
NORTH LANARKSHIRE COUNCIL 

REPORT 
AGENDA ITEM No.,- 28 

TO: SOCIAL WORK COMMITTEE Subject: BEST VALUE SERVICE REVIEW: 
HOME CARE SERVICES 

FROM: JIM DICKIE, DIRECTOR OF SOCIAL 
WORK 

DATE: 28 February 2002 1 REF: CCNL 

1. CONTENT AND PURPOSE OF REPORT 

1.1 The purpose of the report is to seek Committee approval for the Social Work, Best Value Review 
of Home Care Services, and for the Action Plan which has been produced to drive future 
development and continuous improvement of the service. 

2. BACKGROUND 

2.1. Home Care Services were one of a number of services reviewed under Best Value within the 
Social Work Department during 200 1. 

2.2 The Best Value review came at an appropriate time, following the implementation of a major 
Departmental review of Home Care Services which resulted in a number of significant changes 
having been made to the in-house provision. 

2.3 Information and issues gathered from the review of Home Care Services are appropriately 
incorporated into the Best Value Review of the same services. 

2.4 Happening alongside the North Lanarkshire Council Best Value Review, Audit Scotland were 
undertaking a study focused on home care services for older people (aged 65 years and over) 
provided by Scottish local authorities. North Lanarkshire was included within their survey 
group of six Councils. 

2.5 North Lanarkshire extended its scope to review the home care service being provided to all other 
care group service users. 

3. PROPOSALS/CONSIDERATION 

3.1 As well as studying the effectiveness and efficiency of Home Care Services provided by the 
Council, the review considers the extent to which current service provision is meeting the 
objectives of the internal review, with particular reference to the key issues noted below: 

i) Screening 
Examination of existing systems from point of referral to service delivery outcome. 

ii) Review of Care Plans 
Examination of quality, cost and effectiveness of the service. 

iii) Tasks and Times 
Examination of reliability, consistency, accessibility and flexibility of service. 
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3.2 

3.3 

3.4 

3.5 

3.6 

3.7 

3.8 

3.9 

3.10 

3.1 1 

3.12 

3.13 

iv) Human Resource Management 
Examination of systems for the recruitment, support and retention of employees to achieve an 
optimum level of attendance. 

The review process included a comprehensive sampling exercise with service users, their carers, 
staff directly and indirectly involved in services and other key stakeholders. This survey sought 
to sample views, expectations and aspirations for the service. 

The undernoted illustrates some of the strengths highlighted through the review and some of the 
areas for improvement. 

Strengths within Service 

The review indicated that there is little doubt that the Home Care Service is a valued service 
within the range of community care services. Service users, carers and stakeholders satisfaction 
results confirm the high regard for the service. 

The service is providing an alternative to institutional care allowing people to remain safely 
within their own homes. This is being achieved through the community care assessment 
process, tailored packages and targeting of resources. 

Increasingly more flexible care packages are being provided for service users. Positive 
feedback was gather about the services available for service users. At the time of the study 15% 
of North Lanarkshire Council service users received 10+ hours of service per week (Scottish 
average 12%). 

Staff hold the service in high regard, with positive survey results showing a highly committed 
workforce. Home Support Managers indicated their enthusiasm about the role they assume and 
the services they provide, Home Support Workers see themselves as having a responsibility for 
monitoring their service users’ physical and mental health and play an active party in this. 

A single tool for assessment exists within the authority to ensure consistency of approach to the 
screening, assessment and review process. 

High quality service user and financial management information is available to ensure the 
efficient and effective management of the service. Audit Scotland acknowledged the 
commitment of North Lanarkshire Council Elected Members in recognising the value of 
information and the financial commitment involved. 

The North Lanarkshire Council management information system and the shared electronic record 
currently being designed by North Lanarkshire Council Social Work Department and Health in 
Lanarkshire, were highlighted within the Audit Scotland Report “Homing in on Care” as 
examples of good practice. 

Areas for Improvement 

While there is considerable service user, carer and stakeholder satisfaction about the service, a 
number of areas for development were identified. A number of these are illustrated below. 

There is room for improvement in respect of the areas of monitoring and standards. Targets 
require to be developed for home care services and systems put in place to monitor achievement 
against local and national targets. 

There is a need for clear written guidance for service users on the range of services and how they 
can be accessed. Similar guidance is required for home support workers. 
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3.14 Taking into account the views of service users and carers when assessing and reviewing service 
users’ needs. This should include when decisions are being made about tasks to be provided, 
days and times of service delivery. 

3.15 Improve current performance in recruitment and retention of staff and achieving optimum 
attendance. 

3.16 The Improvement Action Plan which sets out the agenda for continuous improvement of the 
service and identifies timescales for improvement is attached, and the main report has been 
placed in the Members Library. It provides comprehensive analysis of the stakeholder views and 
details of the strengths and areas for improvement in the service. 

3.17 A MernbedOfficer Working Group has been established to oversee the implementation of the 
Best Value Review of Home Care - Action Plan. 

3.18 In terms of the new Regulation of Care for the first time local authority home care services will 
be subject to regulation. Implementation of the Best Value Review of Home Care Action Plan 
will go someway towards progressing this agenda. 

4. RECOMMENDATIONS 

Committee is asked to: 

- 
- Agree the Action Plan 
- Remit this report to the Scrunity Panel Service Delivery and Performance Committee for 

Approve the terms of the Best Value Review of Home care Services for Older People. 

information. 

Jim Dickie 
Director of Social Work 
11 February 2002 

For further information on this report please contact Christine Clelland, Sewice Manager Home Care 
{TEL: 01 698 332029) 
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Appendix I 

for service users and carers. 

Provide better information 
for stakeholders. 

Written information to be 
provided to service users 

about services before or at 
s ta r t  of service provision. 

Service users to be more fully 
involved in their needs 

assessment and development 
of their care plan. 

information from service 
user and carer survey. 

Information from 
stakeholder survey. 

Information from service 
user and carer survey. 

To meet National Care 
Standards. 

Information from service 
user and carer survey. 

Service users and carers 
are better informed about 

the service, eligibility 
criteria and cost. 

Stakeholders are better 
informed about the 

service, eligibility criteria 
and cost. 

Ensure that service users 
are informed about the 

services they are to 
receive. 

Ensure that service user 
contributes to their plan 

and is aware of the 
intended outcomes. 

Development of Information 
Leaflet 

Timescale: September, 2002 

Development of Service User 
Brochure. 

Timescale: September, 2002 

Development of Information 
Leaflet 

Timescale: September, 2002 

Develop a “signing-off’ proforma 
to ensure service userdcarers 
have been given oppropriate 

information regarding services to 
be provided. 

Timescale: August, 2002 

Develop a “signing-off’ proforma 
to ensure service user 

involvement. 

Timescale: August, 2002 

Service user and 
carer 

survey/sampling to 
establish what 

percentage of the 
above had access to 
public information 
about the services. 

Stakeholder 
su rvey/sampl i ng to 

establish what 
percentage had 

access to 
information about 

the service. 
Copy to be stored 
in service user file. 

Sampling of 
casefiles. 

Copy to be stored 
in service user file. 

Sampling of 
casefiles. . 
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Establish service standards (in 
context of service objectives). 

Provide written policies and 
procedures. 

)evelop uniform review system. 

Meet National Care 
Standards agenda. 

Information from 
stakeholder survey. 

Information from 
stakeholders, and data 

collection exercise. 

Ensure quality service 
provision. Ensure that 

sevice meets the 
objectives through 

monitoring standards. 

Clarity of policy, 
procedure and practice 

expectations. 
Uniform and consistent 

approach . 

Consistent, improved 
quality care management. 

Establish service standards in line 
with National Care Standards 

Timescale: May, 2002 

Monitor service standards. 
Timescale : quarterly 

Review existing policies and 
procedures. 

Timescale : September, 2002 

Distribute information widely. 
Timescale: October 2002 

Adopt standards of Assessment 
and Care Management Working 

Group to ensure review system is 
uniform across the authority. 

Timescale: June 2002 

Monitor via SWlS whether 
reviews are being held in 

accordance with standards. 
Timescale : Quarterly 

starting in September 2002 

Service standards in 
place. Service 

outputs/outcomes 
being regularly 
monitored and 
meeting targets. 

Stakeholders are 
clear re policy, 
procedure and 

practice. 
Monitor through 

regular inter-agency 
liaison, survey and 

sampling. 

Sampling of care 
plans. Monitoring 

of reviews. 
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Ensure risk assessment 
included within needs 

assessment. 

Improve the participation of 
service users, carers and 

stakeholders in development of 
service. 

Improve Recruitment process. 

Increased i nduction/trai n i ng 
opportunities for staff. 

Information from service 
user, carer and 

stakeholder survey. 

Information from service 
user, carer and 

stakeholder survey. 

Management Information, 
and expected growth in 

service. 

Information from service 
user, carer and 

stakeholder survey. 

Ensure service user, 
carer and stakeholder 

safety. 

Inform targeting of 
resources. Involve 

service users, carers and 
stakeholders in service 
development via focus 
groups, questionnaires. 
Improve performance in 

recruitment . 

Improve functioning of 
staff. Support career 

development. 

Establish working group to 
develop risk assessment 

guidelines. 
Timescale: March 2002 
Implement risk assessment 

procedure. 
Timescale: lulv 2002 

Set up standard process with 
service users, carers and 

stakeholders to inform service 
developments. 

Timescale: September 2002 

Set up working group to establish 
recruitment strategy for home 

care. 
Timescale : March 2002 

Implement recruitment strategy. 
Set recruitment targets. 
Timescale: lune 2002 

Set up working group to establish 
training strategy for home care 

Staff.  

Timescale:; August 2002 
Develop a standard ongoing 

training programme for all home 
care staff. 

Timescale: June 2002 

Survey sevice users. 
Sample casefiles. 

Survey /sampling of 
service users, 

carers and 
stakeholders. 

Monitoring and 
review on quarterly 
basis recruitment 

targets being met. 

Monitoring access 
by home care staff 
to training 
programme. 
Training strategy in 
place appropriate 
for home care staff. 
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monitoring. 

Examine workforce tu mover. 

All staff to have regular 
supervision and an employee 

development plan. 

Improved communication. 

Better targeting of service 
in relation to service user need. 

collection exercise. and greater consistency services. on quarterly basis. 
Management information. of care. Regular monitoring 

Timescale: Quarterly, 

Information from data 
collection exercise. 
Management information. 

Information from staff 
input to staff survey. 

Information from user, 
carer and stakeholder 

survey. 

Shift the balance of care. 
Relate service to  need. 

starting June, 2002 ~ 

Improve level of staff retention 

Regular monitoring 
Timescale : Quarterly 

starting June, 2002 

Improve performance in 
retention of staff. within service. on quarterly basis. 

Monitor and review 

Directly improve Establish minimum levels of Further survey of 

improved support. Supervision strategy 
functioning of staff via supervision for all staff. stakeholders. 

Timescale: June 2002 in place. 

Timescale: June 2002 
Ensure staff understand Develop communication strategy. Further survey of 

service users, and are informed about 
carers and changes and 

developments within stakeholders. 
services. 

Most efficient use of Monitoring and 
review on resources. 

Change to community authority wide. quarterly basis. 
supports rather than Service criteria in 

place. 

Periodic review of service trends. 
Target setting for area teams and 

institutional care models. Timescale: Quarterly 
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information from 
stakeholders. 

Improved efficiency 
within services. 

Review roles and remits of admin 
support section. 

Introduce standard set of roles 
and remits for admin support 

section. 

Timescale: March 2002 

review on six mothl 
basis. 
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