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Sitra

• Our mission

Sitra believes all individuals have a right to the housing, support and 
personal care services appropriate to their needs, delivered 
according to their own personal preferences. Such services should 
be easy to access, of the highest possible quality and equitable 
reflect the diversity of user needs.

• Our services

– policy and representation

– advice, information, publications

– training: public programme and in-house 

– consultancy: service development, finance, HR



DH‟s Context:

• Rising public expectation:

People increasingly expect (health and social) care and support that is 

personalised – tailored to fit in with their lives, more focused on keeping 

them well and independent; not just dealing with crisis situations.

• Demographics :

• Over 85s to increase by 2.5% per year

• 25% over 85s will develop dementia

• One Third over 85s need constant care or supervision

• 1 - 2% per year increase in people with learning disabilities

• Inflationary pressure in sector/difficult financial environ



A shared vision and commitment 

to the transformation of social care



Putting People First

• Cross-cutting, preventative/enabling 
environment:

– Information, early intervention, & preventive services to 
support independence and inclusion. 

– Care and support in changed and developed market; 
commissioning for quality/dignity

– Individuals / carers at centre of planning and delivery 
through personal budgets; 

– Try to maximise efficiency of care funding: minimise 
bureaucracy/incorporate social capital and flexibility of 
community/family resources, „social capital‟



Personalisation aims

• To enable individuals to play a more active 
role in:

– assessing what help they need to live 
their life

– choosing what services can meet those 
needs

– determining how those services are 
delivered

– evaluating the effectiveness of the 
services received



Personalised services
• A continuum of options from:

A block contract service which is flexible, person-

centred and tailored to meet each person‟s needs 

→  → 

through to → 

→ → direct payment of an Individual Budget for 

person to purchase what they choose (could be 

either an IB held by the Council or a direct 

payment to client or an IB held by a provider-but 

the service user has a key say over how it is to be 

spent)





Participation levels

• User involvement in service design and 

management – support to participate to full 

extent of interest and ability

• Basic good customer service e.g. 

brochures, choice, booked appointments, 

etc.

• More power to service user challenges 

both paternalistic and consumerist service 

models & cultures



Whose money is it?

• It‟s mine, I buy the service I want

• It‟s the government‟s but given to me to buy the 

service I want

• It‟s the government‟s but I decide what service I 

want and they buy it for me

• It‟s the government‟s and they buy what I need, 

but I get some say in how its delivered.

Where will the conditionality pendulum 

settle?



Block commissioned contracts

• Would a person with choice choose 

such a  service?

• How flexible can these services be on 

what they  offer each service user?

• What are the barriers to flexibility (terms 

of contracts, resources etc) & how can 

they be overcome?



Individual Budgets

• Direct Payment

• Direct Payment (Agent)

• Direct Payment (Trust)

• Broker

• Individual Service Fund

• Care Managed





CSIP/LIN/SITRA seminars

• Held in Nov/Dec 2008 – Manchester, 

Bristol, York, London, Birmingham -

Stakeholders from providers, 

commissioners and partners

• Key issues for housing related support

VMaking personalisation a reality in HRS

VPrevention and Safeguarding

VPerformance and Partnerships



Issues

• Workforce issues

• Accommodation Based Services

• Day Services

• Provider issues

• Commissioning and Procurement

• Brokerage and Advocacy

• Resource Allocation and Means Testing



Prevention and Safeguarding

• Tension between personalisation and No 

Secrets

• Professional Boundaries

• Risk Management

• Accountability and Quality

• Prevention of Abuse and Information 

Sharing



Development Services

• Revenue streams less certain – 100‟s of 

clients – not 1

• Marketing costs

• Personal contracts likely to be shorter

• Costs to account for risk may increase 

price and undermine competitiveness



Do you define your service around 

customer need or service 

specification?

Have you asked clients what they 

want and described in their terms?

Do you know whether clients will be 

motivated by quality or price?

What promises can you make re 

contracted outcomes

Do you know what channels will use 

to market its services

Do you understand the unit cost 

of a menu of services?

Have you tried to model costs in 

different ways?

How might personalisation 

impact revenue and liquidity 

positions? 

How will the additional costs of 

marketing be charged to 

services?

Can the organisation be 

competitive?

Is the organisation interested in 

providing new services?

Is the infrastructure fit for purpose?

Are the new requirements core 

business?

How will the risk be managed within 

the organisation?

Does the organisation need to develop 

a new operating model?

What new financial mechanisms will 

need to be developed to deal with the 

invoice processing and debt 

collection?

How well do you know your 

own service?

Can you tell clients how long 

it will take to achieve 

outcomes? Can you tightly 

define your service 

components

Do you have accurate detail 

of take up of each service 

component

Do you have an accurate 

assessment of the potential 

client market.

Business Planning

Strategic, Legal, Risk, 

Operating model , capital and 

revenue assumptions



When will the questions end?

• Accommodation Based Services

• Day Services

• Group Purchasing

• Short term services

• Partnerships



Look Ahead and Tower Hamlets

Core Cost 

Model, 70%

Individualised 

Support, 20%

Freedom & 

Flexibility, 10%

Core Cost Model

Individualised Support

Freedom & Flexibility



Look Ahead and Tower Hamlets

• Preparing the ground

• Staff and service user engagement

• 6 month pilot to start in July

• Implications of modelling services around what 
people want – Person Centred Planning

• Positive Risk Taking

• Will people pay more for quality

• Marketing of add on services

• Financial management – new systems to 
accommodate individual payments



What implications will personalisation 

have for your services?

1. More positive than negative

2. Mainly negative than positive

3. That‟s a complex question depending on 

what you mean by “personalisation”, and 

“services”.



Physically disabled person living independently

My choice

Laws

Kathleen Boyle Look Ahead Housing and Care



Single homeless person in hostel

Provider's 

rules

My choice

Commissioner 

outcomes

Laws

Kathleen Boyle Look Ahead Housing and Care



Parents 

concern

My choice

Provider's 

rules

Commissioner

outcomes

Laws

Adult with learning disabilities living in 

supported housing

POVA

Kathleen Boyle Look Ahead Housing and Care



My choice

POVA

Laws

Individual budget, broker, own flat, flexible 

commissioner

Kathleen Boyle Look Ahead Housing and Care



POVA
POVAParents 

concern

My choice

Provider's 

rules

Commissioner

outcomes

Laws

My choice

POVA

Laws

POVA

Kathleen Boyle Look Ahead Housing and Care



Pathways to Support – In Control



7 Challenges – In Control

1. Protecting peopleôs money

2. Developing a new deal for staff

3. Finding your new role(s)

4. Re-think management

5. Agree a fair transition

6. Measure the change

7. Try and share your learning



Creating the virtuous circle



Availability of care and support

• Supply issues: commissioning a suitable 

workforce

• „Market‟ will have own dynamic; providers linking to 

clients/carers; user-led initiatives, community/social 

capital

• Opportunities for independent sector development; 

• Care home and domiciliary care provision outcome 

based and personalised; more specialised services 

• No assumptions re employer (public or not), but 

different roles



Further Issues

• Communication, building understanding, 
leadership

• What might be „universal‟, free or subsidised

• Housing/supported living options

• Market development/Supply

• „Safeguarding‟, 

• Measuring Success (whose outcomes?)

• Legal issues

• Getting Commissioning right



Call for Action

• How is the policy going to be applied 
locally

• Involvement of clients

• Determine the speed of change

• Risk assessment on impact

• Assess impact on revenue stream and 
liquidity – unstable market in no-ones 
interest

• clients, Providers and authorities together



Contact Sitra
Phone: 020 7793 4710

Website: www.sitra.org

Email: colinr@sitra.org

Helpline: sitrahelpline@sitra.org

3rd Floor, 55 Bondway, London, SW8 1SJ

Colin Robertson 07834 344281

colinr@sitra.org

Useful links

1. DH Care Networks Housing LIN     
www.dhcarenetworks.org.uk/IndependentLivingChoices/Housing/

2. Individual Budgets  
www.dhcarenetworks.org.uk/personalisation/index.cfm

3. In Control www.in-control.org.uk

http://www.in-control.org.uk/
http://www.in-control.org.uk/
http://www.in-control.org.uk/
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