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What is FOCUS?

FOCUS stands for Focus On Customers Underpins Success.

The FOCUS project has been set up to make it better and easier for people to receive their services from the Department of Community Services.  The project aims do this by changing the way we work from the first time you contact us through to the point when we have given you the advice, information and services that you require.

New systems have been designed to make it easy for our customers to talk to us, increasing customer choice and control. These new systems have cut down the need for some administration tasks and have made it easier for staff to be able to provide the right advice (by the right and appropriately qualified and experienced person) at the right time.  This will give us more time to support everyone’s needs.

FOCUS is part of the much bigger Transforming Social Care Programme.

What will FOCUS deliver?

The purpose of FOCUS is to deliver a new way of working with clear job roles and responsibilities.  This will make it easier for our customers to talk and deal with us, and for our staff to do their job more effectively. A key outcome for the project will be the ability to provide increased customer choice and control.

What will be different for our customers?

· All customers will have access to more accurate information, advice and assessments 

· People will be able to access support and information, whether they are self-funders or not 

· We will make it easier and simpler for our customers to deal with us, providing them with the right person at the right time to support them through the process of assessment.  Everyone with an assessment will have the telephone number of a Customer Coordinator who will be their point of contact and who will ensure that the right assessment is provided by a suitably qualified and experienced professional member of staff

· We will introduce self-assessments.  This will mean that people can tell us what they think their needs and requiremenmts are and we cwill then respond to this and ensure that any services we provide can be tailored to meet their preferred outcomes
· We will offer people choice and individual options

Who has been involved?

In 2007 around 30 people from across the county were invited to join some workshops.  The workshops included people with a learning disabililty who were invited through various advocacy and support groups (including Wiltshire People First and Wiltshire & Swindon Users Network) to take part.  This group is known as the FOCUS Customer Reference Group.  They are still involved in developing and putting into action the project.  

We have also involved a large number of our own experienced staff from across the department and the county.

How has FOCUS been developed?

Through workshops, we asked customers what was important to them, and wanted to know what things are like now, and how they should be in the future.  

Using this information staff designed a new way of working which would put the customer at the centre of everything we do.  New roles were developed, to make sure the customer had access to the right person with the right skills when they needed support.

These new roles are:

Customer Advisor

This role is the first point of contact for new customers.  We will try to meet the needs of all our customers at this point. 

The telephone number is: 0300 4560111

Customer Co-ordinator

Some customers will need additional and specialist support, and will be allocated a Customer Co-ordinator.  This person becomes the key contact and will arrange any specialist involvement that is needed.  

Resource Specialist

This role will explore the different options available to meet the needs of the customer.  These may be commissioned services, community facilities, equipment or something different.

There are still specialist and professional workers providing services for people with a Learning Disability, such Social Workers, Nurses, Psychologists  & Occupational Therapists who may be involved in providing support.  

Will the new way of working be successful?

During 2008/9 a small team of people came together to test the new way of working.  The team provided support to a number of customers with different needs, and feedback from customers was very positive.  

What is happening now?

This new way of working is happening in the North of the county at Chippenham, with Customer Advisors and Customer Co-ordinators located Monkton Park.  It is also happening in the West of the county at Trowbridge with Customer Advisors and Customer Co-ordinators moving to Bradley Road.  From 16th October, the South team will come together, at Salisbury and will be working in the new way, with Customer Advisors and Customer Co-ordinators being located at Chipper Lane alongside Social Workers and other professionals who for the present will still be based at Bedwin Street.  From 27th November this will also be happening in the East  of the county at Hopton, Devizes.

What does this all mean for people with learning disabilities?

People with a learning disability will still have access to the right people with the right skills when they need support.  This may be a Customer Advisor, Customer Co-ordinator or Learning Disability specialist worker such as a Social Worler or a Nurse, for example.  

We will still have a CTPLD service, and we will still work alongside our Health staff, but some offices will be moving, and some of the staff people have worked with might change. What these changes do, besides reducing much of the red tape and processes is ensure that staff are co-located in a way which ensures we have a better coordinated service overall.

When customers want to contact us for the first time they can telephone a Customer Advisor on 0300 4560111.  When people are already receiving support from us, they will be given the telephone number of their Customer Co-ordinator, or will be able to contact the CTPLDs directly on the following numbers:

South (Salisbury): 

01722 410814

East (Kennet): 


01672 517378

West (Trowbridge) 

01225 760106

North (Chippenham) 

01249 707900
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