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Foreword
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This Local Account 2019/2020 lets you, our residents, see how 
local services have been delivered.

In Buckinghamshire we want people with care and support 
needs to lead fulfilled or Better Lives. For most people this 
means helping them to stay as independent as possible, living in 
their own homes with or near to their family and friends. It also 
means (where possible) having employment and educational 
opportunities as well as participating in community life.

Demand for adult social care has never been greater. To help 
manage this we encourage people to seek help and advice early. 
Either online, through Care Advice Buckinghamshire (page 12), or 
by contacting us directly. This can be counter intuitive for many 
people, especially the elderly, who often feel they should wait until 
they cannot cope or are in crisis. But the idea is to catch things 
before they become a big problem.

With online visitors reaching 14,000 during the second half of the 
year, and the number of new enquiries hitting 10,674 (page 6), this 
approach seems to be working. 

Gill Quinton
Corporate Director 
Adults and Health Directorate

Angela Macpherson
Deputy Leader and Cabinet Member
Adult Social Care

Sometimes just a little assistance can make a big difference – like 
having the right equipment in place. Over the past year we have 
seen an increase in the use of occupational therapy, resulting in 
providing residents with 13,503 pieces of equipment (page 11).  
For those that need building adaptations to remain independent 
and in their own homes we have helped by spending over 
£3million on Disabled Facilities Grants (page 12). 

Careful assessment of people’s needs helps us to identify, and 
put in place, the right care and support at the right time. During 
2019/2020 some 4,788 assessments took place and a further 4,167 
support reviews (page 6). This would not be possible without the 
professionalism, dedication and care of our own adult social care 
teams, but also that of the NHS, our partners and thousands of 
frontline care and support workers. 

This has never been truer than when the COVID-19 pandemic hit 
the UK at the start of 2020.  We would like to thank and commend 
everyone involved in keeping are most vulnerable residents safe 
throughout this challenging period. Especially their carers and 
families, who have our utmost gratitude and respect.
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Your Local Account



Introduction 
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We want to hear from you

It is really important that we hear the voice of 
residents and we would love you to contribute towards 
the production of next year’s report. If you have any 
questions regarding the data, the contents of this 
report or you wish to leave feedback, please call us on 
01296 531021 or email us at
QSPpracticeandquality@buckinghamshire.gov.uk. 

Buckinghamshire Council’s adult social care service is committed to delivering the highest quality services to residents who 
have care and support needs. We are proud of the way we work with our residents, the NHS, the voluntary sector and wider 
community. By working together, people who use our services have better lives.  

This Local Account describes what we achieved between April 2019 and March 2020. We would like to thank everyone who 
contributed to the production of this report. 

What is a Local Account?

In 2011, the Department of Health recommended that all local authorities’ adult social care directorates publish an annual Local 
Account. The focus of a Local Account is primarily to help residents see how well adult social care services are being delivered 
and what is needed to improve in their area. This Local Account describes what we did between April 2019 and March 2020, and 
what our aims are for the upcoming year.

We have achieved the work outlined in this account by 
working with all our partners across Buckinghamshire. 
We want to make a difference to people’s lives, to ensure 
they receive personalised social care support and feel in 
control, whilst helping to maximise their well-being and 
independence in the local community.

Our vision is to make the best use of the resources 
available to help the people of Buckinghamshire lead 
fulfilled lives.

mailto:QSPpracticeandsurveys%40buckinghamshire.gov.uk?subject=


Facts and figures about Buckinghamshire
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550,499 
people 
live in 
Buckinghamshire

Support by age range (of 11,878)

Support by primary requirement

18 to 64

11,878 
were supported 
by adult social care

Learning 
disability

Physical
support 
 
Memory 
and 
cognition

3,612

332
1,127

Aged 65+

3,352

8,528

10,674
requests for help 
received from 
new clients

754
carers we provided 
services, support 
or advice to

4,788
people whose 
needs were 
assessed

4,167
people whose 
support was 
reviewed



Your new unitary council

77

The new Buckinghamshire Council replaced the former five county and district councils in April 2020 as the unitary council for 
Buckinghamshire. All of the council services are now the responsibility of the new council. 

The new council website is www.buckinghamshire.gov.uk and there are new social media accounts on Facebook and Twitter 
@BucksCouncil.

Until 31st March 2020 From April 2020
Buckinghamshire County Council

Buckinghamshire Council
Aylesbury Vale District Council
Chiltern District Council
South Bucks District Council
Wycombe District Council

http://www.buckinghamshire.gov.uk 


Our Better Lives Strategy
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In 2018, we launched the Better Lives Strategy. We want 
to help people stay as independent as possible for as 
long as possible, support people to live healthier lives, 
and help people to regain independence, with a little 
extra support when needed. 

• We want to help people to help themselves by 
promoting well-being and self-reliance at all stages of 
their lives

• We want to support vulnerable people to be safe, in 
control, and to make choices about how they want to 
live

• We want to support communities to be strong, 
healthy, safe and resilient

• We want to ensure that people in Buckinghamshire 
are supported in the best way and given the right 
support at the right time, while at the same time 
making sure our services are sustainable for the 
future



A closer look at our Better Lives Strategy
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One of the ways we want to do this is by developing 
meaningful and appropriate day and employment 
opportunities in the community to enable people to live 
fulfilling lives. 

We want to ensure that in the future, people in 
Buckinghamshire are supported in the best way and given 
the right support at the right time. At the same time we need 
to make sure our services represent value for money and are 
sustainable for the future.

The outcomes we want Better Lives to achieve both now 
and in the future are:

• For more people to live independently without the need for 
long-term services

• Fewer people to be in residential or nursing care

• More people to stay living independently after leaving 
hospital

• Young people moving from children’s services to be better 
prepared for adulthood

• More people to have control over their support through 
direct payments

Together we will identify which Better Lives stage is 
appropriate for each service user depending on their abilities 
and strengths.

Helping people to live with support 
(page 18)

Working in partnership with the client, their 
family and community to provide long term care.

Helping people regain independence 
(page 14)

Working with people who have experienced a 
crisis in their lives to regain skills.

Helping people to live independently 
(page 10)

Making it easier for people to take care of 
themselves and remain independent.
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Helping people to live independently

By this, we mean focussing on what support is needed 
to enable people to stay well and live fulfilling lives, 
safely and independently, in their communities. We want 
to help people to be supported by family, friends and 
community networks and ensure there is a consistent 
approach to prevention with our partner organisations.  
This approach will give the opportunity to build on the 
strengths of individuals and communities and help 
develop these into sustainable, long-term possibilities.

6,514 of 
the people who 

made contact with 
adult social care were 

given advice, signposted or 
provided with information 

to enable them to 
continue to live 
independently  
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Engagement with residents and partners

Over the past year we involved residents in a range of social 
care projects; from the initial scoping of the project, attending 
workshops, to the final decision. We want to transform the 
way we deliver our services, with you, which will ultimately 
provide our residents with a better experience. 

We held co-production sessions with unpaid carers and 
Carers Bucks to include them in the development of our new 
carer’s assessment and care plan. These documents were 
produced and amended according to their comments. From 
conversations that took place, it was clear that the carers did 
not feel as valued as they should be, which is something we 
want to focus on improving over the next year. We must make 
sure carers are recognised for the support they provide to 
loved ones. 

Prevention 

Prevention Matters helps residents to regain confidence, 
independence and get out and about if they feel anxious, 
lonely or isolated, have a lack confidence, and have difficulty 
leaving their home. To help reduce isolation, we held 
workshops with other key referrers and agencies to promote 
the Prevention Matters service. This has resulted in more 
referrals for people who may have no contact with society. 

If you are over 18 and are not in receipt of a social care 
package you can refer yourself to Prevention Matters. Referral 
forms can be found at www.connectionsupport.org.uk, or you 
speak with them by calling 01296 484322. 

 921 people were supported by Prevention Matters in 
2019/20

A variety of services have been funded by the council, such 
as lunch clubs, befriending services, music therapy and other 
social activities. In the past year, we reviewed our grant-
funding process to ensure it was aligned with the Better Lives 
Strategy. In particular, we focussed on supporting people to 
engage with their communities, to maintain independence 
and reduce social isolation. Grants were awarded to the sum 
of approximately £350,000 to a range of previously-funded 
and new providers. 

Occupational therapy 
 Over the past year, we provided 13,503 pieces of 

equipment to service users and saw a 4% increase in people 
requiring assistance than we did the previous year; 7,205 in 
2019/20, compared to 6,909 in 2018/19

 We spent £3,252,978 on Disabled Facilities Grants, 
adapting residents’ homes to help them remain independent

http://www.connectionsupport.org.uk
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Care Advice Buckinghamshire 
www.careadvicebuckinghamshire.org

  Over 14,000 visitors accessed the site between November 2019 and March 2020
  The most popular page was ‘Your Care and Support Options’

How access to website was made

59% 
via personal computer 
(desktop or laptop)

34%
via a mobile device

7%
via a tablet

Information and Advice 

To make it easier for people to take 
care of themselves and remain 
independent we needed to improve 
the information, advice and guidance 
on our website and make sure it was 
easily accessible to the public. The 
Care Advice Buckinghamshire website 
went live 1st October 2019 and work 
continues on the site to enhance its 
usability and accessibility. We will 
continue to consult with people and 
user forums to improve these pages. 
We need to provide the information and 
online documents that people ask for - 
not what we think people would like to 
be available.

The Bucks Online Directory was 
produced for the Care Advice 
Buckinghamshire web-pages. The 
directory contains details of 1,945 
community and voluntary groups and 
organisations across the county that 
can offer a variety of activities and 
services to residents in their local area, 
to socialise, to be physically active, to 
learn, and to get support. 



Helping people to regain independence -
our focus for 2020/21

• Work with residents to improve the information we offer 
about our services, making sure it is more accessible to 
everyone

• Set up a series of workshops to work with residents to 
continue to improve the quality of information we provide

• Learn from what people tell us and tailor information and 
advice to meet the needs of our residents

• Increase self-service by making online referral forms easier

• Increase promotion of the Prevention Matters service to 
other Buckinghamshire agencies and organisations 

• Increase the number of carers registered and receiving 
information and advice from Carers Bucks 

• Develop support for young carers in education and 
increase the number of schools able to access support and 
advice from Carers Bucks

Carers 

Buckinghamshire Council and the Clinical Commissioning 
Group (CCG) fund Carers Bucks to provide a comprehensive 
support, information and advice service for unpaid family 
carers in Buckinghamshire. In April 2019, Carers Bucks 
launched a new, all-age carers support service to help 
carers from five years of age upwards. This service works 
with schools, the community and health settings across 
Buckinghamshire.

Young carers support is now available in 114 schools across 
the county to help schools become young carer-friendly. 
This is an 11% increase in the number of schools accessing 
support for carers and running support groups.

The new group will roll out the Investors in Carers award to 
GPs across Buckinghamshire. It is important to identify and 
support carers for their own health and well-being and with 
this incentive it will improve GP practices’ awareness and the 
support and signposting they offer carers. 

The development of a resilience service has also been 
formed to provide focussed support for carers in crisis. 
During 2019/20, this service supported 180 carers with their 
emotional health and well-being. 

 At the end of 2019/20 the number of carers in 
Buckinghamshire had increased by 5% to 12,775 compared 
to the previous year.  13

Do you know a carer who needs support?

mail@carersbucks.org
0800 777 2722

http://www.buckinghamshirepartnership.gov.uk
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Helping people to regain independence
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By this we mean focussing on supporting people in a 
crisis so they are better able to cope, and help young 
people to live as independently as possible as they 
transition to adult services.

947 people were 
discharged from hospital 

into the reablement service 
in 2019/20
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“
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Reablement

We are working to create one joint therapy-led reablement service for health and 
social care. This will ensure people can access timely and personalised short-term 
care, which will help them to reach their potential. Over the past year, we have 
integrated our occupational therapy and reablement services and we will continue 
with our plans to fully integrate with health.

Our hospital social work teams and the hospital discharge services also integrated 
in 2019/20. By working together, we have reduced unnecessary duplication of work 
between teams. This means we can offer better outcomes for individuals, which will 
improve their experiences. 

 947 people received reablement support in 2019/20. 600 (63%) people were 
independent following six weeks of care

Reablement is a way 
of helping someone 

remain independent, by 
giving them the opportunity 

to relearn or regain some of the 
skills for daily living that may 

have been lost as a result 
of an illness, accident or 

disability.

Reablement: case study

The workers made Mrs D feel 
supported and not rushed, enabling 
her to achieve goals of walking up 
and down the living room alongside 
completion of personal tasks. It was 
highlighted that they were highly 
professional and encouraging 
throughout and made Mrs D feel 
important. 

Mrs D’s daughter noted that his 
mother has been smiling since 
their visit as she was proud of her 
achievement of walking This is a 
fabulous example of the positive 
impact reablement services can 
have on a client and a true example 
of enabling over care by some great 
reablement workers.
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Feedback about our reablement service

“I am writing to thank you and your team of carers of the 
reablement service for  the wonderful care you gave to 
my father in the weeks before he sadly passed away. 

My sister, brother and I were always deeply impressed 
by the carers dedication, professionalism, compassion & 
good humour. I know that my father was deeply grateful 
for the care he received. 

Thanks to your team of carers my father was able to 
spend his last weeks at home surrounded by his family. 
For that we shall always be profoundly grateful, thank 
you again and long may your work continue.”

“Thank you to all the carers for doing such a wonderful 
job and help get her mum back on her feet again. Thank 
you for your patience and professionalism.”

“To all in the reablement team, a big thank you to 
everyone for all your care and attention given to my 
mum. Thank you for your kindness and patience getting 
her back near her normal self.”

Mental health and well-being 

Oxford Health NHS Foundation Trust works alongside 
Buckinghamshire Council to arrange social care support for 
anyone who may require access to mental health services. 
Oxford Health NHS Foundation Trust has set up crisis 
resolution and home treatment teams, which help to support 
to people in their own homes as an alternative to admission, 
offering crisis interventions 24 hours-a-day. 

During the first seven weeks of operation, over 1,500 calls 
were received. 412 (27.5%) of these calls were for advice and 
guidance and were resolved over the phone. Others were 
signposted to the appropriate organisation for support, were 
known to us or were advised to call 111/999

Safe Haven is a service run in partnership between Bucks 
MIND and Oxford Health NHS Foundation Trust. It provides 
a non–clinical environment for patients to seek out-of-
hours support for their mental health. The service was 
already operating in Aylesbury and in 2019/20 the service 
was expanded into High Wycombe for seven days-a-week 
coverage and equitable access for people in the north and 
south of the county. 

Do you need to contact mental health services?

enquiries@oxfordhealth.nhs.uk
01865 901000



Helping people to regain independence: 
our focus for 2020/21

• Work towards integrating with our NHS colleagues to 
create and deliver a comprehensive and single-access 
reablement service 

• Continue to develop our quality assurance framework to 
ensure we offer the highest standard of care

• Combine our reablement and occupational therapy 
teams to create a therapy-led service which will increase 
opportunities for people to live at home as independently 
as possible for longer

• Review options for sustainability of the mental health 
support line beyond the COVID-19 pandemic

• It is estimated that up to 23% of Buckinghamshire’s 
population have common mental illnesses. To enable 
us to support more people, we will improve access to 
psychological therapy services

Preparing for adulthood 

We worked with groups of residents and parents/carers to 
redesign the way we support young people with disabilities to 
make sure they are able to live successful lives and promote 
independence.  We will continue to work with them to create 
a service which works for everyone.

To support a different way of working with individuals and 
families preparing for adulthood, we have also made changes 
to the way we work. Our children’s and adults’ services have 
begun to work as one team and started co-designing the 
model with staff, residents and parents/carers.

 74 people attended a ‘What 
Matters to Me’ event to 
embed the new approach 
to staff across the 
service

17

“I will make sure 
that I will talk to all 

my families about what is 
working and not working for 
them and try to address this”

Encourage and support young people 
to build their connection with the 

local community

The voice of the child is 
everything
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Helping people to live with support
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By this we mean focussing on those people who 
need longer-term social care services, ensuring that 
the support they receive helps them to achieve the 
outcomes that they want. 

We share responsibility with residents, their families 
and their communities and try to meet people’s needs 
in a way which centres on them, delivers the outcomes 
that they want to achieve, and results in a better quality 
of life. Wherever possible we support people to remain 
at home, with families and friends, developing and 
maintaining a strong social network. We want to work 
with people to help them to understand and manage 
everyday risks, while taking care to safeguard people 
from significant harm.

1,514 new users started 
long-term services 
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Partnership working

We helped 1,292 many people to remain at home, in their 
own surroundings and with their home comforts, by offering a 
range of support or with help from a care agency. 

947 people were supported back home following discharge 
from hospital. Various options were made available to them 
such as telecare, occupational therapy and/or reablement 
support. 

During 2019/20 we undertook 296 reviews per month of 
people’s care to ensure people are receiving the level of care 
and support they require and to check that their needs have 
not changed. Reviews are completed yearly; however, we ask 
that people contact us should their need(s) change over the 
year and we will review before the annual review. 

611 residents were placed in supported living. This type of 
care is designed for people who may need extra support 
that they are unable to receive in their own home. Supported 
living enables people to live independently but with specialist 
staff available should they need assistance. 

A direct payment is a sum of money given to someone 
to offer them greater choice and control over their care 
arrangements. People can employ their own staff or contract 
directly with an agency. Since 2019/20, 1,428 users have been 
in receipt of a direct payment.

Maximising community opportunities 
• 
We are making sure that people with learning disabilities 
have the same opportunities as any other resident. We want 
to work with them and understand what their hopes and 
dreams are, so we can work together to help them achieve 
these ambitions. 
• 
We reviewed the way we provide services to individuals 
and families and looked at alternative support, for example 
offering a direct payment to access other activities such as 
attending a local gym.  This has enabled people who may 
have accessed traditional day services for many years to 
experience the enjoyment of doing something different and 
healthy in their local community.
• 
We worked with Kids Play and Mead Open Farm to ensure 
the future of Thrift Farm as a community opportunities 
service in the north of the county.  This has meant that 
residents who have been at the farm for many years can 
continue to work there.  It will also help people to gain new 
skills, as they will be actively involved in helping develop new 
parts of the business such as the new childcare nursery and 
adventure play park.
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A referral sent to adult social care 
by the hospital as Mr X was being 
discharged from hospital. Joint-
working between agencies began and 
it is established that a hoist would be 
required for Mr X to be moved safely 
once home. The occupational therapy 
team coordinated and communicated 
with the family and professionals 
involved.

One professional became concerned 
about the risks of returning home 
and recommended Mr X should stay 
within his care home setting due to 
risks. Mr X was able to articulate and 
communicate his wishes and his goal 
was to return to live at home with 
equipment and support. Mr X did not 
require additional support nor did he 
need to use the call bell or have night 
time needs, which provided further 
evidence to continue with Mr X’s wish 
to return home. Mr X said he enjoyed 
his own space, being at home and in 
his own company.

A joint visit by occupational therapy 
and the care agency took place at the 
care home and it was agreed that by 
using bed controls and sheets, Mr X 
was able to go from lying to sitting on 
edge of bed fully independently. A risk 
assessment was completed, and the 
care agency updated Mr X’s care plan. 
The new plan encouraged maximum 
independence with these tasks as 
well as support with safe moving and 
handling upon Mr X’s return home. 
Guidance sheets on use of slings were 
also provided.

Mr X remains living at home with 
equipment and support. Mr X and his 
next of kin have since negotiated a 
later evening call to enable Mr X to sit 
longer in his chair which is something 
he enjoys and is meaningful to him.

Living with support: case study
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Assistive technology 

We successfully increased the use of technology from 9,128 
active users in March 2019 to 10,259 in March 2020 to 
help support people to remain independent. This included 
improving the information we make available to residents and 
their families, and streamlining the referral pathway to speed 
up access. Alongside this, we have increased use of mobile-
based devices to enable people to be supported outside of 
the home and piloted smart home devices including Amazon 
‘Echo Show’ to support people with learning disabilities.  

 7,205 clients received an equipment service in 2019/20 
compared to 6,909 in 2018/19

Helping people to live with support: 
our focus for 2020/21

• Launch iCares, our new client management system

• Continue increasing technology enabled care, to enable 
people to have more control over their health, safety and 
well-being whilst also being convenient, and accessible

• Review and develop our residential respite care service 
for adults 

• Review our agreements with mental health and how we 
share the functions and delivery of eligible services to 
residents 

• Whilst COVID-19 has had a significant impact on our 
plans for day services, we are currently working with 
partners to assess next steps for our short breaks and 
community opportunities development work

21

District Disabled Facilities Grant spend in 2019/20*

Chiltern  £880,981 
South Bucks  £622,645
Wycombe  £773,000
Aylesbury  £976,352

* Figures taken from District Council spend prior to unitary status in 
April 2020



COVID-19
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Since the COVID-19 (also known as Coronavirus) 
outbreak in March 2020, we have closely followed 
government guidance. We have worked together 
with Public Health England and the Department for 
Health and Social Care to support our residents, 
communities, businesses and schools. This means 
having robust plans in place, keeping essential 
services running to support and safeguard our most 
vulnerable in the community. 

22
Photo: Mural in West Street, Marlow, Buckinghamshire, by Fiona Hunter



Support hubs and regular phone calls

We created eight local support hubs county-wide to help 
support the most vulnerable people in our communities, 
for people who do not have access to family, friends, or 
local networks who can help them. These were used 
as coordination and distribution points for the council’s 
volunteer support network. 

We redeployed staff and volunteers supporting social work 
teams and made over 18,000 calls to vulnerable residents 
during the crisis. 

Direct care

We closed our day and employment services in March and 
redeployed staff to support vulnerable people. Everyone 
received a phone call from a staff member on the days that 
they are due to attend a service and video call sessions 
were also offered. Some staff visited people at home and 
gave pamper sessions to support with personal care. Others 
joined in with singing, indoor activities and life skills. Some 
were taken out for a couple of hours and others enjoyed the 
activity packs that we posted out; these included games, 
colouring sheets and small activities. 

Olympic Lodge 

We registered with the Care Quality Commission (CQC), the 
health and social care regulator in England, to set up a facility 
at the Olympic Lodge. This provision was in place to support 
the NHS and allow patients to be discharged from hospital in 
a timely manner during the emergency period.
 
Care providers

We supported care providers during this period in the 
following ways.
 
 • Contingency arrangements to provide additional capacity

 • Comprehensive web pages produced specifically for care 
providers with webinars with experts from the health and 
social care sectors

 • Regular emails, phone calls and a dedicated mailbox for 
two-way provider communications

 • Work across adult social care to investigate and support 
providers to address safeguarding concerns and 
outbreaks

 • Helped with coordination of personal protective 
equipment (PPE), testing and infection control training

23
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Feedback for our support during COVID-19

“The lady was so emotional and relieved. She said we had been “life savers” as she 
was so worried about supporting her husband with his medical condition.”

“When contacting a lady on her twice weekly call, she stated that she was 
extremely thankful for all the calls and checking in on her and said we are angels. 
When we hear clapping on Thursdays, I know that she is clapping loudly for us .”

“I would like to thank staff at adult social care, at present I am extremely vulnerable, 
staff have helped to feed me but also call and have a chat. They have been 
wonderful please pass on my thanks. I am forever grateful.” 

What did we do?

  Adult social care ‘staying in touch’ calls were in place from 6 April 2020. 
 18,000 phone calls were made to vulnerable residents

  30 volunteers from the public and 40 staff from direct care services trained and 
 working to support vulnerable people, providing assistance seven days-a-week

  Olympic Lodge, a facility to support hospital discharge with 240 beds, was set 
 up on 1 April 2020. Seven people stayed at the facility for a total of 29 nights

  Plans in place to provide ongoing support to 150 people

  Personal Protective Equipment (PPE) supplied by item (up to 12 June 2020):

COVID-19: 
our focus in 2020/21

Our focus is to continue finding 
ways to support people through the 
COVID-19 crisis. We will ask people 
if the way they were supported 
during COVID-19 was better.  If 
it is, we will look at how we can 
change the way people are helped 
to achieve their own goals. We will 
also review how we responded to 
the crisis, so that we can learn any 
lessons in planning for any future 
events.

•  175,000 gloves • 163,000 aprons •  112,000 masks • 35,000 goggles



Safeguarding Adults Board (SAB)

The overarching purpose of Buckinghamshire 
Safeguarding Adults Board is to help and safeguard 
adults with care and support needs. 

25

We concluded 
four safeguarding 

adult reviews in 2019. 
We also received four 

new referrals, of which 
one progressed to a 
safeguarding adult 

review 
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Buckinghamshire Safeguarding 
Adults Board leads adult safeguarding 
arrangements across Buckinghamshire 
and oversees and coordinates the 
effectiveness of the safeguarding 
work of its member and partner 
agencies. The Board is responsible for 
developing and actively promoting a 
culture with its members, partners and 
the local community that recognises 
the values and principles contained in 
making safeguarding personal.

Over the past year we have created 
four new sub-groups to look at how 
partners can work better together 
to protect vulnerable residents. 
Buckinghamshire Council, the Mental 
Health Trust, Thames Valley Police, 
Buckinghamshire Health Trust and the 
Clinical Commissioning Group (CCG) 
all sit on these boards and monitor 
progress against a multi-agency action 
plan to ensure we all learn from events. 
The sub-groups are a key way to help 
us identify learning as a result of any 
incidents that arise and allow us to 
identify areas for improvement for each 
organisation.

The six safeguarding principles

Empowerment 
People being supported 
and encouraged to make 
their own decisions and 

give informed 
consent

Prevention
It is better 

to take action before 
harm occurs

Proportionality
The least intrusive 

response appropriate 
to the risk 
presented

Protection
support and 

representation 
for those in 

greatest need

Accountability 
and transparency 
in safeguarding 

practice

Partnership
Communities have a part 

to play in preventing, 
detecting and reporting 

neglect and abuse



Insert Title Here
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Safeguarding case study: Ken’s story

Ken was a 72 year-old gentleman with a diagnosis of mild learning disability. 
He lived independently in the community with a small package of care in place 
to support him with personal care and a support worker to assist him with any 
correspondence and assisting him to appointments. Safeguarding enquiries 
had established that fraudulent activity had been occurring on Ken’s bank 
account. 

It was established that around seven companies had been contacting Ken 
over the telephone and he had been paying for call blockers. Money had also 
been coming out of his account on a regular basis to these companies. He had 
been paying for these using his bank card over the phone. Bank cards were 
cancelled and new ones were ordered, but Ken was still receiving telephone 
calls from these companies and he was still purchasing these products. Ken 
did not use a computer or do anything online and yet he had several payments 
made to PayPal from his bank account.

Trading standards became involved and fitted a genuine telephone call blocker, 
where they were able to monitor the blocked calls and prevent any further 
unwanted calls coming through. Ken reported that the Trading standards call 
blocker as well as another new bank card had worked and that he no longer 
received any nuisance calls trying to sell him anything and there had been no 
further unexpected payments on his bank account. The bank had reversed 
each charge and Ken was refunded his money as they had recognised that it 
had been unusual activity.

 In 2019/20, 9,107 safeguarding 
contacts came into adult social care, 
684 (7%) of which progressed to a 
safeguarding enquiry

 The three most common reasons for 
safeguarding/abuse were categorised 
as ‘neglect and acts of omission’, 
‘physical abuse’ and ‘financial or 
material abuse’



Safeguarding Adults Board (SAB):
our focus in 2020/21

• Ensure a plan for the Safeguarding Adults Board is 
finalised, with a clear plan for our visions up until 2023

• Introduce one website to include both the adult and 
children safeguarding boards. The website will allow us 
to have a better engagement with the public and offer 
detailed training courses available for the public and 
professionals   

• Continue to improve the skills of our workforce and their 
understanding of neglect, exploitation and abuse 

• We will improve our customer engagement. This year 
we will focus on increasing wider public awareness 
of safeguarding, how to report it and where to access 
support and advice

• Have a clear and transparent approach for the 
commissioning of authors for safeguarding adult reviews

There is a dedicated website, 
www.buckinghamshirepartnership.gov.uk, but it is likely that 
there will be a transition from individual sites for children’s 
and adults’ services to a collective website for both in 
2020/21. Through these pages we will be able to engage 
with the public and ultimately offer a better experience to 
residents.

This past year we have introduced a complex case panel to 
improve the way we work with other organisations to help 
adults who are at risk due to a lifestyle or circumstance which 
threatens their health and well-being including self-neglect 
and hoarding. The complex case panel offers person-centred 
and coordinated support for an individual’s needs while 
respecting the rights of others.

We are engaging with people who have been involved 
in safeguarding to understand how they felt during and 
throughout their experience. We will make sure we listen 
to what people tell us to ensure the ‘voice of the adult’ is 
captured in our work.

We have worked to improve our workforce to enable them 
to understand all different natures of abuse and our focus 
is to prioritise prevention and early intervention. We want 
to make sure safeguarding is personal and everyone in 
Buckinghamshire Council plays a part to ensure this happens.
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Do you need to report a concern?

www.buckinghamshirepartnership.gov.uk
0800 137 915

http://www.buckinghamshirepartnership.gov.uk
http://www.buckinghamshirepartnership.gov.uk


Listening and improving
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The thoughts, opinions and experiences of people 
using the services we provide and commission is very 
important to us. We use a number of ways to find out 
what people think about our services and how we can 
improve them.
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The National User Survey
Buckinghamshire Council is required to undertake a survey of those who have received help and support from us. The 
questions in the survey are set by NHS Digital. In 2019/20 we sent out questionnaires to 1,293 people, receiving 401 
responses. 

Analysis of the survey and comments made showed certain themes and areas in which care and support could be improved. 

The majority of carers are doing their best to help 
individuals

People appreciate activities in the community 
organised for them to prevent loneliness and social 
isolation

Care and support enables people to be 
independent and have a quality life

People find the frequent change of carers and 
schedules emotionally draining

People believe that some of the carers are not 
experienced enough

Many people commented on a lack of 
communication and scarce information provided

Many people feel like they are not given as much 
care as they need

People are aware of some homes being 
understaffed, which causes carers to be stressed
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Organisational learning 
We will continue to learn from complaints, data breaches and 
safeguarding reviews and feedback from service users and 
customer’s experiences. This is invaluable information to help 
us identify where we are doing things well but also areas that 
we need to improve. 

Compliments and complaints 
 In 2019/20 we received 67 formal complaints. 100 

concerns were resolved within 48 hours and did not progress 
further

As a result of these complaints we have created clear 
practice guidance for workers, some staff have undertaken 
further training and it has enabled us to review our process. 
We also received 169 compliments. Over the next year we 
want to reduce the amount of complaints we receive and 
encourage workers to resolve any dissatisfaction immediately 
and seek a resolution to their concerns where possible. 

Our priority for 2020/21 is to actively seek resident feedback. 
We will be sending out user surveys to understand their 
experiences with adult social care so we can improve the 
service we offer. We will also be holding user forums as 
another arena to learn from our users’ experience.

Our vision for 
co-production is to ensure 

that local people are effectively 
informed, engaged, involved and 

empowered. They will actively help 
define and design local priorities and 
policies, deliver and evaluate services 
to inform Adult Social Care decision 

making in areas that impact on 
their lives. We want to design 

something with people, by 
people, for people.

Service user feedback
Over the next year we will be actively seeking your views to 
understand what your experience was like with adult social 
care. We want to understand how we can improve our service 
and also offer information and guidance. This will form part 
of our work with co-production and engaging with residents 
through surveys, forums and openly seeking and requesting 
your views and opinions on the services we offer.

Community engagement and co-production
Co-production is a way of working whereby decision makers, 
customers, families, carers and service providers collaborate 

to create solutions which 
work for all.  We want to 

improve collaboration 
with residents and 

their loved ones to 
ensure that we make 
the best use of 
resources, deliver 
better outcomes 
for people who use 
services and carers 

to build stronger 
communities and 

encourage co-production.



How Adult Social Care spent its money in 2019/20
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Learning Disability

Physical Support

Social Care staffing

Mental Health

Commissioning and Service Improvement

Memory and Cognition

Assistive Equipment and Technology

Information and Early Intervention

Social Support

Sensory Support

£51,372,458

£44,656,710

£12,913,108

£10,841,505

£9,861,969

£6,661,376

£1,531,229

£1,332,005

£721,825

£445,776

Whilst recognising that clients can have multiple 
needs, our social care packages are categorised 
depending upon the primary need of the client 
(e.g. learning disability, mental health, physical 
support). This enables comparisons with other local 
authorities across the country.

Most of the money spent on supporting these 
clients goes on residential or nursing care services 
or community care services such as home care, day 
care, supported living schemes or direct payments.

All figures quoted include income from clients, 
health and government departments which 
reduce the total amount actually spent on services 
provided.



Glossary
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Assistive technology
Equipment that helps a person carry out daily activities and manage 
more easily and safely in their home. Examples include medicine 
dispensers, memory prompts, pendant alarms, etc.

Day opportunities
Opportunities for a person to do things during the day whilst living in 
their own home. These may include social activities, education or the 
opportunity to learn new skills.

Direct payment
A direct payment is a sum of money paid to a person on a regular 
basis by their council so they can arrange their own support instead of 
receiving social care services arranged by the council. Direct payments 
are available to people who have been assessed as being eligible for 
council-funded social care. 

Home care
Care provided in a person’s own home by paid care workers to help 
them with daily life. Home care workers are usually employed by an 
independent agency and the service may be arranged by a local council 
or the individual themselves. 

Integrated care 
An organisation that brings together different health and care services- 
such as hospital, a clinical commissioning group, a council, GPs, etc. in 
a specific are. The aim is to work together to make better use of public 
money and provide better care for people who live in the area.

Placement 
A place that is arranged for a person to live, work, spend time or go to 
school if they have particular needs.

Reablement 
A way of helping someone remain independent, by giving them the 
opportunity to relearn or regain some of the skills for daily living that 
may have been lost as a result of an illness, accident or disability.
 
SARS (Safeguarding Adult Reviews)
A review that is carried out by a local Safeguarding Adults Board when 
a vulnerable adult has died or been harmed and someone knows 
or suspects they have been abused or neglected in some way. The 
purpose is to find out what happened, what should have been done 
differently and  lessons that can be learned for the future.


