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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
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A ‘how to guide’ to:

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

Led by older people in Wirral and supported by:

Age UK Wirral

One Wirral

Wirral Older People’s Parliament

Citizens Advice Wirral 

Healthwatch Wirral

NHS Wirral Talking Therapies

Design, review 
and 
commission 
services
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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?

NHS and Local Authority Commissioners

Public Health Insights Team

Community, Voluntary and Faith sector organisations 
and services

Community Connectors and Social Prescribing teams

Other funders – local and national



1. A Charter for older 
people

2. Tips for designing and 
delivering services 

3. Reminders for service 
providers

4. How to engage well 
with older people in 
Wirral
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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 is 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 Is it locally relevant? Is it ‘Wirral-centred’? 



ivar.org.uk

@IVAR_UK

A To-Do checklist – summary of findings
Engaging well with older people in Wirral – check:

o Provide different ways to participate – online, in-person, on paper

o Build people’s confidence to have a voice

o Local CVF organisations have great reach - start there

o Places to meet – where people are, in the heart of communities, with representation from 

minoritised communities

o Lived and learned experience – how is this used and where does it fit?

o Connect – those who commission services with those that use them

o Create a feedback and action loop – what will happen next?

 
Getting it right - other points to check:
o How have we adapted and learnt from the feedback?

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

o Who else is out there to help – trusted people in the community e.g. community 

connectors and faith leaders

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



This charter has been co-designed 

by older people and carers in the 

Wirral, alongside the Connecting 

Health Communities Wirral 

steering group.
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Reducing health inequalities 

for equality of access to 

services 

and support  

1. A Charter for 

Older People
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How to use this charter 

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

1. When commissioning a new service: Use the charter to check 
whether older people are being included. 

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

2. When designing a new service – check how this impacts older 
people - positively or negatively. 

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

3. Apply the charter principles to quality improvement processes 
to ensure standards are met. 

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

4. Review service eligibility criteria: Be ‘carer aware’ and prepared 
to be flexible.
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A charter for older people

• Challenge perceptions for example frail does not necessarily mean older nor 
older mean frail

• 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?)

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

• 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.

2. Know (or have an overview of) what is available already for 
older people in the local area
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A charter for older people

• 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

3. Eligibility – who is eligible?

• 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?

4. Inclusive approaches to service design 
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• 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 simple!

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

6. Co-create solutions that understand local people

A charter for older people



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 

issues. 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
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3. Reminders for 

service provision



ivar.org.uk

@IVAR_UK

Reminders for providers

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

Trust in skilled, approachable people in the community 
like the link workers, community connectors, community and 
faith leaders, friends, family members and social prescribers.

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

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



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

• 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 

Provide different ways to enable 
participation

• 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? 

Create 'psychological safety'

• 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 

Places to meet
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How to engage well with older people in Wirral

• 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.

Local organisations with reach are key (no 
need to start from scratch)

• 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.

Go where there is energy and vision

• 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.

Lived and learned experience 
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How to engage well with older people in Wirral

• 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.

Connect people with commissioners 
(and vice versa) in one space for dual 
benefits

• Keep people in touch with how their contribution is 
going to be used and what difference it will (or is 
intended to) make.

Share what is going to happen next



It takes a while to 
get it right and 
achieve good 
representation of 
those able to access 
services and those 
'falling through the 
net’.
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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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