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Local Account: Introduction  

Welcome to the fourth Local Account of Adult Social Services in 
Blackburn with Darwen.  
 
This is our opportunity to share with you an overview of the range of 
social care services we offered to local adults during 2014/15, as well as 
our plans for the year 2015/16 and beyond.  
 
The first section of this Local Account, ‘At a glance’, shows how much 
we spent last year and what we spent it on.  National budget cuts are 
having an impact on the money we have to spend; however, we have 
done our best to identify savings which will have the least impact on the 
people that most need our help and support.   
 
By making better uses of new technology, working differently and 
working more closely with our partner organisations to share resources, 
we hope to continue to provide a wide range of support, despite having 
to meet budget savings expected by the Government in 2015/2016. 
 
We welcome your comments about our services, about our priorities and 
about this Local Account. You can let us know your views by writing to 
Customer Care, Adult Social Services, PO Box 478, Blackburn, BB2 
9BR.  You can also email customercare@blackburn.gov.uk or call us on 
(01254) 585755.  

During 2015/16 and beyond we will continue to seek the views of a wide 
range of people who use our services, including those from 
representative groups.  Healthwatch Blackburn with Darwen is an 
independent organisation which ensures your views on local health and 
social care services are heard. To contact them you can call them on 
(01254) 504985, email info@healthwatchblackburnwithdarwen.co.uk or 
visit their website: www.healthwatchblackburnwithdarwen.co.uk 

This Local Account also forms part of our website, 
www.yoursupportyourchoice.org.uk. As you use the website, web links 
will take you to the relevant pages of this Local Account to find out more. 
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Where you live 

Blackburn with Darwen has a population of 146,740 (mid-2014 
population estimates). 

28% of the population is under the age of 20, and almost 1 in 7 residents 
are aged 65 or over. 3 out of every 10 people in the borough are from a 
black or ethnic minority.   

Government statistics show that Blackburn with Darwen is the 17th most 
deprived borough in the country, meaning that we have high levels of 
poverty, poor housing, health and unemployment.  This means that more 
people need to use Adult Social Services due to poor health, but the 
Council and its partners are continuing to invest money into regeneration 
of the town to make it a better place to live and to help people live 
independently. 

 

How we support people 

The Council now has less money than before for Adult Social Services 
due to cuts in Government funding, so we have to focus our support on 
those who need it most.  Our staff teams work closely with partner 
organisations to arrange and provide care and support, so that people 
receive services quickly and can have more positive outcomes. 

We are also providing more early support - preventative services - to 
help people live at home for longer. This includes technology to help 
people stay independent and to prevent accidents in the home, and 
access to free leisure to keep fit and well. We assess need and provide 
support in line with the requirements set out in the Care Act, aspects of 
which came into force from April 2015.  

By working closely with local voluntary agencies we ensure that a large 
range of community-based support is available and we encourage 
people to volunteer in the community so that our local communities can 
grow and flourish.  
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Your Adult Social 
Services: ‘At a 
glance…’ 

In 2014/15 the Council spent a total 
of £41,877,000 on Adult Social 
Services.  
 
To find out how Blackburn with Darwen’s spend on adult social care 
compares with other councils, you can check the ‘Adult Social Care 
Efficiency Tool’ on the Gov.uk website at: 
https://www.gov.uk/government/publications/adult-social-care-efficiency-
tool (go to the drop-down list at the top left of the page and choose 
‘Blackburn with Darwen’).  If you have problems in finding the Efficiency 
Tool, or would like someone to explain the contents to you, please 
contact the Performance Lead on (01254) 585196. 
 
The charts below provide information on the needs and age groups of 
people receiving support. 
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People receiving services during 2014/15 
 

The following graphs provide information on the range of different people 
that we support, and the services they use. 
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Range of services provided: overview  
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Planning to meet future needs  
 

The Council works closely with the NHS and other local partners to 
identify the changing needs of the population. We do this through the 
Blackburn with Darwen Joint Health & Wellbeing Strategy 2012-2015, 
available at: http://www.blackburn.gov.uk/Pages/Health-and-wellbeing-
board.aspx and through our Integrated Strategic Needs Assessment.  

 
Service providers: the organisations we work with 
 

We commission support from a wide range of service providers, from 
small local organisations through to large specialist national 
organisations. The majority of services are commissioned from the 
independent sector (private or voluntary) organisations, with some 
services provided directly by the Council. We have developed a Market 
Position Statement which sets out the current and future plans for 
commissioning social care services which can be found here. 

 
Quality is important 
 

Quality of service is important to us, and to the people we support.  
Although residential and domiciliary care is regulated by the Care 
Quality Commission (CQC), Blackburn with Darwen Borough Council 
also has its own Quality Assurance Scheme (QAS). Our QAS staff visit 
care providers and check the quality of the service people are receiving.  

 
The Adult Social Care Outcomes Framework 
(ASCOF) 
 

The Adult Social Care Outcomes Framework enables us to compare 
ourselves with other councils so that we know how well we are 
supporting people with their social care needs or their caring 
responsibilities. Where an ASCOF measure is relevant to the work we 
are doing, our Local Account refers to it by its code: e.g. ASCOF 2a.  To 
check how Blackburn with Darwen compares with other councils in 
ASCOF, you can check the ‘Adult Social Care Efficiency Tool’ on the 
Gov.uk website at: https://www.gov.uk/government/publications/adult-
social-care-efficiency-tool (go to the drop-down list at the top left of the 
page and choose ‘Blackburn with Darwen’).  If you have problems in 
finding the Efficiency Tool, or would like someone to explain the contents 
to you please contact the Performance Lead on (01254) 585196. 
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1. Living at home    

How we have helped people 
to stay living in their own 
home 
 
Through our prevention and rehabilitation 
programmes we aim to keep people 
independent and living at home for as 
long as possible. We provide a range of 
options to support people at home 
including: adaptations to people’s own homes, the provision of small 
items of equipment and a range of telecare and assisted living 
technologies. We also work closely with other organisations to signpost 
people to services that will help them remain independent. 
 
Our Reablement team, along with clinical colleagues, also support 
people in short term residential care; this service helps people to 
prepare for a return home following an illness or accident. 
 

Spotlight on:  Local Government Chronicle award 

In March 2015, the Council won a national award for its “inspirational” 
and “person-centred” solution to help residents maintain their 
independence through technology.     

The Council was announced as the winner in the ‘Service Delivery 
Model’ category at the Local Government Chronicle (LGC) awards 2015, 
the award celebrates the partnership work the Council’s Adult Social 
Care service is carrying out through Assisted Living Technology (ALT). 

The LGC Awards are the largest and most well-respected accolades in 
local government, showcasing creativity, intelligence and determination.  

The council introduced ALT to manage the growing and changing care 
needs of an ageing population, including the ‘Safe and Well’ partnership 
with technology provider Tunstall Ltd, facilitating the development and 
implementation of ALT, following a successful Learning Disability pilot 
with The Community Gateway CIC. 

This work has led to improved outcomes for residents, as well as 
substantial savings, and between 2008 and 2012, £2.2m in savings were 
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directly attributed to ALT. 

The judges were impressed by the project which they called 
“inspirational”, adding: 

“It is person- and solution-focused and supported by a broad range of 
partnerships, moving well beyond the traditional telecare service. The 
judges were impressed by the bespoke products and service 
infrastructure already developed and the substantial benefits realised.  
They were further inspired by the plans for development, future potential 
and the accruing benefits for a growing high demand customer base. 
The forward service delivery model planning is fully integrated and 
sustainable”. 
 
The Council’s work in this area was also recognised in its nomination in 
the ‘Efficiency through Technology’ category. 

 
 
Achievements 2014/2015  
 

 Our ‘Safe & Well’ telecare and assisted living programme was a 
winner of a Local Government Chronicle Award 2015 for 
innovation in service delivery (see ‘Spotlight on’ above). 

 Increasing numbers of local people are benefiting from telecare.  
 Increasing numbers of people are accessing our Your Support 

Your Choice service for information, signposting and advice on a 
wide range of health and social care issues. 

 

Challenges  
 

 To promote the benefits and take up of telecare and assisted living 
technologies to the wider public including people not accessing 
mainstream social care services. 

 

Priorities 2015/2016 and beyond 
 

 Extend telecare awareness training to our local third sector and 
health partners. 
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 To develop our Telecare Champions Project across the wider 
health and social care workforce and maximise the opportunity and 
benefits of telecare for residents through our Integrated Localities 
Teams. 

 To look at innovative ways of enabling people to remain 
independent at home through our Disabled Facilities Grant 
Programme. 

 To further develop our Community Wellbeing Service and support 
asset based community development to help local communities 
tackle the problem of social isolation. 
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In focus: Assistive living 
technology  

The Safe and Well Programme is making 
innovative equipment available across 
Blackburn with Darwen to give people with 
issues like learning disabilities and dementia 
support to maintain independence in their 
daily lives.  The programme promotes the use 
of assistive living technology and devices such as memory books, GPS 
systems, panic buttons, falls detectors and much more. 

Carol Beardsworth, 53, has already been able to take advantage of the 
equipment for her father Joseph, 82, who suffers from dementia and her 
brother Stephen, 57, who has a learning disability. 

Carol went to an event at Your Support Your Choice to find out more 
about assistive technology and how it can help.  She was advised that 
both her father, for whom she is the main carer,  and brother would 
benefit from a special phone that features large buttons that can be 
programmed to phone specific numbers, for example Carol’s mobile 
phone and other family members. There is a panic button on the back of 
the phone and it also has a GPS tracking function which is useful as 
Joseph sometimes wanders away from home. 

Carol says Stephen wouldn’t leave the house before he got his phone 
but now he feels confident enough to take their dog for a walk because 
he knows he can use the phone to call for help if he needs it. 

In addition Joseph has also been given a memory book which Carol has 
filled with family photos and, due to the hi-tech nature of the device, 
Carol has been able to record an audio message to go with each photo 
– such as a message from the family member pictured, or a message to 
explain what the photo is of, to help her father remember. 

Carol said:  “More people should know about assistive technology as it’s 
great. I only went to Your Support Your Choice to find out about 
equipment for my dad but then I realised the equipment would be great 
for my brother too. The phones mean I don’t need to worry as much, I’ve 
got more peace of mind. The GPS tracking facility is brilliant for people 
with learning disabilities or dementia. I don’t need to rush at the shops to 
get home and I don’t need to worry at work anymore – the equipment 
has helped me to get some of my life back.” 
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2. Active and supportive 
communities  

Blackburn with Darwen is an area with 
high levels of poverty.  This means 
there are people who do not have 
jobs, and who live in poor housing with 
low incomes.  We know that these 
worries can affect the health and 
wellbeing of people just as much as smoking or not exercising enough. 
 
We work with other Council departments and with local voluntary 
organisations to increase the range of support and activities available in 
local communities.  
 
The re:fresh programme gives the people of Blackburn with Darwen the 
opportunity to access a wide range of leisure, health and wellbeing 
activities as well as health and dietary advice.  Re:fresh supports the 
whole community to get involved, and in 2014/15 year physical activity 
attendances totalled 654,998  compared to 623,071 in 2013/14 (an 
increase of 31,927).  50% (326,397) of these attendances were re:fresh 
free leisure activities. 
 
Your Support Your Choice (YSYC), the free information and advice 
service to help people to live independent lives, continues to 
successfully signpost people to services.   Care Network became sole 
delivery partner of the YSYC service in October 2014 and has been 
working hard to develop the service and offers available from partner 
agencies.  During 2014/15 the service has dealt with/delivered the 
following: 
 

 Footfall – 3,379 
 Referrals – 1,338  
 Signposts to other services - 1566 
 YSYC attended 80 engagement events attracting 866 people 
 YSYC supported their 2000th customer in December 2014 and 

continue to expand their customer base  
 

The service was also helped by 20 volunteers, who volunteered 2067 
hours of their time during 2014/15. 
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Here are some comments from people who have received a service 
from YSYC: 
 
 
 
 
 
 
 
 
  

 “You have been brilliant, I 
couldn’t have done this 

without you, I didn’t know 
where to turn, or where to go 

for the best. Thank you so 
much!” 

“I love it here, talking, having 
a laugh, everybody’s friendly. 
It’s getting me away from my 
agoraphobia and helping me 
with many concerns, heat, 
electric, money problems 
and pressure, I seem to be 
feeling more focused.” 

“My wife never wanted to 
move home, but I thought it 
was the best thing for us, I 
never knew there was so 

much other support 
available.” 
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Spotlight on:   
Macmillan Cancer 
Improvement Partnership 
 
The Macmillan Cancer Improvement Partnership (MCIP) in East 
Lancashire and Blackburn with Darwen is a pioneering three-year 
partnership programme to provide better care and support for cancer 
patients from the moment of diagnosis to beyond treatment. 
 
The £1m project, which was set up to address high cancer incidence 
and mortality rate in the area, has created new services and invested in 
enhancing existing services to help create excellence and equality of 
care across the region. 
 
Among the successes achieved during the last year, include 89 GP 
practices and 400 GPs in the area signing up to improve cancer 
awareness and early diagnosis. They have helped deliver more than 
800 new cancer care reviews, and standardise and improve the GP 
two week wait referral process, making the system of early diagnosis 
more efficient and effective.  
 
Other milestones achieved include a new team of Macmillan 
professionals who have been appointed to run new services, including a 
community Macmillan Information and Support Service delivered in 
partnership with the Council.  
 
Volunteers from the local community have been recruited and trained to 
provide support to people affected by cancer. 
 
A Macmillan Solutions service is now providing much needed practical, 
emotional and financial support to people affected by cancer and their 
families. 
 
A new service user group called ELCEP (East Lancashire Cancer 
Experts Panel) has been established.  ELCEP are a group of ‘experts by 
experience’ who are helping to make sure that service users are 
involved in shaping services and influencing decisions.  A collection of 
patient’s stories has been gathered which we can use to learn from.  
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Achievements 2014/2015   
 

 Funding has been secured to develop the re:fresh health and 
wellbeing website to make it more accessible for people with a 
learning disability.  

 The Older People’s Forum was supported to organise the ‘Just Good 
Friends’ social events at Derwent Hall in Darwen and King George’s 
Hall in Blackburn.   

 The Community Wellbeing Co-ordinators supported volunteers to set 
up a weekly arts and crafts group at Audley Lane Community Centre, 
Kinross Close. 

 Age UK are now running and developing the services provided from 
Hopwood Court. 

 
Challenges  
 
 There can be gaps in support and provision for vulnerable people 

who are not eligible for social care support.  We are working with the 
voluntary and community sectors to strengthen support networks in 
local neighbourhoods. 

 

Priorities 2015/2016 and beyond  

 Support and develop a self-sustaining volunteering model across 
communities. 

 Support the development of the ‘Transforming Lives’ agenda 
through the Neighbourhood teams. 

 Continue to support the ‘Your Neighbour Your Call’ community 
capacity building initiatives. 

 Ensure the Macmillan Cancer Improvement Partnership 
developments are self-sustaining. 
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In focus: Support provided through Your Support 
Your Choice 
 

‘Tom’ suffered from anxiety and a loss of confidence due to many 
contributing factors.  He lives alone in private rented accommodation 
and has little support from his family. He was being treated for 
depression and also had mobility problems. His GP was helping him to 
access counselling and osteopathy services.  
 
Tom visited Your Support Your Choice (YSYC) to find out about services 
to help him feel less isolated and improve his emotional and physical 
wellbeing.  YSYC provided the following information and aided access 
to:  
 

 Adult Social Services - support around rearranging a missed 
assessment of needs appointment  

 Age UK - befriending services  
 BwD Healthy Living - for a home visit to review his energy efficiency 

and support him with budgeting  
 BwD Wellbeing Service, Stop Smoking Clinic & Health Trainers – for 

strategies and motivational support to stop smoking and eat better 
and more healthily for financial, physical and emotional health  

 Community Transport, Dial-a-ride, Travel Assist - for low cost 
accessible travel  

 Keep Safe and Warm in Winter – a free educational event hosted at 
YSYC by BwD Sustainable Neighbourhoods Team in collaboration 
with BwD Healthy Living and Lancashire Fire and Rescue  

 Lancashire Fire and Rescue Services – for a fire safety check  
 Lancashire Mind, Facing Up – for support around his emotional 

wellbeing  
 Macmillan – for promotional literature to support him with his sister’s 

diagnosis of cancer  
 The Wish Centre – for strategies and support to manage financial 

abuse  
 YSYC Chill & Chat group – a social group for building new friendships 

and trying different activities  
 

YSYC has put Tom in touch with a range of third sector and local 
authority services as well as support from his GP, providing an 
integrated package of care, supporting him to overcome a diverse range 
of challenges in his life.  
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3. Housing 
choices 

Everyone needs a place 
to call home.   Many 
adults can’t live on their 
own without help and 
support from others. This 
may be because they 
have a physical or 
learning disability, mental health needs or because they are older or 
have become frail.  We aim to enable everyone to live in the community, 
on their own or with others, whatever their level of needs or disabilities.   

 
By law, the Council has to provide advice and support to people about 
homelessness.  This includes information on welfare benefits, household 
budgeting, managing debts and coping with drug or alcohol problems. 
 
We are also required to help families and individuals who are without a 
home or are threatened with eviction, but this can’t be done on our own.  
We work with housing associations, private landlords, the probation 
service and health to ensure that housing is fit for purpose, e.g. to avoid 
placing families in bed and breakfast hotels.  We also work hard to 
reduce the number of people who are sleeping rough.    

 

Spotlight on:  Moorgate Mill  
 
The Moorgate Mill development 
consists of Mill House and Moorgate 
Place and has been open since July 
2014. 
 
The Moorgate Mill development is based on the use of assistive 
technology as a core element of the care and support provided.  The 
scheme is the result of close and effective partnership working 
between Inclusion Housing, HB Villages, Lifeways and Blackburn with 
Darwen Borough Council.  
 
Moorgate Mill has been recognised at the ‘Laing Buisson Independent 
Specialist Care Awards 2015’ in two categories – ‘Best commissioner’ 
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We find that young people are often the most vulnerable, especially 
those in care, along with people who have been released from prison, 
have a drug or alcohol addiction, or who have left their home due to 
domestic violence. 
 
For people who do need support in a specialised setting such as 
residential homes, we work with service providers through our Quality 
Assurance Scheme to ensure that high standards are maintained.   

 
Achievements 2014/2015 
 

 The Homeless Strategy Action Plan is now being delivered. 
Specialist Housing projects are receiving priority. 

 Funding has been obtained for 5 flats to house victims of domestic 
violence as part of the homeless strategy action plan. 

and ‘Best independent specialist care provider’.  
 
The model of care at Moorgate Mill enables people with a wide range 
of often complex needs, to live independently and access the support 
they need. Each tenant has their own self-contained flat, which has 
been built to take account of any mobility issues, and incorporates 
design features which promote independence and wellbeing.  Assistive 
technology has been installed for each tenant on the basis of their 
needs. It is used to enable staff to support people when they want and 
need it, but with an enhanced degree of privacy and dignity. 
 
It is expected that the investment in assistive technology will lead to a 
reduction in unplanned hospital admissions and promote 
independence. It is also expected that assistive technology will reduce 
long term care costs. 
 
Alison Westwood, Complex Case Manager in Adult Services made it 
through to the finals in the ‘Independent Specialist Care Awards 
2015’.  Alison was been nominated for an award in the ‘Best 
Commissioner’ category for her work on the Moorgate Mill housing 
project.  Alison helped to lead the Moorgate Mill project, including 
developing the services on offer, recruiting staff and helping to chair 
the nominations panel for people applying for a home there. 
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 The Decent and Safe Homes (DASH) housing and health plan is 
being jointly implemented by the Council and NHS. 

 Social workers and colleagues are working to identify and support 
individuals to move into more appropriate accommodation when 
needed, as well as find new friends and social activities. 

 
 

Challenges  
 

 There is a problem with houses of multiple occupancy in the 
borough.  These houses tend to be used by very vulnerable 
people, for example drug addicts, alcoholics and those out of 
prison.  The support they receive is not always adequate, and we 
use all the powers we have to push landlords to improve.  As part 
of ‘Making Every Adult Matter’, in-reach work is being undertaken 
by Child Action North West to engage with residents. 

 Further cuts to welfare benefits will mean that many vulnerable 
people may not be able to afford their rent placing additional 
pressure on the Housing Needs service.    
 
 

Priorities 2015/2016 and beyond 

 Building work at the Shorey Bank extra care housing scheme will 
commence in 2016.  The scheme is due to open in 2018. 

 Development of a new specialist autism housing scheme. 
 Deliver the health and housing joint plan in partnership with the 

Clinical Commissioning Group (CCG).   
 Delivery of the homelessness action plan and development of 

supported housing schemes. 
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In focus: Decent and Safe Homes (DASH)  
Hospital In-reach Service 
 

Decent and Safe Homes (DASH) provide a Hospital In-Reach Service at 
the Royal Blackburn Hospital, visiting wards to offer DASH services to 
patients once they are discharged from hospital. During one of these 
visits the DASH Liaison Officer met ‘Mr L’.  Mr L is in his 70s and suffers 
from COPD (Chronic Obstructive Pulmonary Disorder) along with other 
chronic illnesses. He had been admitted into hospital on a regular basis 
and was feeling depressed. 
 
A DASH Liaison Officer visited Mr L at home and discovered that he 
was finding it difficult to cope in a variety of ways. His home was very 
cold due to struggling to pay fuel bills.  This was having a negative 
impact on Mr L’s health. His home was cluttered making it very difficult 
for him to move around safely.  The Liaison Officer was concerned 
about the hazards inside the property, not just in terms of trips and falls 
but from a fire safety point of view.  
 
Mr L said he wanted to move into a smaller, more affordable property 
but felt overwhelmed when he thought about what he needed to do to 
achieve this. As the Liaison Officer was leaving Mr L almost fell down a 
step at his front door which was very uneven. 
 
During the visit the Liaison Officer discussed the options available to Mr 
L to move to a more manageable and affordable home. A referral was 
made to the DASH handyperson service to repair the front doorstep and 
to Lancashire Fire and Rescue Service requesting a Fire Safety Home 
visit. 
 
Mr L showed the Liaison Officer his energy bills. He feared he was in 
debt which was the reason why he wasn’t using his heating. This wasn’t 
the case. Once we had explained his bills to him and helped him to 
understand that he was not in debt he felt more confident to keep his 
home warm. 
 
Mr L has visited his GP and has been prescribed medication that has 
lifted his mood.  He has contacted local charities and donated many of 
his unwanted items. This has enabled him to clear his property making it 
more attractive to potential purchasers and the property is now for sale. 
Mr L has taken on-board the housing advice he was given and has now 
registered with a social housing letting agency.  
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4. Help for people with 
disabilities 

 
We provide a range of practical support to help 
people with physical disabilities live independent 
lives, including equipment, housing adaptations, 
and occupational therapy support. 
 
Working with people with disabilities, we help 
them access the kind of support they need. Some people find daytime 
activities really useful and these also help to support their carers by 
providing a break from their caring duties.  Daytime activities are run by 
the Council or by local community and voluntary organisations, and 
provide a wide programme of activities.  Activities can range from 
cookery, music and using computers to local theatre visits, use of local 
allotments and sports activities.   
 
The Stansfeld Centre is a day centre which provides support for adults 
with a learning disability and physical disabilities, and older people. 
   
 
 

Spotlight on: The Stansfeld Centre 
 
Since the major investment into the building work at the Stansfeld 
Centre, the purchase of a kiln has created new opportunities for 
community networking. With the support of Community Artist, Alistair 
Nicholson, service users have been able to experiment and get creative 
with pottery. The centre is planning to invite members of the community 
and other services to access this facility. 
 
The former garage at the centre has been transformed into a multi- 
sensory room for adults with more profound disabilities.  The room 
provides a calming environment that incorporates an interactive floor 
projection system, infinity lamps, colour column, bubble lamps and an 
array of fibre optics. 
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Achievements 2014/2015  
 

 A successful Learning Disability Review Day was held in June 
2015.  People with a learning disability and their carers had their 
say on planning and delivering services.  People with a learning 
disability also helped to plan and deliver the event.  A video and 
report from the day is available here. 

 Funding has been secured to develop the re:fresh health and 
wellbeing website to make it more accessible for people with a 
learning disability.  

 The Inclusion sub-group of the Learning Disability Partnership 
Board has worked with the Council’s CONNECT team to establish 
a new Vulnerable Adult Card for use on public transport. 

 We have increased the installations of complex telecare equipment 
from 2.3 per week in October 2014 to achieve a target of 11 
installations per week a year later. 

 

Challenges  
 

 Availability of suitable transport for people with disabilities 
continues to be a challenge.   
 

 

Priorities 2015/2016 
 

 Respond to and address the issues raised at the Learning 
Disability Partnership Board review day, including housing, 
transport, activities and inclusion. 

 Provide training and information to support people to get involved 
at Learning Disability Partnership Board meetings and the 
Regional Conference. 

 To further increase levels of use of complex telecare equipment, 
such as falls detectors and epilepsy sensors. 
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In focus: Sensory impairment support - Mr B 
 
‘Mr B’ has severe Chronic Obstructive Pulmonary Disorder (COPD) and 
needs 8-10 litres of oxygen daily to keep him alive. He recently lost his 
wife.  He has always had trouble hearing, but is now almost deaf. A 
request came from his daughter for an urgent Sensory Impairment 
assessment as Mr B was cooking and his smoke alarm went off and he 
didn't hear it. He also couldn't hear the doorbell when the Fire Brigade 
came.  
 
During a visit from Adult Services it emerged that in the recent past 
there have been a number of power cuts in Mr B’s area. These power 
cuts turn his oxygen concentrators off with only a beep 
warning.  Previously his wife would hear them beep and, given enough 
warning, Mr B is able to link himself up to a spare oxygen tank. As Mrs 
B has passed away Mr B cannot tell if his oxygen has gone off putting 
him at risk.  
 
The Sensory Impairment team researched a solution to Mr B’s problem.  
The team fitted a Bellman system with smoke detector and microphone 
pickup from a Bellman Baby Alert linked to the concentrators.    
 
A couple of weeks ago Mr B’s daughter rang the Independent Living 
Service to thank us as the system had worked following another power 
cut.  Mr B was alerted to the power cut and was able to manage his 
oxygen. 
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5. Health and recovery  

To have good or at least reasonable 
health is the number one priority for 
people of all ages. 
 
We work with culture, leisure and 
sport services to deliver healthy 
living programmes and with other 
organisations in the voluntary and non-for-profit sector.   
 
 

Spotlight on: Learning Disability Eat Well Course 
 
A learning disability ‘Eat Well’ course was set up to help people with a 
learning disability learn about healthy eating.  The course took place over 
6 weeks and focussed on the ‘Eat Well Plate’ and the 5 food groups.  The 
sessions were divided into short sections of information and food tasting, 
to hold the participants’ interest and to reinforce the ‘Eat Well’ message 
using all of the senses. 
 
Each session also featured a physical activity, a game, food tasting, and 
homework, which involved completing a fruit and vegetable diary at 
home. 
  
Feedback from the course attendees was very positive.  Three 
individuals signed up for Health Trainer support on a 1 to 1 basis as a 
direct result of attending the course.  The staff supporting the people with 
a learning disability said that they also benefitted from the course, and as 
a result they feel they now have the knowledge and skills to empower the 
people they support to make healthy food choices too. 
 
 
The Reablement Team work closely with staff from the NHS to help 
people who have been in hospital to maintain their independence.  Older 
people sometimes need extra help to prepare them for going home from 
hospital.  Others need some support to prevent them going into hospital.  
The Reablement Team help people to remain at home safely. 
 
Individuals are assisted, in their own home, to regain the skills needed to 
live as independently as possible and increase confidence in their own 
abilities.   
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Reablement care packages last about 3-4 weeks and are reviewed 
weekly and adjusted to the needs of the person.  In 2014/15 45% of 
service users left the Reablement service needing no formal support 
afterwards. 
 
Customer satisfaction with the service is high, as is shown by what 
people say about it: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

“Thank you for all the 
help my mum received 
from the Reablement 
service.  The help has 
assisted my mum to 
become more 
independent and to avoid 
admission back into 
hospital.” 

“I must compliment the staff from the Reablement team who have 
looked after me so well since my return home from hospital.  They 
have all been kind, considerate and non-intrusive and each day have 
encouraged me to regain my confidence in the simple tasks of 
washing and dressing.  I must admit whilst in hospital, despite the 
wonderful care I received, I did wonder how I would cope on 
returning home.  But now, with the support of your excellent team, I 
feel I can look forward.”  

“The Reablement team have 
supported my family through a 
very difficult period.  The 
exemplar service provided is a 
credit to the Council and should 
be shared as best practice 
across other boroughs.  
Communication throughout the 
process made my family feel at 
ease and the speed and 
efficiency through which 
equipment was provided goes 
against all pre-conceived and 
stereotypical opinions of 
NHS/local Council support.  The 
service is truly value added.” 

“A good service which has 
enabled me to remain in 
my own home and 
manage well.  Very kind 
people who looked after 
me really well.  Thank you 
so much.”
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Achievements 2014/2015 

 We have set up integrated teams made up of social workers, 
reablement, occupational therapists, physiotherapists and district 
nurses.  This has led to an improvement in partnership working and a 
better more joined up experience for the service user. 

 Continued increase in the number of people using the reablement 
service.  The average number of people starting the reablement 
service has increased over the past year from 7 to 14 per week.   

 An in-reach service is going into residential homes to provide 
reablement support to people to help them to return home following a 
stay in residential care following illness or hospital discharge. 

Challenges  
 
 At times of crisis people often end up going into hospital or residential 

care.  The 'ITAR’ crisis support service now provides alternative 
support as well as planned short term night visits. 

 

Priorities 2015/2016 and beyond 
 
 To further develop partnership working through integrated locality 

teams and to complete the co-location of the locality team in Darwen. 
 Extend reablement support to ensure that everyone who could benefit 

from reablement is given the opportunity. 
 Further develop the night time visit service which has been 

established by the Crisis team to build up a night time support service 
to help people avoid going into short term care and remain in their 
own homes. 
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In focus: Reablement support and Mrs Talbot 
 
‘Mrs Talbot’ had a history of falls and she was struggling with day to day 
activities.  She had an extreme fear of falling again.  Her mental health 
plummeted and her doctor admitted her to hospital.  Following a stay in 
hospital Mrs Talbot moved into a residential home for rehabilitation. 
 
A multi-disciplinary team (MDT) made up of representatives from Social 
Work, Reablement, Physiotherapy, Community Mental Health and 
Community Psychology met to discuss Mrs Talbot’s case. 
 
Mrs Talbot’s fear of falling was so bad that it prevented her from walking 
anywhere and she had to be moved using a hoist operated by two 
carers.  The Community Mental Health Team provided support to Mrs 
Talbot and she saw a Psychologist and Intermediate Support Workers 
to help with her anxiety levels for 12 weeks. 
 
The Social Worker referred Mrs Talbot to Reablement at which time Mrs 
Talbot’s mental health support had reduced and support from a 
Physiotherapist helped her to mobilise with the use of a wheeled 
Zimmer frame.  Mrs Talbot was still fearful to go out. 
 
Mrs Talbot was worried about going home as she lived in a ‘two up two 
down’ terraced house.  Mrs Talbot’s Social Worker made an application 
for extra care housing at Spring Bank Court.  The application was 
accepted and Mrs Talbot moved into her new flat.   
 
The Reviewing and Assessment Officer from Reablement assessed Mrs 
Talbot’s needs and arranged for 4 Reablement visits per day, equating 
to 28 hours per week.  Following a further review, Mrs Talbot moved to 
a long term package of 10.5 hours per week (30 minutes in the morning, 
lunch time and tea time), which is now carried out by staff at Spring 
Bank Court. 
 
The Reablement team are referring Mrs Talbot to Age UK’s assisted 
shopping service, and they have set up a lift with Dial a Ride to take Mrs 
Talbot to see her sister.   
 
Mrs Talbot is now independent with personal care.  Her mental health is 
stable and she can walk with a frame. 
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6. Being a carer  
 
The 2011 census tell us that there 
are 15,756 people in Blackburn 
with Darwen who declare 
themselves to be a carer.   
 
749 carers have received either an 
individual or joint social care 
assessment from Adult Social 
Services.  The Blackburn with Darwen Carers Service supports 3,827 
carers, most of whom carry out their caring roles without any direct 
support from care services.  
 
Providing unpaid care to an adult or child can be hard, whether they 
have a long-term illness or a disability, are elderly or have mental health 
problems. Sometimes having a short break, anything from just a few 
hours to a few weeks, can mean a lot.  
 
The Council and its partners provide funding to enable the Blackburn 
with Darwen Carers Service to support local carers.  The service 
provides a ‘one stop’ carers centre, offering support, advice and 
information to all unpaid carers in the borough. 
 
 

Spotlight on: Carers Service helpline 
 
The Carers Service helpline pilot started in October 2014.  Funding was 
identified through the ‘Good Health Fund’ managed by Community and 
Voluntary Services.   
 
The Carers Service building is open from Monday to Friday 9am-5pm. 
This works very well for many carers, however there are carers who 
struggle to access the service within these hours.  A caring role does not 
end at 5pm on weekdays. Carers often have the need for information, 
support and a listening ear in the evening.  The helpline was aimed at 
targeting working carers and isolated carers. 
 
Carers had identified a need for the service to be available out of hours 
due to: 
 

 Finding themselves in a crisis and not really knowing who to turn 
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to, or not getting the support they need from other services 
 Just needing to talk to somebody who understands their situation 

(emotional support has been identified as one of the major 
requests from carers) 

 Working carers who struggle to visit the centre 
 Carers who have a full time caring role that are unable to leave the 

house or ring during the day time 
 

 
Achievements 2014/2015  
 

 The Carers Service celebrated 10 years of supporting carers in the 
borough at an event in October 2014, which was attended by 100 
carers. 

 The Carers Service launched a new website in November 2014.  
The new website is easy to navigate and gives carers the 
opportunity to find out about everything the Carers Service offers 
to carers.  To view the website please visit: www.bwdcarers.org.uk 

 In 2014/2015 the Carers Service received 693 referrals, an 
increase of 120 from 2013/2014. 

 Carers Week 2014 was a huge success, with over 200 participants 
taking part in activities throughout the week. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Challenges  

“The massage sessions have 
completely helped my physical and 
emotional wellbeing. It has helped 
maintain my chronic back condition 
and now I have fewer flare ups. And if 
my back does play up I know that the 
money provided by the Carers Service 
enables me to book in for a massage. 
By maintaining my chronic back 
condition I have been able to carry on 
caring for my dad, complete my day to 
day tasks and I am volunteering in my 
local neighbourhood board and 
currently setting up activities for local 
residents.” 

“Before I came to the 
Carers Service it was 
like being trapped in 
four walls, now I feel 
like I have been 
released from prison.” 
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 Carers in Blackburn with Darwen face a wide range of challenges.  
A new DVD produced in partnership with students at Blackburn 
College has raised awareness of these challenges. 

 
Priorities 2015/2016 and beyond 

 Two new carer support staff are being appointed.  The Health 
Liaison Worker role will improve relationships and increase carer 
referrals in GP surgeries and on hospital wards. The Service 
Development Worker will raise the profile of carers in the local 
community and business sector. 

 The Carers Service is planning to open its own charity shop in 
2015/16. 

 The Carers Service will work in partnership with Child Action North 
West Young Carers Project and local adult and young carers to 
continue to provide support to carers of all ages. 

  
 

 
 
 
 
 
 
 
 
  

“Just doing this simple activity 
gave me the confidence to get 
out and helped me feel better 
about myself. I love nature 
and felt uplifted after every 
walk.  I came home refreshed 
and able to continue.” 
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In focus: Carers support for Mr and Mrs J 
 
‘Mrs J’ is in her 70s and cares for her husband who has advanced 
dementia.  Mrs J was feeling exhausted due to carrying out an intensive 
caring role whilst finding it difficult to come to terms with her husband’s 
illness.  Mr J was displaying new behaviours such as visiting the bank 
daily and making unnecessary withdrawals and attempting to buy the 
same medication each day.  Mrs J was being contacted by the bank 
regularly and it was making her feel very anxious. 
 
Mrs J’s husband liked to go for walks each day, however, if he returned 
back to the house and his wife wasn’t there he would get very 
distressed.  This resulted in Mrs J never leaving the house just in case.  
Her social isolation was having a negative impact on her own mental 
health.  She wished she could see her friends but was starting to feel 
very detached from them. 
 
The couple were struggling on a low income and finding it hard to 
maintain their home and garden.  Her daughter was trying to support 
her but runs her own business and works long hours. 
 
The Carers Service made a referral to the Alzheimer’s Society on Mrs 
J’s behalf.  They supported Mrs J with her questions and worries.  Mrs J 
was also offered a place on a course to improve her knowledge of 
dementia and how she could support her husband better.   Mrs J was 
given information about the services and activities that the Carers 
Service offer as well as information about day care facilities and other 
support groups in the local area.  
 
Mrs J was encouraged to contact the bank and discuss the problem.  A 
welfare and benefits adviser visited the family and helped them to claim 
Attendance Allowance.  A sitting service was set up so that Mrs J could 
see her friends again and this helped her to feel less isolated.  Mrs J 
was offered a Carers Respite Grant to be able to take a break and 
concentrate on her own health and wellbeing.  Mrs J was given DASH 
(Decent and Safe Homes) and Care Network information so she could 
seek support with maintenance required around her home. 
 
Initially Mrs J said she felt she was drowning in her caring role and had 
a very limited support network. Now she has a number of services 
supporting her and she knows who to turn to if she needs more support. 
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7. Keeping people safe 
 
Disability, illness or frailty means that 
many adults over the age of 18 have to 
rely on other people to help them in their 
day-to-day living. In some situations they 
may be at risk of abuse, very often from 
people they know such as a relative, 
friend, neighbour or paid carer.  
 
Abuse can take many forms, including hitting or pushing, shouting or 
swearing, unwanted touching and stealing money.  There continues to 
be a lot of publicity nationally regarding the abuse of vulnerable 
adults.  Blackburn with Darwen Council is committed to ensuring that the 
abuse of adults is reported, dealt with and reduced.  We have reviewed 
our local services to check that our service quality and safeguarding 
systems meet the new national guidelines in light of the Winterbourne 
scandal. 
 
Disabled people are more likely to be attacked, but many disability hate 
crimes go unreported. In Blackburn with Darwen there were 14 hate 
crimes in 2014 recorded as ‘disability motivated’, followed by a decrease 
to 10 in 2015, against a national upward trend. 
 
 
 

Spotlight on: Local Safeguarding Adults Board 
 
Blackburn with Darwen has had a Local Safeguarding Adults Board 
(LSAB) for the past seven years. It brings together local statutory and 
independent sector agencies working with adults who may be at risk of 
abuse.  
 
The LSAB is made up of senior officers nominated by those agencies 
including Lancashire Constabulary, BwD Clinical Commissioning Group 
and the Council. The LSAB welcomed Healthwatch to the Board in 
January 2015. Its core purpose under the Care Act is to provide 
strategic leadership that oversees and leads adult safeguarding in 
Blackburn with Darwen. 
 
The LSAB is also responsible for ensuring the Multi-Agency 
Safeguarding Adults policies and procedures are effective and prevent 
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adults from experiencing significant harm.  
The policies and procedures are available 
on the LSAB’s dedicated website: 
www.lsab.org.uk 
 
The LSAB said goodbye to its long 
standing Independent Chair Shirley 
Williams in March 2015 who was 
instrumental in moving forward the 
safeguarding adults agenda in Blackburn 
with Darwen. They welcomed Dr Paul 
Kingston as their new chair in April 2015. 
Paul is a Professor of Ageing & Mental 
Health and Director of the Centre for 
Ageing Studies at the University of 
Chester. 
 
 

 
 

Achievements 2014/2015  
 

 A peer review of the Council’s adult safeguarding took place in 
July 2015.  Key strengths identified included strong leadership, an 
effective safeguarding team, a clear vision and strong partnership 
working.  Further work is needed to strengthen the voice of service 
users. 

 Court skills training: barristers and legal services led briefing 
sessions for team managers and social work staff on court skills, 
court etiquette and specialist areas such as the Mental Capacity 
Act (MCA) 

 96.8% of people surveyed in 2014/15 said that services had made 
them feel safe and secure (highest score of all North West 
authorities).  Ascof 4b. 

 
Challenges  
 

 Following a change in case law last year the demand for Best 
Interest Assessments has significantly increased and we are 
working to train up additional staff to undertake this work. 
 
 

Dr Paul Kingston, the 
new chair of Blackburn 
with Darwen’s LSAB
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Priorities 2015/2016 and beyond 
 

 Embed ‘Making Safeguarding Personal’ in the work of local staff 
teams, to capture the experiences and outcomes of service users. 

 Co-locate the Adult Safeguarding Team with the Multi-Agency 
Safeguarding Hub (MASH).  

 Complete delivery of the Peer Review action plan and identify 
future priorities. 
 

 

In focus: Safeguarding in practice –  
the East Lancashire Hospitals Trust and the  
Adult Safeguarding Team 
 
A safeguarding alert was raised for an elderly lady who required 
admission to the Royal Blackburn Hospital. She had sustained a fall in a 
care home resulting in two fractures and facial bruising.  The lady’s 
daughter alleged that this was the third fall her mother had sustained in 
the residential home recently and she had concerns that her care needs 
were not being adequately met.  
  
The elderly lady remained on the ward for further assessment and the 
safeguarding alert was stepped up to investigation level. The East 
Lancashire Hospitals Trust Adult Safeguarding Officer kept in regular 
contact with the allocated social worker and she provided updates to the 
ward to keep them informed of progress.  
  
Investigation findings within the care home indicated no major concerns 
but it did identify poor record keeping and that nightly observations 
needed to be increased.  Residents at the home were deemed to be 
happy and relaxed with no cause for concern.   
 
With regard to the elderly lady, the social worker discussed the case 
with the care home manager who stated it had been the third fall which 
resulted in the lady’s fractures and facial injuries.  The Ward Manager 
was informed of the outcome. 
 
After a Continuing Health Care meeting the recommendation was for 
the lady to have a fully funded nursing home bed and the family chose a 
different care home in the local area.  A representative from the nursing 
home came to assess the patient and she was safely discharged to this 
home. 
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8. Choice, control and 
enablement 

 
Choice, control and enablement is a way of 
thinking about how people arrange their care 
and support. It is designed to help people 
receive services in a way that suits them and 
their families, and offers the individual more control over the way their 
services are delivered.  
 
People can choose to have their support as money (called a Direct 
payment) to buy services, or they can ask the Council to manage the 
money on their behalf or have a third party manage the money for them. 
 
 

Spotlight on: Self Directed Support and Transitions 
 
The Self Directed Support team attended a Disability Events Day 
organised by the Parents in Partnership group at Roman Road 
Community Centre in Blackburn.  
 
The team were there to raise awareness of the services available to 
young people making the transition through to Adult Services. The team 
told people about the choices they could make if they opted to take a 
personal budget as a direct payment and the extra flexibility that this 
offers when arranging their care. 
 
The event was attended mainly by young people and their parents/ 
carers along with representatives from other local services. 
 
 
 
 

Achievements 2014/2015 
 In 2014/15 88.2% of people receiving services had self directed 

support (a personal budget).  The national average is 84.7%.  
21.2% received a direct payment. 

 The Self Directed Support  team have worked with colleagues in 
Children’s Services to integrate procedures to ensure a smooth 
transition into direct payments for children entering Adult Services. 
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 A process has been agreed to appoint a co-chair of the Learning 
Disability Partnership Board, the co-chair will be a person with a 
learning disability. 

 

Challenges  
 

 To continue to extend personalised approaches for service users 
and their carers whilst undergoing major business transformation 
and reduction in funding across Adult Services. 

 
Priorities 2015/2016 and beyond  

 Re-launch of the Peer Support Group for people in receipt of direct 
payments. 

 To improve communications with direct payment customers 
through regular newsletters and the development of a self directed 
support social media network. 

 To develop a pathway for individuals who are in receipt of a direct 
payment to access personal health budgets. 
 

 

In focus: Self Directed Support and Personal 
Assistants 

Adult Services have supported a lady with multiple sclerosis to live 
independently.  The lady had been living with her brother and sister-in-
law but decided to move into her own home after seeing a Care 
Network leaflet promoting independent living.   

The lady received an assessment from social services who 
commissioned a package of home care, as well as providing 
adaptations at her new home to make it safe for her to live there.  The 
lady initially received support from a home care agency but decided to 
change to a personal assistant (PA) as she preferred to be supported by 
the same person, rather than different carers.  The lady received 
support from the Self Directed Support team and the Rowan 
Organisation to help her recruit her own PA.    

The lady has described her journey as going from ‘desperation to 
contentment’ and she feels much happier now that she is living 
independently with support from her PA. 
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9. Getting in touch, staying 
involved 

 

What you think of Adult Social Services is 
really important to us.  That’s why we have 
regular surveys and hold feedback sessions.  
Questionnaires are regularly sent out to people 
who use our services to check their level of satisfaction with services.   
 
We also ask service users to get involved in our meetings about the 
services we offer.  Whether people are receiving support at home or in a 
residential setting, the Quality Assurance Team makes sure that 
providers undertake annual resident/service user surveys to address 
concerns and help improve services. 
 
We undertake surveys coordinated by the national Health and Social 
Care Information Centre, involving a sample of the people who use our 
services and also carers.  The results of these surveys are reflected in 
our ASCOF performance indicators (see introduction) and we draw on 
the results in our service planning.  Details of the 2014/15 results are 
available in the ‘Spotlight on’ section below. 
 
 

Spotlight on: Annual Department of Health User 
Survey for adult social care 
 
The annual Department of Health User Survey for adult social care was 
undertaken by the Customer Care team between October 2014 and April 
2015, with questionnaires sent out to a representative sample of service 
users. The results are now available, benchmarked against all north 
west authorities and the England average.   
 
The results for Blackburn with Darwen were extremely positive across all 
six areas of user focus. The collated survey results feed into the national 
Adult Social Care Outcomes Framework (ASCOF) scores for 2014/15, 
and Blackburn with Darwen’s results in ASCOF were the highest of all 
23 north west authorities for all 6 of the survey outcomes. Against some 
measures we are the highest in England and Wales, which is a huge 
achievement against a backdrop of large scale funding reductions. The 
results were as follows: 
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 ASCOF 1a: Social Care-related quality of life: 20.4 - (NW avg: 
19.2; England avg: 19.1)  (this is a composite score based on the 
rating of sub-questions,  not a % )  

 ASCOF 1B: proportion of people who use services who have 
control over their daily lives: 87% - (NW avg: 78.1%; England avg: 
77.5% ) 

 ASCOF 3a: Overall satisfaction of people who use services with 
their care and support: 72.7% - (NW avg: 66.8%; England avg: 
64.9%) 

 ASCOF 3d: Proportion of people who use services and carers who 
find it easy to find information about services: 82.4% - (NW avg: 
74.6%; England avg: 74.7%) 

 ASCOF 4a: proportion of people who use services who feel safe: 
78.4% - (NW avg: 70%; England avg: 68.7%) 

 ASCOF 4b: proportion of people who use services who say that 
those services have made them feel safe and secure: 96.8% - 
(NW average: 84.5%; England avg: 85%) 

 

 

There are other organisations in Blackburn with Darwen that can speak 
up for you if you have particular issues.  Healthwatch Blackburn with 
Darwen is an independent consumer champion which gathers and 
represents the views of the general public and local people who use 
health and social care services. They can be contacted on (01254) 
504985 or visit them at their website: 
www.healthwatchblackburnwithdarwen.co.uk 

To ensure that people understand information that we give out, we 
produce ‘easy read’ documents which cut out jargon. We can also 
produce audio and Braille copies of documents for those who need 
them.   
 
We have a website ‘Your Support Your Choice’ which is easy to use and 
can help give information about our services.  You can visit the website 
at:  www.yoursupportyourchoice.org.uk 
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 Achievements 2014/2015 
 The Customer Care Team send individual letters to all the people 

assessed over the previous three months inviting feedback and/or 
attendance at drop in events. 

 99.1% of complaints resolved satisfactorily at local level, only one 
complaint required independent investigation. 

 High levels of user satisfaction (top performer in the north west in 
the annual user survey – see previous page). 

 

Challenges  
 Continuing to maintain high levels of customer care support at a 

time of reduced resources. 

 
Priorities 2015/2016 and beyond 

 The Customer Care Team will provide training to managers on the 
skills and knowledge required when undertaking investigations. 

 To revise customer care procedures in light of the Care Act 2014. 
 We are producing a new complaints DVD aimed at people with a 

learning disability to show them how to make a complaint.  The 
DVD will ‘star’ local service users who have a learning disability. 
 
 

 

In focus: Mr P’s stairlift and the Customer Care 
Team 
 
‘Mr P’ contacted the Customer Care Team to ask for help because his 
stairlift had stopped working.  The Customer Care Team arranged for 
the Council’s contracted repair team to go and repair Mr P’s stairlift.  
Following the appointment, the Customer Care Team contacted Mr P to 
check that his stairlift had been fixed.  The engineer that visited Mr P 
and fixed his stairlift charged him £50.  The Customer Care Team 
checked with the Independent Living Service (ILS) whether there should 
have been a charge.  The ILS said that repairs undertaken should be 
free of charge, and they requested a refund for Mr P.  The Customer 
Care Team contacted Mr P to let him know about the refund, and Mr P 
was pleased with the outcome. 
 

 


