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Appendix 1

improve the way we work and commission services

1) We will improve the customer experience by increasing our understanding of the impact and benefit of what we do. We will use this knowledge to innovate and
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(SAQ)

80.0% W Quality of life

improved

73.9% 73.4%

70.0% 67.0% 67.3%

oo _ |

Baseline 16/17 Q1

Needs met

Number of complaints and commendations received

69
[=

100
75
50
25

o T T T 1

Q1 Q2 Q3
I Complaints 17/18 Commendations 17/18

=0==Complaints 16/17 =&=—Commendations 16/17

+

27 =\

2) We will embed a strength-based, preventative model of support, to promote w

ellbeing, self-care and independence
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Are fully independent (all customers)

residential care

3) We will improve the opportunities for those of working age to live independently in a home of their own and continue to reduce our reliance on the use of

Adults aged 18-64 admitted on a permanent basis to residential or nursing care (per
100,000 pop.)
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The number of people (18-64) with a learning disability or mental health needs in

residential care
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4) Improve our offer to older people supporting more of them to remain at home
and to continue to reduce our reliance on the use of residential care

5) We will work with partners to protect adults who need care and support from
harm and abuse

Older people aged 65 or over admitted on a permanent basis in the year to residential or
nursing care per 100,000 pop
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Where a risk was identified, the outcome / expected outcome when the case was

concluded was
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