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About Independent Age

Whatever happens as we get older, we all
want to remain independent and live life on
our own terms. That's why,

as well as offering regular friendly contact and
a strong campaigning voice, Independent Age
can provide you and your family with clear,
free and impartial advice on the issues that
matter: care and support, money and
benefits, health and mobility.

A charity founded over 150 years ago,
we're independent so you can be.

The information in this factsheet applies to
England only.

If you're in Wales, contact Age Cymru
(0800 022 3444, agecymru.org.uk)
for information and advice.

In Scotland, contact Age Scotland
(0800 12 44 222, agescotland.org.uk).

In Northern Ireland, contact Age NI
(0808 808 7575, ageni.org).
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1. What is a care needs
assessment?

A care needs assessment looks at how you
manage everyday activities, such as washing and
dressing, cooking, doing household tasks and
getting out and about. It works out what help
you need and how you might get it.

The assessment is carried out by a social care
professional. They will consider what kind of help
you might need to support you in your daily life.
They will also consider whether or not your
support needs are high enough for the council to
help you. If you don’t qualify for help, they will
direct you to other organisations for support.
You’ll be involved throughout the assessment
and will be given a chance to discuss your
difficulties and the impact they have on you.

The type of support suggested will depend on
your needs, but might include things like
adaptations to your home, disability equipment,
visits from carers or residential care.
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Reasons to have an assessment

Even if you don’t want, or don’t think you’ll
qualify for, support from the council, it’s still a
good idea to get an assessment. The council can
help you identify your care needs and the best
support for you. It's useful to get this information
from a professional, even if you then want to use
it to arrange help yourself.

To do...

“ When you contact social services you
may be asked some basic questions
such as your name, address, age, who
your doctor is, who your next of kin is,
the state of your health and what
difficulties you are having. Have this information
to hand so you are clear about what you want to
say.
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2. Getting a care needs assessment

If you need some help to look after yourself,
contact your local council’s adult social services
department and ask for a care needs
assessment. You can find their contact details in
the phone book or at gov.uk/apply-needs-
assessment-social-services.

It's also possible for someone else, such as a
relative or carer, to request an assessment for
you. They’ll need your consent to do this. If you
may not have the ability to give your consent,
the council should assess your mental capacity.
If you lack capacity, the council can decide that
it's in your best interests to carry out a needs
assessment and won't need your agreement.

Who can have an assessment?

Councils have to assess anyone who appears to
need support. They can’t refuse to carry out an
assessment because they don’t think you’ll
qualify for council support.

The needs assessment shouldn’t look at your
finances - you will have a separate financial
assessment to work out what you may have to
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pay towards any support you need (see chapter
5).

The council shouldn’t just think about whether or
not you have eligible care needs, but also
whether you would benefit from services to
prevent, reduce or delay any care needs.

It's unlikely that anyone who appears to have a
need for care and support would be refused a
care needs assessment. However, if you have
been refused an assessment and don’t think you
should have been, you could make a complaint
(see chapter 11).

How soon will I have my assessment?

This depends on how urgent your needs are.
Government guidance doesn’t give timescales,
but says that social services should provide
assessments within ‘an appropriate and
reasonable time’, taking into account how urgent
your needs are and whether those needs are
likely to fluctuate or change.

The council should tell you when they think your
assessment will be carried out, and keep you
informed throughout the assessment process.
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To do...

J If you need help urgently, you should
tell the council this when you contact
them to ask for a needs assessment.

Urgent assessments and getting help more
quickly

If you urgently need some help (to avoid you
being admitted to hospital, for example), the
council can arrange an urgent assessment for
you. Or if they need to act even more quickly,
they can arrange some support for you before
you have a needs assessment. If you need
urgent help, the council should provide this
without first considering whether you qualify for
their help, or whether you can afford to pay for it
yourself.

Urgent care arrangements can also be made if
you are already getting some support from the
council, but your care arrangements break down,
or you suddenly need more help.
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Good to know

If urgent support is arranged before
s 1, You have an assessment, the support
:O'_ you get and how it is paid for, could
change once your full care needs
assessment and financial assessment
has been completed.

To do...

“ If you think you have been waiting too
long for an assessment, ask to speak to
the manager of adult social care to find
out when the process will be completed.

You might also want to make a complaint - see
chapter 11 for more information.
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3. Your care needs assessment

Types of care needs assessment

Assessments might involve a face-to-face visit, a
phone call, or a self-assessment form. If your
needs are straightforward, a simple assessment
over the phone might be enough, or you may
need a more detailed face-to-face needs
assessment if you have more complex needs.

Good to know

Your preferences should be taken into
\ 1, account. For example, if you'd prefer
:O'_ not to complete a self-assessment form,
you should ask for a face-to-face
assessment with a care professional
instead.

The council should also suggest a face-to-face
assessment if it seems that self-assessment is
not appropriate for you, for example if you don’t
appear to have the capacity to understand or
carry out a self-assessment.
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Self-assessments

Many councils have introduced this option to
allow you to assess your own care needs. The
paperwork should be the same as for a face-to-
face assessment, but you fill it in yourself. The
council should provide enough information for
you to feel confident that you understand the
process and feel fully involved and in control.

A self-assessment may be available as a paper
questionnaire or as an online form on the
council’s website. If the council needs more
details from you, your self-assessment may be
followed by a face-to-face needs assessment
with a social care professional.

You can also complete a supported self-
assessment — where you lead the assessment,
but get some support from a social care
professional who can assist you and answer your
questions.

The council must be sure that your self-
assessment gives a full and accurate picture of
all your needs, so they may also get the views of
other people, with your permission. This could
include healthcare professionals, like your GP,
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and any friends and family members involved in
your care.

Carer’s assessments

If you have a relative or friend who provides care
for you, they could ask for a carer’s assessment
to look at their own needs. This can be carried
out at the same time as, or separately to, your
care needs assessment.

For more information about carer’s assessments,
see our factsheet Support for carers (0800 319
6789, independentage.org).

Before an assessment

The council must give you information about the
assessment process, in an accessible format if
you need it — eg in large print. This should
include a copy of the questions you'll be asked at
the assessment. It's also helpful to prepare in
advance by gathering information and thinking
about the questions you want to ask.
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To do

J Don’t forget to tell the council about any
communication needs you may have, so
that adjustments can be made for you
at your assessment.

Also, if you want anyone else to be involved in
your assessment - see page 17 - make sure you
tell the council in advance.

What happens at the assessment?

Your care needs assessment will usually be
carried out by a social worker or a care manager.
In some cases, you may be assessed in hospital,
in @ GP surgery or at the social services office.
You could also be assessed by a local care
organisation on behalf of the council.

All aspects of your life — emotional, psychological
and physical - should be looked at during your
care needs assessment.

Looking at your care needs

The care professional will talk to you about your
current situation - for example, what tasks or
activities you can do by yourself, what you can
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do with some difficulty and what tasks or
activities you can’t do at all.

The aim is to work out whether you can achieve
certain ‘care outcomes’, including whether you
can:

e prepare and eat food without help and get
enough to drink

e wash yourself and clean your clothes

e use a toilet and manage all your toilet needs
e dress yourself properly

e move around your home safely

* keep your home safe and habitable

* have enough contact with other people

e take part in activities like volunteering, training
or learning

e use local services, such as public transport and
local shops

e carry out any caring responsibilities you have
for a family member.
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Good to know

s 1, The assessor must look at all of these
_“O‘_ outcomes and each one is equally

important. So, an assessor can’t just

look at eating, drinking and washing.

A care outcome will not be achieved if:

* you can carry out that task or activity without
help, but it causes you a lot pain or anxiety,
puts your safety or the safety of other people
at risk, or takes you a lot longer than is
normally expected

* you can’t carry out that task or activity, either
with or without help.

If your needs often change, the care professional
should make sure the assessment covers an
appropriate amount of time so that all relevant
care needs are included. If you're having a face-
to-face assessment, this means they may need
to visit you more than once to properly assess
which activities you have difficulties with. Or they
could involve a professional who understands
your condition in the assessment and work with
you to create a back-up plan for when your
needs are at their worst.
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Good to know

At the assessment stage, the care
s 1 o professional must ignore any help you
N 4 . . .
- = get from a friend or relative to achieve
these care outcomes - they should just
be looking at what you can and cannot

achieve by yourself.

Looking at your wellbeing

The assessor should also consider and discuss
the impact your care needs have on your
wellbeing, and whether there are services which
can help you achieve what you want to. For
example, if equipment could be provided to help
you get around inside your home so that you
don’t need to move home.

If you do want to move, the council should take
into account your preferred accommodation. If
you're assessed as needing residential care and
want to move into a care home or sheltered
accommodation in a different part of the country,
make this clear during the assessment and give
your reasons for wanting this.
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Reducing and preventing the need for care

When thinking about suitable support for you,
the care professional should also look at whether
there is any support which could prevent your
care needs from getting worse in the future, or
reduce the needs that you have now.

Remember...

You are the best judge of your own
wellbeing and need for care and
I support. Your care needs assessment is
n a chance for you to have your say - you
should be in the driving seat.

It's important to explain how you feel about your
current situation to make sure that your views
are heard in the assessment.

Who can be involved in my care needs
assessment?

You can choose to have someone with you during
the assessment, such as a relative, friend or
carer. This is a good idea, especially if you think
you might find it difficult to explain your
situation.
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Other people involved in your care - for
example, a care worker, occupational therapist,
sheltered housing warden or GP — may also be
involved in your assessment if you want. If you
ask for a particular person to be involved, the
council must involve them, either in person or by
writing to them or talking to them on the phone.

Occupational therapists and physiotherapists
may also be involved in care needs assessments.
They might recommend disability equipment, an
adaptation to your home or specific exercises.

If your assessment shows that you need other
services — such as an NHS service or specialist
housing — you may be referred to another
organisation.

If you have difficulty in communicating or
understanding information, you might want to
consider involving an independent advocate -
see chapter 10 for more details.
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Things to remember when having a care
needs assessment

* Make sure you mention all your needs - the
assessment is your chance to explain what you
need help with. Assessors will only take into
account needs that come up during the
assessment, so if you forget to mention
something, you might be assessed as being
more capable than you really are.

e It's useful to keep a diary so that you can tell
the assessor what your needs are on a bad day
as well as a good day.

* Write a list beforehand if you think you may
not remember everything you need to say

e If you don’t think the assessment went well or
you forgot to mention something important,
contact social services to ask them to look at
the assessment again (see chapter 8)

e If you're unhappy with the outcome of the
assessment, don’t give up - you have the right
to ask for a review or you can make a
complaint (see chapter 11).
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4. Do I qualify for support?

How the council decides if you qualify

The council uses national eligibility criteria to
work this out. There is a care needs threshold
over which people qualify for support from their
council.

The care eligibility threshold

You will qualify for support if your care needs
assessment shows that the answer to all three of
the questions below is ‘yes”:

e Is your need for support because of a physical
or mental impairment or an illness?

e Are you unable to achieve two or more of the
‘care outcomes’ (explained in chapter 3)? In
other words, do you have a lot of care needs?

e Could this have a significant impact on your
wellbeing?

To get social care support from the council, it is
not enough to show that you have difficulties in
some areas of your life. You also need to show
that they have a big impact on your daily life and
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overall wellbeing. This means it’s very important
that you fully explain your situation during your
assessment, so the impact that your care needs
have on your life is clear. This is why it may help
to keep a diary and to have someone else with
you during the assessment.

What does ‘a significant impact on your
wellbeing’ mean?

Wellbeing covers a lot of different areas,
including:

e your personal relationships (eg whether you
have a need for more social contact)

e your physical and mental health
e your safety

e your financial wellbeing (eg whether there are
any benefits you could be claiming)

e your housing situation
e your control over your daily life.

If your care needs could have a big effect on at
least one of these areas of wellbeing, then this
could be considered a ‘significant impact’. Or, if
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your care needs have a small effect on several of
these areas of wellbeing, this could add up to a
significant impact on your wellbeing as a whole.

Using this as a basis, councils have to make their
own judgment on whether your care needs have
a significant impact on your wellbeing and daily
life. When they are making this decision, they
should think about what is most important to
you.

An example: Robert

Robert was previously a very sociable person
who enjoyed going out a lot, and his personal
relationships are very important to him. Because
of his care needs, one of the care outcomes that
Robert is unable to achieve is getting out and
about to see friends and family.

Knowing how important his social life is to
Robert, the council could decide his care needs
have a significant impact on his wellbeing. This
may not be the case for someone who was not so
sociable, or was happier to stay at home. The
council should look at the person’s individual
situation and preferences.
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After your assessment

Social services must give you a copy of your
assessment - ask if you don’t get one.

If you qualify for support

If your assessment decides your care needs meet
the national eligibility criteria, adult social
services will work out how best to meet those
needs - for example, whether you need to move
into a care home or can get support at home -
and how much it will cost.

It is possible to arrange your own support
services instead of having them arranged by the
council. The council can give you money directly
to spend on services that you feel best meet your
care needs (see chapter 6).

If you don’t qualify for support

If your assessment decides your care needs don't
meet the national eligibility criteria, you won't
usually be able to receive support services from
the council. Councils can sometimes use their
discretion to meet needs that don’t qualify under
the criteria.
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The council must:

o fully explain why you don’t qualify for council
support, and what factors the council took into
account when making this decision

e give you information and advice about where
to go to get the support you need

 where possible, tell you what you might be
able to do to stop your needs from getting
worse in the future.

If you're choosing home care services yourself,
see our factsheet Getting care services at
home (0800 319 6789, independentage.org) for
more information.
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5. How much will I have to pay for
care and support?

If you do qualify for council support, the council
can charge you for any care and support they
provide, but it cant charge anyone else, such as
your partner or someone you live with. NHS
health services, such as visits you may receive
from a community nurse as part of your care and
support plan, will be provided free of charge.

To decide how much you should contribute
towards the cost of your support services at
home, social services will need to assess your
income and savings (but not the value of your
home). This is known as the financial
assessment.

From April 2020, the government plans to
introduce changes to the way people pay for
their care, including the introduction of a cap on
what people pay towards their care costs. Details
of these changes are still to be confirmed.
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Good to know

There are different rules about charging if
= you're moving to a care home. For

information about charges and financial

support for care home fees, see our
factsheet Paying care home fees (0800 319
6789, independentage.org).

z 1
N

How the council works out your
contribution

The council looks at your income and savings
when working out how much you should
contribute towards your care.

e If you have savings of less than £14,250, you
will not need to use any of your savings to pay
for your care.

e If you have savings between £14,250 and
£23,250, you will need to pay £1 per week
towards your care for every £250 in savings
you have over £14,250.

e If you have capital of more than £23,250, you
may have to pay for all the care you receive.
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An example

Tim has £16,000 in savings, which is £1,750
over the lower limit. This is seven times £250,
so Tim will pay £7 a week towards his care
from his savings. He has been assessed as
being able to contribute £30 a week from his
actual weekly income. So in total, Tim will pay
£37 a week towards his care.

If you receive any disability benefits (such as
Attendance Allowance), these are usually taken
into account by the council in the financial
assessment.

If you have any expenses that are related to
your disability (eg additional clothing, a personal
alarm, or heating costs), the council should take
these costs into account when assessing your
finances.

The charges the council makes as a result of the
financial assessment must be reasonable and not
put you in financial difficulty. They should not
take your income below the level of the Minimum
Income Guarantee (MIG). If you're single and
have reached the qualifying age for Pension
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Credit, the MIG amount for 2017/18 is £189.00 a
week. If you're part of a couple and one or both
of you has reached the qualifying age for Pension
Credit, your MIG is £144.30 a week. The council
can choose to set a higher level if it wishes.

You should also be left with enough money to
cover any disability-related expenses that were
highlighted during your financial assessment and
the council agreed you needed to cover.

Good to know

You should be given a written record of
=Y, your financial assessment, explaining
-O- what you will be charged, how often,
and if this charge is likely to increase in
the future.

To do...

If you have any questions about how
J your financial assessment has been
worked out, ask the council to explain it
to you. If you disagree with the way
your contribution to your care costs has
been worked out, contact us for advice (0800
319 6789, independentage.org).
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If you have difficulty paying

You can ask social services to consider reducing
their charges. If you refuse to pay the charges,
social services cannot withdraw the services but
they are able to recover the money later if it’s
established that the charges are ‘reasonable’.

Councils can choose to:

e set maximum amounts that someone should
contribute

* ignore additional sources of income, beyond
what is covered in the government guidance to
councils

e charge only a certain percentage of someone’s
disposable income.

Councils are encouraged by the government to
consider doing this, to support people to live
independently and promote their wellbeing.

You may also be entitled to claim a disability
benefit, such as Personal Independence Payment
or Attendance Allowance to help you pay for your
support services. For more information, see our
factsheets on disability benefits: Disability
benefits: Attendance Allowance and
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Disability benefits: Personal Independence
Payment and Disability Living Allowance
(0800 319 6789, independentage.org).

Should the NHS be paying for your care?

If you have complex health and care needs, you
might qualify for NHS Continuing Healthcare.
This is a package of care arranged and funded by
the NHS. It is not means-tested, so if you are
eligible you will have all your care paid for by the
NHS. You will need to have a separate
assessment to work out whether you qualify for
this. For more information, see our factsheet
Continuing Healthcare: should the NHS be
paying for your care? (0800 319 6789,
independentage.org).
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6. Personal budgets and direct
payments

Everyone who qualifies for council support has a
legal right to be told what their personal budget
is. This is the amount of money that the council
has calculated is needed to meet your social care
needs. You may need to contribute some of your
own money towards your personal budget. This
will be worked out in a financial assessment (see
chapter 5).

What the council must do
The council must:

e be clear about how they calculated your
personal budget

e make sure that the budget is high enough to
meet your needs

e take into account the local cost for the kind of
services you need, and that care may cost
more if your needs are complex. If you've
chosen to move outside your council’s area,
they must take into account the cost of care in
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the area you're moving to when calculating
your personal budget.

e let you know what your personal budget is in
good time, so that you can start planning your
support knowing how much money is available.

Ways to receive your personal budget

This section applies if you are receiving care in
your own home. The situation is different if you
are in a care home. See our factsheet Paying
care home fees (0800 319 6789
independentage.org.uk).

If you're receiving care in your own home, you
can receive your personal budget in different
ways:

Direct payments

If the council will be providing some or all of the
money needed to make up your personal budget,
you can receive direct payments from the
council. Rather than receiving services directly
from the council, you receive a payment from
them, which you then use to arrange your own
support services. This can be a good option if
you want to have more flexibility about the times
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you receive services or more control over
choosing a care worker. You should still be given
information and advice about the local services
that can help to meet your needs. You should
also be given details of a local support scheme
which can help you with managing direct
payments. At present, it isn’t possible to receive
direct payments if you are in a care home.

Other options

If you don’t want to receive direct payments and
manage your personal budget yourself, you have
several other options:

e the council can arrange services for you

e your personal budget can be held and
managed as an account with your council

e your personal budget can be held as an
account with a third party, eg a user-led or
disability-led support service that can help
manage the budget and arrange services.

If you prefer, you can take some of your
personal budget as a direct payment and leave
the rest with the council or another organisation
to manage for you.
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Top-ups on your personal budget

If you choose services that cost more than the
average for that type of support (eg using a
more expensive care agency), you will have to
put extra money towards your care, above your
personal budget amount. Remember, you may
also have to pay some of your own money
towards the personal budget.

What if I am paying for all my care myself?

You still have a right to ask the council to
arrange your care for you. However, they can
charge you a fee for arranging the care on your
behalf.

For more information about personal budgets
and direct payments, see our factsheet Using
direct payments or a personal budget (0800
319 6789, independentage.org).

If you need more support or advice about
managing direct payments, contact Disability
Rights UK (0300 555 1525,
disabilityrightsuk.org). Their Personal Budgets
helpline (open 9.30am-1.30pm, Tuesday and
Thursday) gives advice on managing direct
payments - such as opening up a separate bank
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account and employing personal assistants
directly. Their online directory has details of local
support schemes.
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7. Your care and support plan

If your care needs assessment finds that you
qualify for support and your financial assessment
(means-test) works out that the council will be
paying for some or all of your care, the council
must develop a written care and support plan
with you.

You should be fully involved in putting this plan
together. A family member or independent
advocate could also be involved.

Good to know

Although councils must ignore any help
> - {, from friends, relatives or local voluntary
'O' organisations when working out whether

= you qualify for support, this help is
taken into account at the care and
support planning stage, provided they are willing
and able to keep providing that care. The council
looks at which of your care and support needs
could be met by someone else, and which the
council has to meet.
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What should be in your plan

The care and support plan must always include:

what your support needs are, including your
emotional, psychological, cultural, social and
spiritual needs as well as your physical care
needs

which of your needs qualify for support (eligible
needs)

what you want to achieve in your day-to-day
life (your ‘outcomes’), and how you are going
to achieve these goals

when friends and family can help you

which free services could help you, such as
reablement support to help get you back on
your feet (eg after a hospital stay), aids, and
minor adaptations up to the value of £1,000

what your personal budget is to meet the rest
of your needs

which services you could spend your personal
budget on, and what they will cost
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e ways to make sure your needs don't get any
worse (for example, details of a relevant local
organisation which could support you)

* whether any of your needs are being met by a
direct payment, how much the direct payment
is and how often it will be paid to you.

Agreeing your plan

Your final care and support plan should be
agreed between you and the assessor. You have
the right to receive a copy of it — ask for it if you
don’t get one.

If you don’t think your care and support plan
fully reflects your needs, you should raise any
concerns with the assessor. You may want to add
more information or suggest an amendment.
Both you and the assessor should sign and date
your care and support plan once you're happy
with it.

If you can’t resolve a disagreement about your
care and support plan, you might want to
consider making a complaint (see chapter 11).
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Good to know

If you don't have the mental capacity to
5 . !, agree your care and support plan, the
'O' council should arrange a ‘best interests’

—] meeting to make sure the plan is

appropriate for you and in line with your
wishes. The council should involve your family or
friends and any professionals involved in your
care when making a ‘best interests’ decision. You
may qualify for an independent advocate to
represent you if there is no one suitable to
support you (see chapter 10).

Putting together your care and support
plan: finding out what services are available

The council can give you information about the
services available in your local area, including
how much they cost. The types of services
suggested will depend on your needs, but might
include:

e moving into sheltered housing or extra care
housing

* moving into a care home
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e telecare, such as pendant alarms or movement
sensors

o disability equipment, such as walkers, bath
seats or handrails

e making adaptations to your home, such as
installing ramps or stairlifts or widening doors
to make rooms wheelchair accessible

e home care - for example, care workers visiting
to help you with washing, dressing, eating or
taking medication

e attending a day centre
e meals on wheels.

For more information about these services, see
our factsheet Help at home: what may be
available in your local area (0800 319 6789,
independentage.org).

Support services may be provided directly by
social services, or social services may
commission other organisations (eg private home
care agencies or charities) to provide them. You
could also receive money to arrange your own
support services (see chapter 6).
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Good to know

s\ 1, Depending on the type of support that
:O’_ you need, some of your care may be

provided by the NHS, eg a community

nurse or community psychiatric nurse.

These services would be free. Housing
departments may also provide services
connected to care.
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8. Reviewing your care needs

Even if you feel that nothing has changed, social
services should review your care and support
plan within six to eight weeks of it being set up
to make sure everything is working as it should.
This can include a review of your direct payments
if you get them. Your plan should then be
reviewed at least once a year.

Social services should tell you when the review
will happen so that you and any relevant
professionals can be involved, as well as your
carer or independent advocate (if you have one
or want one). The way the review is carried out
should be agreed with you - it could be face-to-
face with a social worker or other professionals,
over the phone, or you may be able to carry out
a self-review (similar to the self-assessment
mentioned in chapter 3). This could depend on
whether you feel many changes are needed to
your care or not.
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Good to know

You have a right to ask for a review of
™ . Y, your care and support plan at any time
= = if you think that your care needs or
financial position have changed. If your
request is refused, you can make a

complaint (see chapter 11).
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9. Refusing services

Social services may suggest support that you
don’t want to receive (eg you may not want to go
to a day centre or have care staff visiting you at
home). You can discuss your concerns with social
services and ask for your needs to be

reassessed. You do have the right to refuse
services if you prefer, as long as you have
mental capacity to understand the decision you
are making. Social services cannot force you to
receive help.

However, this may mean that you won’t receive
enough support to live safely and comfortably at
home. Social services may ask you to sign a
disclaimer acknowledging that some of your
needs are not being met and that you
understand the risk you're taking by not
accepting the support being offered. Social
services should still provide you with any other
services that have been agreed. Even if you can't
arrange the extra support you need privately,
you can still decide that you want to stay at
home.
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To do...

If you're in a situation where you want
J to use different support, discuss your
concerns with social services and try to
arrange for your needs to be re-
assessed and the services changed.
Or you may want to organise your care through a
direct payment (see chapter 6). This can give
you more control over which services you receive
and when you receive them. Contact us for more
advice (0800 319 6789,
advice@independentage.org).
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10. Getting help from an
independent advocate

An independent advocate is a trained person,
independent of social services, who can help you
to express your views and wishes, and make
sure you have all the information you need and
understand it. They can also help you to
challenge decisions.

You need to be involved in decisions about your
care. So if you lack mental capacity or have
difficulty communicating or expressing your
views clearly, this might be a good option for
you.

The council must arrange for you to have an
independent advocate if:

e you have substantial difficulty in understanding
relevant information, remembering information
or using information to make decisions, and
communicating your views, wishes and feelings

and

e you don’t have anyone suitable who can help
you (such as a friend or family member, or if
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your family do not agree with your care
decisions).

If you meet these conditions, the council must
arrange an advocate to attend your assessment
or help you with the self-assessment process and
during care planning and review. If you lack
mental capacity, you may qualify for an
independent mental capacity advocate (IMCA)
instead.

Even if the council doesn’t think you qualify for
advocacy, you can still arrange to have an
independent advocate at your assessment if you
want to. Independent advocacy services are
generally free, and you can contact them directly
yourself.

To do...

Ask the council for details of local

J advocacy organisations. To find out
more about advocacy, see our factsheet
Independent advocacy (0800 319
6789, independentage.org).
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11. Making a complaint

You can complain to your council for any of the
following reasons:

e you're not satisfied with your care needs
assessment or care and support plan

e you have been refused a care needs
assessment

e you have experienced delays in getting an
assessment

e you don't think your personal budget is enough
to meet your needs

e you don't think what you are being charged is
correct, and the council won’t reconsider or
reduce the charges

e you're concerned about the quality of the
services you're receiving.

You can do this by verbally raising the matter
with the staff concerned or by formally putting
your complaint in writing using the council’s
complaints procedure. For more information
about making a complaint, see our factsheet
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Complaints about care and health services
(0800 319 6789, independentage.org).

To do...

J If you need support to make a complaint

or communicate your views to staff, you
may want to ask for help from an
independent advocate - see chapter 10.
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12.If you move to a new area

If you’re moving to a new council area, your
current council and the council in your new area
must work together to make sure that you still
get the support you need when you move.

To do...

Start by contacting the council in the
J area you want to move to. Once you

have confirmed that you intend to move

into their area, they should ask for a

copy of all the necessary information
about you from your existing council (such as
your care needs assessment and care and
support plan).

Before you move
The new council should:

e carry out a care needs assessment for you
before you move, using the information from
your previous council to help them to
understand how you like your needs to be met
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e agree a new care and support plan with you, to
be ready to put into action from the day you
move.

If this isn’t possible, the new council should
arrange for you to get the support you were
getting under your previous support plan, and
arrange for you to have a new care needs
assessment as soon as possible. If the new
council assesses you as having different needs to
those your previous council identified, they must
provide a written explanation of their reasons for
this.

If someone caring for you has had a carer’s
assessment and gets support from the council,
the same procedure applies to them.

Good to know

You should be given the name of a
N ' & person from each council who is
'O' responsible for supporting your move. If
= there is a delay with your move, both
councils should keep in touch with you
and each other to make sure arrangements
continue to be in place.
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Changes to your support

If the new council changes your care and support
plan once they have assessed your needs, they
should write to you to explain why. If the amount
that you need to pay towards your support
changes, they should also write to explain this.
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13. Useful contacts

If you want to discuss anything you
have read in this factsheet, you can
contact our advice team (0800 319

6789, advice@independentage.org).

For practical advice about using your
personal budget or to find local support:

Disability Rights UK (0300 555 1525,
disabilityrightsuk.org) - helpline available
Tuesday and Thursday, 9.30am-1.30pm.

To find someone to help you speak up and
get the services you need or make a
complaint:

Contact the Older People’s Advocacy Alliance
(017 8284 4036, opaal.org.uk). Or ask your local
council about local advocacy services.

To find home care services (privately or for
spending your personal budget):

UK Home Care Association (020 8661 8188,
ukhca.co.uk)
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If a friend or relative helps care for you and
needs support:

Carers UK (0808 808 7777, carersuk.org)
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Our publications cover England only. While we
make every reasonable effort to ensure that our
information is accurate at the time of publication,
information can change over time. Our
information should not be used as a substitute
for professional advice. Independent Age does
not accept any liability for any loss, however
caused, arising from the use of the information
within this publication. Please note that the
inclusion of other organisations does not
constitute an endorsement from us.

The sources used to create this publication
are available on request. Contact us using the
details below.

Thank you

Independent Age would like to thank those who
shared their experiences as this information was
being developed, and those who reviewed the
information for us.
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What do you think?

We welcome your feedback on our publications.
We will use your comments to help us plan future
changes.

If you would like to be involved in helping us
to develop our information products, you can
join our Readers Panel. For more information
visit www.independentage.org/readers-panel
or call us.

Other formats

If you need this information in a different
format (such as large print or audio cd),
please contact us.

Contact us

Callus 0800 319 6789

Email advice@independentage.org

Visit www.independentage.org




