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Executive summary

Within 20 years half the adult population in England will be aged 50 years and over, and will

account for 40% of the total population.

Rural areas are ageing at a faster rate than urban areas. The fastest rate of growth is amongst the
oldest old (age 85 years and over).

Over the hillds a multimedia project that examines the housing and financial problems faced by

older people in the English countryside.

We are in a time of unprecedented social and economic change which has seen substantial

reductions in public spending and will require local communities to do more to provide their own
services according to their needs.

All across England, older people are devising and delivering innovative solutions to the challenges

they experience living in rural communities, in partnership with voluntary and statutory agencies.

Each of the case studies featured in the DVD and this report demonstrates innovative ways in

which local communities can lead and help to provide successful solutions to local issues.

The eight case studies are:

Dorset POPP (Partnership for Older People Programme)

Esk Moors Caring, Yorkshire

Waltham House, Derbyshire

Derbyshire Housing Options

Lincolnshire CallConnect

Gloucestershire Village Agents

Wessex Home Improvement Loans

Norfolk Money Matters
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Each operates, in one way or another, a partnership with the state and local communities that a
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primarily accountable to their customers and communities and advocate for them in the changing
requirements of various regulatory frameworks.

The organisations we have featured demonstrate the importance and contribution of older people

to the communities in which they live. They are examples of 'behind the scenes' operations that

are necessary if communities are to be able to identify and meet their own needs and to

participate in local governance.
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This report features a series of innovative solutions to the problems faced by people who are growing
2f RSNIAY (KS 9y3afAaK O2dzyiNEBaARS® LG F2N¥a& LI NI 2

campaign, which has been funded by The Nationwide Foundation until the end of 2012.

In this report, we have tried to focus on the practical aspects of working alongside older people in the
countryside. Much of the report is devoted to a case by case description of the projects featured in the
DVD. We have tried to go into a little more depth and provide a more detailed description of the origins of
the projects and the contexts and ways in which they work. We take a look here at some of the policy
issues that have contributed to the success of these projects, and at some of the key themes that link
them. For while each project is different and has grown to suit its own environment there are lessons to
learn that we hope will help other organisations and local groups to develop their own communities and

translate their own local needs into actions and success for the welfare of all.
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(Gloucestershire Village and Community Agents)
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The problems that confront older people in the countryside or elsewhere overlap to a considerable
degree, and in the course of a long life one thing, as they say, can easily lead into another. Those who are
now elderly and poor in the countryside are likely to have always been poor, dependent as they have been
on the sort of low wage economy that characterises many rural communities, the more so the more
remote they are. But they are not the only ones. For the past 30 years or so, rural communities have seen
a process of inward migration from people, usually middle class and in middle age, looking for a better
guality of life and environment in which to live. However, wealth alone cannot createbeiell), and

some of the most vulnerable older people in the countryside are now those who lack the social networks
in which they can both offer and receive help when needed.

It is a familiar fact to those who serve rural communities that people who are socially excluded are more
fA1Ste (2 06S WKARRSyYyQo® t I NIf e
But this may also be due to the myth of the rural idyll,




which persists in the minds of many people and obscures the complex reality of modern rural living for a
wide range of groups. Older people generally who are disadvantaged do not stand out as a visible group,
and in the countryside they may easily merge into the background.

In preparing this report | have been struck by the similarity of some of the more recent pronunciations on
rural disadvantage to those | came across seven or eight years ago when researching the role of the
voluntary sector and of Age Concern in particular in providing social capital in rural communities. It is this
social capital that often prevents the vulnerable elderly from disappearing from view altogether. As one
AYGSNBASESS aFrAR (2 YS3I awSlkfftes AiQa GKS St RSNIe@
show that rural parts of England contain a higher proportion of older people than do urban areas and that
this trend is set to continue and indeed to increase. The way we respond to the needs of vulnerable older
people in the countryside is a test of how we as a society will care for our elderly generally, whom soon
enough we ourselves will join, if we are not there already.

Increasingly, services for older people are required to do things with rather than for older people,
especially as the baby boomers age and bring with them expectations of consumer choice and
independence. How older people adapt to change and what forms of help they need are still aspects of
social life that have received relatively little attention in the media or academia. The voices of older people
have not yet been fully heard. The findings of this project are presented here to help support these voices

and to help provide the ground on which they may grow stronger.
GC2NJ 322RySaa al(1Ssz t221 0 GKS a
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Nick Le Mesurier, February, 2011
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The case studies




Dorset Partnership for Older People ProgramntBOPP)

Headline facts:
Grew out of the national £60 million Department of Health POPP start up initiative
in 2006.
Currently costs £800,000 per annum, Dorset County Council and NHS Dorset each
fund 50% of this cost.

Five component parts, each supporting a bigger picture.
Decision making is through a strategic board, which comprises a majority of ojder
people.

Includes a Community Commissioning Initiatives Fund, which has so far
seedfunded over 260 projects.

{ONRY3 O2YYAlYSyYyd (2 WLI NIYSNARKALI ¢2NJ Ay 3

Talking with Sue Warr in her cramped and crowded office behind the council

house in Dorchester, one cannot help but be warmed by the passion she
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Dorset Partnership for Older People Programme (POPP) grew out of a £60
million national initiative by the Department of Health as start up money to
support 29 programmes in England. Each had to have a local focus and to
involve Local Authorities in partnership with Primary Care Trusts alongside
voluntary and community organisations. The ultimate goal was to achieve a reduction in the spend on
acute health services for older people. The outcomes were expected to be quantifiable.

¢tKAa aSSYSR G2 {dzS (22 YyINNRg | F20dzad alLi &adza3as
imaginative and all service led. We didn't feel this was the right way to go at all. Our proposal was
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have the highest older population in Europe: 36% or so. There was a need, yes, but also a resource in

the skills and experience of older people. We saw it as a strength. We were lucky to have some very
foresighted managers, and a strong emerging culture of communication between organisations. The

notionof TotalPlaces | & | N2 dzy R (i22 ® {2 6S 6SNB Ay | 3I22R L
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what you know, but that isn't always enough. POPP was our way of strengthening what was already
GKSNBT FYyR 3IAGAY3I Ad +y SRISDE

While local needs are often best met by local groups, most are too small to have the infrastructure




and expertise to work within the current policy and funding environment. Dorset POPP sees itself as
having a specialist role to act as a bridge between local government and the community.
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go out and test things, try out new things. It involves taking a few risks now and then, but on the whole
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There are five interleaving parts to Dorset POPP:

A strategic board, with seven voting members, a majority of whom are older people without
allegiance to any organisation, plus representatives from Dorset County Council, NHS Dorset
and Dorset Community Action. A Programme Manager leads a central team of staff, including
five Community Development Workers (CDWS), taking on a range of broader issues, such as
access to food and nutrition, transport/volunteer driver and car schemes, housing, BME (black
and minority ethnic) issues, culture and heritage, carers, mental health, oldaffenders.

The Wayfinder Programme, which is contracted to Age UK (Bournemouth and Dorchester) to
provide signposting and information on any subject, from supported housing to the nearest
lunch club. There are 54 Wayfinders, who work in GP surgeries, at markets, libraries, on the
phone, at coffee mornings and alongside other partner agencies.

The Leadership Programme, contracted to Help and*C@ités programme aims to influence
local decision making bodies by attending meetings and speaking up for older people. They
also feed back ideas and opinions on what older people want in their communities, and help
to develop these ideas into actions.

An evaluation element is contracted out to another third sector organisati®he National
Development Team for Inclusion (NDTI).

Finally there is the Community Commissioning Initiatives Fund, to which local groups can bid
for money to help start a project that they feel is useful and which they will sustain. Bids are
for seed funding, and POPP will help ensure the project is viable arglistdfning. POPP has
funded over 260 projects, from memory cafés, singing for the brain, IT projects, toenail
cutting, and cycling clubs.

The fact that POPP can give support from the moment an idea is presented means that they turn down
GSNE FS¢ | LIWXAOLIGA2YyA G GKS FAyrf adlF3Se a2S R2
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sure they are well prepared. We monitor everything that we fund on a six monthly basis, spanning a 15
Y2YGK LISNAR2R® /524 YR [SIRSNAE FINB 2y KFyR (G2 2

To illustrate the way POPP can work Sue describes the work they are doing to help older people access
F22R YR YydzZiNAGA2Yy® GC22R AayQi 2dzad | o2dzi F22RX
things that go beyond what's on your plate. So it might include using a lunch club, or having frozen

foods brought in, or having support to go to the shops or help from a neighbour. We've produced

information on where to get foods and how to get to them using various forms of transport. Whatever

suits, really. We also produce a monthly directory of food information. We've managed to involve

some private providers too, and persuaded some of them to drop their prices or deliver in new areas.

- A 4 A ~
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slim down and work a bit smarter, like everyone else. But we strongly believe the outcomes for people
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outcomes have been adopted by the Joint Strategic Needs Assessment. The Total Place initiative has
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That older people should:

Have housing suitable for individual needs

Be socially integrated and not isolated

Make a positive contribution and be experiencing fulfilment as a result

Feel secure and safe

Feel free from discrimination

Feel financially secure

Enjoy good health in mind and body

Have dignity, choice, control throughout their life, especially towards the end.

Major changes in the way services are provided and commissioned could work in Dorset POPP's favour.
For example, the organisation has close connections with local surgeries through their contact with

2 @FAYRSNRAZI /2YYdzyAte 5S@St2LIVSyid 22N]JSNE YR [ S
patients to one of our staff or to a project we've helped start up. By helping older people to remain
FOGADS I'yR Ay@2ft SR ¢SQNB NAIKG 2y GKS LWzt A0 KS




Esk Moors Caring, Castleton, North Yorkshire

Headline facts:
Communityled initiative.
Extra care residential accommodation (Esk Moors Lodge) for up to 18 older people in 12
selfcontained flats. For rental only.
Care service provided by Esk Moors Caring, both to residents and to the wider Esk
Moors community (within 60 square miles).

Start up costs for Esk Moors Caring funded by the Big Lottery and Futurebuilders.
Annual costs of Esk Moors Caring funded through a combination of management fees
(from Abbeyfield), statutory funding or sdlinding from residents and clients, grants
and fund raising.

- Varied programme of activities, open to both residents and the general public.

- {ONRBYy3 SGK2a 2F WLINIYSNAKALIQ YR WORYYdzyA

The route to the Upper Esk Valley leads over wild open grouse moors, where only heather and sheep
compete with the birds for habitation. People are few and far between, the villages and hamlets
scattered, remote, and setfontained, tucked away in valleys out of sight. This is a place of wild beauty,
where the word remote has a peculiar poignancy.

John (pictured) and Georgina Truscott are Trustees of Esk Moors Caring Ltd, and
have been with the project from the start. We meet first in a pub, before going

on to visit Esk Moors Lodge at Castleton, a 12 unit ExtraCare house that is owned
by Abbeyfield but managed by Esk Moor Caring, a voluntary agency set up to run
the house and its many community facilities

Gt S2LX S KSNBE KI-HS{ Al QB RA (ARYA 2BSASBANY |
/| generation who grew up here learned long ago to get by with very little.

Employment for most people was on farms or in the local quarry. They always

looked after themselves and each other. There wasn't any option. Services were too far away outside

0KS Y22NA¢E

The pub is busy with diners. It has managed to survive on the quality of its food and location, while
many rural pubs have closed. There is a mixture of tourists, retired professional types and workers in
overalls in the bar. The buzz is friendly. Pictures of hunting and shooting on the vast moors that loom
over the Esk valley adorn the walls.

DS2NEBAYIl O2yiAydzsSas daz2aid 2F 2dz2NJ NBaARSyda KI @S
create something for them that would mean they didn't have to move away when they became too frail.. -
to live in their own homes. You'll see lots of pretty cottages dotted around the National ”
Park, most of them traditional old sandstone houses. They look lovely and would fetch
a lot of money on the open market, and some of them go for holiday homes.




But they are hard to heat and maintain, and difficult to get in and out of. And where would they go if
they sold up? There is very little social housing or bungalows in the area, and even these are not
Ffglea adaAdalof Soé
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limited and residential care in the valley neristent. People depended largely on each other and

their families. In 1998 the local Planning Authority, in a consultation document, appeared to ignore the
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survey drew upon personal interviews with people aged over 60. We got a tremendous response rate,
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What emerged from the survey was evidence of a strong community. Almost all support was given
informally or through local organisations and the church. Except for the GPs, hardly anyone used day
care or home care services provided by the local authority, as these were seen as being provided
erratically and from a distance. The strength of family support surprised some people. Most older
people, both incomers and those who could trace their roots in the locality, said they had regular
contact with family members who were within reasonable travelling distance. Many kept in touch with
others all over the world.

The surveyrevealed that mobility problems were by far the commonest experienced by older people,
020K Ay GKS aSyasS 2F GUKSANI 246y KSFHEGK FyR I 3SyS
NBfe 2y FlLYAft@ FyR TNASYRaE F2NBOSNEXé SELXFAya DS
home and keep going it would mean moving away. Whitby is only 15 miles away, but in some ways it

might as well be another world. We really needed something nearby, and a home care service and
O2YYdzyAllé GNIYyaLRNIL 22 dé

Having the evidence was one thing. The group had no experience of a project on this scale, and no
money. So they approached Abbeyfield, a major housing association with local connections, for help
with selecting a site and constructing the building. The community plan was quite radical. Not only
would it be the only sheltered housing in the Park it would require the largest building ever to be
newly constructed there. They quickly learned that if they were to have a chance of being taken
seriously they needed the help and expertise of a registered social landlord. Abbeyfield had
the expertise and authority to represent the project at every level, and agreed to take
on the role of landlord isomeone else would manage the community
services and be responsible for fund raising.
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seat at the table without them. But at the same time we lost a little of our autonomy as Abbeyfield

wanted to employ their own agents for managing the construction. We had to set up Esk Moors

Caring as an independent company to manage the house, the care delivery there and in homes

within 60 square miles, all the activities, staff and so on; everything except owning the building. Not

all our original group wanted to go that far. So they became a Friends organiaaticagreed to do

GKAy3a fA1S GKS 3IINRSYya YR NIXA&S FdzyR&d T2NJ SEGN

John acknowledges they were lucky to have some expert support from the people they had recruited
FNRBY 6AGKAY (GKS O2YYdzyAdGe & GNMHz{GSSad ahyS 2F 2
schemes through working in a large housing association, and another is experienced in working with

health and local authorities. One of our tenants is now a trustee, and another trustee is the previous

owner of the land, who runs the garage in the village and is very well known in the community. And a
@2dzy ISNJ d2z (GKS azy 2F + GSylyildo {2 6S KI @S azy

The job of raising funds for the building was taken on by just two couples and a consultant from
Abbeyfield. Georgina describes the process initially as one of 'fregaohg’, enthusing people about
the scheme. Money to run the care services, including care provided in the house, comes from a
mixture of management fees, care charges to tenants and clients in the community, a contract from
North Yorkshire County Council and funds from a number of grants.

G2S KIFI@S gKFG S OFff 2dzNJ vdzZh tAdGe t20d0 LIQa | &K
provide more than basic care, and comes from various grants and other sources. It covers the

activities programme. Even so, we rely a lot on the goodness of people's hearts. Some of our speakers

and activity leaders could earn far more elsewhere, but they come here because they like it. Their

fees are just about covered and the materials. But thecosts of the building are not covered nor

GKS YIylFr3asSyYySyd 2F GKS LINPINIYYSd 2SS adGAtft KI@S i
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to the National Lottery which will help us build up use in village halls. There's a watercolour class that
goes on in Castleton on a Wednesday morning and we take care not to have an art class here on that
day and never to teach watercolour painting, because we don't want to compete. We wouldn't open

a restaurant here because there are places that do that in Castleton. We'd rather encourage local

people to use the facilities to help them develop businesses outside. There's someone in the village

who makes cakes and bread and they use our kitchen to do\tatwvant to get the kitchen to pay

FT2NJ AGaStFe LU R2Saydid ljdzadS R2 GKFdG NRIKG y2653

Running even a relatively small project like this is increasingly demanding. The only way ;
is to divide responsibilities and work in partnership. John explains: ‘ﬁ"“ '
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Care and House Manager to do these things as well as her job. We have one of our trustees who also
provides consultancy to help us define what we need in the long term. We will need a part time
{ONYGS3IA0 alyFr3aSNI az22yd !'yR Fff GKIFIG Aa ¢AlK2dz
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afford many staff, and so the ones they have spend their time making funding bids instead of doing
what they're supposed to do. There's always a danger that if you push a little group into being a big
IANRdzL) €2dz 3SG YAaaAzy RNAFGP LG O2dzxZ R SlFaife KIL

All the flats at Esk Moor Lodge are available for rent, which is unusual in an ExtraCare service. Half
the flats are doubles, and all are capable of taking two people, and visitors if they have two
bedrooms. To be eligible tenants must have a care need and have strong local connections, either
personally or through a close relative. Tenants can age in place, and feel safe if their care needs
should increase.

Esk Moors Lodge and Esk Moors Caring have not come cheap. Esk Moors Lodge is small by
comparison with many other ExtraCare facilities, particularly in urban areas. Unit costs are high, and
are met from a variety of sources. A small scheme like this is unable to provide the critical mass that
would be required if it were a commercial project.

Esk Moors Caring was set up through a grant of £90,000 over three years from the Big Lottery, which
funded the nonstatutory element of stardup, and an investment of £70,000 made up from grants

and a loan from Futurebuildetswhich funded the statutory provision element. The Rank

Foundatiori awarded a grant of £20,000 towards organisation of the activities programme, and
various smaller grants, notably the Low Level Prevention Fund from North Yorkshire County Council
provided funding for the activities themselves.

(et

G2 A K2 dzi-raigindgbimFadgy, Which almost covered the whole capital cost, the project would
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The money has been well invested. Even a brief acquaintance with Esk Moor Lodge reveals a sense of
KFELIWAYSaa yR aSOdaNAGe o W2 Ky O2YYSyidasx a2S4@gsS y
move in: they get younger in their minds and their abilities. We've got the community coming in for

activities. There's so much going on, things that are fun. They're not lonely. It is so important.
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the wider community. A small charge is usually made. These include:

- Technogym (chairs with exercise machines)

- Aerobics

- Armchair aerobics

- Complementary therapies

- Languages (Italian, Spanish)

- Dressmaking

- Book club

- Play reading

- Art classes, including classes for children

- Family history

- Flower arranging and rug making

- Film screenings

- Choral and other musical performances

- Lectures and demonstrations, including local history, astronomy,

yf S

- Visiting hairdresser, chiropodist, optician and CAB, GP

o



Waltham House, Wirksworth, Derbyshire

Headline facts:
Extra care residential accommodation comprising 39 one and two bedroom self
contained flats for rental, shared ownership or for sale.
Average purchase price: £155,000. Average rental, including service charge: £[1123 per
week.
A community fund raising initiative raised £330,000 and led to the building of twio
respite flats in the complex.
Care service provided both to residents and to the wider Wirksworth community.
Currently provide over 300 hours of community care per week, delivered by a team
of 35 staff.
Activities programme and facilities open to residents and-residents.
Funded and managed by Housing 21.

Les Clarke is Director of Strategy and Service Development at Housing 21,
one of the biggest voluntary housing providers in the country and a major
provider of ExtraCare. Talking about the changing nature of residential care,
KS aleéay atS2L)XS 3ISySNrtte glyd G2 3INP
presents specific issues for them, such as transport and access to leisure,
shopping and so on. They are tremendously loyal to their locality. So there is
a demand for good quality housing for people who want to maintain their

links with the community. That doesn't mean you can just march in and start
building. A 90 flat complex in a market town would stick out like an asylum.
You have to build in context, both of the architecture and the nature of the
community. You have to take people with you. And there is a growing demand for residential facilities

GKFG LIN2QGARS Y2NB (GKFy 2dzad FO002YY2RIGAZ2Y dE

Chris Betts, Manager of Waltham House, a 39 unit ExtraCare

Housing project in Wirksworth, an attractive small town in
5SNbeaKANBE NBFfSOGa 2y K2g¢g GKS LIN
community wanted a traditional nursing home. It was felt that the

Grade 2 listed building at the front of Waltham House belonged to

the people of Wirksworth and the community favoured a nursing/

residential care home. Housing 21 were interested in building a new ExtraCare scheme in the area

and managed to convince the community, with the support of the Wirksworth Care Centre Group and

other partners, that extra care was the way of the future for care in the UK because it could provide
independent living and flexibility of care to meet different needs.
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the flats would be purchased by people from outside of Derbyshire to retire to the countryside. That
has never been the case as the scheme was built for the people of Wirksworth and the surrounding
area. Anyone interested in living at Waltham House must have lived in the area or have strong family
connections to the local area. Flats are allocated through an Allocation Panel which has on it
representatives from Housing 21, Derbyshire County Council, Derbyshire Dales District Council and
Age UK to ensure flats are allocated fairly and consistently. Derbyshire Dales District Council has
nomination rights over the allocation of sales flats and every applicant has to go through them. The
County Council has a vested interest because they are paying for the care of people who live here. As
a provider of services, we are very much working in partnership with other agencies. Demand for
accommaodation in Waltham House is high. | view the scheme as a valuable community resource and
we provide services for the whole community, including two respite flats. We have to try to get the
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care hours to allocate. The demand on that will vary of course as people's needs change. It can

influence an allocation decision at the time, depending on the needs of the other residents and the

needs of the scheme. We try to split the allocation three wagse third low care, one third medium

care and one third high care; it is very much a balancing act. On the whole we try to maintain the

balance, but in all cases it is agreed through the Allocation Panel.
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general, a break, and one for people who neeébéement following a stay in hospital before they
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Waltham House also provides domiciliary care in the region surrounding the town. It is one of only a
few within Housing 21 and Chris is proud of its success. Like many good things it came about by
accident.
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weeks. By then we had recruited a team of carers ready to start, but with no work to do. |

approached Social Services about the feasibility of providing services in the local community to

occupy the team effectively and they kindly agreed to contract us. It was supposed to be a temporary
arrangement, but | am sure we did a good job as the Council decided to stay with us and our

community service has grown from there. It now provides care to many isolated homes. We started

by delivering 100 hours per week, and now provide over 300 hours weekly in the community. We
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someone to come from Matlock or Ashbourne to provide care in this area, so we tend to recruit in

the surrounding area.

Being a small community, staff often knew each other before coming to work here. Some were at

school together, and some are related to each other and to residents in some instances. This is very

much a community spirited scheme with the town raising a vast amount of money to buy two of the
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Chris is careful to resist pressure to expand beyond what he sees as the natural limits of the service.
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there, but if you stretch yourself too far you risk sacrificing quality for quantity. We don't want to do

that. It has to be managed as a business, but for me the provision of quality services to this
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and get some social interaction. We hold all sorts of events and are fortunate to live in a very

supportive, caring community. We have volunteers who help out, including the local school. We

participate in community events like the Wirksworth Festival and have a thriving restaurant. As | keep
areAy3azr AlG A& I O02YYdzyAde OSYdiINB IyR (GKS gK2ftS C

It is easier to speak of 'the community' in the singular in a rural area than it is in an urban one, where

there may be a number of very different communities close beside each other. In the countryside,
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housing in urban areas tends to have fewer facilities on site, and tends to be less of a community

resource. | was more involved with Supporting Pebpleen | worked in an urban sheltered scheme.

Here we've had support from both Councils, the Mayor, councillors, local businesses, the Friends of

Waltham House, Wirksworth Care Centre Trustees and lots of other people in the town. | think it is
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service and involvement principles elsewhere, working with different groups. It might be more of a
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difficult to provide care without thinking up new ways of doing it. Also we have a diverse elderly
population, with differing needs and expectations. Our role is to help them get the best value for




their money and enjoy the best quality of life they can. There will be some people who will not be
eligible for social care funding and we will need to start working with other organisations, particularly
voluntary organisations, to make sure that they can still access the same amenities and services in the
community. | think this is part of what the Big Society is about, and some of us have been doing it for
a long time. It's a bit more diversity and less reliance on public funding. We just have to be a bit more
AYFIAYFGAGBS Fo02dz2i K2g 6S R2 (KAYy3Iadé

Facilities and activities at Waltham House include:
-A restaurant which is open to the general public and is particularly popular with I¢
school children at lunch times.
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residents at Waltham House.

Y. At f ASQ&a Voldear proviidsRaeg@print crossword puzzles to comple

in sessions with residents.

-A book group, involving children from the local school.

W2 | £ 0 KIY | cXaeatéers playde€ide@s their favourite music to prompt

memories.

-Communion service, provided by Churches Together.
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Age UK Derby and Derbyshire Housing Options Service

Headline facts:
- Provides independent housing advice.
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initiative. Received £35,000 to fund one worker.
- Currently dealing with around 550 cases, the vast majority of which are to help older
people make the best decisiof@ themin connection with their housing options.
- Part of the service includes a full benefit check and the team have helped and enabled
older people to claim £1,342,680 in unclaimed benefits for this financial year 2010/11.
- Now funded by Derbyshire County Council and costs just under £300,000 per anhum
F2N) 0KS gK2fS 2F 5SNDHRaKANB® ¢ KA&a TFldzy Ra
Options Advisors.

- A
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form of office space, telephones and internet access.
- Over 96% client satisfaction levels achieved.
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in Matlock, Derbyshire, close to where the Heights of Abraham

climb up to the sky and everywhere seems either at the top or the
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how and where they live, maximising their take up of welfare

benefits is a crucial part of the equation. Referrals should include
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they aren't managing in their own homes, and for us the word 'manage’ triggers alarm bells. There is

usually some other issue there, beside the housing problem, though it is that which people are more
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Knowing that housing problems may be the symptom rather than the cause of an older person's

difficulty shapes the way Derbyshire Housing Options works. Though aimed at helping older people
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We do work with people for a long time. All too often they haveone else to explain a complex and

daunting system. Sometimes clients are lonely and isolated. We may only contact them every two

months, but the fact that we do keep in touch has allowed us to identify some really important

issues. In many parts of the county there is no other agency that will do that, no befriending service

or anything like that. That's a good reason in itself for doing so. But that sort of loneliness is usually
connected with other issues, such as difficult family circumstances. We've been able to support
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Supporting an older person through a crisis requires fine judgement and an acute sense of where
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that is financial services regulated, we're not qualified to do that. So things like loans, debt
management, wills are things we can't sort out directly. But we can refer and support the client if
they want it. A simple example would be a lady | saw recently. She asked me to look through some
paperwork and | found a draft will that she hadn't completed. She didn't know what to do with it. She
asked me to read it to her as she couldn't see very well. | did, and then took it to the solicitor's for
her. So | had no role in the making of the will. There are many ways you can help within the
02dzyRENASa 2F ¢gKIG 6S INB fAOSyaSR (2 R2 ®¢

'Person centred services' is a term that is freely mentioned everywhere. Often that means knowing
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mediators when something is going wrong, such as if carers aren't turning up, or if care suddenly

ends for some reason we can make enquiries on their behalf. We can be their formal advocate in
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Like many of the projects featured @ver the Hill'Derbyshire Housing Options occupies a position
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Housing Options Service (HOPS), and are a brand partner of Age UK, which means we can carry their

logo and link in with all their services. That's essential. But | always wanted this project to remain
independent. When the pilot programme ended, when there was still only me working on it, the

Local Authority wanted to take the project-house. | felt the project would lose some of its

independence if | did that. Clients always ask who our funder is, and they are interested that we sit

within the council, but we can honestly say we are independent, and we can fight their corner. So we

can act as critical friend to statutory bodies, be it councils, the DWP, Adult Care, housing associations
YR &2 2y oé

Funding comes to Age UK Derby and Derbyshire from Derbyshire County Council. The service also
benefits from the good will and strong working partnerships between Age UK and the District and

Borough Councils, who provide office space and telephone and internet access as payment in kind.
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(Derbyshire Dales) alone has managed to secure extra welfare benefits to people entitled to them

worth a total of £506,427 for the financial year 2010/11. We've only had county wide services since
October 2009. We've put lots of people in touch with adaptations for disabled living and so on. We're
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Angela points out one of the flaws in thinking about older people's housing, which highlights some
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lived in for years. But some are all too keen to move once they know how! So you can't make

assumptions until you know the person. Often a client will realise in the course of discussion that
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that have tiny hairpin bend stairs. They look lovely but they are quite unsuitable. | sometimes ask




people: 'How would you cope if you broke your hip: would you be able to come back to this house?'
That question, if you ask it right, tends to focus their thoughts. We try to find out what they aspire to,
what they want to do with the house, what adaptations they might need. It could include moving
downstairs, or maybe moving on to another property. We never tell people what they should do. It's
about empowering them to make that choice and decision, and to work through systems really so
they know what's what. But even we find the processes and systems very complex; and we do this for
I f AGAYIHE

HOPS currently has around 550 open cases. In an anonymous survey of oufig¥hes clients said
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problem is that they haven't maximised their benefits, so we'll talk about that, and do a full benefit

check as well. We can help them fill in forms. Some clients hawmado help them with any of their
paperwork. It is very daunting to them.
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she wasn't getting her correct pension. She was of retirement age but still working. We found out

that she was only getting 11 pence a week. She was owed thousands of pounds in backdated money
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referred to us because he hadn't been paying his bills. He'd got into a muddle and become involved

with loan sharks who were threatening him. He was so frightened he had sold everything, furniture,

fridge, the lot, and moved into his allotment shed to avoid meeting them. We helped him to apply to

move house and to set up direct debits. We supported him against eviction, and went with him to the

bank to talk through his problems. Now he pays a small amount each week. He was so frightened, yet
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The problem of affordable housing is acute in a picturesque area such as the Derbyshire Dales. There

is huge variation within the county. Average house prices in the Dales are twice that in North East
Derbyshire. In some places ebedroom flats can sell for £275,000 or more, and not meet Lifetime

Homes standards. The Dales are very popular with walkers and some people see it as an idyllic spot

to retire to. But as time progresses and they get less mobile, they find the buses operate only once a
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buy a one bedroom flat with the money. You have to work with the market, but that doesn't mean it

can be understood by a lot of people. We have to understand the equity they have and try to make

best use of it.
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they want to live. Suitable private rentals are relatively few and far between and security of tenure
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through what are sometimes very difficult systems, and enabling them to live independently
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A characteristic of the Derbyshire Dales is the presence of ancient landed estates. These have a
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would have been a 'gentleman's agreement' that in return for long service the worker could remain in

the house. But things have changed. In the past, when the worker died the younger generation would
continue working on the estate. But those days are gone. Gentlemen's agreements are worth nothing
y26HE
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A willing funder: most probably the Local Authority or a large voluntary organisation
(Derbyshire started with £35k in 2004 for one worker).

Good staff. They have to think quickly and accurately without being bossy, understand the
information and explain it clearly.
Clients. We know we're only scratching the surface, because we find so many people caming
from unexpected sources. Rural disadvantage is hidden. Older people's exclusion is hidden.
You have to know your subject and your area. Clients should come away having understood
the system and their realistic options and are able to carry on independently.
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Lincolnshire CallConnect

Headline facts:
-Demand responsive transport network, currently covering 85% of Lincolnshire with 25
minibuses.
-Received a Government grant of £1.2 million in 1998 through the Rural Bus Challenge
Scheme.
-Currently costs £6870,000 per bus per year to run.
-75% of passengers are aged over 60.
-Average return fare costs g34.
-Now has a staff of 20+ who manage 16,000 calls per month.
-Around 20,000 people per month utilise CallConnect buses.
-94% customer satisfaction levels achieved.
-Utilise buses for social services and schools contracts when not needed by
CallConnect.
-Strong partnership working, particularly with local bus companies and neighbourjng
Local Authorities

Lincolnshire, as residents, workers, retirees and thousands of visitors to the area each year already
know, is a beautiful county: picturesque, friendly, and with plenty of space to enjoy its scenery and
attractions.

It is also vast, sparsely populated and has an ageing population whose-rgetisularly for

effective and affordable public transportan only increase as time passes. So how does a Local
Authority like Lincolnshire County Council set about the huge task of meeting those needs both now
and in the future?

The answer to that question began ten years ago in April, 2001, when
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launch a new kind of public transport service: one which would be

responsive to individual needs, whose fares would be subsidised to make

travel affordable for all and which would have the capacity to make a

genuine impact on rural and ageing communities.

This new initiative was branded as CallConnect, a demespbnsive

service which would operate using minibuses and on a bookable basis.
The very first service was launched in Horncastle and Spilsby in 2001 and
provided people living in outlying rural areas with improved access to
their local facilities and amenities, Monday to Saturday between-7am
7pm. The question was, would this new type of bus service be welcomed and used by the local
community?
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