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	What the council needs to do to improve safeguarding

	Improvement Area 1 – Ensure timely feedback to other organisations which make safeguarding alerts.

	How is this to be achieved/action
	Expected evidence of improvement
	Lead Officer(s)
	Timescale

	1. Develop proforma letter for responses to alert organisations at the point of decision-making (will be built into CareStore [ICT system] development of safeguarding forms).
	1. Design and schedule an audit of all provider services (to evidence improvement).
	P Dand
	30/06/2010

	2. 
	2. Re-establish regular meetings of the multi-agency ‘Commissioning Quality Group’.

Increase in the quality of provision in the market.
	P Dand/

K Darragh/ Procurement Team/

Customer Care Manager
	

	2. Ensure that relatives/carers with a concern about a service are aware that a review is underway and that their concerns had been acted on.
	1. Establish a regular system of customer direct sampling (to evidence improvement).
	P Dand
	

	Improvement Area 2 – Ensure that service users know what action they can take when they feel their services may not
       be up to the standard expected.

	How is this to be achieved/action
	Expected evidence of improvement
	Lead Officer(s)
	Timescale

	1. Request Adult Safeguarding Board to formalise request to provider services to give new users to their service a safeguarding leaflet accompanied by the ‘Complaints’ fact sheet.
	1. Ensure service users have a clear understanding of how to raise concerns about service quality.
	P Dand/

K Darragh/

B Colman
	30/06/2010

	2. 
	3. Ensure all service users receive information following assessment (i.e. information on what to do if they are not happy with a service).
	
	

	2. Commissioners to check complaints process as part of contract monitoring process.
	as above
	Procurement Team/NHS Funded Care Team
	30/06/2010


	What the council needs to do to improve quality of life

	Improvement Area 3 – Ensure that people can find information on the internet site easily through internal search

      facilities.

	How is this to be achieved/action
	Expected evidence of improvement
	Lead Officer(s)
	Timescale

	1. Establish input from Customer and Support Services into the Self Directed Support (SDS) project;
	1. A strategy in place to create universal information and advice services.
	D Entwistle
	30/04/2010

	2. Evaluation of Corporate Customer Services Strategy and requirements to support personalisation through SDS project;
	
	D Entwistle/

J Tanner/

B Gathercole
	30/04/2010

	3. Establish and begin implementation of Marketing and Communication strategy;
	
	D Entwistle/

B Gathercole/

B Colman
	30/04/2010

	4. Development of the council internet web pages and service directory;
	1. Planned arrangements in place for universal access to information and advice:
	D Entwistle/

J Tanner/

B Gathercole/

B Colman
	30/09/2010

	2. 
	a. Increase in the number of ‘hits’ on relevant web pages;
	
	31/3/2011

	3. 
	b. Interim changes to web pages to provide easier navigation.
	
	30/9/2010

	5. Model for contact centre development - confirmed strategy.
	1. Planned arrangements in place for universal access to information and advice.
	D Entwistle/

J Tanner/

B Gathercole/

B Colman
	30/07/2010

	(for all the above see also Improvement Area 6, 1 & 8, page 4)
	
	
	


	Improvement Area 4 – Ensure that people receive OT assessments and adaptations in a timely way.

	How is this to be achieved/action
	Expected evidence of improvement
	Lead Officer(s)
	Timescale

	(From existing Action Plan):
	
	
	

	1. Review of referrals to Occupational Therapy Team.
	1. Reduced waiting list for major adaptations from 166 to 150, by 31 March 2011;

2. Target for average length of waiting time from assessment to work beginning is 21 weeks, by 31 March 2011;

3. Reduce average waiting time for OT assessment to 6 weeks, by 31 March 2011.
	D Clemmett
	31/07/2010

	2. Define Plans for prioritisation of referrals for Occupational Therapy Team.
	
	D Clemmett
	31/07/2010

	3. Define plans for fast-track of referrals for major adaptations.
	
	D Clemmett
	31/07/2010

	Improvement Area 5 – Ensure that people have full and timely information about equipment and increased options for

      accessing it.

	How is this to be achieved/action
	Expected evidence of improvement
	Lead Officer(s)
	Timescale

	1. Equipment catalogue available online
	1. Improved options for accessing equipment information;

2. Monitored via number of hits on the web page.
	J King/

B Colman
	30/04/2010

	2. Investigate potential for online ordering of equipment
	1. Improved options for accessing equipment information;

2. Production of scoping and project plan for potential delivery.
	P Covell/
L Dixon
	31/03/2011

	3. Published Disability Services Leaflet
	1. Leaflet produced and available.
	P Covell/
B Colman
	31/07/2010


	Improvement Area 6 – Ensure a robust and consistent ‘first contact’ for people seeking help from the department.

	How is this to be achieved/action
	Expected evidence of improvement
	Lead Officer(s)
	Timescale

	1. Establish and begin implementation of Marketing and Communication strategy (see also Improvement Area 3, (1 – 5);
	Personalisation – Information and Advice:

A strategy in place to create universal information and advice services.
Communication made to the public including all current service users and to all local stakeholders about the transformation agenda and its benefits for them:
	D Entwistle
	30/04/2010

	2. Communicate to the general public using case studies and benefits through Life IN Salford;
	
	
	30/04/2010

	3. Communication with all stakeholders – various approaches;
	
	
	30/04/2010

	4. Continuing engagement with users and carers;
	
	
	30/04/2010

	5. Reconfiguration of Personalisation Stakeholder Group;
	Stakeholder Group reconfigured;
	
	30/04/2010

	6. Provision of Personalisation leaflets distributed to current users;
	Personalisation – Information and Advice:

A strategy in place to create universal information and advice services.

Communication made to the public including all current service users and to all local stakeholders about the transformation agenda and its benefits for them.
	
	31/07/2010

	7. Model for contact centre development confirmed;
	
	
	31/07/2010

	8. Planned arrangements in place for universal access to information and advice.

(see also Improvement Area 3, (1 – 5, page 2);
	
	
	31/10/2010


	Improvement Area 7 – Continue the work with care homes to improve their ability to meet the needs of residents with

       complex needs and to increase the numbers of good and excellent homes in the area.

	How is this to be achieved/action
	Expected evidence of improvement
	Lead Officer(s)
	Timescale

	1. Market management project was identified and implemented.

We have used the information above to inform our project plan regarding Market Management. CRILL/LAMA data was one of the key performance indicators used to identify participants in Stage one of the project.

A series of meetings held to establish the comprehensive programme.

First market management workshop held on 2/3/2010 and a follow-up workshop scheduled for 11/5/2010.

This is ongoing work through 2010/11.

Stage 2 Market Management
	1. Increase in the quality of provision in the market:
	K Darragh
	31/03/2011

	2. 
	2. Measured via CQC Quality ratings, and

internal quality measurement.
	
	

	3. 
	3. Second market management workshop to be held on 11/05/10.
	
	11/05/10

	4. 
	5. Encompassing remaining elements of the care market.
	
	30/11/2010


	What the council needs to do to improve leadership

	Improvement Area 8 – Ensure that people with continuing care needs are not disadvantaged by disputes between

       agencies.

	How is this to be achieved/action
	Expected evidence of improvement
	Lead Officer(s)
	Timescale

	1. Consultation with DMG and colleagues on the draft joint policy/protocols.
	
	D Entwistle/

C Entwistle
	30/06/2010

	2. Locally derived Continuing Care joint policy/protocols established and agreed.
	Continuing Care joint policy/protocols agreed by NHS Salford and Salford City Council.
	D Entwistle/

C Entwistle
	31/07/2010

	3. Continuing Care joint disputes policy/protocols established and agreed.
	Continuing Care joint disputes policy/protocols agreed by NHS Salford and Salford City Council.
	D Entwistle/

C Entwistle
	31/07/2010

	Improvement Area 9– Ensure that ICT in integrated services is fit for purposes.

	How is this to be achieved/action
	Expected evidence of improvement
	Lead Officer(s)
	Timescale

	1. Review ICT development plans supporting the implementation of personalisation
	1. Medium term ICT plans will be developed, complimenting personalisation.
	K Darragh
W Threlfall
	31/03/2011

	2. 
	3. Easing access to client data on ICT systems.
	
	

	2. Review ‘Total View’ development and enhance functionality/coverage (where possible).
	1. Easing access to client data on ICT systems.
	K Darragh
W Threlfall
	31/03/2011

	2. 
	3. Giving a rounded view on client support/actions.
	
	

	4. 
	5. Improved care management functions and focus on outcomes.
	
	


	What the council needs to do to improve commissioning and use of resources

	Improvement Area 10 – Encourage the development of user led organisations which could take a leading role in the

         personalisation of services.

	How is this to be achieved/action
	Expected evidence of improvement
	Lead Officer(s)
	Timescale

	1. Establish meetings with Salford Disability Forum (SDF) and SUGGEST to progress development of a user-led organisation.
	Salford ULO established by 31/12/2010.
	D Entwistle/

J Skelton
	31/05/2010

	2. Clarify options for the Salford model to meet ULO design criteria and service requirements.
	
	D Entwistle/

J Skelton
	31/07/2010

	3. Co-produce consultation exercise with key stakeholders to raise awareness of requirements and engagement re input to support model.
	
	D Entwistle/

J Skelton
	31/08/2010
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