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Introduction
The purpose of this report is to give an executive extract and summary of recent users surveys, monitoring and evaluation reports which LCiL carried out in 2009/2010:

i)
The Independent Living Service through its team of 6 Independent Living Officers provides information and advice disabled people may need to arrange and manage their own support package including:

ii)
The Payroll Service through its team of 3 payroll experts offers a dedicated service for disabled people covering all aspects of employing personal assistant(s) ensuring that payroll calculations and responsibilities are met including;

iii)
The Grapevine Information Service through its team of 2 information experts is a unique one-stop-shop information service which enables disabled people (regardless of their impairment (s), or long-term condition(s)), their families and carers to make informed choice in almost any areas of their lives. 

Over 100 service users (33%) took part in the service user survey.  In addition to this Grapevine Information Service logged systematically a number of information throughout the year in order to provide information on service users and the type of enquiries they receive.

iv)
Your Call: Scotland’s national telephone counselling service for disabled people, which started operating on 21st January 2008.  

v)
The LCiL training service can provide a wide range of training opportunities to support disabled people
“Go to LCiL, you don't need to go anywhere else because LCiL are professional, sometimes I will be talking to a disabled person.  Nobody's ever said - "oh god. Can't do that… very inclusive”.  
Independent Living Team, Payroll and Grapevine

The key questions LCiL were keen to find out were:

Has our services helped disabled people improve their confidence about independent living?

Has our support enabled disabled people to live more independently?


Service satisfaction?


Examples of supported issues?


Who is using our service?


What are the most common subject of enquiries?

Finally these surveys were an opportunity for service users to tell us in their own words what impact and/or difference LCiL had made on their own circumstances.
“The service provided by ILS was invaluable when I first sustained my injury and I needed a lot of help and guidance employing my first PAs (I had to do this before I was able to leave hospital).  My independent living officer talked to me on the phone and came all the way to Glasgow to visit me in hospital.”

Independent Living Team, Payroll and Grapevine

Key findings for the period April 2009 – March 2010 include:

Grapevine dealt with 2160 enquiries from 1340 individuals and organisations in Edinburgh, East Lothian and Midlothian.

The Independent Living Team supported 260 service users,
Midlothian 45, West Lothian 46,East Lothian 34, Edinburgh 135

292 Personal Assistant Employers used the Payroll Service.  Monthly / 4 weekly salaries were processed for a total of 962 Personal Assistants, 577 of these PAs were employed in Edinburgh, 71 in East Lothian, 142 in Midlothian and 172 in West Lothian 
96% of service users were satisfied with the level of service and support they receive,

92% of service users found these services very helpful 
90% of service users stated that as a consequence of support they were more confident about independent living,

89% of payroll services users stated that they contact the Payroll team for support and advice at least once per month,

84% of service users stated that the Independent Living Team had enabled them to live more independently, 

79% of service users stated that support from LCiL helped them decide to go ahead with Direct Payments,

“I could not live independently without Personal Assistants and the advice I get from LCiL.  My PA’s allow me to live in my own home and do the things I want to do when I want to do them.” 
Independent Living Team, Payroll and Grapevine

For Payroll the most common request for support were:

Monitoring and returns for local Authorities,

PA entitlement to maternity leave/maternity pay,

Calculating back pay,
Changes to pay rates,

General questions re clients funding,

Help to calculate annual leave, and/or sick pay,

What to do when an employee leaves/starts,

Filling in time sheets.

For Independent Living Team the most common requests were:

Funding issues,

Employment advice,

Contract of employment for Personal Assistants,

Help with interviewing for new staff,

Recruitment: application packs, short listing, job descriptions

Initial enquiries re self direct support,

Home visits, 

For Grapevine the most common requests were:

Money/funding




476 enquiries

Disability Living Allowance


261 

Incapacity Benefit/ESA



201

Transport & Travel Concessions

186

Equipment inc wheelchairs


172

Housing & adaption’s



165

Social Work services



134

Discrimination




123

Direct payments




106

Improving access



105

Holidays & leisure activities


  95

Employment or education


  73

Personal/counselling



  63
“Many thanks for promptly sending me this email and for all your help over the phone. I will now contact these organizations and will let you know how I am progressing.”  

Independent Living Team, Payroll and Grapevine

Some background statistics;

Gender:
55% of people taking part in the survey were male

Age:

11 were under 20,

44 were between 21 & 49,

30 were between 50 & 69,

15 were 70 +,

Ethnicity:
97% were white British,



3% were BME,

Status:
44% were unemployed,

31% were retired,

16% were students, 

9% were employed

Declared impairments:
68 had physical impairments,






42 had multiple impairments,






34 had learning difficulties,






28 had sensory impairments,

18 had experience of mental health system,

Who contacted Grapevine:
650 disabled people,
267 family/friends, 208 voluntary organisations, 130 local authority staff, 85 NHS staff

Where from:

Edinburgh 870, Midlothian 50, East Lothian 73, Scotland 44, 
UK 19, abroad 3.

“Every contact I have had with LCiL has been dealt with courteously, efficiently and with good humour!”

Independent Living Team, Payroll and Grapevine

Examples of service users comments:
“LCiL has enabled me to stay in my own home.  I cannot get necessary services in any other way.  My health couldn't be catered for in residential care.” 

“Before going on to independent living I thought life had finished.  Thanks to the ILT team it has completely changed my life.  I now have a life again.”  

“It has allowed me to gain the independent bespoke PA care that I wanted and needed.  It has also allowed me to have the confidence to deal with my own affairs.”

Gaining the confidence to employ my own Personal Assistants meant I don't need to disturb friends and family - they don't need to be my carers. I can be "Sarah" in the outside world and live my life the way I want to. It helps my employment situation and progress in my career.”

“The PA we have just now, which LCiL helped us recruit, is only 19 but he's great. He does what I ask, follows my instructions, fits in with the family. There's more spontaneity. It helps our energy. The kids all have needs so now I can split the tasks like cooking, playing etc with the PA.”

“More determined to go ahead with direct payments.  Realised when started talking to LCiL that there was more help than I realised.  Felt more confident about taking on PAs.”

“I would not be able to manage to run a direct payment package with individually matched workers for my daughter without this service.”

“I used to have DP’s in Leeds and the support was awful. I feel the support you get in Edinburgh should be an example to everywhere in the country!”


Your Call
`YOUR CALL’, Scotland’s national telephone counselling service for disabled people, started operating on 21st January 2008.  The service is staffed by eight professionally qualified disabled volunteer counsellors.  Starting at three days a week, the service now operates four days a week (Monday to Thursday) between the hours of 11 and 3, and on Tuesday evenings from 6 until 9.  The service is unique in that, as far as we are aware, there are currently no other national telephone counselling services in Scotland for any client group.  It is also unique in that the volunteers are fully qualified disabled counsellors.

Your Call attempts to reduce or overcome traditional barriers experienced by disabled people with mainstream counselling services such as

· Physical accessibility

· Attitudes and assumptions of some non-disabled counsellors

· Long waiting lists in voluntary sector counselling services

· Financial cost of private counselling

23 clients completed the survey coupled with all 83 clients completing ongoing evaluation . 

“Your Call is much better than other face to face counselling I’ve used and so accessible, the counsellor understood physical disability as they were disabled themselves. Until you've lived with it you can't understand it. Travelling involves taxis and makes the pain of my condition worse. Your Call was a gift from heaven.”

Your Call

The key questions LCiL were keen to find out were:


Clients experience of the service and why?


Clients opinion of disabled counsellors?


Service satisfaction? 


Who is using this service?

Finally this survey was an opportunity for clients to tell us in their own words what impact Your Call had on their lives?  

“Having a disabled counsellor means they understand your situation better, how difficult it is to be disabled and physically unwell.  They have a better understanding of chronic pain and if you need to take a break during a session.”

Your Call

Key findings for the period January 2008 – May 2009 

Your Call has provided 1165 hours of counselling to 82 disabled people, people with long term conditions and their families.  

Your Call supported clients from:

Lothians (the busiest area), Glasgow, Lanarkshire, Fife, Grampian, Forth Valley, Ayrshire, Dumfries & Galloway

96% of clients stated that Your Call had improved their well being

96% expressed satisfaction with the service

92 % felt confident in their counsellor’s skills

83% stated service easy to use

80% said having a disabled counsellor enhanced their experience

74% stated that they had made positive changes in their lives as a result of Your Call

70% strongly agreed counsellor’s understood their issues

0% waited more than 4 weeks for an appointment 


61% of clients used service for 1- 6 months

17% of clients used service for 6 months +

19 clients had used other Counselling services and of these 17 stated Your Call was better.

“It was nice to be able to speak to someone who was disabled as it didn't feel like whining”
Your Call

Feedback and comments made by clients:

“Your Call was beyond expectations. The counsellor knew how to guide you in certain areas, there were no difficulties trying to explain they just understood what you were saying and understood what you were going through. It definitely helped. I am now going to college and starting an Open University degree I wouldn't be doing that without speaking to the counsellor.”

“Dealing with a disabled counsellor helps you to feel that you are not alone and that there are people who understand and will listen”

“It was ok to be a bit late and forgetful. "We'll give you a ring" [to remind you]. Your Call understood I would forget things - very empathetic re mix-ups. Have time to do the counselling in your own home. You don't even have to get dressed.” 

“Being a telephone service means that you can have the opportunity to access a counselling service even if you aren't well enough to get out also means you don't make your symptoms worse by going out saving health energy and not increasing the pain.”

 “I only phoned to enquire about the service and before I knew it I was set up to speak with someone - (very prompt) which is an important factor.”

“I had no expectations I just thought I would try it and continue if it was good or try another.  Your Call has made me stronger I can't talk to my family/mum/friends.  It has helped me deal with some really emotional issues/events and has helped me move on in a big way and overcome my fears.  It has given a big boost to my confidence to say I can do and I can cope.  It's like having another friend you can talk to an actual friend you can tell anything to.  It gives you options.”

Training Service
Extract of service users survey 2009

The LCiL training service can provide a wide range of training opportunities to support disabled people at any stage of decision-making in relation to Direct Payments (e.g. pre-assessment, considering the DP opportunity, considering becoming an employer or getting support from an agency).  

Employers skills, self awareness, confidence and assertiveness are key skills that disabled people considering and using a DP should acquire in order to manage and sustain their support package, make informed choices on best use of their DP and options of employing  PAs or contracting with agencies.  

Our training programme, tailored to the needs of  potential, current or future employers can indeed ensure that recipients of a self directed support package are making the right choice for them and have the skills to manage this both for the benefit of the individuals and of the community care services. 

The Training team carried out a small scale survey which was included in a final report to the Lloyds TSB Foundation for Scotland which funded the project for three years (2006-09).  

What was the most important thing you got from the sessions?

“I enjoyed meeting new people”.

“Independence”

“What a PA can do”.

“Everything was important”.

Training Service

As part of the work setting up the training we had previously asked participant what barriers to training should we strive to overcome?

The most common barriers identified were;

Inaccessible venues

Inaccessible seating inaccessible transport to venue,

Inflexible arrangements

Lack of transport,

Poor accessible information,

No technical equipment/support,

No PA’s at course 

26 adults took part in the course


23 considered themselves disabled



17 were Personal Assistant Employers



Their ages range from 20 to 67

12 were aged 45 – 64,

2 were aged 65+,




4 were under aged 25 – 44,




4 were aged under 25,

Therefore we were very encouraged when the survey results showed:

100% of participants felt included, 

100% of participants felt the training made a positive experience to their lives,

100% of participants felt the trainers were informative, approachable and worked in an inclusive manner.

A full copy of these full reports for each service is available on request from


Lothian Centre for Inclusive Living, 

Norton Park, 

57 Albion Road, 

Edinburgh, 

EH7 5QY.

Phone/minicom: 0131 475 2350.  

Fax: 0131 475 2392.

Email: stuart.mccallum@lothiancil.org.uk
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