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‘Falling through the net’: The event or
events that result in the structures,
systems and processes we think we have
in place for people still not being enough
to keep people safe, well and receiving the
care and support that they need in the
right place and at the right time.

Jamie Anderson, Age UK Wirral

ivar.org.uk
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A ‘how to guide’ to:

Assess the impact
of services on
those who may be
at risk of Talling
through the net’

Design, review
and
commission
services

Led by older people in Wirral and supported by:

Age UK Wirral Citizens Advice Wirral

One Wirral Healthwatch Wirral

Wirral Older People’s Parliament NHS Wirral Talking Therapies
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How this guide came about and what
It will do:

Between May 2022 and March 2023 we spoke to 25 people

from 12 cross-sector organisations, and 35 older people
and carers.

The content on the slides that follow is, in our own words,

what is needed for a more inclusive and joined up
approach to staying well.

It will help to support the design and delivery of services
for older people that means people aren't left behind or
unable to access local support to meet their needs.
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Who is this guide for?
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NHS and Local Authority Commissioners

J\.

Public Health Insights Team

\\

(Community, Voluntary and Faith sector organisations
\and services

(

J\

J\

Community Connectors and Social Prescribing teams

J\.

\
>
Other funders — local and national

. J
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A To-Do checklist — summary of findings

Older People’s Charter — check:

o What do we mean by the term ‘older people’?

o Know what is already available to support older people locally

o Who s eligible for this service/support?

o How are we making it accessible?

o How are we sharing information about the new service or support?

o lIsitlocally relevant? Is it ‘Wirral-centred’?
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A To-Do checklist — summary of findings

Engaging well with older people in Wirral — check:

(@)

(@)

(@)

(@)

Provide different ways to participate — online, in-person, on paper
Build people’s confidence to have a voice
Local CVF organisations have great reach - start there

Places to meet — where people are, in the heart of communities, with representation from
minoritised communities

Lived and learned experience — how is this used and where does it fit?
Connect — those who commission services with those that use them

Create a feedback and action loop — what will happen next?

Getting it right - other points to check:

O
O
O

How have we adapted and learnt from the feedback?

Is it person-centred and easy to access — in a range of ways?

Who else is out there to help — trusted people in the community e.g. community
connectors and faith leaders

Value and support volunteers — what is in place to do this?

Iv we listen, and ivar.org.uk
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1. A Charter for
Older People

Reducing health inequalities
for equality of access to
services

and support

This charter has been co-designed
by older people and carers in the
Wirral, alongside the Connecting
Health Communities Wirral
steering group.

Photo credit: IVAR



How to use this charter

1. When commissioning a new service: Use the charter to check

whether older people are being included.

Ask: What can be put in place within the service that ensures equality of access
and meets older people’s needs?

2. When designing a new service — check how this impacts older

people - positively or negatively.

Ask: What needs to be put in place to mitigate any negative impact on older
people?

3. Apply the charter principles to quality improvement processes

to ensure standards are met.

Ask (for example) Is it reaching older people? Is digital or non-digital access better?

4. Review service eligibility criteria: Be ‘carer aware’ and prepared

to be flexible.

Ask: Does it include those who are most vulnerable? For example, where they may
be caring for others. Remember that people’s lives are complex — carers may be
caring for more than one person, and an older person may have their own access
needs as caring for someone with specific access needs

Iv we listen, and ivar.org.uk
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A charter for older people

1. What do we mean by the term ‘older people’?

» Challenge perceptions for example frail does not necessarily mean older nor
older mean fralil

» Be person-centred: Not everyone sees themselves as an older person or
carer. Important to use terms they are comfortable with

* Not just a box-ticking exercise: When asking if someone is an older person or
carer, think about what information you want to get from this. Ask — what
benefits will this bring? How can you support them?

* |Is age important to your service, or is it frailty? Remember, even if a person
IS younger, they may still need support that is often reserved for older people

« When developing services, design it with carers in mind (for example, people
with health conditions get an annual check-up, but carers don’t — why?)

2. Know (or have an overview of) what is available already for

older peoplein the local area

« What makes this new service better? Are similar services and support
already available? Make sure services don’t replicate but meet needs that are
not already being met and fill the missing gap. Ensure services reach people in
high need as quickly as possible.

» Does the service connect with other services that someone may already
access to ensure that all services are speaking to each other?

« How will we know when we are getting it right? Use measurable metrics and
establish a cycle of consulting service-users

» Ensure care and services are delivered in a consistent and considerate way.




A charter for older people

3. Eligibility —who is eligible?

» Consider age range, location/place and what is the criteria to
access (not everyone may be eligible and that needs to be clear)

* Do those that need support have access to support? Reduce or
erase the hoops people have to jump through to access a service

* More age inclusive services as well as discrete services for older
people

« Stop age cut-off (e.g. ceasing annual health checks once people
reach a certain age — why is this?)

* Equal, or equitable care? Equitable care should be the goal, over
care that treats everyone the same

4. Inclusive approaches to service design

» Ask: is this service relevant to older people?

* How will people use the service (not digital only)?
 Location/inclusive spaces and getting there (support with access)
» Cost of service —is it paid for or means tested?




A charter for older people

5. How will people know about this service or support programme for

older people?

* Ensure people who need services know about them: Advertise services in
places that older people go to, such as post-offices, chemists, libraries, buses,
trains, GPs etc

» Accessibility: Ensure there are both digital and non-digital options

 What do you already know about local people and local need? What
insight already exists that you can draw from?

» Terms and language need to be accessible and abbreviations avoided —
keep it clear and simplel!

s 0. Co-create solutions that understand local people —_—

» Proactive engagement with a variety of older people and carers. Go to older
people and carer networks (e.g. Wirral Older Peoples Parliament, Age UK
Wirral)

* When consulting older people and carers, ensure that they feel truly heard
and listened to. Think about age discrimination and if any of your
practices are discriminatory (including unintentional discriminatory
practices)? Have you thought about travel, mobility, sensory issues, dementia
and other cognitive conditions, carer considerations, literacy?

* Consult people in various ways, not just via email, attend community
forums as well including via Wirral council - and if not, strongly encourage/ help
them to set some up

« Remember that patients and service-users are the experts due to their
lived experience - ask them!




2. Tips for
designing and
delivering services
to support older
people and their
needs
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Tips for designing and delivering services

Ensure services are adapted to understand local communities, support

knowledge generation, have the human touch and are based on user
feedback. These include:

» Better engagement with community, voluntary and faith organisations
who know their communities well.

 Giving time including longer length appointments

» Dedicated person / service (e.g. phone number, manned by volunteers
possibly Wirral based (E.g., SOS number from Covid) for checking in with
those with no family each week and who may need health support).

 Make Every Contact Count: Utilise trusted individuals like delivery
driver, chemist, home delivery

« Keep it simple! Clear, short, sharp messages, if too wordy people switch
off, need to be easy to read keeping in mind literacy and health literacy
iIssues. E.g., postcards on how to keep warm.

« Using A&E visits to ask questions about general health and give leaflets
about services available in Wirral

Iv we listen, and ivar.org.uk
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3. Reminders for
service provision
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Reminders for providers

/

Keep services person-centred and easy to access, don't
over complicate it!

.

AN

>
Trust in skilled, approachable people in the community

like the link workers, community connectors, community and

\faith leaders, friends, family members and social prescribers.

AN

/

Create solutions that understand local people and support
local knowledge and information generation — ask them!

.

4 : :

Support for volunteers: Invest in a coordinator and support
them with training; strengthen volunteers and volunteering in
\the community.

AN

J
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Remember what CARE stands for -
Compassion

Acting on what you hear,

Resourcing adequately,

Engaging with people on what you are
being told.”

: ivar.org.uk
arn together
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4. How to engage
well with older
people in Wirral

Reducing health
inequalities by
including the voices of
older people
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How to engage well with older people in Wirral

Provide different ways to enable

participation

* How people are invited to have their say at an event is
important. E.g. via Eventbrite or not? Make it possible for
people to drop in or contribute in another way. Personal and
direct reaching out works

mmm Create '‘psychological safety

» Gently building people's confidence to have a voice is
important. Not everyone will be ready (or willing) to be a part
of a workshop experience — what can be out in place to help
people join in?

= Places to meet

» Use local venues where people are and where they feel
comfortable that are situated in the heart of local communities,
and ideally where people go already and can access
information as well as other services

Iv we listen, and ivar.org.uk
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How to engage well with older people in Wirral

Local organisations with reach are key (no

need to start from scratch)

* Prioritise the people you need in the conversation and to
hear the voices of those most affected by local decision-
making, including representation from local and diverse or
minoritised communities.

mmm GO where thereis energy and vision

* Be positive and have a listening ear and be open to
opportunities even if it's not ‘perfect’, get started
somewhere and take time to build trust.

smmm Lived and learned experience

 Value people and their stories. Make time to hear people’s
experiences and what it will take to provide the support that
IS needed, use what people share in a meaningful way.

Iv we listen, and ivar.org.uk
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How to engage well with older people in Wirral

Connect people with commissioners

(and vice versa) in one space for dual
benefits

« People who might not always be sitting or talking
together — virtually or in-person, create the chance to.

Value the exchange and each other’s expertise and
experience — for the common good or outcome.

mmm ohare what is going to happen next

« Keep people in touch with how their contribution is
going to be used and what difference it will (or is

iIntended to) make.

ivar.org.uk
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get it right and
achieve good
representation of
those able to access
services and those
'falling through the
net.



Background and
sharing the
learning

What we heard from
older people and
carers in the Wirral
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Key learning from this work

Health systems need to consider how to include older
people in conversations and service design. Older people
and carers are independent and self-aware of own health needs
and the needs of people they care for. They can make the right
choices for health and well-being but need to be asked and given
choices based on their needs. Including them on these issues is

vital.

Engage with the local community and service providers
including the community, voluntary and faith organisations when
making decisions about services that affect local people as
they hold important intelligence and data about local need.

Iv we listen, and ivar.org.uk
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Key learning from this work

Older people and carers need to be ‘seen’ to ensure they
don’t fall through the gaps. Efforts made by organisations and
systems that ensure older people are linked in, connected and
visible will ensure their absence of invisibility is noticed.

Older people and carers need a route into support and these
are often confusing to access. Older people and carers either
don’t know they are entitled to support or where to go and what
IS available.

ivar.org.uk
@IVAR_UK




Who did we hear from?

Between May 2022 and March 2023, we held 4
workshop events and asked 35 older people and carers:

How can we better
understand what needs
to change and

Why are some older
people not getting the
support they need?

What is getting in the
way?

What immediate and
longer-term action do
we need to see?

Iv we listen, and ivar.org.uk
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What helps you feel well and keep well
right now?

Feeling respected

Community spirit

and personal
connections

FPY

and valued by

society

o &

Green
spaces

Mindful
hobbies

* Charity work and « Achieving
volunteering something « Allotments * Reading
» Sharin . i :
knowle%lge ) :ir;re‘gelfnzurpose » Parks * Music
« Giving back irrelevant * Exercise * Crochet
* ‘Chatty bench’ - Not feeling like you Admiri intaini
: : * Admirin » Maintainin
(sharing stories) need to stop doing nature J an open 2
» Going to things you enjoy ind
community events just because you're ) L min
* Meeting up with older Walking in ‘Minds are like
’ : reen spaces
friends ‘ggg%;glykgssklggr, e parachutes,
. u . .
I am the lady instead of asking me gn ;’3 | natuﬁ i ﬂl}ﬁy -
; ; ¢ DS me we open, they
that lunches directly right now’ work fine’
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What does the term ‘health inequalities’
mean to you?

( N

“Professionals
not
understanding
o the needs o
Trying to get /
: people most
level playing
: , vulnerable (e.g.
fields and access b :
s B those Lyzth
“Literacy learning
issues difficulties,
causing communication
unequal problems)” Y,
« access to
Lack of
knowledge
knowledge on
' and
whats information”
available” \. /
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What stops you (and others) getting help
or assistance?

* Feeling forced to
use the internet

* No digital access
to online events
and services

* Not the same level
of satisfaction or
connection from
online
services/events

* Digital overload
with applications
and emails.

‘Just too many apps
to keep a track of’

s T o =Ly
m o & X

» Senior bus
passes not
valid at certain
times

* Not feeling safe
to travel
(particularly
alone or at night)

* Poor
accessibility for
those with
mobility issues

« Unable to
access green
spaces

* Discrimination
In agencies
and councils

* Being seen as
‘too old’to
contribute to
community

* No stimulating
and age-
appropriate
activities in
residential care

 Lack of
choices for
own health and
wellbeing

* Not knowing what
IS out there or
how to access it

 Lacking
confidence and
not having people
to go to events with

* Perception of ‘I'm
too old’ and ‘there’s
nothing to do in the
Wirral

* Not knowing how
to connect and
talk to each other

* Being afraid to
ask ‘not wanting to
moan about my
health’

Iv we listen, and
learn together

ivar.org.uk
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What is your experience (for yourself or someone
you care for) of falling through the net?

* Not feeling important/prioritised by healthcare
professionals — lack of compassion, changing

services without consultation etc « Medical interventions (e.g., medical
« High cost of living equipment, 2hr rapid urgent response
« Lack of community bonds or not being able to team — but not everyone knows that
leave the house due to mobility/health issues this is available!)
» Lack of medical or mobility equipment at home « Having a point of contact that can be
* Inconsistencies with GP’s (appointments, patient contacted in emergency or concern
apps etc)

» Support from social services

» Accessible services and
communication including optional

* Long waitlists and eligibility criteria for services
that could help are confusing and often guarded

* No flexibility when accessing services or

personal touch or personalisation — not being digital services and events

able to speak to a real person for appointments « Emergency respite and respite care
* Not being able to access digital-only services « Companionship and having
« Carer burn-out and poor/low mental health, if someone to go to events with

carers fall through the net so will those they care

for! « Strong community connections —

neighbours knowing neighbours

Iv we listen, and ivar.org.uk
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What needs to change to stop people from
falling through the net?

*More spaces like these to connect with
people in the health system

*A way for people to advocate for their

health and the health of those they support
sImproved understanding and support for

carers and older people in health systems

*Having a dedicated older people’s
commissioner (like in Wales and
Northern Ireland)

*Health frontline staff working more
collaboratively with

community, voluntary and faith sector
*Do things with people, not to people —
harness power of communities rather than
inviting individuals to sit on boards
*Rethink terms like ‘older person’ and

‘carer’ as many people don’t recognise
themselves as these

*An Older Person’s Charter for Wirral — a
set of minimum standards for all
professionals and services — which are
communicated to patients

*Support emotional wellbeing and
resilience of carers to stop them burning
out. Carers don'’t put their own needs
first and often wear lots of different hats, they
can feel like they are losing their identity

*Human-centred care: GPs to have more
time and understanding of carers.
Personalised routes through health systems.
(e.g. keeping in touch with people on
waitlists)

*More support after diagnosis, particularly if
you’re caring for someone who has an
incurable condition

*More financial help for carers

Iv we listen, and
learn together
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What needs to change to stop people from

falling through the net?
~ Nondigitalsupport

*Provide more non-digital support and
don’t design services assuming digital is
the default — need information in different
formats like telephone, paper, face to
face and digital, including support with
interpretation and translation services

sImmediate crisis support that is easily
accessible to people in need

*A register of older people — Consistent
tracking and communication with
everyone over 50 living in Wirral

*Less confusing systems and routes to
access support—where do | go for help?

*Having a single point of contact for
support and ensuring that all carers know
how to access it

*Central information hub in Birkenhead
with satellites in each constituency, with a
dedicated phone number

*Age-inclusive systems rather than
separate services for older people (e.g.
making green spaces more accessible to
older people)

Iv we listen, and
learn together
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What ONE single thing would stop people
from falling through the net?

Communicate with us —
what happened because
you heard from us?

Fear of

scammers

More Better, age-appropriate

access to transport (particularly
digital for those with mobility
literacy issues)

Connect with transport ' Non-digi?al .
companies (e.g. Arriva) for communication

better transport options

(e.g. shuttle buses) ]

Iv we listen, and ivar.org.uk
M learn together @IVAR_UK
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Follow us on Twitter
@IVAR_UK

Sign up for our newsletter
ivar.org.uk

For enquiries, please contact
sonakshi@ivar.org.uk
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