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Foreword by the Chairman 

 

Personalisation is such an ugly word, so I will introduce this report with a story 
about a celebrated teacher.  Most of his students were young apprentices in the 
building trade, and when he walked in to teach his first class he asked them what 
it was they wanted to learn; – what difficulties did they face in their lives that he 
could really help them with?  It turned out that their greatest concern was with 
lack of sleep.  So that was where the classes began. 

So it was that for several months the panel examined the benefits and risks of the 
new approach and crammed themselves with various aspects of the revolution 
that is quietly taking place in social care. Recipients of our services not only 
choose the care they need but can, if they wish, manage the staff providing it.  A 
world turned upside down from the days when matron knew best and patients 
were seen and seldom heard. 

The Panel was pleased to recognise that Leicestershire is in the vanguard of this 
change.  The Panel were pleased that the department are moving forward in a 
steady and measured pace and recognise, at the same time, that we have set 
ourselves a high bar by working toward personal choice in all our adult care 
provision. 

So it is that we come to the risks involved which were the principle focus of our 
investigation.  Here we are principally concerned with the risks to service users, 
those we called clients in the past.  As the report shows we particularly focus 
upon the pathway into a successful outcome for the user, carer and the personal 
assistants and for the county council. 

We start from access to knowledge and advice about services.  “How do I find 
out about help that’s never been needed in the past – or even known about?  Will 
those green headed-letters from the council defeat me at the first hurdle?” 

We move on to the options on service users, and particularly the shift from being 
a user of services to being an employer of, perhaps, a personal assistant.  “What 
help is available and how do I avoid the pitfalls?” 

 E 
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And then there’s the management of the process, safeguarding against risk and 
potential abuse for those who are vulnerable, handling the finance and managing 
the processes at the county council. 

In the final section you will see the ten conclusions and recommendations which 
will mitigate these risks.  We are confident these recommendations will be met 
and in particular thank the highly co-operative staff and witnesses who were all 
delightful to work with at every stage. 

 

Mr Max Hunt CC 
Chairman of the Panel 
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Introduction. 

 
1. This report sets out the conclusions and recommendations arising from the 

Scrutiny Review Panel investigation into the benefits and risks of the 
personalisation of Adult Social Care. 

 
Scope of the Review. 
 
2. Personalisation offers opportunities for service users to have more choice in 

and take greater control of their care and support services.  The Scrutiny 
Commission on 19 January 2011 appointed the Review Panel to gain an 
understanding of any risks associated with this and ensure that vulnerable 
people are safeguarded. 

 
3. The following outcomes for the Review were identified by the Scrutiny 

Commission:- 
 

(i) To enable an improved understanding of personalised services in 
adult social care. 

 
(ii) To identify the potential for improving the support and advocacy 

arrangements for service users and carers. 
 

(iii) To ensure that service users are supported and safeguarded whilst 
receiving personalised services. 

 
(iv) To ensure that arrangements are in place to mitigate any risks to 

service users using personalised services. 
 
Membership of the Panel. 
 
4. The following members were appointed to serve on the Panel. 

 
Mr Max Hunt CC   Mr W Liquorish JP CC 
Ms Betty Newton CC  Mrs P Posnett CC 
Mr P A Roffey CC  Mr D Slater CC 
Mr R M Wilson CC 
 

The Deputy Commissioner Mr Hunt was appointed Chairman of the Panel in 
accordance with the new scrutiny arrangements agreed by the County 
Council on 8 July 2009. 

 
Conduct of the Review. 
 
5. The Panel met on four occasions between 25 February and 13 June 2011 

and over that period:- 
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(i) Received detailed information on the implementation and roll out of 

personalisation in Leicestershire; 
 
(ii) Considered the arrangements for the safeguarding of adults who 

receive personal budgets (self directed support); 
 
(iii) Considered the accreditation scheme for personal assistants and the 

arrangements for service users to have their bank accounts managed 
by a third party (provider managed accounts); 

 
(iv) Met with service users to learn about personalisation from their 

perspective; 
 
(v) Met with West Leicestershire Mind and Age Concern Leicester Shire 

and Rutland (Age UK) to learn about their role in supporting service 
users in receipt of self directed support. 

 
6. The Panel was supported in its review by the following officers and is 

indebted to them for their contributions:- 
 

Tony Dailide 
 

Assistant Director, Promoting Independence 

Heather Pick 
 

Project Manager, Self Directed Support 

Colleen Smith Community Care Finance Manager 
 

Laura Sanderson 
 

Manager – Safeguarding Adults 

Claire Cluer 
 

Team Support Worker, Promoting Independence 

Paul Lowis Senior Learning and Development Advisor, 
Corporate Resources 
 

Ebru Oliver Programme Manager, Promoting Independence 
 

 
7. The Panel is also grateful to the following witnesses for sharing their 

perspective on personalisation:- 
 

Barbara Exton Service User 
 

Ruth Barker-Smith Personal Assistant 
 

Karen Kidd Service User 
 

Kate Spencer West Leicestershire Mind 
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Service User Personal Assistant provided by West 
Leicestershire Mind 
 

Cheryl Clegg Head of Information Age Concern Leicester Shire 
and Rutland (Age UK) 
 

Yasmin Shaikh Advocacy Co-ordinator for Direct Payments, Age 
Concern Leicester Shire and Rutland (Age UK) 
 

Suzanne Essex Service User 
 

 
Overview of Personalised Services in Adult Social Care 
 
8. The purpose of the personalisation programme is to enable all adults in 

Leicestershire to be as independent as possible and to play a full and active 
part in the life of their communities.  This has required a cultural change in 
the way that services are delivered and a shift of focus from services being 
delivered in accordance with professional determination to the service user 
having choice and control over the services that they receive.  The table 
below sets out the differences in approach that the personalisation 
programme has initiated:- 

 
Traditional Approach 
Statutory responsibility silos 
 

New Approach 
Personalisation – individualised focus 

Support based on screening of eligibility 
on contact with social services. 
 

Support provided to those who would 
benefit from short term reablement. 

Assessment based on professional 
knowledge and experience. 

Supported self assessment by the 
individual with professional support 
available if requested. 
 

Type of service delivery solution based 
on the care provision already available. 

Service delivery options explored and 
designed by individuals. 
 

Level of service available determined by 
level of care needed and unit cost of 
services. 

Resource allocation determined by self 
assessment based on level of support 
needed. 
 

Management of care package the 
responsibility of Adult Social Care. 
Need for adjustments and changes 
agreed by local authority. 
 

Control and flexibility for service 
adjustments within resource allocation to 
individuals. 

Provider accountability for delivery and 
quality of service provision retained 
within Adult Social Care. 

Provider accountability for delivery and 
quality of service provided direct to 
individual lies with the provider. 
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Audit and monitoring of services 
responsibility of Adult Social Care. 

Audit and monitoring of services by 
individuals who receive / purchase them. 
 

 
Service User Pathway 
 
9. The diagram below illustrates the service user (customer) journey, or 

Support Pathway, from contacting adult social care services through to 
being given a personal budget and reviewing its effectiveness. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
10. Once contact has been made with the Adults and Communities Department, 

usually through the Customer Service Centre, the first stage of the process 
is reablement.  This service is provided by the Home Care Assessment and 
Reablement Team (HART) and is delivered over a period of up to six weeks 
to identify what service users can do for themselves and assist them to 
regain their skills for daily living.  At the end of this period, the Team decides 
whether the service user requires on-going support. 

 
11. For those service users that do require on-going support, the next stage is 

to determine their eligibility for receiving funding for services from the 
County Council, i.e. if their needs are substantial or critical; the criteria 
applied by the County Council.  If they are eligible for services, they will 
progress through the new pathway to work out what their needs are, what 
they want to achieve and how best to meet their needs and achieve their 
outcomes. Service users that do not have substantial or critical needs will 
be signposted towards other means of accessing support at this stage. 

 



 7 

12. The Resource Allocation System (RAS) is part of this process.  This 
requires service users to fill in a form about their level of need, which 
enables the Department to calculate how much money each service user 
will be allocated to meet their needs and achieve their outcomes.  This is 
integral to self directed support in providing a transparent allocation of 
resources. 

 
13. The third stage in the process is for service users, with support from a social 

care worker if necessary, to produce a support plan for sign off by the Adults 
and Communities Department.  In order for it to be signed off, it must:- 

 
� Be legal and moral; 
� Be safe (although positive risk taking is encouraged); 
� Meet the service user’s social care needs; 
� Be within the budget worked out during the assessment. 
 
Managing Personal Budgets – Options 
 

14. Once the authorisation process is complete, the service user will receive 
their personal budget.  There are several different ways in which this can be 
issued:- 

 
(i) A cash payment paid straight into the service user’s bank account.  
(ii) A third party cash payment paid to a supporter, i.e. a friend or relative, 

or payments service.  The service user could also use a support 
provider; called a Provider Managed Account.  

(iii) A managed budget where the Council will hold onto the budget and 
buy care and support for the service user.  

(iv) A combination of any of these three. 
(v) A Trust. 
 

15. The table below sets out the differences between the main ways of 
managing a personal budget by answering the nine most frequently asked 
questions. 

 

 A Cash 
Payment 

A 3rd Party 
Cash 
Payment 

A Council 
Managed Budget 

Do I have a choice over who 
gives me my care or support? 

Yes Yes Some Choice 

Do I have a choice of how and 
when I get my care or support?  

Yes Yes Some Choice 

Can I change who gives me 
my care or support? 

Yes Yes You might be able 
to with support 
from the Council 
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Can I make changes to how 
and when I get my care or 
support? 

Yes Yes You might be able 
to with support 
from the Council 
 

Am I in charge of managing 
my care and support? 

Yes Yes No 

Can I make changes to my 
support plan / outcomes? 

Yes Yes Yes 

Do I pay the costs of my care 
and support, out of my 
personal budget, direct to the 
support provider? 
 

Yes No No 

Do I have to have a separate 
bank account, just for my 
personal budget? 
 

Yes No No 

Where do I pay my 
contribution to? 

Your 
separate 
bank 
account 

Your 3rd 
party’s 
bank 
account 
 

Leicestershire 
County Council 

 
The Care Package – Choosing Services and Monitoring 
 
16. This brokerage service helps service users themselves to choose the 

services they want and is provided by a specialist team within the Adults 
and Communities Department, which puts service users in contact with 
providers.  In addition, for service users who are confident in using IT, an 
online marketplace called ChooseMySupport has recently been launched 
(http://www.choosemysupport.org.uk/).  This enables service users to look 
at all the options and find the services and products that will best meet their 
needs.  Over 260 providers have registered with the site so far and it is 
envisaged that this number will increase over time and the emarketplace will 
become a comprehensive directory for support services. 

 
17. It is very important to review the care package to ensure that it is achieving 

its outcomes.  Indeed, the County Council has a statutory responsibility for 
the review and audit of care packages.  Various checks are carried out 
before the package is even put in place and a formal review is undertaken 
within three months.  This review looks at the suitability and effectiveness of 
the care package as well as whether the service user is managing their 
budget, whether a bank account has been set up and evidence of spend.  
Subsequent reviews take place at least every twelve months, although if 
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service users or interested parties have concerns, earlier reviews can take 
place. 

 
18. Information and advice is available to service users throughout the support 

pathway.  It can be accessed through the Adult Social Care Customer 
Service Centre, County Council website and local voluntary organisations.  
The Panel welcomes the use of a single telephone number, 0116 305 0004 
for the Customer Service Centre, as this makes it easier to access.  It also 
has a single email address, adultsandcommunities@leics.gov.uk 

 
Risks Identified in the Support Pathway and their Mitigation. 
 
19. In considering the support pathway, the Panel identified the following risks 

and processes put in place to mitigate against them. 
 
Risk 
 

Mitigation 

Not all service users have the capacity 
to make decisions about the services 
they need.   

The Mental Capacity Act 2005 provides 
a definition and framework for 
assessment of mental capacity.  It also 
clarifies who can take decisions for 
people lacking mental capacity.  The 
County Council adheres to this 
legislation which allows an appropriate 
adult to participate in the decision 
making process. 
 

The service user may not engage with 
the personalisation process unless the 
initial conversation with their support 
worker is successful and staff have 
the right attitude and approach. The 
role of the support worker from the 
Adults and Communities Department 
is crucial to the success of the 
personalisation programme.  Although 
personalisation has been publicised 
through marketing and public 
meetings, the first significant point of 
information will be the service user’s 
initial conversation with their support 
worker 
 

The Adults and Communities 
Department acknowledges that there 
may be some issues during the 
transition period but, to mitigate this, 
has provided two days of training on 
self directed support to all members of 
staff.  It will also be incorporated into 
the induction for new staff members 
and refresher training will be available. 
Current practice guidance is being 
revised to reflect the move to providing 
personalised care. 

Without clear communication between 
the Department and service users, 
service users may not engage in the 
process.   

The Panel welcomes the use of Plain 
English and the involvement of service 
users in proof reading communications 
regarding personalisation and would 
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Risk 
 

Mitigation 

 like to see this practice developed into 
a proofing service. 
 

The service user may not be able to 
manage their budget and either they 
do not spend the budget to meet their 
care needs or they do not buy 
appropriate services.   

The County Council has made several 
arrangements to mitigate this risk to the 
support pathway:- 
 
(i) The HART team works intensively 

with service users for six weeks 
before they are referred for self 
directed support, giving them the 
opportunity to identify service users 
that have problems with managing 
money. 
 

(ii) Personal budgets are not allocated 
until a robust support plan is in 
place which clearly sets out what 
funds will be spent where. 
 

(iii) When the care package is 
reviewed, initially after three 
months (see paragraph 17), the 
reviewer will be able to tell if the 
service user is having difficulty 
managing money.  However, the 
initial reviews for service users 
using direct payments has 
identified very few cases where 
action has been needed or where 
the County Council has had to 
remove the budget from the service 
user. 

(iv) The finance team in the Adults and 
Communities Department monitors 
spend of personal budgets.  They 
can identify any over or under 
spends and what service users are 
spending money on.  Regular 
reports, which show trends, are 
produced and can be audited 
against what service users have 
said they are spending money on. 
 

 Standing Orders can be set up for 
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Risk 
 

Mitigation 

service users who find it difficult to 
manage money.  It may also be 
possible in the future for payment 
cards with debit accounts to be 
issued as these do not have an 
overdraft facility. 
 

(vi) Service users do not have to 
manage their own budget.  It can 
be managed by the County Council 
or another third party.  The County 
Council has no intention of forcing 
service users to manage their own 
budget if they do not want to.  The 
Panel is clear that this should 
never happen. 

 

The individual’s ability to pay may be 
assessed too late in the process.   
 

Currently, it takes place during the 
‘authorisation and validation’ stage, 
once the care package has been 
arranged.  This can be off-putting to 
service users, although it is recognised 
that means-testing at the beginning of 
the process could also be off-putting.  
To avoid creating disappointment for 
service users, the Department is 
considering developing a ‘ready 
reckoner’ for the website so that people 
can calculate whether they have to pay 
or not before they have an assessment.  
The Panel welcomes this proposal and 
encourages the Department to further 
develop it. 

 
Arrangements for the Roll Out of Personalisation in Leicestershire 
 
20. Approximately 1,800 out of 17,000 service users in Leicestershire are 

currently using self directed support.  However, by March 2013 all service 
users in Leicestershire will be required to have a personal budget, with an 
interim milestone set at between 40% and 50% of service users with a 
personal budget by March 2012.  Following a pilot in North West 
Leicestershire between February and November 2010, personalisation has 
now been rolled out across the County.  This means that any new service 
users will be given a personal budget and that any existing service user who 
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is having their care package reviewed will be transferred to a personal 
budget. 

 
21. The Panel believes that the roll out of personalisation may create a risk in 

terms of staff capacity.  Recent budget reductions have reduced staffing 
levels ahead of the embedding of self directed support.  A review of the 
capacity of staffing to complete all parts of the process is planned. 

 
22. It is likely the increase in personal budgets will lead to the County Council 

holding contracts with fewer home care providers and therefore the 
geographical zones over which a particular provider operates will increase.  
The Panel notes that the County Council commissions home care services 
from a small number of providers and is concerned that, for service users 
receiving home care from these providers, the service will not be local and 
providers may become too large and remote. 

 
Personal Assistants 
 
23. Service users can use their personal budget to pay for a personal assistant; 

someone they employ to take care of their personal needs and help them to 
live independently.  Personal assistants can also support a service user with 
their employment under the Department for Work and Pensions’ Access to 
Work Scheme.  Although anyone may be employed as a personal assistant, 
the County Council strongly discourages service users from employing 
family members residing in the same household except in exceptional 
circumstances.  This is because it can be difficult for service users to 
maintain their relationship with, as well as supervise, a family member.  The 
Department keeps a list of personal assistants working in each locality, 
which they make available to service users. 

 
24. The County Council has introduced an accreditation scheme for personal 

assistants called ‘Support with Confidence’.  This scheme is licensed from 
Oxfordshire County Council and the Council pays a small fee for a yearly 
licence, with no obligation to renew it.  The intention of the scheme is to 
support personal assistants and ensure good quality support. 

 
25. The scheme includes a mandatory two day induction course, with an extra 

three days for personal assistants who have not completed training such as 
manual handling and food hygiene.  The mandatory training covers the 
following areas:- 

 
� Equal opportunities; 
� Diversity; 
� Awareness of disability; 
� Assertiveness 
� Effective communication; 
� Partnership working; 
� Promoting independence; 
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� Exploring boundaries; 
� Risk assessment and managing risk; 
� Safeguarding; 
� Resolving difficulties/offering choice. 
 
Real examples are used to ensure that the training is relevant and a service 
user was involved in its development.  The induction course also signposts 
personal assistants to other adult social care training courses and training 
for specific medical conditions. 
 

26. The Panel feels that the County Council should aim for an accredited 
personal assistant to be the more likely choice made by service users.  To 
this end, accredited personal assistants will be listed on the 
ChooseMySupport website.  However, it will be important to approach the 
accreditation scheme with tact as it could undermine the confidence of good 
personal assistants without qualifications.  In addition, the Council should 
not infringe on choice; not all service users may want to put their personal 
assistant through an accreditation process. 

 
27. The Panel is pleased that the training provided for the accreditation scheme 

is free and feels that this should be the focus of the scheme.  The County 
Council also has an agreement that refresher training for personal 
assistants will be provided for free.  The Panel recognises that the success 
of this scheme is dependent on training and that it will ensure that 
accredited personal assistants are of good quality.  To this end, the Panel 
recommends that this training is treated as a priority by the Department. 

 
28. Quality assurance of the accreditation scheme for personal assistants is 

undertaken by the Compliance Officers in the Contracts Team.  This 
currently includes Criminal Records Bureau (CRB) checks and the taking up 
of references. 

 
29. Although not an accredited scheme, West Leicestershire Mind has 

developed a personal assistant service which currently has a team of 14 
personal assistants supporting 22 individuals.   The service includes the 
following:- 

 
� Interviewing, taking references and CRB checks; 
� Three hour induction training course; 
� Personal assistants receive a personal assistant handbook; 
� Personal assistants receive support and supervision; 
� Personal assistants receive ongoing training. 

 
30. Part of West Leicestershire Mind’s induction programme for personal 

assistants is working in support groups alongside other members of staff.  
This gives them experience of a variety of conditions and helps to develop 
the specialised skills they need for being a personal assistant to a service 
user with mental health problems. 
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31. The Panel welcomes the support system for both personal assistants and 

employers that West Leicestershire Mind offers.  It helps service users who 
have problems with their personal assistant but equally can offer help and 
advice to personal assistants. 

 
Risks Associated with Personal Assistants and their Mitigation. 
 
32. During their consideration of personal assistants, the Panel identified the 

following risks and arrangements for their mitigation. 
 

Risk Mitigation 
 

CRB checks for personal assistants are 
not mandatory 

The County Council strongly 
encourages that CRB checks are 
carried out and currently will pay for 
them, although the final decision as to 
whether to employ someone with a 
spent criminal conviction rests with the 
service user as employer.  The 
inclusion of CRB checks in the Support 
with Confidence scheme is intended to 
mitigate this risk, as is the inclusion of 
only accredited personal assistants on 
the ChooseMySupport website. 
 

The service user’s choice of personal 
assistant is not safe 

If the officer signing off a service user’s 
support plan is not satisfied that the 
arrangements for care are safe then 
they can refuse to release the personal 
budget.  The Panel feels that another 
way of mitigating any risk that may 
arise from employing a personal 
assistant is to ensure that service users 
are made aware of the benefits of 
choosing an accredited personal 
assistant at the sign-off meeting. 
 

Employing a close family member as a 
personal assistant can present a risk of 
abuse and can also affect family 
relationships. 
 

The Panel is pleased that the risk 
associated with employing close family 
members has been recognised by the 
County Council and that it is only 
allowed under exceptional 
circumstances.   
 

The responsibility to a service user of 
becoming an employer can present a 

Advocacy services, such as that 
provided by Age Concern Leicester 
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Risk Mitigation 
 

number of issues; such as financial 
responsibility, the need to arrange for 
cover during holidays and statutory 
leave, the complications of employment 
law, the fact that the service user’s 
home is now a workplace and that 
employees could have access to 
sensitive information.   

Shire and Rutland (Age UK), mitigate 
this risk because they can provide 
support and advice for service users 
around all these issues.  For some 
service users, specialist insurance 
companies, can also provide support, 
however these organisations often only 
offer a telephone service, so it depends 
on the capability of the service user as 
to whether they can access it. 
 

Service users may also pose a risk to 
personal assistants; they are not 
generally used to employing staff and 
may not understand the boundaries of 
professional behaviour 

To reduce this risk, the Council offers 
training to service users on being an 
employer. The mandatory training 
package for the Support with 
Confidence scheme also addresses 
this issue.  Another way that this risk 
can be reduced is by having a support 
system for personal assistants, such as 
that offered by West Leicestershire 
Mind.  The Panel would like to see 
more services like this developed, 
preferably from organisations 
supported and guided by a national 
organisation with a good, professional 
reputation. 
 

In order to be a good employer, service 
users should be offering supervisory 
sessions and team meetings for their 
personal assistants.  However, the 
Panel is concerned to note that there is 
no allowance for this in the personal 
budget, so these meetings have to be 
arranged during the service user’s 
personal care time. 
 

The Panel recommends that the 
County Council considers incorporating 
an allowance for this into the Resource 
Allocation System.  It should also be 
one of the issues considered as part of 
the Support With Confidence Scheme.  

If a personal assistant is unable to work 
for any reason, the service user is at 
risk of not receiving any support.   

The Council has a duty to ensure 
support to eligible service users is 
maintained and will provide cover when 
required.  This is welcomed by the 
Panel as it is difficult for a service user 
to get agency cover if they are not 
known by the agency.  An additional 
mitigation of this risk is that peer 
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Risk Mitigation 
 

support groups such as the one run by 
Age Concern Leicester Shire and 
Rutland have allowed the 
establishment of a network whereby 
another service user’s personal 
assistant can be called upon at short 
notice.  The ChooseMySupport website 
will also include a function that 
provides a list of available personal 
assistants and those that would supply 
emergency cover. 
 

As employers, service users have to 
pay tax and national insurance 
contributions for their employees.  
There are companies that provide this 
service, however, no professional 
qualifications are needed to carry out 
this work.   

In order to mitigate this risk, the County 
Council provides a payroll service and 
ICAS (Independent Complaints 
Advisory Service) is able to help 
service users to pay tax and insurance 
contributions although it cannot prevent 
service users from choosing other 
providers. 
 

 
  
Safeguarding and Personalisation 
 
33. The safeguarding process for service users in receipt of self directed 

support is the same as for all other safeguarding incidents.  If a 
safeguarding concern is reported, an investigation is begun, involving the 
police if an alleged crime has been committed.  The intention is to foresee 
any risks and put safeguards in place in advance to avoid incidents. 

 
34. If the level of risk for a service user in receipt of a personal budget is too 

high, the County Council can withdraw the funding, providing that alternative 
support can be commissioned.  However, careful risk assessment needs to 
be considered in this approach as, if the service user refuses alternative 
services, this could leave them without any support and, therefore, at 
increased levels of risk.  Advice and support is also provided through 
allocated workers and brokerage. 

 
35. One way of preventing service users from taking unnecessary risks with the 

services that they choose to procure is the ChooseMySupport website.  The 
site will include a function for service users to rate services.  The County 
Council also vets providers before they register on the site and can remove 
them if necessary.  Checks include whether an organisation is legitimate 
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and that its finances are in order.  Being registered on the site could 
therefore be seen as a quality kitemark for providers. 

 
36. With regard to safeguarding, the following checklist is used by the social 

care worker putting the support plan in place with the service user:- 
 

� What is the mental capacity of the person? 
� Are there existing safeguarding concerns? 
� Does the person wish to receive Direct Payments as part/all of their 

Individual Budget? 
� If so, who do they wish to employ? 
� Are there any known risks around the proposed employee? 
� Does the service user have any other monitoring mechanisms around 

their support package, e.g. family, friends or college tutors? 
� Do the service user and carer understand that services should meet 

their assessed needs and that Direct Payments can be stopped if 
reviews of the support show that this is not the case or if safeguarding 
concerns are identified? 

If any of the criteria in this checklist are not met then they will be addressed 
before the support package is authorised. 
 

37. Further risk management arrangements in place are that guidance on 
positive risk management is made available to staff, a Risk Enablement 
Panel has been established that can be convened if any identified risk 
issues are not able to be resolved at sign off level, a booklet is being 
developed for service users around personalisation and keeping safe and 
local arrangements are audited against Government guidance papers.  
Good information for service users already exists through the work of the 
Safeguarding Adults Board. 

 
Resources Implications 
 
38. The intention behind the introduction of personalisation is that it would be 

cost neutral, in that it is a change in the way Adult Social Care is delivered 
not a reduction in service.  Efficiencies and service reductions may impact 
on the resources available through personal budgets.  However, this is 
resolved through the Council’s Medium Term Financial Strategy which is 
outwith the terms of reference of this Review. 

 
Equal Opportunities 
 
39. The overall principles of personalisation have had a positive impact on 

equal opportunities, for example: 
 

� Choice and control of services: The underpinning aims of 
personalisation include choice, flexibility and control.  These are 
resulting in a greater diversity of support on offer which can potentially 
have a positive impact on individuals from minority groups. 
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� Choice and control of support and facilitation: The introduction of more 

choice and diversity in facilitation roles for support planning and 
brokerage is likely to impact positively on minority groups.  However, 
this is conditional on the support roles being available and the local 
markets providing these services. Further, raising awareness is crucial 
to ensure these groups are involved in, and knowledgeable about, the 
potential benefits of Self-Directed Support. 

 
� Resource allocation: Equity has been a key objective of developing a 

Resource Allocation System.   
 
40. An equality impact assessment has been undertaken on the whole process. 
 
Circulation under the Local Issues Alerts Procedure 
 
41. None. 
 
Background Papers 
 
42. File containing the reports submitted to the Scrutiny Review Panel on the 

Personalisation of Adult Social Care, DVD produced by the County Council 
on Direct Payments, Cash Payment Agreement Form and Guidance 
produced by the County Council and the following websites:- 

 
Putting People First: 
http://www.dh.gov.uk/prod_consum_dh/groups/dh_digitalassets/@dh/@en/d
ocuments/digitalasset/dh_081119.pdf 
Think Local/Act Personal:  http://www.thinklocalactpersonal.org.uk/ 
Choose My Support http://uat.choosemysupport.org.uk/ (in development) 
Community Care Journal: http://www.communitycare.co.uk/Home/ 
http://www.communitycare.co.uk/Articles/2008/05/08/108148/personalisatio
n-and-self-directed-support-in-control-findings.htm 
In Control (charity) website: http://www.in-control.org.uk/home 
Social Care Institute for Excellence 
http://www.scie.org.uk/http://website/safeguarding_no_secrets.pdfhttp://ww
w.scie.org.uk/adults/personalisation.asp 
SCIE information on risk enablement and safeguarding: 
http://www.scie.org.uk/publications/reports/report36/introduction/index.asp   

 
Conclusions 
 
43. In general, the Panel is satisfied with the arrangements to mitigate risk and 

safeguard adults that have been put in place throughout the personalisation 
programme.  However, the Panel would like to make the following 
recommendations to mitigate certain of the risks identified:- 
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 Risk Recommendation Expected Outcomes 
 

(a) A lack of clarity in 
communication with 
service users could lead 
to disengagement and 
increase the service 
user’s vulnerability. 

That user-led proof 
reading is developed to 
ensure that all 
communication from the 
County Council is clear 
and accessible to service 
users and their personal 
assistants. 
 

Greater understanding 
from service users with 
written and on-line 
advice and information. 

(b) Service users may feel 
pressured into 
managing their own 
budget and may not 
understand that this is 
not a requirement of 
having a personal 
budget. 

That the County Council’s 
commitment to continuing 
to manage budgets for 
those service users who 
request this option be 
welcomed. 
 
 That the County Council 
ensures that this option is 
always available to service 
users, whilst encouraging 
greater control by service 
users. 
 

The three options for 
managing a personal 
budget remain 
available. 

(c) Currently, means-testing 
does not take place until 
the care package is in 
place.  There is a risk 
that this could prevent 
service users who have 
to pay from taking up 
the service, thus making 
themselves vulnerable.  
If this happens it is also 
an inefficient use of 
officer time. 
 

That a function is included 
on the County Council’s 
website to enable service 
users to calculate whether 
they may have to pay 
before they request 
services, if this process is 
technically viable. 

Development of an 
online ‘ready reckoner’. 

(d) The roll out of 
personalisation may 
affect staff capacity to 
deal with queries and 
continue to provide the 
same level and quality 
of support to service 
users as currently. 
 

That the Adults, 
Communities and Health 
Overview and Scrutiny 
Committee monitors 
issues relating to the 
number of service users 
with personal budgets, 
whether any increase has 
had an impact on staff and 

Staff capacity is 
sufficient to manage 
the demand for 
personal budgets 



 20 

 Risk Recommendation Expected Outcomes 
 

whether service users 
were continuing to use 
County Council 
commissioned services on 
a six-monthly basis over 
the next 18 months. 
 

(e) Personal assistants 
might not engage with 
the accreditation 
scheme. 

That the focus of the 
accreditation scheme 
should be the training, 
rather than the registration 
process and that the 
scheme is marketed as a 
career path.  In addition, 
the Panel recommends 
that feedback on the 
effectiveness of the 
accreditation scheme is 
sought from personal 
assistants. 
 

Assessment of the 
effectiveness of the 
Support with 
Confidence scheme is 
undertaken at an 
appropriate time. 

(f) It may not be affordable 
for free training to be 
provided to personal 
assistants. 

Access to free training for 
personal assistants is 
paramount and should be 
prioritised. 
 

Training will continue 
to be provided as part 
of the personal 
assistant accreditation 
scheme. 
 

(g) Service users are not 
able to hold team 
meetings or supervisory 
sessions for their 
personal assistants 
without using some of 
their personal support 
time. 
 
 

That consideration is 
given to the possibility of 
including an allowance for 
service users to develop 
and evaluate their 
personal assistants in their 
personal budget. 

If it is considered 
appropriate, a relevant 
increase in the 
personal budget of 
service users who 
employ personal 
assistants. 

(h) Service users may not 
be aware that they can 
employ an accredited 
personal assistant. 

That, during the stage of 
the support pathway 
where the care package is 
identified, service users 
are made aware of the 
Support with Confidence 
scheme. 
 

Increase in number of 
personal assistants 
accessing the Support 
with Confidence 
Scheme. 
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 Risk Recommendation Expected Outcomes 
 

(i) Personalisation could be 
subject to the demands 
of efficiency savings. 

That the focus of the 
personalisation should 
always remain as choice, 
control and flexibility.  The 
County Council should 
ensure that service users 
continue to have sufficient 
resources to meet their 
needs and be affordable 
to the Council. 
 

Personalisation 
remains a cost neutral 
programme, within the 
requirements of the 
Medium Term 
Financial Strategy. 

(j) Members need to 
ensure that the 
recommendations of the 
Review Panel are 
implemented. 
 

That the Chairman of the 
Review Panel and Cabinet 
Lead Member meet in six 
months time to review the 
implementation of the 
recommendations and 
report back to the Scrutiny 
Commission 
 

Work on the 
implementation of the 
recommendations of 
the Review will have 
commenced. 

 
 
Recommendations 
 
44. The Adults, Communities and Health Overview and Scrutiny 

Committee is recommended to support the findings of the Panel and 
refer the conclusions to the Cabinet for its consideration; 
 

 

 

 

Mr Max Hunt CC 
Chairman of the Panel 


