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Foreword 

We are delighted to present the City of
Wolverhampton Council’s Local Account for
2017-2018, which is our annual adult social
care report. This is our opportunity to tell you
about the progress we have made since last
year and also set out what our challenges are
for 2018-2019. 

This Local Account showcases the great work
that has been taking place this year with
adults with care and support needs and
carers. We have also included some important
data which shows how we are doing
compared with the previous 12 months and
have also measured our performance against
published regional and national figures. 

We would also like to thank everyone who
took part in the consultation to help shape this
report. You said you liked the real-life stories
about people with care and support needs so
we have included more this year.

As a Council we have been undergoing a
significant journey of transformation to
become confident and capable. Our progress
was recognised in June 2017 by
Wolverhampton being crowned the Local
Authority of the Year at the prestigious
Municipal Journal (MJ) Awards. Judges
praised us for delivering “consistently excellent
services across all key areas” and described
us as an “outstanding example of modern
local government where the resident is at the
heart of sound commercial decision-making.”
We also won the awards for, ‘Most Improved
Council’, ‘Senior Leadership Team of the
Year’, and ‘Excellence in Governance and
Scrutiny’.

In July we were shortlisted for 4 awards at the
National Learning Disability and Autism
Awards. This event, organised by Care Talk
magazine, celebrates excellence in the

support for people with learning disabilities
and recognises those individuals or
organisations who excel in providing quality
care. 

In August the City of Wolverhampton Council,
alongside partners, were delighted to host a
partnership event for Claire Murdoch, the
national director of mental health for NHS
England. The aim of the visit was to look at
developments and explore a range of issues
regarding mental health services, support and
prevention. Claire said how pleased she was
to see how we are embracing the national
programme locally.

The city was officially granted Dementia
Friendly Community status by the Alzheimer's
Society in December 2017. This was in
recognition of the fantastic efforts being made
to improve services for people living with
dementia, and their families and carers in the
city. We have also pledged to become an
Autism Friendly City by 2021 and are
committed to become a place where people
with autism feel supported and have the same
opportunities as everyone else in their
community. 

However, it is also important for us to
recognise that nationally adult social care is
facing unprecedented pressure from reduced
resources and increased demand for its
services. In such challenging times adult
social care in the City of Wolverhampton has
great ambitions to continue to promote
personalised services and enable individuals
to be as independent as possible. In order to
achieve this, services have started to think
differently and change the way support is
delivered. The starting point is an individual’s
strengths, those of their family and the local
community. You will read, for instance, about
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how more people with a disability have been
supported into employment this year. The aim
is for even more individuals to find work, if
they wish to, next year. 

A lot of work has taken place in the last 12
months to strengthen our reablement offer to
maximise people’s independence, reduce
delayed discharges and prevent people being
readmitted to hospital. The data reported in
the Local Account about our performance in
these areas is very encouraging. There is
more work to do, but it’s clear we are going in
the right direction.

Above all adult social care in the City of
Wolverhampton is committed to ensuring that
those who are vulnerable in our community
are safe and protected from harm and abuse.
You will read about the ongoing development
of our Whole Family Multi-agency
Safeguarding Hub (MASH) and how it is being
recognised regionally for its excellent multi-
agency approach. 

So, whilst times are difficult, we are confident
in our approach and our vision for the future of
adult social care in Wolverhampton. 
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Delaying and reducing the need for care and support

Making sure that people have a positive experience of care and support

Safeguarding adults whose circumstances make them vulnerable 
and protecting them from harm

Value for money, buying and use of resources

Enhancing the quality of life for people with care and support needsEnhancing the quality of life for people with care and support needs
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About adult social care in Wolverhampton

Adult social care supports individuals with needs
arising from physical or mental health difficulties
and impairments. These include sensory loss,
physical and learning disabilities, mental health
difficulties, substance misuse, autism and needs
associated with old age. Adult social care also
has a duty to make safeguarding enquiries
where someone with care and support needs is
experiencing, or is at risk of, abuse or neglect
and cannot protect themselves due to those
care and support needs.

Predominantly adult social care teams in
Wolverhampton work with people over the age
of 18, but the city also supports young people
who may already be known to children’s
services as part of transition planning into
adulthood, as well as assessing and supporting
carers.

The vision for adult social care in
Wolverhampton is to promote independence
and prevent, delay and reduce need as much as
possible. This means making the most of
people’s strengths and ensuring any resources
they have available to them are explored before
turning to statutory services.

Measuring Progress

The Department of Health publishes the Adult
Social Care Outcomes Framework (ASCOF)
annually and measures how well care and
support services achieve the outcomes that
matter most to people. This can be used by
councils to look at their performance, improve
quality of care and to identify priorities for local
improvement.  Four of the outcomes from this
framework are referred to throughout this Local
Account, as well as an outcome which helps us
to consider value for money:

About adult social care in Wolverhampton

Outcome 1

Outcome 2

Outcome 3

Outcome 4

Outcome 5
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Some key data

Some key data 

Population total (2018)

259,900

Bushbury North

Bushbury South
& Low Hill

Oxley
Fallings Park

Heath
Park

St. Peter’s

Tettenhall Regis

Park
Tettenhall 
Wightwick

Merry Hill

Penn
Blakenhall

Graiseley

East Park

Wednesfield 
South

Wednesfield 
North

Bilston
North

Bilston
East

Ettingshall

Spring
Vale

(Lower than the National
Average of 78%)

of residents 
are in employment

70.5%

Wolverhampton 
Population is

50.4%
Female

Wolverhampton 
Population is

49.6%
Male

(slightly higher than the
national average 

of 22%)

are not able to work due 
to long term sickness

24%
Of those 

residents who 
are unemployed 

want a job 

24%

Of those 
residents who are 
not working 

(these include students, carers, 
people who are sick and retired, 

amongst other categories)

most deprived districts/
unitary authorities 

in England

20%
Wolverhampton 
is one of the 

The 3 biggest 
industries in 

Wolverhampton are: 

wholesale and retail
trade, manufacturing
and health/social work

activities
The size of the manufacturing
sector reflects the area’s

industrial past

27,500
carers

In Wolverhampton 
there are around 

which is just over 
10% of the city’s

population

An increase of about

8,500 people
since the last census in 2011

Population (First Census 1801)

12,500
Population total (1901)

94,187
Population total (1951)

162,672



Understanding the demand for 
adult social care in Wolverhampton

Nationally and locally adult social care continues to face a number of significant challenges. There is a
gap between the demand for care and support and the money available to councils. Individuals with
more complex needs are living longer and people expect better quality as well as more choice in the
services they use. Yet financial constraints mean that councils have to be as efficient and effective as
possible in their use of resources.
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Understanding the demand for adult social care in Wolverhampton

The number of Wolverhampton residents is
projected to increase to 268,894 by 2025,
which is a 6.3% increase since the 2014

baseline of 252,987

It is likely that there will be 47,894 residents
aged over 65 in the city by 2025, 

a 13% increase since 2014

by 2025

268,894
Population to increase to

47,894

Residents aged over 65
by 2025

The number of people aged 80 and over 
will rise by a considerable 20% by 2025

There are over 27,000 carers in Wolverhampton,
26% of these provide over 50 hours support a

week. As people live longer the number of older
carers is almost certain to increase 

by 2025

20%
Residents aged over 80 

to rise by

27,000
Carers in 

Wolverhampton
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Understanding the demand for adult social care in Wolverhampton

The number of people with dementia living 
in Wolverhampton is likely to increase

by 61 people each year

In 2010 The Royal College of Psychiatry
estimated that the number of people in England
who experience a mental disorder is projected

to increase by 14% by 2026

Over the next ten years it is predicted that there
will be a 2.3% increase in the number of people

aged 18 and over with a learning disability or
difficulty, which will result in a total population

increase of 3.7%

Wolverhampton’s Joint Autism Strategy 
(2016-2021) forecasts a 4.8% increase in 

the number of people with autism in
Wolverhampton by 2020

Understanding what local needs may look like in years to come helps the City of Wolverhampton
prepare for the future and ensure its adult social care services will be able to meet demand.

people per year

61

People with dementia
to increase by 

2.3%

Residents aged 18+ with a 
learning disability or difficulty

predicted to rise by

by 2026

14%
People experiencing mental 

disorders projected to increase by

over the next 10 years

4.8%
Residents with autism
predicted to rise by

by 2020



Number of Assessments (18 and Over)
This is slightly more than we completed in 2016–2017, 
which was 1905

Number of Reviews (18 and Over)
This has significantly increased since last year when 
2067 reviews were carried out

Number of Carer Assessments (Separate & Joint)
There has been a significant increase in the number of carers assessments 
and reviews completed this year compared to 2016-2017 when the number 
was 1150

New Requests for Support
This figure has fallen since last year (the figure in 2016-2017 was 9,438) 

Support from a Social Worker
This is the number of people with care and support needs receiving professional 
support from a social worker. This has reduced very slightly since last year when 
the number was 339
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Wolverhampton’s facts and figures

Wolverhampton’s facts and figures

There were 4684 people who received adult
social care services in 2017-2018.

There were 585 people who received carer
services in 2017-2018.

This tells us that the number of people who
received services from adult social care this
year has stayed about the same as last year,
but the number of carers who have had
services has increased. 

Social care activity in 2017-2018:

Number of people receiving support from adult social care 
in 2017-2018 broken down by groups:

Older 
People

3241 Mental 
Health 

240

Learning
Disabilities 

760 Physical
Disabilities 

443

1,937

2,626

1,531

6,170

328



Spending in 2017-2018

The City of Wolverhampton Council spent 31% of its net budget on adult social care in 
2017-2018. The total net spend on adult services in 2017-2018 was just over £68 million.

This was distributed across the following groups:
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Spending in 2017-2018

0 5 10 15 20 25 30

Older People £21.2 million

Physical
Disabilities 

£4.7 million

Learning
Disabilities

£26.9 million

Mental Health £4.5 million

Support Services £9.6 million

Equipment and
Adaptations

£1.2 million

Breakdown of Spend 2017-2018 (by groups)

0 5 10 15 20 25

External Day Care £2.6 million

Other Services £9.4 million

Equipment and
Adaptations 

£1.2 million

Assessment and
Care Management

£2.7 million

External 
Domiciliary Care

£20 million

Residential 
and Nursing

£22.8 million

Residential / Day
Dom - (in house)

£9.4 million

Breakdown of Spend 2017-2018 (by categories)

These figures can be broken down further against specific categories:



The proportion of people who use
services who feel safe increased this
year and is higher than the national
average

In 2017-2018 Social Care reported
Quality of Life has remained stable

The number of people with care and
support needs who say they have
control over their lives has stayed
fairly constant and is very close to
the national and similar council
average

The percentage of people who use
services who said they had as much
social contact as they would like has
fallen slightly since last year, but the
number is consistent with the
national and similar council average

The number of people who have
self-directed support has stayed 
the same

The proportion of people who use
services who find it easy to find
support for people and carers has
stayed fairly constant compared to
last year and is slightly better than
the national and similar council
average

The overall satisfaction of people
with care and support needs who
use services has remained relatively
stable but is slightly lower than the
national average 
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An overview of local, regional 
and national performance

An overview of local, regional and national performance

73%

19

74%

51%

87%

76%

63%

75%

19

75%

47%

87%

75%

61%

70%

19

77%

47%

91%

72%

65%

69%

19

77%

46%

89%

73%

65%

Overview of Performance 2016-20172017-2018

How did we 
perform in
2017-2018?

Similar
council
average

National
average



An update on progress 

13Adult Social Care Local Account 2017- 2018

An update on progress 

In the last Local Account, the City of Wolverhampton Council identified 3 key priorities
for 2017-2018. This is an update about the progress that has been made this year:

The City of Wolverhampton Council is keen
to promote telecare as a way to help
people be more independent and live
safely. In 2017-2018 the aim was to
increase the number of new users of
telecare by a further 1000.

Priority and target set for 2017-2018

In 2016 a three-year plan for telecare was set with
the objective of 3000 new users by March 2019.
There were 1550 new users in 2016-2017 and 1234
new users in 2017-2018. This has not only exceeded
the target set for 2017-2018, but also means the
Council is well on its way to achieving the 3000
target by March 2019. 

There is more about telecare on page 21. 

Progress made 

To continue to support more people with a
disability into work in 2017-2018.

This year more people with a disability have been
supported into employment. In March 2018 there
were 44 people in paid work compared to 32 in
March 2017. The 2017-2018 ASCOF data also
shows that Wolverhampton is performing better in
this area than Councils who are considered to be
similar to us. 

To enable more people with care and
support needs to be supported to live in
their own homes for as long as possible, if
they choose to. 

In 2017-2018 the council has been working hard to
make sure that people are supported in their own
homes for as long as possible, or have the
opportunity to move into their own property in the
community. 

There is more about this on pages 15-16 and 21-22.
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Progress in 2017-2018

What did adult social care in
Wolverhampton do to achieve this?

The Carer Support Team offers a range of
support for carers living in Wolverhampton to
help them balance their caring role and maintain
their desired quality of life by offering the
following:

• Practical information, advice & guidance

• Carer's Assessment

• Benefits advice

• Signposting

• Emotional support

• Carers Emergency Card

• Carer Training

• Information about Breaks for Carers

The Carer Support Team held a programme of
events this year to support carers in the city.
Events included:

• Carers Week in June 2017 – this culminated
in a carers information and celebration event
at Bantock House 

• The Carers Wellbeing day in March 2018 

For more information about the Carer Support
Team click here.

The impact was…

The number of carer assessments and reviews
(separate and joint) completed this year was
1531, which exceeded the 1350 target set for
2017-2018.

The carers week information and celebration
event was a huge success with 80 people
attending. There was an information
marketplace featuring stalls from a range of
partners including Healthwatch Wolverhampton,
West Midlands Fire Service, Wolverhampton
Healthy Lifestyles Service and others. There
were also demonstrations of the
Wolverhampton Information Network and
Telecare, as well as the opportunity to chat with
like-minded carers.

The Carers Wellbeing day was attended by 15
people and included a tai chi taster session.
Feedback was very positive and included
comments such as:

• ‘Excellent event, I have really enjoyed the day.
It’s been a great chance to spend some time
just for me’

• ‘Great chance to relax”

Progress in 2017-2018

Enhancing the quality of life for people with care and support needs
Enhancing the quality of life for people with care 
and support needs

Outcome 1

What this outcome means:

• Carers can balance their caring roles and maintain their desired quality of life.

• People are able to find employment when they want, maintain a family and social life and
contribute to community life, and avoid loneliness or isolation 

• People manage their own support as much as they wish, so that they are in control of what, how
and when support is delivered to match their needs

http://www.wolverhampton.gov.uk/article/2789/Carer-support
http://win.wolverhampton.gov.uk/kb5/wolverhampton/directory/home.page
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Progress in 2017-2018

Mr P cares for his parents. He visits every day
and always makes sure they have a cooked
meal. 

Recently the caring role has started to have an
impact on Mr P’s mental and physical
wellbeing so the social worker involved with
the family referred him to the Carer Support
Team. Mr P had a discussion with a worker
from the team who suggested that there may
be resources in the community that could
support him and his parents. So, with
everyone’s agreement, a Community Support
worker visited the family. The Community
Support Team is a service that puts people in
touch with organisations and support in the
local community to enable residents to
continue to live independently. 

The worker had an in-depth conversation with
the family and connected them to local
activities and places. For instance, Mr P’s
mom loves to knit so she was introduced to a
local knit and natter group. Mr P was also
given details of a local Alzheimer’s café which
provided support and information to help him
better understand his dad’s health condition.
They were also given details about the Meals
on Wheels service so that Mr P could spend
more quality time with his parents and didn’t
have to worry about preparing meals for them
every day. 

This support has helped to improve Mr P’s
wellbeing and enabled him to continue to care
for his parents. It has also strengthened his
mom and dad’s support network. All of them
now feel less isolated.

Mr P – Carer support

What did adult social care in
Wolverhampton do to achieve this?

Formally set up in March 2017, the Supporting
Life Choices (SLC) team was set up to explore
housing and support options for people with
physical disabilities, learning disabilities, and
mental health issues living in residential and
nursing settings. The team works with
individuals to develop their independence and
consider the benefits of moving into different
types of accommodation. 

The team have been working closely with
commissioners, care providers, and housing
associations in the city to find the very best
options in terms of accommodation to meet
needs. 

Over 100 new homes have been created for
adults with learning disabilities or mental health
needs in the last 24 months in Wolverhampton.

The impact was…

The data shows that Wolverhampton adult
social care is supporting more people to stay
in, or move into, their own home in the
community. 

The SLC team have supported 28 people this
year to move into the community. 

The SLC team are finding that people who
have moved into their own homes often find it
easier to be part of their local community,
achieve more and they can enjoy a better
quality of life. 



16 City of Wolverhampton Council wolverhampton.gov.uk

Progress in 2017-2018

This was the case with Mr A:

Mr A had lived in a nursing home for over 20
years. Everything was done for him. Mr A has
schizophrenia and can become very anxious. 

His social worker talked to him and his
advocate about what he enjoyed doing, what
he could do by himself and what he thought
he could do on his own if he had some
support. They talked about and went to see
some other types of housing.

Mr A decided to move into a very sheltered
housing flat. 

He has now moved into his own flat and is
enjoying learning to cook. He still needs
support sometimes, but is much happier
being able to do more for himself. He
particularly likes being able to watch what he
wants on TV.

Mr G is a 40-year-old man with a diagnosis of
autism, severe learning disability and epilepsy.
In 2008 Mr G moved to a residential home
outside of Wolverhampton because his needs
could not be met in the city at that time.  

One of the locality social workers recently
carried out an assessment with Mr G and his
circle of support. There were concerns about
how limited his choice was when it came to
his daily activities and meals. Mr G’s mum also
said that she wanted to see him more often,
which was difficult because he lived some
distance away. This led to the social worker
thinking about different ways of meeting Mr
G’s needs which could also enhance his
quality of life and wellbeing.  

Supported living was one of the options
explored because it offers more choice and
control than residential care because people
have their own front door and living
accommodation. 

Mental capacity assessments took place as
Mr G was having difficulty making decisions
about where to live. It was felt that he did not
have capacity to decide this, but those that
knew him well said that moving into a
supported living flat in Wolverhampton would
be in his best interests. Mr G was as fully
involved as possible in this decision. 

Mr G moved into his new home in 2017 and
everyone says that it has had a positive
impact on him and his family. Since moving Mr
G has seen his mum more and has been able
to visit other relatives. He is much happier
having his own space and is now able to do
more of the activities he enjoys, choose what
meals he wants and develop skills at his own
pace. This is still the early days of Mr G’s
journey, but everyone is very positive about
the future.

Mr G – Having your own front door
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Progress in 2017-2018

What did adult social care in
Wolverhampton do to achieve this?

The City of Wolverhampton Council has been
working hard this year to support people with
care and support needs into employment.

The Council has a contract with Enable, which
provides a supported employment service for
people in Wolverhampton with a disability. This
mostly provides support for people with a
learning disability, but also takes referrals from
people with physical or sensory disabilities. 

There was a Journey to Work event held on
28th November 2017 to celebrate the
successes of those who have been supported
into work. 

The impact was…

61 people attended the Journey to Work
event, which included people with care and
support needs, social workers and employers.
At the event Wolverhampton’s Employment
Champion shared her own personal
experience about finding work. You can hear
her story by following this link.

You can also listen to Melanie's journey into
employment.

There were also other presentations from
employers and people who had been offered
jobs. 

People talked about what a difference being in
work had made to their lives. One person
said: “I feel more confident, I feel more positive
about things, I feel happier and I am financially
better off.”

The Council’s Adult Provider Service has
employed 6 people with a learning disability
this year.

https://www.youtube.com/watch?v=D7Egu2URKNM&list=PL7QXo5I9k4BIDgGTwKBsYwZs09naNUOBJ&index=12
https://www.youtube.com/watch?v=UOpds-GwH8E


Steven, aged 57, and John, aged 24, have
been working with Enable for a while to find
permanent employment. Both have a learning
disability. Earlier this year they were both
offered regular work with the Midlands Metro
Alliance. They had a job coach to support
them, help them learn new routines and
develop their understanding around health
and safety in the workplace. Since the
beginning of June, Steven and John have
been working for two hours a day, Monday to
Friday. Their responsibilities include cleaning
and tidying offices, kitchens and changing
areas. 

Steven and John soon proved that they were
excellent in their new roles and, according to
their employer, are both valuable and
methodical workers who are well-liked
members of the team and a pleasure to have
on site.

Steven says: “I like being in work”. 

John has grown in confidence and has
developed more social skills. His overall
wellbeing has also improved. His days are
more structured, and he likes the routine. 
He also enjoys getting paid and is saving up
to go on a fishing holiday.

Steven and John – Finding a job

18 City of Wolverhampton Council wolverhampton.gov.uk

Progress in 2017-2018
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Progress in 2017-2018

What this outcome means: 

• When people develop care needs, the support they receive takes place in the most appropriate
setting and enables them to regain their independence

• Earlier diagnosis, intervention and reablement means that people and their carers are less
dependent on intensive services

What did adult social care in
Wolverhampton do to achieve this?

The Integrated Health and Social Care Team
based at New Cross Hospital has introduced a
“Discharge to Assess” model to improve
discharge from hospital for people who require
support. 

The approach is to consider “home first”
wherever possible. To support this the team has
been able to access a number of additional
short-term services, for example the Rapid
Response Domiciliary Care Team. For people
who are unable to return home immediately
there is also a reablement facility within one of
the city’s very sheltered housing schemes.

The impact was…

The total number of people who are delayed
in hospital when they are ready to be
discharged has fallen overall since the start of
2017. The number of delayed days was 33%
lower in March 2018 (566) than in the same
month last year (841). 

Delaying and reducing the need for care and supportOutcome 2
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Progress in 2017-2018

Mrs D was admitted to hospital following a fall.
It was at this point that her family raised
concerns about whether she could cope in
her own home anymore. She had started to
need a lot more support and was also getting
more confused and was wandering at night.
Mrs D’s family asked about whether she
needed to move into a residential home. 

To properly assess Mrs D’s needs and identify
whether she could regain any skills and
independence, reablement support was
offered at Showell Court, a very sheltered
housing scheme. Mrs D agreed to this. The
support focussed on improving her mobility
and regaining her ability to wash, dress and
make herself something to eat. After a few
weeks Mrs D’s confidence and skills had

improved. The telecare monitoring system that
had been put into place also identified that
she had stopped wandering the house at
night. It was felt that Mrs D did need some
ongoing support, but this could be provided in
very sheltered housing. She did not need to
go into a residential home.  

Mrs D now lives in a very sheltered housing
flat with a small care package. Mrs D is very
pleased about this. It means that she can
have her own home, but still get the support
she needs.  

Mrs D – Home first 
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Progress in 2017-2018

What did adult social care in
Wolverhampton do to achieve this?

Wolverhampton’s Telecare service consists of a
range of personal and environmental sensors
that enable people to remain safe and
independent in their own home for longer. It
aims to provide reassurance 24 hours a day to
those living on their own or caring for vulnerable
people, helping them to stay safe and offering
the right support in crisis situations.

The Telecare service is supported to do this by
the West Midlands Fire Service.

The impact was…

To date there has been a total of 4814
separate incidents attended by the West
Midlands Fire Service. 54% were falls related.
Only 14% of all incidents led to an ambulance
being called. 

It is estimated that this has avoided more than
1550 ambulance call outs saving about
£300,000.

This short film shows the positive difference
telecare has made in people’s lives.

What did adult social care in
Wolverhampton do to achieve this?

The City of Wolverhampton has continued to
develop the Home Assistance Reablement
Programme (HARP), which provides reablement
in a person’s own home. 

The impact was…

The ASCOF data for Wolverhampton shows
that the number of people who were still at
home 91 days after being discharged from
hospital with reablement / rehabilitation
support has increased. Last year the number
of people was 74.5% and this year it rose to
78.5%. This means that more people are
remaining in their own homes for longer after
receiving reablement support.

https://www.youtube.com/watch?v=mwPyDuaz1Rg&feature=youtu.be
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Mrs C is an 80-year-old woman who, until
about 12 months ago, was living
independently in her own home.

However, after a period of ill health, she was
admitted to hospital and later discharged to a
nursing home. After several weeks her health
had improved and she desperately wanted to
return home.

The social worker who visited her realised that
being independent was very important to Mrs
C. She said, “I hate living in one room… I just
want to go home but no one seems to be
listening”. The social worker suggested the

Home Assessment Reablement Program
(HARP) as well as some telecare options. 
An Occupational Therapist was also involved.

A date was then confirmed for Mrs C to return
home with all the agreed support in place.
Over a short period of time HARP was able to
rebuild her confidence and skills, particularly
with washing and dressing. After a few weeks
it was agreed that she did not need any more
support from HARP. 

Mrs C told her social worker that she is “over
the moon” to be back home and feeling like
herself again. 

Mrs C – Going home

What did adult social care in
Wolverhampton do to achieve this?

Launched in October 2017, the Red Bag Project
is an initiative set up by the City of
Wolverhampton Council and the Wolverhampton
Clinical Commissioning Group (CCG) to ensure
that care home residents receive safe and
effective support if they are admitted to hospital
unexpectedly. 

Residents are given a red "transfer bag"
containing paperwork, medication and personal
belongings, which will be with them from the
moment they leave their care home until the
time they return from hospital. This assists
ambulance and hospital staff to speed up the
transfer process. To watch the journey of the
Red Bag click here.

The impact was…

35 care homes in Wolverhampton are
currently using the Red Bag Project. 

64% of the care homes participating in the
pilot from December 2017–January 2018
reported that the amount of time someone is
staying in hospital has reduced by up to 3
days. 

Also 50% of the homes have seen a
reduction, or no increase, in the number of
admissions to hospital since using the Red
Bag. 

You can find out more about the project and
the impact it has had by clicking here.

https://www.youtube.com/watch?v=ZOvj4r5Gv18
https://www.youtube.com/watch?v=hx2kxFwaqhE


3. The Red Bag is given to the 
ambulance crew as part of 
the handover

What goes into the Red Bag?
Personal 
belongings:
• Day of discharge 
  clothes
• Toiletries
• Personal aids

Medication/TTOs

Standardised papers:
• Older Persons
 Asessment Form
• CARES Escalation 
  Record
• MAR Sheet
• This is me leaflet
• Checklist

What goes into the Red Bag?

Personal 

belongings:

• Clothes

• Toiletries

• Personal aids

Medication/TTOs

Standardised papers:

• Older Persons

 Asessment Form

•  CARES Escalation Record

•  Summary of discharge

 information

• This is me leaflet

• Checklist

5. When Jenny comes to visit, Betty is feeling 
much better and they discuss her discharge 
from hospital with Maria and Bina (the doctor).

Wolverhampton
Clinical Commissioning Group

6. Betty's Red Bag is 
packed and ready for 
her return to the 
Care Home

8. Betty is now back in her
favourite chair and enjoying 
a cup of tea.

For further information visit
wolverhampton.gov.uk/win

7. When Betty arrives home, Jenny updates 
their records with the papers and medication 
received back in the Red Bag

1. Betty has become unwell and so Jenny 
(the Care Home Lead) does an assessment 
of Betty's condition, liaises with the 
appropriate service and a decision is made
that Betty needs to go to hospital. 

2. While waiting for the ambulance, 
Jenny packs a Red Bag to go with 
Betty to the hospital

Red Bag Project services provided by:
City of Wolverhampton Council
The Royal Wolverhampton NHS Trust
NHS West Midlands Ambulance Service

The journey of 
Betty and the 
Red Bag

4. At hospital, Maria (the nurse) receives the Red Bag from 
the ambulance crew. The Red Bag identifies Betty as a 
Care Home resident, and the completed paperwork inside 
helps her understand Betty’s medical background.
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What this outcome means: 

• People know what choices are available to them locally, what they are entitled to, 
and who to contact when they need help

What did adult social care in
Wolverhampton do to achieve this?

Wolverhampton Information Network (WIN) is a
free online localised search directory that is
available 24 hours a day and 7 days a week.
The directory contains details about support
services, helpful information and activities that
take place in the city. There are a wide range of
advice pages, links and details of local and
national organisations. 

The Health Channel was launched on WIN in
July 2017 in partnership with the
Wolverhampton Clinical Commissioning Group.
It is the first digital online directory of its kind in
the country. The Channel was set up following
feedback from residents, medical professionals
and stakeholders across the city who wanted to
be able to find a range of health associated
information in one convenient place. 

The impact was…

Having more information online means that
people don’t have to wait to speak to
someone in office hours to answer their
questions and find out about local services. 

There has been a significant increase in the
use of WIN to access information about adult
social care compared to last year. The main
adult social care page received almost 4,333
more hits in 2017-2018 than in 2016-2017.
The Health Channel has been viewed 5621
times this year. 

Local organisations and providers of services
have also benefitted by being featured on
WIN.  For instance, it is a smarter and more
cost-effective way of reaching new audiences
as it means they don’t have to produce as
many leaflets, booklets and newsletters.

Making sure that people have a positive experience 

of care and support
Outcome 3
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What did adult social care in
Wolverhampton do to achieve this?

There are an estimated 3600 people living with
dementia in Wolverhampton. In 2017-2018 the
City of Wolverhampton Council has continued to
work hard to improve support for people with
dementia and their families. 

Businesses, organisations, community groups
and individuals from across the city have come
together as a Wolverhampton Dementia Action
Alliance to support the city's drive to become a
Dementia Friendly Community. 

A Memory Matters Service with the Community
Neighbourhood Team has been set up this year.
This is an informal drop-in session, run every six
weeks, to provide information, advice and
guidance to people who are concerned about
their memory or someone else’s.

In May 2017 there was a special event to mark
national Dementia Awareness Week. There was
also an Alzheimer’s Society Dementia
Community Roadshow which took place in June
to raise awareness and understanding of the
condition as well as offering free advice and
information. 

The impact was…

In December 2017 The Alzheimer's Society
officially granted Wolverhampton Dementia
Friendly Community Status after recognising
all of the work taking place to improve
services for people living with dementia, and
their families and carers.

A celebration event was held by the Council in
January with local awards for Dementia
Alliance Association members. 

The Dementia Action Alliance is currently
described as ‘best practice’ across the region
by the Alzheimer’s Society.

The Council is encouraging everyone to
consider becoming a Dementia Friend through
the Alzheimer’s Society. Please follow this link 
to find out more.

More information about the support available
locally can be found here.

https://www.dementiaaction.org.uk/local_alliances/496_wolverhampton_dementia_action_alliance
https://www.dementiaaction.org.uk/local_alliances/496_wolverhampton_dementia_action_alliance
https://www.dementiafriends.org.uk/
http://www.wolverhampton.gov.uk/dementia


26 City of Wolverhampton Council wolverhampton.gov.uk

Progress in 2017-2018

Mr T has been going to day services for over
10 years. The most important thing to him is
to have friends.

At a social care review Mr T was asked about
his interests and to describe “a good day”. It
was clear that, although he went out most
days, he often didn’t speak or engage with
anyone at the day service. With Mr T’s
permission a referral was made to the
Community Pathways Team to support him to
find out about activities and groups in the
community where he lived. Mr T’s circle of

support were reluctant about this initially
because they worried about the impact a
change would have on his mental health and
wellbeing. However, Mr T agreed to explore
other options.

He has since enrolled on an art class, as this
is a great passion of his, and has joined a
group for amateur artists. 

Mr T has now stopped attending the day
centre. His quality of life has improved and he
says he is much more confident when he
goes out and is making lots of new friends.

Mr T – Knowing what’s going on in the local community
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What this outcome means: 

• Everyone enjoys physical safety and feels secure

• People are free from physical and emotional abuse, harassment, neglect and self-harm

• People are protected as far as possible from avoidable harm, disease and injury

• People are supported to plan ahead and have the freedom to manage risks in the way that
they wish

A safeguarding referral was received by the
MASH concerning a mother, Mrs M, who has
dementia and was caring for her adult
daughter who has care and support needs. It
had been alleged that Mrs M had been
emotionally abusive towards her daughter.
The MASH quickly asked all partners to come
together to identify who was involved and to
share any relevant information. It also became
evident that some partners who should have
known Mrs M and her daughter were not
aware of them. This information sharing
process was therefore very beneficial for the
family as it ensured that they had the right
people involved who could support them.

It was agreed that both individuals needed
support in their own right and a request was
made to adult services for social work
assessments and a carer assessment. Mrs M
agreed to referrals to the GP and to relevant
health services. The views and rights of both
individuals were considered and their wishes
taken into account.

With the right support in place for Mrs M and
her daughter the situation improved for all
concerned. This was made possible by timely
and secure information gathering and strong
partnerships in the MASH. 

Mrs M - Effective partnership working

Safeguarding adults whose circumstances make them
vulnerable and protecting them from harm

Outcome 4
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What did adult social care in
Wolverhampton do to achieve this?

In June 2017 the Care Quality Commission
(CQC) inspected the Home Assisted
Reablement Programme (HARP), which is a
Council run service providing reablement
support in people’s homes.

A copy of the inspection report can be accessed
by clicking here.

The impact was…
The service was rated “good” overall and in all
individual areas, including whether the service
is safe. 

The report says:
“People and their relatives were positive
about the care provided by the service and
said that they felt safe with the staff who
supported them. Staff knew how to
recognise the signs of potential abuse and
knew the reporting system to keep people
safe. Risks to people were assessed and
reviewed regularly to ensure care remained
appropriate for people's needs.”

What did adult social care in
Wolverhampton do to achieve this?

The City of Wolverhampton was the first in the
metropolitan area of the West Midlands to set
up a joint adults and children’s Multi-Agency
Safeguarding Hub (MASH) in August 2016. 

The MASH acts as a central, single point for
safeguarding referrals, with an emphasis on a
whole family approach. Having a joint adults and
children’s MASH enables agencies to carry out
timely, joint assessments and agree the most
appropriate course of action for the individuals
and families concerned. 

The partners involved in the MASH are all
committed to making the whole family approach
work. Probation, Recovery Near You,
Wolverhampton Homes and Wolverhampton
Domestic Violence Forum are all co-located
within the MASH. Other agencies, including
West Midlands Police and the NHS Provider
Trusts working in the City of Wolverhampton, are
involved on a “virtual” basis with regard to adults
with care and support needs.

The impact was…

There have been regular meetings this year
with all partners, including virtual partners, to
strengthen the MASH and further embed the
whole family approach. Issues are discussed,
and solutions identified. For instance, West
Midlands Police and the MASH have worked
together to speed up the sharing of police
intelligence and improve the quality of the
information. This has meant that safeguarding
enquiries are dealt with more quickly.

Wolverhampton’s MASH has been
commended by the region’s police force as
“the way forward” and they are encouraging
other councils to visit Wolverhampton. West
Midlands Police have also praised the quality
of the information and decision making in the
MASH. 

To date 2 councils have visited
Wolverhampton’s MASH and another council
is planning to visit soon.

https://www.cqc.org.uk/location/1-2868597503
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What this outcome means: 

• Everyone enjoys physical safety and feels
secure

• People are free from physical and
emotional abuse, harassment, neglect and
self-harm

• People are protected as far as possible
from avoidable harm, disease and injury

• People are supported to plan ahead and
have the freedom to manage risks in the
way that they wish

What did adult social care in
Wolverhampton do to achieve this?

Making sure there are good quality, local care
and support services available in the
independent sector is important to the City of
Wolverhampton Council. 

The Council’s Quality Assurance and
Compliance (QAC) team monitors the quality of
its care and support contracts.  The team works
in partnership with care providers where
additional support is required to meet the
expected quality and standards.  

The team’s focus is on promoting innovation,
sharing information and best practice, whilst
also highlighting local developments and
networking opportunities for independent care
sector staff.

The QAC team aims to monitor all the care and
support services within the City of
Wolverhampton twice a year and keeps a
‘watching brief’ over care and support services
outside of the city. The team also actively seeks
out customer and stakeholder (carers,
advocates and professionals) feedback to
monitor quality and standards

The impact was…

As of April 2018, the number of providers
registered with the Care Quality Commission
(CQC) in Wolverhampton and rated as “good
and above” was more than 85%. This
included 2 services with an overall
‘outstanding’ rating.

The QAC team is currently working on
developing an overarching Quality Assurance
Framework for care and support services
provided in-house and commissioned by the
City of Wolverhampton Council.  The intention
is to continue to improve quality standards
over the next 12-18 months.

The table on page 30 highlights the CQC care
ratings for the services that the City of
Wolverhampton Council has local authority
designated responsibilities for:

Value for money, buying and use of resourcesOutcome 5
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Wolverhampton (Designated Responsibilities LA) 
Services CQC Care Ratings – April 2018

What did adult social care in
Wolverhampton do to achieve this?

This year the Council’s commissioning team has
been working with the Clinical Commissioning
Group (CCG) on a joint project to improve the
quality of care in homes which require
improvement. This project is called the Safer
Provision and Caring Excellence Programme
(SPACE) and runs initially for 2 years. It involves
18 care homes in Wolverhampton and is
supported by the West Midlands Patient Safety
Collaborative. 

The SPACE programme aims to improve quality
of care, reduce incidence of harm and prevent
avoidable hospital admission.

The impact was…

In November 2017, care home staff and
managers were invited to attend the SPACE
Quality and Improvement awards. These
awards recognise the efforts made to improve
quality and safety for residents. 

Local care home staff were given awards in
the following categories:  

• Most Improved Care Home

• Most Innovative Improvement 

• Care Home Manager of the Year

This year Wolverhampton was the only council
in the Black Country region where there was
an ‘outstanding’ care home rated by CQC.

Type of 
Service

Total No. of
Registered
Services

Services rated
overall

‘Outstanding’

Services 
rated overall

‘Good’

Services rated
overall ‘Requires
Improvement’

Services rated
overall

‘Inadequate’

Services 
not yet 

inspected

Total No. of
Services rated
‘Good & Above’

% of Services
rated ‘Good &

Above’

Care Home
with Nursing 20 0 8 7 0 5 8 40.00%

Care Home

Residential
55 1 45 3 1 5 46 83.64%

Domiciliary 
Care 41 1 35 5 0 0 36 87.80%

Total 116 2 88 15 1 10 90 77.59%
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What did adult social care in
Wolverhampton do to achieve this?

The Welfare Rights Service has been continuing
to support the City of Wolverhampton Council
and its residents this year in a number of ways
including:

• Benefits information, advice, advocacy and
representation, support with disputes and
appeals

• Training and consultancy - including Universal
Credit training

• A Benefit Bulletin Newsletter

• Information guides for advisors and residents

• Provision of information and advice to social
work teams supporting people with care and
support needs

The impact was…

The Welfare Rights Service has supported
people to claim over £12.4 million in
annualised benefits in 2017-2018 (£21.4
million with the 1.7 community inflator
applied). Plus £880,000 in potential benefits
gains where individuals have been advised in
relation to a benefit which is likely to be
awarded.

There was also £867,000 in annualised
revenue gains for City of Wolverhampton
Council through Adult Social Care increased
contributions.

Miss R is 85 and living alone in rented
accommodation. She can get confused
sometimes and has a sight impairment. A few
months ago she started having difficulties with
everyday tasks. One morning she collapsed
and was admitted to hospital. When she
came home she agreed to having some care
and support.

She was supported by the Welfare Rights
Service to claim Attendance Allowance and
Pension Credit with a severe disability
addition, which she didn’t even know she was
entitled to. She is now £135 a week better off.
She was also entitled to more housing benefit
and a council tax reduction. This leaves her
with more money to help make her life a bit
easier. 

Miss R – Knowing what to claim when things change
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   Compliments and complaints

The City of Wolverhampton Council welcomes
feedback because this helps us to identify where
things are working well and also look at what
improvements are needed. Each year the Council
analyses all of the complaints and enquires that have
been received and makes sure that any learning is
communicated to teams.

As of the 31st March 2018 there were 4684 adults
receiving an adult social care service. From this
number there were 81 complaints, compared to 90
received in the previous year, which is a decrease.
From the 81 complaints received in 2017-2018, 79
were concluded and resolved in that year, with the
remaining 2 being carried forward and resolved later
in 2018.

Formal complaints received

Each complaint is responded to individually and has
a ‘finding’ which identifies whether the complaint was
justified (upheld) or not justified (not upheld); or
whether there are aspects of the complaint that
should be partly upheld. The Council were found to
be at fault in 30 complaints this year and partially at
fault in 27. In 22 complaints the Council were not
considered to have been at fault. 

44% of complaints were responded to within 
10 days, which is slightly less than last year. However
over 70% of complaints were responded to within 20
days. If a complaint is complex it may take longer to
resolve.

81

2016-17 90

2017-18

Formal complaints

Formal complaints

59Informal complaints

59Informal
complaints36

27
(34%)

22
(28%)

30
(38%)

Complaints where the
Council is at fault (upheld)

Complaints where the Council 
is partially at fault

Complaints where the Council 
is not at fault

Issues have been identified
from upheld complaints and
have been addressed;
remedies have been provided
to the customers by
apologising and informing 
them of the improvements
that have been made.

Response timescales

21 days
or over
timescale

Within
10 days
timescale

11-20 days
timescale

35
(44%)

25
(32%)

19
(24%)
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There were 2 more Local
Government Ombudsman (LGO)
investigations and enquiries this year
than in 2016-2017. However only 2
of the 6 LGO investigations were
upheld.

During 2017-2018, a number of
complaints led to improvements and
changes being made to adult social
care. For instance, this year a
complaint led to a review of a team’s
duty process and has ensured that
people are now advised when a
social worker is off sick and cannot
attend a meeting. 

183
223

2016-17 2017-18

There were more 
compliments this year 
compared to last year
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Priorities for adult social care in 
Wolverhampton in 2018–2019

3 key priorities

Whilst there are a number of priorities for 2018–2019, the key ones for adult
social care in Wolverhampton are:

Other priorities will include continuing to support carers to have as much social contact as they
would like and improving their overall quality of life. The Carers Support Team will be continuing to
organise events and provide support for carers in Wolverhampton in 2018-2019. 

Adult social care in Wolverhampton will continue to work with people with mental health
difficulties and learning disabilities to help them explore different kinds of housing and support
options. If people want to, they will be supported to move into a home of their own. 

People with care and support needs who want to work will also continue to be supported to find
paid employment. 

Adult social care in Wolverhampton has made good progress this year in reducing the
amount of time people are waiting to be discharged home from hospital. The Council
is committed to build on this progress next year. The aim in 2018-2019 is to reduce
the amount of time people are waiting for discharge from hospital in Wolverhampton.
The average number of delays per day attributed to adult social care in 2017-2018
was about 7.6. The ambition is to reduce this to 5.1. The number of delays per day
attributed jointly to both health and adult social care met the target this year so the
aim is to maintain this in 2018-2019 (2.8 days average). 

The Council would like more people with care and support needs to be supported to
live as independently as possible in their own homes for as long as possible. One of
the ways this will be achieved is by the use of an innovative model called 3
Conversations which focuses on people’s strengths and what the community can
offer to help people get on with their life. Other teams like Community Pathways and
our reablement team will also support this approach. 

The City of Wolverhampton Council will continue to promote telecare and explore
new technologies to increase people’s independence and prevent and delay needs.
In 2016 an objective was set that by March 2019 there will be 3000 new users of
telecare. Adult social care is hoping to not just meet this target, but to also exceed it.

1

2

3



Useful Contact Numbers:

Adult social care (Office hours)                                          01902 551199

Adult social care (Emergency out of hours)                       01902 552999

Carer Support Team                                                         01902 553409

Telecare Service                                                               01902 553585
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Useful contact numbers

Feedback

Your feedback is important to us and will help us to improve the content of
our Local Account in the future. For more information on this document, 
or to let us know what you think, please contact Jennifer Rogers at City of
Wolverhampton Council on 01902 555704 or email
jennifer.rogers@wolverhampton.gov.uk 
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