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Executive Summary

¢ 38 Village and Community Agents operate countywide including I ,
in Cheltenham and Gloucester
o Between April 2013 and March 2014, 7,425 ‘Gateway’ forms I honestly do
were submitted by Agents
not know what
o 819% of gateway forms submitted were for community related
N . o . . . we would do
activity, community ledsolutions, signpostingandinformation .
finding and supporting clients without her
Stroud GP Practice
o Referralstopartneragenciesamountedto 19% (1,407)
Manager
o Thetopfive agenciesreferredtowere: March 2014

® The AdultandSocial Care Helpdesk

B AgeUK

n DWP

n Gloucestershire Fire and Rescue

n Gloucestershire Constabulary and PCSOs

o 529 ofclientsseenwerenewclientstothescheme
o 579% of clients were female

o 26% of clients were aged over the age of 80

o 40% of clientslived alone
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1.0 Background

Gloucestershire Vilage and Community Agentsis
funded by Gloucestershire County Council and

Gloucestershire CCG and delivered and managed
by the Gloucestershire Rural Community Council.

¢ There are 38 Village & Community Agents.

¢ Each Village Agent has a geographic areain
which they work. The maijority of Agents live
within their area.

o Five Community Agents work with the Black and
Minority Ethnic (BME) communities across the
county. Each Agent deals with a different
community: Gujarati, Bengali, African
Caribbean, Chinese and Polish.

o Four Agents work specificallyin Cheltenham
andGloucester, withtwoineach.Theyare
supportedbythe Village Agentsworkingthe
border areas of Cheltenham and Gloucester.

o Agents work part time, the majority contracted
forten hours perweek. Four of the Agents, due
tothesize of theirareas, work additionalhours.

o Eleven Agents have received additional fraining
toworkwithpeople overthe age of 18whohave
been affected by cancer. The Specialist Agents
receive an additional time allowance of ten
hourspermonthtocarryoutthispartofthe
role, whichis funded by GCCG.

Objectives
1. Tohelp olderpeople in Gloucestershire feel

more independent, secure, cared for, and have
abetter quality of life.

. Topromote localservices and groups, enabling

the Agent o provide a client with acommunity-
based solution where appropriate.

3. Togive older people easy access to a wide

range of information that willenable them to
make informed choices about their present and
future needs.

. Toengage older people to enable them to

influence future service planning and provision.

. Toprovidesupporttopeopleovertheageof 18
who are affected by cancer.
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Outcomes

1. Olderandmore vulnerable adults willhave
easyaccesstoawiderange ofinformation
which willenable themto make informed
choices about their own wellbeing.

2. Olderadults, especially those who are older,
frailand vulnerable feel more secure, cared for
andthushave abetter quality of life.

3. Olderadultstohave abetterawarenessofand
tobeinreceiptofpreventative measuresand
anyservice or assistance whichcan help them
remainindependentintheirownhomes.

4, Olderadultsfeelpart of asupportive
community where social networks are
supported and promoted.

5. Olderadultswillbeengagedtoenablethemto
influence boththe fransformation of socialcare
and future service provisionin the area.

Thisreportisbasedonfiguresandactivity from
April 2013 to March 2014 and aims to provide
evidence based on the outcomes set out in the
Gloucestershire Village and Community Agents
Service Specification as listed above.

Glossary of Terms

Gateway Form

'y

Wearegrateful forthe support
oftheserviceandverymuch
lookforwardtoworking
collaborativelyforthe good of
our local community with
Christine, Sueandother
colleagues. Thisisanexcellent
scheme and a valuable addition
tosupportingthelocalpopulace
andtheirmanyandvarious
needs which Village Agents with
their special skills and
approachcanoftenhelpwhere
we and others cannot.

GPinthe Stroud District

A gateway formis filled in every time an agent sees a client, goes to alunch club/social group or completes any
activity to do with a client or community, this can be research, information finding or liaison with agencies and
partners. The gateway formis also used as a monitoring and performance tool

Referral
Any gateway formfilledin thatrequires actionby anagency
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2.0 Qutcome 1;

“"Older and morevulnerable adults will have easy accessto a wide
rangeofinformation whichwillenablethem to makeinformed

choices about their own wellbeing.”

Gloucestershire Village and Community Agents are
trusted members of the communities & parishes in
which they work, all have good local knowledge
andlinksand are aware of those people whomay
need access o help and assistance. This
knowledge andrelationships with communities has
beenbuiltovertime.

Agents visitlunch clubs, social groups, community
eventsand gettoknow ‘key players’ through parish
councils, Wis and Community groups, therefore if
an older personrequires help, the community
knowsthatthe Agentisthe personto contact.

Village and Community Agentsuse parish
magazinestopublicise theirservice andtoconvey
keymessages, through theselocalconnectionsthe
agents have become widely known as a single point
ofcontacttogotofortrusted, accurate andtimely
information.

Able to make home visits, the agents have become
widely known by word of mouth as well as more
traditionalmeans of advertising throughlocall
publications, leaflets and posters.

/

I'm impressed! Thank
you very much Richard
forallthatyou're
doing... Fingers
crossed that there's
someone out there that
does home visits. If
anyone can track them
down, I think you will
Richard!

Thank you again.

Clientinthe Forestof Dean




Agents receive training through monthly sessions
aboutawiderange ofissuesandtopics, delivered
by districtand countywide organisations.They are
given information about services available, who fo
contact and where possible, organisations are
added to the ‘gateway’ referral system so that
agentscanmake adirectreferralto thatservice.

Relationshipsbetweentheservice providersand
the Village and Community Agents are strong and
during 2013-2014, the following organisations have
spoken or attended Village and Community Agent
meetings to highlight their services:

o AgeUK

o DWP

o The 2GetherTrust

o The AdultandSocial CareHelpdesk

o Healthwatch Gloucestershire

o Gloucestershire Constabulary

o Gloucestershire Fire and Rescue

o Citizen's Advice

o Forest of Dean Community Transport

o SWEA

¢ GRCCInTouch & ConnectforCarers

o Gloucestershire County Council-Payingfor
Care

o The Royal British Legion

o The Independence Trust

o Victim Support

¢ MearsSafeatHome

o ThirdSectorServices

¢ TheBarnwoodHouse Trust

o TheRedCross—Positive Steps Programme

o Agents have also received dementia training
andfirstaid training during the past year.
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Village and Community Agents have also received
updates about schemes including the Positive
CaringProgramme, Gloucestershire Deaf
Association Events; Gloucestershire County
Associationforthe Blind, Let’s Talk, District and
Borough Councils. This is also supplemented by
the Agentsownlinkswithsmall, localinitiatives
that can provide much needed support, informal
befriending, fransport and community led
schemes.

The agents are equipped with knowledge and
information to allow them to inform their clients
and communities with confidence about what is
available to them and to make referrals if
appropriate, be it to an agency or organisation who
is able to provide aservice orbackinto the
community, allowing the clienttoremain as
independent, happy and healthy as possible.

Gateway Forms

Gateway forms are completed by Agents whenever
they visit someone at home, visit alunch or social
club, hold aninformation session/surgery or attend
aneventaspartoftheirroleinthe community, this
doesnotnecessarilyresultin areferraltoan
agency but creates a picture of activity and records
anagentsinvolvementwithaclientand the work
thatis done to promote the service in the wider
community.
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Gateways by quarter 2013/14 B 2012

2013

~or- [
2014
June —' 1503 B

ouy- () 7

Sept 1681
Oct- 1606
Dec

Jan -
Mar
2533
| | | | | |
FromApril 2013 toMarch 2014, atotal of 7,425 The following tables & charts detail the key
gatewayformswerecompletedbyAgents,an information for the Village and Community Agent
increase of 1544 on the previous year. This scheme from April2013to March 201 4fulfiling

significantincrease can be attributedin parttothe
Agentsin Cheltenham and Gloucester becoming
more established as well as the profile of the
scheme remaining high.

Outcome One in the schemes service specification:
“Olderand more vulnerable adults willhave easy
accessto awiderange ofinformation which will
enable them to make informed choices about their

The chart above details the number of gateway own wellbeing.”
formssubmitted each quartercomparedtothe
previous year.
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Scheme Statistics - April 2013-March 2014

Total Number of Gateway* 7,425
forms submitted

Total Number of
Individuals* Seen

Total Number of Groups* 2,029
Visited

*This is the total number of gateway
forms submitted for the year. An agentis
required to fill in a gateway form every
time a visit or contact is made with an
individual or a club

*This is the number of individuals seen

and not visits made, one individual could
receive multiple visits resulting in more
than one gateway form being submitted.

*This is the number of groups that have
been visited by Village and Community
Agents in the year, an Agent may visit the
same club more than once

Age Groups

Total Referrals Number %

byageGroup

100+ 6 *
90-99 176 7%
80-89 479 19%
70-79 323 13%
60-69 163 6%
50-59 97 4%

Under 50 48 2%

Unknown 1,236* 48%

*Date of birthis not a compulsory field, many gateway forms
arefilledinanonymously asthe clientdoesnotwishfor
personal data to be passed on. When dealing with vulnerable
clientsitissometimesnotappropriate to ask fordate of birth.
Ifan Agentisspeakingtosomeone onthe phone answering a
quick query, againitis not appropriate to ask for their date of
birth, therefore the number of ‘unknowns' is relatively high.

B unknown
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Gender and Living Status

40% of Vilage and Community Agent clientslive
alone. The remaining 60% of clients were seen as
either part of a couple, living with arelative or
friend orlivingin a care home environment.

wenaer Number Yo
Male 638 25%
Female 1,443 57%
Couples 62 2%
Not Recorded 385 11%
NewandRepeatClients

Overhalf (52%) of clients receiving the services of
aVillage or Community Agentin 2013-14were new
tothe scheme. Despite the scheme now beinginits
8th year Agents, through keeping their profile high
within the areas that they work are now extremely
wellknown and established and throughmore
people hearing about the work that they do and
their effectiveness, new clients are being visited all
thetime.

No. of new clients 1,306 52%

No. of repeat clients 1,222 48%

A quarter (25%) of clients seen by Village and
Community Agentsweremale, fraditionallya
hardertoreach group to offersupport to but a
groupthatthe agentsare abletoreachthrough
theirnetworkof community contacts.

2%

Gender

. Male

. Female
| Couples
Unknown

Clientsare ableto accessthe scheme frequently
and some people will need more ongoing support
than others resulting in a high proportion of
individualshavingseena Village orCommunity
Agentbefore.The Village or Community Agent will
become, in many cases a key point of contact fora
person, perhaps before they may have accessed
their GP surgeryif they were worried or unsure of
a situation, after making contact with an Agent and
being part of their network, the Agent may now fill
thatrole, preventing a client fromreaching a crisis
point and consulfing with the appropriate agencies
or health professionals to enable them to remain
independent and living a safe and healthy life.
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OriginofClients

Almost two thirds of clients been seen by a Village schemehasgrown.Thishasledinthe pastyearto
orCommunity Agentwere throughwordof mouth anincrease inreferrals from GP’s and other health
or by self referral. Throughout Gloucestershire the professionals (19% in 2013/14). Partner agencies
Agentshavebuiltup frustand gainedtherespectof  alsoreferintothe schemeresultinginthe client

the clients with which they work. The Agents, receiving allthat they should be in terms of both
throughtheirtimely, accurateinformationandtheir  community led support, income and their care
caring approach has meant that confidence in the package.

Urigin or Rererraltoscneme NuUmbper Y0
Health Professionalinc GPs, district Nurses etc 477 19%
Social Care referrals inc Adult Help Desk, OTs, Community Teams 324 13%
Word of Mouth/Self-Referral 1,622 64%
Other referrals from agencies incl Age UK, PCSOs, 105 4%
Neighbourhood/StreetWardens, Fire andRescue

Origin of referrals

Health Professionalinc GPs, district
Nursesetc

Social Care referrals inc Adult Help
Desk, OTs, Community Teams

Word of Mouth/Self-Referrall

Referrals from Partner Agencies
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District Breakdowns

Thetable belowshowsthe breakdownby districtfor Vilage and Community Agent gateway form
submissions during 2013-14.

No.of Total No. of Average Female Male Clients  First

Gateway individuals age living visit
Forms visted alone
submitted

TOTAL 7,425 2,528 75 57% 25% 40% 52%
Cheltenham 302 158 71 56% 33% 59% 70%
Gloucester 734 209 80 57% 22% 44% 56%
Stroud 1,667 633 79 59% 29% 40% 48%
Forest of Dean | 1,743 492 79 56% 18% 38% 56%
Tewkesbury 812 297 78 62% 31% 45% 54%
Cotswolds 1,633 539 80 53% | 23% 37% | 48%
BME Agents 517 190 60 67% 30% 17% 42%
Out of County* | 17 10 68 60% 40% 60% 50%

*Warwickshire, Worcestershire, Monmouthshire, South Gloucestershire and Herefordshire




3.00utcomes2&4:
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“Older Adults, especiallythose who areolder, frailand vulnerable
feel more secure, feel more cared for and thus have a better
quality of life” and "Older adults feel part of a supportive
community where social networks are supported and promoted.”

Gloucestershire Village and Community
Agentsareabletovisitclientsintheirown
homes providingafacetofaceservice.This
allowsthemto buildrelationshipswith their
clients and therefore, trust. Agents are often
contacted for one matter, only to discover that
there are multiple underlying reasons why that
personis struggling to cope. Agents work
closely with the local communities to find
community led solutions where possible,
where people feel connected to the areain
whichtheylive theyfeelmore secure and with
effective networks available older people can
maintain theirindependence at home for as
long as possible.

Inmanyinstances, Agentshave accompanied
clients on their first visits to social groups to
help them settle in and meet people, providing
thatlittle bit of confidence and encouragement
whichgetsthemoutandsocialisingagain.
This can be particularly effectivein
partnership with more formal services that a
clientmaybe accessing. Thesocialaspect
and community involvement can make areal
difference above andbeyondtheservice
provision.

Where a community has identified a need and
proposed a solution, the Village& Community
Agents can help with sources of advice,
information and support that they need to get
the scheme off the ground. This may be within
GRCC, for example the In Touch project which
canhelpwithsettingup lunch clubs andsocial
groups, or other sources of information.

y

o InDecember 2013, the Vilage & Community Agents

¢ Avolunteerbefriendingservicehasbeensetupbased

around the GP surgery in Frampton on Severn following
ameeting between the local Village Agent and the
PatientParticipation Groupbasedatthesurgery.

assisted County Community Projects with their ‘Hamper
Scamper’ scheme. Local businesses donated goods
whichwere puttogethertomake Christmashampers
forolderpeopleinneed. The Agentswere able to
distribute 30 hampers to clients, which were much
appreciated. Thisinitiative has beenrunning for several
years and the agents have beeninvolved, allowing them
to help their clients at a difficult time of year.

Inordertoimprove the healthand wellbeing of older
people and to provide opportunities for social
interaction, apartnershiphasbeenformedwith
Westonbirt Arboretum. We are working with them to
invite Vilage Agent ClientsandInTouch clubsto attend
specialised workshops for olderpeople atthe
Arboretum. Activities and opportunities include nature
trailsandwoodland crafts.
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Case study

The lady lived alone and had recently moved to the
area. She was having difficulty making contact with
people and was feeling isolated.

The Agentmade contactwith her. Afterdiscussing
herinterests, the Agentwas able to put herintouch
withpeople attendingalocalchapel. Fromthis, she
wentontojoin aknitting group. The Agentwas also
abletoputherintouchwith awell-beingand
exercise group.

One of herinterestswas playing Scrabble, although
she hadrecently lost her fellow players due to
iliness. The Agent was aware of another single lady
who enjoyed Scrabble and who lived near to the
client. With the permission of both of them, the
Agent passed on their contact numbers to each

other.The twoladiesarrangedtomeetandtheynow

enjoyregulargamesofScrabbleinone another’s
homes.

o The Agents have been involved with numerous
information eventsthroughout the year. These
helpraise the profile of the scheme with the
public aswellas providing networking
opportunitieswith partneragencies. Agentsalso
visit parish council meetings, community events
and hold surgeries within their parishes where
appropriate, thisisin addition to the 2,069 lunch
clubs and social groups attended during the year.

Some of the events at which the agentshave had a
presence throughout the year include:
o The Over50sRoadshow in Gloucesterin May

¢ The Montpellier Midsummer Fiesta Cheltenham
inJune

o 4G Awareness Raising Eventsto alleviate digital
isolation throughout the summer 2013

o The OlderPeople’'sRoadshow series of events
runby Gloucestershire County Council
throughout October.

o GRCC'sInTouch Dementia events held between
OctoberandFebruary

oGP forum Tewkesbury in February

¢ CheltenhamBoroughHomesTaster Event at
Goldfoot House, Cheltenham.

o District Carers Forum

o Gloucestershire Primary Care Dementia Summit
at Cheltenham Racecourse

o Bromford Housing Taster Day at Bourton on the
Water.

Through parish magazines and articles the agents
are able toreach a wide range of people, both
raisingthe profileofthescheme andconveying
important messages to the community.

An example of Village Agent magazine article is
shown right:

N
PPeT-



NewsfromyourVillageAgent

DEMENTIA WALKS:

OnThursday last week | went to the first Dementia
Friendly Walkin Stratford Park. Itwas absolutely
wonderful, eventhoughitwasraining, everso
slightly! There was quite a crowd and allwho came
enjoyed the beauty of the park, touching and smelling
the flowers and herbs. These walks are designhed for
the benefit of those living with allstages of dementia.
It's gentle exercise, in beautiful surroundings and a
chancetogetoutintheopen.lt’'sbeensowell
plannedthatthere are twowalks, one shortandfor
the mosthardy, onelong! Trained volunteers act as
walkleaders and the walks take aboutanhour. They
arewheelchairfriendly.|lfyouhaveacarerthey
should accompany you. You can bring friends and any
family members and you can even bring a packed
lunch for afterwards. You can of course buy coffee
andcakeinthe Museum.Thewalksmeet atthe
Museumin the Park on alternate Tuesdays and
Thursdays on the following dates: June 12, 17 and
26;July1,10,15,24and?29; August7and 12.

The meeting time is 10am and walking starts at
10.30 andlast for about an hour. Lifts can be
arranged, if you can't get to the Museum.

DOYOULOOKAFTERSOMEONE?

I'dlike to give yousomeinformationonbeingan
unpaid carer.If you are supporting a family member
ora friend-somebody whois living athome - there
are some free local sessions to help you. You do not
have to be living with the person. These sessions are
informaland focus on helping people withtheir
particularissues/problemsin coping and planning
forthefuture.

These are local weekly sessions where you willhave
the opportunity tomeetwithotherunpaid carersto
gain support and information.
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IamwritingonBehalf

of Miserden Parish
Council to thank you
foryourtalk atthe
recent Parish
Assembly. Your
commitment and
enthusiasm was a
refreshing change
from allthe gloomand
doom pressreports
about no-one caring
andIamsurewill
encourageotherstobe
more responsive to
olderpeople’sneeds

MiserdenParishCouncil-2013
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4.0 Qutcome 3:

“Olderadults to have a better awareness of and to be in receipt of
preventative measures and any services or assistance which can
helpthemremainindependentintheirownhomes.”

During the course of 2013-14 1,407 referrals were  29% of these were made to the Adult and Social
made directly to agencies using the gateway Care Help Desk for OT assessments, Telecare and
system.Thisamountedtoonly 19%of allgateway othersocial care requirements followed by 17% to
forms submitted, meaning that over80% of Vilage ~ Age UK Gloucestershire for their Home from

and Community Agent referrals were community HospitalService, Informationand Advice andform
based. filling.

Referralsto Partner Agencies

TOTAL 1407 % ofall Gateway
Forms Submitted
Adult and Social Care Help Desk 406 29%
Age UK 246 17%
DWP 215 15%
Gloucestershire Fire and Rescue 157 11%
Gloucestershire Police & PCSO’s 77 5%
Mears Safe at Home 46 3%
Carers Gloucestershire 40 3%
Warm and Well 22 2%
Alzheimer'sSociety 21 1%
Stroud Care and Repair 19 1%
Stroud Careline 19 1%
Other 139 12%
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Referrals to Agencies

mE 0o m

5%

m

s

17% |

*Other agencies used by Village and
Community Agents include

Citizens Advice,

Community Health Trainers
Fairshares

Gloucestershire Association for the Blind
Gloucestershire Deaf Association
ForestLinkline

SevernVale Housing

District & Borough Councils
Healthwatch Gloucestershire
GRCC

Stroke Association

Volunteer Transport Schemes

P3

Red Cross Positive Steps
Positive Caring Programme
the2GetherTrust
Neighbourhood Wardens

Street Wardens.

® Adult & Social Care Help Desk
® Age UK Gloucestershire
“Dwp

" Gloucestershire Fire & Rescue
® Gloucestershire Police

¥ Mears Safe at Home

® Carers Gloucesershire
®wWarm and Well

" Alzheimer's Society

% Stroud Care and Repair
®Stroud Careline

®Other

'y

IwouldliketosaythatIhave
worked with AngelaKingonalot
ofcasesintheRodborough,
Cashes Green, Paganhill,
Whiteshill and Ebley Area involving
Vulnerable people and found that
sheisaverydedicatedvillage
agent.Notonlyissheverycapable
in her role but she also has a good
senseof humour.Ilookforwardto
workingwithherinthefuture.
Stroud Neighbourhood Warden
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Agents keep in ftouch with their clients to ensure
that the agencies referred to have contacted them
and that the outcome is what was expected. If an
agency has failed to act upon areferral the agent
willthenmake surethataresponseisgivenorthe
reason as to why not communicated to the client.
Communicationiskeyforthe agentsandthe
relationships thattheyhave built up withagencies
and clients alike are animportant element of their
work.

Village and Community Agents have an awareness
throughtraining provided of services that are
availabletoclientsthatenablethemtofeelmore
independentandremainintheirownhomesfor
longer,includingthe messageinabottlescheme,
key safes, links to organisations such as Remap,
Keep Safe and Fairshares. By empowering the
client, it helps to improve quality of life and raise
confidence, preventingin many cases a decline into
ilhealth and therefore the need to access formal
services.

Through monthly training sessions Agents are kept
uptodatewithanychangeswithinorganisations,
new initiatives, specialevents andleaflets are
distributedso that they are able to equip their
communitiesand clientswithuptodate
information. A list of training provided to the agents
throughoutthe yearislisted onpage?.

Case study

MrsP’s grand-daughter contacted me toseeifl
could help to get her Grandma an outdoor walking
frame, as she was finding walking increasingly
difficultandwaslosingherconfidenceto go outof
doors alone; consequently she was becoming more
isolated. | arranged a home visit to see Mrs P and
hergrand-daughter. MrsPis?0yrsof age— a
widowforseveralyears—livinginherown
bungalow with regular support from her family. She
was managing very well but agreed that getting out

ofthehouse wasbecoming more difficult.She had
givenup tryingto getto alocalolder persons group
that she used to enjoy and was missing her
friends.Mrs P's income was retirement pension and
small occupation pension.

We discussed the criteria for Attendance Allowance
(AA) = Mrs P satisfied criteria and agreed referral to
Pension Service for AA claim and Pension Credit -
also CouncilTaxbenefit,

Outcome - few weeks later AAwas awarded and
Pension Service was to follow up claims for Pension
Creditand CouncilTaxBenefit.

SocialCarereferralalsomade forhandrailsin
bathroom and front door - plus blocks to raise
armchair.

Outcome—fewweeks later all aids fitted and Mrs P
managing better

Referral made to Community Physiotherapy Dept.
for outdoor walking frame - arranged to get Mrs P
tolocalgroupuntilwalkingaidreceived.

Outcome-MrsPreceivedwalkingframe andhas
confidencetogooutofdoorsagain—-hasvisited
localgrouptomeetwithfriendsagainanddoinga
little shopping on herown.

Referral to Fire Service for Home safety check

Outcome —smoke detectors fitted and general
safetycheckmade.

Feedback from Mrs P's grand-daughter is that Mrs
P'shasnew lease of life and is extremely happy with
thehelpshehasreceived-stillwaitingfor
decisions on Pension Credit claim and CTB claim.

Morecasestudiescanbefoundin Appendix 1
detailing outcomes for clients achieved by Village
and Community Agents.
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“Olderadults willbeengagedtoenablethemtoinfluenceboththe
transformation of social careand futureservice provisionintheir

area.”

Astrongpartnershiphasformedbetween Village
and Community Agents and Healthwatch
Gloucestershire. This gives the Agents a mechanism
tofeedintheirexperiencesofhealthandsocialcare
‘onthe ground’ and allows theirclientstohave a
voice.The Agentsencourage theirclientstoreport
on their experiences both positive and negative in
order to influence future decisions. During the
course of the yearmany agentshave engaged and
now sit on Healthwatch Gloucestershire task groups
relating to:

o HospitalDischarge
o Podiatry
o Patient Transport

Examples of Village and Community Agent client
feedback to Healthwatch during 2013/14 are shown:

“My clienthas a condition that means that her skin
is extremely thin to the extent that she sometimes
bleedsif she knocks herself. On one particular day
shebledsoheavilythatherhusbandcalledan
ambulance as they were unable o stem the
bleeding. Onreaching the hospital the ambulance
crewhad fo cleanthe cubicalshe had been
allocated before they could take the patientin. Once
inside the hospital, my clientwasleffonatrolley, it
was 2.15pm on Thursday afternoon. It was not until
3.15pmonFriday afternoonthattheyfoundhera
bed having had only her blood pressure taken.
During this time my client had a heart attack as a
result oflosing so much blood. Once onawardshe
wasadministered 7 pints of blood.”

“My clienthasrecently comeoutofhospital, having
hadsurgeryonherlung.Shewastransferredfrom

Al

Bristol to Gloucestershire Royal Hospital because
herbedwasneeded.The ambulance fransfertook 4
hours. When she was admitted to GRH she was in
pain and was offered oramorph as a painkiller. She
hasepilepsy (grandmal) and oramorphbringson
fits, she feelsvery strongly that thisshouldhave
beenpassedoninhernotes”

“My client had a follow up appointment at
Cheltenham Hospital following an eye operation.
Arrivatransportwasbookedbuttheyfailed to pick
herup. My client claims pension creditandhad to
pay £24 for ataxito getherto Cheltenham atshort
notice.Onthereturnjourney my clientwasready to
be collected at 3pm; she was eventually picked up at
7pmandreturnedtoherhouse at7.45pm.”

Village and Community Agents, through their
contact with individuals and their local knowledge,
are able to identify issues arising on the ground and
gapswithinservice provisionandreportback
through the appropriate channels, whether it be
health or social care issues or problems facing the
widercommunity. Examplesofthese throughout the
pastyearareincludedwithinthetable overleaf.
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District Issue Identified Agent Activity & Assistance

Forestof Dean Bus timetables not available in larger Issueraised with Forest of Dean
print/easy print for partially sighted clients District Council transport co-ordinator
atlocations aroundthe Forest. Many whohasarrangedforcopiestobe
clients are unable to access the internet to placedinlibraries and post offices
read them there where they are freely where demand forthemis high
available

Stroud A partially sighted client has been frying to Contacted Healthwatch who gave some
gethermedical appointmentletterssent to suggestions
herinlarge print. Contacted Glos Assoc forthe Blind

Referral to the sensory team
Tewkesbury Client discharged from hospital following Confacted the Adult Helpdesk, and was

operationtoremove plateinhip, withno
assessment to put asupport packagein
place.Hewasbarely able towalk. Client
thenhad another fall at home and hurt his
ribs. This made his situation worse

later contacted by Tewkesbury Locality
Office who were able to put an
emergency packageinplacetocover
the weekend until a proper assessment
couldtakeplace.

Gloucestershire

TranslationServicesforthose without
English as afirstlanguage

Agentsraised concerns withthe
appropriate agencies including at
Gloucestershire Royal Hospital

Cotswolds

Patient Transport to hospital: E.g. Client
called with a problem about his hospital
fransport. Ashelivesin a different post
code tohis doctors surgery and has an
appointmentin Oxford, he cannot get
hospital fransport

Village Agent researching options
through voluntary transport

GP surgery

Informal networks

Gloucestershire

Lack of affordable fransport: e.g. Client has
recentlyhad to give up driving due to his
healthbutisstillsharp mentally andwants
tobe able tosocialise. Although there are a
number of coffee mornings andlunch
clubswithin a 5 mileradius heisunable to
get to them.

Researched meeting groups and
throughlinks at the clubslooking for
someone to give client alift.

Details of voluntary fransport given and
costs associated with this.

Cotswolds

An agent received a call from
Gloucestershire Healthwatchtosaythata
gentlemaninrehabin Cirencester Hospital
neededsomeone tovisit hishome to
collectsome clothes and mailand also to
do some shopping for him during his stay
in hospital.

Village Agent passed on a telephone
number of someone who visits people
in Cirencester and the surrounding
villages whowas able fo help. Agencies
wereunabletobeinvolvedasthe
gentlemanwasstillinhospitalatthe
fime.
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6.0 Recruitment& Staffing

Twonew Agents wererecruitedin March 2013
in Stroud District to replace outgoing agentsin
the Stonehouse and in Wotton-Under-Edge
areas.

Two Agentshave beenrecruitedin Tewkesbury
Borough during the course of the yearto cover
the Tewkesbury town and Bishops Cleeve
areas. These Agents have replaced agents who
haveretiredfromthescheme.

One Agent was recruited in Cheltenham
following theresignation of one of the agents
inthe townin December2013.

No changeinpersonnelinthe Cotswolds,
Forest of Dean or Gloucesterin 2013-14

Allnew agents arerequired foundergo an
induction with GRCC as employees of the
organisation. Training is also provided by
referral partners such as the Adult and Social
Care Helpdesk, Age UK, SWEA, DWP and
Gloucestershire Fire and Rescue.

New Agentsare mentored by existing Agentsto
enable themto experience therole firsthand,
to gettoknow clientsandtolearn aboutthe
referralprocessinmore detail. Allnew Agents
recruitedin the period April 2013 to March
2014have undergone thisprocess.

'y

We make areal difference, wereallydo, and that’s
whatIlove. Village Agent, 2013
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/.0 Additional Activity

Inadditiontothe publicity thatisproduced by
individual Vilage and Community Agents locally
inthe formofleaflets, postersand parish
magazine and newsletter articles; marketing is
carried out centrally to ensure that the profile of
the scheme remains high both in Gloucestershire
and at aregional and nationallevel. This has
continued throughout 2013-14

ATwitter page for GRCC: Older People’s Projects
including Village and Community Agents was
launchedinFebruary 2014 andwe currentlyhave
121 followers. We are working to develop this, but
we have already identified the benefitsthatithas
as atool:

e Promoting the latest health and social
related information

o Linking with agencies across the county so
they are aware ofthe servicewe provide.

o Sharing key messages from partners

o Advertising information events & initiatives

o Receiving feedback

Radio interviews in March 2014; areporter
interviewed Mo Griffiths, an Agentin the
North Cotswolds, this was broadcast on
BBC Radio Gloucestershire. A live studio
interview was also held with Kate Darch,
the scheme manager, who talked about
the background and history of Village and
Community Agents. These interviews
generated anumberof calls from
members of the public requesting a visit
fromaVillage orCommunity Agent.

In January 2014 Gloucestershire Village
and Community Agents were invited to host
aworkshop at the National Police
ConferenceheldinCoventryinpartnership
with Somerset Village Agents.The scheme
iswidelyregarded as anexample of best
practice.

The scheme continuesto attract other
counties wanting advice on how to set up
similarprojects.In2013-14these have
included Oxfordshire (pilotstarted),
Berkshire, Kent and Yorkshire.
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8.02014-2015: Moving Forward

Cheltenham Agents
See page 15

www.villageagents.org.uk

A new promotionalmap hasbeen produced
and has been available since May 2014, It
shows the areas of work, contact details for
each agent and case studies.

SpecialistCancer Agentswillcontinueto
workwithanyone overthe age of 18whohas
been affected by cancertosignpost them to
appropriate places of help and assistance
andtosupportthemthrough the process.

Village and Community Agentswillall
undertake the MECC (Making Every Contact
Count) trainingin June and July 2014,

The Cost Benefit Analysis completedin 2010
willbe updatedin2014.

Village and Community Agents will be
involvedinresearchcommissioned by Public
Health into loneliness and isolation in
Gloucestershire.

AVillage and Community Agent seminar
involving other schemes from around the
country is planned following a successful
eventin2012.

Partnership with Gloucestershire Police to
ensure that vulnerable peoplein the Forest
of Dean and Tewkesbury areas affected by
the badger cull are aware of the appropriate
channels to obtain information and advice.

Safeguarding training to be undertaken in
June 2014.

Sovereign Housing pilot —working with
tenants of sheltered schemes in Bishops
Cleeve andMoretoninMarsh.The Agents
willbe involvedin signposting new tenants to
localgroupsandactivitiesinwhichtheymay
like to be involved as well as to support them
withreferrals to agencies that will be able to
assist them with issues that may arise. This
pilotwillwork with allagesincluding
families.

Village and Community Agentsisa partnerin
social prescribing pilots across the county
workingwiththe Forestof DeanDistrict
Councilandthe Cheltenham CCG localityin
particular.

The Village and Community Agents awards
willtake placein September 2014 for the éth
year, thispopularevent allows the scheme to
recognise members of their communities; in
2014thethemewillbe ‘celebratinglocal
legends’.

In partnership with the In Touch project,
Agents willbe involved with two boat trips for
older people taking place in July and August
2014.These trips willinvolve clientswho are
usuallyhouseboundorsociallyisolated and
enable them to experience a day outin the
company of others.

An audit of Village and Community Agent
skills and experiences will take place to
utilisetheskillsetoftheteamandtoprovide
newtraining opportunities.

K A
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Appendix | Gloucestershire Vilage and Community
Agents Case Studies: April 2013-March 2014

AdayinthelLife ofaVillage Agent

On adamp, cold Cotswold morning my day started
with a phone call from sunny Spain. My calls
generally don't come from overseas so lwas keen
tolearn how could | possibly be of help to ayoung
man living hundreds of miles awayin Valencia
(bearingin mind my roleis to provide older people
in Gloucestershire with easier access to
informationandservices)well...

This particular young man was concerned about
his mother who lived in a North Cotswold village
and was at the time in a Gloucestershire hospital.
He was due tofly to the UK to visit hismotherand
wanted information in arranging care at home
when she was discharged. He had discovered my
number from our website
www.villageagents.org.uk.

So...ladvised himwho to speak to at the hospital,
emailed him relevant information and arranged to
meet him at his mother’s on his arrivalin the UK
laterthatweek.

After allowing myself avery quick cuppalthen
leave home and drive fo one of the villageson my
'‘patch'tomeetwithagroup of community
volunteers to discuss how best to tackle current
issues that older people in the North Cotswolds
are dealingwith.Theirsupport, advice andlocal
knowledgeisinvaluabletome. Wemeet as
always in alocal coffee shop (choosing coffee but
NO deliciouslookingcake).Sometopicsthatwe
chataboutonthis particularmorninginclude Q)
transport to social groups/leisure clubs b)
loneliness and isolation c) existing groups for
older residents in the village. Between ourselves
we agree to fake away various 'actions'towork
toward better provisions of services.

NextI'm off to visit Mrand Mrs Awho live a few
miles away.They had called me afterthey saw
one of my articles in alocal parish magazine. Mrs
Aishaving mobilityissuesand wantsto talk
aboutaBlueBadge.lam ableto explainthe
processand offertohave anapplicationformsent
totheirhome.lestablishthat Mrs Amaybe
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entitledto extrafinancialsupport by way of
Attendance Allowance. Due to her disabilities it is
clearthatto apply for this allowance she would
needhelp.lagreetomakethe necessary
arrangements for the benefits agency to contact
her.

During our conversation (with another cuppa and
this fime a chocolate biscuit!) otherissues come
to light and | make arrangements for free smoke
alarms to be fitted and suggest that I make a
referraltothe AdultHelp Desk to discuss the
provision of various equipmentinthe home.

Later | complete relevant confidential referrals for
Mrs A and check my emails. One of the emaiils |
receive containsdetailsandinformationrelating
to funding support for local organisations. | am
able to forward this on fo my group of
contfacts/volunteers/charities within my 'patch’
(Willersey, Saintbury, Weston Sub Edge, Aston

Sub Edge, Mickleton, Hidcote Boyce, Chipping
Campden, Ebrington, Blockley, Paxford and
Draycott).
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Whilst doing thisIreceive a callfrom MrSwho
simply wants me to give him dates for the next
Hard of Hearing sessions in Mickleton and
Campden. Mr.Sis aregular at the quarterly
sessions althoughmissed the lastone ashewas
away visiting his daughter. We have a chat about
hisholiday and how his arthritisis and then finally
Icallitaday.

Case Study 1:

Ireceivedaphone callfromthe daughterofalady
who has MS. She was worried about her mother
asshe feelssheis depressed andlonely.Sheis
goingoutlessandlessespecially ashermobility
is limited.

I visited Mrs Pwhois avery friendly lady with a
lovely sense of humour. | suggested that she
might like to go along to the local ‘Dropin
Affernoon’ af the church on Wednesday
afternoons.ltisnotveryfarawayandisvery




ﬂmi GLOUCESTERSHIRE VILLAGE AND COMMUNITY AGENTS
nin

friendly. She may also know some of the people
who attendbecausetheyarelocal. Afewofthe
residentsofthe nearby Care Home attendtoo as
itisachange ofsceneryforthem.Ifeltasthough
she would be a cheerful addition to the Club. The
Clubruns ataxiservice so she does not have to
worry abouthowto getthere.

MrsP attended forthe first fimelastweekand
reallyenjoyedit.lthinkshe'llbe goingona
regularbasisfromnowon.

Case Study 2:

MrsFis82 andlivesin asmallestate cottage.
She hasbecome very unwellinrecent months and
isinand outofhospital, andherbedisnowinthe
livingroomasshe cannolongergetupstairs.She
has regular visits from the district nurses and |
stickmyheadroundthe doorwheneverl'm
passing. She is waiting to move into sheltered
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housing but in the meantime her mobility issues
meansheisbecomingmore and more
housebound.

Recently | helped organise an afternoon concert
andtealocally, andthought Mrs Fwould enjoy an
outing.larrangedforsomeone to collectherand
onthe day, aslhad checkedin earlierin the week
and thought she was a bit less mobile than
previously due to a persistent leg problem, | went
alongto help herin and out of the caretc. She
wasnervous aboutthe event butstillwanted to
go, so we agreed a sign that would tell me if she
had had enough.

Sureenough, the sign came halfway through the
concertsowe whisked heraway home with her
afternoon tea on a plate. When | checked in the
following day, she was much more cheerful for
havinghad abit of an outing aposh tea, evenifit
was shortlived!

Case Study 3:

A Village Agent visited client who needed support
in completing application for housing benefit and
counciltax. Although the clientwas offered help
by Cotswold District Councilincompletingthe
application, he preferred to use the services of the
Village Agent ashe had arelationship with the
Agent, built up over the years, inwhom he felt
comfortable andsafeindisclosing
personal/financialmatters. The Village Agenthad
alsoin the past secured pension credit for the
client. Many older people are often intimidated by
bureaucracy and therefore often fail fo take
advantage of benefits that are available to them.
However, the presence of the Village Agent;
allowsthemto bypassthe bureaucracy, thus
ensuring that the older person gefts all the help
they are entitled to.




Case Study 4:

Iwas contactedrecently by Mrs J. IThad met her
nearly 10monthsbefore, whenherdaughterhad
askedformyhelpwithherparents. MrJdied
soon after metthem.

Iwenttosee Mrs J and she was most distressed
aboutalettershe hadreceivedfromthenland
Revenue. She was distressed on two counts: first,
itwasaddressedtoherhusband, whohadbeen
deadfor10months; andsecond,itwasademand
forincometaxonhisincome. MrsJdidn't
understandtheletter.Herhusbandhadbeen
retired about fouryearswhen he died.

Irang the Inland Revenue fo ask about the letter.
The gentlemanlspoke towas very understanding
andapologisedfortheupsettheletterhad
caused.He thenspentalongtimelookinginto this
case. ltwould appearthat MrJhadhadtoo much
coming in because he received a state pension
and a very small works pension. The Inland
Revenue hadbeenintouchwithMrJabout ayear
before he died and he had paid some off, but there
was still an outstanding amount of £250.

| asked the Inland Revenue to look into this case -
why they had leftit solong tfo contact MrJwhen
hewasalive, andalsothefactthathehadbeen
dead forover 10 months when they sent this
lefter.ThelnlandRevenue hadbeennotified by
the DWP thatMrJhaddied.He hadlefthiswife
nomoney andshe didn'tknow where she was
goingtofind £250. She hassixchildren—one
diedin his early 20s and the others are very good
to her.She didn’twantto go to them to pay this
debt.

lwas passed to amanager atIRwhowould
consider thiscase. Aboutamonthlaterlreceived
aphone callfrom Mrs Jto say that the debt had
been written off. She was very delighted.
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Case Study 5:

MrsWhas brokenbothherwristandherthumb.
She alsohas maculardegeneration and finds
getting out more and more difficult, especially as
she hastorely on herfamily forlifts. [have
contacted the Stroud VCAso she canregisterwith
them for car transport. | have also had details
sent to her of the Macular Club which'is held
monthly in Nailsworth. If she registers with the
VCA she willbe able to get transport to the club. |
have alsosuggestedshejointhe Maypole Club
andhave asked the organiserif there are any
vacancies. Mrs Wwantstocome alongwitha
friend andthere are vacanciesforthe two of
them.

Case Study 6:

lhad aphone call asking for help finding a
cleaner. Duringthelengthy and extremely
interesting conversation | had with the client, it
became apparent that they had many skills they
currently offered on a voluntary basis.

Iputthemintouchwith FairsharesinNewent
which enables themto bank the hours they earn
by volunteering andinreturn, receive help with
jobs they may find difficult or are unable to carry
oute.g.gardeningordecorating-aservicethe
clienthasnow benefitted from.




To find out more about
Gloucestershire Village & Community Agents,
please contact

Kate Darch

Village and & Community Agents Manager
GRCC

Community House

15 College Green

Gloucester GL12LZ

T. 01452 528491
E: kated@grcc.org.uk
W: www.villageagents.org.uk
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