How Has Working Together For Change Influenced our Commissioning Decisions?
	What was the purpose of the WTFC process?

	A short summary of the purpose of the specific WTFC exercise

	I’m not doing what I want to do  
Ways we can work in partnership to improve the standard of service we deliver primarily service user lead and provider focus 
What would a 5* service look like to the people we support. 



	When did we meet and who was involved?

	Met on monthly bases

All service user within Laidleys Manor

The Staff team within Laidleys Manor

Sue Shaw- Regional Director NWCS

Sean Moore- Assistant Director NWCS

Andrea Denye- Service Manager NWCS

02.06.10

Care-fully trained – Complete training for people who care – Claire twist –Suit 9, Mawtect House, New Street, Mawdesley, Lancashire, L40 2QP, Tel 01704 823482 External training provider  worked alongside us to designed a training course focussing  on the outcome of our PCP planning and task groups to help us achieve and deliver  a high standard of training to our workforce in specific areas i.e. hospitality, effective communication, standards, customer service, 
10.07.10

Wyre volunteers bureau – Lord street Fleetwood
The Volunteers Service helped us make contact with Some potential volunteers in our area, they helped job match suitable candidates who we then interviewed and put forward to CRB.

Met with Sam Bennett and Max Neil regarding project progress at Laidleys Manor



	What people told us:

	What was working in people’s lives
	What Was Not working in People’s lives

	The key themes that were identified 
as working in people’s lives
	The key Themes that were identified as not working in people’s lives

	They have more choice and independence living in extra care housing.
Support staff are on hand 24 hrs a day
Buzzer call system in my home makes me feel secure.

	Their home is not always personal to them or the way they like it.

Improvements could be made to be more person centred, personalised and specific to my needs.

Sometime I would like to have more friends and people to talk to – unpaid who are not on a time scale.

Sometimes I don’t like to press my buzzer because I feel that I am a being a pain.
Sometime I can over press my Buzzer for silly things.
I can’t answer my front door to let my visitors in or offer to make them a drink due to my disability.

	What people told us:

	What is important for the future?
	What Success Would look like

	The key themes that were identified as important for the future
	How things might be if we managed to address the issues people raised in the process

	STAFF - How they interact with Service Users - Personalities, appearance, professionalism, confidentiality, key workers matched to me buy me, respect of personal belongings.. 

TRAINING- Must be relevant to me, hospitality training to improve public relation skills, training up-dated regularly to keep up with trends. 
SUPPORT GROUP in-house where I can discuss any issues with other people 

VISITORS AND FRIENDS - Visitors and family to our services - meet and Greet service, drinks offered by staff.

COMMENTS BOX- Comment Cards for recommendations by visitors and service users.

BUILDINGFLATS- standards expectations - i.e. dishes put away after every meal, beds made, towels folded, decors clean and tidy, doors to my store room are closed in case of visitor Question – services users need to know what they are responsible for i.e. washers, cookers, fridges, and showers – different advice given.

COMMUNAL AREAS- 

Decor – Do they like the colour, furnishings, and facilities within the building?

Side door- needs to be electronic; it’s annoying for wheelchair users.

What do they pay their service charge for – laundry room, gas, water, grounds, general up keep of the building?


	All our Support workers would deliver a professional and friendly service Person Centred showing respect to the service users in every aspect of daily living and respect their own homes and the choices they make.
In house training tailored to the needs and wishes of the people we support giving the support team a higher level of knowledge and understanding of the individuals needs. 

In house support group- service user led as well as tenant meetings.
Service users encouraged to socialise in there communal areas and to participate in more community activities.

A staff member meets visitor and family where appropriate and shows them to the service users flats being helpful and friendly offering hospitality.
Comment card and a suggestions box is in place for all to use.

Service users personalise their own home to how they like it, with our support and take ownership.
Staffs are training in hospitality and we have set high standards to keep their homes looking clean and tidy.
Regular meeting with the housing providers to discuss building issues


	Projects initiated

	The ideas: (e.g. To put this right for people we decided to…)
More training for staff in specific areas – Hospitality, effective communication, comments and complaints, standards, customer service.
More training around individual’s conditions and how it affects them as individuals.

More unpaid help would be useful for socialising having more time to spend with the service users.

More meeting and socialising events for service user interaction.

More tenants meetings and better methods of communication from the housing provider.
Have a more open and accessible comments and suggestions’ box for all to use.


	Here’s how we did it

	Met with an external training provider who we have used in the past for a number of different training courses, we discussed the project in depth and the outcomes of our PCP task groups with the service users at Laidlleys manor and the outcomes from their visits to other 5*venues.   Claire Twist and Andy Bradshaw from Care-fully Trained both worked alongside myself to design a new course headed 5*standards covering all the topics from our outcomes they then delivered this over 2days to a pilot group of ten staff from Laidleys.
More in- house training designed and delivered by one of our senior support workers who is a qualified nurse met with some the individuals in Laidleys Manor who had the same conditions  i.e. MS, Cerebral Palsy, Epilepsy and discussed the common symptoms and the individual specific symptoms and how if effect them.  This was then delivered to our staff team in small training group.
Elaine Fishwick gave me some contact numbers for volunteers services in our area the Wyre volunteers service seemed the most organised and willing to help as they already had a good database of volunteers, we met with the manager and she came to our service and had a chat with some of the service users to identify their needs.  We started the interview process.
We set up a service users events and activity co- coordinator-  one of the service users to help organise and plan activities in house and to share all the services users views and wishes.

More meeting with the housing association and questions pre-planned in advance for service user to remember and to get the answers they needed.
Service users help design, new comment and complaint cards for all to use and a new suggestions box has been put in the lounge at Laidleys.
Service users are now actively involved in supervision and appraisals - a set of different questions are asked each month to each service users regarding the support  they receive from nwcs key workers and support team, the outcomes of these questions are then promptly addressed with the staff member throughout  their supervision/appraisal 

Any relevant information is feedback to the support team.
Service user are decorating their own flats and personalising with fire places etc.



Outcomes
	Outcomes:

	What has changed for the group of people affected by the WTFC process?
How have practices changed?

	1. Staffs are better trained in the areas identified by the service users, therefore standards of the provision are higher and the service users are happier.



	2. Service users are working together to improve their own future, actively getting involved and putting their views forward, taking control of their own lives.



	3. Laidleys has a more open door policy to suggestions and recommendation as the service users and staff designed their own comment cards and box.


	4. Better recourses to monitor and measure the outcomes as our service users are now involved in staff supervision and appraisals regarding their Key workers.  This means issues are raised more openly and acted on quicker, feedback to staff is more personalised and relevant, better measure for management and quality assurance to monitor the workforces and the provision.


	5.




	What Didn’t Work? 


	What difficulties and obstacles did we face? Which problems and issues still need to be addressed – maybe in another way? Record learning for future projects here.

	The volunteers service gave us a number of potential candidates but out of the 7 we interviewed and 5 we put forward for CRB only one of them has honoured there word and that is only for 1 hour per week.  Unpaid support is not reliable in our case.
Getting the service users to take control of their own lives and not expecting it to be done for them.
Service users didn’t turn up of support group, they too busy with their own lives and feel it is going back to institutional practices – we have encouraged more social events where this happen naturally.



	Impact on Costs

	What are the cost implications? Have the projects cost more money, saved money, or achieved more with the same resources? 

	The cost of training in specific area has been the highest outlay and project teams own time, but the benefits out way the cost’s as the standards within the service are higher and the service users are happier.



	Other Comments and Learning

	Any other comments or learning that might assist future WTFC or other commissioning processes.

	These project can be time consuming for the people involved as they have their own jobs and workloads to contend with ’but it has been worth it to see the benefits within the service and the desired outcomes achieved.



What next?

	Next steps:

	What we still plan to do:

	Continue to monitor and evaluate the outcomes made by the project long term as the short term has been a success.  Quality Assurance
Continue to meet to discuss any new ideas and ways to improve the service we provide - service users lead.
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