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New customer pathway



Why new performance measures?


 
Customer journey changed with introduction of 
the Community Access & Reablement Service.


 

Now several possible journeys which depend on 
the customer’s needs.


 

Assessment waiting time is no longer valid for all 
journeys.


 

More customer focused measures needed.


 
Need an early warning system to identify any 
potential backlogs before they start building up. 



Aims of the new measures


 

To ensure customers are getting the right 
service at the right time.


 

To ensure backlogs do not build up.


 
To monitor the customer’s experience – the end 
to end journey.


 

To measure the appropriate customer journey 
for each customer.



Approach 


 
Developed customer focused measures covering how long 
customers have to wait and the effectiveness of services.



 
Developing a tool to monitor the number of customers at 
each stage of the customer journey, how long they have 
been waiting and provide an early warning system to 
quickly identify if any backlogs start to build up.



 
We’ve identified a number of supplementary measures to 
ensure our processes are efficient and cost effective.



 
We will start monitoring these new measures now to set 
baselines and targets for 13/14 service business plans.



 
Some measures need development and system changes.  
We will aim to have these ready by April.



Proposed measures
% Customers 

contacted within 2 
working days.



Proposed measures
% Resilience plans 
completed within 12 

working days from initial 
contact.



Proposed measures
% Reablements started 
within 12 working days 

from initial contact. 



Proposed measures
Delayed transfers of 

Care.



Proposed measures
% Reablement outcomes 
which were successful.

% Reablement outcomes 
which were successful.



Proposed measures
% Reablement periods 

completed within 6 
weeks.

% Reablement periods 
completed within 6 

weeks.



Proposed measures
Measure to ensure once 

reablement has ended, there 
is no delay before long term 

services are put in place.



Proposed measures

Time to complete the 
assessment and have 
the support in place. 



Proposed measures
% Reviews 

completed on time.



Proposed measures
Length of time taken to 

put new support in place 
after a customer's needs 

have changed.



Proposed measures
80% of assessment visits 

completed within target time 
(Fast track: 7 days, Urgent: 6 

weeks, Non-Urgent: 3 months).



Proposed measures
A number of customer 

satisfaction measures covering 
satisfaction with services and 

the customer journey



Backlog Early Warning System

(61,1.4)

(234,42)

(52,0.9) (158,6.2) (321,51)

(452) (234)

(563,72)

(286,39)

(62,25)

Gives the number of customers 
at each stage and waiting time 
information for each pathway to 
flag up any potential backlogs 

before they occur.

KEY: (number of customers, average waiting time)



Existing performance measures to remain

We will continue to …


 
Report on safeguarding using existing 
measures.


 

Monitor the numbers of people using personal 
budgets and whether their outcomes are being 
met.


 

Monitor the number of people living in care 
homes.


 

Monitor the number of people with Learning 
Disabilities living at home and in employment.



Any Questions?
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