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Somerset Independent Living Centre (SILC) Highlight Report

	Business and Performance Information  
	Reporting Period
	Commissioning Lead

	
	1 December 2023 – 30 January 2024 

QPRM submissions from the Wellington, Yeovil and Shepton ILCs enclosed
	Nigel Pluckrose & Jules Bellew

	

Operational Performance and  Outcomes


	Demand for SILC appointments continues to grow, with the expected slight dip in demand during the December period.  The graph below shows demand from March 2023 with on-going upward trend.



Ask Sara topic reports for 2023 indicate the most requested topics which continue to be showing and bathing.  There continues to be an increase in Ask Sara ‘hits’, with the majority of referrals being directed from  www.somerset.gov.uk/equipment
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Areas of good practice

Yeovil - Feedback demonstrating a person-centred service offering relevant and appropriate advice and information.

Shepton - Large amount of high-quality statutory assessments being completed by the team, primarily in SILC, but also at home – primarily housing options assessments at home, but some general assessments also for people who really can’t attend the centre

Wellington - high number of these housing assessment referrals and will be allocating a specific day for Housing.  Rural outreach well received in the Dulverton community and now manned by a permanent OT, currently on a weekly basis.

Approximate waiting time for appointments (weeks):  Shepton 2/3, Wellington 4/5, 3/4.  Demand for Wellington due to number appointments also from Sedgemoor area where no SILC Service currently exists.

Some non-attendance despite reminder calls the day before.  There has been poor weather floods/ice/wind which contribute to people cancelling / rebooking.

Customer feedback for the service continues to be very good with 93 feedback forms completed for the period with customers rating the service 4.83 out of 5 (80 people scoring 5 out of 5).  

“The visit to SILC was wonderful  so helpful and informative.  The help and knowledge was so nicely presented to me. Care and consideration to my personal needs was so kindly shown  cannot say thank u enough..”

“Very professional, good examples of care, very approachable, great experience”
  
Areas for development

Requirement for risk assessments around bed levers and other bed equipment has meant a considerable increase in the time assessment paperwork is taking.

Ongoing problems with the SILC outlook calendar, this has been escalated to ICT to fix immediate problem and consider future alternative.

The Adult Social Care TEC offer will be available in all SILCs, allowing staff to demonstrate all items on the catalogue and prescribe directly where appropriate.  This will be supported with appropriate training from Claire Collett, TEC OT.

The financial emergency has impacted the property element of the SILC Service.  The 1st floor of the Shepton SILC building is currently closed to staff and the heating at Yeovil SILC has been reduced impacting staff and customers – this is being addressed. 

Workforce:  Positive reports of good morale in all SILC Teams.  There are no significant staffing issues.  Over the winter period there was some sickness as expected, but teams were able to continue to deliver a high-quality service with managed disruption.  Training completed includes deafblind, Oliver McGowan and first aid.  Further detail available on the individual SILC QPRMs. 

Appointment data
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Heat map below indicated where individuals are travelling from for their appointments
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Reasons for visiting the SILCs
[image: ]
Outcomes:-

Delay/prevention of Home Care Hours:
· SILC intervention was projected to delay the need for/an increase in home care services in 16% of attendees the period Dec23-Jan24
· Projected home care hours delayed in period Dec23 – Jan24 (per week): 168 Hours
· Cost of projected home care hours delayed per week : £3722


Follow up required:-
Only 12% of clients required a follow up home visit, this would include those needing major adaptations. 


Prevention: -
A visit to a SILC during Dec23- Jan24 was asssessed as preventing:
72 visits to A&E/Minor injurues 
49 preventions of Informal carer breakdown 
42 people having go move home

Both Detailed QPRM’s for Shepton, Wellington and Yeovil are listed below:-
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	RAG Status and Trend
	
Reason for Red / Amber

	Previous Period
	Current Period
	Forecasted direction
	

	
	
	
⇨

	Both ILC’s are still developing their specific service offer and should be aligned to the ASC OT restructure implementation phase 1.





	Milestone
	Date
	RAG

	The opening of the Somerset Academy is delayed due to the sensitivity of the site (listed Building) - awaiting ASC involvement into the project. 
	June 2024
	

	The Appointment of SILC staff is ongoing but is gaining momentum and new interest.  Most OT & OTA Posts could be filled in the next quarter. 
	May 2024
	

	To confirm the possible Taunton ILC, offer versus Wellington 
	June 2024
	

	To secure the ongoing funding for the SILC Model 
	June 2024
	

	To investigate the Bridgwater Library as a distinct ILC interim measure for 2024/25
	June 2024
	



	Key progress over this quarter

	· The booking process had improved but still needs to be reviewed due to calendar issues 
· The Data reporting has been inconsistent to populate the monthly QPRMs, due to a lack of technical resources, but is now supported by a summary quarterly reporting
· The SILC sessions offered are increasing and supporting the neighbourhood waiting list reduction
· Continue to receive lots of positive feedback from visitors to the Centres
· The TEC offer is starting to unfold with all the SILCs



	Focus for the next quarter

	
· To consolidate the funding stream for the SILCs going (via the ‘Better Care Fund’) as part of the newly forming slimline/leaner Council. 
· To review the Sensory Loss, offer and staffing as part of the TEC developments. 
· Developing the preventative offer, aligned to Brave AI, the ARF Bid and Neighbourhoods
· To review progress made with the ILC Health OT Practitioner offer P




	Risks and Issues - Include all New, Red or Deteriorating

	R/I
	Description
	Impact
	Action / Mitigation
	Owner
	RAG

	

Risk 
	To ensure that the corporate property portfolio and financial decisions align with the future Taunton and Bridgwater ILC needs (The West Side)
	It will destabilise the evolving OT Service and prevention focus across the County; and for the future. 
	The ILC OT in Wellington is now starting to progress and align its Service offer with Shepton and Yeovil.  
	Nigel Pluckrose
	




		
Somerset Direct SILC assessment requests by Month


44986	45017	45047	45078	45108	45139	45170	45200	45231	45261	45292	69	79	74	125	138	153	145	136	205	152	190	
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Medequip - Manage At Home October | November Variance

New Visitors 138
Repeat Visitors 2

Total Visitors 147

Reports Completed 63 down 15%
Total Users/Reports 3%

Total Entrances 181

Total Bounces 14 down 17%
Bounce Rate 8%
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Somerset Independent Living Centres (SILCs) 

Quality and Performance Review Meeting (QPRM) 

		Operational Report



		Service Area

		Somerset Independent Living Centres (SILC) in Shepton Mallet 

		Date

		1st December 2023 – 24th January 2024



		Service Manager’s Name

		Andrea Laker 



		Quality of Practice 
(highlight areas of good practice and areas for development, quality assurance findings, actions identified, consider identity and diversity)



		Areas of good practice:

Waiting time for appointment currently less than 2 weeks; since Yeovil has opened, we are able again to offer very timely assessments.

Large amount of high-quality statutory assessments being completed by the team, primarily in SILC, but also at home – primarily housing options assessments at home, but some general assessments also for people who really can’t attend the centre – these will be handed to the neighbourhood team once they have their own OTAs.

OTA waiting list reducing – currently 13 on the list, dating from September 2023.

Sensory loss waiting list also reducing as Liz becoming more experienced and has more time away from SILC assessments – currently 9 on the waiting list, waiting from the middle of November.

Neighbourhood OT waiting list also reducing, SILC OT Donna contributing to this by completing the more complex housing options assessments.

The team continue to receive formal compliments from satisfied clients as well as via the feedback form in SILC – 4.92 out of 5 average rating.

Areas for development:

We have had a larger than normal number of appointments cancelled or not being booked in this period, particularly since Xmas. This has primarily been due to client illness, though floods, storms and icy conditions have also had an effect.

Requirement for risk assessments around bed levers and other bed equipment has meant a considerable increase in the time assessment paperwork is taking.

We continue to have problems with some of the booking calendars & Julian Bellew has now escalated our long outstanding ticket with IT to develop our replacement.

Power BI reports are starting to work again, though still some glitches to iron out. Some sensory loss reports starting to become available.



		SILC Key Performance Information 
(focus on trends, exceptions and proposed interventions)



		Power BI reports:



Client data:
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Noticeably less clients now coming from South Somerset, but some still from the far west of the county (27%), presumably due to higher appointment waiting times.



Number of SILC assessments:

54

N.B. SILC was closed for 10 days over Xmas & 1 further day closure due to staff sickness.



Did not attend:

16 (22%)

This is higher than usual and all staff have noticed more cancellations over the past month or so, primarily due to client illness.



Home visits:

25

(could be follow-ups or new assessments)



Phone assessments:

6

(primarily CVI registrations)



Total team assessments & follow-ups:

85



**Given the Xmas break and annual leave etc, this is a really good number of assessments completed by the team.



Referral reason for SILC assessment:
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General assessment and bathing as always are the main referral reason for needing an assessment; however, housing/re-housing is now featuring more prominently, as had been felt anecdotally by staff.



Outcomes:
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Follow up required?:
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Very few clients continue to require any follow-up by the SILC team.

Several home visit follow-ups were made by the APOT to one of her own clients who required 3 manual handling visits in 1 week, so this number would not normally be this high.

Over this time, 0 onward referrals were made to an OT waiting list, an excellent achievement.



Services provided:
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As usual, advice & info and funded equipment are what we provide most of.



What we feel we’ve prevented:
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Informal carer breakdown now starting to feature more prominently in this measure.



		SILC Workforce 
(workloads, starters, leavers, sickness, morale, CPD)



		Caroline, our sensory loss SW had surgery in December and is signed off until the middle of February; her recovery is reportedly going well. This has had a knock on to our other sensory loss workers.

Most of the team took leave over Xmas/New Year and this has had a positive impact on morale and energy levels.

One week of staff sickness resulted in having to cancel 1 day of appointments as no other cover.

Quite a lot of staff training has had an impact on home visits, though SILC assessments not affected.

Donna, OT, has now been with us for nearly 4 months and is completing both SILC assessments and OT home assessments from the neighbourhood waiting list. She is also taking more responsibility in the centre and has started triaging the worklist when Andrea isn’t available, also ensuring the team always have OT support when Andrea not around. The team are finding this extremely valuable, as is Andrea.

Several of the team completed Level 3 deafblind training this week, which was excellent. Much of the team have also now completed the Oliver McGowan training, all felt this was very beneficial and very well delivered.





		[bookmark: _Hlk117146775]SILC Feedback (from individuals, carers, families who have visited and/or been probed a SILC service) 
(complaints, compliments, evaluations and outcomes) 	



		Via ASC feedback form for Kate Wareham OTA:

“Appointment came quickly, we were seen on time, we were treated professionally and with care.
Communication since our Appointment has been brilliant via email and phone.
The service is 10/10 and a gold star should be awarded.
Hopefully our housing association could follow suit, from good to excellent.”



Via e-mail for Andrea Laker APOT:

“Hi Andrea. Thanks so much for all your help and support yesterday.  All the equipment will be so helpful to me and so thanks for making me feel better!  …….. Thanks again for your advice and knowledge and helping me to stay independent!”

Verbally for Kate Wareham OTA:

“Kate has been very helpful and very understanding about my situation.

Cheered me up a little and helped a lot.

Hope you help a lot more people and I really appreciate everything you have done to help me get back to work, mobile again and getting my bed.

Happy with all the work you have done for me.”

Via ASC feedback form for Jamie Lewis OTA:

“Help way beyond the original reason for information, and in a most friendly manner”

We continue to seek anonymous feedback via the feedback form on the tablet in SILC:

277 forms received to date, 4.92 out of 5 average rating

Comments include:

“very nice lady Liz took time to work out what might be useful”

“built a good rapport with my father which was great as he listened”

“very professional, good examples of care, very approachable, great experience”





		Partnership working 
(working well, areas of concern, complaints)



		Shepton SILC continues to offer shadowing opportunities to colleagues from various agencies, as well as tours of the centre and details about how to refer etc.

In this period we had a student OT shadowing for a day, new ASCP visited, health connector visited, 2 dementia care advisors from the PCN, a hospital OT visited, new ASCP shadowed for the day, 2 frailty nurses and an OT from the local PCN visited and a new hospital physio shadowed for the day.



Andrea and Tom also hosted 15 final year T-level Health students and their lecturer from Strode college for a very tiring morning! The students were able to learn about OT in social care, the SILC service in particular and tried lots of equipment. Every single one of them wanted to try the stairlift! Really successful visit; at least one student enquired about a work placement at SILC and their lecturer has apparently been looking into post-graduate OT training. Their lecturer is keen to make it an annual event for all her students.



The wheelchair service continue to use Shepton SILC for an outreach clinic once a month, and AJM used the centre for a drop-in to display their new ceiling track hoists.





		Finance and budgets 
(projected overspends and mitigating actions)



		

Not known







		[bookmark: _Hlk117146992]Co-Production, Communication and Marketing 
(engagement events, website review, outreach workshops and pop up’s)



		In January, Andrea was asked to attend the Somerset MND support group in South Petherton hospital to promote the SILC service. 16 people living with MND and/or their carers attended, and Andrea presented a pictorial virtual tour of the centre, as well as explaining referral routes and giving contact details. Good feedback was received. 



Kate has been asked by Frome Medical Centre to do a similar presentation to their COPD group.



As a team, we have noticed that some services have none of our details, or some have inaccurate/out of date information; for example Shepton Minor Injuries unit have old IAC information, Frome hospital have none on show at all, though Andrea noted that West Mendip hospital do have plenty of our new green postcards on prominent display.

The team members have agreed to take responsibility for their local area and services such as hospitals or GP surgeries and ensure they have up to date marketing information.

Helen has requested that some large print posters are produced for the low vision clinics in the county who are keen to promote SILCs.



We have also agreed as a team to try and make links with local charities and services, such as Alzheimers UK and carers groups, to exchange information about our service as well as how they can support our clients.



Andrea has taken lots of photos of the centre and its surroundings with the aim of producing a leaflet for those who may be anxious about their visit and want to know more details of what to expect; this will include things like what the parking looks like, where to sign in, what the accessible toilets look like, the team at reception etc.













Self-Assessment (SF) of Teams Performance = Remains All GOOD 

SF Key: O = Outstanding; G = Good;  RI = Requires Improvement; I = Inadequate – GOOD overall in this reporting period.

DoT = direction of travel: delete as appropriate

Team

Effectiveness of case allocation / workload management

Quality of practice / work with children and families, including recording

Quality of performance monitoring and supervisory arrangements

Effectiveness of partnership  working, including social care

Overall Conclusion

No change

SF= Good
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Somerset Independent Living Centres (SILCs) 

Quality and Performance Review Meeting (QPRM) 

		Operational Report



		Service Area

		Somerset Independent Living Centres (SILC) in Wellington

		Date

		1/12/23 – 24/01/24



		Service Manager’s Name

		Amy Greening APOT



		Quality of Practice 
(highlight areas of good practice and areas for development, quality assurance findings, actions identified, consider identity and diversity)



		Areas of good practice: We have staff that are very skilled in completing Re Housing reports , Wellington have a high number of these referrals and will be allocating a specific day for Housing ,that the Housing OT and SILC Practitioner can commit to . We are consolidating our TEC offer , and expanding our equipment on display. Rural outreach well received in the Dulverton community and now manned by a permanent OT, currently on a weekly basis .



Areas for development:

To look into how the SILC could offer a reablement service . This is early days and very much work in progress . Note sent out to all staff to give me the information pertaining to any assessments that would benefit from a short intensive reablement service 





		SILC Key Performance Information 
(focus on trends, exceptions and proposed interventions)



		Power BI reports: [image: ]







Client data:

Map  Note , we continue to see a lot pf people from Bridgwater and Highbridge / Burnham .

Number of assessments . 79 assessments between  1/12/23 and 25/1/24 . SILC was closed between Christmas and New Year . So these numbers will be lower in comparison to other months with less Bank Holidays



Did not attend  .  14 did not attend the appointment, mostly due to illness , and nearly a third forgot.

Reason for visit .  Majority was for general assessment followed closely by bathing . Housing referrals are increasing and were the third highest . 



Outcomes:

Home care hours delayed & value of this  . 11 assessments were deemed instrumental in delaying the need for a package of care. To the value of £3,434 per week 

Follow up required   .   Home visits . According to the tracker , only 5 people have had a home visit . A discussion needs to be had with the team as this does not reflect the actual number of homevisits , and possibly people are not recording a Home Visit on the tracker
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What we’ve prevented  .





		SILC Workforce 
(workloads, starters, leavers, sickness, morale, CPD)



		Sarah , and Kate are now in post as Full Time OTs . Maxine OTA is on sick leave for the medium term . Julie continues to support clinically part time week alongside her UWE studies . Morale is good and generally we are a happy team .





		[bookmark: _Hlk117146775]SILC Feedback (from individuals, carers, families who have visited and/or been probed a SILC service) 
(complaints, compliments, evaluations and outcomes) 	



		[image: ]









		Partnership working 
(working well, areas of concern, complaints)



		

We have met with the CRS service , and agreed after discussion on how referrals for certain conditions are best managed . We have worked alongside SASP with the Sloppy Slippers campaign , and one outcome of this is that the PCN Health Coach is coming to our meeting to discuss the role and how it fits with SILC. More therapists from LD are coming to the centre with their clients to try equipment . We are working with SCCS and the PCN in a rural outreach service which is currently still at pilot stage





		Finance and budgets 
(projected overspends and mitigating actions)



		

Not known







		[bookmark: _Hlk117146992]Co-Production, Communication and Marketing 
(engagement events, website review, outreach workshops and pop up’s)



		

Sloppy Slippers event due to be held in the coming weeks. SILC is on the Rural Exmoor Hub Facebook page and the Dulverton Talking Café Facebook Page . These are very user led platforms.











Self-Assessment (SF) of Teams Performance = Remains All GOOD 

SF Key: O = Outstanding; G = Good;  RI = Requires Improvement; I = Inadequate – GOOD overall in this reporting period.

DoT = direction of travel: delete as appropriate

Team

Effectiveness of case allocation / workload management

Quality of practice / work with children and families, including recording

Quality of performance monitoring and supervisory arrangements

Effectiveness of partnership  working, including social care

Overall Conclusion

No change
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Somerset Independent Living Centres (SILCs) 

Quality and Performance Review Meeting (QPRM) 

		Operational Report



		Service Area

		Somerset Independent Living Centres (SILC) in Yeovil 

		Date

		1st December 2023 to 29th January 2024



		Service Manager’s Name

		Gill Eagles 



		Quality of Practice 
(highlight areas of good practice and areas for development, quality assurance findings, actions identified, consider identity and diversity)



		

Areas of good practice:



Excellent feedback via the feedback form completed before people leave SILC – average rating is 4.92 out of 5.

Lots of compliments received, including: - “Everything was done to make my appointment easy for me”; “Khadine was very kind, understanding & caring”; “Very professional, good examples of care, very approachable; great experience.”

Feedback demonstrating a person-centred service offering relevant and appropriate advice and information.

Some non-attendance despite reminder calls the day before.  There has been floods/ice and wind which contribute to people cancelling/rebooking.



Areas for development:



Ensuring outlook calendar is updated efficiently and that people with late non-attendance are included on the tracker.

















		SILC Key Performance Information 
(focus on trends, exceptions and proposed interventions)



		



Power BI reports:
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Client data:





Number of clients: 

65 SILC assessment with 61 clients (some repeat appointments, mainly where equipment trialled and not suitable or where allocated time has run out and a repeat visit is needed to conclude assessment).



All were from South Somerset except one from SAWS (Ashcott).



6 Housing Options assessments; 3 Sensory Loss Assessments



Home visits:

6 home visits.  OT apprentices have started to pick up OTA assessments.  OTA’s in SILC have had little opportunity to complete home visits due to the need to staff the centre adequately over 4 days, 18 appointments available per week.





Age of clients:
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Most people attending Yeovil SILC are over 65, however 31% are under 65.  In those under 65, we have seen people with varying conditions including Huntingdon’s; MND; Parkinsons & LD. Some of those under 65 have also presented with mental health.





Attendance:



[image: ]

22 non-attenders this period, mainly through illness and the impact of bad weather (floods, wind, ice / snow). People cannot attend if the person bringing them has to cancel because they are driving a long way.

















Reason for visit:
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Bathing and mobility continue to be the primary reasons for visiting SILC.



Outcomes:



Projected home care hours delayed & value of this:
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Follow up required:
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24.6% of appointments required follow-up after their SILC appointment.  12 of these were phone calls; 5 required home visits.



Services provided:
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What we’ve predicted to have prevented:
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*A&E/minor injuries visit would include where we predict we have prevented an injurious fall.

Can be checked 6 months following appointment via SiDER record



		









		SILC Workforce 
(workloads, starters, leavers, sickness, morale, CPD)



		2 members of team had sickness during the period, several members had annual leave additional to the Christmas break, reducing the number of assessments possible.  1 OTA is at UWE and not available in the centre for 16 hours of her 30-hour week. 



SILC appointments are prioritised, and it has not been possible to both cover the centre and carry out home visits.  However, 2 OT apprentices are now working from the OTA list (since w/c 8/1/24) so this should increase the number of home visits as we go forward.



Team morale is high in a very supportive and collaborative environment.  People are very ready to step up and offer support where needed and there is a real sense of “team” and working together.  Individuals understand the ethos and aim of the service and very keen to ensure it is a positive and effective experience for those visiting.



People have struggled with the cold temperature in the centre and taken to wearing gloves, coats etc.  Visitors have also commented on it.  It is hoped that a visit from the heating engineer this week will improve things.  Additionally, there has been lack of desk space in the two small offices, with people having to perch on the end of desks.  However, we have moved things around and now have another desk which has really improved things.



The whole team are engaging in first aid training on 31st January 2024.  We have had demonstrations from Sarabec and Mirabel to demonstrate the basic equipment offer for sensory loss.  We have also had a session in the use of the Homefinder system and the writing of housing options assessments, highlighting the relevance of the detail and input.





		[bookmark: _Hlk117146775]SILC Feedback (from individuals, carers, families who have visited and/or been probed a SILC service) 
(complaints, compliments, evaluations and outcomes) 	



		Feedback from a family member about advice given by SILC OT re profiling beds:



General compliments:

“Thank you for arranging the bed bar and the outdoor grab handles so quickly, they were delivered and fitted last week, and are a great help already”.

“Thank you very much for your help and kindness this morning. It is appreciated very much. “

“Many thanks for your time and help last Thursday with our application for a Disabled Facilities Grant, the information you gave us was very helpful and enlightening.”

Via the ASC feedback link:

“Very informative, understanding and knew exactly what mum needed.”

“I was made to feel very comfortable and relaxed”.

“Absolutely brilliant”.



Demonstration of person-centred practice:

“The visit to SILC was so wonderful, helpful and informative.  The help and knowledge was so nicely presented to me.  Care and consideration to my personal needs was so kindly shown.  Cannot say thank you enough.”





		Partnership working 
(working well, areas of concern, complaints)



		

We have had many visitors to the new SILC at Yeovil and have taken many bookings for use of the centre on Fridays when we do not schedule any appointments.



For example, the centre has been used for moving and handling training by NHS colleagues for band 5 OT’s; Home Instead; Hospice OT’s; District Nurses.  We are keen to work collaboratively with our health colleagues and it is very helpful to forge relationship networks and get to know one another.



We have welcomed and encouraged companies to visit and demonstrate their equipment, including Closomat; Bellman & Sarabec.  The information they have provided supports our delivery of effective equipment, appropriate for the individual, as well as considering innovative ways of meeting outcomes and promotes working relationships.  Medequip have also visited.



		Finance and budgets 
(projected overspends and mitigating actions)



		

Not known







		[bookmark: _Hlk117146992]Co-Production, Communication and Marketing 
(engagement events, website review, outreach workshops and pop up’s)



		



The new TEC catalogue goes live 1st March, training is to be organised once the equipment is in place.



Current waiting times at Yeovil are good at approx. 2 /3 weeks.











Self-Assessment (SF) of Teams Performance = Remains All GOOD 

SF Key: O = Outstanding; G = Good;  RI = Requires Improvement; I = Inadequate – GOOD overall in this reporting period.

DoT = direction of travel: delete as appropriate

Team

Effectiveness of case allocation / workload management

Quality of practice / work with children and families, including recording

Quality of performance monitoring and supervisory arrangements

Effectiveness of partnership  working, including social care

Overall Conclusion

No change

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

No change

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

No change

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

No change

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 

SF= Good

DoT: 
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