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Personalisation in social care:
Health Check
Purpose

This simple diagnostic tool can be used by local support and development organisations to undertake a personalisation health check with local voluntary organisations and help them develop an action plan. It focuses on personalisation in social care, but could be adapted for health services, or other services where personalised approaches are being developed. The tool aims to help development workers to:

· assess an organisations’ readiness for personalisation

· help them identify areas of strength and weakness, new opportunities and development needs in relation to the personalisation agenda

· help produce a practical action plan to enable organisations to gear up for personalisation.

This can be used with local voluntary organisations that are in the early stages of thinking about the implications of personalisation and do not have the capacity or resources to respond to the personalisation agenda without support. It is not principally aimed at larger providers that are currently delivering mainstream health and social care services.

Development workers will need to have an understanding of the personalisation agenda and its implications for local voluntary organisations in order to use the tool effectively.

Please refer to the accompanying guidance notes for help with using the tool, developing an action plan and information about further support and resources.

How to use the tool
Identify which statement has the closest fit to the current situation of the organisation you are working with. 

Skip any questions that are not relevant to the organisation you are supporting.
Outcome 1

Commitment to the values and culture of personalisation

Outcome indicators:
1. The organisation has not investigated the principles and values behind personalisation and / or has decided these do not fit with its current ethos and culture.

2. The organisation has some understanding of the values behind personalisation, but not all of its staff and volunteers are genuinely committed to the principle of extending choice and control to individuals.

3. The organisation is fully committed to extending choice and control to individuals and these principles guide everything it does.

	Development worker’s notes relating to Outcome 1


	

	     
	Score

     


Outcome 2

Sign-up from the Trustee Board
Outcome indicators:
4. The implications of personalisation have not yet been discussed by the Trustee Board and trustees have little or no awareness of what personalisation is about.

5. The Trustee Board has some awareness of personalisation and is interested in exploring how the organisation should respond.

6. Trustee Board has given approval to develop a plan for how the organisation should respond to the personalisation agenda, but this plan has not yet been developed, or is still in the early stages.

7. A detailed and costed plan has been approved by the Trustee Board, the necessary resources have been identified and implementation is underway.

	Development worker’s notes relating to Outcome 2


	

	     
	Score

     


Outcome 3

Sign-up from staff and volunteers

Outcome indicators:

8. Staff and/or volunteers are not on board with changing the organisation’s services to respond to personalisation / do not understand what personalisation means / are likely to resist change.

9. Some staff and/or volunteers have an understanding of personalisation, but do not know how to respond.

10. Some staff and/or volunteers understand what changes need to happen and are committed to making this succeed.
11. All staff and/or volunteers understand what changes need to happen and are committed to, or involved in, implementing these changes.
	Development worker’s notes relating to Outcome 3


	

	     
	Score

     


Outcome 4

Effective engagement with people with support needs
Outcome indicators:

12. The people the organisation supports do not understand what personalisation means or the organisation has not discussed personalisation with them.

13. The organisation has started a dialogue with the people it supports about personalisation.

14. Most of the people using the organisation’s services have an understanding of what personalisation means and some are starting to explore more person-centred approaches, or are already using direct payments or personal budgets.

15. The organisation is working in partnership with the people it supports, their carers and families to make sure the views of individuals with support needs drives the process of change.

	Development worker’s notes relating to Outcome 4


	

	     
	Score

     


Outcome 5

Knowledge of the current and future demand for services
Outcome indicators:

16. The organisation has not assessed the current or future demand for its services.

17. The organisation has some information about the demand for its services, based on its knowledge of the people who currently use its services and / or people on its waiting list.

18. The organisation has detailed information about the current and future demand for its services, either based on its own research, or on data gathered from other sources. This information is used in planning future service developments.

	Development worker’s notes relating to Outcome 5


	

	     
	Score

     


Outcome 6

Effective engagement with local authority policy, planning, and implementation of personalisation
Outcome indicators:

1. The organisation has had no dialogue with the local authority (LA) and little or no information about how personalisation is being implemented locally.

2. The organisation has received some information about how personalisation is being implemented locally and has some understanding of the implications this might have for them.

3. The organisation is receiving regular information about how the LA is implementing personalisation and / or the organisation’s views and ideas have been sought. They have some ideas about the implications for them.

4. The organisation is engaging constructively and influencing the implementation of personalisation, either through direct representation on personalisation work streams, or indirectly, through voluntary sector representational structures or networks.

	Development worker’s notes relating to Outcome 6


	

	     
	Score

     


Outcome 7

Adaptable, flexible and able to respond quickly to a changing environment

Outcome indicators:
19. The organisation lacks the capacity or resources to be innovative, flexible and creative and / or staff do not feel empowered or involved in the decision-making process. The organisation is risk-averse.

20. The organisation is used to responding to a changing environment, but can be quite slow to implement change and / or faces significant obstacles.

21. The organisation is flexible, dynamic, proactive and quick to respond to a changing environment. The organisation assesses and manages risk well and has a positive attitude to change.

	Development worker’s notes relating to Outcome 7


	

	     
	Score

     


Outcome 8

Effective change management

Outcome indicators:

22. The organisation struggles to set up and manage projects or programmes to bring about change, as the skills / time / other resources are lacking.

23. The organisation sometimes has difficulty in keeping projects or programmes of work on track and setting up appropriate monitoring systems.

24. The organisation has effective systems for managing projects and programmes of work and monitoring how effectively its plans are being implemented.

	Development worker’s notes relating to Outcome 8


	

	     
	Score

     


Outcome 9

Understanding of unit costs and how to price services

Outcome indicators:

25. The organisation has not started working out its unit costs and does not price or charge individuals for its services.

26. The organisation knows the overall costs of running its services and has a rough idea of the unit costs for the people it supports at an individual level, but has not worked out a pricing structure so that people can purchase individual services.

27. The organisation has a fully worked out model for understanding the unit costs for its services, so that people could arrange for their personal budget or direct payment to be used to buy its services.

28. The organisation has a detailed and transparent pricing system which is explained to each individual it supports, so that people have the flexibility to choose which level and type of services they want to buy.

	Development worker’s notes relating to Outcome 9


	

	     
	Score

     


Outcome 10

Efficient and flexible finance and IT systems

Outcome indicators:

29. The organisation has not yet thought about changes that may be needed to its financial and IT systems to accommodate direct payments and personal budgets.

30. The organisation has had some discussions and started to scope out the changes needed to its financial and IT systems.

31. The organisation has monitoring and payment systems in place which enable payments for personal budget holders and direct payment users to be processed and these systems are flexible enough to allow changes to be made easily in response to individual choices.

	Development worker’s notes relating to Outcome 10


	

	     
	Score

     


Outcome 11

HR practices that support personalisation

Outcome indicators

32. No changes have been made to the way staff and volunteers are recruited, supervised and managed to prepare for personalisation.

33. The organisation has started to consider training needs and changes they need to make to HR policies and practices, for example introducing more flexible contracts and matching staff and volunteers to the individuals they support

34. The organisation has identified the training needs of support staff and volunteers and changes have been made to policies and procedures to support a more person-centred approach.

35. A person-centred approach is fundamental to the way staff and volunteers are recruited, supervised and managed. When recruiting, supervising and managing staff and volunteers, the emphasis is on the views of the people they support, the difference they are making and the outcomes being achieved.

	Development worker’s notes relating to Outcome 11


	

	     
	Score

     


Outcome 12
Well-developed marketing strategy
Outcome indicators:
36. The organisation does not currently have a marketing plan for its services and has mostly marketed its services to funders or those making referrals, not directly to the people it aims to support.

37. The organisation has basic information available about its services, such as leaflets, flyers and information on its website and it is listed in service directories.

38. The organisation is well networked and engages proactively with the local authority, other providers and stakeholders to ensure that good, accessible information about its services is readily available to individuals with support needs and their carers and families, as well as to brokers, care managers and others involved in support planning.

39. In addition to the above, the organisation has a fully developed marketing plan, targeting people who may be interested in its services, based on an analysis of its ‘market’.

	Development worker’s notes relating to Outcome 12


	

	     
	Score

     


Outcome 13

Undertaking person-centred planning
Outcome indicators:
40. The organisation has not started thinking about person-centred planning and support planning and how its services could adapt to accommodate this.

41. The organisation has staff who are interested in person-centred planning and who have skills in this area, or who are interested in developing these skills, but individual support plans are not currently being produced.

42. All relevant staff have a good understanding of person-centred planning and they are supporting people who use their services and their carers / families to develop individual support plans.

	Development worker’s notes relating to Outcome 13


	

	     
	Score

     


The following outcome is only relevant to organisations providing or seeking to 
develop information, advice, advocacy or brokerage services.

Outcome 14
Development of information, advice, advocacy and brokerage services
Outcome indicators:

43. The organisation has not thought about how its information, advice and advocacy services relate to the personalisation agenda.
44. The organisation has thought about the range of support people might need to help them make informed choices and organise their services. They have thought about how their existing services could be adapted to meet some of these needs.

45. The organisation is engaging in a dialogue with the LA and other voluntary organisations, mapping what is currently available and identifying gaps in the provision of information, advice, advocacy and brokerage services.

46. There is a locally agreed model for information, advice, advocacy and brokerage services and the organisation is clear about how its services fit within this model and how it wants its services to develop. The organisation is engaged in a dialogue with the LA about this.

	Development worker’s notes relating to Outcome 14


	

	     
	Score

     


The following outcome is only relevant to organisations providing a direct payment support scheme.

Outcome 15
Development of direct payment (DP) support scheme
Outcome indicators:
47. The organisation has not yet thought about how its DP support scheme will need to change to support the expansion of personalisation.

48. The organisation’s DP support scheme only provides a limited service and is not well used by all relevant groups of people.

49. The organisation’s DP support scheme offers a full range of services to all sections of the community and is well-placed to develop further.

50. The organisation’s DP support scheme is effective and they are implementing plans to develop it further in response to personalisation and in discussion with the LA.

	Development worker’s notes relating to Outcome 15


	

	     
	Score

     


NAVCA is the national voice of local support and development organisations in England. We champion and strengthen voluntary and community action by supporting our members in their work with over 160,000 local charities and community groups. NAVCA believes that voluntary and community action is vital for vibrant and caring communities.

We provide our members with networking opportunities, specialist advice, support, policy information and training. NAVCA is a vital bridge between local groups and national government.

Our specialist teams take a lead on the issues that matter most to local support and development organisations. We influence national and local government policy to strengthen local voluntary and community action.

Membership is open to all local support and development organisations.

For more details about the full range of ways that NAVCA can help you please go to www.navca.org.uk or call us on 0114 278 6636.

NAVCA

The Tower

2 Furnival Square

Sheffield 

S1 4QL

Tel 0114 278 6636

Fax 0114 278 7004

Textphone 0114 278 7025

Email navca@navca.org.uk

www.navca.org.uk

Copyright NAVCA 2010. The tool and accompanying guidance notes are designed to be used by local support and development organisations in their work with local organisations. NAVCA members and affiliates that are local support and development organisations have permission to reproduce, adapt and amend this tool provided it is for their work with local groups. It may not be used for commercial purposes. Permission must be sought from NAVCA for using in other ways.
This publication can be provided in alternative formats.
Please contact NAVCA for further information.






NAVCA (National Association for Voluntary and Community Action), The Tower, 2 Furnival Square, Sheffield S1 4QL

Tel 0114 278 6636 ● Fax 0114 278 7004 ● Textphone 0114 278 7025 ● navca@navca.org.uk ● www.navca.org.uk
Registered charity no. 1001635 ● Company limited by guarantee ● Registered in England no. 2575206 ● Registered office as above
2

