WORKSHOP CONTACT PERSON: 
Brigid Day, Head of Adult Social Care (operational) ,  Brighton and Hove City Council,  UK 
EMAIL brigid.day@brighton-hove.gov.uk  

CO-PRESENTERS 
Martin Farrelly - General Manager Brighton and Hove City Council 

Jacqui London - Access Point Manager a/a  to be confirmed

	
DEVELOPING STREAMLINED AND PERSONALISED SERVICES FOR ADULTS, WITH SINGLE POINT ACCESS

	What is/are the main SOCIAL ISSUE/S that you wish to raise for debate and discussion in this 90 minute workshop? 

1. How to improve adult social care services – shifting from user to customer focus and having a more individualized approach
2. Identifying  bureaucratic and process obstacles so improving performance, quality and customer satisfaction


	Please describe your project briefly here, indicating what makes it special:
The basis for the discussion will be Brighton and Hove’s experience in developing, planning and introducing new way of working of ‘personalisation’ of social care for adults, which reflects the British Department of Health’s new policy direction 
First stage of this change is our Access Point which went live in May 2008, which has demonstrated greatly improved performance, quicker and easier access, and high levels of customer satisfaction.

This has changed access into social care services for adults into a quicker, more responsive, streamlined process with reduced bureaucracy. Shifting to a phone-based customer-focused service puts the person (or their family/ carer) at the centre and helps them define their own needs and solutions. ‘Switching on services’ on basis of phone interview, access to range of information and advice for solutions that cross traditional social care boundaries eg welfare benefits, housing, leisure and voluntary sector services. The implementation is being reviewed in Jan/Feb 09 and the findings  will be presented  as part of workshop .

Proposed workshop format:

The initial presentation will include showing part of a DVD which showcases Brighton and Hove’s approach

Participatory activity to aid and stimulate group discussion of the issues raised will include:

A) Group exercise with ball of string (!) to demonstrate the ease or  difficulty that users experience accessing information and services in participants’ countries

B) Case study to look at in more detailed discussion in small groups to understand different approaches across Europe and  explore how these could be improved . Identify advantages and obstacles
C) Feedback and wider large group discussion on where and how processes can be streamlined and advantages/ disadvantages/ risks. Any quick wins and ways forward
Workshop output will be captured via:

· Flip chart scribing of small group discussions.

· Feedback discussion - main headings agreed and captured on power point and ways forward .

· ‘Car Park’ sheets with colour coded ‘post it notes’ available for any other comments from participants to write on themselves during / at end of workshop to ’park’  any areas not covered, make other comments and as way of giving feedback (may need translating)












