Carers Champion 2010 Survey

Introduction
Response Rate 1911 posted 105 email 113 completed and returned
As you may be aware, our service is funded by Plymouth City Council. Following discussions with commissioners from the council, we have been given an eighteen month extension ending February 2012. Furthermore, after looking at the areas of the service which are sought and accessed the most by carers, we will be able to offer even more.

· A new carers support worker joined the team in November 2010 so that we can provide more support, whether over the telephone or face-to-face. 

· Welfare benefits advice, which Mary has often given to carers, is now included in the contract because of the demand for expertise in this area.
· We will also be coordinating the ‘Carers’ Forum’ – a group of volunteer carers, who are trained so that they can represent carers on the Carers’ Strategic Partnership Board, which oversees how services for carers in Plymouth are delivered.
Feedback from last year
Our last report showed that the newsletter was valuable.  This report shows the same and the newsletter is now distributed to over 2000 carers as well as partner organisations and professionals.

Advice & Information

This is also found to be useful by carers.  Carers Champions are continually adding to their bank of knowledge and resources and continue to signpost carers to the appropriate organisations.

Carer Involvement
Following our push to involve carers in the service, we have had carers involved in the following areas:-

· Carers have been interviewed to tell their stories for the newsletter and website.

· Monitoring Group – As part of our work we report to Plymouth City Council about what we have achieved and our plans for the future.

· Carers Awareness Training –  Carer attends the training to tell professionals of their experiences 

· Outreach – Venues throughout Plymouth City

· Administration – Franking envelopes for the newsletter, recording CD copy of newsletter.
· Ambassadors – Carers who promote Carers Champions by passing on our details to other carers.

We also have community volunteers who work alongside the team with carers

· Drop-in 

· Outreach

We continue to work with Plymouth City Council in meeting the needs of carers.  The Carers Strategy 2010-2013 is now in place and Carers Champions actively have a place on the Carers Strategic Board that works to implement the strategy.  

We also work to ensure that carers have a voice by coordinating the Carers Forum.  The Carers Forum will engage and involve carers in the decision making process that will plan and develop carers services in Plymouth. This will include prioritising actions from the Carers Strategy and provide feedback to Plymouth City Council and partner organisations on how well the strategy is working for carers in the city.

Finances
As part of the service delivered by Carers Champions, advice on benefits and money / debt had been offered to carers for some time. However, this area was not a part of the contract the service had with the Local Authority. However during 2010 when Carers Champions and Plymouth City Council were discussing extending the contract, it was decide that benefits and money / debt advice should become part of the service. The Social Inclusion Manager now provides this support to 300 carers per year which means that carers can have a benefits check, have help with making claims and challenging benefit decisions as wells as get some support if they are struggling financially.

There is also a Social Inclusion Manager who is the lead on carers within Jobcentre Plus and useful links have been made with the Department of Works and pensions through this worker.  One of the ways carers issues are to be brought to the forefront with Jobcentre staff will be through Carers awareness training which was planned for later in 2010.

2010 Survey Response
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Once again, results confirm that the newsletter continues to be popular with carers; individual positive feedback can be seen in the written response section on page 9.  Areas of the service which may benefit from development include: training and workshops, usage / awareness of the website and the drop-ins.  Raising awareness of available services amongst more isolated carers remains an issue.

Survey responses show that services provided by Carers Champions are rated highly, as seen in the table below. 
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How Overall Services Were Rated 
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One of the questions asked in the survey was:-
We would like to know if people would be interested in attending groups based on age groups, areas of Plymouth, times of day, activities or specific illness or disability
The section that focused upon making improvements to the drop in failed to provide any single area of focus for development; it just proved the diverse range of carers and their backgrounds. The specific need, and level of need, of each individual is quite different whether it be emotional support, financial support or information. Of course, the amount of personal time that a carer can spare to receive support will also vary.
The survey asked carers to identify if they wished to see alternative drop-in locations; this had already been highlighted as an area of need throughout the year in staff meetings and via individual carers. It was discussed on a number of separate occasions that a ‘drop in’ in the areas of Plymstock / Plympton would have increased accessibility to the service for many carers. This was backed up within the response to the survey, where this location was requested by a considerable number of people. This indicates that investigation is warranted in order to improve the outreach of a very popular and fulfilling service. Consequently a staff member has been tasked with organising a drop-in for carers in the Plymstock / Plympton area.
Regarding the time of ‘drop ins’, carers that have responded to the question all indicated times that were either in favour of a morning ‘drop in’ or an afternoon ‘drop in’. This would suggest that mid-day drop-ins may be seen as inconvenient to carers, for whom appointments and other activities regularly feature as part of the day. Possible answers include providing a whole day drop-in, or to offer alternative time options to those currently available.
To summarise, according to the survey, the service provided by Carers Champions for carers is well received and popular. However, a few of the services remain inaccessible to some carers, owing to their complicated and demanding lives.  Later in this report further recommendations are noted from individual feedback concerning improvements to the service that Carers Champions provide. 
Service Improvements In order to get a clearer view of how Carers Champions is seen to be performing as a service, a comparison should be made with previous years. 
2009 Feedback
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Displayed above are the percentages of the services used by carers in 2009. 

2010 Feedback
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Significant comparisons can be made between the two past years.  The popularity of the newsletter remains positive. The 30% increase in usage and popularity indicates its importance and justifies the funding sought for it (further praise can be seen in the feedback section of this report).
The vast improvement has been made in the availability of emotional support, which is indicated by an increase in its use of more than 25%.  It goes without saying that the accessibility of emotional support is of paramount importance and, therefore, this increase in use demonstrates a positive attitude towards the support offered. 
This improvement is mirrored by the increase in the number of carers using the advice and information service provided; this service is regarded as highly important. It was recommended in the last report that this service needed expansion in order to meet the ever changing needs of carers. An improvement of slightly less than 30% indicates that this recommendation has been addressed. 
A considerable increase in demand for and provision of benefits/money advice is evident from the responses. This could be a reflection on the current economic climate; nevertheless, this aspect of the service is likely to continue to be sought as changes are made to the benefits system and as the number of people likely to leave employment, or reduce their hours, to provide care increases. 
Other increases in services received are the ‘Drop In’ and community events and outings.   The ‘Drop In’ enables carers to have a break and meet with other carers; Carers Champions staff and volunteers are also available to provide support if necessary. The community events and outings allow carers access to further support along with opportunities for leisure activities with other carers. It also often provides the chance to bring along the individual being cared for, which in turn supports the carer. 
The use of the website has shown little improvement; this may be down to lack of accessibility to computers and the internet, or awareness of the website and its information. Feedback from a professional bears out the theory that many older carers are not computer users and so do not benefit from the website.
There is only a slight increase in the percentage of carers taking up training that is offered and/or promoted by Carers Champions. Since a very small number access this part of the service, it may be something that requires consideration to ensure that more carers become involved in the service. 
Response from Professionals

A few responses to the survey from professionals, responding on behalf of their clients, support the evidence from carers. This was mainly received in the form of comments, which can be found after comments from carers regarding drop-ins.. 
Summary
Taking all the responses into consideration, the progressive nature of the service is succeeding in reaching more carers as well as focusing on improving the service for recognised carers. The increase in numbers and the high levels of satisfaction in the services speak for themselves - Carers Champions is providing a quality service that is growing and succeeding in reaching those who are in need. 
Suggestion and Comments This section records the written feedback in the survey responses. The suggestions and, often supportive, information provides insight into carers’ perspectives.
What the Carers think
· ‘Your newsletter is like a breath of fresh air through the door!’

· Please keep up the great work. You have a true understanding of the needs of carers.

· Please keep the hints and tips coming, the newsletters are very good with lots of this information.

· Thank you for your good help and information – it is very much needed. 
· I enjoy the various “talks”, the experience of other people dealing with the similar problems helps and the laughter at the Drop In, I usually feel happier and contented with life – thanks for being there. 
· The service providers are excellent, the staff are very helpful, understanding and friendly. 

· Only to say my appreciation and heartfelt thanks for the staff commitment towards the wellbeing of carers. 

· Carers Champions are very good and I cannot think of more you could do. 

· You help me a lot and are always there for me - all the best to you all. 

· I have been attending the drop in and really enjoy the chat and company. 
· Carers Champions are there when I need them, so please keep going as it is a valuable service. 

· I just want to say I am pleased just to call in for a coffee and chat with the other carers. It’s good to relax and talk things over. 

· A very good service 10/10!!

· Thank you to everyone who helped with my wife especially with helping me with my benefits. 

· I found Carers Champions very useful for information and help with contacts.

· What you do is an excellent service which is caring and rewarding to the people of Plymouth. 
· I was very pleased with the way the staff handled my issue, I would very much like top say a big thank you to all the staff. 

· Carers Champions provide a first class newsletter and the drop ins are a fantastic way of meeting new people. 

A frequent suggestion which is something that is debated at the drop ins is the accessibility of the building as well as the time carers have away from those whom they care for. This raises the questions surrounding the provision of short breaks and respite.
Concerning Attendance at the Drop In

· -I would take advantage of more activities if I could leave my wife more often.

· I would very much like to attend the Drop In but only have support carers at 9 - 11am and 2 - 5 pm so the timing of the session precludes this. 

· I would love to mix with people and go places, but my husband is 82 years of age and cannot get out of the house. 

· Regrettably I have been unable to partake or to put anything into the carer’s service but I do recognise the helpful service it must be towards carers. 

· Currently unable to go to the Drop In as unable to drive, would like advice about respite care. 
· I find it hard to do carers activities because of my current situation. 

· I need somewhere I can walk to (Plympton). 
· I find it hard to use the drop in due to the hours I work.

· It might be good to have a cosy corner in town which would be a bit more accessible. 

· Outer areas of Plymouth seem to be missed out by Carers Champions (Plymstock, Elburton).  

· It would be nice if there were more events both that myself and the person I care for could take part in. 
· It would be good to have an afternoon club in Plympton which I could attend. 

Comments from Professionals
· Service is useful, informative, clients always benefit, always promote service to clients even if just to receive newsletter. Work well together inviting to each other’s events

· I have found the service and information extremely helpful. I have also received good feedback from patients/carers whom I have given information to about your service

· I am happy to direct carers to your service and do so as often as necessary. I know that information and support is available but find that travelling to drop-ins or the office is difficult for carers living in the areas I cover. This is not only due to transport difficulties but to the time taken away from the cared-for. Getting information to the whole city must be difficult and I find awareness of the service is patchy, many of my clients age groups are not computer users and so do not benefit from the web-site. The newsletter is informative but I don’t come across them at community venues which might be an idea for the future.
Update on Carers Champions Service Sept 09 – Sept 10

Training
Carers Awareness 

Carers Champions have successfully delivered Carer Awareness Training to professionals since our service began 3 years ago and have trained over 250   participants from very diverse backgrounds and organisations, and include Social Workers, Occupational Therapists, GP Practice staff, Community Psychiatric Nurses, Hospital Nurses, University Students, Housing staff, Church Workers and staff from the Voluntary Sector. The comments we receive after the training are always very positive and encouraging. Participants especially remark on the powerful talks given by carers, who very eloquently give an insight into their everyday lives. We are grateful to carers who give up their precious time to help us deliver the training.

LD Carers Awareness
As we reported in last years report Carers Champions were awarded funding to deliver Carers Awareness training to staff who work within Learning Disabilities. 

The training sessions called ‘Moving On’ (Supporting Carers) resulted from some excellent work done by Family Carers and Psychologists from the Learning Disability service. The work explored issues faced by carers when their son or daughter leaves home to find a place of their own, or live in supported or residential housing.   Staff and carers alike have welcomed the opportunity to sit down together and listen to each others points of view. There are often different perceptions from carers and staff about what is best for the person with a learning disability. These workshops provide opportunities to look at different points of view, and the impact upon carers when their loved one leaves the family home to make their own way in the world.

One carer who participated in the training said…’The training is generally positive, and it’s nice to talk to staff afterwards. They thanked us for opening up to them and telling our stories’. 

NHS Staff Carers Awareness

Carers UK awarded Carers Champions £6,000 to fund a series of training sessions for NHS staff. Carers UK are a campaigning organisation for carers. They did some work which found that staff in the NHS, such as Nurses and Occupational Therapists, often had contact with carers, but were not always aware of their particular needs, as they tended to concentrate on the ‘patient’ and sometimes failed to recognise the impact of caring upon the carer. Many carers don’t look after their own health, and NHS staff are well placed to offer advice and support to improve carer’s health and well being.

Carers Champions delivered training to thirty Occupational Therapists from Derriford Hospital in January. The ‘OTs’ have frequent contact with patients and of course their carers. Typical comments were……‘Really enjoyed the session. I’ll be more aware of carers now in my job’.

Staff at Derriford Hospital’s Emergency Directorate have also attended training sessions, to help them better understand the impact of caring on carers’ lives. The sessions were given in the hospital’s A&E department to naval and nursing staff. Thirty student paramedics were also provided with the training as part of their degree course.

Outreach Events

Carers Rights Day We celebrated Carers Rights Day on Friday 4 December 2009.Over a hundred carers attended our event in the Lower Guildhall.   Twenty five organizations from across Plymouth supported us on the day. They provided carers with lots of fantastic information and advice, not to mention freebies! John had an early start when he appeared on Radio Devon’s Gordon Sparke’s show, to talk about what was happening on Carers Rights Day and the work of Carers Champions. The theme of this event was ‘Looking after your income and pension’.  The Citizens Advice Bureau provided carers with some great advice about benefits and finances, and staff from Jobcentre Plus and Pluss were on hand to help carers who want to get back into work. The Barbican Therapy Centre treated carers to some much needed pampering, and head and shoulder massages. Naomi from the Body Shop gave the ladies pre Xmas makeovers, and the free pasties disappeared quicker then you could say Carers Rights! We asked carers what they would like from Santa. Here are just some of the replies: A holiday! Time to relax! Pay carers allowance even if you get the state pension! A life! Not to stress myself out! Time out! It was an enjoyable and busy day for all of us. 
Christmas Lunch 2009 We enjoyed a fantastic day out at our Carers Christmas lunch on Wednesday 16th December 2009. The venue was the unique setting of the Holiday Inn’s Penthouse Restaurant.  If there are more spectacular views in the whole of Plymouth we’ve yet to see them. Everyone enjoyed a delicious lunch on a beautiful bright day, as the sun sparkled over the Hoe and Plymouth Sound. Fun and laughter were the order of the day. 
Carers Week 2010 Carers Week 2010 was an event-packed week kicking off with our launch in the foyer of Derriford Hospital. Carers who found us there were impressed that at times we had carers support representatives not only from Carers Champions, but also from Carers UK, Plymouth City Council, Devon Carers Link and Cornwall Carers. Between us, we gave out a huge amount of information to carers and other interested visitors.  You may have spotted us in the Herald, as the event was supported by senior nursing staff and operational staff from the Emergency Directorate and the Mustard Tree. 
On Tuesday Liz and Sally escaped to the Eden Project with a group of intrepid explorers and on Wednesday, it was Mary’s turn to get out and about by steam train from Buckfast to Totnes. 
Cream tea at Plymouth’s Central Library on the Wednesday was the launch of Caring for Carers – the library’s own outreach and support to carers. Now you can find resources for carers in one dedicated place within Central and Plympton libraries. 

Our big event at the Guildhall on Friday – ‘Have a Heart Day’ – was also a great success. As well as information and advice from over 30 exhibitors, there was fabulous healthy food, fun on the Wii, blood pressure testing and exciting activities throughout the day – again, we featured in the Herald, along with Nick Grew, who joined us from Plymouth Music Zone. 
We held a competition for people with Learning Disabilities to design a poster on the theme ‘Have a Heart’ we had three winners – one from each age category 

Drop-in

‘Cosy Corner’ drop-in 
This facility has continued to be well-used by carers; over 50 different people having benefited from it over the year. Although several people have reported that they find it difficult to access, there are many regulars who say that it is something of a lifeline. Several of these carers have developed good friendships, which they maintain away from the drop-in itself. We now have three volunteers, who come along and support carers. 
Union Rooms drop-in for carers with their guests
Following feedback from carers this drop-in has been set up for carers and their guests on the last Wednesday of each month, this is an opportunity to come along, with the person you care for if you wish, to meet up with others and enjoy a change of scene. Wetherspoons offer the group 20% discount on food orders.  This drop-in is proving very popular. 
Crownhill drop-in – at the British Red Cross (next to the fire station)

Also following feedback from carers about having drop-ins throughout the city, this drop-in at Crownhill has been set up.  Easily accessible from a number of areas in Plymouth, this venue offers a chance to enjoy a cuppa and a chat with other carers and Carers Champions staff. Find out more about the free Carers Champions and British Red Cross ‘Care in the Home’ services. 
Funding Bids

Ecominds £19000 A grant towards the cost of a short term recovery focused project for people in mental distress.  Opportunity of employment for a service users and volunteers to oversee small environment projects.

British Heart Foundation £1550 – This funding was used for a day during carers week called Have a Heart  a healthy day, advising people of ways to look after their heart. (see carers week page 12)
BME 
In January 2010 a Summary Equality & Diversity Report – Black, Minority Ethnic Carers was produced out lining what Carers Champions have achieved and measures put in place to ensure the service is accessible to all communities. (copy of this report is available from Carers Champions)
The Asylum Seekers and Refugee Mental Health Team based at Mount Gould recently took part in a short carer awareness training session. The team work with people from diverse cultures and faiths. It became evident during the session that there are ‘hidden carer’ issues with some of their clients. Many asylum seekers and refugees come to this country after severe traumatic experiences in their home country, and often feel stigma and shame following these harrowing episodes in their lives.  Carers Champions are keen to work with carers from all communities, and some excellent work making links with these communities has been done by our BME Lead Sarah Tuhill.

The NHS training gave staff a much better insight into the often difficult and stressful lives that carers have when they look after someone with a disability, illness or addiction. All the comments we received from participants was positive. Many didn’t even think about the carer before the training, and all said that it would improve their practice, and they would look to find ‘hidden carers’.

Work with other carers groups Carers Champions continue to work closely with other carers groups including Stroke Association, Alzhiemers Society, Disability Information & Advice Centre, and many more. Especially this year have done some good partnership working with Carers UK (Plymouth Branch) and Friends & Families of Special Children running joint activities during Carers Week 2010 and outreach at Derriford Hospital.  In order to promote the service to younger carers we have worked with The Zone and Efford young carers group this will hopefully lead to better transition when the carer reaches the age of 18.  
Promotion of Service As there are still lots of carers who are on their own with no support, Carers Champions try to reach as many carers in Plymouth as possible in order to let them know of the services available to them, to do this we have:-
· Operation GP – Carers Champions team have delivered by hand, posters and leaflets in order for GP surgeries to make carers aware of our service.

· Leaflet Drop – Carers Champions leaflet has gone into the Plymouth Shopper and delivered to 8000 homes across Plymouth.

· Advertising – throughout the year various adverts have gone into the following papers:- Plymouth Extra, Plymouth Herald promoting Carers Champions

·  Newsletters – Advertising in the Devonport regeneration Partnership newsletter. South Asian Community Celebration Magazine, 
· Radio – team members have been to Radio Plymouth & Radio Devon who have supported us by advertising the service and events.

· Outreach Events - giving advice and information to carers. Venues include:- Ernesettle & Southway GP surgeries, Derriford Hospital (monthly), City College Plymouth, Devonport Regeneration Community Partnership, Morrisons, Sainsbury’s, Mustard Tree, Mount Gould Local Care Centre, Plymouth Age Concern, Citizens Advice Bureau.
· Events – We have also attended events run by other organisations, these include: Rheumatoid Arthritis Awareness Day, Waves launch, Lords Mayors Day, Respect Festival, Fit For Life, John Kitto Community Day, Dance Dance Dance S.Asia community event.
	
	


Recommendations
· Pursue another Drop-in Plymstock/Plympton in addition to Cosy Corner, wetherspoons and Crownhill.

· Continue to provide newsletter as this is valued and reaches housebound and other isolated carers.

· Continue to provide advice and information to carers and professionals and signpost to relevant organisations.

· Emotional support should be continued and promoted as a service offered as, apart from counselling services, there is no other equivalent service for carers in the city.
· Benefits Advice should also be continued as this is in high demand. A second member of staff should be trained to help carers complete Benefits Application forms.
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