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Removing Waste & Duplication -

Remove the issue of forms / incomplete returns process &
associated delays

Remove the requirement for customers to do this and then
potentially be rejected at OT stage

Eliminate at least 95% of the OT process & the associated
delays

Virtually eliminate avoidable contact - progress chasing

Drastically reduce high levels of customer dissatisfaction /
complaints

Reduce the difficulties associated with the issue and
subsequent withdrawal of PCN'’s 7~
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Customer Service Improvements‘s

Massive improvements to customer service

Instant decision — reduced requirement to provide
supporting documentation & possibly the £2 fee

Much simpler end to end process
Much higher levels of customer satisfaction

Average reduction of approx 6 weeks to 2/3 days

Generate significant efficiencies -

Virtually eliminate avoidable contact (CSN savings)
Reduce OT assessments by 95% (1 fte OT)

Massive reductions in fulfilment activities (CSN savings)
Reduction in F2F contact (CSN savings)

Potential savings associated with processing payments —
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Implementing the Changes '

Senior commitment to the transformation agenda

Early political engagement & support

A partnership approach — Adults Services / OT’s / CSN / Parking

Services | KPMG

Transition team (service champion) — procedures, system
development, training module, dress rehearsal

The decision matrix

7~
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PART A "Adult " Automatic Qualification

unable o walk or
have very
considerable difficulty

Are you registered as blind
under the Mational
Aesistance Act 19487 (If

Yes, "ISSUE" go to INl:ut Aszled "I

Decision Paint, If Mo,
continue with remaining
questions].

Do you receive Disability
Living &llowance at the
higher rate for mobility or

War Pensicners Mobility INu:ut Aszled "I

Supplement?(If Yes,
continue with questions, If
Mo, go to PART C)

Aele caller if they receive
HEB/CTE as we may be
able to get proaf of

DL& War Pension Mobility

Supplement from their Iﬁ
Eenefit records (If Yes, Not Asked [

continue with questions, If
Mo, "INCOMPLETE"
Request Verification -
Decision Point)

(If consent given, continue
with guestions. If No,

"INCCOMFPLETE" Request INn:-t Azled 'I

werification - Decisian
Foint).

If con=ent has been given
pleasze aslk the caller for

in walking. In this
case, you may be
asked to answer a
zeries of questions to
help the Local
Authority determine
whether vaou are
eligible for a badge.
You may be asked to
attend an
appointment to be
azzeszed by an
Cccupational
Therapist to
determine eligibility.
CHILCREM UMDER 2 -
It iz az=umed that all
children under 2
yvears of age will still
require assistance
relating to their
mobility. However,
children under 2 who
because of a specific
medical condition
need to trawvel with
bullkyy medical
equipment or need to
be close to a vehicle
for emergency
medical treatment
will be able to apply
for a badge.
COMNCESSIOMNARY
TRAVEL PASS - Therse
are additicnal

Mumber. (Go to Decision
Foint "INCCOMFLETE"
Request VYerification
incnme check’.

their National Insurance I

blind or partially
zighted, profoundly
or severely deaf, is
without speech

il qualifying criteria i.e.
o
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Income check).

PART B "Child" Automatic Qualification.

WItHoUL Speec
(including those
perzons having a

I= the child registered blind
under the Naticnal
Azzistance Act 19487 (If
Yes, "ISSUE" go to
Decizion Point, If No,
continue with remaining
questions)

I= the child under 2 vears
of age? (If Yes, go to PART
D. If No, continue with
questions)

Do you receive Dizability
Living Allowance on behalf
of the child? {If res,
continue with questions. If
Mo, go to PART C)

Azl caller if they receive
HE/CTE as we may be
able to get proof of DLA
from their Benefit records
(If Ye=, continue with
questions. If Mo inform
customer to provide proof
- go to Decision Point)

Azl the caller if they give
their consent for us to
abtain proof of DLA on
their behalf. (If Yes,
continue with questions. If
Mo, inform the customer
that they will need to
provide proof - go to
Cecision Foint).

If consent has been given

INu:ut Asled "'I

IN::-t Aszled "I

INl:ut Aszled "I

INu:ut Asled "'I

IN::-t Aszled "I

Laryngectomy) Does
not have arms or has
long-term loss of the
uze of both arms,
Ha= a learning
dizability, Unable to
drive hawving had a
driving licence
refused or revoked
on medical grounds.
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that they will need to
provide proof - go to
Cecision Foint).

If conzent has been given
pleaze ask caller for their
Mational Insurance
Mumber. (Gao to Decision
Foint "INCOMFLETE"
Request Verification
Income Check)

PART C - Discretionary

What i= the dizability? LIST
1 - gives examples of
recognised disabilities, (If
the dizability iz TERMIMNAL
"ISSUE" go to Decision
Foint. If disability appears
in list - Go to PART E. If
Mo, go to LIST 2)

LIST 2 - gives examples of
recognised Upper Limb
Dizabilities. (If the
disability appears in this
list continue with
questions. If Mo, go to
LIST 3)

Co you have a severe
impairment in both arms?
[ If ves, continue with
questions, If No,
"DECLIME" and go to
Decizion Point).

Do you drive a vehicle? (If
Yes, continue with
questions. If Mo,
"DECLIME" go to Decision
Foint)

Angina .
Breathlessnesz/Breathing Difficulty

Chronic Bronchitis

Chronic Obstructive Airways Disease (COFD)

CWA (Cerebral Vascular Accident) [/ Stroke ;I

Amputation
Cerebral FPalsy
Muscular Dystrophy
Spinal Cord Injury
Thalidormide

IN::-t Aszled "I

INu:ut Asled vI
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Are yvou unable to operate,
or have considerable
difficulty operating all, or
zome types of parking
meter? (If Yes, "ISSUE" go
to Decision Point. If Mo,
"DECLIME" and go to
Cecision Point)

LIST 3 - gives examples of
joint disabilities. (If the
disability appears in this
list continue with
questions. If the disability
does not appear in any of
the lists pleaze consult with
oT)

Advice received from OT

Hawve vou had a joint
ocperation within the last 3
months? (If Yes,
"DECLIME" go to Decizion
Foint. If No, continue with
questions)

Has yvour GE/Specialist
recammended or booked
any joint replacement
operations within the next
& months. (If ves,
"DECLINE" go to decision
point. If Mo, go to PART E)

IN:::t Asleed vI

Arthritis

Hip Replacement
Joint Fain

Knee Replacement

2l

IN:::t Asleed vI

IN:::t Asleed vI

PART D - Child Under 2 years

What is the child's
dizahilitw? 1 TST 1 - Aives

High unstable diabetes
Severe epilepsy/fitting

b
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PART D - Child Under 2 years

What iz the child's High unsta_ble dial:_uetes
disability? LIST 1 - gives Severe epilepsy/fitting

examples of recognised ¥E£ET_:E”§L|€;|EI*EE
dizabilites. = =

Coes the child have a
medical condition that

requires you to transport Iﬁ
bulloy medical equipment? Not Asked |8
(If ¥e=, go to LIST 2. If Mo

Continue with questions).

LIST 2 gives examples of - =
bulky medical equipment Feed Pumps j
hd

(If the equipment appears Cxygen Saturation Montior
in the list "ISSUE" go to | oxvgen Tank/Mask

Decszion Point. If Mo, Parental Equipment

continue with questions). Spica Cast

Coes the child have a
medical condition that
requires you to remain
close to a wehicle in order
to administer urgent
treatment to vour child
inside of the vehicle? (If
Yes, "ISSUE" go to
Decizion Foint. If No,
continue with questions).

Mot Aslked =

Does the child have a

medical condition that

requires you to remain

close to a wehicle in arder

to drive urgently to access INu:ut Azled vI

a place of treatment? (If

Yes, please consult with

OT. If Mo, go to Decision p
[ >|_I
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Cecizicn Foint, It No,
continue with questions).

Does the child have a
medical condition that
requires you to remain
cloze to a vehicle in order
to drive urgently to access
a place of treatment? (If
Yes, pleaze consult with
OT. If Mo, go to Decision
Foint to "DECLINE").

INn:-t Azled 'I

PART E - Mobility Assessment

I= the condition likely to
last more than 12 months?
(If Yes, continue with
questions. If Mo,
"DECLIME" and go to
Decizion Point)

Is vour only form of
mobility aid a wheelchair?
(If Ye=, "ISSUE" and go to
Decison Point. If Mo,
continue with questions).

What aids do yvou use if
anything ta help vou walk?

How far can you walk
before needing ta stop and
rest, before feeling severs
discomfort?

If LESS than 27 steps. Ask
applicant how do they cope
with stairs? (WITH difficulty
"ISSUE" go to Decision
Foint, WITHOUT difficulty
continue with questions).

INn:-t Azled 'I

INu:ut Asled vI

IN::-t Aslked |

INu:ut asked LI

Mot Asked ;I
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Do you need any
as=sistance with every day
tasks? (If Yes, "ISSUE" go
to Decision Point. If no
"DECLINE" and go to
Decision Point)

If 28 - 64 =steps do they
have any adaptations of
zpecial equipment to assist
with their activities of daily
living? (If Yes, zelect from
ADAPTATIONM LIST. If Mo,
ADAPTATIONS go to last
maobility question Do you
need assistance”

EQUIFPMENT/ADAFTATICNS
LIST - (If adaptations are
in the list "ISSUE" - go to
Decision point. If
adaptation does not
appear in the List - consult
with OT).

Advice from OT received

Do you need any
assistance with everyday
tasks. (If Yes, "ISSUE" go
to Decision Point. If Mo,
"DECLIME" go to Decision
Foint)

If MORE than 65 steps
("DECLIME" go to Decision
Foint].

DECISION POINT

INu:ut Asled vI

INu:ut Aelked vI

2l

Bath board / seat

Bath lifter

Eed lever

Bilateral / Double banister rails
Ceiling track hoist and =lings

IN:::t Asleed vI
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Advice from OT received I

Do vou need any
aszsistance with everyday
tazksz. (If Yes, "ISSUE" ao
to Decision Point. If No,
"DECLIMNE" go to Decision
Foint)

INu:ut Aelked vI

If MORE than 65 steps
("DECLIME" go to Decision [
Foint].

DECISION POINT

3

Reason for Decision (If

applicant is Terminally Il
vou should choose the
"FAST TRACK" option)

| NC DECISION

Has &pplicant applied for a
Concessionary Travel Pass
(If ¥es, and decizsion has
been made to iszue a Blue
Car Badge then "ISSUE
CTE")

IN:::t Asleed vI

If BCE has been

"DECLINED" have you

notified the applicant of r
their "RECONSIDERATION"
rights?

Create

Cancel

Back
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Thank you for listening

Any questions? -
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