Putting Essex People First: Personalising services for individual needs
Essex County Council is committed to ‘putting its customers first’ which is the overarching priority of our EssexWorks vision. This is supported by an ‘Our People’ priority to Support Vulnerable People. To put ‘Customers First’ in all our services requires transformation across the organisation. The ‘Customer First’ programme aims to refocus resources toward supporting frontline employees to deliver improved services to Essex residents

As part of the transformation to support vulnerable people, our adult social care service has developed the Putting Essex People First (PEPF) programme. In line with the national Putting People First concordat, the programme is an all-encompassing drive to personalise the services received by Essex residents, around four key principles:  
· Universal Services

· Early Intervention and Prevention

· Choice and Control

· Communities - Social Capital 

The programme is diverse and founded on a range of innovations. The launch of Self Directed Support in October 2008 was a major milestone, introducing personal budgets for all new service users. The system enables individuals to choose how to commission the services they access to support their needs, with support from social care professionals. These provides solutions which fit the individual, rather than providing inflexible, block solutions. In 2009-10, more than 5400 people were receiving these budgets and taking control of their support packages. The change has been accompanied by a significant cultural change in the workforce, focusing employees on empowering service users to do for themselves, rather than doing on their behalf. This is supported by a major new IT system which is delivering improvements in practice as it continues to be implemented. We are beginning to see creative approaches to support from motorised scooters and laptops to gardening services and dishwashers. One service user has subscribed to a golf club so he could play a part in his community and give his carer some respite. Another service user used their budget for a personal assistant to support childcare so that her husband could keep his job. These examples illustrate the emphasis on positive outcomes, which take into account the whole life of the service user. 
The provision of universal services is dependent on accessible information around services and resources available to individuals. Part of the strategy to ensure this has been the launch of an innovative new web portal (www.essex.gov.uk/portal) which signposts individuals to sources of support. The site has had over 8000 visits over the last 12 months and this is growing month by month. 
Essex County Council is strongly committed to prevention and community wellbeing, as a means of ensuring people can remain independent for longer and avoid the need for future health and social care dependency. This work is extremely broad, and includes initiatives such as Reablement and Telecare. Reablement is a six week care package to support people to live independently following a hospital admission, preventing ongoing social care needs. So far, around 42% of people receiving a Reablement service have gone on to require no further services or support, having been supported to re-learn and regain the skills required for independent living. Telecare is a range of assistive technology including alarms and sensors designed to keep people safe in their own homes. Last year, the council invested £4million in offering the service free of charge to over 85s in Essex, and more than 4000 people took up the opportunity. 
Other work to strengthen community wellbeing include the launch of the Village Agents scheme which provides rural communities with a dedicated link with expertise on services and resources in their areas, and community research projects in Jaywick and Vange which use local residents to establish local needs. As a result, work to empower individuals is complemented by work to build communities. 
Giving service users more choice and control in how they commission services means that it is essential that personalisation goes beyond Essex County Council if individuals are to find a market which can provide for their needs. As a result, a new approach was needed for those adult social care services which Essex provided directly. They were too inflexible to meet the needs of individualised solutions, and as a result ECC launched an innovative new model to deliver these services. This was a Local Authority Trading Company called Essex Cares Ltd, which is owned by the council but operates independently in the market, enabling a flexible and responsive approach to attracting business and delivering services. This has strengthened the market. Essex’s Putting Essex People First programme is also committed to developing the Third Sector, with a strategic partnership with the Essex Coalition of Disabled People forming a vital part of this. Providing choice in the market is vital, and Essex is working with external providers to drive up standards. ECC does not commission services from zero-rated care providers and offers support to providers who work with us in driving up standards and driving down costs.   

Implementing a programme with the ideals that Putting Essex People First is founded upon would have been impossible without the sustained involvement of social care users and their carers. This has been a feature of the programme throughout, with the introduction of Self-Directed Support founded on rigorous consultation with the public, and service user representation at a strategic level throughout the PEPF Programme to ensure input in service design. 
Putting Essex People First has been a very significant cultural shift which is realising many positive outcomes for Essex residents. This is a successful and ongoing transformation which is making the personalisation of social care services in Essex a reality.  
