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Consultation Background and Aim

Background
Norfolk County Council are currently reviewing Direct Payment
Support Services to ensure people who have a social or health care
need, (which the Council or local NHS is required to meet), have this
need met in a way that they can easily control and manage.
Direct Payment Support Services are commissioned by Norfolk
County Council to help individuals to plan and manage Personal
Budgets delivered as Direct Payments. There are four parts to the
current service: Payroll Services, Supported Account Services,
Employment Support Services and Support Planning Services. There
is also an Advice and Information Service.

Aim of this work
Through this Consultation Norfolk County Council aimed specifically,
to listen to people in Norfolk who use Direct Payment Support
Services, about what is good about current services and what they
would like to see improve in the future.
The Council also wanted to listen to people who do not use Direct
Payment Support Services but might in the future; for example, older
people, carers and people living with a health condition or other
experience of disability, that may require them to access more
support in the future.
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Consultation Methodology

Norfolk County Council commissioned the Norwich-based
independent consultancy Snagge Moore & Associates Ltd to work
with a range of organisations across Norfolk, including existing
service providers, through meetings and workshops with people
who use services now, or may do so in the future, to understand
peoples experience of Direct Payment Support Services in the
county.
The Consultation focus was not the wider Council Review of
Support Services, which is was also underway, but rather, a focus
on what customers value about existing Support Services, and
what improvements or aspirations they may have for their future.
The aim of the Consultation was to have a small number of quality,
county-wide conversations, through Workshop or focus group
settings, with targeted groups of people, rather an extensive
programme of interviews with a large number of people.
Snagge Moore & Associates Ltd also developed an internet-based
e-survey, to provide people with an alternative opportunity to
share their views and experience, on a voluntary basis, and at a
time of their choosing. Telephone access to this survey was also
made available.
The Consultation was designed to support people with a wide
range of experience of disability and health conditions, to share
their views and participate; for example, through one to one
telephone calls, use of advocacy groups to support
communication and use of accessible community venues.
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How did we reach out to people?
A number of channels and incentives were used to
maximize Consultation engagement, these included:
• Extensive networking through existing Support Services Provider
channels; for example, Age UK Norfolk awareness-raising activity
• Printing adverts promoting the Consultation on 1000’s of Equal Lives
customers Statements and other materials.
• An interview about the work on BBC Radio Norfolk's prime-time
evening news show.
• Paid for print advertising (through the Argent Group) targeting
Dereham and Great Yarmouth residents.
• An on-the-ground community poster campaign, in shops, libraries,
GP surgeries, post offices and other venues in Norwich and
Dereham specifically.
• Collaboration with Opening Doors on delivery of two learning
disability-focused Workshops, in Norwich and Cromer.
• Professional communications support.
• Web promotion, through Norfolk County Council and other sites
• Extensive social media promotion using Twitter and LinkedIn
• Physical, e-based (internet) and telephone opportunities to get
involved.
• A £20 thank you / Involvement fee offer.

Consultation events

Other Consultation activity

•Norwich (3)
•King Lynn (2)
•Cromer (1)
•Great Yarmouth (1)

•A Survey Planet e-survey, which ran
from mid October through to mid
December
•Telephone interviews and feedback (3)
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Marketing and Communications Examples
Share your views
on Direct Payment Support Services
at one of two Dereham Events
Tuesday 31 October at 10.30am, or
Wednesday 8 November at 6.30pm.

What are Direct Payments?
Direct Payments are a way for people to manage
paying for their health and social care services.
Social Services or the local NHS give you money
as part of an agreed care and support plan where
you buy the care or support you need, yourself.
Your views will help to improve Direct Payment
Support Services in Norfolk.
An Involvement Fee is available to everyone
who books and attends. You must book in
advance to receive the fee.
What are you waiting for? Book now!
Places are limited and subject to availability.
Call William Snagge on 07922 611712 or email:
consultation@snaggmoore.com - Events are run
by Snagge Moore & Associates Ltd. on behalf of
Norfolk County Council.
www.snaggemoore.com

2017
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Who got involved (and how)?
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Who got involved?
65 people got involved in the Consultation. Participants made an
important contribution, bringing significant experience of social
care and direct payments support services to the conversation.

Who got involved?
Direct experience of a disability
or older age and an experience
or interest in DPs

5%

Social care professional

43%

38%

Carers including family Carers

14%

Facilitator/other

How did people get involved?
Workshops were the most popular method people used to
contribute to the Consultation. We held seven Workshops across
Norfolk over the Consultation period, including two delivered in
partnership with the learning disability advocacy charity Opening
Doors.

How did people got involved?
Collaborate Essex
Workshops

31%
54%

Learning Disability focused
Worshops
Online/e-survey

15%
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Consultation Approach
and Feedback

•Workshops
•Learning Disability Focused Workshops
•e-survey
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Workshop Approach

Our Approach to the Workshops
Our approach to the Workshops was to structure conversation
around peoples experience of Direct Payment Support Services
around the seven steps outlined in In-Controls Seven Steps to Self
Directed Support.
In-Controls Seven Steps to Self Directed Support
www.in-control.org.uk

People seemed to value this ‘end to end’ approach to thinking
about Support and Direct Payments. It also helped us to be clear
that the Consultation was Process rather than Policy focused.
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Workshop Approach

Approach to the Workshops continued.
Key definitions and a clear outline for the two-hour Workshops were
important.

We explained how Norfolk County Council would be using the
feedback and we also introduced the concept of a conceptual
space - between receipt of a Direct Payment and improved
outcomes - that Support Service might fill.
The largest Workshop had 14 participants, the smallest 4.
36 people attended a Workshop, excluding those (reported
separately in this document) targeting people with direct
experience of a learning disability (9).
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Workshop Feedback

Indicative (or initial) budget setting - things people value
•A personalised person centred process.
•Understanding and empathy.
•Seeing the whole individual and not just the health condition or disability.
•Good attitudes and values.

Indicative (or initial) budget setting - things that could be
improved
•More information at the beginning on the self directed support and direct payments
process.
•Omitting discussion about ‘the need to make savings’ and budget pressures, from early
conversation about support needs and health/care outcome ambition.
•Development of a workforce with more knowledge about Direct Payments and their
potential.

Support Planning - things people value
•Clear information about and access to, independent Support Planners.
•Knowledgeable Support Planners.
•Help from people who understand Direct Payments and Norfolk's processes.
•Continuity of support through the process.
•Disability specific skills and knowledge.
•Empathy.

Support Planning - things that could be improved
•More transparency (in terms of information and decision making).
•More time; ‘post-Transition (from Children's to Adult Services) it has not felt so personcentred’.
•Clearer separation between assessment and planning.
•Access to and continuity of, support, through the process.
•Recognising it may take more than one discussion or meeting to develop a Support Plan.
•Improved access to third party support, including advocacy and other sources of
information.
•Holistic practice.
•Training (for Planners) so that people understand what options and choices are available.
•Promotion of an experience that feels more collaborative and less ‘done to’.
Norfolk
Norfolk Direct
Direct Payment
Payment Support
Support Services
Services Customer
Customer Consultation
Consultation
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Agreeing a Support Plan - things people value
•Social worker commitment to get a Plan agreed that reflects individual circumstances.
•Timely and where possible local, decision-making.
•Information on timescales and process.
•Feeling supported.

Agreeing a Support Plan - things that could be improved
•Time taken. ‘The process can take far too log; nearly three months for a decision last time’.
‘Life is hell without support, officers need to recognise and appreciate this..’.
•Getting information in a written form; ‘even an email would be fine; I can’t relax until its in
black and white’. ‘There is no security until things are written down’.
•Clear explanation of policy changes that might impact on funding decisions; ‘There are
ways of saying things, just being told you can’t have that any more or we need to find x
savings is not helpful and can be experienced as very distressing in the case of my disabled
daughter’.
•Greater commitment to recognise peoples experience; ‘Be on, or at least see, from my
side - even if there are financial pressures’.

Organising the money- things people value
•Having help.
•For many; access to god third party support is both essential and highly appreciated.
•People valued the Equal Lives approach; ‘polite’, ‘helpful’, ‘responsive’, ‘all taken care
of’, ‘takes the stress away’, ‘we really value EL support’.
•Having help organising NI, holiday pay, tax and pension contributions.
•Dedicated expert support from people who know about Direct Payments.
•Prompt payments to suppliers and employees (PAs and Support Workers).
•Expedient or responsive extra/additional support (where/when this is required).

Organising the money - things that could be improved
•Reminders abut payroll dates.

•Workforce access. A sense that support is not quite as accessible as it has been in the
past.
•Online access to review spending.
•A bit more clarity on statements about how funds are apportioned (e.g. between
payroll related costs and others).
•Extra/additional support for people with more complex needs or experience of
disability. [Asperger's Anglia reported lots of people in financial difficulties].
•Continued responsiveness when a problem or issue is highlighted.
•Clear and accessible communication channels including accessible telephone
support.
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Organising Support- things people value
•Support (from Equal Lives) with recruitment, drafting adverts, JDs, contracts, advertising
support and insurance were all valued.
•Access to people with knowledge around recruiting and employing people with a Direct
Payment; ‘finding a key person with knowledge helped me unlock access to others’.
•Additional hands-on support for people and family/carers that what to access the
advantages of employing their own support but struggle (‘just managing my disability is a
full time job in itself much of the time’), with some of the complexities and processes.
•‘A single accessible point of contact for help around employing people’; (without
necessarily subscribing to an extensive package of support).

Organising Support - things that could be improved
•Longer term Direct Payment commitments (especially where people circumstances are
unlikely to change a great deal over time) who make attracting and retaining PAs easier
•Enhanced access to staff training.
•A full third party PA Support Offer, which provides total support and seamless experience of
PA recruitment, selection, management and ongoing supervision. ‘For my son, with
Autism/Asperger's, who is blind, has OCD and other health conditions and disabilities - I need
a full third party PA support package’. NB, this could be provided by the Council, a voluntary
or other provider, but would need to be well supervised and potentially regulated.
•Help finding suitable Respite (and clearer rules/information around accessing Respite)
•Opportunity to access out of county services and support; ‘we are right on the border here’
(and Norwich is a long way away).
•Practical help getting things done; ‘help with the spade work’, ‘we don’t have the time and
energy, its not the love that runs out, it’s the stamina’.

Additional things that would help around organising
support
•Additional hands-on support for people and family/carers that what to access the
advantages of employing their own support but struggle (‘just managing my disability is a
full time job in itself much of the time’), with some of the complexities and processes.
•Across the whole process; access to support that will replace the role many family carers
take on when their lives end. This was a big concern for several participating carers.
•More access to PA/Support Worker registers; more hands on support with finding PAs and
Support Workers, and managing their employment.

Norfolk Direct Payment Support Services Customer Consultation

13

Living life (with a Direct Payment) - things people value
•Being able to do things and be less isolated; ‘Direct Payments enable my son to get out,
they provide vital transport, otherwise he would be isolated with no human contact’.
•Having choice and control..
•Being more independent from Social Services.
•Consistency in terms of PA/Support worker time keeping, trust-worthiness and confidence
•‘Doing normal things like eating out and interacting with others’.

Living life (with a Direct Payment) - things that could be
improved
•More information on services, clubs, activities and support we could access (with the Direct
Payment).
•Clearer definitions around what Direct Payments can be spent on.
•Finding services and support workers; ‘role for newsletter like Suffolk’s Activities Unlimited?’
•Being treated as an individual, a name not just a number, commitments to call back
honored; ‘time passes (with a query or idea) not valid anymore you give up’.
•Development of a resource around standby PAs/Support.
•Access to generic training, e.g. food handling and confidentiality.
•Improved PA support for Direct Payment users and carers.

Experience of Reviews - things people value
•Being listened to.
•Being involved in Review planning, including location, timing and access to additional
support as required.
•Reviewers who are up to date on policy.
•Reviewers who recognise that need can sometimes increase.
•Empathy, and understanding of peoples conditions.
•Opportunity for third party support in Review process.

Experience of Reviews - things that could be improved
•Unsolicited telephone Reviews, which are not clearly signalled as such; ‘My daughter’s
Review took place over the telephone, we were not told at the beginning it was the Review,
there was no involvement of my daughter’.
•Experience of unplanned Reviews with no regard to choice of venue or access to
appropriate support.
•Timeliness/regularity of Reviews; ‘I should not have to chase them’, ‘better diary system’, ‘Not
a year’s budget if the Review is 18 months.. 6 months with just basic care costs covered’.
•Reviews based on care needs not financial pressures.
•More understanding that Reviews promote anxiety and are stressful for many.
•Use of phone calls and email to be told about a cut; ‘just told on an email my son could no
longer access a service; our son was very upset’.
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Prepaid Payment Cards* - Peoples feelings around using
a card to pay for invoices and services they use
•Concerns around lack of human intervention when paying for services and support with a
card
•Clarity around access to information/updates/statements etc., otherwise accessed via a
call to or comms from payment services provider
•Concerns about services (and PAs/workforce) readiness to accept cards
•Questions about NI and pension contribution support/processes with card payment system
•40% of people at largest Consultation event (14) supportive, If existing paperwork
requirements are cut and providers actually accept them.
•100% of people at one of smaller groups (4) opposed.

Prepaid Payment Cards - Peoples concerns linked to loss
of support?
•Worry about being able to talk to someone (easily) if there was a problem
•Concerns about loss of card
•‘We’d need a back up plan’
•Concerns providers may put prices up because of potential additional transactions costs
associated with taking card payments
•Concerns about NCCs ability to cope managing cards and other payments (given some
people’s experience of direct payments) and knock on effect in terms of timely payments
(and associated administration) to essential Support Workers
•Lots of concern around how card would work when paying PAs
•Based on feedback around smartphone camera use (to photograph and submit
timesheets) concern about practicalities round this and question about how this will work
for people who do not have, or can not use, a smart phone.

Prepaid Payment Cards - other feedback
•Question about potential for abuse (by a third party), security and user error
•Request for ‘signing functionality’ beyond a PIN
•Concern that using a payment card may add an additional step in the process of paying
Support Workers (e.g. comms with Payment Services) would put some people off
•Other concern about training and support.
•More detail needed
•‘Feels more complicated than a bank transfer’
•Others felt the cards could work; ‘contactless feature could be useful for some transactions’
• Lots of concern about managing errors, handling queries and access to timely support.

* NB Prepaid Payment Cards were in the process of being introduced whilst the Consultation
was happening but were not yet available. Comments are therefore based on anticipation
of their introduction. See page 27 for further information.
Norfolk Direct Payment Support Services Customer Consultation
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Direct Payment Support Services - what is most important
about the way they currently work?
•Regularity, access to people that can offer support/answer queries, familiarity of process
•Fit with people’s lives: ‘My PAs and having PAs about my age’.
•There and set up; not broke.
•Impact on peoples lives: ‘they have transformed my sons life and had an enormous
beneficial effect on the whole family ‘ please recognise this value but also how important
continuity is’. ‘Not having to claim once a month - it is there’.
•Others valued current service providers: ’I value Equal Lives, they sort it out’, ‘Its not all just
left to me to sort out’.

Direct Payment Support Services - what do you value
less?
•From some parts of the system a lack of empathy at times: ‘could there be more training in
empathetic approaches to delivering all stages of the process?’, ‘DP teams difficult to
access’.
•Constant fear of loss or withdrawal of support: ‘living with the thought of loosing them and
the stress of this’, ‘The tight-rope situation – not feeling we need a crisis to get help’.
•Some concerns about equality of access and disparity in terms of what different people with
comparable needs and circumstances seem to qualify for. Esp. re. access to holiday/respite
funding and transport support.
•Concerns that budget pressures are undermining their effectiveness: ‘people’s support is
becoming standardised and much less’, ‘we need holistic approaches that look across whole
picture and at the wider benefits to society (of people having better wellbeing and greater
independence).
•Complexity of forms, paperwork and reporting requirements.

Direct Payment Support Services - what would you like to
see in the future?
•A greater commitment to timely written communications, especially around important
decisions in the DP process, e.g. Review outcomes and finance information.
•Careful supervision and regular review of NCC Account Management function: ‘I have
considerable concerns, given my experience of the DP team managing (incorrectly)
information about my brothers Contributions, If they can’t get this right, how will they
manage the complexities around Payroll?’.
•Others wanted recognition for Equal Lives work: ’Although they are under pressure, I want
to acknowledge the valuable work done by Equal Lives’. ‘They understand that people
can be very vulnerable and lead complicated lives (before they have to start managing
their money/paperwork)’, ‘I’m concerned that this level of personal, individual support may
be lost’.
• On process improvement: ‘At initial assessment/review, more time to consider, not just a
quick call’ ’and awareness training as to when’, i.e. not just first contact’ esp. for LD
clients/Carers’.
•On long term support: As a parent carer I’m concerned about support when I’m not
around’ - ‘future planning support’, ’Improved PA access/register and a third party PA
support service is needed (especially as older Carers die)’.
•On contingency planning: ‘There needs to be some sort of emergency support; my family
won't be able to pick up the pieces easily if something happens to me’.
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Feedback from Workshops with
People who Experience
Learning Disability

Our Approach
In partnership with Opening Doors we held two Workshops with
people who experience learning disability in Cromer and Norwich.
Discussion was wide ranging.
With support from Opening Doors we structured conversation
around a number of key questions and concepts including:
•
•
•
•
•

•
•

Understanding and exploring
different types of budgets, use of
money and income types
Defining a Personal Budget and
Direct Payment
Thinking about things that a
Direct Payment may be useful
for
Thinking about the things that
are scary about a Direct
Payment
Thinking about things that would
make a difference when
considering use of a Direct
Payment
Sharing experience of Reviews
Discussion about pre-paid
Payment Cards (with one group
only).
Norfolk Direct Payment Support Services Customer Consultation

17

Learning Disability Focused Findings - How a Direct
Payment could be used (or is):
• To meet Outcomes; being happy with friends, personal care needs and developing
new skills.
• Support Worker time to help with: cooking a meal, being a parent, going out
shopping, job hunting, help with money, reading letters and paying bills, wellbeing,
making friends keeping links, housework and looking after my home, gardening,
emotional support, help getting to appointments.
• Other things; equipment, visiting my family not sure if I will again.
• Social things and things I want that are in my care plan.
• Taxis and other transport for training and meetings.
• Attending services.
• Equipment like hoists and alarms.
• Cleaning help.
• Help with managing money.

Learning Disability Focused Findings - Peoples worries
around Direct Payments
• Money and safety; losing it, not
understanding it and Safeguarding.
• Giving out too much money and getting
the pay wrong.
• Support and help with understanding
Direct Payments.
• Support to manage my staff.
• What if support went wrong? Who will
help me sort it out?
• Mixing up personal money and Direct
Payment money.
• If you don’t understand the paperwork,
overspending and using budget too fast.
• Not enough money or not budgeting well
(running out of money).
• Finding people to employ.
• Support Workers (I employ) not doing
what I ask them to do.
• Paying tax and National Insurance;
getting it right, understanding it.
• Worry about health; what if I get ill and
can’t manage my money?
• What if I don’t understand and get it
wrong. Getting stressed.
• Worry about staff; not doing the things
they should, changing what they do, and
when they don’t come at the time they
should?
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Learning Disability Focused Findings - What would help
make Direct Payments Work?
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Good quality support and advocacy.
Help finding people (support workers); a list of PAs or a list of agencies.
Checks; DBS and references and help with these..
Support with interviews and support about being an employer.
Emergency back-up support when my carers are unavailable.
Regular Reviews.
The same person to go back to talk to about my money - a dedicated account
manager who knows my situation and circumstances.
LD aware/skilled support.
Accessible information on Direct Payments - Easy Read.
Clear and accurate statements, including information on personal contributions.
Good join-up and communications between the Council and money
management services.
Good phone support about the money I can easily access.
Access to independent support, i.e. not just from the service who provide third
party money management - Funding in my Support Plan that recognises additional
access costs I may have when using a Direct Payment.
Help to learn more money skills.
Emergency reserve fund if I overspend by accident or have an emergency.
Being able to talk to Social Services easily and get extra help if I need it.
Family support.

Learning Disability Focused Findings - Feedback around
Prepaid payment cards*
•
•
•
•
•
•

They sound confusing.
How would I keep track of spending?
Its hard to understand money you can not see.
How would you use a card to pay someone?
Feels like too much responsibility.
Who would teach me to learn about then and to use them?

* NB Prepaid Payment Cards were in the process of being introduced whilst the
Consultation was happening but were not yet available. Comments are
therefore based on anticipation of their introduction. See page 27 for further
information.
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Learning Disability Focused Findings - Experience of
Reviews - things people value when they go well
• Having enough time to choose and plan support with a Review, and for
preparation.
• Choice about location (e.g. somewhere independent).
• The opportunity to have your say.
• When the Reviewer knows me; ‘Maxine knew me inside out’.
• Support from people who know me at my Review (e.g. Ian at Opening Doors).
• ‘When I am listened to and understood’.
• Person centered Reviews: ‘She would walk along and talk to me, she went for walks
with me’, ‘Getting help with my education’, ‘Suggested something good - listened
to me about it’.
• My Review was not at home, which I wanted.
• I chose who came with me to my Review.
• It went well, it was my meeting and they listened to me.

Learning Disability Focused Findings - Experience of
Reviews - suggestions to make them better
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Social Workers need to read notes and be prepared.
Continuity of Social Workers.
Choice about a Review date and access to an advocate.
Being much clearer when a Review is happening and not springing them on
people. Plenty of notice needed to prepare.
Inflexibility over Review date/time; Sometime a change so that Reviews fit around
the rest of my life would be very helpful.
Social Worker with fixed view about cutting my hrs. (or support) not helpful.
I cannot talk about myself with people I do not know.
Knowing who my social worker is, keeping the same one - if I had a personal
budget myself I would definitely need the same social worker all the time.
I would like my fiancé to be there so we can talk about our future; We need a
review as a couple.
Someone who knows and understands me.
I want to feel listened to.
Name badges for staff so you know who they are.
Reviewers seeing my potential (and not limiting my opportunity).
Reviewers understanding me.
Not using long words - otherwise its like gobble-de-gook; no point in using long
words.
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Feedback from the online
e-survey

Our Approach
The online e-survey component of the Consultation was necessarily
more technical in focus and approach.
We used In Control Seven Stages of Self Directed Support, as per
the county-wide Workshops, as a broad framework for the
development of questions, which explored peoples direct
experience or hopes and aspirations, from a Direct Payment
Support Service.

Who got involved
20 people contributed to the consultation through this process.
85% of these respondents received a Direct Payment, their
experience of disability included: mental health difficulties,
dementia, physical, sensory, learning difficulty and other hidden
impairments.

Limitations
We tried to design the survey so that a range of people could
participate. In practice however, some questions had only a very
small number of respondents, sometime less than 5, (or 25%).
We have tried not to report on questions answered by less than 5
people, with the exception of open free text response questions.
Norfolk Direct Payment Support Services Customer Consultation
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We asked people what was important when getting help
to identify an Indicative Budget at the beginning of their
Direct Payment journey:
Being treated as an individual and being listened to scored
highly
Process, including clarity of process and fairness of process and
the process being personal, were also important to people.

•
•

We asked people how Norfolk might improve the way it
works with people to make decisions around Direct
Payments:
•
•
•

•
•

Have a dedicated social worker or contact who knows about
the client. Have on online data that can be accessed by client
and social worker.
Outsource it.
Give Social Workers more power to make the decisions; once
agreed, no more wondering and waiting. A person should be
able to choose support that is important to them; it should be
looked at "case by case".
Be clear, be upfront, ensure from assessment to payment is
shortest time possible
To listen to people more and making their plan work and in the
future not cutting back on their plan just to save money.

We asked people who have a Direct Payment if they felt
they had all the information necessary to make a
decision about holding a direct payment themselves, or
using third party organisations:
•

81% of people felt they did.
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58% of people use their Direct Payment to employ a PA
We asked people about the help they had recruiting a
PA, and what was important to them about help they
had:
•
•
•

The most important thing to people was that they were able to
get help finding a PA that met their needs.
It was also important to be able to recruit quickly.
Other things that were important included: involving someone
who is important to people in the process, choosing when
interviews took place, and people helping to find a PA,
understanding a person’s needs.

We asked people about employment advice and
support when employing a PA with a Direct Payment:
•
•

Getting good advice about employing somebody when
needed, was ranked as most important.
Knowing where to go for advice, and understanding the
information given, were slightly less important as its availability
when needed.

About employing staff, people also told us:
•
•

•

Understanding responsibilities associated with being an
employer was important.
Understanding terms and conditions (e.g. sickness cover and
annual leave) and help if employment arrangements ended
suddenly, because a carer or PA leaves at short notice, were
also important.
People told us that understanding pension requirements and
tax and National Insurance as an employer were slightly less
important to them.
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We asked people what was important to them when
buying services and support they need to live their life
their way, with a Direct Payment:
•
•
•
•
•
•

Freedom to make the choice and support I know I require.
Very important there are no bottle-necks in the system.
That it's of my own choosing rather than being told. That I have a
good choice rather than just one or two to choose from. I know
exactly what I'm getting for my money.
That services used for paying the carers/agency fees (self
employed through agency booking) pay on time
That once the service (Equal Lives) has the carers/ agency bank
details, they are paid directly without having to resubmit their
bank details each month.
That there are support services out there that can provide what
you need. Many services/ agencies are beginning to struggle to
find staff. Almost impossible to recruit good live-in carers privately
as they generally are demanding much higher salaries (& is
increasing steadily) than either the direct budget pays for or
what the family can afford to top up by. Catch 22, if don't have
live-in carers then would have to go into care home which is
more expensive.

We asked what Norfolk County Council could do in the
future, to improve the delivery of Direct Payment Support
Services to help people live their lives their way:
•
•
•
•

•

Make contact before taking any decisions or action about my
budget.
Give it to an independent organisation.
Liaise with disabled folk; get it right first time rather than having to
put it right later. I am NOT a number or a piece of paper, I am a
fabulous lady who wants to live life, not just exist in it.
If they are taking over running our accounts then this needs to be
exactly the same as what current provider provides: i.e. account
management direct payments & personal top ups. Payment of
carers/ agency invoices. Monthly statements.
I don’t know in this economic climate what can be done.
Norfolk Direct Payment Support Services Customer Consultation
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We asked what was important about how Norfolk County
Council Review how an individuals’ Direct Payment is
going:
•
•
•
•
•

•

Contact and communication from an identified and dedicated
person who is able to reference my support.
That changes are not made without my consultation.
That I get the support I need quickly as I struggle badly without it.
That it's timely - after 3 months then after a year. I need time to
think about it.
Be upfront, annual reviews to be annual...not anywhere between
12-16 months. If person is not going to improve i.e. older adult,
deteriorating physical health & dementia, then is obvious that
they are not going to need less services/funding - maybe annual
review should be automatic, unless identified that actually their
needs have significantly increased to warrant increased funding.
Currently annual reviews cause much stress and upset to elderly
& frail people who are upset from the moment the annual review
letter arrives, until they receive the letter to say their personal
budget has not been affected. Also stresses out the family who
are already putting in what they can afford to enable their
parent to stay at home. As personal budgets in our experience
will not cover the full costs.

We asked what the Council do in the future to improve
the ways it Reviews how Direct Payments are going:
•
•
•

•

Have an open online and/or telephone survey at least once a
year.
Make sure a Review is given! A face to face meeting rather than
a phone call.
Maybe do a paper assessment first to see how old the person is, if
over 80yrs old then automatic renewal and/ or telephone
conversation with client (if appropriate) or nearest relative to
determine whether there is a need for a face to face assessment
because the client's needs have increased necessitating an
increase in their personal budget.
A text message every three months just to ask is everything
working OK and is there anything else that we can help you with.
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We asked people if they would have any concerns
about using a Prepaid Payment Card* to spend their
Direct Payment when paying for services or paying
invoices. 19 of 20 respondents answered this question.
•
•

63% said they did have concerns
37% said they did not

Finally, we asked if there was anything else
respondents would like to share with the Council as
they consider new ways to enhance Direct Payment
Support Services:
•

•
•
•
•

Overall I have been happy with the service provided by NCC
& Equal Lives and for me the direct payment is by far the best
and most effective means of receiving support. I have had
problems with Equal Lives not contacting HMRC and
therefore receiving notices for payment which I've referred
back to Equal Lives. I also had funds reclaimed from my
budget by NCC that were earmarked for payment but my
support provider’s invoices were late and those funds had to
be repaid. Both these problems were caused by a lack of
communication.
I would like it to be as easy to access my Direct Payment
account as it is to access my online bank account.
It's not always about the money, it's about choosing services
that are right for each of us and only we know what they are!
Concerned that the Council is taking over running people's
accounts from Equal Lives and it seems the Council is not
setting up a similar replacement account system.
For many housebound people who have dementia & are not
computer users, prepaid payment cards will be impossible to
use.

*Prepaid Payment Cards were in the process of being introduced whilst the
Consultation was happening but were not yet available. Comments are therefore
based on anticipation of their introduction. See page 27 for further information.
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Prepaid Payment Cards

In the light of the recent commitment by Norfolk County Council
to introduce Prepaid Payment Cards* to help people who receive
a Direct Payment to pay for invoices and bills for services they use,
a recent additional component of the Consultation asked
stakeholders about Prepaid Payment Cards.
*Prepaid Payment Cards are effectively a nominated bank account,
through which the Council (on agreement), pays the Direct Payment. The
card can then be used like a debit or credit card, to buy self-directed
services and support as outlined and agreed through the Support Plan. On
appropriate direction from the Direct Payment holder, Card Services staff
will also be able to instruct the bank account sitting behind each Prepaid
Payment Card, to make payments to staff and other service providers,
along traditional payment and bank transfer principles.

Feedback
Feedback associated with the introduction of Prepaid Payment
Cards is detailed in the Findings section associated with the
different Consultation approaches reported above.
In high-level terms, feedback indicated a mixed appetite for a
shift to this approach. Especially, there was a clear request that
transition is voluntary, and that there is solid investment in good
quality information provision as part of roll out. A need for
responsive access to additional (telephone and email) support,
during implementation, and throughout service delivery, was also
highlighted.
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Summary of Findings
All groups

Direct Payments and the ability to self-direct support, which
they promote, are highly valued by people
People want to be well supported in their Direct Payment
journey
With some exceptions, most people’s experience of current
Direct Payment Support Services is reasonable.
Looking at the whole Direct Payment support journey; the
start of the journey and transition to a Direct Payment is often
experienced as complex and sometimes confusing.
For a number of people, Review processes are also
experienced less well; either in terms of their timeliness and
person-centred orientation, or their delivery.
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Summary of Findings
Workshops (1 of 3)

Direct Payments are usually transformative in terms of the
impact on people’s lives; in terms of the impact on
individuals, and often also family.
People experience of life-changing levels of independence,
empowerment and quality of life, as a consequence of
effective Direct Payment-enabled, self-directed support, is
significant.
Even with effective Direct Payment Support, Direct Payments
are complex and relatively time-consuming to administer for
end users (with some exceptions around certain, usually
simpler support packages and approaches).
Individuals using a Direct Payment; and in many cases
families supporting individuals using a Direct Payment, make
a very significant investment of time and energy, to realise
the benefits associated with them.
When support associated with Direct Payments fails, at any
point in the service pathway, the consequences can be
significant.
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Summary of Findings
Workshops (2 of 3)

Effective communication with the County Council’s Direct
Payment Team can be difficult.
During the Consultation, concerns were expressed about the
transition of third-party money management services to an
in-house service.
Third-party services are usually experienced as easier to
access.
Although third-party service delivery problems do occur from
time to time, in general, there seems to be a strong speedy
commitment to problem-resolution, when things do go
wrong in these cases.
Annual Reviews can be especially challenging and stressful
times for direct recipients of Direct Payments, and often
family members too.
Review processes should be clearly defined; for example, in
terms of expected participants, venue and advocacy
options, frequency of, and timing.
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Summary of Findings
Workshops (3 of 3)

There were a number or reports of rushed Reviews, with
seemingly set agendas (around making savings and
reducing support) and little appetite for person-centred care
and support planning.
There were a number of reports of telephone Reviews, which
were not disclosed as such when conversations began and
other seemingly rushed Review processes, which did not
provide individuals (especially those with particularly
complex needs) with the opportunity to be properly
represented, or prepared.
Workshop discussions also highlighted common experience
of delayed or poorly signposted Reviews, often occurring 3
months - sometime 6 months later - than the annual
requirement.
People’s experience of Reviews and their enormous
significance as part of the wider Direct Payment support
process, means that difficulties are often inextricably linked,
and can easily impact on wider health and wellbeing.
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Summary of Findings
Learning Disability-focused Workshops
(1 of 2)
Direct Payments are often experienced as difficult to
understand. Direct Payments and Personal Budgets
definitions are also often confused (this was not uncommon
in conversation with other stakeholder groups also).
Money can be especially complex for many stakeholders
with experience of learning disability to understand and
manage, without the right support and information.
With good support and information (via formal third-party
services, other providers, social work intervention and family
support), a number of people with experience of learning
disability do utilise a Direct Payment, and highly value the
flexibility and control they have in terms of self-directed
support, as a consequence.
Others, who have experienced the benefit of a Direct
Payment in the past, would, with the right support, like the
opportunity to access them again, potentially as part of a
mixed approach.
Decision-making and communications, are often
experienced as poor by people with a learning disability. A
lack of accessible information is a significant factor in this.
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Summary of Findings
Learning Disability-focused Workshops
(2 of 2)
People with experience of Learning Disability must have
access to high quality and accessible services and support,
in and across their Direct Payment journeys. This support must
take their additional support/access needs into account.
In the main, with one or two exceptions, people’s experience
of third party support has been good to date.
A group of people with a huge amount to gain from the
autonomy and flexibility that effective access to Direct
Payments can promote (with the right information, advice
and support) - in terms of living a full and independent life –
may be seen as too hard to help or support around this
agenda, and denied fair access to the opportunity to utilise
Direct Payment-enabled self-directed support.
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Summary of Findings
e-survey (Internet) additional insight
Effective Direct Payment-related services should treat
people as individuals. They should operate and think
holistically, in doing so.
Services must have processes in place, which ensure and
promote good access, where people need help to have
a voice.
Dedicated teams, use of experienced and skilled service
providers, clarity about and efficacy of Direct Payment
support processes, were all identified as important.
Through the e-survey we were also able to ask people
about their experience of accessing and managing their
own support; getting timely help to find support staff that
will meet need was seen as a high priority.
A person-centred support service approach that keeps
the client and their needs central, in all staffing,
recruitment and HR support related processes, was seen
as essential.
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Recommendations
(1 of 2)

1. Recognise and promote, the life-changing impact that Direct
Payment-enabled self-directed support, can deliver; for people
who experience disabilities and other health difficulties, and for
their loved ones and their families.
2. Recognise the impact on the local health and social care
sector and wider community, that Direct Payment-enabled selfdirected support can promote, in terms of micro-commissioning
market-development, self employment growth and the
empowering of communities to help themselves.
3. Within this recognition, be cognisant of the need to invest in
high quality, personalised and accessible Support Services, if the
enormous benefits associated with Direct Payments are to be
realised. Ensure when commissioning services, that they are
accessible.
4. Consider a review of Reviews, and Review processes and
protocols. Many people appreciate Reviews enormously, but for
some, an annual or face-to-face commitment, may not be
necessary. Choice, and access to effective support, must be a
key consideration in this thinking however.
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Recommendations
(2 of 2)
5. Recognise that the Learning Disability community especially,
need access to additional local support, and bespoke interventions
in terms of advocacy and advice, (which could be thought of as a
Reasonable Adjustment), if they are to benefit equally, in terms of
the potential that Direct Payments offer to promote selfdetermination, choice and independence for individuals. Other
groups experiencing disability may also need further consideration,
along these lines.
6. Explore the potential development of a fuller third party service,
which supports people with complex needs or packages right the
way along their Direct Payment journey. i.e. a service that provides
seamless, ongoing support; including PA recruitment, selection,
management, regular supervision, quality assurance and personcentred (client) review.
Recognise within the above, that day-to-day problem solving,
administration and management associated with Direct Paymentenabled self-directed support, takes time, effort and resources - on
a frequent and at times daily basis - in addition to the periodic set
up, monthly management/administration tasks and other less
regular processes also associated with Direct Payments.
7. Consider as part of the Recommendation above, the further
development of a service for vulnerable users who are no longer
supported by families, for a variety of reasons including reduced
capacity, old age and death, who could benefit enormously from
Direct Payments and their impact (in terms of wellbeing,
independence and quality of life).
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Thank you and Acknowledgements
This work would not have been possible without the considerable
commitment of time and experience contributed by all
participants, to the processes.
Many thanks are extended to all participants; for sharing often
highly-personal and at times moving experiences of Direct
Payments, Direct Payment Support, and wider experience of life.
In addition to participants, a big thank you is also extended to the
following organisations' and/or individuals for their ideas, support
and contribution: Opening Doors (including self advocates and
staff in Norwich and Cromer), In-Control, Age UK Norfolk, Equal
Lives, Involve, Heather Nunn Business Services, the
Communications, Commissioning and Reception teams at Norfolk
County Council, ACCESS - Supporting Migrants in East Anglia Kings
Lynn, St. Georges Theatre Great Yarmouth, Norfolk NHS and BBC
Radio Norfolk.

Errors and Omissions
This Report has endeavoured to reflect all contributions made
during the Consultation process accurately, and without
substantial omission; any errors and misrepresentations, which have
occurred are entirely the responsibility of the author William
Snagge.
Summary Findings and highlighted Recommendations shared, are
advisory only, and place no formal duty on Norfolk County Council
or other stakeholders.
William Snagge
January 2018
william@snaggemoore.com
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