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Carers must... 
receive the 
recognition 
and status 
they deserve. 



 
 

 
     

Foreword 

Carers are a huge resource in our 
care and support system. For this 
system to be sustainable into the 
future, we need to increase every 
area’s capacity to encourage and 
enable families to make positive, 
informed choices about how they 
contribute to care. It doesn’t end 
there. Carers are individuals with 
their own aspirations. Alongside 
their role as a carer, they may need 
support so that they can live healthy 
and independent lives and pursue 
a career, an education or social 
activities. 

The vision of the National Carers’ 
Strategy1 is that ‘the needs of 
carers must, over the next 10 years, 
be elevated to the centre of family 
policy and receive the recognition 
and status they deserve’. Putting 
People First2 sets out a commitment 
to transform the way in which care 
and support is delivered. Neither 
of these aspirations is deliverable 
without the other. Commissioning 
for care and support requires 

reform in order to place carers 
where they deserve to be. 

Commissioning to support carers is 
complex because they are suppliers 
of care and individuals in their own 
right. Many of us will be carers or 
require care at some point in our 
lives. We owe it to carers, on whom 
we will increasingly rely, to shape a 
future where they know that their 
contribution is recognised and 
supported. 

How will commissioners 
succeed in doing this? 

To assist commissioners in both 
health and social care to succeed 
in delivering these ambitions, eight 

‘The needs of carers must, 
over the next 10 years, be 
elevated to the centre of 
family policy and receive 
the recognition and status 
they deserve.’ 
National Carers’ Strategy 
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key organisations have developed 
this best practice guidance. Local 
commissioners may wish to use 
this when making commissioning 
decisions that could affect carers, 
including services for the people 
who carers look after. 

Key recommendations in this 
guide include: 

•	 think ‘carer’ in all your 
commissioning and area needs 
assessments 

•	 improve outcomes, independence 
and choices for both carers and 
those they care for 

•	 involve carers of all groups and 
communities in decision-making 
and planning processes 

•	 strengthen the provider market, 
using a variety of funding 
approaches 

•	 meet new NHS and social care 
inspection expectations and 
demonstrate that they meet key 
commissioning competencies. 

We are grateful to the eight 
organisations that have produced 
this guide (details on page 17). 

David Behan 
Director General – Social Care, 
Local Government and Care 
Partnerships 
Department of Health 

Gary Belfield 
Acting Director General – 
Commissioning and System 
Management 
Department of Health 
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Who is this action guide for? 

This action guide is intended for 
anyone who makes commissioning 
decisions that could affect adult 
carers. It presents some of the 
key questions, challenges and 
inspection requirements. 

Carers are at the heart of the 
commissioning process and should 
be integral to decision-making. 
This action guide aims to support 
commissioners in improving 
outcomes for carers by: 

•	 taking commissioners through 
the process of assessing need 
and putting in place provision 
to support carers 

•	 outlining key questions and 
guidance to assist with 
commissioning 

•	 explaining the challenges 
involved and showing how to 
assess the effectiveness of 
services. 

Policy and legislative background 
are discussed where appropriate, 
but for fuller explanation of policies, 
analysis and practice, please 
see the full-length document 
Commissioning for Carers.3 That 
guidance also covers analysing 
local carer need and existing 
provision, and applying World Class 
Commissioning competencies. Its 
aim is to support commissioners in 
improving outcomes for all carers 
and ensuring that commissioning 
targets are met. 
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What is different about  
commissioning for carers? 

Given the significance of carers’ 
contribution to care and support 
in the UK, it is essential that every 
area encourages and supports 
people who contribute care and 
support, whatever their level of 
need or entitlement, while ensuring 
that the decision to care is a 
genuine and informed choice. 

Carers are also ordinary people 
who wish to pursue a life outside 
of caring and may need support 
to do so. 

So there is a strong financial 
argument for commissioning 
for carers, as well as a need to 
minimise the inequalities that carers 
face and improve outcomes for 
them in health, education, work 
and well-being. 

The National Carers’ Strategy 2008: 
Carers at the heart of 21st-century 
families and communities1 sets out 
what needs to be achieved 
for carers by 2018, including: 

•	 protecting carers’ own mental 
and physical health 

•	 giving carers access to the 
integrated and personalised 
services they need to support 
them 

•	 ensuring that carers can enjoy a 
life of their own. 

Achieving change for carers 
requires that their voices are sought 
and heard in local decision-making 
and service design in many 
different fields. 
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Recommendations for commissioners 

•	 Think ‘carer’ in all commissioning and area needs assessments 

•	 improve outcomes, independence and choices for both carers and 
those they care for 

•	 involve carers of all groups and communities in agreeing outcomes 
and in decision-making and planning processes 

•	 strengthen the provider market with the use of a variety of funding 
approaches (see ‘Developing a sustainable provider market’, page 15) 

•	 meet new NHS and social care inspection expectations and 
demonstrate that they meet key commissioning competencies. 
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Getting it right for carers 

Research shows that carers share 
many basic needs. However, some 
groups face particular challenges. 
For example, the parent carer of 
a disabled child, the partner of a 
substance misuser and the working 
adult whose parent has dementia 
all require very different kinds of 
help and support. 

With two million people moving in 
and out of caring roles every year 
in the UK, the need to reach and 
identify new carers is continuous. 
Achieving change for carers means 
listening to them and ensuring 
that voices are heard across local 
decision-making and service 
design. 

This is a challenge for 
commissioners in areas including 
social care, health, housing and 
leisure. Joint commissioning 
challenges for health and social 
care include: 

•	 Do primary health and social 
care teams link up to identify and 
support caring contributions? 

•	 What kinds of carer support 
result in reduced hospital 
admissions of people who 
receive care? 

•	 Could hospital-based carer 
support result in speedier or 
more successful discharges? 

•	 How can support for their carers 
aid individuals’ re-enablement 
and independence? 

•	 Have carers been sufficiently 
involved? Have outcomes been 
measured? Are any groups 
overlooked? 

8 



 

 

 

A whole-area approach 
to assessing need 
Analysing an area’s performance 
against the National Carers’ 
Strategy outcomes will play an 
important part in drawing up Joint 
Strategic Needs Assessments. 
With support from the Department 
of Health, a number of carer 
and improvement agencies have 
worked with local providers and 
commissioners to develop a 
model of comprehensive carer 
support (Figure 1). 

The Strategy’s outcomes make 
up the inner circle of the model, 
with the carer at the centre. The 
interventions around the outside of 
the wheel are the complete range 
of activities needed to ensure that 
all groups can achieve the five 
outcomes. 

How the range of interventions is 
provided, and by which agencies, 
will vary geographically. And it 
may change over time, as carers 
increasingly take advantage of 
more ‘personalised’ approaches 
(see page 11). 

A ‘whole-area’ approach, which is 
led by carers and identifies and 
includes those often overlooked, 
will be crucial to the service areas 
(middle band of Figure 1). The 
new Equality Bill (if enacted) will 
require commissioners to ensure 
that services do not directly 
discriminate against carers. Equality 
impact assessments will have to 
take account of this, consulting 
with overlooked groups and 
communities. 
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Figure 1: A model of comprehensive carer support
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This model will be available as a click-through resource during 2009 via 
www.carers.org/professionals and www.crossroads.org.uk 
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Moving towards  
personalised solutions 

Personalising care recognises the 
individual needs of each carer. 
Key questions for commissioners 
to discuss with carers and 
providers include: 

•	 Do our services for older people 
and people with ongoing 
support needs meet carers’ 
needs? 

•	 Are the interventions in the 
comprehensive carer support 
wheel (Figure 1) being delivered? 

•	 Are any groups of carers not 
accessing the support they 
need? 

•	 How can we help individuals and 
communities to overcome those 
barriers? 

•	 Where is there under- and over- 
provision? 

These questions reflect the 
Transformation Agenda for care 
and support services known as 
‘personalisation’ (refer to Putting 
People First). There are four key 
strands to this: 

•	 Greater choice, control and 
independence for everyone who 
uses services and carers. 

•	 Everyone able to make informed 
choices through a ‘universal 
offer’ of advice and information 
(see Figure 2). 

•	 Development of ‘community 
capital’: people and families 
becoming expert care partners. 

•	 Early intervention and prevention 
as well as support at the point 
of crisis. 
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Pathways for carer support 

The care pathway for carer support 
flowchart (Figure 2) considers these 
four personalisation strands and 
suggests specific service categories 
that will allow carers to be included, 
informed and supported according 
to their choices. 

This pathway covers both carers 
with entitlements to a high level 
of statutory support and those 
with few or as yet undefined 
entitlements. The categories of 
support are: 

•	 the universal offer of advice and 
information for all carers set 
out in Putting People First 

•	 assessment, brokerage and 
advocacy to help people find 
their way through the system 

•	 preventative and emergency 
support, currently the subject of 
a major funding stream. 

Overarching all these categories 
of support is the need for capacity 
building and local infrastructure work 
which put caring at the heart of the 
community. This could include: 

•	 training agencies to be more 
carer-friendly and raise local 
awareness 

•	 working with local employers 
to become more carer- and 
disability-friendly 

•	 advocating on behalf of carers 
and helping carers’ voices to be 
heard by decision-makers 

•	 working with overlooked groups 
and communities. 
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 Figure 2: Carers at the heart of communities and services – a care pathway for carer support 
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Capacity building and  
managing transition 

It is essential that carers experience 
a smooth transition from one 
part of the system to another, 
and achieving this will require 
joint commissioning across life 
transitions. For example: 

•	 from childhood to adulthood for 
young carers and for children 
with disabilities 

•	 hospital admission and 
discharge 

•	 the end of the caring role. 

The Performance 
Assessment Guide 
and NHS Operating 
Framework 
The Performance Assessment 
Guide 2008–094 for adult services 
focuses strongly on delivering the 
National Carers’ Strategy. It features 
extensive new requirements for 
carer support, such as requiring 
that carers are: 

•	 supported as expert care 
partners 

•	 actively engaged in 
commissioning decisions 

•	 able to continue in employment 
or return to work, with local 
employers offering flexible 
working. 

As well as focusing on these 
targets, commissioners can employ 
other useful outcome measures 
such as: 

•	 carer take-up of personal 
budgets 

•	 the number of unplanned care 
home placements due to carer  
emergency 

•	 numbers of carers identified and 
supported by non-carer specific 
services 

•	 equality monitoring of carers 
who access information and 
breaks services. 
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Making specialised support and 
breaks services more effective is 
also vital. The operating framework 
for the NHS in England 2009/105 

highlights how the Carers’ Strategy 
could support delivery of the 
national NHS priority to keep 
adults and children well, improving 
their health and reducing health 
inequalities. Paragraph 37 in 
Section 2 highlights the expectation 
in the Carers’ Strategy that Primary 
Care Trusts publish joint plans 
with their local authority partners, 
setting out how they will spend their 
combined funding on breaks for 
carers in line with personalisation. 

Commissioners should consider 
whether breaks services: 

•	 give the carer the freedom to 
do what they wish (ie stay in or 
go out) 

•	 give the person needing support 
a positive experience tailored to 
their wishes 

•	 ensure that the carer is in control 
of the break they receive 

•	 provide the carer and the person 
they support with a sense of 
security and confidence. 

Developing a 
sustainable provider 
market 
Support for carers is patchy in 
some areas. Introducing more 
choice and control for carers can 
bring opportunities for providers 
to innovate and reach excluded 
groups. 

However, it may also bring risks for 
providers and raise sustainability 
issues, particularly for those small 
local organisations with less 
experience of tendering for contracts. 
Questions to consider include: 

•	 How should we balance 
resourcing the universal offer 
and supporting those with 
most need? 
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•  Will the services described reach
carers with specific needs or 
those who belong to smaller 
minority groups or communities?

•  Will carers have access to an 
independent advocacy service 
when their needs or choices 
conflict with those of the person 
they care for? 

 

 

•  How will we assess a provider’s  
reach  into  local  carer  communities  
and achievement of outcomes? 

•  Does the tender specify services 
being led by and delivered with 
local carers? 
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