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Factsheet 6 

Finding help at home 

September 2023 

About this factsheet 

This factsheet has information about how to get help at home if you are 

having difficulty managing. It focusses on the duties of the local authority 

to arrange or provide care services, but also covers arranging care 

yourself. Residential care is covered in other factsheets. 

Factsheet 46, Paying for care and support at home has more detailed 

/globalassets/age-uk/documents/factsheets/fs46_paying_for_care_and_support_at_home_fcs.pdf


Age UK factsheet 6 September 2023 

Finding help at home Page 2 of 22 

Contents 

1 Sources and terminology 4 

2 How to get help from the local authority 4 

2.1 Getting a needs assessment 4 

2.2 Eligibility for care and support  6 

2.3 Care and support planning 7 

2.4 Personal budget 7 

2.5 Direct payments 8 

3 Paying for care and support services 8 

3.1 The financial assessment 8 

3.2 Self–funders 9 

4 Types of care services  9 

4.1 Personal care 10 

4.2 Domestic assistance 10 

4.3 Meals at home 11 

4.4 Personal alarm systems and assistive technology 11 

4.5 Day Care 12 

4.6 Respite or replacement care for carers 13 



Age UK factsheet 6 September 2023 

Finding help at home Page 3 of 22 

7 Complaints and safeguarding 18 

7.1 Safeguarding from abuse and neglect 18 

Useful organisations 19 

Age UK 21 

Support our work 21 

  



Age UK factsheet 6 September 2023 

Finding help at home Page 4 of 22 

1 Sources and terminology  

The Care Act, regulations and statutory guidance  

This factsheet is based on the Care Act 2014 

https://www.legislation.gov.uk/ukpga/2014/23/contents
https://www.gov.uk/government/publications/care-act-statutory-guidance/care-and-support-statutory-guidance
http://www.legislation.gov.uk/uksi/2015/313/contents/made
http://www.legislation.gov.uk/uksi/2015/313/contents/made
http://www.legislation.gov.uk/uksi/2014/2827/contents/made
http://www.legislation.gov.uk/uksi/2014/2827/contents/made
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They may visit you at home, speak to you by telephone, or offer self-

assessment. With self-assessment, you complete a form and return it for 

checking, before social services undertake further work with you.  

You can refuse self-assessment if you would prefer the local authority to 

assess you directly. If you are not offered a face-to-face assessment but 

would like one, ask for one. If there is a concern that you lack mental 

capacity, or your situation is complex for other reasons, you should be 

offered a face-to-face assessment.  

Staff assessing you must have the skills, knowledge and competence to 

understand your particular needs. For example, this may require the 

involvement of a social worker or occupational therapist. Input from a 

specialist, such as a doctor, should be sought if needed. 

Unless the assessment is needed urgently, the local authority should 

send you information before the assessment, so you know what to 

expect.  

The local authority may have a duty to appoint an advocate to support 

and represent you, if you find it difficult to engage with the assessment 

process and have no one you want to assist you. 

Personalisation and wellbeing 

The ‘personalisation’ of care and support service provision is 

emphasised in the Act and the guidance. This means maximising your 

control over how your care and support needs are met and putting you at 

the heart of the process. The local authority must ensure you are 

genuinely involved and have influence over the decisions about how 

your care needs are met, to the extent you choose and are able to be 

involved.  

When carrying out an assessment, a local authority must have regard to 

your views, wishes, feelings, and beliefs, 
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2.2 Eligibility for care and support  

After the needs assessment, the local authority decides whether your 

needs meet the eligibility criteria for care and support. If they do, the 

authority has a duty to ensure your eligible needs are met. It can choose 

to meet needs that do not reach this threshold. There is a set of eligibility 

criteria for adults with care needs and another for carer’s

/globalassets/age-uk/documents/factsheets/fs41_how_to_get_care_and_support_fcs.pdf
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2.5 Direct payments 

A direct payment is money paid directly to you or your representative by 

the local authority so you can buy care yourself. The authority must 

consider this option if it may be suitable and tell you about it. It allows 

you to maximise flexibility and choice about meeting your care needs. 

However, it also places additional responsibilities on you to manage your 

care and any staff you employ.  

Some people find this works for them. It can be particularly helpful if you 

have a fluctuating condition, such as Parkinson’s disease, as you can 

choose when and how you spend the money, provided this is generally 

in line with your care plan aims and is agreed by the local authority. 

However, it must always be your choice, as the local authority cannot 

force you to accept a direct payment if you do not want this. 

If you cannot manage a direct payment yourself, the local authority can 

appoint a suitable person such as a relative to manage it for you. See 

factsheet 24, Personal budgets and direct payments in social care, for 

more information.  

3 Paying for care and support services 

Care and support services are usually charged for, whilst NHS health 

services are largely free of charge. When the local authority is involved 

in providing or arranging your care and support, any charges must be 

subject to a financial assessment, as described in section 3.1 below. 

The local authority should be clear and transparent about any charges, 

to ensure you understand how much you are charged and how this has 

been worked out.  

3.1 The financial assessment  

The local authority has powers to charge for most services, with certain 

exceptions (see section 5). Any charges must be subject to a financial 

assessment. You may be offered a ‘light touch’ financial assessment if, 

for example, you clearly have enough money to self-fund your care. 

The financial assessment looks at your capital (e.g. savings) and 

income, such as pensions and benefits. Only the person needing care is 

charged for services, not their partner or other family members.  

The value of your own home is not included in the financial assessment 

if you live at home. 

The charging scheme must ensure your income does not fall below a set 

level (‘Minimum Income Guarantee’) because of paying for services. The 

guidance suggests charging for carer’s services may not be cost-

effective. Each local authority has flexibility about how it sets charges for 

services to people living at home, but must comply with the charging 

regulations and guidance. 

/globalassets/age-uk/documents/factsheets/fs24_personal_budgets_and_direct_payments_in_social_care_fcs.pdf
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The authority should ensure you receive information and advice about 

benefits you may be entitled to. They should take account of certain 

outgoings such as disability-related expenses if disability benefits like 

Attendance Allowance are taken into account. Ongoing expenses must 

be factored in when assessing what you are able to pay. 

Your needs should be assessed and identified prior to discussions about 

paying for them. Your financial situation should not affect the needs 

assessment or the decision about whether your needs meet eligibility 

criteria. Decisions about how much, if anything, you must pay comes 

after the needs assessment. 

The financial assessment should be carried out promptly following a 

needs assessment so you know what you will be charged. It should be 

made clear how much you are required to pay and what the local 

authority must pay as early as possible in the process.  

/globalassets/age-uk/documents/factsheets/fs46_paying_for_care_and_support_at_home_fcs.pdf
/globalassets/age-uk/documents/factsheets/fs46_paying_for_care_and_support_at_home_fcs.pdf
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Telecare 

Telecare is equipment and support services that promote your safety, 

independence, and wellbeing in your home. This is usually when you are 

alone, for short or longer periods of time, and sometimes outside your 

home in the local area (e.g. GPS monitoring). Telecare covers a wide 

range of equipment (detectors, monitors, alarms, pendants, etc) and 

services (monitoring, call centres and response teams – who may work 

alongside emergency services).  

Telehealth 

Telehealth is the remote monitoring of your vital signs in chronic 

condition management (e.g. blood pressure, glucose level, heart and 

lung function). This can be for diagnosis, review assessment and 

prevention. Telehealth requires suitably qualified clinicians as part of an 

agreed health care pathway. 
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4.6 Respite or replacement care for carers 

Respite care allows a carer to have a break from caring. You may want 

to do something particular, such as attend a course or an appointment, 

go on holiday, see family members or friends, or pursue leisure activities.  

Whatever the reason, ask the local authority to carry out a carer’s 

assessment, and an assessment for the person you care for, to explore 

whether respite care can be put in place. They must assess you based 

on the carer’s eligibility criteria. Respite care can be arranged on a 

regular or an occasional basis. The amount of care depends on levels of 

need.  

Respite care takes several forms. It may be a sitter service or 

replacement care worker to look after the person you care for, or to take 

them out to allow you to have free time at home. It may be in a care 

home to enable you to have a sustained period of time when you are 

free of your caring role.  

As a carer you should not be charged for respite or replacement care. 

Although the care need arises as you need time off, the actual care is 

delivered to the person you look after. If a charge is made, the cared for 

person is financially assessed and charged. More information for carers 

is available in information guide 13, Advice for carers. 

4.7 Specialist equipment and home adaptations 

There is a wide range of specialist aids and equipment available if you 

find it difficult to carry out particular tasks at home. Examples include: 

⚫ mobile hoists 

⚫ commodes 

⚫ toilet frames 

⚫ bath lifts or seats 

⚫ adapted cutlery. 

 

Adaptations are permanent changes made to your home to enable you 

to live safely and more independently. They include alterations to the 

building such as widening a door for a wheelchair, or installing a stair rail 

or grab rail in the toilet or bathroom. They can include larger works such 

as: 

⚫ level access shower 

⚫ stairlift or through-floor lift 

⚫ wheelchair ramp 

⚫ wheelchair standard adapted kitchen 

⚫ ground floor extension to provide level access facilities and/or to provide 

an accessible bathroom. 

/globalassets/age-uk/documents/information-guides/ageukig13_advice_for_carers_inf.pdf


/globalassets/age-uk/documents/factsheets/fs42_disability_equipment_and_home_adaptations_fcs.pdf
/globalassets/age-uk/documents/factsheets/fs42_disability_equipment_and_home_adaptations_fcs.pdf
/globalassets/age-uk/documents/information-guides/ageukig17_adapting_your_home_inf.pdf
/globalassets/age-uk/documents/factsheets/fs67_home_improvements_and_repairs_fcs.pdf
https://livingmadeeasy.org.uk/
https://livingmadeeasy.org.uk/
/globalassets/age-uk/documents/factsheets/fs44_nhs_services_fcs.pdf


/globalassets/age-uk/documents/factsheets/fs76_intermediate_care_and_reablement_fcs.pdf
/globalassets/age-uk/documents/factsheets/fs76_intermediate_care_and_reablement_fcs.pdf


/globalassets/age-uk/documents/factsheets/fs20_nhs_continuing_healthcare_and_nhs-funded_nursing_care_fcs.pdf?dtrk=true
/globalassets/age-uk/documents/factsheets/fs20_nhs_continuing_healthcare_and_nhs-funded_nursing_care_fcs.pdf?dtrk=true
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6 Finding a care worker yourself 

You can find a care worker through an agency or by employing someone 

directly. If the local authority assess you as having eligible needs for care 

and support, it must arrange appropriate care services if you want them 

to. If it assists with funding, it must also offer the option of direct 

payments if appropriate, so you can arrange this yourself. 

6.1 Employing a care worker yourself 

You can employ a care worker or other help directly, rather than through 

an agency. However, you must be clear about your

https://www.gov.uk/government/organisations/disclosure-and-barring-service
https://www.disabilityrightsuk.org/
https://www.disabilityrightsuk.org/being-control-getting-personal-assistants-pas
/globalassets/age-uk/documents/factsheets/fs24_personal_budgets_and_direct_payments_in_social_care_fcs.pdf
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The local authority needs assessment can be useful for this, even if you 

do not want them to arrange your services. The local authority must give 

you information and advice about local care providers.  

Discuss how your needs can best be met with the agency. For example, 

depending on the level of care you need, it may not be possible for one 

person to provide it all. A planned rota of workers can help to minimise 

disruption and provide continuity.  

6.3 High levels of need 

It is possible to arrange 24-hour live-in carers through care agencies. It 

may be possible via the local authority through direct payments or 

directly arranged by them, but this depends on your assessed eligible 

needs.  

Many local authorities limit the personal budget amount, so if your care is 

going to be significantly more expensive than the cost of a care home 

placement, they may be unwilling to fund it. The local authority can take 

its financial position into account in deciding how to meet your eligible 

needs, but not in deciding whether to meet them. If a care home 

placement will not meet your eligible needs, the local authority must, if 

necessary, increase your personal budget to enable you to receive care 

at home. 

If you can make these decisions yourself, you cannot be forced into a 

care home against your will. If your personal budget is not enough to 

meet all your care needs, you can challenge the decision (see section 7). 

If you cannot get more financial 

/globalassets/age-uk/documents/factsheets/fs59_how_to_resolve_problems_and_complain_about_social_care_fcs.pdf
/globalassets/age-uk/documents/factsheets/fs59_how_to_resolve_problems_and_complain_about_social_care_fcs.pdf
/globalassets/age-uk/documents/factsheets/fs78_safeguarding_older_people_from_abuse_fcs.pdf
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Useful organisations 

British Red Cross Society  

www.redcross.org.uk  

Telephone 0344 871 11 11 

Services including home from hospital schemes and loan of wheelchairs 

and disability equipment.   

Care Quality Commission  

www.cqc.org.uk 

Telephone 03000 616 161  

Independent regulator of adult health and social care services in 

England.

http://www.redcross.org.uk/
http://www.cqc.org.uk/
http://www.carersuk.org/
http://www.disabilityrightsuk.org/how-we-can-help/helplines/independent-living-advice-line
http://www.disabilityrightsuk.org/how-we-can-help/helplines/independent-living-advice-line
https://livingmadeeasy.org.uk/
http://www.equalityadvisoryservice.com/
http://www.foundations.uk.com/
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Homecare Association  

www.homecareassociation.org.uk 

Telephone 020 8661 8188 

Professional association of home care providers from voluntary, not-for-

profit and statutory sectors. Can provide free list of homecare providers. 

Homeshare 

https://homeshareuk.org/ 

Telephone 0151 227 3499  

Supports older people who want to remain independent in their own 

homes. Householders provide free accommodation to a homesharer in 

exchange for around 10 hours of help a week and both parties pay a fee.  

Local Government and Social Care Ombudsman 

www.lgo.org.uk  

Telephone 0300 061 0614  

Free, independent final stage for complaints about local authorities and 

care providers.  

Macmillan Cancer Support 

www.macmillan.org.uk  

Telephone helpline 0808 808 00 00 

Provides information, advice and support for people with cancer, their 

families and carers. 

Marie Curie 

www.mariecurie.org.uk  

Telephone 0800 090 2309 

Offers expert care guidance and support to people living with any 

terminal illness and their families. 

National Institute for Health and Care Excellence (NICE) 

www.nice.org.uk  

Provides national guidance and advice to improve health and social 

care. Produces an online guide for older people arranging care at home 

through an agency. 

www.nice.org.uk/about/nice-communities/social-care/quick-guides/better-

home-care-for-older-people    

Royal Voluntary Service 

www.royalvoluntaryservice.org.uk 
0300 555 0310  

Provides services to older people through the activities of its volunteers. 

 

 

https://www.homecareassociation.org.uk/
https://homeshareuk.org/
http://www.lgo.org.uk/
http://www.macmillan.org.uk/
http://www.mariecurie.org.uk/
http://www.nice.org.uk/
http://www.nice.org.uk/about/nice-communities/social-care/quick-guides/better-home-care-for-older-people
http://www.nice.org.uk/about/nice-communities/social-care/quick-guides/better-home-care-for-older-people
http://www.royalvoluntaryservice.org.uk/


Age UK factsheet 6 September 2023 

Finding help at home Page 21 of 22 

Age UK 

Age UK provides advice and information for people in later life through 

our Age UK Advice line, publications and online. Call Age UK Advice to 

find out whether there is a local Age UK near you, and to order free 

copies of our information guides and factsheets. 

Age UK Advice 

www.ageuk.org.uk  

0800 169 65 65 

Lines are open seven days a week from 8.00am to 7.00pm 

In Wales contact 

Age Cymru Advice 

www.agecymru.org.uk  

0300 303 4498 

In Northern Ireland contact 

Age NI 

www.ageni.org  

0808 808 7575 

In Scotland contact  

Age Scotland 

www.agescotland.org.uk  

0800 124 4222  

Support our work 

We rely on donations from our supporters to provide our guides and 

factsheets for free. If you would like to help us continue to provide vital 

services, support, information and advice, please make a donation today 

by visiting www.ageuk.org.uk/donate or by calling 0800 169 87 87 

  

http://www.ageuk.org.uk/
http://www.agecymru.org.uk/
http://www.ageni.org/
http://www.agescotland.org.uk/
http://www.ageuk.org.uk/donate
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Our publications are available in large print and 

audio formats 

Next update September 2024 

The evidence sources used to create this factsheet are available on 

request. Contact resources@ageuk.org.uk

mailto:resources@ageuk.org.uk

