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hertfordshire  
Adult Care Services  

Local Account 
Helping people to lead healthy, purposeful, self-supporting lives 

Introduction 
Adult Care Services 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. 

In 2018/19 Adult Care Services created a document 
that sets out Hertfordshire County Council’s plans 
for Adult Care Services for the period of 2018-
2021. It does not cover ‘business as usual’ delivery, 
but instead focusses on key ambitions for each 
strand of our work and activities that will deliver 
the greatest impact for Hertfordshire residents. 
This local account gives an account of what has 
been achieved in the first two years of the plan for 
Adult Care Services. 

This local account describes what we achieved 
between April 2018 and March 2020. We would 
like to thank everyone who contributed to the 
production of this report. 

So What is a Local Account? 

In 2011, the Department of Health (DH) 
recommended that all local authorities’ adult 
social services publish an annual Local 
Account. The focus of the Local Account is 
primarily to help residents see how well local 
adult social care services are being delivered 
and what is needed to improve in their area. 

The work outlined in this account has been 
achieved by working together with our 
partners to make a difference to the lives of 
people, through trusted, personalised and 
community social care support; so people 
have choice and control, and can stay well and 
happy as part of their local community. 

Adult Care Services Local Account 2018 - 2020 
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Our Vision for Adult 
Social Care 
The whole council and our partners in the county 
work to create a place where people lead healthy, 
purposeful, self-supporting lives, and so help to 
prevent and reduce care and support needs. 

People who need care and support will have the 
same opportunities for a good quality of life as 
people who do not. 

We will offer services to maximise people’s 
independence and support the freedom to choose, 
helping people at risk to be safe. 

All care and support will be personalised to the 
individual, so they have choice and control over 
their life. It will be based on their own strengths 
and their connections with family, communities and 
professionals. 

As you will see from the report, we’ve 

continued to improve the information and 

advice we offer to people and their families 

when they start thinking about using social 

care. We have increased the number of 

people receiving a short-term service to get 

back on their feet and stay in their own 

home. And the quality of care in 

Hertfordshire has improved, with more care 

providers receiving a ‘good’ or ‘outstanding’ 

judgement from the Care Quality 

Commission. We have also continued to 

work with our local NHS and housing 

partners to make people’s experience of the 

care system more seamless and less 

dependent on hospital care. 

We are delighted to present Hertfordshire’s 
latest annual Local Account for Adult Care 
Services. This tells the public how adult social 
care has been run by Hertfordshire County 
Council in the last two financial years. We’re 
proud that despite more people needing our 
help and less money to deliver services in real 
terms, our performance continues to improve 
compared to other councils. I have been most 
pleased that our service users have reported a 
better experience, this has been evident in our 
latest National user satiafaction figures (more 
details on page 15 of this document). Our local 
councillors have recognised the importance of 
good social care and did provide more money 
to meet people’s care needs and acknowledge 
the role of family carers who look after their 
loved ones. 

Cllr Richard Roberts 
Executive Member, Adult Care 

and Health 

Chris Badger 
Interim Director of 
Adult Care Services 
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The Adult Care services 'Three Year Plan' 
The Three Year Plan sets out Hertfordshire County Council’s plans for Adult Care Services for the period 
of 2018-2021. It does not cover ‘business as usual’ delivery, but instead focusses on key ambitions for 
each strand of our work and activities that will deliver the greatest impact for Hertfordshire residents. 
This plan also fits in with our ‘15 Year Direction for Adult Social Care’ which gives long-term strategic 
focus to adult care services. The detail of how we will deliver this plan will be in team plans which we’ll 
update each year. 

There are four main sections in the Three Year Plan, these are: 

Information and advice 
Ensuring all people in Hertfordshire have access to good information and 
advice to help them stay well and independent for longer. When people 
need care and support, they and their families want good information and 
advice to get help at the right time. 

Connecting Communities 
Recognising that we depend on each other and we need to build 
supportive relationships and strong and resilient communities. 

Valuing IndependEnce 
Providing services that prevent future need, help people get back on track 
after illness and support people with disabilities to be independent, living 
purposeful lives with all of the freedoms and opportunities offered by 
society. 

Caring well 
Delivering good quality services that are personalised, address people’s 
wellbeing and keep them safe and resilient. 

Adult Care Services Local Account 2018 - 2020 
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information and advice 

What we Said we would do in three 
years... 

Develop a new comprehensive set of self-help  
information for people and families with the NHS. 

Work with the NHS to have ‘one plan’ for people  
who need both health and social care. 

Give people access to their social care record  
online. 

Work with Public Health to improve the physical  
and mental health of older and disabled people. 

Promote apps and new technology to give people  
information and support in different ways. 

Improving what we already do we will; 

Respond to the changes likely to arise from new  
government legislation for social care. 

Protect funding for and enhance our ‘Hertshelp’  
and advocacy services to ensure people get  
independent advice. 

Review our public information offer and act on  
feedback from people to improve this. 

Train our Social Care Access Service staff to give  
a broader information offer to improve people’s  
satisfaction. 

Provide more people with a named social worker  
who they can contact direct. 

What we have achieved so far... 
Created financial information leaflets and web resources  

for target groups (carers, young people becoming adults and  

people with disabilities) 

Rolled out an online contingency plan on our Carers  

webpage. 

Rolled out ‘My Plan’ (one plan) in the West of the county  

providing people with information about needs and support. 

Built up a strong relationship between our Integrated  

Hospital Discharge Teams and Public Health Department.  

This was evident in the response to COVID-19 and critical in  

reducing the impact of COVID-19 amongst the community. 

Influenced at the highest levels, via the Director, to press  

for a long-term settlement for social care. 

Held Information and Advice roadshows in libraries  

including slipper swaps (our anti-falls programme) and scam  

awareness. 

Trained library teams in adult care information and advice  

signposting and some specialist support such as domestic  

abuse. 

What we continue to work on… 
Producing a resource called ‘Your Connected Life’ to  

support people to stay independent and well at home. 

Developing further Information and Advice  

Improvement projects for: Housing, Health and Social Care  

Integration (end of life care) and Assistive Technology. 

Working on how we help people to know where to go for  

support and how their enquiries are dealt with in ACS. 

Developing the completion and utilisation of ‘My Plan’  

and to progress on the single ‘shared care record’ across  

health and social care. 

Developing new technology to help people live  

independently.  

Continuing to influence for changes in response to  

pending new government legislation. This includes the  

implementation of the anticipated Liberty Protection  

Safeguards Legislation and required responses to the  

Domestic Abuse Bill. 

Improving our webpages by enhancing the search  

criteria and quality assurance. 

Working with Public Health and NHS colleagues to  

better understand our current and future health needs, to  

enable us to join up with health services and provide better  

support for Hertfordshire residents. 

Adult Care Services Local Account 2018 - 2020 



 

5

information and advice continued... 
Key measures put in place to provide people in Hertfordshire with good information and advice to help them 
stay well and independent for longer 

Our key measures of success 
Our Target 

for 2019/20 
Our Performance 

for 2019/20 
Our Target 

for 2020/21 

We will increase the proportion of people whose 

enquiries are successfully resolved at first 

contact (no further services or 

signposted) 

67.0% 59.7% 65.0% 

87.0% 85.7% 88.0% 

9,000 7,710 8,500 

22.0% 18.9% 18.0% 

We will increase people’s satisfaction with 

information and advice 

We will increase the number of people accessing 
assistive technology 

We will reduce the proportion of people 
contacting 

us again after receiving information and advice 
from the social care access 

service 

Some additional results...

26,362  New requests for support received  
(23% aged 18-64, 77% aged 65 and over) 

15,726 Adults supported with information and advice or signposting 

75.5% Of adults said it was easy to find information about our support 

services 

4,600  Cases with individual benefits advice provided by Money Advice Unit  
(MAU) 

£16.62
Million

Raised by the Money Advice Unit Team in additional benefits for  
vulnerable Hertfordshire residents 
 (£14.37m in extra weekly money and £2.25m in lump sum payments) 
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Valuing independence 

What we Said we would do in three 
years... 

Create a new community health and social care  
offer for people with complex support needs, helping  
them stay at home 

Work with District and Borough Councils and  
housing providers to plan 3000+ more units of  
supported accommodation, and to support more  
people to live in mainstream housing 

Use new digital and smart phone technology to  
develop new opportunities to support people 

Improving what we already do we will; 

Work with health partners to grow the range of  
services that help people regain strength and  
confidence after a stay in hospital – getting them  
home quickly and helping them remain independent 

Expand our range of home improvement aid and  
adaptation services that help people adapt where  
they live so they can stay at home for longer 

Help more disabled people find employment and  
education opportunities 

What we have achieved so far... 
Developed a new extra-care housing strategy and  

identified sites for potential development. 

Reviewed and improved our short stay arrangements for  

people needing temporary residential care in partnership  

with Quantum Care. 

Worked to bring forward a new specialist service to help  

people stay away from hospital during the COVID-19  

pandemic. 

Worked to develop a better care and support offer when  

people leave hospital, helping them recover and regain skills  

to live independently. Our ‘Enablement Occupational  

Therapists’ have been critical in supporting the success of  

this work. 

Worked in partnership to reduce delays in discharge  

from hospital. 

Supported over 200 Adults with a Learning Disability,  

who were in receipt of our services, into paid employment  

during 2019/20. 

What we continue to work on… 
Developing an integrated hospital discharge strategy  

with Clinical Commissioning Groups (CCGs) to ensure  

effective post-hospital care and support services are in  

place for the future. 

Ensuring we develop our services to meet increased  

demand driven by demographic increases. 

Identifying new sites and developing strategies to  

support the timely delivery of supported accommodation to  

support more people to live in mainstream housing. 

Working to further reduce delays in discharge from  

hospital through greater effectiveness, joint working, focus  

on prevention of admission and early identification of  

needs. 

Helping to support people with care and support needs  

into employment and helping those in their jobs to stay  

employed. 
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Valuing independEnce continued... 
Key measures put in place to monitor people getting back on track after illness and support people with 
disabilities to be independent, living purposeful lives with all of the freedoms and opportunities offered by 
society. 

Our key measures of success 
Our Target 

for 2019/20 
Our Performance 

for 2019/20 
Our Target 

for 2020/21 

We will increase the proportion of adults with a 

learning disability in paid employment 
7.5% 6.8% 8.0% 

We will increase the proportion of older people 

offered reablement services on discharge from 

hospital 

3.2% 2.2% 3.2% 

We will increase the proportion of older people 

still at home 91 days after leaving hospital with 

reablement/rehabilitation services 

86.0% 80.2% 86.0% 

We will reduce the number of people whose 

discharge from hospital is delayed for social care 

related reasons 

Age 18+ 
2.6 
per 

100,000 

Age 18+ 
1.7 
per 

100,000 

Age 18+ 
1.7 
per 

100,000 

Some additional results...

2,845  Supported with services in a short-term service to maximise their 

independence 

70% Of discharged adults new to social care went through an enabling 

style pathway to help them remain independent 

82% Of adults who received a short term service to maximise their  
independence went on to require less support or no further support 

16,589 Referrals from hospital settings for new and existing adults 

35% Reduction in social care delays from hospital in 2019/20 compared  
to 2018/19 
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Caring well 

What we Said we would do in three 
years... 

Develop a new ‘crisis’ offer to back up families  
and unpaid carers 

Develop new ways to provide supported  
accommodation for people with disabilities to have a  
modern offer that helps people to build skills for  
independent living 

Improving what we already do we will; 

Promote paid caring as an attractive career  
option for people who haven’t previously considered  
this  

Continually improve our safeguarding work to  
ensure people are supported to live safely 

Work closely with GP and other NHS services at  
a local level to be better joined up 

Work with key partners, including Herts Care  
Providers Association and the Care Quality  
Commission, to improve the overall quality of  
regulated care 

Increase the amount of home care key contracted  
providers are able to supply 

What we have achieved so far... 
Developed enhanced support for Carers including direct  

access to social care teams. 'Carers in Herts' staff are able to  

use professional referral phone lines to access the teams. 

Set up a scheme in Stevenage to help people with  

disabilities get their own housing and live independently. 

Identified and offered support to an ever-increasing  

number of carers, via our partnership with Carers in Herts.  

Promoted paid care as a career option through our  

partnership with Hertfordshire Care Providers Association  

(HCPA) using the "Good Care Campaign”. This features  

regular advertising campaigns and the Good Care month  

that is an opportunity for Adult Social Care Providers to  

showcase the benefits of working in care.  

Created a single central Safeguarding Team to increase  

the support where there are concerns about abuse or  

neglect. 

Worked to improve recruitment and retention rates for  

care workers by introducing funding for an average of 15%  

uplift to wage rates.  

What we continue to work on… 
Working on the direct access to social care and the co-

production of how known carers get in touch when they  

need urgent support. 

Developing new accommodation for people with care  

and support needs in Stevenage & Potters Bar. 

Helping carers to plan for the future, both for  

emergencies and lifelong changes. 

Understanding what is creating stress for carers, and  

how the whole system of health, social care and the  

voluntary sector can work together to reduce this. 

Continuing to sustain good quality of care through the  

ongoing COVID-19 outbreak. 

Continuing to work with care providers to ensure that  

capacity is available to meet demand. 

Adult Care Services Local Account 2018 - 2020 
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Caring well continued...
Key measure put in place to monitor the delivery of good quality services that are personalised, address  
people’s wellbeing and keep them safe and resilient. 

We will increase people’s social care related 

quality of life as reported using the adult social 

care outcomes framework 

Our key measures of success 
Our Target 

for 2019/20 
Our Performance 

for 2019/20 
Our Target 

for 2020/21 

19.5 19.7 19.7 

We will increase the proportion of people who 

use services who have as much social contact as

they would like as reported 

50.0% 48.4% 52.0% 

We will meet our target for the proportion of 

clients whose desired outcomes are either fully 

or partially achieved as part of a safeguarding 

enquiry 

97.0% 97.0% 97.0% 

We will increase the proportion of regulated 

social care organisations in Hertfordshire rated 

good or above (using CQC ratings) 

80.0% 73.0% 80.0% 

Some additional results...

4,468  Carers supported directly by Adult Care Services with services or  
advice 

2,482 Carers were assessed by Adult Care Services in 2019/20 

30,536 Carers were registered with the HCC funded Carers in Herts by  
end of 2019/20 

1301 Adults and Carers were supported with in house respite services in 

2019/20 

121  
Average 

Carers supported monthly by "Helping You Care" carer breaks in  
2019/20
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Connected Communities 

What we Said we would do in three 
years... 

Change the way we assess and work alongside  
people using our new ‘Connected Lives’ tools 

Develop a new and attractive day opportunities  
model for disabled people and older people, and  
their carers 

Promote disability friendly communities to foster  
more understanding and help people live at home for  
longer. 

Tackle loneliness head-on with people and  
communities in charge of initiatives in their local  
area 
 
Improving what we already do we will; 

Renew our Carer’s Strategy with increased  
outreach work to give carers the best support 

Promote and fund voluntary and community  
sector schemes that maintain people’s independence  
and prevent the need for social care 

Roll out successful pilot schemes that keep  
people safe from abuse countywide 

Tap into the wider work of the council to support  
volunteering and involvement 

What we have achieved so far... 
Rolled out our ‘Connected Lives’ assessment approach  

which focusses on supporting people to be independent and  

part of their local communities. 

Developed a new strategy for Day Opportunities. 

Launched a project plan to tackle loneliness in  

Hertfordshire. 

Created new ‘Carers Break’ arrangements to give equal  

access and service across all our client groups. 

Our ‘Reach Out’ pilot was successfully rolled out in East  

Hertfordshire to provide companionship and practical  

support to older people who are medically vulnerable and at  

risk of hospital admission, or have recently been discharged  

from hospital. 

Set up a new volunteer service for COVID-19 to support  

vulnerable people across Hertfordshire building on newly  

established services to support the community including the  

Crowdfunder Platform Chatter Tables with the Library  

Service and Pharmacy Deliveries supported by Fire and  

Police volunteers. 

What we continue to work on… 
Continuing to embed ‘Connected Lives’ principles across  

our service and extending this model to carer’s assessments. 

Developing a new Day Opportunities model for our  

adults with disabilities, older people and carers 

Exploring how technological interventions can help  

tackle loneliness and isolation.  

Roll out the ‘Reach Out’ project countywide. 

Continuing to work with Hertshelp and HILS  

(Hertfordshire Independent Living Service) to maintain  

people’s independence in the community and prevent the  

need for more intensive types of social care.  

Adult Care Services Local Account 2018 - 2020 
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Connecting communities continued... 
Key measures put in place to establish the supportive relationships and strong and resilient communities. 

Our key measures of success 

We will increase the ‘carer reported quality of 
life’ score as reported via the Adult Social Care 

Outcomes Framework 

7.7 

(2018/19 figure) 

7.0 

(2018/19 figure) 
8.0 

We will increase the proportion of adults with a
learning disability living in their own home or 

with their family 

 
77.0% 78.7% 78.7% 

We will reduce the proportion of people whose

needs are met by admission to residential or 

nursing care (aged 18-64) 

 11.5 admissions 

per 100,000 

population 

12.4 admissions 

per 100,000 

population 

11.0 admissions 

per 100,000 

population 

We will reduce the proportion of people whose 

needs are met by admission to residential or 

nursing care (aged 65+) 

515.0 admissions 

per 100,000 

population 

536.7 admissions 

per 100,000 

population 

500.0 admissions 

per 100,000 

population 

Our Target 
for 2019/20 

Our Performance 
for 2019/20 

Our Target 
for 2020/21 

Some additional results... 

14,552 Of adults were supported with a long-term service in 2019/20

4,587 Of adults were supported with a residential or nursing service

3,535 Adults with a learning disability supported with a long term service 

in 2019/20 

68% Of adults surveyed were happy with the care and support they  
received in 2019/20 

2,482 Adults chose to receive a "Direct Payment" in order to have choice  
and control over their own care and support. 

Adult Care Services Local Account 2018 - 2020 
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Connected lives 
In 2018/19 we introduced a new social care 
assessment. This had more focus on supporting people 
to be independent and enabling them to be part of 
their local communities. We have closely monitored 
this and are now seeing some really innovative ways 
that our staff are supporting people – beyond 
providing formal care services. We are now working 
with other care providers in Hertfordshire to help 
them focus on achieving great outcomes for the 
people that they care for as well as developing a 
Connected Lives carers assessment. 

During 2019/20 the "Connected Lives Gateway 
programme" has been working to take the opportunity 
to review the model of information and advice, service 
provision and service review to prepare and 
implement a new model that will support us in 
delivering good Connected Lives practice as part of 
adults care services' 15 year forward plan. 

A practice Model for Hertfordshire... 

Connect and Prevent 

Connect and Enable 

Connect and Support 

Strength Based 

Risk Positive 

connect people 

sustain relationships 

IndependEnce 

citizenship 

So what is "Connected Lives"? 

Connected Lives is a model for social care in 

Hertfordshire that underpins everything we 

do. 

It’s about all of us working together to help 

people achieve what they want to get out of 

life, and; 

Connecting people to people, services,  

technology, networks, communities,  

aspiration and real lives 

Helping people manage their own lives 

Supporting people to be independent  

Enabling citizenship and human rights 

in 2019/20.... 

18,337 Connected Lives

Assessments were completed 

for 14,545 adults in

2019/20 

85.3% of adults ceased

involvement with Adult Care 

Services at "Connect and 

Prevent/Enable" for 2019/20 

9,879 adults received a

review and a Connected Lives 

Re-assessment 
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co-production 
In 2018/19 a review of co-production took place with 
partners, service users and existing partnership boards 
in January 2019 that resulted in plans to embed co-
production across the service, providing fairer 
representation across care groups. There will be a 
range of new and existing co-production groups that 
are closely aligned with commissioning priorities and 
priority care groups. Groups will be supported and 
monitored to work in line with our co-production 
standards and ensure that people who use services and 
their carers have a say in how services are designed, 
reviewed and monitored. 

Part of our plan for 2020/21 is to use co-production in 
the design of the future service and the focus of our 
work will be setting up our co-production advisory 
group. We will work with this group to design and 
implement the most appropriate co-production 
approach to future service design. We particularly 
want to design services that support people to remain 
independent in their own homes for as long as possible. 
We plan to do this by delivering a tailored offer of 
information and advice to help people plan ahead, 
timely information about sources of support if things 
become more difficult and access to preventative and 
enabling services such as assistive technology, aids to 
daily living, housing adaptations and short term 
enabling style care. 

We are working with key partners in the NHS and 
voluntary sector to ensure people don't need to repeat 
their story and can be quickly linked to the most 
appropriate services to meet their needs. 

Our eight co-production boards are up and running 
and have met virtually to give insight on our plans for 
recovery post-COVID-19 and evaluating our Three-
year Plan. 

So what is "Co-Production"?  

Co-production is about developing equal  

working partnerships between people who  

have experience of using care services,  

carers and officers; bringing together  

different ways of seeing things, knowledge  

and experience to make services better. 

In Adult Care Services it means people with 

a lived experience of care services, their 

families and carers will be involved, included 

and work with us to influence the way that 

services are designed, commissioned and 

delivered. This will be reflected in our team 

plans and monitored by our strategic co-

production board. 

Adult Care Services is committed to the 

principles of partnership, co-production and 

user involvement. 

who is on the board? 
Five people who have experience of adult care services 

as a service user or carer, 5 senior managers from Adult 

Care Services and 6 people from these community 

organisations who represent service users and carers: 

Carers in Hertfordshire 

Age UK 

Viewpoint 

Hertfordshire Care Provider’s Association 

Healthwatch 

The Learning Disability Partnership Board (LDPB) 

Co-chairs:  

Chris Badger, Interim Director of Adult Care  

Services.  

Vacancy – this will be filled by a board member with  

lived experience 

Find out more here:  
www.hertfordshire.gov.uk/coproduction 
 

Adult Care Services Local Account 2018 - 2020 
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Adult Social Care Expenditure 
Hertfordshire County Council spent approximately £327,583 million on Adult Care Services (ACS) in  
2018/19 and £335,577 million in 2019/20. This was an increase of around 2.4%. Adult Social Care  
currently accounts for around 40% of the Council's total spend. The graphics below breakdown this spend  
across ACS delivery areas. For definitions of these areas please see the glossary. 

in 2018/19... 

£327,583 
million Net spend on ACS 

Breakdown of Spend in millions..... 

£163,970  (50.1%) 
On Disability Services 

£90,203 (27.5%) 
On Older People 

£29,455  (9.0%) 
On Provider Services 

£16,731  (5.1%) 
On Mental Health 

£13,595  (4.2%) 
On Preventative Services 

£9,105  (2.8%) 
On Strategic Center and Support  
Services 

£4,484  (1.4%) 

On Transport 

£0,040  (0.01%) 
On Grant Funded Projects 

in 2019/20.. 

£335,577 
million Net spend on ACS 

Breakdown of Spend in millions..... 

£169,908  (50.6%) 
On Disability Services 

£91,154  (27.2%) 
On Older People 

£29,070  (8.7%) 
On Provider Services 

£16,748  (5.0%) 
On Mental Health 

£13,462  (4.0%) 
On Preventative Services 

£9,638  (2.9%) 
On Strategic Center and Support  
Services 

£4,758  (1.4%) 

On Transport 

£0,809  (0.2%) 
On Covid 19 

£0,030  (0.01%) 
On Grant Funded Projects 

Adult Care Services Local Account 2018 - 2020 
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what you said about our services 
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. 

2019/20 saw a great improvement in our overall satisfaction rates for the national survey compared to 
the previous year with 6 out of our 7 Adult Social Care Outcome Framework (ASCOF) measures 
improving. 

1,187  Surveys were sent out to adults receiving long term services 

38% (451) responded. 

84.1% 
Said our services help them to have control over  

their daily life (up from 80%) 

48.4% 
Said they have as much social contact as they  

would like (up from 47.3%) 

77.3% 
Said they felt safe with 82.7% saying our services  

helped them to feel safe (up from 68.8%) 

68.0% 
Said they were satisfied with their care and  

support (up from 59.6%)

75.5% 

 

Said they find it easy to find Information and  

advice about support (up from 72.5%) 

“Fabulous care 
home. Lots of 

friends and 
activities to do.” 

“I would like to be  
able to find people  
with same/similar  

interests in my area.” 

"I am in a care home. 
Everything is just 

great. Staff are very 
good. They care for 

everyone.” 

“I would like staff to  
help me with travel  
training and being  
more independent  
in the community.” 

“I need to have more  
hours of support. I am  
reliant on my parents  

and neighbours for  
support.” 

Adult Care Services Local Account 2018 - 2020 
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a bit variable but  
overall, apart from  
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How does our performance in 2019-20 compare? 
Every year Hertfordshire provides data about social care to NHS Digital. This data is used for the Adult  
Social Care Outcome Framework (ASCOF) which helps councils to see what they do well and where they  
need to improve. The table below shows how well we performed in 2019/20 across some of the key  
ASCOF indicators and compares this with 2018/19 averages in England and other similar local authorities.  
*Due to COVID-19, comparisons for 2019/20 have been delayed. 

Indicator 

Description 

Herts 

2019/20  

Performance 

Social care-related  

quality of life score  

(score out of 24) 

Good to Be High 19.7 

England 

2018/19 

Average 

Comparative 

Authority 

2018/19 

Average 

Herts 

2018/19 

Performance 

Good 

Performance 

Looks like? 

19.4 19.1 19.3 

The proportion of people  

who use services who  

have control over their  

daily life 

Good to Be High 84.1% 80.0% 77.6% 79.8% 

The proportion of  

people who use services  

who receive direct  

payments 

Good to Be High 
28.6% 27.3% 28.3% 30.0% 

The proportion of carers  

who receive direct  

payments 

Good to Be High
75.4% 74.2% 73.4% 76.9% 

The proportion of adults  

with a learning disability  

who live in their own  

home or with their family 

Good to Be High 
78.7% 77.9% 77.4% 72.3% 

The proportion of people who  

use services who reported  

that they had as much social  

contact as they would like 

Good to Be High 
48.4% 47.3% 47.1% 45.9% 

The outcome of short-

term services (Proportion  

of adults receiving less or  

no ongoing service) 

Good to Be High 
82.4% 85.8% 79.6% 79.0% 

The proportion of people  

who use services who feel  

safe 

Good to Be High
77.3% 68.8% 70.0% 71.4% 

The proportion of people who  

use services who say that  

those services have made  

them feel safe and secure 

Good to Be High 
82.7% 84.2% 86.9% 88.2% 

Adult Care Services Local Account 2018 - 2020 
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Glossary 
Adult Disability Service - Work with adults aged 18 
and over who have a learning disability or physical 
disability and are not able to manage without the 
right kind of support. They offer help, support and 
advice on health, benefits, rights, housing, financial, 
family, education, legal and social issues and 
problems. The learning disability service also 
assesses the needs of family carers and helps them 
support the person they care for. 

Applications (Apps) - A type of software that allows 
you to perform specific tasks, applications can be on a 
variety of devices including mobile phones, when you 
open an application it runs until you close it. 

Assistive Technology - Assistive technology refers to 
devices, gadgets or systems that support a person to 
maintain or improve their independence, safety and 
wellbeing, for example alarms and sensors. 

Better Care Fund (BCF) - A programme across the 
NHS and local government which seeks to join-up 
health and care services, so that people can manage 
their own health and wellbeing, and live 
independently in their communities for as long as 
possible. The BCF has been created to improve the 
lives of some of the most vulnerable people in our 
society, placing them at the centre of their care and 
support, and providing them integrated health and 
social care services, resulting in an improved 
experience and better quality of life. 

Care Home Vanguard – A 2017/18 project delivered 
jointly by Hertfordshire County Council and East and 
North Herts Clinical Commissioning Group (CCG) 
which provided planned, proactive and preventative 
support to elderly care home residents with complex 
care needs. 

Carers - A carer is someone who, without payment, 
provides support to another person or people. (The 
term carer must not be confused with a care worker 
who receives payment for looking after someone). 

Carers in Hertfordshire – provides information, 
problem solving and support to unpaid and family 
carers. They also arrange a variety of ways for carers 
to have a voice and influence service improvements. 

Clinical Commissioning Groups (CCGs) – CCGs are 
responsible for the planning and commissioning of 
health care services for their local area. 

Connected Lives Gateway Programme (CLGP) -
A project that aims to enhance access to social care  
and to a range of preventative and enabling services  
to prevent, reduce or delay people developing needs  
for long term funded services. 

Contingency Plan – A plan put in place in case the 
unexpected happens and to ensure the person you 
care for is looked after should you become unwell or 
there is an emergency and you are unable to care for 
them at short notice. 

Crossroads Care - Provide support for unpaid family 
carers and the people they care for in North Herts, 
Stevenage, Welwyn, Hatfield, Dacorum, St Albans, 
East Herts and Broxbourne. Crossroads 
Hertfordshire South has been integrated into Carers 
in Herts to provide an equivalent service in 
Hertsmere, Watford and Three Rivers. 

Enablement - Enablement is a way of looking at daily 
activities we take for granted, understanding how 
someone can be affected by illness, accident or loss of 
confidence and how a person can be supported to be 
as independent as possible. Enablement is available in 
your own home, in a residential setting or in 
supported housing called Flexicare. Short term 
Enablement in a residential setting can be a positive 
way to support safe discharge home from Hospital. 
The environment is similar to a person’s own home 
where activities like washing and dressing or use of a 
kitchen provide an opportunity to practice daily 
routine safely with support and advice on hand. 

Flexi-Care Housing - Flexicare housing is 
Hertfordshire’s version of extra care, schemes where 
people rent their own flat, but have access to care 
and support as and when they need it over 24 hours a 
day. Because it meets a wide range of needs, Flexicare 
is a positive choice for people with a range of needs, 
from those starting to need a little help with physical 
or memory problems, to those who are seeking an 
alternative to residential care. 

Good Care Campaign - In Hertfordshire the Good 
Care Campaign is an opportunity to celebrate the 
great care provided across the county to residents 
24/7, 365 days a year. Working in partnership with 
Hertfordshire Care Providers Association (HCPA) we 
aim to shine a spotlight on our care workforce and 
encourage more people to think about a career in the 
sector. 

Grant funded projects (ACS Expenditure Page 14) - 
Miscellaneous grants received from external funders  
(e.g. DfE, MHCLG, the National Community Fund) to  
support people to overcome barriers to learning,  
employment and health and wellbeing through  
education and coaching models. 

Hertfordshire Partnership Foundation Trust (HPFT)  
- Provide mental health and social care services - 
including Adults of Working Age, Older Adults,  
Children and Adolescents and Specialist Learning  
Disabilities services. The Trust works in close  
partnership with Hertfordshire County Council and  
also with other NHS organisations to promote and  
support mental health in the community. 
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Glossary 
Herts Help – free, independent services available to 
everyone who lives in Hertfordshire, HertsHelp services 
are funded by Hertfordshire County Council and NHS 
partners and delivered by local community 
organisations. 

Money Advice Unit (MAU) - The Money Advice Unit 
deliver advice on benefits and debt and run projects to 
increase benefits received by particular low-income 
groups or individuals; helping with benefit checks, form 
filling, advising on claiming or helping represent people. 

NHS Digital – The name for the Health and Social Care 
Information Centre. They provide national information, 
data and IT services for patients, clinicians, 
commissioners and researchers. 

My Plan - A person-held plan which has been developed  
by patients, service users and health and care  
professionals across Hertfordshire and West Essex.It has  
been designed to support person-centred care; a  
concept where the person is an expert in their own  
health and care, which must be considered as part of  
current and future health/care planning. 

Population Health Management (PHM) - Helps to 
understand the current situation, and predict the future 
health and care needs so action can be taken in tailoring 
better care and support with individuals, design more 
joined up and sustainable health and care services, and 
make better use of public resources. 

Portals – A website or web page providing access or links 
to other sites. 

Preventative Services (ACS Expenditure Page 14)- 
Short-term services available to people who may need  
adult social care in the future but who can remain  
independent for longer including services delivered by  
the voluntary sector or enabling services that encourage  
people to regain functional skills at home 

Provider Services (ACS Expenditure Page 14)- 
Comprises in house operations such as day centres,  
supported living services, Herts Equipment Service,  
Gypsy and Travellers Service, Money Advice Unit, Work  
Solutions and the Hertfordshire Home Improvement  
Agency. 

Reach Out - A project that provides companionship and 
practical support to older people who are medically 
vulnerable and at risk of hospital admission, or have 
recently been discharged from hospital. Reach Out can 
assist people by linking them up with a volunteer in their 
neighbourhood who can offer support to them in their 
own home – helping them to adjust to and recover from 
illness, whilst also reducing social isolation and 
loneliness. 

Safeguarding - Adult safeguarding is the term used 
for protecting adults from abuse or neglect. 
Safeguarding relates to the need to protect people 
over the age of eighteen who may be in vulnerable 
circumstances. These are adults in need of care and 
support who may be at risk of abuse or neglect, due 
to the actions (or lack of action) of another person. 
We work together to identify people at risk, put 
measures in place to help prevent abuse or neglect, 
and to protect people. 

Safeguarding Concern - Is a concern that an adult at 
risk is or may be a victim of abuse or neglect. An alert 
may be a result of a disclosure, an incident, or other 
signs or indicators. 

Safeguarding Enquiry - Action taken by an 
organisation in response to a safeguarding concern. 
This may range from a simple conversation with an 
individual to a multi-agency action plan. 

Self-Directed Support - Self-directed support is 
about you being in control of the support you need to 
live the life you choose. This approach puts you at the 
centre of the support you require, so that you can 
make choices about the services you receive. 

Social Care Green Paper - A Government publication 
that details specific issues around social care, and 
then points out possible courses of action in terms of 
policy and legislation. 

Strategic Center and Support Services (ACS 
Expenditure Page 14) - Central support services 
including Senior management, commissioning teams, 
delivery and oversight of legal and statutory duties 
(Mental Capacity, Safeguarding), professional and 
provider workforce development. 

Sustainability and Transformation Partnership (STP)  
- STPs were created to bring local health and care  
leaders together to plan around the long-term needs  
of local communities. They have been making simple,  
practical improvements like making it easier to see a  
GP, speeding up cancer diagnosis and offering help  
faster to people with mental ill health. 
In some areas, STPs have evolved to become  
‘integrated care systems’, a new form of even closer  
collaboration between the NHS and local councils. 

Tackling Loneliness Project - In 2018 Hertfordshire's 
Health and Wellbeing Board identified tackling 
loneliness as one of its key areas of focus because of 
its damage to people's health and wellbeing and 
agreed that a preventative strategic approach is 
needed across the system, this is the Tackling 
Loneliness Campaign. 

Transport (ACS Expenditure Page 14) - Day services 
associated transport delivered by county council staff 
from more than 20 locations countywide to older 
people and people with physical and/or learning 
disabilities. 
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working in partnership 
In 2019/20 Adult Care Services continued to work closely with our NHS colleagues to provide more 
joined up care. We also provided millions of pounds in funding to organisations and groups who provide 
support, assistance and advice to vulnerable people within the county. Below are just some of the partners 
we worked closely with last year 

this information is issued by: 

Business Improvement & Modernisation Team 

contact us in the following ways 
Helen Mirams on 01438 844210 

www.hertfordshire.gov.uk 

acsperformance@hertfordshire.gov.uk 

Business Improvement and Modernisation Team, 2nd Floor, Farnham House, Six Hills Way, 

Stevenage, Hertfordshire. SG1 2FQ 
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