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	Name of CPP:   Shetland


	Name of case study:  With You For You


	Brief outline of case study:

A transformational new approach to assessing and providing support for vulnerable adults through With Y(U, For Y(U, the redesigned Single Shared Assessment.


	This case study primarily demonstrates good practice or progress in addressing the following issues:

	Economic recovery
	No

	Poverty 
	Yes

	Children’s early years
	No

	Health inequalities
	Yes

	Other key local issues
	No

	A shift to prevention and early intervention
	Yes

	Re-prioritisation
	Yes

	Better use of resources (budgets, staff, buildings, equipment, etc.)
	Yes

	Improved business processes (service planning, staff engagement, performance management, etc.)
	Yes

	Partnership working
	Yes

	Localisation of the SOA / local Community Planning
	Yes

	Community engagement and feedback 
	Yes

	Engagement of the voluntary sector
	Yes

	Engagement of the business sector
	No

	Improved performance attributable to the SOA approach
	Yes

	More cost effective performance attributable to the SOA approach
	Yes

	Contact details of lead officer:
Laura Saunders 

Laura.saudners@shetland.gov.uk
01595 74 4355


	


	Name of case study:  
With You For You

	SOA outcome/s and National Outcome/s supported by the case study:

Wealthier and Fairer 

N7: We have tackled the significant inequalities in Scottish society

N8: We have improved the life chances for children, young people and families at risk.

F.1 We have reduced levels and the impact of poverty, deprivation and social exclusion in Shetland.

F.2 Socio-economic disadvantage does not impact on the opportunities people have

Healthier

N6: We live longer, healthier lives.

Hth1: Maintain a healthy life expectancy, focusing on healthy weight, alcohol, drugs and mental health.

Hth2: Tackle health inequalities ensuring that the needs of the most vulnerable and hard to reach

groups

Hth3: We will support and protect the most vulnerable members of the community, promoting independence and ensuring services are targeted at those that are most in need.
Safer and Stronger
N10: We live in well designed, sustainable places where we are able to access the amenities and services we need.

N11: We have strong, resilient and supportive communities where people take responsibility for their own actions and how they affect others.



	Partners involved in case study:

NHS Shetland 

Shetland Islands Council 

Voluntary Action Shetland


	Description of activity:

Shetlands Islands Council, NHS Shetland and Voluntary Action Shetland embarked in August 2009 on a transformational journey together.  The main aim was to ensure that any vulnerable adult in the community wishing to access support or information can do so in the most productive, efficient and customer friendly way. 
The incompatibility of the processes were complex, repetitive and often led to unclear boundaries and roles, delays in service provision, creations of bottlenecks in service delivery, a lack of positive outcomes for our customers and a crisis response service rather than planned service. A multi agency project team redesigned the whole process for accessing support services. Now all agencies use one shared form called Understanding You. 
Soon all agencies participating will be using one integrated ICT system and now our customers can go directly to the most appropriate agency for support. We also have a one stop shop for information and signposting.
This has been live since April 2010 and there is already positive feedback, customers are able to access services faster and are receiving services faster. Practitioners are also feeling the benefits of agencies working more closely together.

This is being combined with the rolling out of the Well North project into various areas (highlighted within SIMD data) where a team are embarking on deploying proactive nursing intervention to high risk patients, through FP practices, and working with customers to ensure they have the right skills to self manage. 

The original brief was;

· The first customer contact is the start of the assessment;

· To use one assessment, shared between agencies;

· 90% of services will begin to be  provided within 21 days from the first point of contact; 

· 100% of carers are offered an individual needs based assessment; 

· The most appropriate person for the customer coordinates the process; 

· Puts an end to inappropriate placements, through access to a range of flexible alternatives, and

· Improves customer satisfaction.

A process is now in place which meets all of these objectives and is being used within all of the partner organisations. Customers will be called back at 22 days from the initial point of contact to ensure that services are being delivered in the agreed timeframe and will also be asked to give feedback on the quality of the process and services provided.
The aim is to increase the quality of life of those who are affected by these care needs. By focusing on the customer it allows all the agencies to deal with the issues that the customer needs dealing with as quickly as possible and at a high standard.


	Evidence of impact / progress:

Shetlands Citizens Advice Bureau have recently recruited a customer relations officer whose role is to;

· Provide customers who do not know which service they need with information and where appropriate put them in touch with the correct agency,

· Provide a quality assurance role by collecting feedback on the customer experience, and 

· Provide reports for practitioners and management to support the Quality Framework. 

At the beginning of the project the community care social work team were doing an average of 16 assessments per month. The OT team were doing an average of 31. The Care@Home team were doing an average of 1. The NHS were doing none. Now, with the emphasis in the process that the assessments should go directly to the most appropriate agency, the community care social work team are doing an average of 7 while the OT team remain unchanged. The care@home team are now doing an average of 6 per month and the NHS are doing an average of 3 per month. All the assessments are done using one form called Understanding You. 

“A clear example of improved customer satisfaction and flexible solutions, was a recent customer who after an operation did not need to stay in hospital but required additional support to return home. This request was put directly to the most appropriate agency and was agreed by the care@home team and the district nurse team. Before With Y(U, For Y(U this request would have required a social work assessment and approval from a social worker, all of which would take up to 2 weeks, now it was done and dusted in less than 2 hours” 
                                                                       Care Centre Manager (Lerwick)
This new process has resulted in savings for all the organisations and staff; customers are moving faster through the service, there are no longer any waiting lists for services and there are no delayed discharges from hospitals.



	What added value has the SOA process brought to the delivery of these benefits?:

The SOA process has strengthened partnership working, which is utterly vital for this process to work.
It has also provided focus, so that agencies can concentrate on what is really important to the local communities.



	Good practice and lessons learned:

The With You For You process in itself can be highlighted as good practice as it was necessary to redesign the whole system and some parts of the services using LEAN methodology. It has made access for our customers much more efficient.

Staff and the organisations are already making savings and have the potential to make much more; as customers are moving faster through the service, there are no longer waiting lists for the services and there are no delays in hospital discharges.

It is important when undertaking a redesign which is so huge, has enormous benefits for our communities and is such a cultural shift for our organisations, that managers take the time to speak this through with staff to ensure they are completely satisfied and that they understand that true organisational change of attitude takes time.



	Other relevant information: 

You can visit the With You For You website for more information

http://www.shetland.gov.uk/socialwork-health/4u.asp



