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Introduction
Carers Champions is now in its third year.  The following report looks at the Carers Champions service at the end of October 2009 and collates the views of carers together with their ideas and suggestions for the future of the service.
As part of the ongoing development of the Carers Champions service we are keen to get feedback from those who have used the service on how they think we are doing.  We can then use that feedback to consider making any changes to the service and to inform the future direction of what is provided.

Although we contact carers to gain their input at various opportunities throughout the year, the more formal way we ensure we consult with carers on an annual basis is through this survey.  We sent paper copies of this document out with our Autumn 2009 newsletter so that all carers registered with us had the opportunity to express their views.  It was also available by email and on our website.  However, because we recognise that carers are busy people and in order to ensure that the response rate to the survey was as high as possible we also took a random sample of carers and all team members took a proportion of that sample to contact by telephone. Staff then went through the survey with the carer over the phone, asking the questions and giving further information on what was being asked as necessary.  We found that using this extra method of gathering information improved the response rate but we will review the best way to get feedback on the service Carers Champions are providing in the future.
The survey covers all aspects of the Carers Champions service.
Survey Responses
Carers were asked the following:-

Have you used any services from Carers Champions?
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Of the people who had used Carers Champions Services they rated the services as follows:- 
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70% of services used were rated as Excellent or good.
As a carer who regularly receives the newsletter do you find it?
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Carers Champions understand that carers have very little time to themselves and are very busy in their caring role.  Carers Champions is a carer led service and actively seeks carers who would like to/can be more involved in the service.  The following question was asked Carer Involvement – Would you be willing to help?
	
	No of carers

	Training others about carers needs
	9

	Putting your story or articles on the website/newsletter
	9

	Consultations about how carers services need to develop from a carers perspective
	6

	Setting up support groups
	8

	Helping us at events in the community
	18

	Contract Monitoring
	4

	Sitting on strategic groups
	5

	Help with campaigning e.g. newspapers, radio, television
	7


This was a really positive response. We want more carers to be involved in the carers Champions service and will be following up this interest as detailed in the recommendations section of the report. See page 11 
Please tell us whether you agree or disagree with the following comments:-
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I would recommend Carers Champions

I have found the staff helpful & Knowledgeable

Staff are respectful & sensitive

I felt supported and listened to

The time taken to provide the service was

satisfactory

Carers Champions provide a range of

services helpful to carers

The service does its best to help me or

signpost me to helpful resources

The outreach service going out to venues

across the city helps new and existing carers

Not replied

Disagree

Agree


Carers Champions regularly lets Plymouth City Council and Health Services know about unmet needs – are you aware of this?
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As this is a regular part of our work it concerns us that carers do not seem fully aware of the fact that when they make us aware that either their needs are not being met or that perhaps improvements could be made to the services which carers use, we pass that on to the relevant authority.  We will be addressing the need to improve communication with carers about unmet needs. See recommendations page 12
Carers Champions tries to be carer led, which means we try to make the service useful for you, although every carers needs differ.    Can you suggest any improvements about how we work? 
	Feedback on Carers Champions
· No – you are a very good service

· Seems to be going like clockwork, working together you are a wonderful team

· Not been personally involved but looks like you are doing a good job

· I think you are doing a great job but sadly the lady I looked after has passed away 

· Already very comprehensive

· I think you do a good job

· I think you are helping myself and T very well

· Everything is very good
· So far whenever I have asked for information or help with anything they have got in touch with me straight away

· You have ticked all the boxes required by your funders  Just keep up the good work

· No but everything seems to work well at present time

· Carers do very good work


	Advice, Information and Support

· I would like the newsletter to be on the internet because I always get mine late and I miss events

· Offer your service to other family members to help guide elderly carers to support services in their area

· More info on groups etc for cared for which in turn helps carers

· In the future many children who have special needs will go on to adult services, carers here need to be helped as I felt no one seemed to know

· A suggestion page in the newsletter for people to cut out & send in (with envelope) Fun evening for carers


	Short Breaks and Respite

· Any advice on “short break” travel care service for both carer and the person cared for who is fully wheelchair bound (not able to stand or move)

· I believe you all work very well I cant think of any improvements.  A list of respite care homes would be good.  I understand some council homes have closed or are closing


	Advocacy

· Not sure if there is an advocacy worker or service for mental health carers, would be good to have one


	Assessments and Money

· More campaigning to get carers recognised as having huge beneficial impact on the economy – we save so many expensive resources yet get very little not just in monetary reward but even recognition


	Isolation and Wellbeing Issues

· You offer a 6 week programme of support from an outreach worker to carers, this then stops some carers cannot leave their loved one to access your drop-in/other events & may not have anyone to provide a sitting service.  Would it be possible to offer a 6 monthly or even 12 monthly follow up visit to such carers in order to make them feel part of carers champions and to feel “cared for”

· I would like to meet other carers that care for the elderly, I care for my mother who lives with us and I feel very isolated.  Two weeks ago asked for assessment as I haven’t had one since June 08


	Training and Work

· More help for jobseekers


	Promotion

· More information provided to GP’s/surgeries as we are not always made fully aware of what help/support is available to us.

· More promotion so carers find out about you

· More outlets/posters/doctors surgery to advertise services

· Coming out more into the community to let people know what carers champions is about

· Finding us!


We work closely with our funders to tell them about unmet needs, please tell us what Carers need more support with.
We received the following comments:-

	Short Breaks & Respite

· Carer poorly on a few occasions – managed to get my son into respite but this has been a bit of an effort. Have had to fight for it.  Going through social services ringing round a bit of an effort particularly when feeling unwell

· Respite care & night time support

· Last year could of done with someone to sit with husband

· Respite enabling and outreach services

· Respite information made more easy to obtain
· Respite care to be more easily accessible

· Services and centres for cared for to attend in the daytime

· Things to meet needs of cared for


	Actual Feedback on Carers Champions

· I think you all do so much already really, you seem to cover a wide variety of carers needs when acting on their behalf with funders.  On a personal level I myself get the support I need

· At the moment our needs are being met

· Its nice to know people are there who understand what we carers do and you give that support

· Your magazine covers all questions & useful information, my needs are very small compared to many others & you are a lifeline to them


	Advice Information and Support

· There never seems to be enough support weekends and out of hours and most carers are so busy during the day we hardly have time to make contacts

· I think that as long as you are there for people who can come and speak with someone they can have some person who can listen to their needs

· Elderly carers need contact and support to help them in their role, knowing about safe transport access is also unavailable.  The council would not recommend a licensed taxi firm for example.  (my father was duped for excess fares on one occasion)

· Advice, the right people to talk to

· Help with information on what can be claimed, information & contact nos of home services eg dentists, chiropodists, opticians who visit at home

· My mother had a stroke in March and my father died in June & I had a knee replacement.  If it had not been for my husband my mother would be in a home.  Support needs to be in place through hospitals & GPs from the very start

· I am happy with receiving information available for me so that I can decide what assistance I need and when

· Information – the more info a carer gets the better – what happens to the cared for when the carer can do no more for them.

· Information on carers who are ill or have health problems themselves

· Information book to find out about youth clubs, drama groups, sport outings holidays e.g. football bowling can’t find any my son could go to

· Husband in EMI nursing home. I wish to provide our own chair but haven’t yet found a source of suitable seat cushion covers (not pads) any ideas? (not helping hands or red cross or age concern)

· When transferring from children to adult services, carers need more information.  There is confusion concerning connexions, benefits, etc. nightmare!
· More support is needed with someone to be on the end on the phone

· Help in difficult situations i.e. medication, family issues

· More helping aids

· Understanding their job

· General understanding and sympathy for those of us who don’t understand IT & modern communications 

· Less PC and more details on Mental health issues




	Training and work

· Could be useful if carers had information on more courses especially if it helps them in their confidence to interact with other carers and subjects relating to care work


	Assessments and Money

· Money!! Because of looking after mum I have not been able to work for the past 11 yrs. When mum dies (she is nearly 101 yrs old) I shall be left with around £400 monthly to live on

· MONEY!

· Funding

· Financial – especially for people like myself who live/ receive income support and cannot claim carers benefits without it being taken away from my benefit.  So in effect am caring for nothing!!!

· Keeping social services finance dept off my back

· I honestly don’t know how you can help me, only ask the government for financial help for carers money, compared to the private sector

· Thanks to Carers Champions I have recently applied for and have been successful in getting a one off carers grant towards the struggle I have trying to run two homes, mine and my mothers – washing, cleaning, maintenance as well as all my caring responsibilities.  Please try to encourage more carers who do not reside with their cared for relative to make contact to have a carers assessment review.  Thank you for the chance to give feedback on a great service

· My daughter is in receipt of direct payments which is going very well and has already made a big difference to both of us.

· Due to my sons terminal illness and my illness I go through a lot of electrical items that I find hard to replace


	Isolation and wellbeing issues

· When the person a carer has been looking after dies

· Increased funding to support ‘care persons’ personal care package to say 4 visits per day where necessary – to assist carers with extra time to unwind and relax and relieve distress/discomfort to the person cared for

· Caring for a loved one is exhausting it never gets better, as conditions worsen things get even worse.  Domestic chores only add to the exhaustion.  Someone coming in, even for one hour a week to do some cleaning would be brilliant

· Are there anymore outings? Trago Mills, Totnes market


Recommendations
In light of the feedback we have received, we are doing the following in order that the service we provide continues to meet the needs of carers across the city.

The Newsletter is particularly valued by carers, we therefore continue to work with Plymouth City Council to ensure that it is relevant and accessible to carers.  We are constantly looking to develop and improve the newsletter, actively encouraging carers to contribute to it and ensure it is available on our website and in a variety of formats to improve accessibility.

The newsletter is very expensive to produce so we have been working with Plymouth City Council to see how we might be able to keep costs down while still providing this valuable resource for carers.  So far we have:-

· Had the copies of the newsletter that are posted, franked (rather than using stamps)

· Considered charging organisations to promote their services in the newsletter.  We decided this was not an appropriate way forward as most organisations we promote are there to support carers and are run on a shoe string.  We did not want to stop such organisations featuring in the newsletter as that would stop carers having the opportunity to find out about them.

· In the latest edition of the newsletter (Winter 2010) we asked carers to contact us to let us know whether they still wished to continue to receive the newsletter. This is a way we can ensure that we are not sending the publication to people who no longer want to receive it.

· When possible, we e-mail the newsletter out rather than posting.

Advice and Information - This is also shown to be a priority area of support for carers. We now have two part-time advice and outreach workers and a third worker who divides his time between this role and being the lead for training within Carers Champions.  This shows that we are working to ensure that the resources we have available are used to best provide the services carers value.
Carers have responded that they want more of the above i.e advice and information about all sorts of things, ranging from what there is to help them in their caring role to information on issues affecting to the person they care for (such as more information about various health conditions, support groups etc).
To this end, we are doing the following:-

· We have a designated person who is reviewing the resources we have available for carers.  We are always looking out for information which may be useful from support groups to funding opportunities to keep our information up to date and relevant.
· When we learn about something that we feel carers need to know about such as new legislation or a new service starting up, we put the relevant information in our newsletter and on our website.  We try to share as much information as possible in an accessible way that doesn’t overload people.

Carer Involvement is a priority area for further development and one which we are keen to pursue.

We do our best to get carers involved in Carers Champions in order to ensure that the service remains carer led.  We asked carers in what capacity they would be prepared to get involved and will be following up with those who have shown willing. 

In addition to the survey, we also had a strong “push” on carer involvement in the Winter newsletter due out end of January/beginning of February 2010.

We are looking at what carers have said they would like to do (such as being involved in training, helping at community events across the city) in February 2010.  We will then be actioning the following:-

· Having a “pool” of carers to participate in the delivery of our Carers Awareness Training programme.  We have always had a carer involved in this training but recognize that it can be difficult for any one carer to make an ongoing commitment.  By having a number of carers able to participate, each one would not have to make a long term commitment and it should be more likely that there will be a carer at each session.

· Having a group of carers who can contribute to the Carers Champions website and /or newsletter. Due to the commitments we know carers have, this can be done from home by e-mail if this is what these volunteers wish to do. In this way we hope to ensure that the information we are putting out remains relevant and appropriate for carers.

· Supporting carers who may wish to influence those who provide funding and services to carers e.g. sitting on strategic groups or making a public appearance to promote carers issues.
· Having more carers to participate in our Contract monitoring group, and outreach events to promote the service.

· Encouraging carers to be “Carers Ambassadors”- complete with badges! – who will promote Carers Champions, inform carers about available support etc

Unmet Needs - It was clear from the responses we received to the question about unmet needs that there is a lack of awareness regarding unmet needs, or at least the fact that these are reported to funders and other relevant authorities.  We need to consider ways to improve carer awareness that we do flag-up issues reported to us by carers and will pass on to those detailed in this report.  We will also do our best to keep unmet needs on the agenda with funders and to get feedback regarding future plans. 
We pass on feedback from carers to service leaders including the following:
· The social inclusion unit

· Lead commissioner for carers – Debbie Butcher

· Lead commissioner for PCT – Elaine Fitzsimmons

· The adult social care team (Plymouth City Council) – Simon Fleming

We have also fed into the local carers strategy and supported carers to do likewise.  This       includes when services are not felt to be meeting the needs of carers.

If carers are unhappy with the service they receive from a health or social care provider, we will support them in taking appropriate measures to get their opinions heard, such as making a complaint or giving feedback on services and improvements to the Local Involvement Network (Link).
In addition, when “gaps” in services are identified, we bring that to the attention of the relevant authority, when appropriate. We may also apply for funding to further  develop our services so that Carers Champions can fully meet the needs of carers across the city. (see funding bids page 15).
Finances - It is recognised that being a carer often has a big financial impact. We already provide support in claiming benefits and dealing with debt within the service for carers. In the future we will:
· Continue to report any unmet needs in this area e.g. when carers are unable to access benefits or cannot get appropriate support in dealing with financial matters
· Signpost carers to sources of financial support such as through the social fund (part of the department for Work & Pensions)

· Support carers in finding out where they might get grants and payments from charitable organisations.

· Develop the relationship with the Southwest Area Social Inclusion Manager from the Department for Work and Pensions whose remit includes looking at improvements to the support provided for carers who are hoping to get back into paid employment.

Carers Champions Monitoring Group - As part of our work we report to Plymouth City Council about what we have achieved, plans for the future, gaps in service provision etc. Respite, the need for short breaks and other measures to support carers getting a much needed rest are highlighted through this forum. We will continue to flag up what carers are telling us they need and will report back the response we get. 
We recognise that many carers remain “hidden” and so are not receiving services or that there are not adequate services to meet the needs of all carers. There are services for young carers within the city and we are working with The Zone to look at how people who have been carers as children might move over to be supported by services for adult carers.
Older carers face different issues such as perhaps their own health and we now have a member of our team who works with older carers in particular and who is making improved links with services which may be more relevant for older carers.
Update on Carers Champions Service
Training – Carers Champions have successfully delivered Carers’ Awareness Training to over one hundred and seventy professionals during the second year of our contract.  They came from very diverse backgrounds and organisations, and included Social Workers, Occupational Therapists, GP Practice staff, Hospital Nurses, University Students, Housing staff, Church Workers and staff from the Voluntary Sector. The comments we received after the training were very positive and encouraging. Participants especially remarked on the powerful talks given by carers, who very eloquently gave an insight into their everyday lives. We are grateful to carers who give up their precious time to help us deliver the training.

We have made excellent links with Derriford Hospital and many General Practices in the city. Future plans include providing carers’ awareness training to Council Libraries staff. We plan to do more training with Doctor’s Surgeries, and await the outcome of a bid for funding to focus on other NHS staff and also Housing staff from Plymouth City Council.

The good news continues. We have been awarded a prestigious contract to deliver Carers’ Awareness training to Plymouth City Council staff who work with people with Learning Disabilities. Carers are going to play an integral part in this training programme. The aim is to make staff more aware of the issues these carers’ face when their son or daughter moves on to a home of their own. 

We also provide training for carers themselves, after consulting with them about what matters to them. We’ve held courses on ‘Looking After Myself As a Carer’ for carers of people with drug and alcohol problems and recently held a training day for carers to help them cope better with the daily pressures they face. Another session is planned for March 2010. The St John Ambulance Carers Support Programme is proving ever popular, and comments from participants have been very favourable.

 
We will continue to work with carers to refine and improve all our training programmes in the coming year, and will look for flexible and innovative ways to deliver them.

Outreach events – Carers Champions have been out and about throughout the city promoting the service and giving advice and information to carers.  Venues include:- Derriford Hospital, Ernesettle Surgery, Southway Surgery, Mount Gould Surgery, Morrisons, Asda, The Citizens Advice Bureau.  As well as these venues we will also be attending the following venues during 2010: The Mustard Tree at The MacMillan Centre, Plymouth City College, Devonport Regeneration Community Partnership. We try to provide a whole variety of outreach sessions as we recognise that not all carers can take the time to visit one central place.  We take the information to the carers so that opportunities for all carers to get the support they need are maximized. 
Work with other carers groups & support services – Carers Champions work closely with many groups and services within the city including:- Stroke Association, Alzheimers Society, Pam Pinder Caring for carers group (Mental Health).  We do so to strengthen links between different services in the city so that carers are signposted rather than finding themselves pushed “from pillar to post” .  We also promote organizations and the work they can do with carers and look for opportunities to work together to maximize resources and opportunities for all carers to get the services they need.

Drop-in - Our newsletter informed you about the results of the recent review of the Wednesday Cosy Corner Drop In. Whilst some carers expressed a wish to bring the person for whom they care to the Drop In others wanted the Drop In to remain available only for carers. For this reason and because of the limitations of our facilities it was decided that the Drop In would continue at our offices for carers only and that we would look at a venue when both carers and cared for could get together on the last Wednesday of each month.   Accordingly from Wednesday 31st March 2010 and on each last Wednesday of the month thereafter carers will be able to meet at The Union Rooms at the top of Union Street (a Weatherspoon pub) between 11am and 2pm. Carers meeting there have been offered a 20% discount on food and the Manager, Mr Huckle has kindly explained he will ensure space is available for carers to meet. The venue is spacious and has full disabled access as well as being close to public transport into the City.   
Funding Bids – We have been contracted by Plymouth City Council to deliver a new training package to enable staff who work with people with Learning Disabilities to be more aware of carers needs, when their son or daughter moves to a home of their own.
We have submitted a bid for funds to expand our successful carers awareness training programme.  This will focus mainly on NHS staff.  We are also submitting a partnership bid to Comic Relief for a mental health project.  This will involve working with Carers Champions to help carers improve and maintain their mental health and wellbeing.

We are applying for a Heritage Lottery Fund grant, so that carers can participate in an educational heritage project.  The most likely project would involve carers sharing their memories with younger people, and then record these in a book or DVD. 
Black Minority Ethnic Work – Over the last two years we have been doing our best to ensure our service is accessible and inclusive to Cultural Communities of Plymouth.  However this is still considerable work to be done in order to improve and develop Carers Services.  Carers Champions has collated a separate Black Minority Ethnic report which you can access from website www.colebrookhousing.co.uk   This report will be sent to the Social Inclusion Unit, Plymouth City Council Commissioners and Carers team in order for the Council to consider how it can reduce current barriers and inequalities for BME Communities. 
Thank you to all carers who have given us feedback and contributed to this report.
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