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L\/k 4, (‘A « We work directly with disabled people, people with

& We O complex health needs and parents and carers of
disabled children. We provide a Direct Payments support
service to help people arrange and manage their own

Independent Lives iS 3 personalised care and support. We offer banking,
payroll, training and recruitment services so people can
user- |€d Charity Working manage their own budgets and personal assistants.

. . Our Care Service provides personalised home-based
Wlth d|Sab|ed people, care and support. We engage with people with
peOple W|th SUppOI‘t support needs living in the local community through

user-led support and action groups and our volunteer
needS, and CarerS, programme, and campaign on the rights of disabled

people.

to enable people to
lead full, active and _ _ _

. : « We work with health and social care professionals
Independent ||VeS. providing: training and training materials, consultancy,

and recruitment support. We work closely with local
authority social care teams and Clinical Commissioning
Groups on support planning, personalisation and co-
production, and health and social care integration.

www.independentlives.orq
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This report covers my first year as Chief Executive of Independent
Lives, and what a year it has been!

Some of the highlights of the year are presented in this report.
For me personally, being able to work with all of our stakeholders
to shape our future direction has been invaluable. Thank you to
all of you for being so engaged in supporting people across West
Sussex and Hampshire to live independently.

Reading through this report | am especially proud of the
achievements of our wonderful staff and volunteers - the sheer
volume of enquiries handled by our Direct Payment Information and
Advice team whilst still maintaining such an excellent rating in the
quality of the service, is exceptional.

This ability to deliver such a high
standard of care and support to so
many customers is reflected across
all of our services.

So a heartfelt well done to

everyone at Independent Lives.

Rebecca Swicle

Chiel Executive

Our Impact Report features some of our biggest
achievements from the past year, and gives us
3 chance to reflect on progress made in the last
three months since we launched our strategic
objectives for the next three years.

| continue to be inspired by our customers and
amazed by the capability and conscientiousness
of our team. Health and social care is a
challenging sector but is the most rewarding. We
have worked hard in the last year to strengthen
the organisation financially and look forward

to seeing how we realise our future vision for
independent living.

| hope you enjoy reading
about the work of

Independent Lives.

Val Uiln-Bardoot
Chour
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New customers using our
Direct Payments information
& advice service rated:

95% ‘good/excellent’ for the
time given to explain my
needs.

94% ‘good/excellent’ on the
knowledge and expertise of
staff

Direct Payments information
& advice service telephone
helpline delivered 5,000
separate enquiries and
requests for information

QD

Supported 466 people to
start employing Personal

Assistants

Payroll service maintained
customer levels providing
services to 1,410 customers

Banking Administration
Service maintained
customer levels, providing
services to 683 customers

10 volunteer placements for
people with support needs
who contributed 813 hours
3 40% increase on 2016-17

Now support 139 people with
their Personal Health Budget

across West Sussex, Brighton
and Hove and Portsmouth

Finalists for Guardian Public
Service Award, Third Sector
Award, West Sussex Partners
in Care Accolades

32,066 hours of care in
2017

£39,440 funding brought
into the local economy

94% participants rated
training as good or very
good
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| have been receiving Direct Payments for the past two years now, and they’'ve completely changed my life.

About five months ago | temporarily moved out of my flat so that the internal doorways could be widened to
accommodate my wheelchair, and so that a ramp could be installed outside the front of my property. During this
time | was staying in a hotel, at which my personal assistants were still visiting me. Without a Direct Payment |

wouldn’t have been able to receive this support - it made a huge difference seeing a friendly face every day and
having the same level of support | was used to at home.

H's the “exibimy -H«ey offer
Hhot wmales receiviv\% a Oirect
?o\ymew} SO impow}wut 10 e ”

Without one | wouldn’t be able to do half of the things | do
now - and that’s speaking from experience. I'm able to go to
the cinema, go out for meals with my family, and have been
able to start volunteering with Independent Lives.

None of this would have been possible for me before. i
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For the first time in years | feel secure,
because | know that I'm in control of my
support and can direct it as | need it.
Someone | know and trust can always be
there for me if | need them, and | can
get out of the house more than | ever
could before.

If anyone has the choice to receive a
Direct Payment, | would always suggest
that they qgo for it. There's plenty of
support out there to help you with the
process and how to best spend your
money. It can feel overwhelming at first,
but like anything else it's just a learning
process. Once you get used to managing
it yourself there’s really no comparison.

| no longer feel isolated from the rest of
the world because of all of these things
which I've been able to draw together
thanks to my Direct Payment.

It really has made that much difference.
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In 2018 we launched our membership programme so people with support needs and carers can influence the direction of
our charity and how we develop our services.

Martin Osment shares why he is @ member of Independent Lives. Martin is also @ member of the Access Steering Group
chaired by Independent Lives where access groups from across the county share resources and work jointly. He is also the
elected public governor for Adur with Sussex Community NHS Trust.

| Hamba s rea\\y im‘oomlw& for charities such
AS 'Mdepeudeu+ Lives Yo mvite peap\e withim Hheir

Communities 1o coutribute o ther s+ro&e%7 "

Charities serve their communities. Communities are dynamic,
constantly changing over time, so charities need to plan ahead to
ensure they meet any future needs. Inviting people to take a more
active role in achieving objectives is definitely something which
should be encouraged more broadly across the third sector.

It's important to note that in some cases independence can lead
to isolation. Participation needs to be directed towards achieving
results, and not just talking about things. Unfortunately, it is all too
easy to create talking shops, rather than support networks.



Only with the combined feedback from every avenue of society are
you able to effectively cater to the needs of everyone you serve.
Across all | do | get a unique perspective.

| get feedback from the Adur Access and Mobility Group and the
Access Steering Group, which led to a monthly street surgery at Adur
Saturday Farmers Market. | wouldn't have been able to realise a need
for this without active involvement. These kinds of outcomes can
only be achieved with something like the membership programme.

Everyone has unique experiences and views - confidence grows with
engagement, but if people don’t engage, their views are unlikely to
be known, let alone heard and responded to. Everyone has something
that they can contribute, and should not only be encouraged to share,
but should also recognise their duty to do so as a member of society.

hartin Oswent

Would you like to be @ member of
Independent Lives?

Members contribute to the direction

of our charity, take part and vote in

our AGM, receive reqular updates on

what’s happening in health and social

care locally and nationally, and have

an active role in supporting people to
live independently.

Contact us today to find out more!




WO(V}M% with owr
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How can we best serve people with
support needs over the next three years?

To shape the future direction and priorities of Independent
Lives, we consulted with our stakeholders through our
AGM and Staff Away Day. The events were attended by
95 people taking part in voting, group exercises, poster
sessions and facilitated discussion:

« Our customers - commissioners and contract managers

from local authorities and Clinical Commissioning Groups,

customers who use our services

» Representatives from national and local organisations
that we work with

* Internal stakeholders - volunteers, trustees, staff

| partnershif

gvents and Team Challenges |




Read the consultation report for full details.




We are
delighted

to be
recognised as
‘Good’ by the
Care Quality
Commission
for the
second
consecutive
inspection!

Inspected and rated

Q CareQuality
Commission

1f you have & health conditson or
disability, finding an accessible

You can werk at your awn pace, sitting ?:me’ﬂwum:mmnbu
lienge. “re often kept

dawns of standig, and there & slways
1ime far 2 cuppa and & ehat. fockeds

Buy & Radar Key for priority sceess
10 Over 9000 ackessible toflets 1
the week that you ean get ivolved with. the UK

Thers are accessible groups th

To find Gut more plesse call Claire Hunt I costs £4.50

50 DTSA8 178550, ar Lisa Leach key is orily available VAT free
pdie for individuals)

For more infarmation, and to
purchase a key visit:

i ke
Or contact: 2
Disabitiy Rights UK

Telephane: G207 250 8181

What's Help for Heroes [ SR T g
happening R ELEEIE ‘.‘;w; Coambes Farm
in March?

Albernativety,
you ean send an
email to:

info@beesthingspaces.co

16 Marsh . 15% dgrd 5. 30400
Visiters are invited 1o come and see
the lambs

Support
Worker

FareShare

fighting hunger, tackling food waste

Our Care Service...

Our first priority is our customers - we work hard to
ensure the Care Service is safe and reliable. Since our last
Care Quality Commission inspection we have introduced
real-time software which customers and staff can access
securely. All of our care workers have training that
exceeds mandatory requirements, and have refresher
training.

We recognise that social isolation is an issue for people
with support needs. We help our customers to get out and
about with customer coffee mornings and the monthly
newsletter. Our customers can take part in accessible
gardening clubs through our partnership with Breathing
Spaces.

Our staff retention rates that are higher than the industry
standard and we celebrate the achievements of our staff
in our dedicated Facebook page.

We are committed to reducing food waste and are signed
up to FareShare so customers can receive food that is
surplus and would otherwise be thrown away. FareShare
food is worth on average £7,900 per year.

We rebranded our care service so it is easier for customers
and staff to understand that its part of a range of services
supporting people to live independently.
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Leanne has been a support worker with the Independent Lives Care Service since May 2011. As we approach
her anniversary of 7 years with us we caught up with her to find out more about her and her role...

| have worked in the care sector since | was 17, | absolutely love care work and always knew this was the career | would excel
in. The start of each day is completely different - visiting reqular faces, meeting new people, travelling to new areas and
learning new skills. Most of my daily duties include personal care, domestic tasks and the odd outing!

My favourite part of the role is meeting new customers, learning all about them and their
needs, it's so interesting. | have listened to many happy tales, but also some touching and
life changing stories - this role is a real eye opener and | cherish some of the wonderful
moments | have experienced over the past 7 years.

| have grown with the role, I've become more confident and I've changed the way | look
at things and prioritise differently — these qualities are also reflected in my home life. | am
patient and very open minded.

Being a support worker can be very demanding and tiring, but this is totally outweighed
by having great job satisfaction. | thrive on helping meet our customers’ expectations, and /
helping them to remain independent in their own homes. ¢

‘| feel L\O\‘o‘oy Hhat | odwcxys Fnish my dany
L(uowiu% | haave wade o ‘oo&i%\/e, Aifference to ot
least oue ‘oersouls lfe ”



Training is vital to being a good support worker. It makes me feel safe and confident in the work | do. Independent Lives gives
training to all new starters and offer refresher courses as and when they are needed. | learn best when | get stuck in and
shadowing at the start of my career was so valuable. | have had 1-2-1 training at customer’s houses, which is especially helpful
if their needs are complex or they have a strict routine.

The team | work with are amazing too! | feel like a valued member of staff. Communication is a key skill to this work, keeping
up to date with the office, colleaques and mostly importantly our customers. You don’t always get a chance to see all of your
colleagues daily, so when we get together at social events through work we really do have a good laugh and catch up - | really
enjoy this.

Making a difference to someone’s day is so rewarding, it can be the smallest of tasks to improve their day - such as moving

3 side table closer or making sure they have their favourite meal for lunch. Making them feel safe and valued in their own
environment is so important to them, and me! As | have mentioned | have worked in care since | was 17, and | truly value the
time | get to spend with each customer, something you don’t always get a chance to do in a care home.

”'& sSomeone wis ',’O CA&L( e O\bOb\"’ S‘)’CA(‘HM% A COreer U

care , | wouldut hestate m soying & tov 1"

Even if you haven’t had any experience of working in care, don’t worry, training is provided
- kind people are our kinda people!

| feel happy that | always finish my day knowing | have made a positive difference
to at least one person’s life. | have had some ups and downs over the 7 years,
both in work and my personal life and [I've felt totally supported each time.
I'd just like to say a big, heartfelt thank you.

A big thanks to Leanne for taking the time to share her
experience and thoughts with us...here’s to another 7 years!

We are recruiting...visit our website for details.
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Technology is advancing and assistive technology is becoming mainstream - the internet of things, mobile technology and
voice controlled devices are having a transformative effect on how people with support needs live independently.

We asked our Direct Payment Information and Advice customers about their access needs, and how we could use technology

and online resources to improve our services.

Information & advice online es - Oy f‘w‘o\e wotlol

welcoue Hhis foce to foce

0(>‘oor+uui+7 assisted by

0
6 1 A) of customers said they would be

happy to receive advice and support online.

+eckuo\o<‘07. I+ would centcxib\\y
We have now introduced Zoom so customers be ﬁ"“d’(er ancl ensier "H\W'\

can interact with our advisors remotely from eXCL\O\W‘Oin eronls . M some coses

their home. nE could be wore \,\&d\,\\ H\o\l«

-}e\e‘DL\oue calls’




Accessible information

0
9 1 /0 of our customers said they find

factsheets and templates useful.

33%
0 of customers weren’t sure

where to find the free factsheets and
templates so we have redesigned our
website so make them easier to find.

4 5 % of customers said they

would like more information online
including video clips so we extended our
resources to include Easy Read, video,
British Sign Language, large print and
audio.

2

We have introduced a new section to our website so customers
can find out about options in managing their own budgets in a
range of accessible formats.

Personal Budgets explained

Personal budgets are money allocated for your care and support needs. You can choose to receive this money as a Direct Payment - so the

money is paid directly to you. This can give greater choice and control over the care and support you receive.

There are different kinds of Personal Budgets - find out more below.

We know the language can be quite complicated so visit the Jargon Buster (credit: Think Local, Act Personal) or contact us if anything is

unclear.

Personal Budgets from a local
authority explained

W

Individual Service Funds
explained

Disability Related Expenses
explained

Personal Health Budgets
explained

Educational & Health Care
Plans explained
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coulidence . ..

Whatever our economic
future, people need support
to gain the confidence and
skills to find rewarding work,
and discover opportunities to
participate in our communities
and enjoy healthy,

independent lives. \/1

Training

We are passionate about ensuring quality and safety when
providing care and support. We have applied the knowledge and
expertise we have gained through our care service, developing
easy-to-use training materials.

To reflect the training needs of frontline workers we have
expanded our portfolio of training materials.

We continue to provide first-class training to personal assistants,
and residential and community-based support workers, on
completing the care standard set out in the Care Certificate.

Our award-winning clinical training
service enables personal assistants to
complete clinical tasks, so people with
support needs have more choice and
control over their care.

We would like to thank Skills for Care for
their support of our training by funding
personal assistant and employer training
through their user led organisation
funding stream.



When | fivst emdoyed PAs,
‘HO\MM% WOAS reod\y Aifficuld
to fimd. HO\/M% ensYy tCcess
to %)ood ‘)’(O\;l«\il/\cb is vital +o
enshre iy stall ave ot
ius+ Fer&ormiu% their dnties
correcHy , but so H\ey leel
mvesteo m andl S\A‘o€0r+ed Yo
Wil Hhear ‘oo+ev\+iod. I+ weales

thew teel valued and able to

/7

see thewr iob AS OO COreer

- Employer

‘Good o updo&e iy
L(uow\ed%)e . bmwi)H Hhe
subiec*s back to Ay
'H'\O\A(b('\')'s andk madle we Thinl
wmore about the 'H«iv\bs | o

uo&u«o&\y Ny wort(ﬁ\oxce :

- Personal Assistant



Social isolation is major issue for

Connecting Volunteers

some disabled people. As a Mindful

By providing personalised and supported volunteering
opportunities through the Connecting Volunteer
programme, disabled people are able to gain
confidence, new skills, contribute to our community,
and improve their wellbeing. Each role is tailored to
help achieve the outcomes that are most important to
them, in a supportive workplace.

and Disability Confident employer, we
know that flexibility in the workplace,
understanding reasonable adjustments
and a culture that is inclusive
and open, results in a productive
workforce with a wide range of

We work with people with support needs, working together to
identify a volunteer role. We talk about what they would like to
achieve, looking at health, contribution to our organisation, skills
and experience, confidence and enjoyment of the role. We also
explore how they would like to volunteer - from home, online, in
the office, hours and any support needs they may have.

people with support needs.

All volunteers have flexibility and we
support people with a diverse range of
support needs. Our volunteers may have
mental health conditions, be non-verbal,
have complex needs, or have physical
disabilities that require adapted equipment
to facilitate using computers, but as our
organisation is led by disabled people

our organisational culture is inclusive and
non-judgemental.
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Our volunteers . 81 " of their time
have dedicated . 3 in the past year

N 3 40% increase over 2016-17

L\Ol«\r&

We're incredibly grateful for everything our volunteers have achieved in 2018.

TL\CVC L\CA\/C Three of our volunteers One volunteer has
have moved into paid gone into fulltime
beeb\ sowe \/e(y employment including two education and
volunteers who now work continues to volunteer

for our organisation. in the holidays.

+w\%ib\e owtcomwes

as o reswWld of

(/ + One volunteer has Two volunteers
ouhec ‘l’\f) gained the confidence have gained the

to start presenting confidence to look

\/Okwd'eer\g \/\ their own radio show. for paid work.
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Guardian Public Service Award finalists 2017 theguardian
Our project recognised by the Guardian Public Service Award formed a partnership between two NHS A bhgsg()l';e
CCGs, Horsham and Mid Sussex and Crawley CCGs, Independent Lives, Living Well Dying Well, and wards

Helen Sanderson Associates. Finalist

The project explored how Personal Health Budgets could be used to support people at the end of life to have a ‘good death’
without adding extra financial pressures on the NHS.

By ‘good death’ we mean one that puts the person reaching end of life at the centre of everything by promoting
conversations, building a strong support plan that reflects the individuals personal choices and ensuring care workers,

families and those close to the individual are working collaboratively and supporting each other through what is a little
spoken about, difficult time.

By providing a Personal Health Budget to individuals and a supportive framework to help them spend it on the services they
wanted, we were able to demonstrate a person-centred end of life care pathway that could save money.

Finalis
Awards ‘f)‘l /

Third Sector Awards finalist 2017

The project was also recognised by the Third
Sector Awards 2017 where our Director of
Services Katherine Wynne had the honour of
meeting Bear Grylls!




#ﬁ'&g B West Sussex Partnerships h«
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~ ‘Unsung Hero’ award: Runner up " Partners In Care

The West Sussex Care Accolades is an annual celebration of
all that's good about care provision in the county.

We are so proud that Luke Dummer, administration assistant
for our care service, was shortlisted as an Unsung Hero
because of his dedication to his work and consistently going
above and beyond in his role.

Sam, Luke’s manager described his approach and attitude;
“When Lulte veturns frowmm («o\iday

we odwoxy& breathe o sicok o}
reliel] He is velinble | wi“iv\co el

wmost im‘oor%\uﬂy L(ee‘os s all
siiling. He picks we ‘cam vou
q- He picks up can
st do tashs” without even |
c]\,\e,diouiv\ whyy . He st eracks A o
on with Q\e Yosh m hamd - his g 4 L RL

C O T enT s om&&omdimb "
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Integrated Personal Commissioning,
NHS England

Members of Independent Living Strategy Group expert panel:chaired by Baroness
Jane Campbell

« Advised on European Human Rights Commission aims on independent living
« Contributed to response to Government Green Paper on Social Care
« Consulted on use of Pre-Payment Cards

» Participated in the board to
support governance and future
direction

Voluntary Organisation Disability Group South East Network of Disabled People’s Organisations

» Co-chair of Marketing and
Communications Network coordination

« Contributed to response to Government on the Improving Lives green paper

» Advised on European Human Rights Commission aims for independent
living

» Collaborated on resources for Parability to support campaign to share
unused athletic equipment for free use/hire by disabled people

« Contributed to Disability Rights UK’s user-led commissioning project -

Getting Things Changed

Supporting Community Based Solutions

Chief Executives from key local charities meet monthly to work on key
joint priorities and liaise with West Sussex County Council

Access steering group

» Coordinated sharing of knowledge and resources across user-led
access groups in West Sussex
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Be a trustee

Independent Lives is looking to grow our board and are now
recruiting people with experience and passion in the following
sectors: legal, social care, media/marketing and human resources.

We also always want to hear from people with lived experience,
so if you have support needs or are a carer do get in touch.

This is your opportunity to work alongside a vibrant and diverse
group of trustees and be an integral part of the team.

If you would like to make a real difference to a local charity
supporting local disabled people to live independently, then we

would love to hear from you!

Become a member

Members contribute to the direction of our charity,
take part and vote in our AGM, receive reqular
updates on what’s happening in health and social
care locally and nationally, and have an active role in
supporting people to live independently.

We welcome people with support needs, carers,
and anyone interested in taking an active role in our
charity.

By becoming a member you will help us to achieve
our charitable objectives and support people to live

independently.
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Choose Independent Lives as your
charity of the year
Independent Lives has been working with disabled

adults and children since 2001, providing support so
they can continue to live in their own home.

By choosing Independent Lives as your charity of the
year you will help us to continue to provide this much
needed care and support.

Visit our website for more information.

Volunteer

At Independent Lives you’ll develop new skills and build
on existing experience and knowledge. You'll have the
chance to give something back to the community, and
to make a difference to those around you.

Support us financially

By making a donation to our charity, however large
or small, you will make a real difference to the lives
of disabled people, carers and people with health
conditions.

Follow us on social media

Follow us on Twitter

Like us on Facebook
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We are six months into our three
year business strategy.

Find out how we are progressing
with our strategic objectives.




Strategic objective: Maintain a strong, stable and sustainable base to consistently support and
deliver our mission now and in the future.

Diversify - income, locations, types of services, who we support

Outcome
Grow where we see new opportunities that fit with our vision

Progress

» Diversified our grant applications and secured £39,440 funding into the local economy.
» Secured Skills for Care funding secured to support our customers train their support staff.
» Offering spot purchasing of PHB support to CCGs.

* You can now fundraise on our new website




Strategic objective: champion choice and control through person centred support planning and
Personal Budgets support, services, information and advice.

Continue to support people through Personal Budgets, Personal Health Budgets
Qutcome and Direct Payments support services and grow our services so we support a

wider range of people in more locations

Progress

» Supported 466 disabled people to employ their own personal assistants through personal budgets,
across West Sussex and Hampshire.

* Helped 1,557 people through our information and advice telephone helpline, covering 5,000 separate
enquiries and requests for information.

« We are very proud of our excellent team of advisers who met or exceeded all internal and external key
performance indicators, including a 93% customer satisfaction rate.

» Supported 32 new customers with continuing health and social care funding to access a Personal Health
Budget and introduced spot purchasing.

* Now support 168 PHB customers across West Sussex, Brighton and Hove and Portsmouth.
» Payroll service maintained customer levels providing services to 1,410 customers.

« Banking Administration Service maintained customer levels, providing services to 683 customers.



Extend our service to include Individual Service Funds, pooled Direct Payments
and new uses for Personal Health Budgets

Outcome

Support personalised services across education, health and social care

Progress
« QOur work in championing equality and personalisation has been nationally and locally recognised in

West Sussex

Public Service :
Partners in Care

Awards 2017
Finalist




Strategic objective: provide quality community care and support where people choose to live.

Bring our Lend a Hand care service into our main suite of services, rebranding
as Independent Lives, Quality Care and Support in your community, to show our

commitment to providing personalised care and support.
QOutcome

Listen and act upon what our customers tell us to improve services, widen
participation and be recognised as "Outstanding” in our next Care Quality
Commission inspection.

Progress

» Qur care service has supported 184 customers in their own home in 2017 delivering 32,066 care hours.

» Achieved Care Quality Commission ‘Good’ rating for second consecutive time.
* Achieved CHAS accreditation.

» Develop and launch recruitment plan and retention strateqy: new advertising channels introduced, social
media engagement with staff improved, and staff awards and bonus scheme introduced.

» Staff sickness levels are below industry average as outlined by Skills for Care.

« Funding opportunities researched and projects in development.

» Partnership with accessible gardening project. Reqular coffee mornings introduced.

» Monthly customer newsletter introduced. All customer-facing materials reviewed and updated.

» Staff and customers consulted on service name change at away day, and service agreed to be rebranded
as Independent Lives care service in 2018.

» Care ‘rounds’ bidding successful so now providing care in new locations across West Sussex.



Strategic objective: innovate and build support and services around the individual and the
community, where and how they need it.
Invest our funds and time in fundraising to make our communities more

accessible, support our social groups and activities and provide opportunities to
get involved.

Invest in workforce development and career pathways through our PA Academy &
our award winning training service.

Progress

* In 2017 158 care support workers, Personal Assistants and other support workers attended 140 training
sessions.

* 94% of participants rated the training as excellent or very good, with 99% saying following the course
they felt more confident in their role.

AlhEaE Invest in technology to improve services and processes, and engage with our
customers how and when they choose.

Progress

« Launched mobile-friendly website with enhanced PA Pages to support disabled people to employ Personal
Assistants

« Offer online meetings to customers using Zoom software
« Continue to invest in Carefree - care service customers/staff can access and update their records remotely
« Platform integration on website — donations and e-commerce functionality now enabled

« Website features accessible content - video / BSL / large print / audio now available



Strategic objective: collaborate to optimise what is available to support disabled people’s access,
engagement, wellbeing and equality.

Engage our community and stakeholders to support our customers through

BlEaE membership.

Work with our sector to champion equality.

Progress

* In 2017, our volunteers contributed 583 hours of their time. Two volunteers moved on to paid
employment (one with our organisation). All volunteers feel they have moved closer to their aspirations
and goals. Staff surveys have demonstrated that the wider organisation feel that there is a positive impact
to our organisation from volunteer’s contributions.

« Use Access to Work Government initiative to provide advice and practical support to disabled employees.

» Disability Confident scheme: we offer a quaranteed interview scheme to any disabled person who meets
the mandatory requirements set out in our job descriptions.

« Mindful Employer scheme: supports existing and new employees, and employers, with easier access to
information and support in relation to staff experiencing stress, anxiety, depression or other mental health
conditions.




Strateqic objective: Improve the sector by supporting the wellbeing of staff, trustees, members,
supporters, volunteers, customers and the wider population.

Ensure quality is measured through quality marks, standards and KPIs and
continue our commitment to being a Mindful Employer and a Disability Confident
employer.

Continue to provide flexible and rewarding employment opportunities and work
towards becoming a Foundation Living Wage employer.

Progress

« Skills Matrix undertaken across Direct Payment IAA service.
» |ISO compliance and CHAS accreditation achieved.

« Disability Confident scheme maintained: The Disability Confident scheme aims to help employers make the
most of the opportunities provided by employing disabled people. It is voluntary and has been developed
by employers and disabled people’s representatives. Independent Lives has achieved Level 3-Disability
Confident Leader.

« Mindful Employer scheme maintained.




Engage with our customers, members, volunteers and trustees to deliver our

QUlcome mission together.

Progress

* In 2017 we consulted through our AGM, and Away Day, supported by follow-up surveys with those who
couldn’t attend.

» The consultation was summarised in a report and shared with participants.

« This was used by our executive leadership team to inform the development of the business strateqy for
the next 3 years.

« Our Vision, Mission, Values have been reviewed and updated to reflect the wider range of people we
support, and to simplify the lanquage used.

Measure the impact of our work so we can evidence the value and effectiveness
of our actions.

Progress

« Expanded and standardised the way we measure social impact across all service areas.

Outcome
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chlx(iu% Adimistration Service

"l would really like to thank you very much for

all your support you have given to me with my
father’s account. | could not fault the service of
you or your team. Any problems were rectified
promptly, and | found it very easy to contact you
by telephone or email, with a friendly, professional
and swift response at all times.”

"The small crew gives a personal touch. | know
people’s names. If they can’t sort it, they find

someone who can, they never leave me hanging.”

Cousu\Hw\cy

"A heartfelt thank you for organising today. It was
so very helpful. Packed full of great information,
no wasted moments but at the same time relaxed
and inclusive. The materials are user friendly & |
know | have more work to do to put the learning
into practice which | will start to do tomorrow
when | see the woman | am supporting currently.

“Your generosity with time and experience since
way back; your subsequent quidance, knowledge
and skills and your constant willingness to
innovate, with the open-mindedness towards
risk management, all have collectively been a
refreshing and supportive blast of fresh air.”



Recvurtinent Solutions

"Independent Lives support me in employing help
for my disabled sister and are a truly excellent
organisation. So efficient and helpful.”

?ayro“

"Thank you, | really appreciate it. In case you’'d
like to pass on to anyone within the organisation,
| do feel the payroll service is excellent and is a
really valued support, any queries are always dealt
with quickly and helpfully and the routine payroll
administration is super efficient - your team

certainly deserves recognition!”

Customer newsletter subscriber

"Thank you, these reqular communications are

vital and very very valued.”

Oivect 'P&ymemts Woviation & Advice

“Independent Lives support me in employing help
for my disabled sister and are a truly excellent
organisation. So efficient and helpful.”

"Thank you for this month’s figures. | should like
to thank you for all the help in the past you so
kindly have given me, when | had unanswered
questions that | bombarded you with at the
beqginning! | must say | shall not hesitate in
referring Independent Lives services to my friends
should they ever be needed in the future.”



Cave Service

"The person who came to my husband this
morning is an excellent carer and is welcome back
at any time.”

"Very happy with my care worker, excellent carer.”

Tm\iv\ib\% Sevvice

"Thank you all for your interesting, informative
and thought-provoking talk yesterday. The
informal feedback we had from the patients

who attended was very positive and we are very
grateful for your time in supporting our patients in
this way.”

"Just to say one of my sisters PA’s attended 3 of
your training session the last couple of weeks and
she said that she thoroughly enjoyed her training
session with you. She said you were very thorough
and very knowledgeable and she was a Registered
Nurse.”



info@independentlives.org
www.independentlives.org
@indep_lives

/indeplives
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