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Progression of First Contact
First Contact was launched in certain areas of
Derbyshire in 2009. In 2012, the scheme went
countywide with one single referral form used
throughout Derbyshire.
The graph shows the progression of the number
of referrals into First Contact from 2012.
During 2016/17 Derbyshire Fire and Rescue
launched a new service, called “Safe and Well
checks” which included completing the First
Contact form when appropriate.
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During 2017/18 the number of referrals has decreased as the FC team has been working hard
with referrers to improve the quality of referrals and decrease the amount of inappropriate
referrals. So, although the number of referrals has dropped, the quality has improved.

Developments of First Contact during
2017/18
A new outcome category “4 - Information sent by post/email” was added to gain more viability
on whether services were actually taken up or information was provided.
An easy read version of the First Contact form was developed and copies are available on the
Derbyshire County Council Website.
Promotion of the First Contact scheme by:


attending more team meeting with Social Workers, GP’s, Derbyshire Fire and Rescue and
the Handy Van.

Targeting specific audiences by:


posting on social media and the new Carers in Derbyshire website



taking the easy read version of the form to stakeholder partnership boards.
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Referrals into First Contact
Hospital
Discharge

Referrals into First Contact 2017/18


Call Derbyshire 3923 which is rounded up to 76%
of all referrals
Paper/online forms 1195 which is around 23%
Hospital Discharge forms 48 which is 1%




Forms
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are 70 years old or older.
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Derbyshire for First Contact referrals
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Chesterfield 15.1%
Amber Valley 14.8%
Erewash 13.4%
High Peak 12.7%
South Derbyshire 11.2%
Bolsover 11%
Derbyshire Dales 10.9%
North East Derbyshire 10.3%
Not specified 0.6%

North East
Derbyshire
533 = 10.3%

Chesterfield
780 = 15.1%

Bolsover
Derbyshire Dales
562 = 10.9%

566 = 11%

Amber Valley
765 = 14.8%

South Derbyshire
579 = 11.2%

Erewash 693
= 13.4%
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Onward referrals
Each question selected on a referral into
First Contact will trigger an onward referral to
our partners.
This graph shows the number of onward
referrals each year through First Contact.
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Most popular questions within First Contact
1.

Benefits check

15. Difficulties managing daily living activities

2.

Information about preventing falls

16. Adult Education courses

3.

Social and recreational activities

17. Higher level falls assessment (DFRS only)

4.

Community transport

18. Repairs

5.

Call for assistance alarm

19. Emotional and mental wellbeing

6.

Befriending services

20. Carers information pack

7.

Smoke alarm / fire safety checks

21. Trading Standards (scam / rogue traders)

8.

Home Library Service

22. Carers assessment

9.

Armed Forces

23. Volunteering

10. Information on moving house

24. Disability Employment Service

11. Home security

25. Children under the age of 19

12. Stop smoking / lose weight / getting active
services

26. Alcohol misuse

13. Timeswap scheme
14. Warm homes advice

27. Drugs misuse
28. Dementia
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Outcomes
Once a month we request outcomes from our partners for the referrals that we have sent them.
They should select one of the following categories:
1. Not eligible
2. Referred to another agency
3. Services supplied
4. Information sent by post/email
5. Services declined
6. Unable to contact
Out of the 14398 referrals sent to partners we have received 87% feedback outcomes from out
partners which is a 6% increase compared to the previous year.

The table below shows the outcome breakdown from the responses we have received:

Last year we only had 5 outcome categories whereas this year we broke down the “services
supplied” category to distinguish whether information was sent or the service had been taken up.
In order to compare the two years, we have combined this year’s “services supplied” and
“information sent by post/email” into “services supplied”.

Our aim was to increase the amount of
“services supplied” outcomes and to
decrease the “services declined” and “not
eligible” ones.
This target was achieved as the number of
outcomes received for “services supplied”
has increased by 14% and those for
“services declined” has decreased by 4.7%.
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How many people have taken up
services offered through First Contact
From the outcomes we have received from partners below is a break down of when
we have received a “services supplied” outcome.

245 people have gained at least 1 welfare rights benefit that they didn't know they were
entitled to.

49 people now receive the home library service.
424 people have received smoke alarm / fire safety checks for their home.
49 people have received aids and adaptations to their homes.
8 people have accessed brokerage services to help them find gardeners and cleaners to help
around the home.

60 people have had advice and support about keeping their homes warm.
62 people have been guided through the process of moving home.
17 people have had a carers assessment.
24 people have been supported following being a victim of a scam / bogus caller.
Many more have gained information about local services and support available through First
Contact.
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How well are the services
offered through First Contact helping to
prevent people needing further care support
In July 2016 First Contact set up a new recording system to track anyone who signed up to the
First Contact Scheme and was new to Derbyshire County Council’s Adult Care department. 6
and 12 months after that initial contact, the First Contact team check whether there had been any
further contact with Derbyshire County Council and which services they required. This tracking
system is a tool to check how successful First Contact is at preventing people needing care
support.
4 outcome categories were set up to monitor the results:

Care support - If a person needs care support by home care, care homes or day care.

Community support - preventative services such as aids and adaptations, falls alarms or
help with domestic duties around the home.

None - if there is no record of any further contact with Derbyshire County Council.
6 Month tracking
From April 2016 to March 2018 we have
completed a 6 month track for 557
people.
Outcomes:
Care support = 34
Community support = 68
None = 431
Other = 24

Care Support

Other

Community
Support

None

Other

12 Month tracking
We have completed 12 month checks for 330
people (this does not include those who needed
care support or who died within the 6 month
check).
Outcomes:
Care Support = 10
Community Support = 15
None = 300
Other = 5

Care support

Community
Support

None
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Case Study
Mrs B
Mrs B from Heanor contacted Call Derbyshire to request information and support from Derbyshire
County Council.
During the call the First Contact questions were asked and she was referred to:
Fire Services for smoke alarm and fire safety checks.
Welfare Rights to make sure she is receiving all the benefits she is entitled to.
Information regarding social and recreational activities, Adult Education courses and the
Time Swap Scheme.





Through First Contact a visit was arranged with Derbyshire Fire and Rescue. Mrs B had her
smoke alarms checked and 2 of these were replaced, and was given tips on preventing fires and
what to do in an emergency.
Mrs B also received a benefit check form which she completed and sent back to the Welfare
Rights team and after the team looked into it they found that Mrs B was entitled to Attendance
Allowance and Pension Credits, of which she had been unaware prior to the referral.

Goals for 2018/2019


Redesign the First Contact Form by adding options to certain questions which gives
partners a better understanding of what the person being referred requires.



Continue to decrease the amount of “Services declined” outcomes and increase the
“Services supplied”.



Deliver more training to people referring into First Contact to reduce the amount of
inappropriate referrals.



Increase the amount of referrals into First Contact coming from paper and online
forms.
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