What to expect from Adult
Social Care

A guide to standards

In East Sussex, we want to provide
high quality services that meet the
needs of everyone who uses them.

We set ourselves high standards.
This leaflet sets out what you can
expect from Adult Social Care.

We want your experience to be the
best it can be when dealing with
us.

All East Sussex residents can
expect:

e To be treated fairly and equally.
e To be treated with dignity and respect.

e To be able to get information about the
different types of support available that is
accurate and in the format and language
you need.

e |t to be easy for you to get in touch with
us.

If you contact us, we will:

e Listen carefully to what you say.
e Be polite and honest at all times.
¢ Give you the correct information.

e Ensure you understand what we have
given you.

e Let you know what will happen next.
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e Make sure you can contact us again if
you need to.

e Seek or share your information only with
your knowledge and consent, unless
someone is at risk from harm.

If you need support, we will:

e Work with you and any people who
support you to identify your needs as
soon as possible.

¢ Help you to explore the choices available
about how to get the support you need,
when you need it.

e Help you to live as independently as
possible

e Talk with you about the costs of support.

e Help you get the support agreed once
your needs have been identified.

« Advise you on what to do next and help
you organise your support, even if you
need to pay for that support yourself.

If you receive care services
directly from us, we will:

e Agree with you how and when services
will be delivered.

e Make sure our staff members are skilled
and committed to provide the care or
support you need.

e Do our best to help you remain at home.
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e Deal with any complaints fairly, with
empathy, and as efficiently as possible.

e Review the services we provide you with
to make sure they are appropriate, and
consult with you before any changes are
made to your support plan.

e Protect you and your carer from abuse,
neglect and self-harm.

e Communicate with you and your carer
and provide advice and guidance
throughout your care, including finding
people who can speak on your behalf if
needed.

e Support you and your carer to take part
in community activities if you wish.

If you are a carer, we will:

Identify your needs as a carer; so we can
support you as well as the person you
care for, and help keep you well.

Provide clear, easily available
information and advice about the range
of respite and care services that are
available to you, including emergency
back-up support.

Make sure you are fully involved in the
choice and delivery of services as a
‘partner in care’ for the person you care
for.

e Seek your experiences and views about

the care you receive, so we can improve

our services.
If we don’t meet these standards,
please let us know by contacting the
Quality & Consultation Team on

When we work with other
organisations to provide care
services, we will:

Getting copies of this leaflet

You can get all our leaflets in large
print, easy read format, in Braille, on
audio tape or CD, or in other
languages. Please phone Social
Care Direct on 0345 60 80 191.

e Listen to what you tell us is needed in
the community

e Work with businesses and organisations
in a fair and transparent way to award
contracts

Are you a carer? e-mail address:

If you provide regular and substantial unpaid
help or support for someone who is ill, frail,
disabled or who has mental health or
substance misuse issues then you are what
we refer to as a ‘carer’. You may be a friend,
neighbour or relative.
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About you

The following questions help us to understand more about the make up of our community
which in turn helps us make decisions and target our services where they are needed. We
have a statutory duty to collect this information to show that we are eliminating unlawful
discrimination, promoting equality of opportunity and good race relations. You do not have to
complete this section of the survey but it helps us if you do. Any responses you give will be
treated in the strictest confidence.

Q. Are you: Male ] Female | Transgender []

Q. How old were you on your last birthday?

Q. What is your postcode?

Q. To which of these ethnic groups do you feel you belong? (source: 2001 census )

White Black or Black British

British ] Caribbean ]
Irish ] African J
Gypsy/Roma ] Any other Black Background ]
Traveller of Irish heritage ] Asian or Asian British

Any other White background ] Indian ]
Mixed Pakistani ]
White and Black Caribbean ] Bangladeshi ]
White and Black African ] Any other Asian background ]
White and Asian ] Chinese |
Any other Mixed background ] Other ethnic group |

If your ethnic group was not specified in the list
and you selected one of the ‘Other’ options,
please describe your ethnic group:

The Disability Discrimination Act considers a person disabled if they have a longstanding physical or
mental condition that has lasted or is likely to last at least 12 months; and this condition has a
substantial adverse effect on their ability to carry out normal day to day activities.

Q. Do you consider yourself to be disabled as set out in the Disability Discrimination
Act?

Yes [l No [l

Q. What is your religion?
Christian ] Buddhist ]
Hindu ] Jewish [l
Muslim ] Sikh O
Any other religion (please include details)

Q. Areyou...
Hetrosexual/straight ] Gay Woman/lesbian ]
Bisexual ] Gay man |
Other ] Prefer not to say ]
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