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Introduction  
 
This paper provides the results of the annual Adult Social Care User Survey 2014-
15. The survey is a national initiative which the Government requires all councils 
providing adult social care services to carry out. This is the fourth time this annual 
survey has taken place.  
 
The survey is designed to cover all service users aged 18 and over in receipt of 
services funded wholly or in part by Social Services during 2014-15. It seeks to 
learn more about how effectively services are helping service users to live safely 
and independently in their own homes, and what impact services have on their 
quality of life. The survey is also used to populate a number of the measures in the 
Adult Social Care Outcomes Framework (ASCOF). 
 
This report covers a sample of respondents that were selected randomly and who 
either lived in the community or in a residential setting. There were three versions 
of the survey available; one for adults living in the community, another for adults 
living in residential care and an easy read version developed for service users with 
a learning disability. 
 
The Health and Social Care Information Centre (HSCIC) guidance states that: 
 
“The main purpose of the survey will be to provide assured, benchmarked local 
data on outcomes to support local services to think about ways of improving 
outcomes in a very challenging financial climate. The survey is constructed so that 
an individual outcome can be disaggregated into constituent groups. So, as well 
as providing an overall quality of life index, the survey will provide intelligence on 
whether specific groups experience better outcomes, whether services are 
meeting all outcome needs, and, in time, the value-added by social services.  

Over future years, we intend to develop a ‘value-added’ indicator” 
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Summary overall performance –  
Adult Social Care Outcomes Framework:  
 
The Adult Social Care Outcomes Framework focuses on promoting better outcomes and 
experiences for people who use care, and carers; measuring how well care and support 
delivers the outcomes that matter the most to people. Each Local Authority is assessed by the 
Department of Health in a number of different areas and the table below illustrates Brighton & 
Hove Adult Social Care Service’s performance over the last two years; and how well we 
compare nationally. 
 
In general there has been a dip in performance across several indicators following the 
outstanding performance in 2013-14. However the Council has continued to maintain its 
position in the top quartile nationally for the overarching indicator: Social Care-related Quality of 
Life and is in the second quartile in relation to 4 of the 5 other key indicators.  The indicator: 
‘The proportion of people who use services and carers who find it easy to find information about 
services’ has improved. This could be correlated to the Care Act work programme this year, 
with Information Provision being a key focus. The additional comments from respondents have 
been collated and themed and will also assist in promoting service improvements. 
 

   2014-15 (provisional) 

Weighted Results 2013-14  2014-15       

  

BHCC BHCC 

BHCC 
National 
Quartile 
position  

Comparator 
Group Top 

Quartile 

England Top 
Quartile 

(1A) Social Care - 
related quality of life 

19.7% 19.5% Top  19.4 19.4 

(1B) The proportion of 
people who use 
services who have 
control over their daily 
Life 

81.6% 78.7% 2nd 80.73 80.10 

(3A) Overall 
satisfaction of people 
who use service with 
their care and support 

68.2% 65.8% 2nd 68.15 67.75 

(3D) The proportion of 
people who use 
services and carers 
who find it easy to find 
information about 
services 

74.7% 77.3% 2nd  77.7 77.9 

(4A) The proportion of 
people who use 
services who feel safe 

    75.5% 69.4% 2nd   70.25 72.00 

(4B) The proportion of 
people who use 
services who say that 
those services have 
made them feel safe 
and secure 

84.5% 83.1% 3rd  89.48 88.85 
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Response rates & demographic of 
respondents 
 
763 surveys were sent by post and 358 (40.1%) of people responded. This was a decrease 
in the previous year when there was a response ratio of 43.5%.  49 people required 1:1 
support to complete the survey. There were no requests for the survey to be translated.  
 
We agreed prior to administration that certain responses to particular questions would 
prompt immediate reviews by the Access Point team. For example if people scored low in 
response to how much access to food and drink they had or how safe they felt; this 
triggered exploration. 20 Referrals were made to the Access team through this process.  
 
In addition to this the survey prompted 1 safe guarding alert. 
 

Profile of people in receipt of services 
 
This section provides an overview of some of the characteristics of people in receipt of 
services who responded to the survey. 
 
Primary Support Reason 
 

 
 
 
 
 
 

60% 

3% 

10% 

19% 

6% 

2% 
Physical Support

Sensory Support

Memory & Cognition
Support

LD Support

Mental Health Support

Social Support
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Living environment  
 

 
 
 
 

 
 
Gender Breakdown 
 

25% 

11% 
64% 

0% 

Residential care

Nursing care

Community

35% 

36% 

29% 18-64 years

65- 84 years

85 and over

This pattern is very similar 
to previous years; with 
majority of feedback 
coming from those people 
in the community.  

These percentages are 
similar to last year whereby 
38% of respondents were 
under the age of 65 and 
33% over 65. 29% were 
over the age of 85 in 2014. 
There has been a 
reduction in people in the 
younger age band taking 
part this year and an 
increase in the middle age 
band. 
 

Age Break Down 
A 
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Ethnicity Breakdown 
 

 
 
 
Direct Payment Users 
  

34% 

66% 

Male

Female

93.7% 

1.2% 

1.2% 1.2% 
1.8% 0.9% 

White Ethnic Groups

Mixed

Asian or Asian British

Black or Black British

Other

Not stated

This compares to 58% 
female and 42% male who 
responded in 2014. So a 
significant decrease in 
male respondents in this 
year’s survey.  

The balance of ethnicities 
that responded to this  
Year’s survey is very much 
in parallel with the profile  
of last year’s participants.  
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The results 

Section 1 

Overall satisfaction with your social care and support 
 
Q. 1a:  Overall, how satisfied or dissatisfied are you with the care and support 
services you receive (Non-LD Clients) 

 

11% 

89% 

Direct Payment Users  

Direct payments users Non Direct Payment Users

Of the 358 who responded 39 
are direct payment users.  
 
In 2014 11% of respondents 
were also direct payment 
users.  
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For the Adults with LD Questionnaire 

 

 
 
 
 
 
 

 
Q 1b:  How would you rate these care and support services out of ten 
 
Respondents were asked to rate out of 10 the care and support services they were 
receiving. 330 people responded to this question, with 122 (37%) scoring a 10.  
 
Break down of scores 
 

26% 

37% 

28% 

5% 
2% 1% 0.5% 

28% 

37% 

28% 

4% 2% 1% 2% 

I am
extremely
satisfied

I am very
satisfied

I am quite
satisfied

I am neither
satisfied nor
dissatisfied

I am quite
dissatisfied

I am very
dissatisfied

I am
extremely
dissatisfied

2015 2014

76% 

20% 

4% 0% 0% 

77% 

13% 10% 
0% 0% 

I am very happy
with the way staff
help me, its really

good

I am quite happy
with the way staff

help me

The way staff help
me is OK

I don't think the
way staff help me

is that good

I think the way
staff help me is

really bad

2015 2014

A smaller 
portion of 
respondents this 
time reported to 
be Extremely 
Satisfied with 
their service 
(26%) compared 
to 28% in 2015. 
But overall when 
you look at 
satisfaction as a 
whole there 
hasn’t been a 
huge shift. 

Whilst there was 
a 1% drop in 
respondents this 
time reported to 
be Very Happy 
when 
considering 
happiness 
overall (Very 
happy or Quite 
Happy) the 
combined score 
in 2015 is 96%. 
Compared to 
90% in 2014 
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Q1bii) What could we do to make it a ten? 
 

Those who scored less than 10 were asked what we could do to make it a 10.  

24 comments were made. The main areas that respondents made comments about linked 
to Workforce (My Support Staff): Predominately linked to communication: either between 
care staff and service users or largely in relation to client’s not being informed of changes to 
their schedule; a number of people commented that the care provider’s office management 
could improve.     

 
 
 
 
 
 
 
 
 

Section 2  

Your quality of life 

 

Q 2a: Thinking about the good and bad things that made up your quality of life, how 
would you rate the quality of your life as a whole? 
 
 

0%

5%

10%

15%

20%

25%

30%

35%

40%

10 9 8 7 6 5 4 3 2 1

2015 

2015

More people in 
2015 have 
reported their 
quality of life to be 
‘So good, it could 
not be better’; 
however overall 
the number of 
people reporting 
their life to be good 
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Questionnaire for Adults with a Learning Disability 
 
 

 
 
 
Q2b: 90% of people stated that care and support services helped them to have a better 
quality of life compared to 94% in 2014. 
 
Q. 3a: Which of the following statements best describes how much control you have 
over your daily life? 

 

6% 

21% 

29% 

34% 

6% 
2% 1% 

4% 

25% 

31% 30% 

7% 

2% 1% 

So good, it
could not be

better

Very good Good Alright Bad Very bad So bad, it
would not be

any worse

2015 2014

48% 

39% 

13% 

0% 0% 

37% 37% 

21% 

1% 3% 

My life is really
great

My life is really
good

My life is OK,
some good

things, some
bad things

My life is mostly
bad

My life is realy
horrible

2015 2014 A marked 
improvement can be 
seen in 2015 for those 
people who have 
reported ‘My life is 
really great’ 48% 
compared to 37% in 
2014.  No one 
reported their life to be 
mostly bad or really 
horrible 
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Q3b: 89.1% of respondents stated that the care and support services helped them to have 
control over their daily lives compared to 89.8% in 2014. 
 

 
Q.4a: Thinking about keeping clean and presentable in appearance, which of the 
following statements best describes your situation? 

 

 
 
Q4b: 81% of respondents stated that the care and support services helped them to keep 
clean and presentable in appearance compared to 79% in 2014. 
 
 
 
 
Q.5a: Thinking about the food and drink you get, which of the following statements  
best describes your situation? 
 

35% 

45% 

17% 

3% 

38% 

43% 

17% 

2% 

I have as much control
over my daily life as I

want

I have adequate control
over my daily life

I have some control
over my daily life but

not enough

I have no control over
my daily life

2015 2014

59% 

36% 

5% 
1% 

59% 

37% 

4% 
0% 

I feel clean and am
able to present myself

the way I like

I feel adequately
clean and presentable

I feel less than
adequately clean or

presentable

I don't feel clean or
presentable

2015 2014  There has been 
marginal change 
across this indicator. 

There has been a 
small percentage 
shift away from 
having ‘as much 
control as I want’ 
to having 
‘adequate control’.  
There’s 1% 
missing in the 
2015 total 
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Q.6a: Which of the following statements best describes how clean and comfortable 
your home is? 
 

 
 
 
 
 
 
 
 

Q.7a: Which of the following statements best describes how safe you feel? 

 

64% 

29% 

6% 
1% 

65% 

29% 

5% 
1% 

I get all the food and
drink I like when I want

I get adequate food and
drink at OK times

I don't always get
adequate or timely food

and drink

I don't always get
adequate or timely food,
and I think there is a risk

to my health

2015 2014

68% 

29% 

3% 1% 

73% 

24% 

3% 0% 

My home is as clean
and comfortable as I

want

My home is adequately
clean and comfortable

My home is not quite
clean or comfortable

enough

My home is not at all
clean or comfortable

2015 2014

Q6b: 75% of respondents stated that support services had helped them to keep their 
home clean and comfortable, compared to the same figure in 2014. 

Q5b: 73.6% of respondents stated that support services had helped them to get food 
and drink compared with 74% in 2014 

There has been 
marginal 
change across 
this 
indicator. 
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Q.8a: Thinking about how much contact you’ve had with people you like, which of 
the following statements best describes your social situation? 

69% 

25% 

4% 2% 

75% 

20% 

5% 
0% 

I feel as safe as I
want

Generally I feel
adequately safe, but

not as safe as I
would like

I feel less than
adequately safe

I don't feel safe at
all

2015

2014

There was an option for this question to explain in more detail about personal safety and in 
particular how safe service users felt. 5% of respondents reported that they either felt ‘less than 
adequately safe or ‘not safe at all’; these cases were referred to Access point for further 
investigation and support.   
 
Themes linked to safety included:  fear of falling over particularly when out and about – a 
number of people not leaving their homes because of this; people worried about crossing roads 
and traffic; people feeling safer at home; people worried about having fits or seizures linked to 
their health condition when out and about.  
 
Q7b: 83% of respondents said that care and support services helped them to feel safe 
compared to the same 83% in 2014 
 
 
.  

 

There has been a 
reduction this year in 
the number of 
people who reported 
to feel as safe as 
they would like. With 
a shift to more 
people in 2015 
reporting to feeling 
‘adequately safe, but 
not as safe as I 
would like’ 
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Q.9a: Which of the following statements best describes how you spend your time? 
 

 
 
 

 
 

42% 40% 

16% 

2% 

50% 

31% 

13% 

6% 

I have as much social
contact as I want with

people I like

I have adequate social
contact with people

I have some social
contact with people

but not enough

I have little social
contact with people

and feel socially
isolated

2015 2014

39% 

33% 

23% 

5% 

44% 

27% 
24% 

5% 

I'm able to spend my
time as I want, doing
thing I value or enjoy

I 'm able to do enough
of the things I value or

enjoy with my time

I do some of the things
I value or enjoy with

my time but not
enough

I don't do anything I
value or enjoy with my

time

2015 2014

 
Q9b: 72% of respondents felt that services helped in the way they spent their time 
compared to 67% in 2013.  

Q8b: 71% of respondents felt that care and support services helped them in having social 
contact with people compared to 73% in 2014. 

There is reduction in 
the number of people 
who have reported ‘I 
have as much social 
contact as I want with 
the people Iike’ With 
a shift to more people 
reporting ‘adequate’ 
there was also a 4% 
reduction in those 
socially isolated 

There is reduction in the number of people who have reported ‘I have as much social contact 
as I want with the people Iike’ balanced by an increase in the numbers ‘who do enough of the 
things I value or enjoy with my time’. Fewer people in 2015 reported to do ‘less’ or ’don’t do 
any’ of the things they value or enjoy   
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Q.11: Which of these statements best describes how the way you are helped and 
treated makes you think about feel about yourself?        
 

 
 
 
 
 
 
 

61% 

30% 

9% 

1% 

62% 

30% 

6% 
2% 

Having help makes me
think and feel better

about myself

Having help does not
affect the way I think or

feel about myself

Having help sometimes
undermines the way I

think & feel about
myself

Having help completely
undermines the way I
think and feel about

myself

2015 2014

62% 

31% 

7% 
0% 

65% 

28% 

6% 
1% 

The way I'm helped &
treated makes me think

& feel better about
myself

The way I'm helped &
treated does not affect

the way I think/ feel
about myself

The way i'm helped &
treated sometimes

undermines the way I
think & feel about

myself

Having help completely
undermines the way I

think & feel about
myself

2015 2014
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Section 3 

Knowledge and information  

Q.12: In the past year, have you generally found it easy or difficult to find information 
and advice? Which of the following statements best describes how you spend your 
time? 
 
 

 
 
The number of people who have found it easy to find information has increased from 53% 
in 2014 to 62% in 2015. 
 

Q13. Do you know what to do if you are unhappy with the service you are receiving? 
 
 

 
There has been marginal change across this indicator. 
 

25% 

37% 

11% 

7% 

20% 
21% 

32% 

12% 

7% 

28% 

Very easy to find Fairly easy to find Fairly difficult to
find

Very difficult to
find

I've never tried to
find information

or advice

2015 2014

82% 

18% 

83% 

17% 

YES NO

2015 2014

There is a marked 
improvement in 2015 
the number of people 
who have reported 
they find it Very or 
Fairly easy to find 
information. 
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Q14. Do you know what to do if you think someone is being harmed, or if someone is 
harming you? 
 

  
 
There has been marginal change across this indicator. 

 
Q13 & Q14-above were additional questions added locally this year to help us assess if 
people were clear about where to go if they i) had a complaint about a service or ii) if they 
or someone they know are being harmed.  

 

  

87% 

13% 

88% 

12% 

Yes No

2015 2014
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Section 4 

Your health  
 
Q. 15: How is your general health? 
 
 

 
 
Q. 16 a: By placing a tick in one box in each group below, please indicate which 
statements best describes your own health. 

 

 
 
 
 
 
 

15% 

27% 

41% 

12% 

5% 

15% 

29% 

40% 

13% 

3% 

Very good Good Fair Bad Very bad

2015 2014

36% 

50% 

14% 

36% 

50% 

14% 

I have no pain or discomfort

I have moderate pain or discomfort

I have some extreme pain or discomfort

Pain or discomfort 

2015 2014
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Q. 16 b: By placing a tick in one box in each group below, please indicate which 
statements best describes your own health. 

 

 
 
Q.17: Please place a tick in the box that best describes your abilities for each of the 
following questions 
 

 
 

44% 

47% 

9% 

43% 

49% 

9% 

I am not anxious or depressed

I am moderately anxious or depressed

I am extremely anxious or depressed

Anxiety and depression  

2014 2015

53% 

28% 

19% 

56% 

26% 

18% 

I can do this easily by myself

I have difficulty doing this myself

I can't do this myself

a. Do you usually manage to get around in doors (except stairs) by 
yourself? 

2015 2014
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55% 

24% 

20% 

60% 

21% 

19% 

I can do this easily by myself

I have difficulty doing this myself

I can't do this myself

b. Do you usually manage to get in and out of bed (or chair) by yourself?  

2015 2014

78% 

15% 

8% 

80% 

14% 

6% 

I can do this easily by myself

I have difficulty doing this myself

I can't do this myself

c. Do you manage to feed yourself? 

2015 2014

26% 

18% 

55% 

25% 

20% 

55% 

I can do this easily by myself

I have difficulty doing this myself

I can't do this myself

d. Do you usually deal wiht finances and paperwork - for example, 
paying bills, writing letters - by yourself? 

2015 2014
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Q. 18: Please place a tick in the box that best describes your abilities for each of the 
following questions. 
 

 
 

 
 

 

34% 

27% 

39% 

36% 

28% 

36% 

I can do this easily by myself

I have difficulty doing this myself

I can't do this myself

a. Do you usually manage to wash all over by yourself, using a bath or a 
shower?  

2015 2014

44% 

30% 

26% 

49% 

27% 

25% 

I can do this easily by myself

I have difficulty doing this myself

I can't do this myself

b. Do you usually managed go get dressed and undressed by yourself?  

2015 2014

64% 

17% 

19% 

66% 

15% 

19% 

I can do this easily by myself

I have difficulty doing this myself

I can't do this myself

c. Do you ususally manage to use the WC/toilet by yourself? 

2014 2015
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72% 

16% 

12% 

100% 

76% 

12% 

12% 

100% 

I can do this easily by myself

I have difficulty doing this myself

I can't do this myself

d. Do you usually manage to wash your face and hands by yourself? 

2015 2014
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Section 5  

About your surroundings 
 

Q. 19: How well do you think your home is designed to meet your needs? 
 

 
 
 

Q. 20: Thinking about getting around outside of your home, which of the following 
statements best describes your present situation? 
 

 

 
  

54% 

37% 

8% 
1% 

54% 

36% 

9% 
2% 

My home meets my
needs

My home meets most
of my needs

My home meets some
of my needs

My home is totally
inappropriate for my

needs

2015 2014

36% 

25% 

17% 
22% 

34% 

25% 

16% 

25% 

I can get to all the
places in my local area

that I want

At times I find it
difficult to get to all

the places in my local
area that I want

I am unable to get to
all the places in my

local area that I want

I do not leave my
home

2015 2014
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Section 6 

About yourself, the service user 
 
In questions 21 through to 24, respondents had the option of ticking more than one box, 
which results in percentages over 100%. 
 

Q. 21: Do you receive any practical help on a regular basis from your husband/wife, 
partner, friends, neighbours or family members? 

 

 
 
Q. 22: Do you buy any additional care or support privately or pay more to ‘top up’ 
your car and support? 
 

 
 
 
 

33% 

48% 

28% 
32% 

42% 

32% 

Yes, from someone living in
my househould

Yes, from someone living in
another household

No

2015 2014

30% 

8% 

64% 

21% 

5% 

75% 

 I buy some care & support
with my own money

My family pays for some
care & support for me

No

2015 2014
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Q23 & Q. 24: Did you fill in this questionnaire by yourself or did you have help from 
someone else? 
 

 

  

24% 

30% 

17% 

29% 

19% 

29% 

16% 

36% 

I filled it in myself I had help from a
care worker

I had help form
someone living in my

household

I had help from
someone living

outside my
household

2015 2014
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Section 7: Additional Comments 
 

Q. 25: Please write any other comments you would like to make about the care and 
support services you receive.  
 

In this section, 124 additional comments were added, compared to 112 in the previous 
year. Amongst these comments were 14 compliments (some examples of these are below). 
 
Compliments 
 

The general level of care within this care home is very good.  With some of the care staff, nothing is too much 
trouble. 

My PA makes my life better. We do out together and she helps me when I have problems. She helped me to 
get in contact with RISE when I was unsafe at home. (with Mary Wilson)  

Could not be more pleased with the attention of my current team of carers.  I find them all very helpful. 

I do not know how I would survive without the excellent care I receive 

I am very lucky to have good experience of social worker and care agency who have helped me, so so much, 
doing the right things for me, also feeling valued as a service user not a burden.  I would like also to thank the 
OTs involved in my care for being so amazing, trying to get me the most suitable equipment for my needs and 
negotiating with the housing association.  So 10/10 for everything.  Thank you everybody. 

I am very happy with the care and support I get, it is nice to have the same people coming to me as they 
understand my needs 

I go to a day centre most days and I have a part time job at Corals Dog stadium 2 mornings a week and every 
fortnight I go out in a mini bus run by Mencap. I am happy with my life 

  
By grouping the additional comments we have been able to clearly identify three themes.  

  
 Workforce 

 Flexible and Integrated care and Support  

 Information & Communication 

 Social Isolation (theme reinforced by the Quantitative Feedback above) 
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Section 8 : What you have told us & associated 
work and actions 
 
Workforce:  
My support staff 
 
“It is important to have considerate support delivered by competent people” 
 

Inequality in home care provision:  

 Continuity of care staff 

 Untimeliness of calls  

 Poor communication between some staff and service users 

 Some staff lacking relevant training or experience  

 Office management- poor communication for example: not being kept informed if 
service times changed.  

 

Care homes & Nursing homes: More staff required. Staff shortages and reported to be 
overworked. Communication sometimes poor.  

 
Care Governance  
We know that the quality of care to our most vulnerable residents in care homes and in the 
community is a high priority for people in the city.  
 
We monitor care and support services across the city and report regularly into our Care 
Governance Board on the quality of provision. We continually gather as much information as we 
can from sources about quality and we review all CQC (the national regulator) compliance 
records.  
 
We support Brighton & Hove Healthwatch in undertaking visits to local care homes to obtain 
resident’s views. We also support Impetus (another voluntary organisation in the city) who recruit 
volunteers to undertake visits to people living in the community in receipt of home care services. 

 
Our aim is to work with our partners to promote improvement, identify any concerns early and 
take quick action.  

 
Our approved homecare provider framework contract includes key performance indicators which 
support us to monitor the performance of home care provision, key areas of scrutiny are 
timeliness of care, length of visits and continuity of staffing. We are currently in the process of re-
tendering this contract and the KPI’s are being reviewed. 
 
User experience survey 
 
Key themes that are established through this survey process are shared with care providers and 
care commissioners in the city. 
 
Training  
 
We want people who need social care and support to be treated with dignity and respect. We 
offer a range of training to all staff working for our providers and this year provided a revised 
training programme to support staff in developing this element of care service; including a 
module on communication. 
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The communication course is open to all staff in adult social care who would like to focus on 
exploring and developing their own communication skills with a view to improving the service 
user experience.  
After completing this course participants should be able to: 

 Describe your own communication style 

 Identify assertive forms of communication 

 Listen actively 

 Practice conversations without conveying a sense of judgement on the other person 

 Respond with empathy 

 Plan for and initiate difficult conversations 

 Better cope with distressed or verbally aggressive service users 
 

More guidance needed for service users when employing a PA. Finding the right PA is 
crucial but some people reporting this is challenging 

The Support with Confidence is an approval scheme supported by Brighton & Hove City 
Council. It is a joint development between Adult Social Care and Trading Standards. The aim of 
the scheme is to give a degree of protection to individuals when they purchase non-regulated 
care. All training, checks and vetting are paid for by Brighton & Hove City Council. For more 
information on the Support with Confidence scheme follow this link: Support with Confidence 
Scheme 

 

What you have told us & associated work and actions: 

 
Flexible and Integrated care and Support  
My support, my own way 
 
“People want care and support that is responsive to their needs, that they have control over and 
where changes are discussed with them 

 
Help commissioners and assessors to understand Adult Autism  
 

Autism strategy & work Plan:  

• We have a local lead for Autism and a local Joint Strategic Needs Assessment  
• We have a Multi-agency Autism Stakeholder group & joint working with colleagues in 

health and Criminal Justice System  
• We commission a comprehensive programme of training for Adult Social Care  
• We commission a successful diagnostic service 
• We have a range of community and voluntary sector services & Supported Employment 

services 
• We are working closely with commissioners in children’s services, aligning our plans 
• The new Housing Strategy makes specific reference to supporting people with Autism  
• We are making good use of the £18.5k Autism Innovation Capital Grant 

Autism Champions Scheme 

We have developed a voluntary autism champion’s scheme in response to the Autism Act 
(2009). The role of an autism champion is: 

http://www.brighton-hove.gov.uk/sites/brighton-hove.gov.uk/files/downloads/carers__caring/Support_with_Confidence_DBS_leaflet_no_password.pdf
http://www.brighton-hove.gov.uk/sites/brighton-hove.gov.uk/files/downloads/carers__caring/Support_with_Confidence_DBS_leaflet_no_password.pdf
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-To become a knowledgeable and experienced person in their team.  

-To keep in touch with other local champions & leads to share ideas and support each other  

-To lead good practice in their team  

-To advise as appropriate to their level of expertise, or to signpost to appropriate sources of 
advice and support for autistic.  

 
Make services more flexible & responsive to urgent situations or situations that could imminently 
become so. 
Recently Brighton & Hove Integrated Care Services &  Age UK have been working in partnership 
to provide integrated health and social care services that support people leaving hospital with a 
short period of reablement and rehabilitation delivered either within their own home or within our 
short term bed services.  
 
In learning disability services we are increasingly using our respite service to support people 
who require crisis accommodation as a result of safeguarding, breakdown of their home situation 
or illness of a carer. And in mental health services our bed services are increasingly used for 
short term services supporting people to avoid hospital admission, leave hospital in a timely way 
and to support carers with respite provision. 

 

What you have told us & associated work and actions: 

 
Information & Communication 
Having the information I need, when I need it 
 
“Being able to get good advice and information that is easy to access is important in care 
and support services as in other aspects of our lives” 
 

Be inclusive; this questionnaire needs to be available online to give disabled people 
a choice and a chance to complete it without having to ask someone else to do it for 
them.  

In future the Adult Social Care User Experience survey will be set up to be available 
online to give everyone a chance to complete it. 

 
Providing information on what is available in terms of care or support services in a 
way I can understand 
Information Provision 
 
Over the past 12 months we have carried out an extensive review of all of our information and 
advice. This has involved a full rewrite of our statutory adult social care online information and 
advice to ensure that the information provided is up-to-date, accessible and easier to find. We 
have also been developing a partnership website with the NHS that offers a wealth of 
information to give people more choice and control over the type of support they want.  
 
We have updated our leaflets, which are available on our website as well as in printed form. 
These are distributed in public places in the city such as libraries and GP surgeries and we 
intend to work with our partners to extend the range of distribution locations and make 
information more widely available.  
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We have also invested in a more robust and dedicated information and advice service to ensure 
information remains relevant, up-to-date and fit for purpose. We have actively involved service 
users and carers in the development of our Information & advice offer. 

 
The complaints process needs to be responsive and transparent 
 

 
Complaints process 
 
If you are unhappy with any aspect of your social care service, we want to know as soon 
as possible so we can try and put things right for you. We have a well-developed Complaints 
Process. 
 
However, if you are unhappy with the way the council has dealt with your complaint you can visit 
your Local Government Ombudsman's website. The ombudsman investigates complaints about 
most council matters including housing, planning, education, social services and council tax.  
 
We publish the outcomes of CQC reports for the adult social care services that the council 
directly provides on our website.  

 
People need access to information on the Quality of local services 
 

NHS Care Choices provides information on the standards and the quality of care services 
nationally including Brighton & Hove. 
 
We are planning to strengthen the information available to local citizens regarding the quality of 
local care services. 

 
Active and Supportive Communities 
Keeping friends, Family and Place  
 
“It is important to have access to a range of support that helps me live the life I want and 
remain a contributing member of the community” 
 

We’ve listened to you and we have:  

 
People are struggling to get to the activities in their area 
 
Update on council transport plan 
 
The Council undertook a review of all client and community transport services in the city during 
2014 and additionally sought feedback from voluntary sector providers about their own transport 
services; for example how organisations manage their minibuses and transport clients to and 
from their services, looking at what challenges and opportunities they have. This information is 
supporting how changes are being made to the Council’s own Adult Social Care and Children’s 
Services transport operations. The Council is investing in new technology to help manage its 
own fleet and driver resources and make the job of coordinating and planning client transport 
easier –this is intended to have a positive impact of the experience of service users and should 
be operational by April 2016. Local social care and health transport options in Brighton and 
Hove can now be viewed on the MyLife Brighton and Hove website.  
 

https://www.brighton-hove.gov.uk/content/council-and-democracy/compliment-or-complain/social-services-complaints
https://www.brighton-hove.gov.uk/content/council-and-democracy/compliment-or-complain/social-services-complaints
http://www.lgo.org.uk/
http://www.brighton-hove.gov.uk/content/social-care/adult-social-care-getting-touch-and-how-were-doing
http://www.nhs.uk/conditions/social-care-and-support-guide/Pages/choosing-care-services.aspx
http://www.mylifebh.org.uk/transport/
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People don’t feel confident to try out new activities in their area 
 
 
‘Out and About’ project 
We have been working with the Fed Centre for Independent Living to promote the ‘Out and 
About’ project as best practise approach to social isolation. This project piloted a network of 
volunteers who were recruited to support people to get out and about in their communities. 
 
Helping Hand Scheme 

The bus company recently introduced the Helping Hand scheme to increase people’s 
confidence in using the buses. 
 
Activity ‘hubs’  
We have re-organised how activities are provided in the city working in partnership with local 
communities and the voluntary sector. These activities will be provided in 3 geographical areas 
(‘Activity Hubs’). East, West and North central. Each activity hub will have a mix of services that 
include community based groups, befriending services and building based services.  
 
Provider provision  
We have encouraged providers, including independent care homes to offer a number of 
services to non-residents including lunch clubs, or activities. 
 
Homecare provider support 
We have encouraged providers to support people to find out what activities are available in their 
local communities. 
 

The Active for Life website and the Its Local Actually website are useful resources to 
help people be aware of local activities. 
 
Learning Disabilities services 
 
Developing a new way of working:  Shared Community Support  
We work with providers to make sure people receive the community support they need. Some of 
this is support with personal care and assistance with money management and independent 
living. A lot of this support is to help people access community activities to meet their needs.  
 
We are working with the council’s contracts and procurement teams to set up a system that will 
allow people to share their community support. In many cases this would be help people to 
socialise and feel part of a community. It would also be more cost effective.  
 
We will be asking providers to feed into the proposed changes to the community support 
contract. We want to ensure the new contract is fit for purpose and meets the needs of service 
users, providers and assessment staff. 
 
Making space in day services  
Day services in the city are almost full. So, we are now looking at meeting some people’s needs 
with community based activities that are also more cost effective. Doing this will free up space in 
day services and give other people the opportunity to move to the service that best meets their 
needs. It will mean a quicker response when someone’s needs change over time. Each year we 
need to make sure we can provide services to young people with complex needs when they 
leave school or college.  
 
A care manager will be dedicated to this work. They will review the support plans of service 

http://www.buses.co.uk/page.aspx?pageid=461
http://www.activeforlife.org.uk/
http://www.thefedonline.org.uk/services/out-and-about/its-local-actually
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users whose needs could possibly be met with less intense support or in a different way. By 
supporting those service users to move on we can free up capacity in services for people who 
need that support. 
 
Community Lunch Clubs  
Three lunch clubs have been set up in sheltered housing schemes. 
 
 

Next Steps 
 

The survey is an important resource for Brighton and Hove City Council in 
understanding and evidencing what it has achieved for local people, supporting local 
services and enabling people to make better choices about their care.  
 
The feedback that has been collected through this survey is being shared with a 
network of people and services to inform their view of people's experiences of current 
service provision and service improvements. This information has formed a key element 
of the 2015 Adult Social Care Local Account.  
 

Key activities:  Report to Directorate Management Meeting, Completion of the 2015 
Local Account and report published on the council’s website.  
 

 
 

 

  


