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“What we think is so good is that
you are not just here to repair things,
you really do care and the advice,
information and support is just as
important as the repairs”
— Managing Better Client in Newport
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FOREWORD

The Managing Better project, funded from Welsh
Government’s Sustainable Social Services Grant, is a
remarkable success story. In a decade where the pressures
on health and social care in Wales have been unprecedented,

Managing Better has been part of the solution.

In the 10 years the project has operated

it has supported more than 20,000 older
vulnerable people in Wales to live safely and
independently in their own homes. This has
prevented hospital admissions and eased
pressure on carers and loved ones.

The individuals helped have specific

health conditions, often combined with

poor housing conditions and low income.
Complex needs require joined up thinking
between health, social care and the third
sector. Managing Better has been a shining
example of collaboration and co-production
resulting in better outcomes for the clients we
support and greater efficiency for the health
professionals and partners we work with.

However, it has not all been plain sailing. When
the pandemic hit, a service that is predicated
on home visits to vulnerable people was
naturally going to need quick and decisive
change to keep the service running and the
clients safe. The sudden shift in working
patterns, processes and procedures was a
monumental effort that kept delivery going and
enabled clients to continue getting the support
they needed.
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Over the years, the service has seen an
increase in case complexity. Post-pandemic,
many housing issues have been left unresolved
for longer and isolation for some people
greater than before, meaning the issue of
complexity has only become greater.

We are extremely grateful to Welsh
Government for continuing to fund Managing
Better and enabling us to meet the needs of
older vulnerable people in Wales.

Chris Jones
Chief Executive, Care & Repair Cymru

INTRODUCING MANAGING BETTER

Managing Better is a free home visiting
service offering advice and practical
help for people in Wales who are over the
age of 50.

The service provides a home assessment,
benefits advice, and recommendations on
adaptations and repairs to help people live
safely and independently in their own home.

It is specifically for those who have sight or
hearing loss, for people who are Deaf, people
living with dementia and people who have
survived a stroke.

Funded by Welsh Government and delivered
by 13 Care & Repair Agencies, Managing Better
caseworkers conduct home visits to assess
need and find solutions that will make homes
safer and the occupants more independent.

The project supports independent living,
improved wellbeing, and reduces dependency
on NHS and Social Care services. It works in
close partnership with health, social care and
third sector organisations, recognising that

complex needs rarely sit within a single service

or discipline.

Managing Better has four main national
partners: RNIB Cymru, RNID, Alzheimer’s Society
Cymru, and Stroke Association Wales. These
partners shape practice, training and guidance
so that home-based interventions are safe,
inclusive and tailored to complex needs.

Caseworkers work closely with Vision
Rehabilitation Specialists, Eye Care Liaison
Officers (ECLOs), Occupational Therapists,
local authority teams, housing associations,
audiology services, and Fire and

Rescue Services.

Managing Better 10-Year Impact Report
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¢ 2015

Care & Repair Cymru is awarded

£1.25m over three years from Welsh
Government’s Sustainable Social Services
Third Sector grant, to deliver a Wales-
wide critical prevention service.

¢ 2016

A Senedd launch event for the project takes
place at the Senedd with Rebecca Evans
AM, Minister for Social Services and Public
Health, in attendance with the national
project partners RNID and RNIB Cymru.

® 2017

The report Managing Better — The First
Year is published outlining the early
successes of the project. It is presented
at a Senedd event, with guest speaker
Rhun ap lorwerth AM.
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MANAGING BETTER: R TIMELINE

ﬁ

¢ 2018

The Welsh Institute for Health and
Social Care (WIHSC) is commissioned to
produce an evaluation report analysing
the partnership model of the project.

? 2019

A one-year funding

/ ®
extension is secured, // I o
and a three-year — /
impact report is N
published highlighting
the project'’s
successes thus far. =

¢ 2020

R X
naging Bettor
Threo years of
shing A difference

Cymdeithas

The project expands ~

with £2.1m awarded over Strée | Sl:mke

three years. The Stroke

Association Wales and

Alzheimer’s Society sherners
® Cymru join as national (S,‘::;:riﬁg

project partners.

2020-21

With home visits central to the project,
the Covid-19 pandemic causes huge
disruption, but caseworkers adapt

and more telephone and remote
assessments take place.

ﬁ

? 2021

In recognition of the methods used to
deliver Managing Better, Care & Repair
Cymru wins the Dementia Friendly
Diversity Award, announced at the
Alzheimer’s Society’s 2021

Annual Conference.

2023

A series of videos are created to
promote the service featuring clients
speaking of their experiences and the
national project partners talking about
their involvement.

2024

Wales & West Utilities (WWU) use
their SROI framework to reveal that
the project has a SROI of £5.70. They
also fund Managing Better to provide
adapted CO alarms to Deaf and
hard-of-hearing clients.

ﬁ

? 2025

A second report from Welsh Institute
for Health and Social Care (WIHSC) is
commissioned to analyse the project

against its key objectives.

3 '
(il

The project reaches 10 years of delivery.
Care & Repair Cymru roll out a video
relay service enabling BSL users to
contact the organisation via a BSL
translation service.

Managing B




5

10 YEARS OF IMPAGT

Number of clients helped

Number of Home
Assessments Completed

4

Number of practical
works completed

C

Value of practical
works completed

R

Percentage of clients with
sensory loss

/
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g

Total number of clients
supported with income
maximisation

£15.7m

Total annually recurring
income raised for clients

£5.70

Social Return on Investment
(SROI) of the project

10 YEARS OF GROWTH

The following graphs show how the project
has steadily grown over the duration of the
project. Each graph plots a KPI over the 10-
year period, with all of them increasing over
time but also most showing significant down
turns during the Covid-19 pandemic
(2020-2021).

Since its first year to today the number of
people helped has increased by 127%, with
the project seeing an average annual change
of +10%.

In 2020-21 and 2021-22 during the Covid
pandemic there is a slight dip. The fact

that the service continued to support large
numbers of people is testament to the Care
& Repair Agencies and their caseworkers for
adapting in difficult times.

A total of 22,623 Healthy Homes Checks took
place in the first 10 years of the project. As
expected, during Covid there is a drop as
lockdowns took place and fewer home visits
were conducted. Since 2020, there has been
a steady increase of home assessments with
that rise only plateauing in the last

three years

This figure includes individual adaptations
and repairs that someone might have in
their home. From just 992 in the first year to
a huge 3,940 in 2025/26, this rise reflects
the increased demand for the service and
the increasing complexity of cases. Greater
complexity leads to more clients requiring

more individual interventions.
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Value of Works Completed (£)

1,500,000

An increase in interventions inevitably
also results in an increase of the value
of completed works. This graph also
demonstrates the huge amount of capital 1200000 /
funding that the project unlocks to improve

client’s ability to live independently at home. 450000

600,000 /

Managing Better caseworkers support clients 300000
to claim the benefits that they are entitled
to. Over the years, this income maximisation °q o e S v

work has secured more than £15m of annual
Income Maximisation - Total income Raised (£)

recurring income for clients.
3,000,000

Supporting clients with accessing the
benefits they are entitled to is something that
has increased for all Care & Repair Agencies
over the years. It has become increasingly
central to Managing Better as more income
for clients means they are more likely able

to afford the adaptations and repairs they
need in their home, as well as supporting their
overall health and well-being
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EXTERNAL EVALUATIONS AND SROI

2018 WIHSC Project
Evaluation

The first external evaluation report was published
in July 2018 and was conducted by Jennifer
Hilgart and Mark Llewellyn at the Welsh Institute
for Health and Social Care (WIHSC), University of
South Wales.

At that stage the project was only in its third year,
and the objective of the report was to analyse
the partnership model that had been devised by
Managing Better.

The report concludes: “A lot of work has been
done in a short space of time and positive,
complementary relationships are now in place
between key stakeholders. Managing Better

is perceived to have a crucial role in providing
‘intelligence’ to other partners and to help stop
people falling through the gaps of the system.”

2025 WIHSC Project
Evaluation

in 2025, a second external evaluation of the
project was carried out. This time conducted by Dr
Sion Tetlow, also at the Welsh Institute for Health
and Social Care.

Dr Tetlow used qualitative research methods
to evaluate Managing Better against the key
outcomes that the projected aimed to deliver.
These included: critical prevention, voice

and control, coproduction, wellbeing and
supporting rights.

As part of his conclusion, he stated, “Overall, we
can see that Managing Better is meeting its stated
outcomes on critical prevention by effectively
identifying target beneficiaries through a variety
of avenues, it is engaged in co-producing bespoke

packages of care with its clients and supports
their voice and control over their care packages.

“It supports their rights by identifying benefit
allowances they may be entitled to and assisting
them in obtaining those benefits. They improve
beneficiaries’ well-being through housing
adaptations and other support, and they improve
their health opportunities by enabling them to
attend medical appointments and signpost them
to other organisations that can assist them with
their health issues.”

Social Return on Investment

Wales & West Utilities (WWU), who work with
Care & Repair Cymru on other projects, kindly put
the Managing Better data through their industry
recognised SROI framework.

The WWU SROI framework uses a
comprehensive list of individual services that
are delivered by front-line staff (known as
proxies). Each proxy is given a monetary value
which is based upon research and real-world
data that WWU have access to.

For example, when a project provides a user with
income maximisation or debt advice it benefits
their wellbeing and has a subsequent value to
society. The WWU data and research show us that
a monetary value of £285 can be applied to this
intervention. WWU has a bank with over 200 proxy
values which is updated annually.

Once values have been given to everything the
Managing Better service provides in a year, it is
divided by the funding that is invested into
the service.

The calculations show that for every £1 spent

Managing Better is providing £5.70 of social return
on investment.

Managing Better 10-Year Impact Report
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DELIVERING AGRINST WELSH GOVERNMENT PRIORITIES

Managing Better contributes directly to several
of the Well-being Goals, particularly A Healthier
Wales, A More Equal Wales, and A Wales of
Cohesive Communities. Through person-
centred support, home-based interventions
and preventative advice, the project

helps older people maintain their health,
independence and wellbeing while remaining
active within their communities.

The service addresses wider determinants

of health by improving housing conditions,
increasing household income, tackling fuel
poverty and reducing environmental hazards
in the home. It also embodies the five ways of
working that underpin the Act by promoting
prevention, collaboration, integration,
involvement and long-term planning.

Managing Better reflects the core principles

of the Social Services and Well-being Act by
placing individuals at the centre of assessment,
planning and decision-making. Every intervention
begins with understanding “what matters” to the
person and tailoring support around their needs,
preferences and circumstances.

The project emphasises early intervention and
prevention, helping people address housing,
health, financial and wellbeing issues before
they escalate into more significant health or
social care needs. Strong partnerships with
health services, local authorities, sensory
services and third-sector organisations
ensure a coordinated approach that improves
outcomes and supports independent living.

Care & Repair Cymru

The vision set out in A Healthier Wales is

for a whole-system approach focused on
prevention, wellbeing and care closer to home.
Managing Better delivers this in practice by
providing support directly in people’s homes,
addressing risks associated with poor housing,
falls, cold homes and social isolation before
they result in crisis situations.

The project promotes independence through
practical home improvements, health and
wellbeing advice, and access to support
services. In doing so, it helps reduce pressure
on health and social care systems while
supporting older people to live longer, healthier
and more independent lives.

Managing Better supports the ambitions of an
age-friendly Wales by enabling older people

to remain safe, independent and connected
within their communities. The project
contributes to the strategy’s priorities around
prevention, tackling poverty, improving housing
and strengthening local support services.

By improving living conditions, increasing
access to welfare entitlements and supporting
the use of technology where appropriate,

the service helps older people maintain
control over their lives and reduce the risk of
loneliness, exclusion and declining health.

The Quality Statement highlights the
importance of integrated, person-centred
services that focus on what matters to people.
Managing Better supports this approach by
delivering personalised assessments and
tailored solutions that help older people
manage the challenges associated with frailty,
sensory loss, dementia, stroke and other long-
term conditions.

The programme’s focus on independence,
dignity and choice ensures that individuals
remain active partners in decisions about their
wellbeing and living environment.

The Six Goals framework places a strong
emphasis on prevention, coordinated support
for people at greatest risk of needing urgent
care, clinically safe alternatives to hospital
admission, effective discharge planning and
helping people remain at home wherever
possible. Managing Better aligns particularly
closely with Goals 1, 3, 5 and 6 through its
home-based assessments, personalised
interventions and partnership working

with health, social care and third-sector
organisations. By identifying risks early and
addressing issues such as falls hazards, poor
housing, sensory loss, fuel poverty and social
isolation, the project helps prevent problems
escalating into health or care emergencies.

The programme also contributes to the wider
ambition of ensuring people receive the

right support in the right place at the right
time. Through close collaboration with NHS
services, local authorities and community
partners, Managing Better helps individuals
access appropriate services and reduces

the likelihood of avoidable admissions or
readmissions. The project’s preventative

and person-centred approach reflects the

Six Goals vision of shifting care upstream,
reducing pressure on urgent and emergency
services and supporting older people with
frailty, sensory loss, dementia, stroke and other
long-term conditions to live independently for
longer in their own communities.

Managing Better 10-Year Impact Report
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REFLECTIONS FROM THE PROJECT PARTNERS

“Over the last decade, the partnership
between Care & Repair Cymru, RNID, RNIB
Cymru, the Stroke Association and Alzheimer’s
Society Cymru has demonstrated the value

of collaborative, person-centred support for
people living with dementia and other age-
related conditions. By combining expertise

in housing, sensory loss, stroke recovery and
dementia care, the partnership has developed
a holistic approach that addresses the
complex challenges faced by older people.

“Through Healthy Home Assessments, practical
interventions, advice and referrals to specialist
services, the programme has helped people
with dementia remain safe, independent and
connected to their communities for longer.
Families and unpaid carers have also benefited
from timely information, guidance and support,
helping them navigate services and care
responsibilities with greater confidence.

“Adaptations such as improved lighting,
handrails and other home safety measures
have enabled people to continue living
comfortably and securely in familiar
surroundings, often preventing crisis or
delaying the need for more intensive health
and social care support. Last year alone, the
service supported 376 people living with
dementia, highlighting both the growing
demand and the effectiveness of the
partnership.

Care & Repair Cymru

“A key strength of Managing Better has been
its ability to identify people earlier, provide
seamless referrals and coordinate support
across organisations. These onward referrals
ensure that people with dementia and their
carers receive timely, tailored and holistic
support.

“Managing Better has become a trusted source
of support across Wales. Its impact is evident
in safer homes, reduced isolation, improved
wellbeing, greater independence and better
outcomes for people living with dementia. By
helping people access the right support at the
right time and creating home environments
that minimise risk, the service has enabled
individuals to remain living safely and
confidently in their own homes for longer. This
has led to a reduced risk of falls, better access
to services, stronger community connections
and improved quality of life for people with
dementia and their carers.”

Sian Biddyr

Local Service Manager Wales

and

Richard Maiorano

Local Volunteering and Communities Lead
Alzheimer’s Society Cymru

“Over the last ten years, Managing Better has
demonstrated the value of partnership working
to improve outcomes for stroke survivors
across Wales. Every stroke is different, but

for many survivors the challenges extend far
beyond hospital discharge. Daily activities such
as moving safely around the home, preparing
meals, managing personal care, or rebuilding
confidence can become significant barriers to
independence.

“Through Managing Better, stroke survivors
have been able to access practical support,
specialist advice and home adaptations that
help them live safely and well at home. The
partnership has created a seamless pathway
between organisations, ensuring people
receive the right support at the right time.

“For the Stroke Association, working alongside
Care & Repair Cymru and other Managing
Better partners has strengthened our

ability to respond to the complex and often
interconnected needs of the people we
support. Regular collaboration, referral and
information-sharing have enabled us to reach
more stroke survivors and address issues
before they escalate.

“At a time of increasing pressure on health
and social care services, Managing Better
continues to play an important role in helping
people remain independent, reducing falls and
avoidable hospital admissions, and supporting
stroke recovery with dignity and confidence.”

Katie Chappelle
Associate Director
Wales, Stroke Association

“Managing Better is special as it starts with the
person, not the service. Many people do not
know what support is available, and everyday
things such as preparing a meal, writing a
shopping list, getting up the stairs safely or
reading important information can become
much harder when someone is living with
sensory loss, dementia, or the impact

of stroke.”

“Managing Better caseworkers take time to
listen, build trust and understand what matters
to each person. That trust is often the key

to identifying the right help at the right time,
especially for people who may feel unsure,
isolated, or unaware that practical support

is available.”

Ansley Workman
Director
RNIB Cymru

Mlanaging Better 10-Year Impact Report 12



WHAT HEALTH PROFESSIONALS SAY ABOUT

MANAGING BETTER

“I have personally referred hundreds of
patients to the Managing Better service
during my career. The Managing Better team
have been a lifeline to our service users

in improving their home safety, security,
welfare and quality of life. | have referred
service users who need support with
managing benefits and housing because
they have intellectual difficulties or have
severe mental health issues. Primary and
secondary care would not be as effective
without the community-based support the
Managing Better team provide. They are an
excellent team and always so happy to help
our service users.”

Rhys Palfrey

Audiology Lead and Advanced Audiology
Practitioner

Ysbyty Ystrad Fawr, Aneurin Bevan
University Health Board

“The Care & Repair service in Powys is
extremely beneficial to clients with sight
loss, enabling individuals to maintain

their independence and increase their
safety. Powys has the highest proportion

of older persons in Wales, with sight and
hearing loss going hand in hand with

these demographics. Without the input
and services from Care & Repair, the
visually impaired population of Powys
would definitely experience more falls,
increased hospital admissions and reduced
confidence leading to more social isolation.”

Susan Davies

Senior Vision Rehabilitation Specialist
Social Services, Powys County Council

Care & Repair Cymru

“Having support from Care & Repair has
become essential to our roles in the visual
impairment team. Our clients often need
additional lighting to move around their
home safely and prepare food and often
need rails to assist with their orientation
and mobility around the home. Being able
to offer this service is invaluable to us. It
significantly helps the client and being able
to offer more solutions allows us to build

rapport with the client to help them further.

We often have Alexa devices supplied from
Care & Repair for our clients, which has
been a major breakthrough for a lot of our
clients being able to access information
such as the weather, time and date, access
audio books and newspapers, listen to
music they enjoy, set reminders for food
cooking time and medical appointments,
etc. We would be lost without Care &
Repair and the services and products they
provide.”

Kirsty Bryan
Rehabilitation Officer for Visual
Impairment

Carmarthenshire County Council

“The service is an asset to the clients it
serves and would be greatly missed if it
were to end. | am unaware of any other
charities or statutory services offering the
combination of services that Managing
Better offers and without this holistic
approach clients would need to deal with
several separate services and lengthy
waits to try and achieve the outcomes that
Managing Better provides. As a member of
an organisation working alongside Managing
Better to support people affected by
dementia in the Newport area, | feel very
fortunate to be able to refer service users

| support with confidence that they will
receive such a high-quality service.”

Vicki Richards

Senior Occupational Therapist
Newport Memory Service, St Cadoc's,
Aneurin Bevan University Health Board

“In my short time working with the

Vision Rehabilitation Service (VRS) and
Managing Better (MB) | have been able to
refer patients across and receive regular
feedback.

One example of a patient who was very
grateful for the help she had been given was
a lady who lived on her own, registered as
SSI. She told me of the grab rails that had
been placed along her garage wall so she
can access her garden, lights that had been
fitted under her kitchen cupboards creating
better lit surfaces when preparing her

food and had been given a white cane with
mobility and confidence training so she can
navigate her local area safely.

That's just one example of the great work
done by the VRS and MB and | too am very
grateful that they are there as a go to for
the patients | support.”

Roxanne Anderson

Eye Care Liaison Officer (ECLO)

Stanley Eye Clinic, Abergele Hospital, Betsi
Cadwaladr University Health Board

Managing Better 10-Year Impact Report



“The Managing Better Service has been
excellent in its support for patients with
sensory loss to stay independent in their
own homes. The range of issues addressed
on a visit is very impressive and benefits
the patients holistically and personally.
The service covers similar areas to an OT
home assessment so risks for the patient
are discussed and reviewed by both
disciplines which helps ensure the patient’s
needs are met as quickly as feasible. It is
always reassuring to have the Managing
Better Service involved with patients with
sensory loss due to their dedication and
resourcefulness and they would be sorely
missed if this service was terminated.”

Rachel Davies

Occupational Therapist

Flintshire, Betsi Cadwaladr University
Health Board

15 Care & Repair Cymru

"Only yesterday | was at the home of
someone who had handrails installed in
their garden recently and was telling me
how this had transformed their lives during
this warm weather as they were now able to
access their garden which was impossible
before, due to the danger of falling down
steps. This lady felt trapped in her home
but could not afford to pay for someone
to make those alterations for her. | have
referred numerous people to this service,
and they have all given me fantastic
feedback, stating that the process was
quick and easy and were all really pleased
with work carried out.

If this service was terminated, it would
mean that a lot of people we are able to
support at present would lose out on vital
repairs and alterations to their homes that
allow them to live as independently as they
can for as long as possible. This could result
in more falls and hospital admissions or the
need for carers much sooner.”

Amanda Lewis

Dementia Adviser Alzheimer’s
Society Cymru

Torfaen

WHAT NEXT FOR MANRGING BETTER?

We believe that the Managing Better service has demonstrably
delivered significant impact over many years, embracing
collaboration and partnership working across the third sector and
Health and Social Care statutory services to make it as successful as
it has been.

Our vision, as we await details of the next phase of the Sustainable
Social Services Grant, is that we continue the service, expand and
grow its partnerships, efficiency, and effectiveness. We believe
that doing so will support independent living among some of our
most vulnerable, increase our preventative impact and reduce
downstream pressures, demand and costs in the Welsh NHS and
Social Care Services.

-
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Care & Repair
Cymru

www.careandrepair.org.uk

enquiries@careandrepair.org.uk
029 2010 7580

Care & Repair Cymru is a registered charity (No. 1163542)
and a company limited by guarantee (No. 09574555).



