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Summary
The Care Management Survey was conducted in Summer 2008. The aim of the survey was to gather the views and experiences of service users and carers who access care management in Northumberland in order to identify any areas in need of improvement and any areas of good practice.
1000 questionnaires were sent out to a sample of clients across all client groups and 249 were completed and returned giving an overall response rate of 25%. In addition, 135 questionnaires were returned from carers.

Contacting the Service

Most new clients (87%) found making contact with care management either ‘Very Easy’ or ‘Quite Easy’, and most (88%) felt they received the help they needed as quickly as they would have liked.

Similarly, most clients with a learning disability (80%) said that it was either ‘Very Easy’ or ‘Easy’ to contact their care manager.

Most longer term clients (81%) said that they ‘Rarely or Never’ experienced problems getting in touch with a care manager when they’ve needed to.

Information

Only 56% of new clients and 51% of longer term clients said that they had received a folder of information sheets about care management. Although some respondents indicated that they could not remember, a relatively high proportion said they had not received a folder. Of those that did however, 93% said that the information told them all they needed to know.

Most clients with a learning disability (82%) said they were happy with the information they get from care management about the services they receive.

Only 11% of respondents said they had tried to access information about help which might be available to them from the internet.

About Your Care Managers
Most clients indicated that care managers listen to them and take their opinions and preferences into account when decisions are made about what services they receive.

31% of new clients and 26% of longer term clients said that they were not told about direct payments. 54% of clients with a learning disability indicated that they were not told about direct payments.

Although most clients felt their needs are reviewed often enough, 28% of clients with a learning disability felt they are not reviewed as frequently as they would like.

For new clients, the main areas that were identified where care managers have helped them included: help to move around their home as they need; and help to avoid unnecessary health problems.
For longer term clients, the main areas included: help to move around their home as they need; staying safe; avoiding unnecessary health problems; and looking after themselves.

For clients with a learning disability, the main areas included: help to look after themselves; and help to avoid unnecessary health problems.

About the Services You Receive

Most clients indicated that they had been offered a choice about the type of services they receive. However, over half of learning disability clients indicated that they had been offered only ‘Some’ choice.

Most clients agreed that the services they receive improve their quality of life.

Complaints

Only 69% of clients indicated that they knew how to make a complaint about care management or services arranged through care management.

Overall Satisfaction

75% of new clients and 74% of longer term clients said they were either ‘Extremely or Very’ satisfied with the service they received from care management. 91% of clients with a learning disability said they either ‘Very or Quite’ happy with care management.

Equality and Diversity

Clients were asked if they had ever experienced any issues on the grounds of the nature of their disability / health problems; their age; gender; ethnicity; sexual orientation; and their religion / belief; and if so, if it had been dealt with well.

Disability was identified as the main ‘equality strand’ where respondents had experienced issues (52%), and in most cases (86%) respondents indicated that services had dealt with this well.

17% of respondents indicated that they had experienced issues as a result of their Age, and again, in most cases (91%) respondents indicated that services had dealt with this well.

9% of respondents indicated that they had experienced issues as a result of their Religion / Belief, and in most cases (70%), respondents indicated that services had dealt with this well.

No respondents identified any issues resulting from their Ethnicity.

Carers Views

83% of carers said that they felt care managers take into account their views and opinions either ‘Always’ or ‘Mostly’.

Only 57% of carers indicated that they were aware of their right to a carers needs assessment. Of those who indicated that they had received a carers needs assessment, most (88%) said they found it useful.
Comments

Throughout the survey and at the end, respondents were invited to make any further comments. Many positive comments were received expressing thanks to care managers and the service for the support received. Examples include:

“I have had extremely good service from care management, through visits to my home and telephone calls and letters”. (New client)

“I receive the best service available for me both from my care manager to my daily care workers – no complaints.” (Longer term client)

“My care manager is excellent.” (Client with a learning disability)

“I get plenty of support and advice from the care manager whenever I need it.” (Carer)

However, there were also some negative comments relating mainly to things like: difficulties finding out about services; making contact and lack of contact/follow up; and concerns about reduced levels of service. Examples include:

“Hardly ever see my care manager who when she comes makes promises but does not follow up.” (Client with a learning disability)

“Appointments are not always kept and no notice given.” (Longer term client)

“At the moment I am satisfied but it’s wrong now that they have stopped washing clothes, housework & shopping and we are expected to live from a microwave.” (Longer term client)

“It’s difficult for me to find out exactly what services are available.” (Carer)
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