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WHAT IS THE LOCAL ACCOUNT?
The Local Account is a report about the 
performance of Peterborough City Council’s 
Adult Social Care Department during the year 
2014/15.

It is an important part of the Council’s 
commitment to being open and transparent.  

It will inform you about what we have done over 
the past year and what we plan to do in 2015/16 
to improve services.  

The report is organised around the four 
outcomes in the Department of Health’s Adult 
Social Care Outcomes Framework, shown on 
the right.

Adult Social Care Outcomes Framework

The four outcomes in the Department of Health’s Adult Social Care Outcomes Framework are:

•  Keeping you safe (Safeguarding adults whose circumstances make them vulnerable and 
protecting them from avoidable harm)

•  Making sure you have a good quality of life (Ensuring quality of life for people with care and 
support needs)

•  Supporting you to be independent (Delaying and reducing the need for care and support)

•  Listening to you (Ensuring that people have a positive experience of care and support)

Wendi Ogle-Welbourn,  
Corporate Director:  People and Communities

I am excited to be leading the new People and 
Communities Directorate.  We have many challenges 
ahead of us, but also have built some sound 
foundations for enhancing care and support across 
Peterborough.
2014/15 saw the opening of the new Dementia 

Resource Centre and the redesign of our Adult Social Care service to 
ensure that more enquiries are dealt with at the very first point of contact.  
During 2015/16 we will continue to embed the new Care Act and work 
closely with colleagues in the NHS to ensure a co-ordinated approach to 
health and social care.  I do hope that you enjoy reading this Local Account 
and welcome your feedback.

Councillor Wayne Fitzgerald,  
Cabinet Member for Adult Social Care

During 2014/15 we have continued to implement 
a major transformation programme within Adult 
Social Care.  This has included transforming our 
day opportunities for adults under 65, moving away 
from the traditional model of day services to a 
more modern range of support options.  This Local 

Account details some of the work we have been undertaking.
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This year has seen the biggest reform to social 
care law in over 60 years, with the introduction 
of the Care Act from April 2015.  The Care Act 
has created a single modern law that makes it 
clear what kind of care people should expect.  It 
sets out the new duties for local authorities and 
partners and new rights for service users and 
carers.  The Act recognises the rights of people 
to make their own decisions about their care 
and support, with an emphasis on individual 
wellbeing. 

There are many changes that are required as 
a result of the Care Act and Peterborough City 
Council is working hard to ensure that the core 
themes presented in the Care Act are reflected in 
the services, processes and information available 
to people in Peterborough.  For example, we 
have improved our service to try to resolve as 
many queries as possible at the very first point 
of contact.  If all you need is a simple piece 
of information or some advice, we now have 
specially trained staff at the end of the telephone 
to help you. For more information please call 
01733 747474.

In early 2015 the council had a senior 
management restructure which has resulted in 
a much more streamlined organisation.  Adult 
Social Care is now situated in the ‘People 
and Communities’ directorate, which includes 
Children’s Social Care, Housing and Community 
Services.  This will ensure that a much more  
co-ordinated response can be provided.

Also, the council is working closely on a 
programme called the Better Care Fund.  The 
Better Care Fund was introduced to drive 
transformation of local services to ensure people 
receive better and more integrated care and 
support. Peterborough is working closely with 
Cambridge on a series of projects that intend to 
improve areas such as data sharing, seven day 
working, person centred systems, information 
and prevention. The approach taken is to 
work collaboratively to ensure that teams from 
different health and social care settings work 
together seamlessly. The focus is to make an 
individual’s journey through the health and social 
care systems as simple as possible ensuring the 
right information is available and that services 
provide joined up care for those that need it.

WHAT HAS BEEN HAPPENING
NATIONALLY AND LOCALLY?

4
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FINANCE
In 2014/15 Peterborough City Council allocated £44 million (29% of its budget) to Adult Social Care.  This is shown on the pie chart on the left.  
The pie chart on the right shows how Adult Social Care allocated this money.

Peterborough City Council Budget 2014/15 Adult Social Care Budget 2014/15

Chief Executives
£7,114,000

5%

Children’s Services 
£29,367,000

20%

Operations
£14,641,000

10%

Strategic Resources
£54,623,000

36%

Adult Social Care
£44,147,000

29%

Commissioning and 
service delivery

5.73%

Physical support
31.27%

Sensory support
1.56%

Support with
memory and cognition

0.74%

Learning disability support
44.09%

Mental health 
support
7.15%

Carer support
0.07%

AT Equipment
0.08%

Social care 
activities
6.92%

Early
intervention

2.40%
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OUR PERFORMANCE IN 2014/15
THINGS WE DO WELL

  The proportion of people who use services who said 
that those services made them feel safe and secure 
was 89.1% against 83.6% in 2013/14

  The proportion of adults with learning disabilities 
in paid employment was 8.5%, against 8.4% in 
2013/14

  There were 484.2 permanent admissions to 
residential and nursing care homes per 100,000 
population for people aged 65 and over against 578 
in 2013/14

  Delayed transfers of care from hospital attributable 
to adult social care were 1 per 100,000 population 
against 2.8 per 100,000 population in 2013/14

  The overall social care quality of life score was 19 
against 18.9 in 2013/14

  The proportion of people who use services who have 
control over their daily lives was 78.4% against 76% 
in 2013/14

  The proportion of adults with learning disabilities who 
live in their own home or with their family was 81.1% 
against 72.3% in 2013/14

  The proportion of people using social care who 
received self-directed support was 98.6.2% against 
53.2% in 2013/14 

  The percentage of people who received a short 
term service where the result was either no ongoing 
support or support of a lower level was 72.2% 
against 65% in 2013/14

  The proportion of carers who find it easy to find 
information about services was 65%, the same as in 
2013/14 

THINGS WE ARE IMPROVING
  The proportion of people receiving direct payments 
was 25.4% against 12.4% in 2013/14 

  The proportion of people who use services who felt 
safe was 64.5% against 63.9% in 2013/14 

  The proportion of carers who reported they were 
included or consulted on decisions about the person 
they care for was 70.5% against 67.7% in 2012/13 
(survey carried out every two years)

  The proportion of adults in contact with secondary 
mental health services who live independently with 
or without support was 32.4% against 16.7% in 
2013/14

  The proportion of adults in contact with secondary 
mental health services in paid employment was 6.2% 
against 4.3% in 2013/14

THINGS WE WANT TO DO BETTER
  The proportion of people who use services who 
find it easy to find information about services was 
74.2% against 74.9% in 2013/14 

  There were 20.7 permanent admissions of younger 
adults (aged 18-64) to residential and nursing care 
homes per 100,000 population against 18.1 in 
2013/14 

  The proportion of older people (65 and over) who 
were offered reablement services following discharge 
from hospital was 1.7%, the same as in 2013/14

  Delayed transfers of care from hospital were 14 per 
100,000 population against 13.6 in 2013/14

  Older people (65 and over) who were still at home 91 
days after discharge from hospital into reablement/
rehabilitation services was 70.8 against 73.8 in 
2013/14

  The proportion of people who use services who 
reported that they had as much social contact as 
they would like was 42.0 against 42.4 in 2013/14

  Overall satisfaction of people who use services with 
their care and support was 59.2% against 64.7% in 
2013/14 and overall carer satisfaction was 41.9% 
against 42.2% in 2012/13

  Carers who stated that they had as much social 
contact as they would like was 29.7% against 48.7% 
in 2012/13

  The overall carer quality of life score was 7.3 against 
8.3 in 2012/13

Improving the areas where we do less well is a 
key focus for our work during 2015/16.
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ADULT SAFEGUARDING

Peterborough City Council is dedicated to 
ensuring the safeguarding of adults at risk is a 
key priority when we are providing services to 
the public.  We are committed to preventing 
abuse and responding promptly when abuse is 
suspected.  We believe everyone has the right to 
live a life free from abuse and neglect.

An adult at risk is someone aged 18 or over, 
who has care and support needs, who may 
be in vulnerable situations and at risk of abuse 
or neglect.  They may be unable to protect 
themselves from harm or from being exploited by 
others.  The Care Act has now brought in some 
new categories of abuse, including self neglect.

KEEPING YOU SAFE

A new process for adult safeguarding 
enquiries has been developed in partnership 
with Cambridgeshire County Council and 
Cambridgeshire and Peterborough NHS 
Foundation Trust.  The new processes should 
ensure a quicker, more person centred and 
personalised response to safeguarding 
concerns.  All referrals will be subject to multi-
agency discussions in order to agree the best 
agency to lead. Enquiries will reflect what the 
person wants and should be led by the agency 
or worker best able to safeguard that particular 
individual from the harm identified.

SAFEGUARDING OUTCOMES 
MEASURES PILOT

In June 2014 the council took part in a national 
pilot to assess the effectiveness of safeguarding 
processes and to look at the experience of the 
adult at risk and their family.

Social workers who had not been involved in 
the particular safeguarding investigation visited 
the adult at risk or a family member and asked a 
series of questions.

The results were sent back to a government 
body who collated them.  In the future this 
process will feed into a performance indicator:

“I feel safer as a result of the investigation”.

(Safeguarding adults whose circumstances make them vulnerable and protecting them from avoidable harm)

7

“I felt that there was nothing that could 
have been done better, relating to 
the safeguarding investigation.  I fully 
understood why my grandmother needed 
to be visited alone by the social worker 
first, so that she could fully ascertain issues 
relating to capacity.  I was happy that a 
thorough investigation was completed to 
ensure that my grandmother was not the 
victim of financial abuse”.

(grandchild)
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KEEPING YOU SAFE

The Multi-Agency 
Safeguarding Hub 
(MASH) involves 
staff from a range of 
agencies such as the 
Police, Probation, 
Women’s Aid, Health 
and Mental Health 
working alongside 

Children’s and Adult Social Care, education and 
others. 
 
When a professional, family member or member 
of the public is concerned about the safety of 
an adult or a child, the MASH brings agencies 
together to provide a collaborative, multi-agency 
response to ensure that children, young people 
or vulnerable adults are safe.  

Through the MASH staff from across these 
agencies will be able to share data in a secure 
environment so that our collective support for 
the most vulnerable children and adults living in 
Peterborough is more effective. 

The benefits of the MASH are:

•  By working together prevent duplication and 
ensure children and adults receive the best 
possible service available

•  By working together share information, 
specialist skills and provide a much more 
integrated service 

NURSE EDUCATOR

A local initiative during 2014 was the introduction 
of the post of ‘Nurse Educator’.  This post, 
funded by health, has a remit of working with 
local care homes to identify staff training needs 
and to put in place the required training.

The Nurse Educator, a qualified nurse, has 
concentrated on supporting care home staff 
to keep residents safe and healthy in the care 
home and to reduce emergency admissions to 
hospital.  

Since coming into post the Nurse Educator has 
visited 37 care homes and delivered over 300 
training sessions.  Care home staff speak very 
highly of the supportive way in which the Nurse 
Educator has worked with them.

DEVELOPMENT OF THE MULTI-AGENCY SAFEGUARDING HUB (MASH) 

(Safeguarding adults whose circumstances make them vulnerable and protecting them from avoidable harm)

8
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KEEPING YOU SAFE

9

The Deprivation of Liberty Safeguards (DoLS) 
came into force in April 2009 to protect people 
who lacked mental capacity to consent to care 
or treatment.

The safeguards apply to people in hospitals and 
people in care homes.

In March 2014 a Supreme Court ruling provided 
clarification on ‘depriving someone of their 
liberty’, resulting in many more people falling into 
the category of requiring a DoLS.  Peterborough 
City Council, like all other councils in England 
and Wales, has seen a sharp increase in the 
number of DoLS applications received.  In the 
year 2013/14 the council received a total of 25 
DoLS applications and all were completed within 
the prescribed timescales.  During 2014/15 a 
total of 414 applications were received, creating 
significant pressure on the small team.

The council has responded by training in house 
staff as Best Interest Assessors and by recruiting 
external Best Interest Assessors to undertake 
the investigations in to the applications.  It is 
anticipated that the demand will continue to 
increase through 2015/16.

THE SITUATIONS IN WHICH 
A DEPRIVATION OF LIBERTY 
SAFEGUARD SHOULD BE 
REQUESTED ARE:

•  A patient being restrained in order to admit 
them to hospital

•  Medication being given against a patient’s 
will

•  Staff having complete control over a 
person’s care or movements for a long 
period

•  Staff making all decisions for a person

•  Staff deciding whether a person can be 
released into the care of others or refusing 
this

•  Staff restricting a person’s access to their 
friends or family

(Safeguarding adults whose circumstances make them vulnerable and protecting them from avoidable harm)

DEPRIVATION OF LIBERTY SAFEGUARDS
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MAKING SURE YOU HAVE

CO-PRODUCTION

The Care Act encourages a co-production 
approach when service development or change 
is required. 

The people involved in co-production activities 
will benefit:

• Increase in confidence

• Learn new skills 

• Gain a sense of purpose 

• Build new relationships

• Develop a sense of contributing

A GOOD QUALITY OF LIFE
ELIGIBILITY FOR CARE AND SUPPORT 

The Care Act brings with it new processes for 
assessing people’s eligibility to receive social 
care services.  The new criteria focuses on how 
people’s wellbeing is affected by their situation 
and needs.

Peterborough City Council has developed care 
and support planning documents to incorporate 
the new national eligibility criteria.  

Support plan documentation has been 
redesigned to ensure all aspects of support, 
both informal and formal, are considered in order 
to meet support needs in an efficient and person 
centred way. Support planning will evolve further 
during 2015.

Anybody receiving an assessment from 1 April 
2015 will have a new set of criteria explored with 
them, around their wellbeing.  

It looks at what a person’s difficulties and 
disabilities means for them and how it affects the 
quality of their lives.

Peterborough City Council has a requirement 
to review all existing customers under the new 
wellbeing focused eligibility criteria before 1 April 
2016.  The council wants to be able to involve 
the people of Peterborough in helping design 
services.  This is called ‘co-production’ and 
volunteers are welcomed in this area.

(Ensuring quality of life for people with care and support needs)

10

“For far too long people’s needs 
assessments have been driven by the 
service on offer that can be provided in a 
particular area … such an approach fails 
to recognise the richness and complexity 
of people’s lives and fails to support or 
promote truly person-centred care”

 (Care Quality Commission)
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MAKING SURE YOU HAVE
A GOOD QUALITY OF LIFE
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INFORMATION AND ADVICE 

The Care Act emphasises the need for providing 
comprehensive information and advice about 
care and support services in the local area.  
Peterborough City Council has put in place 
a new Customer Services Team with five 
dedicated staff to answer telephone calls from 
customers and carers looking for social care 
information, support or advice.  The team can 
be contacted on 01733 747474.  In many cases 
needs can be addressed at this first contact.  
The team also has immediate access to social 
workers and occupational therapists should 
more in depth work be identified at this first call.

During early 2015 a complete overhaul was 
undertaken of the council website.  The Adult 
Social Care pages have been rewritten to make 
them more user friendly and to better meet 
the requirements of the Care Act.  To view the 
website go to www.peterborough.gov.uk

INFORMATION ON CARE AND 
SUPPORT SERVICES

The council produces an annual hard copy 
directory with lots of information about local 
services.  To request a copy please call  
01733 747474.

Electronic versions can be accessed by visiting 
www.carechoices.co.uk/region/east-of-
england/cambridgeshire/peterborough/

(Ensuring quality of life for people with care and support needs)
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Adult Social Care work on a whole range of issues including supporting people with their finances. 

MAKING SURE YOU HAVE
A GOOD QUALITY OF LIFE

12

INDEPENDENT FINANCIAL ADVICE

The Care Act requires councils to provide access 
to independent financial advice.

If you are concerned about debts or need advice 
information can be found by searching on the 
Peterborough Care Directory at  
www.peterboroughcaredirectory.org.uk

Or by telephoning Customer Services on  
01733 747474.

CASE STUDY: SUPPORTING A CUSTOMER WITH FINANCIAL 
DIFFICULTIES

A referral was made to the Client Income Service about a lady who lacked mental capacity 
to manage her own finances. Her relationship had irretrievably broken down, and she had 
significant financial concerns, including debt, mortgage arrears and threats of legal action for 
monies owed. It became apparent that she had been financially abused. Her home was in a 
state of disrepair, and her wellbeing was seriously affected by these issues. The Client Income 
Service quickly applied to the Court of Protection to become her deputy, allowing the council to 
act on her behalf in managing her property and (financial) affairs. The application was approved 
and the Council set about dealing with the considerable financial problems she had faced. 
Creditors were contacted, repayment plans arranged, and in some cases the debts were 
written off.

As a result of these actions, her home was secured, the disconnection of her utility supplies 
was prevented, and her debts were addressed. Urgent and remedial property repairs were 
also arranged including fitting a new central heating system and hot water boiler, installation of 
UPVC windows, re-decorating and re-carpeting her home, and landscaping and re-fencing her 
garden. The customer was supported to be involved in all decisions about these matters. 

Her finances are now well-managed, monthly mortgage payments are routinely being repaid, 
additional welfare benefits have been successfully claimed, and a mobility vehicle has been 
applied for. Apart from her ongoing housing costs, the lady should be debt-free by the end of 
2015, and she is now happy, secure and settled.

(Ensuring quality of life for people with care and support needs)
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MAKING SURE YOU HAVE
A GOOD QUALITY OF LIFE
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SUPPORTING CARERS TO CARE

The Care Act brings in many more rights 
for carers.  For the first time carers will be 
recognised in the law in the same way as those 
they care for.  Carers can request an assessment 
and if they are assessed as being eligible for 
support the council will agree a support plan 
with the carer.

During 2014/15 a range of events and activities 
were arranged in Peterborough for carers.  
These included:

•  In April 2014 a Carers Conference was held.  
Over 90 carers attended and this was the 
first event to give an overview of the Care 
Act from speakers from the Department of 
Health.

•  In June 2014 the council celebrated Carers 
Week and offered a drop in at a local pop-
up shop.

•  In August 2014 a new service was 
commissioned for carers in Peterborough 
from Carers Trust. Carers Trust have 
organised several drop in sessions in the 
city for carers.  They provide breaks for 
carers through ‘GP Carers Prescriptions” 
and work closely with Adult Social Care to 
provide information, advice and support to 
carers.

•  In October 2014 a Carers Conference was 
held.  Over 80 carers attended and looked 
at the Care Act and what the local offer 
would include.  They also talked about 
doorstep crime and how to avoid scams

•  In November 2014 a Carers Rights Day 
was held looking at carer’s rights.  About 
40 carers attend this event which covered 
power of attorney, financial and health and 
wellbeing.  

Also during 2014 a Peterborough City Council 
employees’ carers support was set up, 
recognising that the workforce at the council 
includes carers.  The group meets every 
two months and offers support, advice and 
information to workforce carers.

(Ensuring quality of life for people with care and support needs)
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MAKING SURE YOU HAVE
A GOOD QUALITY OF LIFE

14

CASE STUDY - IMPROVING QUALITY OF LIFE THROUGH  
OCCUPATIONAL THERAPY 

Following a hospital admission, the customer 
had been staying in her armchair for most of 
the day and had not been into her kitchen for 
months.  She wanted to be able to do more 
things for herself and to engage in the activities 
of normal living.  The council also wanted to 
be able to reduce her care package from two 
carers to one carer.  

The Occupational Therapist assessed the 
pieces of equipment that the customer was 
using and established that some of them were 
not needed.  These were able to be returned 
to the equipment store to be cleaned and 
reissued to someone else.  The Occupational 

Therapist worked with the customer and the 
formal carers to set some clear goals.  She 
also worked with the carers to enable them to 
feel more confident in supporting the customer.  

The lady is now able to be fully engaged in 
meal preparation and is confident moving 
independently around her front room with 
a walking aid.  This has reduced her risk of 
increased pressure sores and decreased the 
number of carers in the property at any one 
time.  She has reported that this has increased 
her sense of identity and self-esteem and 
overall physical and mental wellbeing.

(Ensuring quality of life for people with care and support needs)

CASE STUDY – SENSORY IMPAIRMENT
Mr L has a dual sensory loss and lives alone. He has support workers visit every day to help with daily tasks but approached the Sensory Team 
because he was concerned that he could not hear his doorbell to let the support staff in the house. Mr L is self-employed and works from home. He 
also needed the security of knowing that he would be alerted if the smoke alarms activated or someone rang his telephone system. 

A Bellman & Symfon 868 pager system was installed in the property. This provides Mr L with a discreet vibrating warning on a pager that he carries 
in his pocket and ensures that he is aware of alerts around his home, during the day and at night.
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MAKING SURE YOU HAVE
A GOOD QUALITY OF LIFE
(Ensuring quality of life for people with care and support needs)

PREPARING FOR ADULTHOOOD - 0-25 DISABILITY SERVICE

Transition to adulthood for people with 
disabilities

The council has set up a special team for young 
people with disabilities to ensure that Children’s 
Social Care and Adult Social Care work closely 
together. 

When a young person with disabilities or a young 
carer approaches their 18th birthday, they may 
ask for an assessment. A parent or carer may 
also ask for an assessment as the child they are 
caring for approaches 18.

The service aims to:

•  support people to ‘get a life - not a service’ 
with suitable care and support

•  offer a consistent and timely approach 
within a multi-skilled workforce

•  support people to make a contribution to 
the communities in which they live

•  enable people to access universal and 
natural support

•  encourage people to achieve their goals and 
ambitions 

•  support people in achieving a healthy 
lifestyle

•  treat people as partners, with dignity and 
respect

•  enable and support people to be safe but 
not restricted

•  help people to develop networks in their 
local area

THE 0-25 DISABILITY SERVICE

The 0 to 25 Disability Service works in 
partnership with a range of local services and 
agencies including children’s and adult’s social 
care services, education, health and housing 
services to provide information, advice and 
support to help disabled young people develop 
a transitions pathway and prepare for life as they 
become an adult.

15
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SUPPORTING YOU TO

16

BE INDEPENDENT
Peterborough City Council aims to support people to remain independent and in their own homes 
for as long as possible.  We also want to provide opportunities for people to improve their health and 
wellbeing.

CASE STUDY:  ENABLING A LOCAL LADY TO BE ABLE TO STAY AT HOME

Mrs R is an 83 year old lady who was living in her home with home care and significant support from her family. Mrs R had several admissions to 
hospital after falls and on discharge stayed in an interim bed within one of the local residential homes. Mrs R’s family were unhappy about the level 
of care and wanted where possible for Mrs R to return home with an increased care package. 

A local councillor was contacted by the family as they felt that they had waited a considerable time for a re-assessment. The newly allocated 
worker met with Mrs R and family, discussed all the options and applied to the Quality Assurance and Expenditure Panel to request funding for Mrs 
R to have live-in care at home. 

The worker presented her case very articulately to the members of the panel and successfully achieved funding for live-in care at a higher rate than 
the family were anticipating.  They started on direct payments a few weeks later and this enabled Mrs R to have 24 hour support in her own home.

DEMENTIA RESOURCE CENTRE

In the summer of 2014 the new Dementia 
Resource Centre opened its doors in 
Peterborough.

The centre, run by The Alzheimer’s Society, is 
open five days a week and offers a one stop 
shop for dementia care and support.  The centre 
offers a range of support groups and activities 

for people with dementia and their loved ones 
and carers including walking groups, gardening 
clubs and arts and crafts groups.  

Additionally there are groups specifically for 
black and minority ethnic communities and 
people with dementia who are under 65.

(Delaying and reducing the need for care and support)
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SUPPORTING YOU TO
BE INDEPENDENT
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Peterborough City Council is creating a range of 
mini enterprises to enable people with disabilities 
to be able to work and integrate into society.

GREEN FINGERS HORTICULTURAL 
SERVICES

A new enterprise has been developed 
in Peterborough for people with learning 
disabilities. 

The Green Fingers group meets at local 
allotments three mornings a week where 
members look after four allotments, learning 
and developing horticultural skills and growing a 
range of plants and produce. 

Robert and Daniel (pictured left) are also 
developing a gardening service.  They recently 
cleared the frontage at a local base where their 
workmanship was praised. 

THE FRIENDLY FRUIT COMPANY

The Friendly Fruit Company is a service provided 
every Friday, delivering prepared and packaged 
fruit to office workers at a reasonable price. 

The fruit is bought, prepared and delivered by 
people with a learning disability and a small 
profit is made, which provides a wage for the 
workforce.

In the winter months the Friendly Fruit Company 
provided delicious homemade soups and has 
recently branched out to offer some baked 
goods.

The service has been well received by office 
workers and is going from strength to strength. 

(Delaying and reducing the need for care and support)

“I am writing to you to praise two young men that are tidying 
up the gardens …… as we arrived the young men were busy 
weeding the drive, they got up to say hello to us and moved 
stuff out our way to get by. They were polite, kind and were 
taking pride in their work. They had carried out a grand job as 
I’ve never seen that drive looking so good”.

(Local business)
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PATHWAYS JOB CLUB 

Anyone who has ever had to look for a job 
knows it can be hard work at the best of times. 
It is doubly hard if you have any sort of disability.  
Employers seeing the word ‘disability’ on an 
application form may think that they will be 
employing a raft of problems - and not a person 
who can be a very good employee. 

Staff at 49 Lincoln Road have been working hard 
over the last six months to make it easier for 
adults with a learning disability to apply for jobs 
by encouraging attendance at the Pathways Job 
Club.

Through the hard work of staff at 49 Lincoln 
Road, coupled with some grant money, a 
purpose built space has now been created 
where people can attend to apply for jobs and 
work on their digital CVs.
 

SUPPORTING YOU TO
BE INDEPENDENT
(Delaying and reducing the need for care and support)

18

One of the major barriers encountered 
by the people we support is to get 
prospective employers to look beyond a 
written CV and the person’s disability. I 
believe the best way to do this is to sell the 
personality of the potential employee and 
this is where digital CVs come in.  

Andy Jones,  
Pathways Job Club supporter
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SUPPORTING YOU TO

(Delaying and reducing the need for care and support)

BE INDEPENDENT

CASE STUDY – WORK CHOICE

The Work Choice Service supports individuals with disabilities and 
long term health conditions to find paid sustainable employment.

Rehana and Katrina came onto the Work Choice Programme 
in late 2014. Both were volunteering, and were looking for paid 
employment, ideally in catering.

Employment Advisors from Work Choice supported both ladies 
with updating their CVs, interview skills, travel training, benefit 
advice and confidence building.

The Employment Engagement Officer then met with a local 
sandwich shop owner and Rehana and Katrina were invited for 
interview.  Both were offered positions in March 2015.  Advisors 
continue to provide support within the work place if required.

The team is currently working with a local college to secure 
apprenticeships to allow Rehana and Katrina to learn more and 
gain qualifications alongside their employment. 
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“Get good experience. 
Get on well with the team. 
Thank you to everyone who 
help me get the job”

Rehana’s Comments 

“I like work here. Have 
more money. I am happy 
at the job”

Katrina’s Comments 
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SUPPORTING YOU TO

(Delaying and reducing the need for care and support)

BE INDEPENDENT
ASSISTIVE TECHNOLOGY AND TELECARE

An area the council is developing is ‘telecare’. 
Telecare is technology that provides individuals 
and their relatives and carers peace of mind, by 
providing round the clock access to help and 
support at the touch of a button.  In February 
2015 Peterborough City Council, working with 
Cross Keys Homes, trialled a new service to 
support people to stay in their own homes, 
through the use of telecare products. 

Operating through Cross Keys Homes’ Lifeline 
system, a small base unit is installed in the 
home and connected to the Control Centre 
through the telephone line. Customers wear a 
special button either as a pendant or wristband. 
When pressed, this button automatically 
contacts a 24-hour Control Centre.  Fully-trained 
operators will instantly know who the caller is 
and where they are calling from. They will assess 
the situation and decide what type of help is 
needed. This could be one of the emergency 
services, a family member or a friend.

Lifeline can benefit anyone who feels vulnerable 
or needs support living at home, not just older 
people. Lifeline will work in the home and 
garden providing peace of mind 24-hours-a-day.  

As well as the emergency pendant, Lifeline 
can also include a range of other equipment, 
including bed sensors and falls detectors, and 
many other products to support people through 
their day. All the equipment ensures that if an 
incident occurs, there is someone there quickly 
to respond. 

Since February, Cross Keys Homes have 
installed over 40 Lifelines through this trial with 
Peterborough City Council, and will continue 
to work with the Council to develop the service 
and measure the outputs of the trial which is 
due to end in March 2016.  
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CARE QUALITY COMMISSION INSPECTION OF REABLEMENT AND SHARED LIVES

In early 2015 the Care Quality Commission 
(CQC) undertook an announced inspection.  
They visited the services over two days.

LISTENING TO YOU
(Ensuring people have a positive experience of care and support)

The CQC found that both services were:
• Safe • Effective
• Caring • Responsive
• Well led

The council has a range or methods of collecting 
information from customers about their 
experiences of Adult Social Care services. These 
include an annual service user survey and a 
carers survey every two years.

The Reablement Service send Service User 
Surveys to all customers at the end of their 
Reablement. 

To the Reablement Team. Thank for you 
for the care and facilitation that you have 
given to my parents. Your professionalism, 
energy, sensitivity and kindness has 
been impressive. There have been many 
challenges to overcome and together you 
have found solutions. We can never thank 
you enough. Your ‘can do’ attitude has 
certainly helped. Together you are superb!

(reablement survey comments)
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“People told us that the workers were capable and 
knowledgeable and able to meet their needs”.  

CQC Inspector

“I was very impressed at the care and attention of the 
workers”.

CQC Inspector

Reablement and Shared Lives 
Peterborough City Council

CQC overall rating

Good

11 May 2015

See the report >
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http://www.cqc.org.uk/location/1-565306581
http://www.cqc.org.uk/location/1-565306581


ADVOCACY

Under the Care Act 2014, as part of the 
assessment process, the council may have a 
duty to offer you support from an independent 
advocate. This person cannot be involved in 
your care and support in a paid capacity and 
must be appropriately trained and supported 
to fulfil this role. Advocacy services help you to 
say what you want and to get the services you 
need. They will work to empower you to have a 
voice and to make choices by providing support, 
information and representation as required. 
 
Advocacy support can be provided by a 
wide range of people including friends or 
family or someone working for a charity or 
community group. Sometimes people prefer 
to have someone they know support them, 
sometimes people choose to receive support 
from a professional, independent advocate.   
Five voluntary sector agencies have been 
commissioned to provide advocacy to adults 
with social care needs living in Peterborough. 
They can provide flexible advocacy support 
including assisting you to be involved with adult 
social care processes. The agencies are:

Age UK 
Advocacy support for people over 65
Phone: 01733 564185
Email: reception@ageukpeterborough.org.uk
Website: www.ageukpeterborough.org.uk

Peterborough and Fenland Mind 
Advocacy for people with a mental health issue 
or illness
Phone:  01733 530650
Email:  wellbeing@pfmind.org.uk
Website:  www.pfmind.org.uk

Disability Peterborough (DIAL) 
Advocacy support for people with a physical 
disability
Phone:  01733 265551
Email:  dialpeterborough@btconnect.com
Website:  www.dialpeterborough.co.uk

Carers Trust 
Advocacy for carers 
Phone:  01733 645234
Email:   carers@carerstrustpeterborough.org
Website:  www.carerstrustcambridgeshire.org

PCVS   
Advocacy support for people with a learning 
disability
Phone:  01733 342683 or 01733 311016
Email:  pcvs@pcvs.co.uk
Website:  www.pcvs.co.uk/advocacy/

LISTENING TO YOU
(Ensuring people have a positive experience of care and support)
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http://www.ageukpeterborough.org.uk 
http://www.pfmind.org.uk
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COMPLAINTS

The council recognises complaints as a good 
way to identify problems and improve services.   
Complaints and concerns raised are closely 
monitored and learning is shared.  

During 2014/15 Adult Social Care received 64 
formal complaints and 26 informal concerns. 

Complaints were about subjects such as:

•  Conduct of social workers

•  Poor information and communications

•  Standard of care at independent sector care 
providers

•  Poor transition care between children’s and 
adults services

•  Unhappy with the Deprivation of Liberty 
Safeguards process or reports

•  Delay in Continuing Healthcare assessments

•  Unhappy about changes to day 
opportunities

•  Appointments being cancelled at late notice

•  Lack of clarity on cost of care on discharge 
from hospital

To make a complaint about Adult Social Care, 
you can either telephone the complaints team on 
01733 296331 or write to the address below:

The Central Complaints Office
Customer Services Centre
Bayard Place
Broadway
Peterborough
PE1 1FZ
ASCcomplaints@peterborough.gov.uk

LISTENING TO YOU
(Ensuring people have a positive experience of care and support)
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The Adult Social Care Department at Peterborough City Council is always 
keen to hear what local people think about the services we deliver.

If you have a comment, suggestion, compliment or complaint, please do 
contact us:

CONTACT DETAILS:

Freepost RTCH-TLLZ-JGEC
The Quality Assurance Manager
Adult Social Care
Peterborough Town Hall
Bridge Street
Peterborough
PE1 1HF

TELL US WHAT YOU THINK

24

62



25

63



T
his page is intentionally left blank

64


	5. Combined Report of the Cabinet Member for Integrated Adult Social Care and Health, and the Service Director for Adult Services and Communities
	5. Appendix 2 Combined Report of the Cabinet Member




