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NBN Support Brokerage Training Framework
1

Element
Understanding the history,
aims, and principles of
individualised funding and
support brokerage.

Content
• Origins and international historical development
• Connections and contrasts with Independent Living
movement, Direct Payments.
• UK developments – In Control, SC white paper,
Individual Budgets papers.
• Common failings of social care –e.g. lack of
information, control, choices; tendency of system to
provide standardised solutions; bias against solutions
that promote social inclusion.
• Values and founding principles of individualised funding
systems: user control and self-determination; social
inclusion and the rights of disabled people as citizens;
systems transparency, role clarity; planning and
support based on person-centred principles.
• Sources of funding, and the Citizenship Model.
• Allocation of social care funding to individual – options
and comparative advantages.

2

Understanding the role of
the broker

• Clarifying the functions of brokerage and the role of an
independent support broker
• Overview of tasks within the broker role and limits to
that role.
• The broker (role) as someone providing service
accountable to the person, free of divided loyalties.
• Principle of delivering service to the extent and in the
way the individual requires.
• The tension between allowing the person to have
control but also sustaining momentum.
• Issues of risk and conflict; e.g. conflicts between
individual and carers; conflicts between the individual’s
wishes and the broker’s judgement of risk and benefits.
• The position of the broker in relation to the system and
the local community.
•

The range and depth of expertise of the broker:
reasonable expectations and anxieties.

• Regulation and support of brokers – general principles
and options, with reference where appropriate to local
arrangements.

3
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Meeting the person,
and their families/allies.

• ‘Setting the tone’ from the outset through personal manner.
• Explaining the broker’s role
• Establishing and asserting accountability to the person.

4

Agreeing a contract for
brokerage services.

• Clarifying what is meant by ‘contract’
• Issues that may need to be covered in the contract.
• Putting the contract in writing.

5

Getting to know the person
and their life.

• Principles of person-centred planning (pcp)
• Choice of participants in process
• Basic concepts and processes
• Basic techniques – ‘kitchen table planning’
• Awareness of more specific pcp methods, e.g. Essential
Lifestyle Planning, PATH, Personal Futures Planning and
when/how to access them.
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Developing a plan to make
their life more like the one
they want

• Formal support versus informal/mainstream resources.
• Researching service options and community resources.
• Options for funding sources, and how to access them.
• Weighing options in terms of desirability and feasibility
• Assessing risks and building in safeguards

7

Converting the PCP into list
of required resources
(A Service Design)

• Service design as necessary starting point for service
specifications.
• Contracting with an agency versus employing personal
assistants

8

Finding and working with
community resources and
informal opportunities

9

Finding and working with
support service providers

10

Negotiating with service
providers

11

Preparing and costing the
Support Plan.

12

Submitting and presenting the
Support Plan

13

Getting implementation started

14
15

Saying goodbye.
Administrative issues

• Services that may be needed to sustain implementation,
e.g. support coordination, payroll administration
• Role of broker in developing community resources, and
limits to the role.
• Basic techniques in mapping and assessing community
resources
• Identifying potential informal support.
• Developing a service specification
• Items that may need to be covered
• Role of broker in extending the range of support options
• Understanding the provider perspective
• Negotiating with providers
• Outputs from negotiations: service delivery plans
• Characteristics of a well-presented plan
• Choosing ‘first person’ or ‘third person’ style.
• Technicalities of costing a plan
• Clarifying and sustaining roles in meetings about the
support plan.
• Effectiveness presentation techniques
• Ensuring there is a viable plan for implementation
• Options for oversight of implementation
• Troubleshooting
• Importance of ‘closure’
• Accounting for time spent
• Fee and expense rates

4
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Additional elements linked to the training
16

Accreditation/Certification
Participants will receive an attendance certificate from the NBN noting whether they have
opted for the two day introductory course, the standard 5 day programme or the accredited 5
day programme
For participants who wish to include assessment and accreditation of their work as a support
broker, it is necessary to complete and submit the NBN internal accreditation pack which is
based on the same approach to evidence based training used on social work placements.
The current requirements are to:
•

Complete 2 months fieldwork practice diaries

•

Present work in progress on at least one support plan

•

Complete the minimum recommended NBN paperwork for at least two people
including feedback from those service users.

•

Actively participate in peer supervision as part of the overall programme with at least
one individual supervision session with the course tutor or suitably experienced
colleague.

The Government does not require support brokers to be accredited but the NBN believes the
public deserves an independent approval system to create confidence in this emerging sector.
The NBN is also committed to the principle that disabled people, older people and family
carers are ‘experts by experience’ and should not be made to feel they have to complete
training programmes to help themselves, their friends and families more effectively unless
they actively want to participate out of personal and professional interest.
The level 2 OCN accredited version of the programme requires an additional approx. 10 hours
written work but there is no fixed timescale to complete the accreditation process
17

Mentoring/supervision
Arrangement will need to be in place so that brokers starting to provide their services –
especially as they begin this work – receive support and monitoring. This may include peer
support as well as professional supervision.
Where there is no one locally who can offer expert guidance, the local support arrangements
may need to be backed up with an additional ‘supporting the supporters’ arrangement provided
by approved sources.
The NBN is able to recommend suitably experienced brokers to act as external mentors and
supervisors if necessary. The role of Action Learning Sets is included in the course programme
and we recommend this approach as an effective peer supervision strategy.

5
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Section 2:

NBN Paperset
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National Brokerage Network
The main roles of a support broker
1. Review, prepare and/or identify indicative costs of creating and implementing
a person centred support plan
2. Assist to develop a vision of a preferred lifestyle using PATH and other
relevant person centred planning tools
3. Clarify the person’s needs and expectations as part of the care managers
assessment eligibility criteria under ‘Fair Access to Care’
4. Identify and apply for funding from all government and non-government
sources
5. Support ‘Fair Access to Care’ appeals process if required
6. Identify and access community resources (inc. social networks)
7. Assist with funding negotiation with commissioners
8. Direct liaison and negotiation with service providers
9. Monitor and evaluate provider services in conjunction with existing monitoring
and regulatory frameworks.
10. Modify existing provider services or develop new ones (inc. recruitment)
11. Mediate and resolve problems (as directed by the person)

7
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Person Specification: Support Broker
What are the Brokers roles?
•
•
•
•
•
•
•
•
•
•
•

Review, prepare and /or identify indicative costs of creating and implementing
a person centred plan
Support the development and sustainability of a personal support network
Identify and apply for funding from all government and non-government
sources
Clarify the person’s needs and expectations as part of the Care Managers
assessment eligibility criteria under ‘Fair Access to Care’
Support ‘Fair Access to Care’ appeals process if required
Assist to develop a vision of a preferred lifestyle using PATH and other
relevant person centred planning tools
Identify and access community resources
Assist with funding negotiation with Council Commissioners
Direct liaison and negotiation with service providers
Arrange and implement plans as directed by the individual, family and
personal support network
Mediate and resolve problems (as directed by the person)

What are a Broker’s Personal Qualities?
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

A passionate belief in basics of human rights and the principles of citizenship
Unconditional acceptance of others
Genuine interest in others
Good listening skills
Sensitive to group dynamics
Being Intuitive
Ability to take a problem solving approach to tasks
Ability to remain objective
Creative
A problem solver
Integrity
Trustworthiness
Reliable
Equanimity in the face of pressure
Personal modesty
Efficient
Resourceful
Self-motivated
Self-sufficient (time management)
Ability to follow through

8
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What is a Broker’s Knowledge Base?
•
•
•
•

•
•
•
•

An understanding of the social and psychological processes through which
people meet essential needs and their capacities
An understanding of legislation, social policies and programmes and their
associated parameters and criteria
Insight into the politics and operational realities of how both funding and
provider organisations work
Awareness of generic community services and support and how they can be
assessed, as well as the other kinds of services and organisations that are
relevant to meeting ‘identified needs’
An understanding of the concept of a ‘personal network’ and its relevance to
the quality of life
A solid understanding of the principles and practice of person centred
planning
Sound general knowledge of the various fields pertinent to the community
living needs of people with disabilities
A strong understanding of the principles, structure and functions of
individualised funding and collective bid writing

What are a Broker’s Practice Skills?
•
•
•
•
•
•
•
•
•
•

•
•
•

Highly developed interpersonal communication skills
Ability to work systematically in collecting and interpreting information about
specific resources
Able to work in a group in ways that are facilitative
Ability to document the planning process and its outcomes in ways which are
precise yet also support vitality and imagination
Bid writing, grant application writing, budget negotiation
Service contracting, monitoring, problem resolution and mediation skills
Community development, strategic planning and facilitation skills
Awareness of roles of ‘enabler and supporter’ and the ability to work within
these roles
Able to liaise and maintain effective working relationships with the relevant
professionals
Ability to assist in developing or broadening an individuals personal network
where this is minimal or non-existent, while also recognising those who might
appropriately be involved
Self directed and be able to prioritise work tasks
A clear understanding of the boundaries of the facilitator’s various roles
Acceptance of the idea that professional ‘power’ can only result from
effectively empowering others while enhancing their status

9
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This is an early example of an NBN
leaflet for you to critique. It’s much
easier to criticise something than
design your own from scratch!
Ask yourself these key questions:
•

Does it tell me what I need to
know?

•

Who is it for?

•

What do I like about it?

•

What would I change?

Annotate all four pages and make
notes about your own ideas so that
you can make sure your own version
is much better than this one….

10

NBN Training Pack

Notes:

Notes:
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Sharing Information Agreement
I give my permission for the National Brokerage
Network to contact my:

Doctor
Local Council

Department for
Work and
Pensions

Social
Care
Services

Housing
Associations

and also:
………………………………………………………………………..
………………………………………………………………………..
I request
that you share information with the
………………………………………………………………………..
I
National Brokerage Network
This request remains active until further notice.
Signed:
Date:
Name:

……………………………………………………………..

Address: …………………………………………………………….
…………………………………………………………………………………………………
Telephone: …………………………………………………………
E-mail: ………………………………………………………………..

12
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NBN Brokerage Referral
Name

Proposed
Broker

NBN1
Care Manager

Contact name:
Address:

Tel and email:
Summary:

Proposed brokerage outcomes:

Key development issues for the brokerage service:

Advocate

Area

Referred by

This is probably the simplest referral
form in the world! We are more
concerned here with your ability to
focus on actual brokerage tasks and
the inevitable development issues
that will need to be addressed.
Referrals can be made by the person
themselves, family members or
friends; or professionals from a wide
range of agencies.
Summary: keep to the basics – this
is not an assessment form eg. ‘Simon
would like to live in his own flat and
move out of the family home. Mum
and dad are fully supportive.’
Proposed brokerage outcomes:
Avoid duplicating other people’s roles
eg. social workers, advocates etc. If
in doubt, go back to the brokers job
description. Always check in with a
colleague to make sure at least one
other person agrees that what you
intend to do is really brokerage.
Key development issues:
This could simply be ‘who is going to
pay or should we do it for free?’
This section makes sure you log
development issues and don’t forget
them.

Signed:

Date:

Signed for NBN:

Date:
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NBN Estimate sheet
Name:

NBN2

Tasks:

Estimate Level:

Hours

Costs

1 (12h-£240) 2 (25h-£500)
3 (70h-£1400) 4 (100h-£2000)
5 (125h-£2500) 6 (150-£3000) 7(over 150/over £3000)

(Prompts: meetings with the person/family/colleagues/other professionals/desk
research/community mapping/person centred planning/preparing the support
plan/negotiation with provider services/circles of support/recruitment of personal
assistants/travel time and expenses/paperwork etc)

TOTALS
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Partnership Working Agreement
Name

Broker

NBN 3

Care Manager

Name:

Name:

Agency:
Address:

Agency:
Address:

Tel and email:

Advocate

Area

Referred by

Tel and email:

Actions agreed:

By Who?

By When?

Keep to three or four tasks – and keep it
SMART (Specific; Measurable; Achievable;
Realistic and Time-bound). It is better to end
up with 3 or 4 agreements following on from
each other than one long complicated one
that is bound to go wrong. You may also need
separate agreements with the person and
each different agency if the tasks require joint
working.

Ad ditional notes:

Signed:

Date:

Signed:

Date:
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Step Plan

NBN Step Plan Summary (KB)
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.
21.
22.
23.
24.
25.
26.
27.
28.
29.
30.
31.
32.
33.
34.
35.
36.
37.

Ready to move on
Rough assessment by social worker
Prioritised – in crisis – provider agency limitations
Agree eligibility with ECC
Broker appointed or
Interview process (3 brokers)
Written agreement with provider and between person and broker
Review PCP
Planning meeting with provider and consultant
Agree section validity and flexibility
Mental Health Tribunal
Update PATH (timed plan agreed)
Determine direct payment/personal trust/third party
agency model
Identify and interview provider agencies if necessary
Help agency with: assessment; introductions etc
Negotiate costings with health trust and local authority based
on need. Team Leader/Care Manager approval gained
Approval withdrawn
ECC negotiations with provider break down
Complaint submission to Steering Group
Letter of apology from Steering Group to KB
New process model agreed by Steering Group
Second choice placement secured
Need for a ‘Partnership Agreement’ pro forma agreed
County Panel approve Care Managers new costings
Transport provided for placement visit by TP
Financial plan written (see pro forma)
Agreement for community option agreed at external
review/CPA
TP to take KB out every fortnight – to increase as appropriate
Living options explored by TP and Care Manager
Brokerage support plan completed
Placement options reviewed
Costs reviewed
Second CPA in June
Placement secured (no earlier than Sept?)
Direct joint support for move – responsibilities agreed
Transition support in place
Reviewed by Care Manager

NBN 4

The Step Plan is a useful tool
drawing on basic project
management skills. You only
really need to use something
like this if the tasks are going to
be very complicated and you
need to be able to predict when
things might start to go wrong.
This is an actual example based
on the case study for KB.
The first task is to create a
random list of all of the tasks
and critical decisions that need
to be made. It’s useful to do this
with a colleague. You note all of
these items on a GANNT chart
(see over the page for an
example). It’s best to use an
excel spread sheet for this
exercise as it’s easy to rearrange the items in priority
order.
When you have a completed
a rough draft of the chart,
identify what has to happen in a
logical chronological order and
cut and paste the revised chart
to match.
The items in bold on KB’s step
plan are critical decision points
that could mean you have to
revise the plan. See if you can
identify these critical points in
your own plan.
Project management skills like
these help you to feel in control
of the process, even if you have
to keep revising the content
steps.

16
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Step Plan – example of a partial first draft.
The shaded areas are added at the point when you are assessing when that
particular task has to be achieved by. Start with any tasks that have fixed dates (eg
in this example the date of the Mental Health Tribunal) and work around them.

Step Plan for KB - first draft
Month 1

Month 2

Month 3

Month 4

Task
Ready to move on
Agree eligibility with ECC
Broker appointed or
Rough assessment by social worker
Interview process (3 brokers)
Written agreement with provider and between person and broker
Prioritised - in crisis - provider agency limitations
Planning meeting with provider and consultant
Review PCP
Mental Health Tribunal
Agree section validity and flexibility
Update PATH (timed plan agreed)

When you have finished this part, you can see at a glance which tasks need to be
prioritised and you can then produce a numbered step plan.
Step Plan for KB - partial second draft
Month 1
1
2
3
4
5
6
7
8
9
10
11
12

Month 2

Month 3

Month 4

R eady to move on
R ough assessment by social worker
Prioritised – in crisis – provider agency limitations
Agree eligibility with ECC
Broker appointed or
Interview process (3 brokers)
W ritten agreement with provider and between person and broker
R eview PCP
Planning meeting with provider and consultant
Agree section validity and flexibility
Mental Health Tribunal
U pdate PATH (timed plan agreed)

KB’s plan covered a period of 16 months in total. When you are working over this
kind of timescale, project management tools are an essential part of the brokers
toolbox.

17
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NBN Individualized Funding and Resource Review

NBN4

Step 1
•

Identify and detail the service(s) and type(s) currently provided

•

Identify the provider(s)

•

Identify the current cost(s).

•

Indicate current funding streams and any split allocation






Step 2
•

Identify any sections of the Mental Health Act which are currently
applicable



Step 3
•

Provide the latest care plan and community care assessment/review
and Care Programme Approach (CPA) if applicable



Step 4
•

Identify current benefit entitlement and current benefits received.



Step 5
•

Identify possible and potential local funding streams:
1.

Local Authority Departments and Specialisms

2.

Primary Care Trust(s)/Clinical Commissioning Group(s)

3.
4.

Personal Health Budgets and GP commissioning
Non-means tested benefits and means tested benefits
eligibility – include potential for
•

Housing / Council Tax Benefit

•

Community Care grant

•

Housing renewal grants

•

Disabled facilities grant

5.

Supporting People

6.

Independent Living Fund (ILF)/Personal Independence Payments

7.

Personal Income/Family income options

8.

Capital available (include mortgage potential, capital from
relatives, compensation etc)

9.

‘Access to work’ contracts

10.

Working Tax Credits

11.

Other grants and funding streams
eg. Funderfinder and web based search engines for local, regional
and national grants/ individual or project grants
















18

NBN Training Pack

Step 6
•

Identify possible and potential national and regional funding streams:
eg
Department of Health; Department of Communities and Local
Government; Department of Business, Innovation and Skills;
Home Department; Department of Culture, Olympics, Media and Sport;
Department for Work and Pensions; Department for Education; Regional
Government Offices



Step 7
•

Identify information resources available to assist the person
eg
Advocates
Financial Assessment and Benefits Advisers (FABA)
Independent Benefit Advisers
Supported Employment Services
Disability Employment Advisers
Mortgage Adviser’s, Shared Ownership Providers
ILF social workers etc.



Step 8
•

Identify funding mechanism options
eg
Direct Payments and Personal Budgets
Individualised Service Agreement
Third Party Trust



Step 9
•

Activity review:
Education
Leisure
Work
Arts
Politics
Environment
Sport
Religion/Spiritual/Philosophical










19
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Support Plans

NBN5

Support Plans have been designed to combine assessment, care
planning and review in a single document, based on best practice in
person centred planning.
The seven criteria for a support plan to be approved
1) What is important to you?
Your support plan should enable someone reading it to be able to
know you –understand who you are (what makes you, you), your
interests (music – what type) and your hopes for the future (dreams
and aspirations). All unique to YOU.
2) What do you want to change/achieve?
The support plan should identify the changes you would like to
make to areas of your life that would improve the overall quality of
your life. They should be realistic, achievable and identify the steps
you will take and the timescale to achieve them.
3) How will you be supported?
What kind of help/support needed not only to ensure safety but to
make changes. WHAT, WHEN & HOW support needed and by
WHOM. Risk Management not risk Avoidance!
4) How will you use your Individual Budget?
Direct or Indirect Payment – plan needs to quantify what support
service will cost for a year and for the next two years
5) How will your support be managed?
Who is going to manage funds and how will payments be made to
pay invoices, salaries, national insurance/tax, plus what
training/supervision will be provided/maintained.
Must reflect an awareness of Discrimination/Employment Law.

20
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6) How will you stay in control?
What decisions will be made by whom? How will they involve me
or demonstrate decisions made in my ‘best Interests’.
7) What are you going to do to make this happen?
Plan should have clear steps to be taken, time for action to be
completed and anticipated outcome towards achieving plan.
WHAT, WHEN, BY WHOM + REVIEW.
(Guidance produced by Realife Trust and the Liberation
Partnership from joint work with Helen Sanderson Associates)
A 1500 mm wall chart version of the support plan process is available
from Helen Sanderson Associates and works well for group planning.
Skills in graphic facilitation are useful to assist individuals and
families to get the best out of this particular format

21
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My Support Plan
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1. What is important to me?
I’ve got a great sense of humour
I like being tidy… see that the toilet role/towels hung up properly!
I like being with people
Watching the world go by
I love teasing people –saying I “don’t like you” when I do really
Going for walks
I like steam rallies and tractors
I eat more when I’m out!
I drink tea at the ARC, not at home
I eat yoghourts at the ARC but not at home
Coca-cola!
See my tapes – lots of film about me and my favourite things.
Come and find out what I do at the ARC – see my book painting, drawing, art, sewing,
physio, message. I like being there with my friends
I don’t like balloons! – but I can ignore them
I don’t like crazy kids – too noisy?? – nothings too noisy!

•

23
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Things I like (with help from my family and friends)
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Good music e.g. church music and Abba, The Seekers, The Nolans, Bill
Haley etc.
Fairground organs fairground rides especially roundabouts and dodgems
Traction engines and traction engine rallies
Trains e.g. loves going to Marks Tey station to watch trains and also to travel
on them to Sudbury
Car rides especially to Bressingham, Thursford, Southend and Walton
Trips to airports to watch planes taking off and landing at Stansted and
Andrewsfield
Going out with Mike anywhere on Saturdays to Shops Car Wash –anywhere !
Watching people / children at fetes parties etc
Playing his audio tapes
TV and Videos – Fawlty Towers Dads Army Keeping up Appearances Sound
of Music are some of his favourites
His Community Resource Centre with all his friends there
Doing jigsaw puzzles – he has at least 30 of 25 to 40 pieces- dominoes
Swimming sessions at hydrotherapy at Broomfield Hospital with Barbara and
Carole
His special carers who come every evening from 8-10 p.m. to bath massage
and exercise him Pauline Andrew Lindsey Edmond and Dave

My parents say:
Adrian has a good sense of humour and likes people.
He is easily frightened by loud noises e.g. balloons and loud pop music. He gets
upset and feels insecure. He can be moody if he is missing his friends from the
centre
Adrian has always been difficult with his food which is no bad thing now because of
keeping his weight down.
He likes:Chicken, ham, sausages, turkey, tuna and bacon usually cut up onto small pieces
Apples - Fugi or Pink Lady are crisp sweet apples not too acidic cut up into small
pieces
He will eat a small amount of chips, potatoes and vegetables
He likes Carrs water biscuits, melts, bread sticks, digestive biscuits, toast, crisps,
nuts, dry cornflakes
He drinks Robinsons orange squash, diet coke and port and lemonade!
Cold drinks mainly – strawberry build-up and 2 teaspoonfuls of Haliborange
Multivitamin liquid once a day every day

24
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2

What I want to achieve

Getting my own personal assistants(s) to enable me to do the things my Mum and
Dad wrote on the list we shared with Trudi, Diane, Jenny and the others at the
review meeting.
To have a Direct Payment and manage my own support staff with Realife Trust or
other agency
I want to keep going to the ARC when I want to and use the toilet when I need to.
I want to get out more so maybe I could get my own wheelchair accessible car
through motorbility?
Get more involved with my brother and sister in law – with a view to in sharing our
lives the future and maybe building a place for me here at home next to the main
house
Holiday ideas
•
•
•
•
•
•
•
•
•

Used to go away
I can feel a bit unsettled in a strange place
Going out for days
15 year since Mum and Dad went away – so complicated…
Cottage + bungalow breaks would be nice
Homely places – with people I know…
Bressingham?
Southend?
Barleylands?

Mike helps me through ‘Rescu’ at the weekend –
that should go on
Listening is my favourite – using my tapes in the
evening
Membership of health club would be nice, maybe.

25
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3

Monday

Support hours
Tuesday

Support hours
Wednesday

Support hours
Thursday

Support hours
Friday

Support hours
Saturday

Support hours
Sunday

Support hours

How I will be supported
Morning (7 am to1pm)

Afternoon (1pm to 6pm)

Mum or Dad wake me up
and a personal assistant or
community support to get
me up, washed, ready
Get my own mobility car or
get ARC transport to pick
me up around 9am
From about 9.30 My
personal assistant and staff
at the ARC help me do
activities that include my
physio exercises, going
down town, going places in
my car.
3
Mum and Dad, personal
assistant and community
support
3
Mum and Dad, personal
assistant and community
support
3
Mum and Dad, personal
assistant and community
support
3
Personal assistant or
community support
Barbara at Hydrotherapy
3
Mum, Dad and community
support
Mike from Rescu – a
volunteer and friend
2
Mum, Dad and community
support or my personal
assistant
Mike from Rescu if he’s not
been round on Saturday

Personal assistant and
Staff at the ARC. Home
about 4pm in my car or
the ARC transport if not

2

2
Personal assistant and
community support
Robin fron Inclusion
2
Personal assistant and
community support
People at Noahs
2
Personal assistant or
community support
Staff at the ARC
2
Personal assistant or
community support
Staff at the ARC
2
Family

Family

Evening (6pm to 11pm)
and overnight
Mum and Dad, Andrew
and Cora if they are
around for tea-time.
Personal assistant or
community support staff
for the bedtime routine

2
Mum, Dad, and
community support
2
Mum, Dad and
community support
2
Mum, Dad and
community support
2
Mum, Dad and
community support
2
Mum, Dad and
community support

2
Mum, Dad and
community support

2
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The kind of people I’d like to support me
I want people I can rely on – like the ones that come in from Community Support in
Chelmsford. I don’t want to lose the people who support me at the moment. Maybe
they would work more hours for me if I paid them myself.
I get two hours support in the mornings and evenings during the week but I need to
have my own support every day, especially now that my health is getting worse and I
need more help.
I need my own personal assistants to help me do the things I need and want to do
during the week – help with travel, going to hydrotherapy, personal care when I need
it during the day.
I will need more support over the weekend so I can be more independent from my
Mum and Dad. My Brother and Sister in law are thinking about being around to help
a lot more but I still want to have my own support and be as independent as I can.

Night time support
I get 2 hours in the evening now but may need more if my health gets worse
I sometimes wake up 5 times a night…I may need help at night too.

Specialist support
Physio/hydrotherapist helps to keep me active. I want to do more in the pool with
help from my personal assistant when the have been trained.

How to support me well
Talk to me and re-assure me
Look at me – make me feel you are there for me
If I get frightened I can get naughty but not cross… but only when I’m in house
Barbara at hydrotherapy – she earned my trust. I’d like to do more in the pool
I want someone to help who I trust as a co worker.
If my PA worked with the hydrotherapist, they old train with the physio – then we
can go other places
Barbara can show people to handle me so I feel safe without a hoist at the hydro
pool.
I like to know what’s going to happen next
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Talking about what’s next – tick things off monthly
Feel a bit insecure until I get used to new things
I like to feel secure
Give me quiet encouragement.
I like a bath every evening
Do not tip me up in my chair – tip me backwards

Looking after myself
I’m OK if you make me feel safe
I need help to do most physical jobs for myself
Never tip me forwards in my wheelchair – it makes me feel frightened.

In the bathroom
We use the bathroom at home with one person using the hoist or sometimes the
chair. When I’m out I sometimes just use the bottle.

In the Kitchen
I used to make sandwiches and help out a bit. I have also set the tables in the café
at the ARC.
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4

How I will use my individual budget

The money I need each week
Personal assistant for 29 hours a week
@ £11.20 per hour (agency rate)

£324.80

Direct Payments

Community support for 14 hours a week
@ £10.30 per hour

£144.20

ECC

Mike’s petrol money

£10.00

Community

Cost of still going to the Resource Centre

£100

ECC

Car

(£5500)

DP and community

Holiday

£20

Community

Andrew and Cora

£0

Community

Mum and Dad

£0

Community

Robin from Inclusion

£0

ESF

Chris and Krista (Social work students)

£0

Grants

Kerstin at Realife (paperwork)

£0

Grants

Barbara at Hydro
TOTAL

£0
Health
£599 a week
£31148 a year
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5

How my support will be managed

My support comes from the community support team in Chelmsford for about 4
hours a day at the moment. Mum and Dad still do a lot for me too.
It would be good if I had a personal assistant to help me whenever I need it.
I used to have a direct payment but there were problems with all the paperwork and
finding people to work for me. Mum and Dad tried to sort it out but it was too much.
We all think it’s a good idea to try it again but have the employment paperwork
managed by another agency like Realife Trust, PASS or Home Care Direct.
I still want to go to the ARC in Saffron Walden, so I want some help from staff there
too.
Tony Phillips of Realife Trust is working as my support broker to help me get a
personal assistant. They said they would sort out the paper work to help out. Mt
Dad, my brother and Tony the Broker will set up a ‘User Trust’ for me to manage the
money properly. Dad will do the paperwork because he used to be an accountant.
Mike from Rescu takes me out sometimes at the weekend as a volunteer
Barbara gives me hydrotherapy
I want support that can stay with me as my health gets worse and help me to make
the most of my life.
I want to choose who works for me and what they do.
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6

How I control my own life

Talk to me and ask me – make sure I know what’s going on
Don’t make me feel unsafe or I might have to get a bit cross
My family are very close and Mum, Dad, Brother and sister in law all help out a lot
and know me well.
I get to trust people and then let them suggest things I might like to try.

Around the house
I like to sort out my tapes and listen to them on my own.
I’ve got my own chair but maybe we need a new one with separate leg controls.
I like to watch tapes and TV programmes too

Outside
I like to sit and watch the world go by and get out and do all the things on my list of
things I like

In the car
I like being in the front and could really do with my own car that’s easy to get in or
out of – maybe one that can take a wheelchair

Eating
My food is chopped up small enough so I can manage it myself

At night
I like to have a bath every night. I sometimes wake up a lot at
night and need to get comfortable again.

Being on my own
I don’t mind being on my own sometimes but I do like to know
someone is around and I know where they are.
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7

What we are going to do to make this
happen

Action

Who

When

Sort out the ‘User Trust’

Dad, Andrew
and Tony with
the solicitor

End March 2006

Check out all the paperwork
and legal arrangements

Dad and Tony

End March 2006

Recruit two PA’s

Realife/Rescu

7th April 2006

Sort out the hoist
at the day centre

Mary the Occupational
Therapist

24th March 2006

Negotiate with the
Day Centre for my
PA’s to come with me

Dad and Mum
with help from
the broker

16th March 2006

Sort out the money with
Social Services

Social worker with
help from the Individual
Budgets pilot team

24th March 2006

Arrange a holiday

Mike from Rescu and
my PA’s

End July 2006

Get Social Services to review
How it’s all going

Social worker and the
Team at the Day Centre

End June 2006

This plan has been put together by Dad and Mum with help from the broker, staff at
the day centre, the social worker, the occupational therapist, the consultant doctor,
the physiotherapist; Mike from Rescu and the Family Carers Support Worker.
Everyone agreed it was best to put it in my own words even though I don’t talk very
much so that everyone knows it is my plan.
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NBN6

Quality Matrix – a user’s guide
Quality monitoring at the grass roots
Quality monitoring sounds like a management activity but it should be
the responsibility of everyone involved in the business of supporting a
person to live the life of their choice. The quality matrix helps to focus
each person unique choices and preferences. Most importantly, it can
help to let everyone see that things are getting better (celebrate)! or
worse (do something about it!) over time. Even if the circumstances are
very difficult at any one time, there will always be at least one of the
chosen quality areas that we can concentrate on.
Identify the person’s specific likes and dislikes.
If you are already using sensitive person centred planning, this will be
easier. If not, check out what works and what does not work with the
person themselves and a wide range of friends and supporters.
Write a varied range of possible high quality outcomes in the – ‘getting
better’ columns.
Write the reverse side of those outcomes in the ‘getting worse’ column –
but make sure it’s also a quality judgement ie. in the example it say ‘with
my friend’ and the exact reverse would be ‘not with my friend’ but the
persons real issue was not ‘being in a big group’.
Even ‘reverse’ quality is useful to identify and shows you are listening…
For Andy S….
Getting
Worse
Being in a big
group
No time to just
sit

Date 9/3/06
Getting better
1

x
2

3

4

5

6

7

With my friend

1

2

3

4

5
x

6

7

Time to ‘hang out’
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Getting an overview
When you’ve scored each quality measure, look at where the ‘average’
line bites. If things are generally good but some things are dreadful,
take action on those things straight away. If things are generally
depressing take action on at least two….OK….even ONE item that you
could all do something about now.
For Andy S…..

Date 9/3/06

Getting Worse
Being in a big
group
No time to just
sit
Being touched
without asking
Not getting out
much
Being told
what to do…

Getting better
1

2
x

3

4

5

6

7

With my friend

1

2

3

4

5

x

6

7

Time to ‘hang out’

1

2

3

4

5

6

7

When I ask you to…

1

2

x
3

4

5

6

7

1

x
2

3

4

5

6

7

Saturday night + Wednesday
evening
Talking it over….

x

Getting better…..
Repeat the exercise every time you have supervision and/or every time
you sit down to think through what’s going on Do this one way or the
other every month if thing are going generally well and as often as you
can if things are going badly. Remember to change the quality
measures when it becomes obvious that the person’s choices and
preferences have moved on…
Getting inclusive….
Use it yourself as part of your own personal and professional
development. What does it feel like to have your personal choices and
preferences taken seriously?
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Name:

date: 3/6/09

Andy S

Getting worse

Getting better

Being in a big
group

1

2

3

4

5

6

7

With my friend

No time to just
sit

1

2

3

4

5

6

7

Time to ‘hang out’

Being touched
without asking

1

2

3

4

5

6

7

When I ask you to…

Not getting out
much

1

2

3

4

5

6

7

Saturday night +
Wednesday evening

Being told what
to do…

1

2

3

4

5

6

7

Talking it over….

Having no
money

1

2

3

4

5

6

7

Earning my wages

Only on
benefits

1

2

3

4

5

6

7

Proper rate for The job

Going
everywhere by
bus

1

2

3

4

5

6

7

Me + my wheelchair
out + about

1

2

3

4

5

6

7

Somewhere sunny!

1

2

3

4

5

6

7

Place of my own!

x

Go on holidays
Stay at the
hotel

Signed (staff)………………..

Date……………..
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NBN7

Broker Evaluation Form - How Did We Do?

yes

ok

no

Were we friendly and helpful when
you contacted us?

yes

ok

no

Did your broker call you within 2
days of getting your referral?

yes

ok

no

yes

ok

no

yes

ok

no

Did your broker work well with the
people important to you?

Do you feel your broker helped you?
How happy were you with your
broker?
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Section 3:

NBN Finance
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Individualised funding - Citizenship Model

Community
25%

Grants
10%
All other
Government
Departments
15%

Department
of Health
50%

Costing Support Brokerage
Support brokerage provides clear cost effectiveness where the
person wants CHANGE and is able to take RESPONSIBILITY
either themselves, with external support (family/friends) or
through the setting up of a third party trust.
In these scenarios, it is possible to broadly estimate cost and
time based on a range of planning options including the
completion of a standard support plan (HSA Associates
model), ‘PATH’ action planning exercise, the ‘Step’ plan that
forms part of the broker project paperset and many other
similar known interventions. These time-bound, personspecific tasks are captured on the broker project’s ‘partnership
agreement’ pro formas, signed by all involved agencies and
individuals.
Where the Change-Responsibility balance is loaded toward
the need for change with no clear lines of responsibility
(eg. the person is on a Mental Health Act section; is wrongly
placed or is in family crisis or other difficulty), the broker’s role
will be heavily loaded with facilitation, mediation and person
centred planning roles.
The basis for these costings comes from analysis of the
‘In Control’/Essex Brokerage Pilot (Feb 2004-June 2005) with
updates from the 2006 ‘Individualised Budget’ project work on
the role of support planning. Though the hourly rate suggested
at £20 has not changed since 2006, brokerage practice since
then to todays date continues to endorse the following broad
scenarios and as such provide a useful minimum-maximum
guide for disabled people, older people, family carers and
service managers who wish to commission brokerage support.
The diagram in fig 1 suggests 7 cost scenarios where section
one represents a person able to take full responsibility and
section 7 describes a person who whilst desperately wanting
to make changes is seen by Health or Social Care systems as
a high risk and currently living in a highly specialised service
environment.
As brokerage services mature in both quality and cost
effectiveness, it is possible to categorise cost scenarios 1-4
as aspects of Information, Advice and Guidance (IAG) and
scenarios 5-7 as more complex individual case work.
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1:

Simple planning and information centred work (support plan)
est £250 (12.5 hours @ £20 ph)

2:

Simple planning and task centred work
est £500 (25 hours @ £20 ph)

3:

Extended planning and task centred work
est £1400 (70 hours @ £20 ph)

4:

Complex planning and task centred work
est £2000 (100 hours @ £20 ph)

5:

Detailed facilitation, profiling, planning and task centred work
est £2500 (125 hours @ £20 ph)

6:

Extended facilitation, profiling, planning
est £3000 and task centred work (150 hours @ £20 ph)

7:

Complex facilitation, profiling, planning and task centred
work inc. provider development
est £3000-£5000 (over 150 hours @ £20 ph)

fig.1

7

6

5 1 2

CHANGE

3

4

RESPONSIBILITY

The importance of this approach is to ensure that the benefits
of self-directed support are extended to people whose
personal responsibility if strictly limited. The research period
from 2004-7 and practice since then has clearly demonstrated
the effectiveness of the brokerage functions in supporting
people with both simple and highly complex needs.
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The following descriptions are based an amalgamated case
studies.
Scenario 7: relates to people in long term residential or
hospital settings (possibly under section) or people in extreme
crisis or long term misplacement situations. The pilot project
has shown how complicated every step of the planning
process can be where funding mechanisms and professional
responsibilities are acknowledged to be working against the
best interests of the person.
Scenario 6: relates to a person who has been misplaced,
subject to complaint procedures against the current service
provider or commissioning body or where the process of
awarding a support contract appears to be contrary to best
practice and against the interests of that person. In addition,
there will be no clear agreement between all stakeholders
around the key issues and ways forward.
Scenario 5: relates to a person who is unable to express their
choices and opinions without interpretation by a trusted and
sensitive third party. The evidence for particular nonnegotiables, preferences and desirables (see Essential
Lifestyle Planning) has to be collated and agreement secured
from at least two independent sources.
Scenario 4: relates to a person who is clear about what they
don’t want, there is already broad agreement by all
stakeholders, and a clear but complicated project management
role is required to ensure success.
Scenario 3: relates to a person who wants some help clarifying
how they would like their assessed needs to be met, has been
able to communicate this to a ‘broker’ (or other relevant person)
and has broad agreement from other relevant stakeholders, and
needs a clear set of actions to achieve those outcomes
Scenario 2: relates to a person who knows what they want,
has been able to communicate this to a ‘broker’ (or other
relevant person) and has broad agreement from other relevant
stakeholders, has a clear set of actions to achieve those
outcomes and is asking for some support to implement the
plan
Scenario 1: relates to a person who knows how their
assessed needs should be met and requires support in terms
of clear information and direct support to achieve short term
outcomes.
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The Broker Role
The National Brokerage Network promotes the idea that
brokerage should not become a restrictive profession but
should remain open to both voluntary and paid brokers who
may well be service users themselves; family members,
community members; staff from provider agencies or full and
part-time ‘professional’ Support Brokers.
Voluntary and paid brokers will require the back up of a local
‘hub’ agency to ensure they have effective supervision,
support and back-up, training and development, updateable
information sources and access to specialist input where the
tasks are more complex.
Local ‘Hub’ Agencies
These hub agencies need to be rooted in a community defined
(in general terms) as being within a 30 minute drive of the
officeoffice base. They can be Centres for Independent Living,
Advocacy agencies, regional offices of larger voluntary
agencies, community development agencies or any other
locally based agency that agrees to develop the additional
information systems, secondment/employment/volunteer
support systems and funding services that are essential for an
effective brokerage service.
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Brokerage ‘hub’ agencies – an introduction
The real challenge for support brokers was not the pilot
phase from 2004-7. It is the operational phase when an
estimated 50% of all local authority service users take up
the offer of personal budgets. The real danger is in ending
up with organisations that are little better than current local
authorities and ‘corporate’ private and voluntary agency
providers in ensuring service users run the show.
The concept of community hub agencies is not new but is
relatively underdeveloped in the health and social care
sector. Sustainable development that recognises the
contribution of local people, families and groups
(co-production as it has become known) is essential if self
directed support is to become the norm for the next
generation.
Background information
The operational principles for a hub agency are:
• Geographical equity – local accessibility based on
sensible journey times; email and web access.
(Suggestion of 20 minute drive in any direction as the
operational assumption per hub)
• For everyone – older people; disabled people; young
people.
• Development agency functions – external funding
bids; meeting space; shared office space; social
enterprise start-ups and full range of community
development services
• Adoption of IAG (Information, Advice and Guidance)
model and quality systems
• Governance by people who use the services as a
not-for-profit community interest company (recommended)
or company ltd by guarantee or Industrial and Provident
Society or combination registered charity and co. ltd by
guarantee model
• Enhanced ‘Centre for Independent Living’ and User led
organisation (ULO) model to build on existing best practice
• Preference for investment in an existing, credible
organisation that is willing to take on enhanced roles in
each locality
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Proposed Model
In adopting a Hub / enhanced ULO / Satellite model (See
Appendix 1). Governance will be provided by a board of
directors/trustees. This group will oversee the organisation,
making sure it fulfils its mission, lives up to its values and
remains viable for the future.
To do this, the board will set up a variety of systems to
control and monitor the organisation’s activity. It will make
decisions along the way, altering the systems as needed.
In doing this, the board carries out governance.
This will be carried out as follows:
Set and maintain vision, mission and values
The trustee board is responsible for establishing the
essential purpose or mission of the organisation. They are
also responsible for guarding its vision and values.
Develop strategy
Together, the board and chief executive officer develop
long-term strategy. Meeting agendas reflect the key points
of the strategy to keep the organisation on track.
Establish and monitor policies
The trustee board creates policies to govern organisational
activity. These cover:
•
•
•
•

Guidance for staff
Systems for reporting and monitoring
An ethical framework for everyone connected
with the organisation
Conduct of trustees and board business

Set up employment procedures
The trustee board creates comprehensive, fair and legal
personnel policies. These protect the organisation and
those who work for it. They cover:
•
•
•
•
•

Recruitment
Support
Appraisal
Remuneration
Discipline
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Ensure compliance with governing document
The governing document is the rulebook for the
organisation. The board makes sure it is followed. In
particular, the organisation's activities must comply with
its constitutional and/or charitable objectives.

Ensure accountability
The board should ensure that the organisation is
accountable as required by law to:
•
•
•
•

the Charity Commission
the Inland Revenue
Customs and Excise
the Registrar of Companies

The board also needs to make certain that the
organisation is accountable to grantors, beneficiaries,
staff, volunteers, and the general public. This means
publishing annual reports and accounts and
communicating effectively.
Ensure compliance with the law
The board is responsible for making sure that all the
organisation's activities are legal (including relevant CRB
checking, Children’s Act duties and ‘prevention of
vulnerable adults’ (POVA) best practice
Maintain proper fiscal oversight
The board is responsible for effectively managing the
organisation's resources so it can meet its charitable
objectives. It:
•
•
•
•
•
•
•

Secures sufficient resources to fulfil the mission
Monitors spending
Approves the annual financial statement and budget
Provides insurance to protect the organisation from liability
Seeks to minimise risk
Participates in fundraising (in some organisations)
Ensures legal compliance
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Select, manage and support the chief executive
The board creates policy covering the employment of the
chief executive. It selects and supports the chief
executive and reviews their performance.
Respect the role of staff
The board will recognise and respects the domain of staff
responsibility. At the same time, it will create policies to
guide staff activities and safeguard the interests of the
organisation.

Maintain effective board performance
The board will keep its own house in order. Taking steps
to establish:
•
•
•
•
•
•
•

Productive meetings
High standards of trustee conduct
Effective committees with adequate resources
Development activities
Recruitment and induction processes
Regular performance reviews
Partnership with consultants where necessary

Promote the organisation
Through its own behaviour, governance oversight and
activities on behalf of the organisation the governing
Board will enhance and protect the reputation of its
organisation. Board members must strive to be good
ambassadors for the organisation.
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Outline Operational Model

£
£

£
£

£

£
£

£

Local
Authority

£
£

Central
Development
Agency

£

£

£

£
£

£

£

Satellite Units
inc. libraries,
Citizen Advice
Bureaux, CVS

£

Hub/ULO

£
Direct control by individual budget users at board level
Contractual obligation to provide core support and development
services
Central Development Agency board roles appointed by local
hubs/User Led Organisation’s (ULO)
Local hub hosted by existing key partner agency

£
£

Eternal funding and community development capacity

Single source commissioning
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National Brokerage Network
e-information sources
On brokerage and self-determination
www.nationalbrokeragenetwork.org.uk
www.individualbudgets.csip.org.uk
www.in-control.org.uk
www.shop4support.com
www.ndt.org.uk
www.sds4me.org.uk
www.self-determined.org (USA)
www.self-determination.com (USA)
On inclusion and person centred planning
www.inclusion.ac.uk
www.inclusion.com
www.inclusion.org
www.circlesnetwork.org.uk
www.paradigm-uk.org
www.ndt.org.uk
www.helensandersonassociates.co.uk
www.realife.org.uk
On housing:
www.housingandsupport.org.uk
www.housingoptions.co.uk
www.housingcorp.gov.uk
www.housing.org.uk
On disability rights, social care and health services:
www.csip.org.uk
www.paradigm-uk.org
www.valuingpeople.gov.uk
www.learningdisabilities.org.uk
www.viauk.org
www.disabilitynow.org.uk
www.radar.org.uk
www.skill.org.uk
www.bild.org.uk
www.disabilityaction.org
www.officefordisability.gov.uk
www.socialcaredirect.org
www.patient.co.uk
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On benefits:
www.dwp.gov.uk
www.adviceguide.org.uk
www.entitledto.co.uk
www.disabilitybenefits.co.uk
On employment:
www.direct.gov.uk
www.shaw-trust.org.uk
www.abilitynet.org.uk
www.dwp.gov.uk
www.employers-forum.co.uk
www.jobcentreplus.gov.uk
www.drc-gb.org
www.socialenterprise.org.uk
www.setas.co.uk
www.sel.org.uk
www.sbs.gov.uk/socialenterprise
www.socialfirms.co.uk
On funding:
www.governmentfunding.org.uk
www.access-funds.co.uk
www.cafonline.org
www.fundraising.co.uk
www.icfm.org.uk
www.grantsonline.org.uk
On all Cross-Government and community matters
www.direct.gov.uk
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