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Disabled Person’s Parking Badg

* The Disabled Persons (Badges for Motor Vehicles)
Regulations 2000 / Dept for Transport Guidance

* Provides a national arrangement for on-street
parking concessions for severely disabled people
since 1971

* Two forms of eligibility
- Automatic Qualifiéation
- Assessed Criteria

e Badges are issued for 3 years
e
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Background to the Scheme In Su

» Paper-based application forms (evidence / fee / photo)
* High percentage of incomplete forms (5 week delay)
* High percentage requiring OT assessment

« Substantial waiting times / missed & rearranged
appointments (11 week delay)

 Less than 2% of assessments rejected
* Processing costs associated with £2 fee

e High volumes of avoidable contact — progress chasing
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2,409 contacts p.a

Queries

¥

Progress Chasing,
Appointment change etc

3,571 new applications

.| Respondto &
| record Query

Approx 5 weeks advocate time

spent returning incomplete apps p.a

1,972 OT appointments

r

booked

Application
referred
To OT

Incomplete forms
returned to customer
with letter

|

¥

Scan app.

"| Book appointment

OT approves app |+

!

OT rejects app

Notify Customer

F Y

.| Reassessment
required

. . | Send .| Receive |,
4 START: g Application " Form " Form
Contacts
¥
Check Form
. for completeness
Processing £2 payment costs approx
£12 - £25 (DFT figures). Processing £14,300
In fees rec’d cost at least £85,800 according to
these estimates.
Process Automatic
Badge & [ Issue .
Payment of BCB
OT approves app
Customer Appeals [«
CSHN scans documentation
Emails OT for decision
v
OT rejects app
r
Do not
:"Sdue issue ) Only 2% of the 1,972 ref i
adge nly 2% of the 1,972 referred are
9 EadgE rejected. The process consumes 11 weeks

advocate time p.a

¥

Customer DNA
Or
Requests new
appointment

¥

OT appointment

l

OT emails decision
To CSH




Making the Changes

Senior commitment to the transformation agenda
Early political engagement & support

A partnership approach — Adults Services / OT's / CSN
Parking Services / KPMG

Lean process improvement methodology

Transition team (service .champion) — procedures,
system development, training module, dress rehearsal
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The New Process - A One Stop A

* No paper-based application forms - vast majority of
applications made over the telephone

» Discretionary applications are assessed within the one
phone call using a decision matrix to assess eligibility —
developed with OT’s

 Immediate decision given to the applicant

 OT duty-line — provides immediate advice to Customer
Services

e £2 fee has been waived

 Eligibility / residency verified using other Council
systems where consent is given

o Appeal rights are given when badges are refused and 9)
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Removing Waste & Duplication

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

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

Eliminated at least 95% of thé OT process & the associated
delays

Virtually eliminated avoidable contact - progress chasing

Eliminated high levels of customer dissatisfaction /

complaints

Reduced the difficulties associated with the issue and

subsequent withdrawal of PCN'’s )
Sunderlan
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Customer Service Improvement

Massive improvements to customer service

Instant decision — reduced requirement to provide
supporting documentation & 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)

Savings associated with processing payments —
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med follow up

Create Event : xxx In Scope Services

Event Type : oo Blue Badge/ Concessionary Travel Pass - »ooc Standard Application

First Name |

Last Mame |

Channel ITeIeph-:nne call =]

Event Details

Keywords I 0

Description I

i’ﬂ

Event Time Start |07/09/2010 Ehu 3¢ Endl

Additional Information - To Be Completed by Advocate

I

What type of application
are yvou applying for?

INn:nt Azleed vI

I= the caller a Health or r
Social Care Frofeszional

"&dult” Badge (Go to PART r

Al
A

"Child" Badge (Go ta PART r
B)

PART A "Adult " Automatic Qualification

Are vou registered as blind
unu:l_er the Mational

P

Help

Please Note

Elue Car
Badge/Concessionary
Travel Paz=

You can get a badge
or pass if yvou -
receive the higher
rate of the mability
component of the
Disability Living
Allowance, You
receive a War
Fensioners’ Mohility
Supplement, You are
registered blind, have
a =evere disability in
both upper limbs and
cannot operate, or
have considerable
difficulty in aperating
all or =ome types of
parking meter (for
example those with
Thalidomide related
dizabilities).
AUTOMATIC
CRITERIA - You have
a permanent and
substantial disability,
which means yvou are
unable to wallk or
have very
considerable difficulty
in wallking. In this
case, you may be
azled to anzwer a
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PART A "Adult " Automatic Qualification

unable to walk or
have very
considerable difficulty

Are you registered as blind
under the MNaticnal
Azzistance Act 19487 (If
Yes, "ISSUE" go to
Decizion Point, If No,
continue with remaining
questions).

Do vou receive Disability
Living Allowance at the
higher rate for mobility or
War Pensioners Mobility
Supplement?(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

DL&/ War FPension Mobility
Supplement from their
Benefit records (If Yes,
continue with questions, If
Ma, "INCOMPLETE"
Request Verification -
Decision Foint)

(If consent given, cantinue
with questions. If No,
"INCOMFPLETE" Request
Werification - Decision
Foint].

If consent has been given
pleaze ask the caller for
their Mational Insurance
Mumber. (Go to Decision
Foint "INCOMPLETE"
Request Verification
income check’.

INu:ut Azloed YI

INu:ut Lzleed "I

IN:::t Azloed vI

IN:::t Azloed vI

in walking. In this
case, you may be
aszked to answer a
zeries of questions to
help the Lacal
Authority determine
whether vou are
eligible for a badge.
You may be asked to
attend an
appointment to be
aszeszsed by an
Cccupational
Therapist to
determine eligibility.
CHILDREMN UNDER 2 -
It iz a=sumed that all
children under 2
yvears of age will =till
require assistance
relating to their
maobility. However,
children under 2 wha
becausze of a specific
medical conditicn
need to travel with
bulley medical
equipment or need to
be cloze to a vehicle
for emergency
medical treatment
will be able to apply
for a badge.
COMNCESSIONARY
TRAVEL FASS - There
are additicnal
qualifying criteria i.e.
blind or partially
sighted, profoundly
or =everely deaf, is
without =peech
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Income checkl).

PART B "Child" Automatic Qualification.

L e N =T =T
(including those
persons having a

I= the child registered blind
under the National
Assistance Act 19487 (If
Yes, "ISSUE" go to
Decision Foint, If No,
continue with remaining
questions)

Iz the child under 2 years
of age? (If Yes, go to FART
D. If No, continue with
questions)

Do you receive Disability
Living Allowance on behalf
of the child? (If Yes,
continue with questions. If
Mo, go to FART C)

Acle caller if they receive
HE/CTE as we may be
able to get proof of DLA
from their Benefit records
(If Yes, 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
obtain proof of DLA on
their behalf. (If Yes,
continue with questions, If
Ma, inform the customer
that they will need to
provide proof - go to
Cecizion Point).

If consent has been qiven

INu:ut Azloed "I

INu:ut Lzloed vI

INu:ut Azloed YI

INu:ut Azloed "I

INu:ut Lzloed vI

Laryngectomy) Does
not have arms or has
long-term loss of the
uze of both arms,
Haz a learning
dizability, Unable to
drive having had a
driving licence
refuszed or revoked
an medical grounds.
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that they will need 1o
provide proof - go to
Cecizion Point).

If consent has been given
pleaze ask caller far their

Maticnal Insurance
Mumber. (Go to Decision I
Foint "INCOMFPLETE"

FRequest Verification

Income Checl)

PART C - Discretionary

What iz the disability? LIST

1 - gives examples of
recognised disabilities, (If
the dizability is TERMINAL
"ISSUE" go to Decision
Foint. If dizahility appears
in list - Go to PART E. If
Mo, go to LIST 2)

LIST 2 - gives examples of

Angina

Breathleszness/Breathing Difficulty

Chronic Bronchitis

Chronic Obstructive Airways Disease (COFD)
WA (Cerebral vascular Accident) / Stroke

3

[

recognised Upper Limb
Dizabilities. (If the
dizability appears in this
list continue with
questions. If Mo, go to
LIST 3)

Do you have a severe
impairment in both arms?
([ If Yes, continue with
questions, If No,
"DECLIME" and go to
Decision Foint).

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

Amputation
Cerebral Palzy
Muscular Dystrophy
Spinal Cord Injury
Thalidemide

INl:ut Asleed vI

IN:::t Azleed vI

l_ l_ l_ l_ l_ l_ |‘-j Local inkramet

o 100%,



/= https:/ /ccs-train.sunderland.goy.uk,/sNENSupportIssueCreate?firstName =&lastName =&supportId=&repo - Windows Internet Explore - |5’ |ﬂ

@2 - |g, https:,I',l'u:u:s-train.sunderland.gu:uv.uk,l'sNENSuppDrtIssueCreate?FirstName=&lastName=&sup|:u:urt1d=&<repu:urter1d=&1:hanrj ﬁ || X IGDUgIe L

File Edit ‘iew Favorites

Tools  Help

Gougle |

j "l Search =4

¥l #v

Share = @ h Sidewiki =

Tj’ Check = TJ_| AutoFill - (_<,, % v . COMMok.,, ~

T:f EIR? @https:,l',l'u:u:s-train.sunderland.gnv.ul@l’sNENSuppurtIssu...

ﬁ ~ B - EE; - @F‘age - '@TDDIS -

FLTTILY

Are you unable to cperate,
or have considerable
difficulty operating all, or
zome types of parking
meter? (If Yes, "ISSUE" go
to Decision Paoint. If Ma,
"DECLIME" and go to
Decision Paint)

LIST 3 - gives examples of
joint dizabilities. (If the
dizability appears in this
list continue with
guestions. If the dizability
does not appear in any of
the lists please conszult with
oT)

Advice received from OT

Hawve you had a joint
operation within the last 2
months? (If Yes,
"DECLIME" go to Decision
Foint. If Mo, continue with
guestions)

Has vour GF/Specialist
recommended or booked
any joint replacement
operations within the next
& months. (If ves,
"DECLIME" go to decision
point. If Mo, go to PART E)

IN:::t Azleed vl

Arthritis

Hip Replacement
Joint Fain

Knee Replacement

-l

IN:::t Aszleed vl

IN:::t Aszleed vl

PART D - Child Under 2 years

What i= the child's
dizahility? I TST 1 - nives

High unstable diabetes
Severe epilepsy/fitting

r”
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PART D - Child Under 2 years

What s the child's High unstable diabetes
dizability? LIST 1 - gives EVErS SpllEpzy/TItng

examples of recognised $$£ET1I2§L|’E;|{|LIEE
disabilites. = =

Does the child have a
medical condition that

requires you to transport Iﬁ
bulkey medical equipment? Mot Asked

(If ¥es, go to LIST 2. If No

Continue with questions).

LIST 2 gives examples of

bulley medical equipment Feed Pumps =
’ . quip Coygen Saturation Montior
(If the equipment appears
=

h = ; Owygen Tank/Mask
in the list "ISSIUE" go to : ;
Decsion Point. If Mo, Parental Equipment

continue with gquestions). Spica Cast

Does the child have a

medical condition that

requires you to remain

close to a vehicle in order

to administer urgent Iﬁ
treatment to your child Not Asked [i§
inzide of the vehicle? (If

Yes, "ISSUE" go to

Decision Point. If Ma,

continue with gquestions).

Does the child have a

medical condition that

requires you to remain

cloze to a vehicle in order

to drive urgently to access IN:::t Azleed vl
a place of treatment? (If

Yes, pleaze consult with

OT. If No, go to Decision

-l
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Decizion Foint. It No,
continue with questions).

Dioes the child have a

medical condition that

requires vou to remain

close to a vehicle in order

to drive urgently to access IN:::t Aszleed vI
a place of treatment? (If

Yes, please consult with

OT. If No, go to Decision

Foint to "DECLINE").

PART E - Mobility Assessment

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

IN:::t Azloed vI

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

INn:nt Azleed vI

What aid=s do vou use if A
anything to help vou walk? INDt Asked LI
How far can vou walk
before needing to stop and
rest, before fesling severs
discomfort?

INn:nt asked |

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).

|N|:|t Asked |
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Do you need any

azsistance with every day

tazks? (If Yes, "ISSUE" go Iﬂ—_l
to Decision Faint. If nao Not Asked [i§
"DECLIME" and go to

Decision Point)

If 28 - 64 =steps do they

hawve any adaptations of

zpecial equipment to assist

with their activities of daily

living? (If Yes, =elect from IN:::t Azleed vl
ADAPTATION LIST. If No,

ADAPTATIONS go to last

maobility question Do vou

need assistance"

EQUIFMENT/ADAFTATIONS

LIST - (If adaptations are Bath board / seat -

in the list "ISSUE" - go to Eath lifter

Decision point. If Bed lever

adaptation does not Bilateral / Double banister rails

appear in the List - consult Ceiling track hoist and slings ﬂ

with OT).

Advice from OT received ﬂ

Do yvou need any

assistance with everyday

tazks=. (If Yes, "ISSUE" go Iﬁ
to Decision Peint. If Mo, Mot Asked
"DECLINE" go to Decision

Foint]

If MORE than 65 =steps

("DECLINE" go to Decision [

Foint).

DECISION POINT

-l

r”

l_ ’— l_ l_ l_ l_ |\:J Local inkranet

|00 -

Eﬁgtartl & & w]

| @ https://ccs-t... | Microsoft Pow. . | 5 psoT | |<< O] =e® G N @ D DA DB 04



= U )

S

A |g, https:,I',l'u:u:s-train.sunu:lerland.gu:uv.uk,l'sNENSuppDrtIssueCreate?FirstName=8<lastName=&sup|:u:urt1|:|=&rep|:|rter1d=&1:hanrj ﬁ [ X IGDUgIe 2=

File Edit ‘“iew Fawvorites Tools  Help

Go glE | j -'l Search =4

-

Share = gl - Sidewiki =

'ﬁ' Check. = TJ_| AutoFill - & % v . CONMok... ~

'i':F {R? @https:,l',l'u:u:s-train.sunderland.gnv.ul@l’sNENSuppurtIssu...

ﬁ - B - EE; - jF‘age - -@Tmls -

=

Advice from OT received I

Do you need any

az=sistance with everyday

tasks. (If Yes, "ISSUE" go Iﬂ—_l
to Decision Point. If No, Not Asked [
"DECLINE" go to Decision

Foint)

If MORE than 65 =steps

("DECLINE" go to Decision [

Point].

DECISION POINT

=

Reazon for Decision (If

applicant 1= Terminally 111
vou should chooze the
"FAST TRACK" optian)

| NG DECISION

Has Applicant applied for a

Concessionary Travel Fass

(If Yes, and de_u:isiu:un has Im
been made to issue a Elus

Car Badge then "ISSUE

CTRE")

If BCE has been

"DECLINED" have vou

notified the applicant of r
their "RECONSIDERATION"
rights?

Create

Cancel

Back
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Next Steps

Contributing to consultation regarding Blue Badge
Reform

Ongoing discussions with Disability Groups
Developing an on-line application / decision matrix
Working across the region
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Thank you for listening

Any questions? -
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