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@ Government
Manifesto
"provide a better
integration of health,
housing, benefits
and social care for
older people”

Why Sure Start to
Later Life?

@ ‘Opportunity Age’
As part of delivering this

@ ‘Link Age’ Created a vision
where by ‘older people or
people seeking advice on

behalf of an older person will
have easy access in their local

area to information about the

full range of services available

set up called “Link-Age
Plus” which are providing
older people with access
to a wide range of more
integrated, joined-up
services.

strategy pilot projects were

@ ‘Putting People First’

Cross Government
concordat to ensure a
strategic shift for services
towards prevention and early
intervention including need
to develop universal
information and advice
services regardless of need
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‘Care Direct’ pilots
offered a single phone
number as gateway to
services

®

@ DWP led ‘Third Age
Service’.

DWP developed Joint
Teams between Local
Authorities and the
Pension Service via the
establishment of a
Local Pension Service

Audit Commission report

found that “Older people
want services delivered not
as isolated elements, but as
joined-up provision, which
recognises the collective
impact of public services on
their lives.”

@
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‘A Sure Start to Later Life’
This report suggested that the
Sure Start approach in
galvanising communities and
reshaping
children’s services, could
work equally well with older
people.

Lincolnshire

COUNTY COUNCIL



Lincolnshire’s Local Area Agreement is developing a ‘Sure Start to Later
Life’ model in order to:

= Encourage agencies to work together
= Help the over 60’s navigate public and third sector services
= Prevent agencies duplicating work
= Help the over 60’s receive the services they may be entitled to
=  Work preventatively rather than reactively
It is a recognition of the fact that older people want

services delivered not as isolated elements but as
joined-up provision.
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How will Sure Start to
Later Life work In
Lincolnshire?

Lincolnshire’s Sure Start to Later Life currently includes two key
initiatives which underpin our approach to developing the programme

and over who require low level preventive services
ConfOCt from arange of public and third sector partners

Stay safe & Independent

- The building block for the Sure Start approach is a
I rS signposting and referral Scheme for people aged 60

An ongoing campaign aiming to publicise information
Everybody and raise awareness of the help and support that is
BENEFITS available to vulnerable people across the community,
focusing on specific issues where appropriate
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Irst.
contact s,
Volunteers

Irst
contact
Online

stay safe & independent

Volunteers living in the local community delivering
advice and support to vulnerable adults and people
aged 60 and over

Online resource directory through which people can
access information about local services and activities
which will help to keep them living independently and
feeling part of the community
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£ irst) What is

contact First Contact?

stay safe & independent

" First Contact is...
firs
contact

shay sofa & Incepandent

an assured signposting scheme for the over
60’s.

a simple checklist that customers can complete
to access services from over 20 different
agencies

a tool that staff can use to address concerns
they may have for the safety and well being of
their older customers

available throughout the county since January
2009

funded by Choosing Health money from
Lincolnshire Primary Care Trust

delivered in partnership across statutory and
third sector organisations

jointly managed by Lincolnshire County Council
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Helping you stay safe & "
B independant in your own home and Age Concern



firsty

contact

stay safe & independent

1 First Contact works with public and
I rS valurtary senices to help you stay in

your home, and keep safe and well

contact

Please fil in the form attached to this leaflet and send it to ua
The relevant sarvices will then contact you within 28 deys.

They wil offer information and sdvics on our ssnices and what
could be evailable to you,

They meay be able to offer 8 home visit but will abweys contact you
firet to maks an appointrent. Always ask for identification befors
letting sormeone you don't krow into your kome,

When you hewve completed the form detach it from the leaflst,
eadl it up using the s=if adheaive strips and send itback to
ua fres of charge.

If wou need help with filling in the form, pleass phone us
on 01522 782172 and we will fill in the form with you over
the phona.

This i= a partnarehip initiative supported by AG
Lircodnehins's Local Area Agresment &‘h
o

Capyrighi @ 2004-07 Age Cancam

How do customers

access First Contact?

Partner agencies complete a checklist with an
older person if they visit them within the course
of their work or speak to them on the phone.

Posters are placed in community locations with
the phone number on and the scheme co-
ordinators can complete the checklist with the
customer over the phone

Leaflets containing the checklist are placed
around the county for customers to complete
on their own.

Co-ordinator’s will be promoting the scheme
and completing checklists at events and
meetings e.g. neighbourhood watch meetings,
age concern clubs etc...
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firs
contact

stay safe & independent

Do you haee awoking smoke alam on each

Noor of your home and knowshat to doln ‘fas ( Lincoinshing Fire & Rescus
oA of et
Bremlon Coureil,
o i Do Cour.
Do you haee ary repalrs that need dolng to L RNEtLOLIT
oo o e o s | Mo e
South Kesteen District Council or
Wast Linds ey District Council
Coyou evar find H dificult Ing around
the hiouse, &.g getting In mmﬁm bed, No Adut Sodal Carne,
wazhng yoursall or gatting up and doan Lnzonshie County Councl
saks?
AR you ablke o Keap your home wam? hCH] E;.tﬂ-'_:ﬂ? Erergy Sficiency
Are you womled about having a fal AMDVOR
hawa wou falb n reca mily? £ Woud you Tke halp
ard adélcs about mantaining a healthy Iifestyle | Mo Age Concam
o pravvent al=? Kyes, please conplele GF
imormetion & the Dodlom of this Balel.
Wiould you Ike advice on cime reduction and
parsona Fhoms Sa sty Ma Uncainzhe Polcs
Wou b you Ike advbe on money and
benen i thatyou may bs entisd o7 M Local PErelon S enlos
Wauld wou Ike 1o recelve ntomation aoout Ma Acceszbiity and Palicy Unit,
local transpot Inyourarea 7 Uncoinshing Counky Souncll
South Lincalmshire CVE, Vol
Wiould you Ike Infomation about local Action E_trmur.;% \E'hn;;g:m
lunchecn cdubs, acthity groups or M Sarvies Lincaln, Volunkry Canra
wolunearng opporiun Sorvias Merth Kaslovan or Vo kintry
Cantre Servoes Weel Lindeay
Wiould you Ike helpadvice about domestic
halp a¢alable such as cbaning, gardaning, Mo AgaConcam
shopping, prescription colacion?
Doz arvyorse halpto ook after wouin an unpaid Mo Shae ha Cars

capaciyor do you look after anot her person?

The answer circled

determines whether a
referral is made to the
relevant listed agency

Answers in the shaded
column indicate a referral
will be made
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ﬂrSt) Summary of Scheme

contact

stay safe & independent

Completed checklists are sent to the Central Coordinators based in the Customer Service Centre who generate
referrals to the required agency prompting them to contact the customer and deliver information and advice on their
services. Coordinators always put the checklists on the their CRM system within 1 working day.
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ﬂrSt) Summary of Scheme

contact

stay safe & independent

Our partners receive the referrals via secure email.

Our partner agencies include Adult Social Care, Lincolnshire Fire & Rescue, District Council Housing Teams,
Lincolnshire Affordable Warmth Partnership, Age Concern, Lincolnshire Police, Local Pension Service,
Accessibility Policy Unit and voluntary centre services.
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ﬂrSt) Summary of Scheme

contact

stay safe & independent

Our partner agencies then have 28 days to contact the customer to provide information and advice on their
services. Agencies may offer specific services to customers dependant on eligibility criteria, payment or financial
assessment.

Our partner agencies report basic outcome information back to the coordinators to acknowledge customer contact
and to provide the scheme with a record of outcomes.
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firsty

contact

stay safe & independent

* A quick and easy way to access 11 services

* Assists customer navigation of public and
charitable services

» Customer should receive partner agency contact
within 28 days

» Helps customers receive the services they are
entitled to

» Helps to educate customers of services that could
help them in the future

» Encourages access by making it easier to ask for
help while maintaining dignity

* Older people feel more valued
* Helps customers to remain safe and independent

* Preventative, low level action prevents
deterioration.

Benefits of
First Contact

* A quick and effective tool for signposting
» Strengthens relationships between partners
» Encourages holistic, preventative working

* Partners know that the customers they refer will
receive guaranteed contact from the agency they
are referred to

» Establishes and builds upon good signposting and
referral procedures within partner agencies

* Provides partners with new customers

» Can save agencies time finding appropriate
signpost agencies or making referrals by phone

» Enables agencies to provide a form of service
when their services do not meet the customers
needs

*» Assists agencies in meeting KPIs.
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firsty

contact

stay safe & independent

Case Study

Mrs Clark Mablethorpe 73

Mrs Clark is the main carer for her husband who was in hospital at the time of her referral. Her family
lives hundreds of miles away so they were not able to provide much practical support. Mrs Clark was unaware
of any services that could help her.

Mrs Clark said...

“l used the Voluntary Car schemes to visit my husband in hospital which halved the cost, it was a lifeline as | felt |
couldn’t ask friends neighbours to help in the long-term”

“First Contact was a great help to me at the time when | needed it the most. | had no idea there was such a range of
help and support, never mind how to contact them, it is great to know that someone can visit you at home and take
some of the strain of caring for a loved one. | found the checklist questions simple and all agencies contacted me at
home within 28 days”.

“l think the scheme is a wonderful idea and | would not hesitate to use it in the future. It is so
comforting to know that there is such help available.”
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David Stacey -
Project Manager for Health and Wellbeing
david.stacey@lincolnshire.gov.uk
01522 554017




