
Adult Care Pathway vision

Specialist Screening (pre-emptive) Assess Plan Implement Review

S
e
lf

C
a
re

1
s
t

re
s
p

o
n

s
e

s
u

p
p

o
rt

S
p

e
c
ia

li
s

t
re

s
p

o
n

s
e

2
n

d
re

s
p

o
n

s
e

s
u

p
p

o
rt

Customer completes
Online self

assessment module

System assisted
Outcomes

presented to
Customer

Customer
selects preferred

outcome

System presents
list of services

directory aligned
to outcome

Customer
selects preferred

service

Customer selects
management plan
(self or supported)

Cost of support
calculated by
system (if not

already provided)

Receive Service
Is the customer

able to use
online service?

Resolve issue Resolve issue

Provide direct professional support
to enable completion of Self

Assessment

Capture further
details of
customer

Capture initial
details of
customer

Does the customer
present a further
‘safeguarding’

issue?

Capture further
details of
customer

Provide direct professional support
to enable completion of Self Plan

Does the customer
present a further
‘safeguarding’

issue?

Capture further
details of
customer

Does the customer
present a further
‘safeguarding’

issue?

Provide direct
professional
support to

complete Review

Provide direct professional support
to enable completion of Self

Assessment

Provide direct professional support
to enable completion of Self Plan

Provide direct
professional support

to complete
assessment

Does the customer
present a

‘safeguarding’
issue?

Is the customer
able to

progress?

Customer On line
feedback and
consultation

Supplier feedback
and consultation

Outcomes
met?

CLOSE

Re assess need
(start process

again)

Is the customer
able to

complete
feedback?

Does the customer
present a

‘safeguarding’
issue?

CLOSE

CLOSE
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NO

NO

NO

NO

NO

NO

NO

YES
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Provide direct
professional support to
enable implementation

of care services

Is the problem
a ‘logical’
problem?

Is the problem
technical in

nature?

Is the problem
a ‘logical’
problem?

Is the problem
technical in

nature?

Is the problem
a ‘logical’
problem?

Is the problem
technical in

nature?

NO

Resolve issue

Does the customer
present a

‘safeguarding’
issue?

Does the
customer have
any problems

with the
service they

are receiving?

Is the problem
a ‘logical’
problem?

Is the problem
technical in

nature?

Capture further
details of
customer

Provide direct professional support
to enable implementation of care

service

Does the customer
present a further
‘safeguarding’

issue?

Re assess need
(start process

again)

Outcomes
met?

Re assess need
(start process

again)

Outcomes
met?

YES

NO

YES

NO

System assisted Needs Profile
identified (including necessary

funding streams and cost
bracket where appropriate)

Resolve issue

Does the customer
present a

‘safeguarding’
issue?

Active agreement of
support plan by the
Customer (including
payment methods)Customer Type:

Need – Low to Medium
Risk – Low to Medium
‘online’ Literate

Primary function:
To allow all citizens of
Birmingham to assess any
social care needs and
identify satisfactory
outcomes and services to
enable those outcomes

Access Channels:
Online Self Service,
SMS outbound

Access Channels:
Phone
Face to face ‘hub’
Online help

Access Channels:
Phone / e mail
Face to face at customers
home
Face to face at
professionals office

Customer Type:
Need – High
Risk – Low

Primary function:
To provide technical /
logical support to the
customer with the aim of
getting them back into the
unsupported Self
Assessment process

Customer Type:
Need – Low to Medium
Risk – Low to Medium
‘online’ Literate

Primary function:
To provide individual
professional support to the
customer (at any stage)
throughout the assessment
process with the aim of
allowing them to continue
unaided at appropriate
point.

Access Channels:
Phone / e mail
Face to face at customers
home
Face to face at
professionals office

Primary function:
To provide individual
professional support to the
customer to ensure that the
assessment of their needs
is completed and all the
appropriate services are
provided, with appropriate
review.

Customer Type:
Need – High
Risk – High

Customer
chooses Online

Social Care
application

Multi Agency team
identifies ‘high

probability’ individuals,
groups, addresses etc.

Details of individuals to be
contacted regarding
preventative actions

received.

Individuals pro-
actively contacted

Customer Phones
Customer First
single number

Customer referred
from 3rd Party

Is the customer
able to use

online service?

Customer
accesses Online

One Account

YES

NO

Enablement / Prevention
Check

Enablement / Prevention
Check

Enablement / Prevention
Check

Enablement / Prevention
Check

Enablement / Prevention
Check

Enablement / Prevention
Check

Enablement / Prevention
Check

Enablement / Prevention
Check

Enablement / Prevention
Check

Enablement / Prevention
Check

Enablement / Prevention
Check

Enablement / Prevention
Check


