the Dudley Community Information Directory (DCID) so that people’s views of the service 

can be included which will lead to a customer driven quality rating system. 
• Work with transport providers and agencies to promote accessibility and access for people in the 

community

Active and supportive communities:

Fact! 3,316 houses were contacted to give advice on safety and security and wellbeing in their 
homes and communities. 1,246 people were signposted to community services to enhance 
their safety and wellbeing (Living Well Feeling Safe Partnership)
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The Hillside Herbs community 
enterprise, based in Kates Hill, 

offers organic gardening training 
to the community  



What we have done and what difference has it made:

Supporting active communities:

The Full of Life festival in October 2012 celebrated the contribution older people make 
to Dudley. A range of partners co-ordinated 30 events, with more than 600 older people joining in 
and taking part in activities. Three hundred people responsed to a questionnaire during the festival 
which will help inform the Age Alliances’ work programme, the Local Account 2013-14 and Making 
it Real in Dudley.
Together with Midland Heart (a social housing provider), we have piloted an online 
virtual support solution called TYZE (this is essentially a secure network - similar to face 
book). This helps people and their carers. This helps people to develop informal support networks 
that provide opportunities for people to receive and provide support. The next step of the pilot will 
be to work with five voluntary organisations to futher roll out TYZE.
The council has supported Changing Our Lives, a user led organisation supporting people 
with learning disabilities, to create the People’s Parliament. The parliament will meet 
twice a year and gives people with a learning disability in Dudley the opportunity to question and 
influence the development and delivery of support services.
Sixty six health and wellbeing library activities were attended by 1314 people.  Library 
services have been at the heart of a range of events and initiatives that aim to promote local 
knowledge and awareness of health and social care services such as Carer’s Rights Day Event at 
Dudley and Kingswinford in conjunction with Telecare, ‘need to know’ sessions and carers reading 
groups.  Full of Life Event at Brierley Hill Library, included massage and relaxation exercises.  
Brierley Hill Library held an Osteoporosis Society drop in session which had 27 attending and ‘Leap 
Over 50’ drop in with 21 attendees.w 
The community transport service level agreement has been re-commissioned to include 
the outcomes identified by Dudley people and providers through our transport event. 
This has already lead to a recruitment drive towards providing a volunteer driver bank.
We have also begun to develop a number of volunteer community connectors, made up of 
people who will be able to offer advice and support, at a local and community level.
Our winter warmth scheme successfully targeted households suffering from fuel poverty 
and those with underlying risk factors. We know that 38 vulnerable and fuel poor households 
were assisted intensively and that the estimated reduction in household fuel bills was £117,334. 

Fact! 245 people visited community HUBs to get guidance and advice about preventative services 
(delivered through the Living Well Feeling Safe Partnership)

Page 15

Full of Life Festival, 
celebrating 

older people’s day

People’s Parliament



Working with people to improve services:
The transformation programme for adult social care: Making it Real in Dudley has been 
further strengthened through having local groups represented at a strategic level. People 
who use services and carers are actively involved in Making it Real work streams and there is 
representation from the national Think Local Act Personal (TLAP) co-production group at board level. 
Over the last year the council and through the ‘Take Control and Get Involved’ initiative. The 
council has set up an ‘engagement bank’ of people who use services and carers who have 
said that they want to get involved to help improve adult social care in Dudley. To date 
the bank has b been used to help to identify potential mystery shoppers who will rate services for 
the public in the future. The bank has also helped identify interested individuals to take part in the 
community equipment review. 
Dudley Voices for Choice, a group supporting people with learning disabilities were actively 
involved in developing last year’s easy-read version of the adult social care local account.
We have established the travel and transport group as a Making it Real as a work stream. 
It is made up of representatives from service user groups, the council and external and voluntary 
organisations. Disability in Action and Dudley Centre for Living Independently are involved to 
ensure that the voice of people who use services in Dudley is heard.

Helping to improve quality:
The council’s Learning & Development team, the Queens Cross Network and Dementia 
Gateways have consistently worked with people who use services and their carers to 
draw up the standards that they expect staff to achieve. These are now part of induction 
training for all new support staff. Achievement of these standards is required for progression of staff 
and will lead to increased quality of personalised service delivery. 
We have the ability to enable peer reviews to be available through the DCID thereby 
adding value to the directory and allowing people a better understanding of services they may wish 
to use. We are currently working with our providers, commissioning and social workers around 
implementation in early 2014. 
Living Well Feeling Safe delivered three ‘out & about in the community’ events in Russell’s Hall 
(April 2012), Brockmoor, Brierley Hill (June 2012) and Pedmore, Stourbridge (September 2012). 
Over these events 3,316 houses were contacted and given advice on safety, security and wellbeing 
in their homes. Over1,200 people were signposted to services to enhance their safety and 
wellbeing and 245 people visited community hubs to get guidance and advice from a variety of 
preventative services.

Our priority areas for improvement in 2013-14 are to:
u Make sure that people and communities play a more active role in supporting themselves and others
u Help to support people to access a range of networks, relationships and activities to maximise 

independence, health and well being
u Develop a joint health and social care engagement plan with input from HealthWatch Dudley 
u Look to shift resources towards supportive community activity to allow communities to plan for 

longer term support and not just immediate crisis
u Identifying assets that people have and are willing to offer eg: skills, knowledge, time
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CASE STUDY

Disability in Action is based at Dudley Council’s 
Queens Cross Network for people with physical 
or sensory disabilities.  The group made up of 16 
volunteers and committee members, gives free peer 
support to anyone who is thinking about receiving 
or who already receive personal social care 
budgets as a direct payment.
Ben’s story…
“I was working towards a business studies 
qualification at college and as a young disabled 
person was entitled to education until the age of 
25. Unfortunately I was told at the age of 19 that 
no courses were available to me due to lack of 
funding. I came to Queens Cross for something 
to do as I didn’t have any alternatives or 
choices.  It has actually worked out really well 
for me and I am happier now than I have ever 
been.  I laugh and joke more and have really come 
out of my shell.  
“I think we make a really big difference too. If I call someone and they 
talk jargon I simply don’t understand them. I would much prefer to speak with 
someone who understands my situation, even if they don’t have all the answers.”

Fact! 3,316 houses were contacted to give advice on safety and security 
and wellbeing in their homes (Living Well Feeling Safe Partnership)
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“I think it is hard to find good advice and where to find help.”
Source: Dudley Adult Social Care Survey 2013

Wendy and Ben from Disability in Action      

We say; We need to work harder to reach peopler in their 
communities and before they need adult social care and support.     
This year we are looking to introduce volunteer community connectors 
and a number of Dudley Information Points across the borough to 
provide advice and support to people at a community level.



CASE STUDY

Dudley Centre for Inclusive Living 
(CIL) was set up in 2010 by Dudley 
couple Ken & Tracey McClymont, 
who are avid campaigners for the 
rights of disabled people. 

Ken and Tracey’s story…
The dedicated duo bought together 
a group of 6 people who all have 
disabilities themselves, to give 
disability information and 
support.
Dudley CIL host drop in sessions 
in public places including 
supermarkets and libraries, 
that are staffed by volunteers.  
They also offer practical information by 
phone and email about blue badge parking, direct 
payments, social care, public transport and access to work. 
The service also includes an offer of help with finding disability friendly 
holidays and restaurants.
The group became a registered charity last year and looking forward would like 
to start a Dudley CIL trading arm that will small items of equipment to make 
disabled people’s lives easier.  This would include specialist cutlery, helping 
hands easy reachers and liquid level indicators for the visually impaired.
Tracy McClymont, Secretary for Dudley CIL said, “All of our volunteers have 
disabilities and we think that this puts us in the best position to support others 
with disability related issues.  We think it really helps to talk to someone who 
can completely understand how difficult life can be for disabled people.  Our 
service changes people’s lives by empowering them, giving choice and opening 
up a world of opportunities.”
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You said
“My family supports me on a day to day basis. My doctor’s surgery 
understands my needs and the chemist delivery service is brilliant .”

We say; We need to work more closely with our partners in health and 
the community to make sure our care and support is fully integrated.

Dudley Centre for Inclusive living members



Flexible 

integrated care 

and support:

My support, my own way

You said we should:
• Make it easier for people to access aids and equipment through the Dudley Gadget Gateway to further 

improve our preventative services 
• Increase the number and quality of new and existing small agencies both through the roll out of the 

Innovation Fund in partnership with Dudley Council for Voluntary Services and our support to 
 micro-agencies (small local providers)
• Build upon the existing personal assistant directory and support for people employing them 
• Use market position statements to show our progress in developing care provision to meet demand 

and build on our relationship with providers of care to ensure they offer quality and value for money
• Make it easier for people to access adult social care through reviewing our processes and reducing 

duplication 
• Improve the process for young people who are about to receive their support from adult social care 

Page 19

Bread 2 Share - a theraputic bread 
making class for disabled people



What have we done and what difference has it made:

Helping to expand the market and offer more choice to people who need care: 

The Living Well Feeling Safe Partnership (a range of agencies that work together to provide 
preventative services) can provide better quality support due to the range of aids and 
adaptations that are presented in the new online Dudley Gateway.

We have increased the support available to people receiving a personal budget through a 
direct payment by commissioning three organisations to provide independent advice and support.

Round one of the Dudley Innovation Fund was launched in November 2012. Nine 
organisations were offered kick-start grant support of up to £2,000. The successful projects ranged 
from a bread therapy service through to a feasibility study to look at establishing a personal assistant 
co-operative.

We have encouraged existing and potential micro-providers to develop services in line 
with what people are telling us they need. As a result the number of small new services               
(micro-providers) rose from 18 to 56. The support we provide helps increase the diversity of 
services available for people in Dudley who need care and support. 

Our Dementia Gateways have supported 900 people with a confirmed diagnosis of 
dementia to access universal services that fit their interests and hobbies. This approach 
moves away from building based support and supports the diversity of opportunities available in 
Dudley.
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Looking after me course 
expert patient programme 
(self management programme) 
for people and carers with 
long-term health issues



Working with people to improve services:
We have strengthened links with children and families services to identify future needs of 
vulnerable young people who will need ongoing support into adulthood. Work is also ongoing to 
establish new health education & social care plans required for young people with learning disabilities.  
Summit House, a local organisation that supports people affected by HIV/AIDS introduced 
FareShare (a scheme to take waste food from supermarkets and re-distribute to those in 
need of it) in 2012-13 for all its customers that needed support with accessing food for themselves and 
their family.
Working with Citizen Coaching, Summit House offered a new employment scheme - 
“Coaching for Employment” - which used coaching methods and support to help people with long term 
medical conditions or vulnerable adults gain employment.  The programme had a 22% success rate of 
getting people into employment.  Summit House has now made employment a key service outcome for 
people that use its services.  
The Black Country Partnership for Care has set up a personal assistant support forum which 
is helping to maintain and increase personal assistant numbers in the borough.
Work commenced this year on the third extra care housing scheme in the borough. 
Developed with social housing provider Midland Heart, the scheme, once completed in 2015, will offer 
120 bedroomed apartments at Slade Lane, Cradley. This built on the success of the two existing extra 
care housing schemes at Russells Hall and Coseley. Local people have told us that extra care housing 
offers Dudley’s older population an opportunity to lead an active and independent lifestyle, while having 
help and support on site if and when required.

 

Helping to improve quality:
Telecare champions actively promote Telecare (assisted technology) with Living Well Feeling 
Safe, the Dementia Ggateways Services, Queens Cross Network and Sheltered Housing. This has 
helped to increase the number of people receiving Telecare from 6,515 in 2011/2012 to 6,818 in 
2012/2013. As a proportion of all service users this is an increase from 44% to 46% 
We are improving the Single Assessment Process which is moving towards providing a portable 
passport that will contain basic but essential information which can be shared between health and social 
care practitioners and reduce duplication both in recording information and in avoiding people who use 
services having to repeat basic details to health and social care visitors. 
A common assessment approach has been established that will be used by both social 
workers and occupational therapists which will reduce duplication and provide a more streamlined 
assessment approach. This has been achieved through a re-design of the assessment paperwork and 
support plan.
A Market Position Statement (MPS) has been completed for Mental Health Services. Market 
Position Statement s contain information about the current social care market, gaps in the market and 
the population trends and forecasts.This has led to a Strategy having been agreed for the development 
of a range of services in partnership with Dudley Clinicla Commissioning Group (CCG), Dudley CVS and 
providers. 
We have encouraged micro-providers to take up of gold and silver quality marks. The quality 
mark helps people to feel more confident about the services provided by small providers. This has led 
to 6 small providers being awarded quality marks, of which 3 are gold and 3 are silver. Along with local 
people and providers we are developing a process which will allow us to more effectively make 
sure the performance of provider organisations is linked to quality and costs.
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Our priority areas for improvement in 2013-14 are to:

u Increase quality of services delivered by providers through the quality mark

u Further develop the dementia gateways model

u Pilot outcomes based approach to commissioning

u Continue to roll out Dudley Innovation Fund

u Provide increased external capacity to specifically support carers around benefit reform

u External capacity provided to support timeliness of carers assessments

u Expand preventative support to promote the well-being and independence of individuals, families and 
carers to sustain independent lifestyles

u Implement recommendations made through the Quality of Life audits

u To move towards greater integration with CCG to realise better outcomes for people and efficiency

u Use of the demand management model to ensure that we are using reablement services as effectively 
as possible in terms of the outcomes of the people using the service but also the numbers of clients 
accessing reablement

u Improve transition for young people
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Me, myself and I, a new self-help group has been 
launched for people who care for someone living with 
dementia, following the success of the Looking After   
Me course

Steve’s story:
“My father Chas was diagnosed with dementia 8 
years ago; my brother initially looked after him but 
struggled with family commitments, so I retired 
early and became my father’s carer.
“My experience so far of accessing services 
has been mixed, there seem to be lots of well 
intentioned people who support carers but I find 
it all very fragmented. I would like one point of 
contact for support and some reassurance that 
when information is shared, it will find its way to the people 
who can make changes happen.
“The support that I received from the looking after me course however was 
fantastic and although dementia is very different for different people, it helped 
me to meet other people who were experiencing similar things to me.”
“Me myself and I has become a meeting place for carers where we exchange 
ideas and help each other to solve problems. Our members enjoy planning 
activities and events and we are also keen to raise issues that affect carers and 
bring them to the attention of people who make key decisions so that we can 
influence change.”
“I thought I was on my own and people around me simply didn’t understand 
what I was going through. Just being with these wonderful people has changed 
everything.”

CASE STUDY

Steve and Chas, illustrator of Korky the Cat in the Dandy from 1962-1982



My support staff

You said we should: 
• Make sure that all staff understand what personalisation is, how it is being implemented and what their 

role is in this process.

What have we done and what difference has it made?

Continuing to develop the skills and competencies of staff:
The council, together with partners, has developed the Maiking it Real in Dudley 
adult social care transformation programme. Through roadshows, workshops and a clear 
communication plan involvement we have ensured that staff across the health and social care sector 
are fully aware of, and are delivering, personalised care and support. We continue to develop a 
range of tools and processes that enable staff to provide good quality care and support.
Dudley & Walsall Mental Health Trust is working to further support the personalisation 
approach and have appointed a team manager to lead on developing personalisation 
at an operational level. A joint performance board will ensure that joint objectives around 
improving people’s quality of life are further embedded in front-line practice.
We have also aimed to improve the quality of social care provision by providing specialist 
social care training and qualifications to our own staff and workers in the private, voluntary and 
independent sectors including micro providers and personal assistants. We have encouraged people 
to come into the social care workforce through providing social care intermediate apprenticeships. 
We have collected information on the impact of training and development on social 
care staff and the difference it has made on people who use services. We have introduced 
a programme of support for newly qualified social workers in their first year of practice. People 
who use services and carers have been involved in the development of the social care induction 
programme.

Working with people to improve services:

There has been widespread involvement of people who use services in the Making it Real 
work streams to ensure that any developments are steered by the real experiences of 
local people.

Workforce

Fact! Overall we are receiving 33 requests for 
assessment/re-assessment per day
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Helping to develop quality:
We have produced a rehabilitation and community services brochure that will help 
professionals to identify the most appropriate pathway for people who use services.

We have developed a demand management model which will better reflect the impact 
of resources on care. It will help manage our services by focusing on how well we are managing 
the demands on our services and the value for money being provided. We will be undertaking 
further work to gain greater understanding of the effectiveness of our preventative and reablement 
services as well as how we need to better integrate servcies with local NHS partners.

 

Our priority areas for improvement in 2013-14 are to:

u Develop local Quality of Life standards that are included in all provider contracts to make sure there 
is consistency of service and that they are developed with the individual in mind

u Monitor the Making it Real programme to ensure the vision is being communicated and that new 
practice is adopted by staff across all areas of adult social care equally

u Continue to develop the range of specialist social care training and qualifications provided including 
a new qualification course on personalisation, new e-learning courses covering autism and adult 
safeguarding and a principles of care course

u To introduce a virtual learning environment on our website so that workers, people who use services 
and carers can access all our online training in one easy access point 

u To implement a new training strategy for adult safeguarding with a focus on prevention 

u To roll-out a new quality standard for care providers to improve staff learning and development

u To develop a continuing professional development framework for social workers so that they are able 
to meet the changing needs of adult social care

u To create a learning and development guide for personal assistants
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You said
“If I do not get in touch with social services they will not contact me”
Source: Dudley Adult Social Care Survey 2013

We say: “This is not good enough.  We are working on 
how we can improve the individual’s experience by looking 
at the customer journey and how we can make sure that 
individuals are supported throughout the process”

Fact! Telecare received 1,053 referrals and installed 
1,323 pieces of equipment in 2012/2013



CASE STUDY

Dawn’s story
“I am a sole trader and wanted to move 
away from the 15 minute calls and 
impersonal service delivery that I 
was used to in traditional homecare/
domiciliary care. 
“I wanted to go the extra mile for 
isolated people. As a consequence I 
set up Supporting Hands. I support 
people in the community and in 
their own home with tasks such 
as shopping, preparing meals, 
changing light bulbs, mowing 
the lawn, taking people to doctors 
appointments as well as sitting down with 
clients, having a chat over a cup or tea or simply sitting 
with them whilst they watch their favourite soap!  
“I work within my local area and provide a flexible service. If I’m at home and 
get a call from one of my clients, I won’t hesitate to go and help them. I didn’t 
want to provide a rigid service where I was not able to give people real person 
centred support.”
To contact Supporting hands telephone 01384 866277.

Page 25

Dawn with two people she supports.

Making it Real in Dudley Roadshow



You said we should: 
• Introduce quality of life standards into our contracts with providers and to help people who use 

services to understand the risk in relationship to opportunities for independence and quality of life 
• Make it easier to access adult social care by designing a self-assessment contact questionnaire
• Increase the number of people with a learning disability or mental health need into employment and 

carrying out a safeguarding awareness scheme across the borough 

What have we done and what difference has it made?

Helping to increase control and safety:
Our support to people with a learning disability to gain employment is focused on helping 
those who require intensive support to sustain their employment. During 2012-13 the 
number in employment has risen to 48, which is a small increase from the previous year. 
Alongside specific employment services for people with a learning disability or mental 
health issues, Dudley Council for Voluntary Service also supports a wider group of people 
with disabilities to access employment.

Working with people to improve services:
In November 2012 a safeguarding citizens survey was conducted through 19 of our 
partner organisations. Findings showed that public awareness of abuse and safeguarding was 
strong although awareness of the safeguarding board and its role was less clearly defined. Further 
awareness schemes will need to focus on recognition of the signs of abuse and themed information 
as a way to strengthen awareness further on specific forms of abuse.

We have completed 24 Quality of Life audits across all client groups. We have worked with 
Healthwatch Dudley, Dudley Council for Voluntary Service organisations and Black Country Care 
Partnership to look at implementation of Quality of Life standards across everything we do. 

Our learning disability services team has worked with Changing Our Lives to develop the 
integration of Quality of Life standards into service provision. This will help to ensure that as a 
standard services are excellent and appropriate with the knowledge that people know what to expect.

Feeling in 

control and safe: 

Page 26



Page 27

CASE STUDY

Helping to develop quality:
We fund 43 voluntary organisations that support local people in a range of services that 
aim to improve well-being and quality of life. In addition around 100 organisations are 
funded through small grants

We have developed an initial self-assessment contact questionnaire via our website to 
provide an alternative means of accessing adult social care. This is due to be launched in 2014

Planning commenced in January 2013 for Dudley and Stoke City Council to carry out a 
co-produced safeguarding peer review in 2013-14. The aim is to look at how services can 
be improved, which is consistent with the West Midlands approach to sector lead improvement. 
The approach will consider the way different organisations work together, the victim’s experience 
and understanding of how we know people are safe. Final reports will be submitted to respective 
scrutiny committees but any areas of concern will be immediately flagged up to ensure the customer 
experience is given priority.

Our priority areas for improvement in 2013-14 are to: 

u Empower people who use care services and carers to take informed risks, encouraging choice and 
control 

u Develop a preventative training strategy for safeguarding 
u Carry out a peer review of safeguarding practice in Dudley 
u Maintain the adult safeguarding website 
u Appoint an independent chair of the safeguarding board 
u Develop accountability frameworks that ensure partner 
 involvement in the strategic development of safeguarding
u Roll out safe places further

 

Neil’s story
“I am co-chair of Dudley Voices for 
Choice.  We help to keep everyone 
informed of how people with learning 
disabilities feel about issues. 
“We campaign if we feel injustice 
and a recent example of this was 
presented to us at the learning 
disability partnership board, 
where a parent/carer shared a 
bus pass form that had some very 
difficult and unnecessary questions on it. 
“We initially wrote to Centro to address our concerns with 
no success but because of the partnership work that we were doing with 
the Making it Real transport team, we were then able to address our concerns to 
a member of Centro who could take action. The form has now been changed to a 
way that is acceptable to all.”

Dudley Voices for Choice taking part in Dudley’s Got Talent.



My money

You said we should: 
• Provide social care support through a personal budget and allow all people receiving long term care to 

receive a direct payment with contractual agreements with providers that will allow people receiving 
their services to direct their support within the value of the budget 

• Change our contractual position with providers to increase the same level of self-direction of care for 
people with council managed budgets as that gained by people receiving direct payments

What have we done and what difference has it made?

Helping to increase choice:
We have plans to provide all personal budgets in the future through direct payments as a 
default position.  This will ensure the right support services are in place to enable people to take 
as much or as little responsibility as they choose.
There has been an increase in the number of people receiving self directed support from 
23.5% (3,796) in 2011/12 to 68% (4,097) in 2012/13.
There has also been an increase in the number of clients receiving a direct payment from 
7.2%  (1,160) in 2011/12 to 19.7% (1,184) in 2012/13.
Figures* show 68% people with a service in Dudley receive it through a personal budget. 
This is not as high as we would have liked but well above average for England, Metropolitan 
boroughs and  the West Midlands. *Data taken from national Adult Social Care Outcome 
Framework (ASCOF).

Personal budgets 
and self funding:
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You said
I feel afraid of falling when I am on my own. I have a panic alarm which 
gives me some security
Source: Dudley Adult Social Care Survey 2013

“Combination of direct payments for carers and assistance from 
the OT has helped me a great deal to live a reasonable life”



Working with peopleto improve services:
We have continued to involve all providers and people who use services and their 
carers in the roll out of the Making it Real in Dudley (www.makingitrealindudley.org) 
transformation programme making sure that our approach maximises choice and control 
for people.

Helping to develop quality:
A new Resource Allocation System (the way personal budgets are awarded based on 
need) has now been introduced which reflects levels of needs more effectively. 

We have carried out a review with audit to enable micro providers to provide services to 
people on managed budgets. 

Our priority areas for improvement in 2013-14 are to: 

u Ensure where people are eligible for long term support they receive it through a direct payment; 
allowing individuals to ‘purchase’ their own support.

u Continue to support Disability in Action, and other user-led organisations and communities, to 
provide advice and support to people that receive a personal budget including helping them to get the 
most from their funding
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CASE STUDY

Ryan and Michelle’s story
Ryan and Michelle are a young married couple. As a 
result of an accident Ryan had as a teenager he now has 
a neurological impairment and is a wheelchair user. 
Michelle also uses a wheelchair due to nerve damage 
which followed a surgical procedure. 
Ryan and Michelle both receive direct payments and 
have been thrilled with the changes they have been 
able to make to the way they live their lives. 

Flexibility, independence and control 

Ryan says: 
“As wheelchair users we need ongoing support at home and 
when out and about. We both receive direct payments and they are brilliant 
for us. They are designed to meet our own needs, giving us flexibility over how we 
live our lives, a lot more independence, plus total control over who we have coming 
into our home to help us. 
“We employ five part-time personal assistants as personal carers who help us with 
our mobility issues, as well as getting out and about - we can go to the cinema when 
we choose, Michelle has taken up swimming and we enjoy eating out and enjoying 
life, our carers have been chosen by us and we have built bonds with them. 
“We use a support provider to help us look after the employment aspects - it’s all 
made really easy with their support. The council makes sure that no one is alone; 
they offer a choice of professional approved providers who will guide you and look 
after you. 
I’m keen for people to hear all of the positives about direct payments - they really 
are the way forward. I now volunteer with local peer support group Disability in 
Action - offering advice to other people who may be thinking about changing to 
direct payments.” 

Living our lives the way we want 

Michelle adds: 
“Direct payments have helped us to live our lives the way we want to live them. 
The great thing is we get a say in what we need and when we need it. We don’t have 
to wait in for carers at set times, we can do things as and when we want. We can get 
out and about; they have proved invaluable for allowing us to keep in close touch 
with our families and friends. The really great thing is the flexibility - our carers fit 
in with our day to day needs and things can be altered daily if we want.
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Local residents Ryan and Michelle
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Phillip’s story
“My wife and I care for our son Phillip who is 24 and has severe autism, as well 
as epilepsy. 
“In the past we had used care agencies but wanted more flexibility and control 
over Phillip’s care. 
“We now receive direct payments. This has enabled us to employ a full time 
personal assistant, along with three part time personal assistants who can be 
called on as and when required. All are male as this is what Phillip prefers. 
“As Phillip’s father I take responsibility for the payroll system and accounts and 
find this easy to organise.

Familiarity and continuity  

“Having a personal budget and direct payments has given our son the freedom  
to live his life as he wishes. 
“With a diagnosis of severe autism, being able to build a structure for Phillip 
each day and vary this routine when he can cope with change is vital. Direct 
payments let us do this. They have made a huge difference to our lives, for all 
three of us, not one of us could go back to the old way. 
“In the past we never knew which carer would come to our home from day to 
day. Philip found that hard to cope with as, because of his autism, he needs 
familiarity and continuity. Direct payments have given him that and he is so 
much happier.”



Dudley Council 
Access to adult social care 
General number for all adult social care queries 
0300 555 0055 • www.dudley.gov.uk/adultsocialcare

Falls Service  
A service to help prevent falls
01384 814459 • www.dudley.gov.uk/falls

Bogus Callers Hotline 
Dedicated to protect people from Bogus Callers
01384 812045 • www.dudley.gov.uk/bogus

Blue Badge enquires 
Provides parking concessions for people with severe walking difficulties  
0300 555 0055 • www.dudley.gov.uk/bluebadge 

Dudley’s Home Improvement 
This service offers a range of services to Dudley homeowners and private rental tenants (council service)
01384 815118 • www.dudley.gov.uk/HIS

Dudley Council Plus 
General number for all council enquiries including anti-social behaviour, housing 
0300 555 2345 •www.dudley.gov.uk

Partnerships
Dementia Gateways
A joint service provided by Dudley Council and NHS Dudley offer care and support to people and their 
carers living with dementia 
Halesowen  01384 813600 
Brierley Hill 01384 813315 
Coseley 01384 813645
www.Dudley.gov.uk/dementia

Living Well Feeling Safe
A partnership preventative service offering older people in Dudley practical safety, security and wellbeing 
advice. 
01384 817743 • www.dudley.gov.uk/Living
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Useful numbers



Community  & Voluntary Organisations
Dudley Interfaith network
Dudley Borough Interfaith Network works to build relationships and understanding between people of all 
faiths and none 
01384 573381 • www.dbinterfaith.org.uk

Dudley Centre for Independent Living
Dudley CIL is a membership organisation run by and for disabled people. 
01384 348095 • www.dudleycil.org.uk

Disability in Action 
A user led organisation supporting people with disabilities run by people with disabilities 
01384 813476 • http://disabilityinactiondudley.org/

DCVS
Dudley Council for Voluntary Service (CVS) is an independent local voluntary organisation that exists to 
support, promote and develop local voluntary action.
01384 573381 • www.dudleycvs.org.uk

Royal voluntary service Dudley
Volunteering opportunities in Dudley 
0845 600 5885 • www.royalvoluntaryservice.org.uk

Dudley Advocacy
Works alongside vulnerable people and ensure that their voice are heard.
01384 456877 • www.dudleyadvocacy.org

HealthWatch Dudley
A new consumer champion for both health and social care services in Dudley borough. 
03000 111 001 • www.healthwatchdudley.co.uk

Dudley Clinical Commissioning Group 
NHS Dudley providing health services in Dudley 
01384 322777 • www.dudleyccg.nhs.uk/

Dudley & Walsall mental Health Partnership
providing a wide range of integrated mental health services to children, adults and older people across 
the communities of Dudley and Walsall.
0300 555 0535 • www.dwmh.nhs.uk

Dudley Voices for Choices 
a self-advocacy group for people with a learning disability. 
01384 422666 • www.dudleyvoicesforchoice.co.uk

More community organisations can be found at www.dudleyci.co.uk
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Carer aware course
An online course developed by Dudley Council to help people understand carer issues and their rights

Clinical Commissioning Group
Dudley’s Clinical Commissioning Group formed in 2010 by a group of locals GPs and health professionals 
to take over from the Primary Care Trust.  It is responsible for purchasing healthcare for Dudley borough 
resident, this process is called commissioning

Commissioning
A structured way of deciding how public money should be spent

Direct payments
Money that is paid to a person (or someone acting on their behalf) on a regular basis by the council so they 
can arrange their own support, instead of receiving social care services arranged by the council  Direct 
payments are available to people who have been assessed as being eligible for council-funded adult social 
care.  They are not yet available for residential care.  This is one type of personal budget (SCIE 2013)

Dudley Community Information Directory
Is an online directory that provides information about everything going on in the community

Dudley Gadget Gateway
Is a website that helps people to find out more about assistive technology products and service that can 
help to maintain their independence

Dudley Innovation Fund
A fund set up by the council to help encourage and develop new and local adult social care services to 
people

Healthwatch Dudley
Is a government funded organisation and acts as an independent consumer champion to gather and 
represent the views of the public in Dudley for all aspects of adult social care.  

Looking Local
Is the council’s channel that can be accessed via TV (Sky and Virgin Media)

Glossary
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Making it Real in Dudley
This is a programme that sets how the council will achieve personalisation in adult social care.  www.
makingitrealindudley.org

Pathway to care
The process by which care is provided

Peer Review
Peer review is a process used for checking the work performed by one’s equals (peers) to ensure it 
meets specific criteria.  

Personal budgets
Money that is allocated to a person by the council to pay for care or support to meet their assessed 
needs.  The money comes solely from adult social care.  People can take their personal budget as a direct 
payment or choose to leave the council to arrange services for them – or a combination of the two.

Personalisation
An approach to care and support services that puts the person at the centre of working out what their 
needs are, choosing what support they need and having control over their life (SCIE 13)

Quality Mark
A way of reassuring the customer that a particular service offers quality. Similar to a ‘Kite’ mark for adult 
social care that is provided in Dudley.

Reablement
Reablement is short term support designed to give older people or people with disabilities the confidence 
to manage as many daily living tasks as possible on their own

Reader panels
A readers panel made up of members of the older people’s forum has been set up to ensure all 
information is tested before publication and that information is written in plain English

Resource allocation system
This is the system some councils use to decide how much money people get for their support.  There are 
clear rules so everyone can see that money is given out fairly

Self directed support
Support for people who are assessed as needing social care by:
• Doing a supported assessment
• Knowing how much money they have to spend on their needs
• Doing a support plan and agreeing how they will spend the money
• Having the support plan signed off by a team manager 
• Putting the support plan into action
• Having a review to talk about their plan and how they are getting on

Service level agreement
An agreement between the council and providers which sets out the exact nature of service that is to be 
provided and the level of quality of service offered
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Single assessment process (SAP)
An attempt to coordinate assessment and care planning across the NHS and council so that procedures 
aren’t repeated and information is shared appropriately.  The single assessment process is widely used for 
older people and increasingly for other adult with care needs (SCIE 2013)

Think Local Act Personal
Think Local Act personal is a national cross sector leadership partnership whose aim it is to develop adult 
social care. www.thinklocalactpersonal.org.uk

Universal community services
Universal services can include health services, benefits information and advice, transport services, clubs 
and societies, voluntary organisations and charities for example

Work streams
These are the different areas of work that form part of the Making it Real in Dudley adult social care 
transformation programme

A jargon buster that includes more terms of references is available at www.
makingitrealindudley.org in the key documents section.

The reference group is made up of 
Jayne Emery Healthwatch Dudley     
Melissa Guest    Healthwatch Dudley     
Nathan Quigley   COAST  
Darren Jones     COAST  
Sean Henderson   COAST  
David Stenson    Active citizen / Dudley Group of Hospitals     
Ken McClymont    Dudley CIL     
Tracy McClymont  Dudley CIL     
Asia Tariq       Personal assistant     
Bill Weston      Active citizen / Healthwatch   
Steve Malpass The Gallery / Cranstoun
Harry Bloomer    Wychbury Patients Panel
Josh Uddin       Active citizen 
Sandra Emery     Active citizen / MS Society    
Kirsty Mcgarvey Royal Voluntary Service
Joseph Janjua    Active citizen 
Levine Bruce     Dudley Afro Caribbean & Friends
Beverley Campbell        Dudley Afro Caribbean & Friends
Sarah Offley Dudley Voices for Choice       
Shelley Brookes  Dudley Council 
Vikki Marshall   Dudley Council 
Shoba Assa Paul  Dudley Council



To tell us what you think of this report and to let us know how you would like to 
get involved in in developing future reports please contact:

Shelley Brooks on 01384 812418 email Shelley.brooks@dudley.gov.uk or 
complete our online feedback questionnaire at www.dudley.gov.uk/localaccount

Feedback:
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