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‘Just CASking’ Personalisation Survey Results 
 

Between 15th July and 29th August 2014, Community Action Southwark (CAS) ran a survey on organisations’ 
experiences and expectations around personal budgets. This was disseminated via our CAScade e-bulletin, website, 
and two focused emails to voluntary and community organisations. Out of 296 members we received responses 
from 31 - a response rate of 10.5%. 

Key points 

 

 Only a small number of service users seem to be using personal budgets.  
Only 20% of respondents have half or more service users paying via personal budgets. Only 13% (all of which 
have an income of £100k or more) have a majority doing so. 

 

 Information and advice is the most common personal budget support service provided by respondents. 
Several organisations also provide support planning and budget management services. 

 

 Nearly half of organisations expect to lose contract or grant money because of personalisation. 
49% of responding organisations expect to lose some of or their entire council or NHS contract or grant as a 
result of personalisation. Larger organisations (with more than £500k) were more likely to expect this; 
smaller organisations often had no council/NHS funding to start with. 

 

 Many organisations already have, or anticipate, problems with personal budgets. 
Only 16% of organisations, all of which do not have any service users paying by personal budgets, said they 
do not have or anticipate any problems with the system. Even among those organisations without any 
service users paying by personal budgets, half anticipate problems in future. 

 

 Several organisations which expect no decrease in, or never had, council or NHS funding have some 
service users paying with personal budgets. 
This might indicate that the system enables users to access new services, and/or that certain organisations 
receive new revenue streams. 

 

 A majority of organisations think personal budgets don’t provide enough cash to cover prior levels of 
support. 
68% of respondents said that personal budgets were not enough to cover the previous level of support given 
to each individual, and 65% said that not all service users will be supported in future as they are not all 
eligible for a budget at all.  

 

 Issues with marketing and cashflow were widespread at 55% and 52% respectively. 
Other problems noted by more than one organisation included administrative costs, personal budgets not 
being enough to cover core/back office costs, confusion at the council regarding who is and is not on a 
personal budget, lack of understanding of the system by the organisation, and confusion and stress for 
particular client groups. 

 

 Demand for CAS support around personalisation was high, especially among the smaller organisations.  
58% of respondents requested representation of concerns to the council/NHS (though some of these might 
be national issues), 42% wanted detailed information on the shift to personal budgets, 39% training on 
cashflow/costing/finance issues and 35% training on marketing and publicity. Other training topics suggested 
were supported employment and budget advocacy work. 
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1.1 Breakdown of responding organisations by size  

 

Income band Number of organisations in this 
income band 

% of organisations in this 
income band 

Less than £5k 4 13% 

£5K – less than £25k 0 0% 

£25k - less than £100k 1 3% 

£100k - less than £500k 16 52% 

£500k - less than £1million 1 3% 

£1million+ 7 23% 

Don’t know 2 7% 

TOTAL 31 100% 

 
Smaller organisations are under-represented, perhaps because they had less capacity to respond or felt this issue 
was not relevant to them. 

1.2 Breakdown of responding organisations by potential personal budget user group  

 

User group Number of organisations 
serving this user group 

% of organisations serving this 
user group 

Children or young people with special educational 
needs or disabilities (SEND) and/or their families 

10 32% 

Adults with social care needs 20 65% 

Adults with health conditions 11 35% 

People with mental health issues 18 58% 

Other (please specify) 5 16% 

Note that most organisations serve more than one user group so figures do not total 31. Because of this, it was not 
meaningful to break down results by the types of service users served by responding organisations. 
 

Personal budgets have been available to adults with social care needs for many years, and must be completely 

implemented by April 2015. At present 94% of those eligible in Southwark have personal budgets. 

 

From April 2014, people eligible for NHS Continuing Healthcare have had the right to request a personal health 

budget, and they will have the right to have such a budget from October 2014. From April 2015 there will be a 

further rollout of personal health budgets in the NHS, including to people with mental health issues. 

 

From September 2014, all families of children with SEND with an Education, Health & Care Plan should be offered a 

personal budget. 
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2. Proportion of organisations’  service users paying for services using a personal budget  

 

Proportion of service 
users 

Number of organisations  with this 
proportion of users paying via personal 
budgets 

% of organisations with this proportion of 
users paying via personal budgets 

All 1 3% 

Majority 3* 10% 

Half 2 7% 

Minority 15 48% 

None 10 32% 

Total 31 100% 

*Note that one organisation which ticked ‘majority’ added “This applies to our home care services, our other 

universal services are free.” 

Organisations were asked to include those people paying with a personal budget but through a third party. 

 

Few respondents as yet have a large proportion of service users paying via personal budgets, even though this 

survey is likely to have attracted more respondents who have experience in this area. 

 

All four of the organisations which had more than half of their service users paying via personal budgets were 

organisations with more than £100k income per year. However, the sample of smaller organisations was small so 

this may not be entirely representative. 

 

Some organisations explained why the proportion of their service users paying via personal budgets is low: 

 One which had no personal budget paying users said they were currently block funded instead but that this 

would be reviewed soon. 

 One which had no personal budget paying users said that this is because they have not been implemented yet 

for children’s services, and in any case personal budgets in principle do not apply to advice services like their 

own. 

 Another with few users paying via personal budgets said that this was because it is ‘so difficult’ to apply for a 

personal budget, implying that more people would like to have one if they could. 
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3. Services provided by organisations to help people with their personal budgets  

 

  Number of 
organisations 
currently 
providing this 
service 

Number of 
organisations 
intending to 
provide this 
service 

Total 
mentions 

% of organisations 
providing or planning 
to provide this service 

Information and advice  13 7 20 65% 

Support planning  7 5 12 39% 

Budget management  5 4 9 29% 

Advocacy for a budget  5 1 6 19% 

Help with legal/financial aspects 
e.g. employing carers  

4 0 4 13% 

Employment support 0 2 2 6% 

Wrote 'no' or left blank or gave 
unclear answer 

10 
 

32% 

 

Information and advice is the most common service provided (in at least one case as part of a generic advice 

service), with several organisations also providing support planning and budget management services. 

 

Two organisations did not tick ‘legal/financial support’ but wrote in ‘employment support’, implying that they would 

provide a more wholistic service around employment issues. 

 

One organisation which provides several services works together with the Social Services team to do this. 

4.1 Changes to organisations’ funding f rom the council or NHS as a result of moves towards 

personal budgets  

 

Changes to council/NHS funding Number of organisations % of organisations 

Not Applicable - we don't receive any statutory 
funding 

5 16% 

No changes expected 8 26% 

Contract/grant has decreased/will decrease 6 20% 

Contract/grant has ended/will end 9 29% 

Don't know 3 10% 

Total 31 100% 
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Nearly half of responding organisations expect to lose some or their entire council/NHS contract or grant as a result 

of personalisation. A quarter do not expect changes, and the remainder either do not receive statutory funding or 

don’t know. One of the ‘don’t know’ responders added that their block funding is under review so there may be 

reductions soon. 

 

The largest organisations (with more than £500k) were more likely than those with £25k-£500k to have seen a 
contract decrease or end, and least likely to expect no changes. The smallest organisations (less than £25k) mostly 
did not receive council/NHS funding in any case. 
 

4.2 Relationship between loss/decrease in contracts and the number of organisations’ service 

users paying via personal budgets  

 

Two of the fifteen organisations with a contract that has or will end/decrease do not yet have any service users 

paying via personal budgets; eleven of the fifteen have only a minority of users paying via personal budgets. 

However this may be because not all of the contract endings/decreases have yet taken place.  

 

Perhaps encouragingly, however, of the eight organisations which expect no decrease in council funding, five have 

service users on personal budgets, and of the five which did not have any council funding, two have a minority of 

service users on personal budgets. This may indicate that personal budgets enable service users to access services 

they would not have done previously, and/or that certain organisations may receive new revenue streams, though 

more research would be needed to confirm this. 

 

5. Problems experienced or anticipated by organisations around personal budgets 

 

 Only five (16%) of organisations said they do not have or anticipate any problems with personal budgets, or 

did not respond. All of these organisations were among those which do not have any service users paying by 

personal budgets. 

 Of the six organisations with half or more of their service users paying by personal budget, five (83%) have 

problems already and one anticipates problems. 

 Of the fifteen organisations with a minority of their service users paying by personal budget, eleven (73%) 

already have problems and the rest anticipate problems. 

 Even among the ten organisations with no service users currently paying by personal budgets, five (half) 

anticipate problems. 

 

The number of issues raised by each organisation ranges from none to seven. An organisation which raised only on 

problem stated “We operate as a Managed Account Provider in 99% of the cases which makes it manageable for us.” 
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Types of problem highlighted: 
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Problems suggested by survey 

Personal budgets not enough to cover the 
previous level of support to each individual 

8 13 21 68% 

Some service users not eligible for personal 
budget so will no longer be supported 

12 8 20 65% 

Difficulty/lack of experience publicising and 
marketing services 

8 9 17 55% 

Cashflow issues 7 9 16 52% 

Further problems added by respondents and reflecting their concerns 

Administrative costs 0 2 2 6% 

Personal budgets don't cover core/back 
office costs 

2 0 2 6% 

Confusion [at/from the council] 
regarding who is and who isn't on personal 
budgets 

2 0 2 6% 

General lack of understanding of the 
system at the organisation 

2 0 2 6% 

Confusion/worry for clients 2 0 2 6% 

Payment collection difficulties 1 0 1 3% 

Difficulty with reconciliation of payments 1 0 1 3% 

Impossible to project income 1 0 1 3% 

No provision for increasing budgets year on 
year 

0 1 1 3% 

Staff conducting assessments are not 
aware of all service provision on offer 

1 0 1 3% 

Undermining preventative work and joint 
working with care coordinators (council 
suggest they won't pay for 'key-working') 

0 1 1 3% 

More competition around employment 
services and personal budget rates differ 
depending on size of organisation. 

1 0 1 3% 

"Miss-selling of personal budgets”: they 
cover basic personal care/support, and for 
the physically disabled, social needs do not 
have a budget attached. 

1 0 1 3% 

Don't have/anticipate problems 4 13% 

No response 1 3% 
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Worryingly, 68% of respondents said that personal budgets were not enough to cover the previous level of support 

given to each individual, and 65% said that not all service users will be supported in future as they are not all eligible 

for a budget at all (one organisation specifically noted that they may look for external funds to keep up support). 

 

Issues with marketing and cashflow were also widespread at 55% and 52% respectively. 

 

Some elaborated on the issues noted: 

 Around marketing, the time commitment needed from staff was mentioned as too much. 

 One respondent said that it can be hard to collect payments from people who are required to contribute to 

their costs after assessment, and that VCOs are unable to collect debts. 

 One respondent stated that cashflow problems would be alleviated if users could pay up-front, though 

another found that cashflow was not a problem ‘as personal budgets are paid at the beginning of each four-

weekly period’. On a slightly contrary note, an organisation concerned about administrative costs said that 

they would prefer to be paid quarterly not monthly (but that users’ parents would struggle with this, as they 

receive money monthly). 

 Difficulties around managing budgets were mentioned for clients with acquired brain injury, mental health 

problems and dementia. 

6. Support from CAS needed by organisations  

 

  

%
 o

f 
o

rg
an

is
at

io
n

s 

w
it

h
 le

ss
 t

h
an

 £
2

5
k 

(4
 r

e
sp

o
n

d
e

n
ts

) 

%
 o

f 
o

rg
an

is
at

io
n

s 

w
it

h
 £

2
5

k-
 le

ss
 

th
an

 £
5

0
0

k 
 

(1
7

 r
e

sp
o

n
d

e
n

ts
) 

%
 o

f 
o

rg
an

is
at

io
n

s 

w
it

h
 £

5
0

0
k+

  
(8

 r
e

sp
o

n
d

e
n

ts
) 

To
ta

l n
u

m
b

er
 o

f 

o
rg

an
is

at
io

n
s 

re
q

u
e

st
in

g 
th

is
 

su
p

p
o

rt
 

 T
o

ta
l %

 o
f 

o
rg

an
is

at
io

n
s 

re
q

u
e

st
in

g 
th

is
 

su
p

p
o

rt
 

Raising concerns with 
Southwark Council/NHS 

50% 59% 50% 18 58% 

Detailed information on 
the shift to personal 
budgets 

50% 59% 0% 13 42% 

Training on cashflow, 
costing, finance issues 

75% 47% 0% 12 39% 

Training on marketing, 
publicity 

25% 47% 0% 11 35% 

Other training 50% 12% 0% 4 13% 

Wrote 'no' or left blank 25% 6% 50% 4 13% 
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Demand for most areas of support around personalisation was high. 

 

The only service requested by organisations with £500k+ was representation to the council/NHS (with 50% of 

respondents needing this). Thus the high demand among smaller organisations for information, training in 

cashflow/costing/finance and marketing is not fully reflected in the overall statistics, with finance issues particularly 

of concern among the smallest groups. 

 

Some elements of the personal budgets agenda are beyond the council’s control but input from the VCS could help 

improve the application of reforms. Details were given about the messages organisations wanted represented to 

the council/NHS: 

 “Challenging their statistics on those eligible and real reduction in money spent on individual's care” 

 “The difficulty of personal budgets being used for employment support - the time and money you have to 

spend before an outcome, in most circumstances.” 

 “The issue raised above about not knowing who has budgets” 

 “CMHTs not informing clients about personal budgets or starting and completing applications” 

 “The council were told these problems” [ineligibility of some clients, budgets being insufficient to cover both 

existing support and overheads, cashflow, marketing, undermining of the preventative agenda] but did not 

include personal budgets in the consultation on day services “even though they are central to the service’s 

success or failure! It is a tactic to cut these services, without admitting to it. If this was not the case why 

exclude personal budgets and funding from the consultation?” 

Several suggestions were also given about specific types of training needed: 

 A refresher session on cashflow, costing etc. 

 Topical training around this issue e.g. a discussion on supported employment 

 Information on how to ensure legally that all people who need a budget get one and that it is the right amount 

[advocacy work] 

 Full training on how the system works and what to expect for providers and service users. 

The particular concerns highlighted around the level of payments being inadequate to cover previous service levels 

indicate that CAS should expect to need to assist organisations with fundraising to cover core/overhead costs and/or 

full cost recovery pricing. 

 

Concerns highlighted about the lack of eligibility for services among many existing users and undermining of the 

preventative agenda reinforce the importance of the work of the Early Action Commission and assisting groups to 

diversity their funding. 

 

 

For more information on personalisation, please contact Rachel Clarkson, Policy 

Officer  at [E] rachel@casouthwark.org.uk [T] 0207 358 7017. 

mailto:rachel@casouthwark.org.uk

