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Listening to
older voters
By Stephen Burke

“If Government wants to improve older people’ s lives, it needs to listen to
what they have to say.” So said Liberal Democrat leader Nick Clegg in one
of three forewords from the party leaders to Counsel and Care’s VotingAge
older people’s manifesto published in May. 

VotingAge sets out what older people want from all the parties in their
manifestos at the general election, when older voters have a big chance to
influence the next government. They say they want much more done to
tackle pensioner poverty, age discrimination and negative stereotyping in
the media, and to improve relationships between different generations.

They also want better support for older carers – the growing number of
older people who look after another older person. Carers Week (8-14 June)
provides an opportunity to focus on this group of ‘hidden carers’, the UK’ s
secret service. Carers often go unrecognised and suffer more than they
need to with their finances, health, job, social life and general wellbeing. 

Carers Week will combat this by highlighting and celebrating the incredible
contribution that carers make, sharing the positive experiences as well as
the more difficult. Counsel and Care will campaign for greater recognition
and support for carers, and provide advice and information about the
services and benefits they are entitled to.

The country’s six million carers are a powerful force for change. Along with
the many older people and their families who want better care and
support, they can make sure that the next government focuses on better
services and funding. 

Thank you for your support for our 2009 Carers Week appeal. We look
forward to working with you to get the right care and the right deal for all
older people, their families and carers.

Stephen Burke is Chief Executive of Counsel and Care
stephen.burke@counselandcare.org.uk
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The Care Quality Commission (CQC) is
the independent regulator of health and
adult social care in England. W e regulate
health and adult social care ser vices,
whether provided by the NHS, local
authorities, private companies or
voluntar y organisations. And, we protect
the rights of people detained under the
Mental Health Act. Our aim is to make
sure better care is provided for ever yone,
whether that's in hospital, in care homes,
in people's own homes, or elsewhere.

We are bringing a distinctive approach to the regulation
of health and adult social care. We want users of services,
patients, families and carers to be the heart of how we
work, and we are introducing common quality standards
across the care sector for the first time and a new focus
on how well health and social services work together.
People want hospitals, care homes, GP practices and
social service providers to work together well. As one
unified regulator we can look at the whole range of
services and make sure they improve how well they're
working together for the benefit of people receiving care.

We have an ambitious programme of work. W e're
undertaking a new series of special reviews in our first year
of areas where people get a poor deal and where services
need to be joined up. Some areas we will look at are, for
example, how well people in care homes are looked after
in terms of their health care needs.  

In addition to that, the regulation of health and adult
social care is changing. From April 2010, all regulated
health and adult social care providers must be registered
with us in order to operate. Registration will mean that
services are meeting essential common quality standards,
that they are protecting and promoting the rights of
people who use them, and that swift action will be taken
where they are failing people.

These new essential common quality standards cover a
wide range of important areas, include safeguarding
people using services and involving them and listening to
their views and concerns. CQC is producing guidance on
what providers must do to meet these vital quality
standards.  To ensure our guidance reflects the views of
people who use services we have been working with a
variety of groups to develop it and this guidance is the
focus of our first public consultation which launches on 1
June. The consultation is an opportunity for you to
contribute to what the essential common standards will
say, and how the process of monitoring and checking
whether providers are meeting them will work, and we
very much hope you will participate in it. 

We will be contacting Counsel and Care and other
organisations with details of the consultation and
information on how to contribute will be available on our
website:

www.cqc.org.uk 

Barbara Young (Baroness Young of Old Scone) is Chair of
the Care Quality Commission.

Better care for ever yone? 
by Baroness Barbara Y oung

Generations Summer 2009 | 3



Personal budgets

A local agency contacted the advice
service on an older person’s behalf. Mr
G received an individual budget in
2008, and arranged his support
services as agreed with his care broker.
In April 2009, Mr G was informed that
the council didn’ t approve his chosen
services and claimed he had misspent
his budget. Mr G was informed he
would have to repay the budget, and
his care was suspended until the
budget had been repaid. Even more
confusing - Mr G had a council leaflet
suggesting ways people could use
their budget, which referred to
services Mr G had purchased. 

The caseworker wanted to know if
there was any clear guidance about
what the budget could be spent on.
The adviser explained that the
community care legal framework
remained unchanged and there was
no clear guidance in this regard. As
the focus of individual budgets is self-
directed care and achieving positive
outcomes then Mr G may consider
making a complaint to the council.
The adviser also suggested that the
council be reminded of their primar y
duty to meet eligible care needs, to
ensure that Mr G’s needs were met
until the situation had been resolved. 

New single complaints process
for health and social care

While making a complaint can feel daunting, sometimes it can be a necessary
and essential step to take. From 1 April this year, a new system has been put in
place so it should be easier to make a complaint about health and social care
services. Until now there have been two separate complaints systems: one for
health care and one for social care.

From now on if you make a complaint, it should be resolved through the
complaints manager focusing on getting a satisfactor y outcome for you and your
specific concerns and issues, rather than on getting you through a process. You
and the complaints manager should agree together the best way to resolve the
issue.

The aim is to provide a more co-ordinated and flexible approach whilst learning
from each complaint. The hope will be that the new system improves people’ s
experiences and standards of care, and that more complaints can be resolved at
local level.

In order to prepare for these changes, some 94 councils and primary care trusts
across the country have piloted this new approach to identify the steps to be
taken so everyone knows how to use the new arrangements. There will be local
variation in how complaints are handled, so if you wish to make a complaint
speak to the local complaints manager to find out how they are doing things
and what the changes will mean for you.

As different areas are at different stages of readiness for the new complaints
system, it may mean some initial delays. If you consider there has been undue
delay, you can take your concerns to the Local Government Ombudsman or the
Health Service Ombudsman. 

Advice and help with key
care and support issues
By Gill Coombs
Advice Service Manager
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Care packages

Mrs M called the advice service about
her mother who is 87 and suffers with
dementia. Mrs M reported that her
mother lived in her own home, with
the support of carers from social
services. The care package was limited
to four visits from carers during the
day, and the family had been
supplementing this by providing care
during the evening and over night.
However, due to family illness the care
arrangements from the family had
broken down and Mrs M was now
struggling to provide the care her
mother needed to keep her living at
home. 

The advice worker discussed with Mrs
M options which may be available,
including the possibility of arranging
her mother’ s care through a personal
budget from the local council. As a
personal budget may have offered a
more flexible option for her mother
Mrs M decided that she would pursue
this option with social services. The
advice worker later heard from Mrs M
that the council’ s response to her
enquiry was that her mother was not
eligible for a personal budget (but
with no reason why), and that if her
mother needed any more care she
would have no option but to move
into a care home.  We continued to
advise Mrs M on how to challenge the
council’s inadequate response.

Personalisation and Funding

As most people at some time in their lives will need to come into contact with care
services (either for ourselves or our loved ones) I am sure that we would all like to
feel confident that we would be treated as individuals and be included in the
decision making process of how our needs would be met. With this in mind, it will
be interesting to see how the government’ s personalisation agenda will actually
work within a social care framework based on means and needs testing, and which
is often restricted or determined by local council budgets and resour ces. Within our
existing framework:

One of the key questions which is raised time and time again to our advice service
is why does an older person have to move into a care home when they are openly
voicing that they wish to remain living in their own home. The necessity for this
move is usually based on the limitations of a council homecare package to meet
the person’s needs, unless they have the resources to privately prop up the services
offered by the council. So with personalised and self directed care will this really
make any real consistent difference to the resources made available to older
people?

Counsel and Care Advice Line

0845 300 7585
advice@counselandcare.org.uk
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• Services differ widely from one council to another

• Charges for services vary widely between local councils 

• As councils’ resources deplete, in many areas services can be rationed to
those with only the most critical of needs

• A system which relies heavily on the informal care provided by family and
friends but largely fails to provide support to enable the carer to remain in
the caring role

• There exists a distinct difference between the funding and services available
for younger disabled people and for older people.



On the Circuit
By Caroline Ber nard
Policy and Communications Manager

The long awaited green paper on social
care funding is expected to coincide with
this edition of Generations.  Counsel and
Care will be continuing to strive for a
fairer , better funded social care system
through its Right care Right deal
campaign alongside the newly merged
Age Concern and Help the Aged, and
Carers UK.   

Counsel and Care's VotingAge manifesto
has now been published, with a
foreword from each of the three main
party leaders. Older people who
responded to the VotingAge consultation
expressed their concer ns around the
issues of poverty, age discrimination, a
breakdown between generations, and
the lack of involvement of older people.

To obtain copies of VotingAge: an older
people's manifestoplease contact
Caroline Ber nard on 020 7241 8527 or
caroline.ber nard@counselandcare.org.uk

6 | Generations Summer 2009

Publications: special offer

Counsel and Care is offering two of its publications at the
special price of £15.00 (plus postage) for a limited period:  
Not only Bingo,updated from the original publication for
Counsel and Care by Sally Knocker, and A New Appetite for
Life,updated by Mike George and Linda Lennard.  The
order form for Not only Bingo, A New Appetite for Lifeand
Counsel and Care's full range of publications can be
downloaded from:
http://www .counselandcare.org.uk/influence/publications/

Coming up...
Carers W eek 2009: Carers… the UK’ s secret
ser vice.  
8 – 14 June 2009, nationwide
Counsel and Care is again one of the ten charities organising
this year’s Carers Week, which recognises the important role of
the UK’s six million unpaid carers.  You can help by contacting
your MP to ask for their support or by encouraging any young
carers that you may know to enter the Zoom! photography
competition. T o participate, please visit www.carersweek.org 

Eldercare W eek: 7 – 13 September 2009 
Local groups are once again encouraged to host events in this
third national awareness week.  Events can be advertised on
Counsel and Care’s website and to regional media.  Eldercare
Week will highlight care issues facing older people and how
they and their families can get the best advice, information and
support. For further details contact us on 020 7241 8555 or
visit www.counselandcare.org.uk/influence/events

Counsel and Care Annual Debate, Graham
Lecture, A wards and AGM: Thursday 10
September 2009, central London  
An entry form for this year's awards, Older People in the Media,is
enclosed with this issue of Generations.

VitalLinks : for older people’ s
befriending

Local befriending schemes have been in existence for
many years.  They come in all shapes and sizes and have
the most eye-catching names: Good Neighbours, In-
touch, Staying Put, Flexicare, Early Bird, Next Steps,
Forget-me-not. All share the common goal of combating
loneliness and isolation and volunteers provide many
hours of support either in person or by telephone to
people in need.

People involved in running befriending schemes are
nothing if not resour ceful and Counsel and Care’s new
national network, VitalLinksaims to help schemes be more
sustainable by enabling them to share good practice.  We
are collecting details of schemes for an online directory of
schemes in England and Wales.  If you know of any
schemes near you, do tell us so that we can invite them to
join the network and be included in the director y.  For
more information call 0207 241 8528, email
vitalLinks@counselandcare.org.uk or visit
www.counselandcare.org.uk/networks/vitalLinks/



Support our work
By Helen Dunkerley
Fundraising Manager

Counsel and Care relies on the generosity 
of the public for its income.  

The British 10K London Run 
We are always looking for new ways to raise money to enable Counsel and Care
to continue supporting the thousands of older people and their carers who
contact us each year for advice and information. Last year Counsel and Care
enlisted 19 runners to take part in the British 10K London Run to raise money
and awareness of our work. It was a great success raising £20,000. 

Due to the success of the event Counsel and Care will have twenty runners in
this year’s British 10k London Run which is taking place on Sunday 12 July 2009
in central London. The race begins at 9.30am and supporters are welcome to
join the spectators and cheer our runners on. This year we hope to beat our
£20,000 target. 

How you can help

We are experiencing increasing demand for our advice service due to the
increasing size of the ageing population. The current economic situation has also
greatly affected the quality of life of many older people across the UK, especially
those who are dependent on care services or living on low incomes. Like many
other charities, Counsel and Care is noticing a drop in funding during this
difficult economic time so we are extremely grateful for the continued generosity
of our donors, members and supporters. 

If you would like to sponsor one of our runners in the British 10K London Run
please send a cheque to Counsel and Care or telephone 020 7241 8555 to make
a payment over the phone.

Carers W eek Appeal

We are very grateful to Rt Hon David Blunkett MP for supporting our Carers
Week appeal, enclosed with this edition of Generations. Your help can enable
Counsel and Care to reach and support more carers of older people across the
UK.

Why give to Counsel and Care?

Many older people and carers are among the most vulnerable and disadvantaged
groups in UK society and there is an increasing need for independent advice and
information as our population ages. We need to develop our services and plan
ahead to reach even more older people and their carers. We can only do this if
we have a regular income. 

Thank you for your support! 

Donations can be 
made online at:

www.counselandcare.org.uk

For more information about 
membership and giving, contact 

Helen Dunkerley on 020 7241 8525

helen.dunkerley@counselandcare.org.uk
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TRUSTEES W ANTED

Counsel and Care is looking
for new trustees to help lead
and develop the national
charity in its work with older
people, their families and
carers to get the best care
and support. Marketing,
fundraising and business
skills are particularly
welcome as well as a
commitment to supporting
older people and carers.  

For more details, please call Stephen
Burke on 020 7241 8555 or email:
stephen.burke@counselandcare.org.uk

Fundraising at your local super market

If you live near a Waitrose store you can recommend Counsel and
Care for their fundraising appeal. Each month, stores promote
three charities that have been put for ward by local people – and
you don’ t have to shop there. 

You can pick up the form in stores - it’ s a very simple and short
form, with space for only about 20 words. If you want
suggestions for filling out the form please contact Michael Stuart
on 020 7241 8531.

Sushil Radia, Counsel and Care’s 
Chairman



"Westminster City Council is delighted to be
working in partnership with Counsel and Care.
The combination of their specialist expertise and
our local knowledge means we can provide a
comprehensive advice and information service
for our older people and their families.”

Marian Harrington, Director of Adult Social
Services, Westminster City Council

Planning to meet the Putting People First objectives of universal information and
advice? Why not commission Counsel and Care?

We provide expert telephone advice for older people, their families and carers
backed by letters and information guides. We advise on most community care
issues and support callers until their issues are resolved. 

For details contact Michael Stuart on: 
020 7241 8531 or at:
michael.stuart@counselandcare.org.uk

Local authorities and
primar y care trusts


