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Foreword

Our service plan focuses on
how we will achieve our
objectives for the 2008-09
financial year and also
provides an overview of work
across all areas of the
department. It allows everyone
to see the value and impact of
what they do in the context of
colleagues’ work and the
department’s activities.

As a department and across
the Council, we are all working
towards the same goal, of
improving residents’ quality
of life. Within adult social care,
our vision is:

To offer outstanding,
nationally-recognised
adult social care, delivering
genuinely personalised
services to improve
citizens’ lives.

Our journey in 2008-09
towards this vision focuses on
three cross-cutting areas.

We are committed to
Personalising Services. This
includes introducing new
models of social care delivery,
through Self-Directed Support,
giving service users more
choice and control over their
care. It also means adopting
the fundamental philosophy
that service users have a right
to social care services which
meet their individual needs,
and developing strategies to
achieve this.

We will aim to be more
Effective and Efficient in how
we operate: implementing new
processes, using technology
more effectively, and adopting
new ways of working.

We will be more Joined Up,
within the department, across
the Council and with partners
from the statutory and
voluntary sectors, in particular
Lambeth Primary Care Trust
(PCT) and three Foundation
Trusts. By building on these
working relationships, we can
ensure that our services - and
those of colleagues in
healthcare, housing, customer
service and other areas of
community living - are more
easily accessible for residents.
We must also continue to
work in this way to implement

our cross-cutting programmes
of work, including personalised
services and in line with the
national agenda to meet
essential requirements for the
Safeguarding of Adults
and Children.

New operational and
commissioning strategies will
help us deliver these
objectives. Some of this will be
achieved through
transformational projects,
which are overseen by
programme boards. 

However, the successful
delivery of our core business
remains the essential element
to achieving our vision. What
we call Business as Usual
means how we run the
department, day in, day out.
This is monitored through
departmental performance
indicators throughout the year,
overseen by the Departmental
Leadership Team and
Departmental Members.

Within our core work we can
make the improvements
needed to achieve our three
key aims, to sustain our drive
for a CSCI three star rating,
and to deliver an exceptional
service to our residents.

We hope the entire
departmental team shares our
vision - and can see their part
in achieving it.

Councillor Lorna Campbell
Cabinet Member for
Health and Care Services

Jo Cleary
Executive Director, 
Adults’ and Community Services
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All of the work that we do
contributes to the council and
its partners’ overall priorities
and vision for the borough.
Sometimes it may be hard to
see how everything fits
together and the diagram

below aims to show how all
the strategic documents,
strategies and plans in the
council interlink and impact
on personal objectives for
each member of staff.

The Adults’ and Community
Services department helps to
support and deliver elements
within all areas of the diagram
down the centre.

The golden thread

5

LAMBETH
COUNCIL

LAMBETH
FIRST

Sustainable
Community Strategy

Corporate Plan

ACS Service Plan

Business Unit Plan
(Appendix 1)

Personal
Development PlansIndividual Objectives

Budgets Local Area
Agreements
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The golden thread
for Adults’ and
Community Services

The Sustainable Community
Strategy has four overarching
goals for the borough:

• To dramatically increase the
numbers of Lambeth
residents in work to achieve
a 70% employment rate
across the borough

• To make Lambeth a
great place to do business
and prosper

• To make sure more young
people get good quality
education, training and jobs,

and are supported in
business in order to reduce
their risk of exclusion 
and offending

• In the most disadvantaged
neighbourhoods, to create
welcoming places where
local people can access
learning and skills,
volunteering opportunities,
parenting support and gain
the confidence to play active
roles in their communities

This strategy will be
delivered by working with
partners to support the
borough’s residents,
businesses and visitors. 

An example of working
together from the top down
to service delivery is the
number of people with
learning disabilities and
those with mental health
problems in employment or
training which will improve
their health and wellbeing. 

How Adults’ and Community Services helps to support and deliver the council’s key strategies.

The Sustainable Community Strategy

The corporate plan sets out
the high level priorities and
outcomes for the council,
grouped under the priorities
set out by Lambeth Council’s
leader, Steve Reed. They are:

• A safer Lambeth with
strong communities

• Respect for our environment
• More opportunities for

children and young people
• Better housing and

flourishing local economies

• Developing our approach to
personalising care services

• Serving our customers well

The work of Adults’ and
Community Services will
continue to improve and
sustain good performance, to
help to deliver the Corporate
Plan, whether the nature of our
divisions means that we are
delivering frontline services or
working ‘behind the scenes’. 

Our work provides the
solid foundations to deliver
these priorities. 

The detailed divisional plans
and transformational projects
that the department is
responsible for within the
corporate plan can be
found in the appendix.
These are monitored at the
council’s Healthier
Communities and Older
People (HCOP) theme board.

The Corporate Plan

This service plan supports the
delivery of the council’s overall
priorities. This plan is intended
to provide the fine detail of
our day to day business so
that we can monitor our

progress and focus our work.
This goes down to business
unit level, which can be
inserted in team plans,
individual objectives and
personal development plans.

The Service Plan gives you an
overview of the department
and its work and how this fits
into the council. More details
can be found in the appendix.

Adults’ and Community Services’ Service Plan
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Lambeth Council’s
promises
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When the administration was
elected in May 2006, it set
out the following promises to
underpin our service delivery
and help us to achieve our
vision. These are to:

Deliver quality and value for
money: we make sure we
deliver the best services
possible, whether directly or in
partnership with others, within
the resources that the public
makes available to us

Tackle inequality and social
exclusion: we make sure that
we narrow the gap between
the haves and have-nots by
generating a better quality of
life for everyone and bringing
people together

Listen to and engage our
citizens: we make sure that
what matters to the people
who live and work in Lambeth
is heard loud and clear by us
and our partners

There are examples of these in
all areas of our business. Just
a few are:

Delivering quality and
value-for-money

• Better commissioning and
procurement of services

• Benchmarking the work that
we do with other
organisations to make sure
that we compare well on
cost and performance

• Working better with partners
to reach our residents more
effectively, gaining
economies of scale

• Using technology effectively
to find innovative ways to
provide our services at a
lower cost

Tackling inequality and
social exclusion

• Providing opportunities for
people who may find it hard
to access our services so
that they can contact us
easily, receive benefits and
other specialist services to
meet their needs, and take
up opportunities to work for
the council

• Working closely with other
departments in the council
so that the customer can
access the services they
need without being passed
from person to person

Listening 
and engaging 

• Entering into a dialogue with
customers to understand
their needs and wants and
shape services

• Consulting with residents,
businesses, partners and
staff to inform the decisions
we make

• Providing choice and
enabling independence
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Adults’ and Community
Services priorities
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In support of the Corporate
Plan’s priority outcomes and
to ensure that everyone is
clear about what we are
working towards in ACS, the
Executive Director has set
out our top priorities. These
are designed to focus our
work and remind us how we
fit into the council priorities
and work to meet them, in
order to deliver excellent
services to residents. Our
three key priority areas are: 

Personalising Services 

• Provide a range of innovative
support options at the right
price which increase
customer satisfaction
through a market
management strategy

• Involve users and the third
sector in developing new
commissioning
arrangements with a focus
on prevention

• Establish a support centre
for carers and implement a
carers’ strategy 

• Develop a live-in service to
support people with
intensive care needs in
their homes

• Allocate funding to individuals
more fairly through a
Resource Allocation System
(RAS) and Individual Budgets,
including individual support
plans with clear outcomes

• Develop a flexible,
customer-focused skilled
workforce that can assess
and support people

• Ensure that personalising
services is a key
priority in the Lambeth
Together programme

Joining Up

• Conduct a review of the
Joint Strategic Needs
Assessment (JSNA)

• Develop a range of initiatives
to include social involvement
and employment to promote
healthy living

• Develop a strategic
framework and investment
plan for specialist and
supported housing (sheltered
housing commission)

• Further integrate with
Health services for older
people and for adults with
learning disabilities

• Further develop single
assessment process
and secure information
sharing arrangements

• Develop cross-cutting
commissioning strategies
across client groups and
service provision

• Smooth the transition of care
services for young people
from childhood to adulthood

• Ensure compliance with
Safeguarding Adults and
Children standards

• Apply an outcomes based
framework to service planning

Effectiveness and
Efficiencies

• Implement a ‘closer
to home’ model of
services for adults with
learning disabilities

• Support the third sector and
help it to build capacity

• Increase the number of
people supported to make
new benefits claims

• Extend the use of improved
financial systems 

• Implement the care
services efficiency
delivery programme 
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Fairness

• Applying the same
standards and expectations
to everyone

• Challenge incorrect behaviour
• Making expectations clear
• Treating all in the same way

and not acting on
preconceptions

• Provide services and
information that people
can trust

Respect

• Treating everyone equally –
whether they are staff or
residents accessing services

• Recognising individuality
• Understanding the work

pressures of your peers and
helping them when needed

• Recognising and celebrating
peoples’ successes

Excellence

• Providing and taking
opportunities to develop
skills/knowledge

• Taking responsibility for
making sure a piece of work
is completed

• Share experience and
good practice

• Set clear, achievable targets
• Having the right equipment,

information and technology
to do the job

• Keeping promises

Service

• Treating all staff and customers with courtesy
• Listening to staff and customer needs and

acting on them
• Delivering services in a timely way
• Making sure communication is clear, and tells

the right message
• Work across teams and departments to

deliver services
• Getting it right first time
• Being clear about what we do and what

others can expect from us, and what we
don’t do

Honesty

• Being consistent 
• Leading by example
• Being transparent so people can understand

the reasons behind decision making
• Providing constructive feedback 
• Acknowledge when something has been

done well
• Don’t use jargon, make sure that everyone

can understand
• Don’t tell people what they want to hear if it is

not truthful and cannot be delivered 
• Clear communications

In order to support staff to
deliver high quality services
to our residents, the council
is committed to:

• Training and developing
its staff

• Working to the Investors in
People standards

• Carrying out regular staff
surveys to ask and act on
their views

• Valuing its staff through fair
policies and procedures

• Managers and staff are
asked to embody the values
of the council in the way we
work. These values are
fairness, respect, excellence,
service and honesty, and are
known as the council’s
FRESH values:

Lambeth Council’s
values

9
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The council works to a set of
leadership principles to
encourage and enable open
and honest working, and an
ongoing scrutiny of the work
of the council. These are:

• Get connected
• Name the issue
• Take responsibility
• Be ambitious for Lambeth
• Step back and reflect
• Challenge and innovate

Get connected

• Working across the council
to achieve efficiencies
and economies in services
for residents

• Look around you to see links
in other people’s work to
your own

• Make the effort to connect
personally with colleagues

• Make the most of
networking opportunities

• Work together to manage and
mitigate the council’s risks

Name the issue

• Be honest about problems
• Give clear, actionable

feedback to colleagues
• Treat your colleagues with

respect and loyalty
• Be realistic about your

colleagues and the
organisation’s strengths
and weaknesses

Take responsibility

• Don’t pass the buck,
however hard it is to accept
that something might have
gone wrong

• We are all working as one
council – and that is how our
customers see us 

• Action plan your workload
as a team and know who
is responsible 

• Maximise appraisal and
learning opportunities to
develop yourself

• Identify and manage
your risks

Be ambitious
for Lambeth

• Take the time to see the
improvements that Lambeth
is making, and tell people
about them

• Be positive about the impact
that the council makes on
people’s lives

• Keep the council’s vision in
your mind, and remember
where we want to be. This
will help us get there!

Step back
and reflect

• Take the time to look at
your achievements

• Review your performance
(yours, your team’s,
your department’s and
the organisation’s)

• Actively seek customer
satisfaction, and act on
the findings!

Challenge
and innovate

• Don’t say ‘no’ to something
just because it is new

• Learn from other
organisations’ good practice

• Use risk management to
take opportunities

• Look at your day-to-day
working. Are there ways
that you could make
what you do easier or better
for customers?

Lambeth Council’s
leadership priorities

10
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Adults’ and
Community Services
department overview
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Structure 

There are currently four
divisions within ACS. The
divisional directors make up
the Departmental Leadership
Team, which leads and
manages the department’s
business, and promotes and
develops good working

relationships with other
senior managers across the
council and with our external
partners such as the PCT.

The four divisions are:

• Adult Social Care
• Strategy and Commissioning
• Resources
• Personalising Services

From July 2008 we will be
joined by Cultural Services,
Community Safety and, from
September 2008, Active
Communities. The new
structure will provide us with a
great opportunity to work in
more joined-up ways to deliver
excellent services. This Service
Plan relates specifically to the
four divisions mentioned above. 

EXECUTIVE DIRECTOR,
ADULTS’ & COMMUNITY

SERVICES

Divisional 
Director Cultural

Services

Divisional Director 
Adult Social Care

Divisional Director 
Personalising Services

Divisional Director 
Strategy &

Commissioning

Divisional Director 
Resources

Head of Parks & 
Open Spaces

Assistant Director 
Assessment & 

Care Management

Programme
Managers

• Workforce
• Self-Directed

Support
• Safeguarding
• CSED

Assistant Director 
Commissioning
Disabilities &
Older People

Head of Finance

Head of Sports 
& Recreation

Assistant Director 
Assessment & 

Care Management

Assistant Director 
Commissioning
Social Inclusion

Head of
Performance

Head of Libraries
& Archives

Assistant Director
Community Safety

Assistant Director 
Active Communities

Head of
Contracts Service

Head of
Cultural Strategy

Head of Customer & 
Community Relations

Head of Health
& Social Care
Partnerships
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There were a wide range of
notable achievements by
ACS staff during 2007/08, at
strategic and operational
level - all playing a major role
in improving the lives of our
service users and the
performance of
the department.

The year saw Adults’ and
Community Services continue
its journey towards realising
the vision of offering
outstanding, nationally-
recognised adult social care
and delivering genuinely
personalised services which
improve citizens' lives.

We have run a successful pilot
scheme for adults with learning
disabilities, using the ‘In
Control’ model of Self-Directed
Support, and started to
develop a longer-term strategy
for offering Self-Directed
Support to all our service users
over the coming years.

To support this radical reform
of adult social care, the
Departmental Leadership
Team has been restructured
and a Divisional Director for
Personalised Services has
been appointed. The council is
the first in the country to
appoint such a senior level
post in this area, showing our
commitment to achieving the
vision of personalised services. 

Significant moves were made
in aligning our strategic
planning, commissioning and
operational delivery (including
improving access to services)
with Lambeth PCT.

Development work took place
on cross-cutting strategies,
such as for Carers, Older
People and Health and Well
Being, in partnership with the
PCT. Joint ACS and PCT
commissioning strategies are
essential to delivering joined-up
and value-for-money services
and during 2007-08 significant
work was undertaken in this
area across different areas of
service provision.

The department made
significant improvements in
performance during 2007/08.
Sustaining good performance
has been the direct result of
continuous monitoring at the
service specific performance
boards. In areas that required
improvements, action plans
have been put in place and
targets have been set at a
team level to ensure that all
staff are engaged and
focused on what is required of
them. Additional performance
boards will be developed
for the Substance Misuse
service and Brokerage teams
during 2008/09. 

Acceptable waiting times for
assessments have improved
by 20% since 2006/07. 97%
of service users were
contacted within 48 hours and
99% of assessments were
completed within 28 days of
first contact, therefore giving
an overall out-turn of 98%.
Lambeth’s performance
compares favourably nationally
and is now amongst the best
in London. 

ACS has been successful in
reducing the number of
permanent admissions to
residential/nursing care for
both the 18 to 64 and the 65
and over age groups. In
relation to the 18-64 age group
performance has significantly
improved and now places us in
the top performance banding
for this indicator.

Over the year, we continued to
reduce the number of delayed
transfers (fewer delayed
discharges) meaning people
stay in hospital for less time
and can return to independent
life/adult social care.

2007/08 highlights

12
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The Lambeth Resource Centre
beginners’ Braille course was
an innovative project to give
Visually Impaired people
access to sports and exercise
activities and facilities,
improving their health and well
being and tackling exclusion.

We have expanded our
Supporting Independent living
with HIV scheme to enable
more people living with HIV to
continue living independently
at home - recording an
increase from 20 to 50 people.

Our Substance Misuse
aftercare service support team
delivered creative and
innovative services including
art workshops and weekly
lunches with a range of
advisors, to help substance
misuse service users' aftercare
and recovery and assist their
return to community life.

The Lambeth Gaia Centre was
shortlisted for the prestigious
NHS Health and Social Care
Awards (London) in the
'Success in Partnership
Working' category, following
outstanding outcomes
delivered for women
experiencing domestic
violence and major success in
helping bring perpetrators of
domestic violence to justice.

Gracefield Gardens Customer
Centre opened its doors in
January 2008, giving Streatham
residents access to a range of
council and NHS services under
one roof. ACS's South West
Disability and Older Persons
team is now based there, along
with colleagues from other
Lambeth departments. 

It is the second Customer
Centre opened, following
Brixton Customer Centre in
August 2007, and forms part
of Lambeth Council's and
PCT’s plans to provide a better
standard of service and greater
accessibility and convenience
to the community.

Formal consultation on
Lambeth’s new Carers’
Strategy ended in February
2008. Staff were encouraged
to provide feedback and to
remind partners, carers and
service users to provide their
input. The strategy has
outlined services for carers that
will enhance our performance
in relation to National indicator
135 - Carers receiving needs
assessment or review and a
specific carers’ service, or
advice or information.

2007/08 highlights

13
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Central government funds
around 80% of local authority
budgets. In the past, the
funding allocation has
increased year on year. From
2008/09, the increases will
become lower, due to funding
pressures across government.
The government’s priorities for
future funding are education
and health. 

Central government is
committed to investment in
Adult Social Care; however the
actual annual average growth,
in real terms per annum, is
only 1% over the next 3 years.

In addition, local authorities
are required to provide
efficiency savings of 3% (as
part of the Gershon Review),
so funding decreases in real
terms. In order to release
funding for service investment,
the department will make a
combination of efficiency
savings and hard choices,
within its own budgets.

Lambeth as a borough has a
unique make-up, with a
relatively transient population,
and featuring an unusually high
proportion of young and older
people. The department must

manage service demand and
user needs and expectations
to deliver high quality, value for
money services to those who
need them. There are a
number of changes to the
external environment. Some
are listed below, and our work
over the next three years will
need to anticipate and
accommodate them.

Context in which
the service operates

14

ACS Gross Budget Analysis
2008/09 - £142m

1% Uncontrollables

40% Residential and Nursing

18% Community Services

6% Citizen Services

8% Assistant and Care Management

4% Other Care

6% Support Services

1% Non Care

16% Supporting People

ACS departmental
budget 2008-2009
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Context in which
the service operates

15

ACS Gross Budget by Division
2008/09

12% Resources

33% Adults

36% Disabilities and Older People

19% Strategy and Partnership
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1. Funding 
• Three year fixed settlements

- from 2008/09

• Value-for-Money
Efficiency targets

• NHS funding

• Income from service users

2. Technology
• Building on the improved

financial functionality in
Frameworki Care
management database

• Embedding the FASCIA
system to expedite
financial assessments

• Embedding the
WROSES welfare benefits
referrals system

• Preparation for RAS5
(resource allocation system)

3. New legislation and
regulatory framework

• Putting People First

• Transforming Social Care

• DOH initiatives relating to
safeguarding adults

• Mental Health Capacity Act

• National Dementia
Care Strategy

• Working to make it
happen - Adult Social Care
Workforce Strategy

4. Social factors 
• Population changes - size

and structure; people living
longer - high numbers of
older people 85+

• Increased risk of social
care litigants

• High incidents of HIV/AIDS

• Significant numbers of
No Recourse to Public
Funds users

5. Joining Up
• Developing joint

commissioning strategies
with Lambeth PCT that
reflect the NHS’s world class
commissioning programme,
which aims to dramatically
transform the way we
commission health and care
services in this country

• Remodelling adults’ Mental
Health services with South
London and Maudsley NHS
Trust (SLaM)

• Developing Older People
Mental Health services
with SLaM

• Integration of Health and
Social Care in Adults with
Learning Disabilities

6. Service factors 
• Supporting the achievement

of council priorities and
corporate plan outcomes

• Reconfiguration of the
department to include
Cultural Services, Community 
Safety and Active
Communities, leading to a
management restructure

• Development of personalised
care services

• CSED efficiency programme

• Internal review of services 

16

Context in which
the service operates
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The equalities agenda
remains a priority for the
department. All staff have a
role to play in ensuring that
equalities issues are to the
forefront when developing
and delivering services. ACS
has developed a range of
work during the past year. 

• We are developing our
governance by establishing
an Equalities Board, chaired
by the Executive Director
and attended by senior
management 

• This is complemented by a
regular meeting for
managers and we want to
develop this further in
2008-2009 

• Plans for equalities standards
are in place and we will use
new government guidance
and statutory requirements
to develop these across all
equalities groups 

• We engaged Price
Waterhouse Coopers (PWC)
to undertake an audit review
of the equality impact
assessment process across
the department 

• Equality impact assessments
are carried out regularly as
part of new service
development, and fit well
into the gateway process for
new contracts 

• Training courses were held
on impact assessments and
on racial incident monitoring,
and again we plan to build
on this next year 

Within service delivery,
there have been some
significant improvements in
terms of equalities.

• The department has
performed well on its
Supporting People LAA
stretch target to support
service users to move on in
a planned way from
temporary living
arrangements. This includes
rough sleepers, drug and
alcohol users, people with
mental health problems,
young people at risk, and
others. There was an
improvement from 64% in
2005-06 to 76% in 2007/08 

• Under the welfare benefits
LAA stretch target, the
department has worked with
local advice services to
maximise income for older
people, disabled people and
carers. During 2007-08,
confirmed income gains of
over £522,000 were
achieved, and more than
770 people assisted

Equalities

17
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• The domestic violence LAA
stretch target has also
performed well. Lambeth
has increased the proportion
of incidents of domestic
violence resulting in
sanctioned detections to
42% against a year one
target of 35%. Lambeth and
its partners reduced the
proportion of reported repeat
incidents of domestic
violence to 20%, against a
year one target of 34%

• Staff have supported
the work across the
department to ensure we
accurately record ethnicity of
service users. At the end of
March, all clients assessed
had their ethnicity recorded,
1.1% of these people
receiving a service did not
have their ethnicity recorded

• For older and physically
disabled people helped to
live at home, Lambeth
performed well in
comparison to other inner
London boroughs. At end of
March 2008, Lambeth was
supporting 108.9 older
people per 1,000 of the
population aged 65 and over,
compared with an inner
London average of 102.
This put Lambeth in the top
banding. Lambeth was
supporting 4.59 adults with
physical disabilities per
1,000, compared with an
inner London average of 4.0.
The number of adults with
mental health problems
helped to live at home
increased to 573 clients,
equating to 2.95 per 1,000
population. Our current
performance places Lambeth
in the top PAF banding

• We have worked to ensure
fair access for adults who
are eligible for Supporting
People services. Amongst
the BME adult population,
we moved from 39% at the
start of 2006-07 to 57% at
the end of 2007-08. The
Lambeth adult BME
population is currently 43%.
This can be seen in the
context of increasing access
to Supporting People
services for Lambeth
residents from 46% at the
start of 2006 to 75% by
March 2008. This is linked to
the work of the Support
Needs, Assessment and
Placement (SNAP) team

18

Equalities
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Consultation on eligibility
criteria for adult social
care services
We completed consultation
with all service user groups,
their carers and other relevant
stakeholders on proposed
changes to the eligibility
criteria for adult social care
services under Fair Access to
Care Services (FACS). The
council proposed changing the
eligibility criteria from ’critical’
and ‘substantial’ bands to
’critical’ only. 

Following consultations,
councillors decided not to go
ahead with the proposed
changes to the eligibility
criteria. Therefore people
meeting ’substantial’ and
’critical’ bands remain eligible
for adult social care services
in Lambeth. 

Consultation on charges
for community based
adult social care services
The council proposed to
change the way that people
are charged for community
based adult social care
support services. This
support included help with
shopping, meals, day care,
home care and personal care.
Consultations took place with
service users and carers to
ascertain their views.
It was agreed that the
proposed changes should go
ahead, although they would
not apply to the council’s day
centres. The new charges
were implemented in
September 2007.

Consultation on
Lambeth’s Carers’
Strategy (2008-2013)
We consulted on this
cross-cutting strategy,
resulting in a costed
commissioning plan reflecting
priorities identified by carers.
The Council and Lambeth
Primary Care Trust (PCT) plans
to invest in more respite
services for carers including
breaks and to make a number
of targeted investments. 

Consultation and engagement are key to developing services and how they are commissioned
and delivered. Following are examples of consultations which took place during 2007/08.

2007/08 research and
consultation evaluation
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Consultation with mental
health service users 
Our review of service user
and carer involvement
including the Mental Health
Partnership Board resulted in
recommendations to improve
the way we manage change.
The review recommended
setting up a service user/carer
council including eight user
representatives. We also plan
to introduce a Mental Health
Improvement Programme.

Day centre services
for service users
with a physical or
sensory disability
We consulted service users of
Lambeth Resource Centre and
their carers, using supported
interviews and discussion
groups about the quality of
specific aspects of the service.

Users took part in a range of
activities including one to one
support (50%), recreational
activities (50%) and computers
and education (43%).

We are now looking to see
how we can utilise direct
payments and individual
budgets to enable people
using traditional day centres to
make greater use of local
facilities. We are also
considering how we can help
people with a physical disability
or sensory impairment back
into work. Service users have
also asked for more input from
health professionals.

Sheltered Housing 
We set up a Sheltered Housing
Commission to involve people
in discussions about the future
and development of older
people’s housing schemes.
This led to the creation of a
service user group, to look at
the development of new
policies and procedures, and
influence the management of
communal facilities and health
and safety policies and
procedures. Service user input
also led to an enhanced
lettings standard. We
developed a Sheltered Housing
Forum, including members
from each sheltered housing
scheme which is being closely
consulted on the future of
Lambeth’s schemes and how
best to provide support
services in sheltered housing.

20
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consultation evaluation
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Key activity summary -
Adult Social Care
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Core business
of the division

Adult Social Care delivers
operational services to
people with mental health
problems (in partnership with
SLaM); learning disabilities,
people who misuse
substances, people who
have a physical disability,
older people and carers. The
division also includes the
brokerage service, which
organises care services
including residential, nursing
and domiciliary care.

Core services include
assessment and care
management, review, day
care provision, intermediate
care and re-enablement
and education and
training opportunities.

What the division will achieve
during 2008/09:

• Safeguarding will continue to
be a priority across the
department. This will
include a review of the
governance arrangements

• Delivering personalised care
services for all client groups

• Brokering of care services to
include all adult client
provision across both
residential and community
based care

• Development of a
re-enablement scheme

• The Care Services Efficiency
Delivery (CSED) programme
will streamline front door
access to assessment and
care management across all
client groups

• Partnership arrangements
both internally and with
external partners including
health and third sector
providers will continue to
be developed

• Co-location and joint
working with health
colleagues at PCT and acute
levels will continue to be
delivered and extended

• Implement the next phase of
integration of adult social
care teams with health
partners and better
partnership working,
including the introduction of
single assessment process

• Continued emphasis will be
placed on services being
expanded to promote
independence, choice and
retaining people in their
own homes

• Ensure community based
care services are offered
as a first option,
supported by strategic
commissioning policies

• Commissioning of a joint
service with SLaM for
Older Adults with Mental
Health issues

• Delayed transfers of care will
be maintained at minimal
levels in partnership with
health colleagues

• Jointly work with health
colleagues in supporting
users through the continuing
care process

• Extra care housing provision
will be developed and
expanded for a wider range
of service users

• Deliver innovative and
effective support services
for residents in
sheltered housing
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• Substance Misuse services
will continue to work jointly
with CYPS in preventing
potential substance misuse
amongst young people

• People who misuse
substances will be
supported through detox
and rehabilitation back into
the community

• Substance misusers will also
be supported through
incremental abstinence
programmes and assisted
with community living,
employment and training

• Service users’ and carers’
opportunities for
independence in the
community will be improved
through enhanced Assistive
Technology provision across
telecare, telehealth and
provision and delivery of
community living equipment

• Consolidation of the
corporate no recourse to
public funds service to
provide a co-ordinated
response that meets
individuals’ needs whilst
moderating risk and liability
to the council

• Develop a range of
community-based
support options to reduce
usage of residential and
nursing homes for Younger
Adults with Physical and
Sensory Disabilities

• Strengthened transitional
arrangements between
CYPS and the Adult
Learning Disabilities service
including a seconded CYPS
manager based within
the service

• Continued emphasis on
preventative services
including advice, counselling
and support services
delivered through the
third sector

• Increased respite care
opportunities and breaks,
and varied, more flexible
options to give carers’
respite and maintain
independent living

• Partnerships with
health to deliver bed-
based and community-
based preventative services
which help maintain
community living

• Develop end-of-life care
options in partnership
with health colleagues
including home, domiciliary,
hospital and hospice
care to improve residents’
end-of-life experience

22

Key activity summary -
Adult Social Care
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Core business
of the division

Strategy and Commissioning
buys social care services and
housing based support for
vulnerable adult groups from
a range of suppliers. It does
this in conjunction with the
PCT to ensure coherent
service provision across
health and social care.

It consults with the public,
service users, their families
and carers, voluntary
organisations and other
service suppliers to identify
what services are needed
and what services
are available.

It negotiates with service
providers to develop new
services. It carries out
tendering and procurement
exercises to let contracts at
the best price and generate
value for money and ensures
that services are provided at
the appropriate quality.

It establishes the needs
of the people in the borough
based on a demographic
analysis and through
consultations, including its
lead role with the overarching
Joint Strategic Needs
Assessment (JSNA). Acting
on this evidence and
information, it develops
policies, plans new services
and produces commissioning
strategies that set out the
purchasing intentions of
the department.

What the division will achieve
in 2008/09:

• Implement the
commissioning and
procurement gateway
process across all
related activity

• Set value for money targets
for each contract

• Research and develop a
number of overarching
strategies including for Older
People, Domestic Violence,
Health and Well Being, and
Social Inclusion

• Research and develop
commissioning strategies,
often in partnership with
Health colleagues, across a
number of key departmental
areas including Mental
Health, Learning Disabilities
and Personalised Services

• Consult on service strategies
and development including:
older people; service users
with mental health problems,
learning disabilities, physical
disabilities/sensory
impairments; domestic
violence and social inclusion

• Undertake further
consultations including
future development of
sheltered housing schemes;
development of personalised
services; customer
satisfaction surveys on
community based adult
social care services; service
users’ surveys including
home shopping, home
care service, accessible
transport and financial
assessment process

Key activity summary -
Strategy and

Commissioning
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• Develop and implement a
third sector strategy to build
capacity and help develop a
robust and independent
voluntary sector

• Produce a social inclusion
strategy focussing on
vulnerable adults who
find it hard to access
mainstream services

• Implement the actions
arising from the above
strategies and the new
carers’ strategy

• Commission the JSNA and
ensure its findings are
incorporated into
commissioning action plans

• Lead on the production of a
Health and Well Being
Strategy and commissioning
action plan

• Be responsible for leading
community engagement
initiatives including the
Local Involvement Network
(LINk), to ensure that
people from Lambeth’s
diverse communities get
opportunities to comment
on service delivery
and development 

• Let a wide-ranging number
of contracts of various sizes
and types including for
Mental Health residential
care, learning and
development (training),
Extra care housing, respite
care for Older People,
community support for
Adults with Learning
Disabilities, host organisation
for the Local Involvement
Network (LINk), community
meals and Mental Health
day care services

• Continue to deliver the
‘Every Pound Counts’
benefits take-up service;
unlocking more benefits
for residents

• Lead work towards
achieving Level 4 of the
Equalities Standard for
Local Government 

• Implement the
recommendations of the
PWC audit to embed
processes within the
department for equalities
impact assessments, and
ensure that service
development and delivery
meets the needs of all
equalities groups 

• Complete review of
Sheltered Housing and
implement strategy to deliver
most effective provision; plus
look to enhance Extra care
housing provision

• Review current supported
accommodation for
vulnerable adults to
inform long-term
procurement strategy 

• Review and develop the
Supporting People long-term
strategy to fully align with the
Sustainable Community
strategy and ensure it
addresses evolving social
inclusion issues

• Continue to work to prevent
homelessness through a
range of innovative and
effective solutions 

24
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Core business
of the division

The Resources division is
responsible for business and
finance support services. This
incorporates finance, including
budget preparation and
monitoring, income collection,
capital, payment and
accounting; management
information and systems; and
administrative and information
support. The division also has
a remit to improve and manage
performance in ACS, which is
achieved through a structured,
whole-system performance
management framework.

What the division will achieve
2008/09:

• Co-ordinate production of a
robust three year budget

• Restructure the Finance
Team including enabling the
smooth transition of
functions in and out of the
department without loss
of service

• Ensure appropriate financial
strategies are in place for all
ACS services

• Shorten cycle times to
produce and report the
Finance Monitor and
move to quarterly closing
of accounts

• Close accounts on time
and with high quality
working papers

• Implement the roll out of the
Framework Financials
integrated case
management system to all
client groups

• Develop a resource allocation
model (RAS5) which will help
underpin the delivery of
Self-Directed Support and
personalised services

• Implement a new appointee
and receivership team
ensuring the safeguarding of
vulnerable adults’ finances

• Improve the invoice payment
process (BVPI8)

• Develop the annual report
for key stakeholders

• Enhance the quality
assurance and audit function
across the department

• Lead on developing and
reporting service planning
activity within ACS

• Develop an outward
looking/forward planning
function and links
with external
organisations/partners

• Lead service-specific
performance boards

• Review the monitoring
framework to reflect new
national indicators set 

• Complete and submit all
statutory and non-statutory
returns on time to the DOH
and other regulatory bodies

• Prepare for all annual review
meetings and regular
business meetings with
CSCI including preparation
for inspections

• Maintain and quality assure
all performance data

• Regular production and
publication of performance
digest which includes HR
performance information and
develop specific finance and
complaints section

• Revise Data Quality policy
and procedures to include
new priorities

Key activity summary -
Resources
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• Continue to deliver high
quality information support
services to the department

• To set up a new
performance board for the
Brokerage and Substance
Misuse teams and review
performance reporting in
relation to Brokerage and
carers’ services

• Through the joint
performance board for Health
and Social Care Partnership
develop a joint performance
framework and digest

• Provide and maintain
performance data to support
Local Area Agreement
monitoring including health
partner data

• Deliver positive impact
across equalities groups
through work on LAA targets
including increasing the
number of carers receiving
needs assessments or
review and a specific carers’
service, or advice and
information; vulnerable
people achieving
independent living; adults
with learning disabilities in
employment; and adults in
contact with secondary
mental health services
in employment

• Deliver a Frameworki training
programme including
competency training and
provide ongoing support to
system users across ACS 

• Implement National
Minimum Dataset for social
care by March 2009

• Integrate lessons learned
from complaints and
research into service
planning and delivery

26
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Core business
of the division

Personalising Services is a
newly formed division within
Adult and Community
Services, which is primarily
responsible for implementing
the vision of Self-Directed
Support and personalised care
services to all service users. 

In addition to this, the division
will also lead a review of the
existing adult social care
service model to ensure that
it runs efficiently and
effectively, providing the best
possible outcomes for service
users. The division will have
responsibility for governance
of the Safeguarding Adults
policies and for the
department’s workforce
development strategy.

What the division will achieve
during 2008/09

• Continue to develop and
deliver the self-directed
support model of social care
across all client groups

• Make the most of our
relationships and how we
work together across the
department, the Council,
PCT, SLaM, and with
partners throughout the
statutory, voluntary and
private sectors

• Through the CSED
programme, ensure that the
department’s resources are
utilised efficiently and
effectively to allow for more,
higher quality services to
be delivered

• Improve access to services
for customers 

• Extend the brokerage
function to deliver a
centralised service for all adult
social care service areas

• Consolidate information
systems used across the
department to strengthen all
management information 

• Extend self-directed
support to all client
groups to offer choice and
give even the most highly-
dependent service users the
support, options and
opportunities which best
meet their individual needs
and circumstances

• Ensure compliance with
Safeguarding Adults
standards, create an Adult
Protection Safeguarding
Board to ensure that
vulnerable adults are
given sufficient protection,
and ensure compliance
with Safeguarding
Children standards

• Continue to work with and
involve staff, residents,
carers and partners in the
development of personalised
care services for social care
users in Lambeth

• Develop and implement
an adult social care
workforce strategy

• Develop and implement a
training procurement
framework in partnership
with contracts

27

Key activity summary -
Personalising Services

LSS124371 FIN.qxp  8/8/08  10:24 am  Page 27



• Commission a full training
programme based around a
training needs analysis
including National Minimum
Standard training
requirements for staff and
third sector providers

• Deliver next phase of trainee
social work scheme in
partnership with a university

• Deliver training on equalities
issues, and encouraging
staff to contribute views on
future developments

28
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The ACS Departmental
Leadership Team has
identified the following risks
and opportunities which will
be actively managed and
mitigated over the next year.

The opportunities and threats
shown below reflect only the
highest level DLT risks.

Operational risks are
managed within each of the
divisions and business units.
The management of risks
within the department is an
ongoing process. Therefore
this is a snap shot of the
department’s risk profile as at
1 April 2008.

Risks are categorised as red,
amber or green (RAG)
according to status.

Departmental risk
analysis

29

SLB risks:
Threats to ACS

Ref Headline Risk RAG Owner 

ACS0011 Information technology
To complete full system implementation of
Framework Financials

A Maria Millwood

ACS0012 New departmental structure
Inclusion of Cultural Services, Community Safety,
Active Communities and a new division of
personalising care services - capacity for change

G Jo Cleary

ACS0013 Personalising Care Services
Development of a workforce strategy to ensure an
appropriate skills mix
Meeting LAA stretch target of self-directed support 

A Jamie Nevin

ACS0014 Demographic change
Plan and prepare for demographic changes
within the borough including pressures with over
85 year olds

A Helen
Charlesworth-May
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Departmental risk
analysis

Opportunities for the
department to maximise

Ref Headline Opportunity RAG Owner 

ACS0063 Policy/Strategy - Care Services Efficiency Delivery
Programme (CSED)
To deliver the care services efficiency delivery
(CSED) programme
Review end to end assessment processes to
achieve streamlined effective and efficient
service delivery

A George Marshman

ACS0064 Service Delivery - Commissioning 
Developing Joint Strategic Needs Assessment
(JSNA) and use it as a commissioning tool

A Helen
Charlesworth-May

ACS0065 Policy/Strategy - Personalising Care Services
Increase independence and choice
Improving equity and delivery of services

A Jamie Nevin
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Appendix 1: 
Activity plan by business unit
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For further copies of the Service Plan, please contact:

Customer and Community Relations
Adults’ and Community Services
London Borough of Lambeth
10 Wandsworth Road 
London SW8 2LL
Tel: 020 7926 5555

www.lambeth.gov.uk

If you would like this information in large print, braille, audio tape, in pictures
and symbols, or in a community language please call 020 7926 5555.

020 7926 5555

020 7926 5555
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020 7926 5555
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