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1 PURPOSE OF REPORT 

1.1 The purpose of this report is to: 

+ 

inform Committee of the recommendations of the report by the Office of Fair 
Trading entitled “Older People as Consumers of Care”; 
outline steps already taken by the Department or intended in response to these 
recommendations. 

2 BACKGROUND 

2.1 The Office of Fair Trading produced the report entitled “Older People as Consumers 
in Care Homes” in October 1998. This report was the outcome of year long research 
into the experience of residents as consumers in care homes within the public, private 
and voluntqry sectors. Enquiries focused on information available in four main areas 
and sought to establish whether: 
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ii) 

iii) 

iv) 

Initial Information 
residents were given sufficient information to enable them to choose the 
correct home, and whether service descriptions and full cost details were 
made available at the outset; 
Contracts 
residents were provided with contracts, and if so, that these clearly specified 
services and facilities to be provided and the terms and conditions of 
residence; 
Financial Issues 
adequate and accountable financial controls were in place to ensure residents 
rights and interests were protected, such as when managing their own benefits, 
or in ensuring their receipt of interest accrued where monies are held on their 
behalf by the Home’s management. 
Complaints 
complaints procedures were understandable, publicised and effective. 
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3 RECOMMENDATIONS FROM THE OFFICE OF FAIR TRADING REPORT 
? 

3.1 The main finding was that vital information about care homes often did not reach 
those who require it, prior to their admission. The report included eighteen detailed 
recommendations which can be summarised as follows 

i) Information 
Prospective and current residents should have clear and comprehensive 
information on what can be expected in a care home environment. This 
information must be accessible, accurate, consistent and user friendly. 
Making community care assessments more widely available is included as one 
of the six detailed recommendations to improve practice in this area. 

All residents should have a contract (or occupancy agreement) which details 
the facilities and services available, their terms and conditions of stay and 
which makes specific reference to rights and responsibilities. 

Whenever possible residents should be encouraged to look after their own 
financial affairs. Where assistance is required it should be exceptional that 
this is delegated to care home owners. Financial records must always be 
accountable, recorded and available for inspection. Reference is made to the 
desirability of national guidance in this area. 

A copy of the complaints procedure should be prominently displayed where 
there is easy and frequent access by residents and others. A separate copy 
should be given to each resident. 

ii) Contracts 

iii) Financial Issues 

iv) Complaints 

4 CURRENT POSITION IN NORTH LANARKSHIRE 

4.1 A number of existing good practice initiatives in North Lanarkshire already accorded 
with the key findings of the Office of Fair Trading Report. These include: 

4.2 Information. 
+ 

+ 

improved access to care management and assessment information has been 
made available through the use of new technology; 
distributing and making available a publication entitled “Options” which 
outlines key information on residential and nursing homes in the Council 
area; 
adoption of a Departmental policy that all public information is made available 
in ethnic minority languages, and in forms suited to the needs of people with 
sensory impairments; 
a joint approach being developed with Lanarkshire Health Board to improve 
information sharing and a streamlining of complaints procedures; 
having regular discussions with residential care providers and the nursing 
home association executive regarding key practice areas with a view to 
improving their performance in the areas of providing information and 
promoting choices. 

+ 

+ 

+ 
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4.3 
J 

4.4 

4.6 

4.7 

5 

5.1 

Contracts 
4 scrutinising and reviewing individual occupancy agreements being applied by 

homes in order to develop a model based on best practice and which is 
co9patible with the main contract between the Council and the Provider; 
adapting current guidance to ensure that assessment of individual needs can be 
measured against the specification of the homes chosen by them. 

4 

Financial Issues and Money Management 

4 auditing current arrangements. This has been partially completed but still to 
be extended to nursing homes in conjunction with Lanarkshire Health Board. 
Collaborative work with DSS in this area is under consideration; 
guidance distributed on current options and measures available for the 
protection of the financial affairs of incapable adults in home, and residential 
and nursing settings. 

4 

Making Complaints 

4 all complaints in residential and nursing home settings now being routinely 
reported and monitored on a quarterly basis to officers with contract or 
registration responsibilities for these establishments; 
a jdint protocol being developed with Lanarkshire Health Board for the 
investigation of complaints about nursing homes. 

4 

In addition, a survey has been undertaken by inspection officers of all local authority 
and independent residential care homes for older people. This focused on the key 
areas covered by the report and found that several of the concerns raised in the Office 
of Fair Trading Report were applicable in North Lanarkshire. 

Overall findings were generally positive for the local authority in the areas of 
managing residents' finances and complaints handling. More work needs to be done, 
however, on managing the availability of assessments, care management material and 
public information. 

RECOMMENDATIONS TO COMMITTEE 

Committee are asked to note the content of this report and actions being taken by the 
Department to improve the position of older people as consumers of care. 

Jim Dickie 
Director of Social Work August 1999 
For further information on this reoort olease contact Anne Feenev, Senior Contracts Officer (TEL: 01698 332055) 
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