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Executive Summary 

Leeds City Council (LCC), Adults and Health Directorate and the Children and 

Families Directorate; and NHS Leeds Clinical Commissioning Group (CCG) are 

working together to develop a new service model which proposes some changes to 

the way Direct Payment Support Services are currently provided.   

A LCC Direct Payment model & process review took place in 2016, collecting 

feedback from service users, carers and families. However, customers in receipt of 

Personal Health Budgets (PHBs) were not involved in that review. 

NHS Leeds CCG and Leeds City Council undertook simultaneous surveys with their 

own Direct Payment customers to try to understand what matters most when in 

receipt of this service. The CCG sent out surveys to around 98 people who receive a 

Personal Health Budget via a Direct Payment. We asked people: 

 What works well in your experience of Direct Payments? 

 What needs to improve in your experience of Direct Payments? and 

 Is there anything else you’d like to tell us about your experience of Direct 

Payments? 

19 people completed and returned a survey, with 88% (of 17 respondents) stating 

they were ‘More than satisfied’, or ‘Very satisfied’ with the service they currently 

receive. 

For the most part, people were satisfied with the service they received, with a few 

respondents stating they were happy with the service provided as it is now. 

However, there were a couple of responses from people raising concerns about the 

service being transferred to a new provider, and worrying that the service (and its 

recipients) may suffer as a result. 

Findings from the survey will be included along with the findings from the larger LCC 

survey, to inform the development of the new service specification. 
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1. Background information  

 a. The NHS Leeds CCG   

NHS Leeds CCG is responsible for planning and buying (commissioning) the 

majority of health services for people in Leeds.  

The CCG commissions a range of services for adults and children including planned 

care, urgent care, NHS continuing care, mental health and learning disability 

services and community health services.  

Involving people and the public in developing and evaluating health services is 

essential if we want to have excellent services that meet local people’s needs. It is 

our responsibility, and one that we take very seriously, to ensure that our local 

communities have the opportunity to be fully engaged in the decisions we take. 

 

b. Detail on health topic/engagement 

A Direct Payment is a sum of money that the local council, or local health authority, 

has to pay to meet the support and/or care needs of individuals, or individuals who 

are looking after another person, to enable the purchase of necessary services, as 

assessed by the local council/health authority.  

It is recognised that Direct Payments can promote independence, by providing Direct 

Payment holders and their Carers with greater choice over how they self-manage 

their care, use their allocated funds and have control over the services they need. 

This project is part of a joint Leeds City Council and Clinical Commissioning Group 

(CCG) procurement (buying/purchasing a service) - NHS Leeds CCG is responsible 

for the Personal Health Budget (PHB) element. This makes up less than 10% of the 

overall Direct Payment Support Service (DPSS) provision. 

The aim of this procurement is to make Direct Payments (DPs) an accessible choice 

for a greater number of people - increasing the uptake of DPs, and making the 

process of obtaining a DP simpler for customers and for staff.  

Leeds City Council (LCC) asked the CCG to consider if any of the engagement 

around this could be joined up. 

A LCC Direct Payment model & process review took place in 2016, collecting 

feedback from service users, carers and families.  The main function of which was to 

understand service users’ experience of the current DP process, and where they 

would like to see change. PHB holders were not involved in this process review. 
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2. Engagement Planning 

This engagement was judged to be a Level 2 engagement as relatively small 

numbers of people would be affected (there are currently less than 100 customers 

who receive their PHB via a Direct Payment), and because these people should not 

see any significant change to the service they receive. In fact, they should see 

improvements.  

From the CCG’s perspective, this was an opportunity to gauge customer satisfaction 

with the current service, find out what matters most to these existing PHB holders, 

and provide information and an opportunity to raise queries about plans for the 

service development. 

The CCG DPSS survey ran from Monday 28 October until Friday 29 November 

2019, whilst the LCC survey was live from 12 November until 9 December 2019. 

The CCG Continuing Care team sent out paper copies of the survey to current 

recipients of a PHB via a Direct Payment, along with Freepost envelopes. The 

survey was also available online.  

Three informal public engagement events were organised by Leeds City Council for 

customers who wanted more details about the proposals and a chance to share their 

views. 

3. Who Replied               

19 people completed a CCG survey. 

60% of respondents were male and 40% female. 

Respondents reported being between 36 and upwards of 86 years old: 
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18 respondents told us that the person who benefits from the Direct Payment is an 

adult, and 1 told us that the person is a child. 

53% of respondents receive a Direct Payment for their own care needs, and 37% of 

respondents care for someone who receives a Direct Payment. 

73% of respondents considered themselves to be disabled, with 82% of these 

people stating that they suffer from a long-standing illness. 

 

 

 

4. What did people tell us? 

88% (of 17 respondents) stated they were ‘More than satisfied’ (12), or ‘Very 

satisfied’ (3) with the Direct Payment service they currently receive. 

For the most part, people were satisfied with the service, with a few respondents 

specifically stating they were happy with the service provided by current provider 

Leeds Centre for Independent Living (LCIL): 

“Good communications in person and in writing. Prompt action taken. Provided 

excellent information about support available.” 

“An efficient service that has not let us down.” 

“I have been in receipt of my PHB for over 2 years and it has been managed by 

Leeds CIL without any problems whatsoever.” 
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However, there were a couple of responses raising concerns about the service being 

transferred to a new provider and worrying that the service (and its recipients) may 

suffer as a result: 

“Current system with CIL works well and I can’t understand why you want to change 

it. By declaring you are changing the service and then asking for my opinion on it, 

you are removing any choice and control I have within my care package to decide 

who completes payroll for my PAs each month.” 

Asked what needs to improve in relation to the Direct Payment Support Service, 

people did offer some feedback, including: 

“The CIL are very slow to respond to client communications and worsened since new 

'hot desking arrangements' as unable to contact individuals by phone.” 

“It would be useful to receive automatically a more detailed breakdown of how the 

amount is derived each month.” 

Full comments are included here at Appendix 1. 

 

5. Key Themes and Recommendations 

Themes identified Recommendations 

Some positive feedback was received 
about the current service and provider. 
 

Feedback positive comments to existing 
providers and staff. 

As this is the first time recipients of PHBs 
have been asked about their experiences 
of the service, the responses to this 
survey can only provide a baseline for 
future engagements. 
 

Ensure that patient/customer 
experiences are collected on a regular 
basis to inform service improvement and 
support service user involvement moving 
forward. 

Some comments about communications 
suggested that there may be room for 
improvements in some areas e.g. 
requests for information, statements, etc.    

Review all communications processes as 
part of service refresh and consider staff 
and customer input as part of this 
process. 

 

Following completion and review of survey feedback, commitments were agreed 

between project leads from LCC and the CCG to ensure that the feedback and 

responses received will feed into and influence the revised specifications and future 

Direct Payment support service working practices and protocols. 
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6. What next? 

Both NHS Leeds CCG and Leeds City Council will compile reports from the 

responses to the surveys, and publish these on their respective websites. Survey 

participants who have expressed specific concerns or queries will be contacted 

directly, if contact details have been provided. 

Commissioners will use the information provided in this survey as a patient 

experience baseline, and, moving forward, will ensure that patient insight and, where 

appropriate, patient / public involvement, will be taken into account  to steer the 

future direction of the service. In addition, as the service develops, ongoing 

discussions or focus groups with PHB recipients, may help to uncover more detailed 

feedback about how the service is functioning. 
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Appendix 1 – Answers to survey questions 3-6 

3. How satisfied are you with the Direct Payment Support Service you, or 

the person you are caring for, receive/s? 

There is not a lot to say. I receive a payment each month. Most of the time it is the 

sometimes it changes. When it changes I have to get in touch for an explanation. An 

answer arrives within a couple of days.  

That it takes all the worry and confusion out of worrying about payments and banking 

No problems to date 

The Healthcare manager in the NHS is very efficient in obtaining the information we 

require. She will successfully have requested things/services included in my 

husband's care plan and failing that, she will provide us with details on relevant 

organisations/services. 

Payroll 

- Good communications in person and in writing 

- Prompt action taken 

- Provided excellent information about support available 

Not used. I manage the service on my own on behalf of the person receiving the DP 

benefit. 

Current system with CIL works well and I can’t understand why you want to change 

it. By declaring you are changing the service and then asking for my opinion on it, 

you are removing any choice and control I have within my care package to decide 

who completes payroll for my PAs each month. What happens if I choose or want to 

stay with CIL's services? This is not a survey, merely a tick box exercise and isn’t 

going to change the outcome - the worst of token gestures. This is anti-

personalisation and completely goes against the NHS long-term plan agenda. 

Not used CIL other than a brief discussion recently about the possibility of employing 

a personal assistant to undertake part of the care plan. 

An efficient service that has not let us down 

Leeds CIL have been very helpful and always there to offer advice and guidance. 

I have been in receipt of my PHB for over 2 years and it has been managed by 

Leeds CIL without any problems whatsoever.  
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4. What works well in your experience of the Direct Payment Support 

Service? 

Always go through NHS continuous care 

Since my last review (Aug. 2019) I am very satisfied with the way things are going 

Employee salaries paid on time 

My autonomy over whom to employ. 

That all payments are made for me. 

The company (Leeds CIL) ensures that the PAs wages are paid on time and the 

Payroll respond quite effectively. 

- Clear outline of what actions/planning will take place 

- Excellent caring attitude from link workers 

- Good, detailed review of care needs, leading to personally tailored payments 

- Dedicated payroll support worker who knows and understands the nuances of my 

own circumstances 

- Quick turnaround following payroll submission, payment and sending of 

documentation/payslips 

- Integration with other staff makes it easy to coordinate care package admin 

between independent living advisors, training service and DBS checks etc. 

Professional and accurate payroll support 

It gives us all flexibility to lead more independent lives. 

I can submit invoices and receipts by email, get sent an update about my account by 

email, and get paid promptly. 

5.  What needs to improve in your experience of the Direct Payment 

Support Service? 

Punctuality 

Cannot think of any way 

The CIL are very slow to respond to client communications and worsened since new 

'hot desking arrangements' as unable to contact individuals by phone. 

I can't see any room for improvement. It works extremely well. 

It would be useful to receive automatically a more detailed breakdown of how the 

amount is derived each month. 



11 
 

It is very difficult to speak to anyone over the phone and we do not always get a 

quick response via email. Better communication would be a huge improvement! 

- Flexibility to make payroll payments on dates other than the 20th of each month, 

potentially weekly or fortnightly as required. 

- Digital storage of payroll information, timesheets submission and payslip provision 

for PAs 

The support finding a new carer was not as good as a few years ago 

Not to be transferred to Leeds City Council. We have previous experience with them 

and it was horrendous. 

Nothing. 

6. Is there anything else you’d like to tell us about your experience of the 

Direct Payment Support Service? 

Despite asking for annual payment I have not received payment or why it is a month 

late 

Requested a monthly bank account statement. 3 years in a despite numerous 

requests we still don't receive this. 

Nothing to add. 

We didn't feel like we had a good understanding of my husband's budget and felt it 

very frustrating to wait for answers from his advisor when we wanted to make a 

purchase. We have recently moved from a managed account to doing it ourselves. 

The key workers were able to tell me about funding I didn't know was available (e.g. 

for social enrichment such as outings) 

It’s a very good personalised service. I'm extremely concerned moving the service in-

house within the council will slow the process, become less personalised and less 

responsive than it currently is. Managing my care is difficult enough, I don’t want it to 

be made any more complicated than it already is.￼ You say completing this survey 

will help you develop a service that meets my needs and preferences. I already have 

a service that meets my needs and expectations. I cannot afford to be switched to an 

alternative service which is “still in development” and may fail to meet my current 

needs and expectations even if only short term. You also say the payroll and 

managed bank account services will potentially be provided by a different company. 

Given you don't know at this stage shows how badly this process is thought out so 

far. If it is moved to a new service, at what point will you seek permission for my data 

to be shared by a new provider and my employees' data too?  



12 
 

 

 

 

 

 

 

 

Alternative formats  

An electronic version of this report is available on our website at 

www.leedsccg.nhs.uk/  or please contact us direct if you would like to receive a 

printed version. 

If you need this information in another language or format please contact us by 

telephone: 0113 843 5457 or by email: leedsccg.comms@nhs.net  

  

'Jeśli w celuzrozumieniatychinfomacjipotrzebujePan(i) pomocy w 

innymjęzykulubinnejformie, prosimy o kontakt pod numerem tel.: 0113 843 5457 

lubpoprzez email naadres: leedsccg.comms@nhs.net    

 

 

 

Further information  

If you would like any more information about this project, please contact:  

NHS Leeds CCG Comms and Engagement Team 

Address: Suites 2-4, Wira House, West Park Ring Road, Leeds LS16 6EB   

email: leedsccg.comms@nhs.net    

tel: 0113 843 5457 

website: www.leedsccg.nhs.uk     

http://www.leedsccg.nhs.uk/
mailto:leedsccg.comms@nhs.net
mailto:leedsccg.comms@nhs.net
mailto:leedsccg.comms@nhs.net
http://www.leedsccg.nhs.uk/

