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These maps provide an overview of Mosaic processes; they do not contain all possible outcomes. 
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activity for adults’ cases.
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Approved Mental Health Professional (AMHP)

Mental Health Act 
Assessment received

Immediate Emergency 
Services received

Mental Health Act 
Assessment 

Immediate Emergency 
Services (Homecare 
Services Required)

Immediate Emergency 
Services

(Non-Homecare Services 
Required)

Immediate Emergency 
Services No Longer 

Required (NFA)

Brokerage or Serco 
Team processes

Assessment activity 
completed

[AMHP]

Assessment activity 
completed

[AMHP]

Services 
required

YesNo Yes

Further 
assessment 

required

Yes

Further Adult Mental 
Health Act Assessment 

Required
assign to AMHP team

No Further 
Action next 

action

No

Protection of 
Property

Carer Emergency 
Response Complete 

(NFA)

Contact (New or Open) 
recorded

Immediate Emergency 
Services Request

assign to self

Activation of Carer Emergency Response Plan
[AMHP]

On cared-for’s
record

On carer’s
record

Contact (New or Open) recorded
Complete/Update Carer 

Emergency Response Plan
alias for Carer Emergency 

Response Plan
assign to Adult Carers Service – 

Inbox

Immediate Emergency 
Services Admin

assign to Brokerage or Serco
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Area Plan and Services 
processes

Area Plan and Services 
processes

Carer Team 
processes

Carer Team 
processes

Safeguarding 
processes

Safeguarding 
processes

Occupational 
Therapy processes

Occupational 
Therapy processes

Reablement 
processes

Reablement 
processes

Area Assessment and Review

Screen case
allocate to practitioner

Review of Care 
and Support Plan

No

Financial Assessment Referral
Next actions:
• Change in Customer’s 

Circumstances
• New Direct Payment
• New Permanent Residency
• Net Assessable Income Only
• Non-Res / Non-DP
• Temporary Admission Full 

Assessment
• Transition

assign to FA Referral – Inbox

Conversation Record 
next action received

Information and advice 
provided

Eligible
for Adult Care 

Support

Safeguarding
Concern recorded

Internal Contact
assign to self

OT
involvement 

required

Bring Forward Scheduled 
Review next action received

Carer Contact
Recorded on Carer’s Record

Carer Triage
assign to Adult 

Carers Service – 
Inbox 

Safeguarding Triage
assign to 

Safeguarding Team

Contact made 
and visit 

organised

Communication Needs 
(Accessible 

Information)
recorded/updated

Assessment 
required

No

Needs 
Assessment

Yes

Yes

• Referral to LPFT Social Care: complete Referral to 
LPFT Mental Health Social Care and assign LPFT 
Social Care Initial Conversation next action

• Joint Working: send ‘Additional assessor input 
required’ request to LPFT Social Care practitioner

Conversation 
Record: OT

assign to OT Team

Yes

Available from Start menu:
• Contact (Family Group Conference)
• CoP Private Applicant
• Corporate Appointeeship/CoP 

Deputyship Referral
• CSL Referral

Reablement Triage
assign to 

Reablement

Referral to
Reablement recorded

Wellbeing Screening
assign to self

CHC Monitoring
Optional forms:
• Care Prescription s75
• Checklist
• Decision Support Tool

Wellbeing 
processes
Wellbeing 
processes



Area Plan and Services

Review of Care and 
Support Plan

Brokerage and/or 
Serco processes

Review

Assessment 
required

YesNo

Area Assessment or 
Review

Assessment

Proposed Case 
Closure

assign to self

Needs Assessment
assign to self, or

Internal Contact > 
Conversation Record: OT

assign to OT Team

Case to 
close

NoYes

Care and Support Plan*
assign to self

Purchase Service 
Request

assign to self 

Homecare Services Required 
or Non-Homecare Services 

Required
assign to Brokerage or Serco 

Review of Care and 
Support Plan
assign to Area

or LPFT Social Care 
Team  

Telecare

Community Support, Day Care,
Direct Payment,

Residential or Nursing Care

Maximising Independence Referral
LD Referral from Start menu

OP/PD Referral from workstep

Pathway 
decision

Telecare
processes

Refer to 
Telecare

Change in Care Package 
Request

assign to self
for temporary changes or 

initiating previously costed 
rolling respite

Change to Care 
Package (Homecare) 
or (Non-Homecare)

assign to
Brokerage or Serco

Brokerage 
processes

Serco 
processes

Available from Start menu:
• Contact (Family Group 

Conference)
• Corporate Appointeeship/

CoP Deputyship Referral
• CoP Private Applicant

Review

Maximising Independence 
processes

Maximising Independence 
processes

Case Closure
processes

Case Closure
processes

LPFT Social Care 
Assessment and 

Review processes

LPFT Social Care 
Assessment and 

Review processes

Area Assessment and 
Review processes

Area Assessment and 
Review processes

Occupational 
Therapy processes

Occupational 
Therapy processes



Pathway 
decision

Business Support

Carer Contact
recorded on Carer’s Record

Safeguarding
Concern recorded

Contact received by 
email, letter or face to face

No Keyworker

Carer Triage
assign to Adult 

Carers Service – 
Inbox

Safeguarding 
Triage

assign to 
Safeguarding Team

Contact
(Open Case)

Bring Forward 
Scheduled Review

assign to Area Team

Contact
(New Case)

Conversation Record: OT
or

Conversation Record
assign to appropriate team

Contact made by 
telephone

Transfer 
customer to 

CSC

Additional 
Information Contact
assign to Area Team

Keyworker

Area Assessment and 
Review processes

Area Assessment and 
Review processes

Occupational 
Therapy processes

Occupational 
Therapy processes

Carer Team 
processes

Carer Team 
processes

Safeguarding 
processes

Safeguarding 
processes

CHC Monitoring
Optional forms:
• Care Prescription s75
• Checklist
• Decision Support Tool

Contact
(New/Open Case)



Carer Team

Carer Assessment
allocate to Carer Support or 

Carers First worker

No

Carer Support Plan*
assign to self

Carer Triage received

Eligible
for support

Yes

CERS 
required

No

Carer signposted to 
universal services

Carer Review
assign to self or team

No

Carer Purchase Service 
Admin

assign to Direct 
Payments

LCC 
commissioned 

services

No

Yes

Assessment 
required

Yes

On Carer’s record:
Contact (New or Open) 

recorded
Carer Emergency Response 

Plan updated

Contact carer
[Carer assessor]

On Carer’s record:
Carer Emergency 

Response Complete 
(NFA)

On Cared-For record:
Contact (New or Open) 

recorded
Immediate Emergency 

Services
assign to Brokerage or Serco

Further
review 

required

No

Information and advice 
provided

End professional involvement
Record file retention

Carer Emergency 
Response Plan 

created

Yes

Activation of Carer 
Emergency Response Plan

[CSC Carer Team]

Carer Purchase 
Service Request

assign to self

Telecare

Telecare
processes

Refer to 
Telecare

Purchase services

Available from start menu:
• Carer Correspondence
• Contact (Family Group Conference)

Carer Change in Care 
Package Request

assign to self
for temporary changes of 

Carer Personal Budget 
Service (Direct Payment)

Change to Care 
Package (Non-

Homecare)
assign to Serco

Serco 
processes



Proposed Case 
Closure

assign to self

Yes
Please action request sent
to key worker or key team

Key worker or key team to 
complete Direct Payment 

Suspension and Termination 
Checklist questions

Authorisation request
sent to Lead Practitioner

Case Closure
assign to Business 

Support

Case Closure

Brokered or
Non-brokered

Pathway 
decision

Carer

Equipment or Telecare

End Services Planned Services
End Services UnPlanned Services

End Services – Carer Services
assign to

Direct Payments – Inbox

Should case
be closed

Yes

Services
to be ended

Assign to:
• Community Supported Living (CSL) = 

Non-Brokered Non Res Services – 
Inbox

• Direct Payments = Direct Payments 
– Inbox

• Homecare = Brokerage – Inbox
• Non-Homecare = Interim Mosaic 

Payment Team (IMPT)
• Shared Lives = Shared Lives – Inbox

• End involvements
• Check case notes are finished
• End notes and warnings
• Add retention information

Case Closed 
(NFA)

Case Closure in progress notification 
Case Closure action required request
send to involved workers and teams

No

Yes

No

Proposed Case Closure 
Authorisations

are available if Lead 
Practitioners decide these 

are required

Direct 
Payment
service

No

Case Closure Not 
Required (NFA)

 Where services need to end in legacy 
systems, send the Case closure action 

required request or the Case closure in 
progress notification to the appropriate 

virtual worker:
• Non-brokered Non Res services - 

Inbox
• Residential/Nursing Care - Inbox

Equipment = MyPortal request
Telecare = End Services - Telecare

Finance colleagues complete the 
Contact (Additional Information - 
Finance) and assign the Proposed 

Case Closure next action to the 
key worker or key team.

-
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Pathway 
decision

CSC Point of Contact

Carer Contact
recorded on 

Carer’s Record
Safeguarding

Concern recorded

Contact received via 
telephone call or email

Wellbeing
Screening

Information 
and Advice 

Provided (NFA)

Eligible
for Wellbeing 
Assessment

No

Yes

Appropriate 
Adult Request

Carer Triage
assign to Adult 

Carers Service – 
Inbox

Safeguarding 
Triage

assign to 
Safeguarding Team

CHC Monitoring
assign to LPFT Social 
Care or Area Team

CHC Request to
Attend Meeting

Initial Risk Assessment 
and Triage

assign to Wellbeing 
Hub Team

Telephone referral 
to The Appropriate 

Adult Service 
(TAAS)

Appropriate 
Adult Referral 
to TAAS (NFA)

Contact (New 
or Open Case)

Carer Emergency 
Response Complete 

(NFA)On
cared-for’s

record

Activate Carer
Emergency

Response Plan

On carer’s record

Contact (New or Open) recorded
Complete/Update Carer Emergency 

Response Plan
alias for Carer Emergency Response Plan

assign to Adult Carers Service – Inbox

Immediate Emergency 
Services Admin

assign to Brokerage or Serco

Contact (New or Open) recorded
Immediate Emergency Services Request

assign to self

Brokerage and/or 
Serco processes

Wellbeing 
processes
Wellbeing 
processes

Carer Team 
processes

Carer Team 
processes Safeguarding 

processes
Safeguarding 

processes

Area Assessment and 
Review processes

Area Assessment and 
Review processes

LPFT Social Care Assessment 
and Review processes

LPFT Social Care Assessment 
and Review processes

Telecare
Palliative Care

Telecare Referral
assign to self

Telecare Request
assign to Telecare

Telecare Team arrange 
installation of 

equipment and update 
person’s record

• 
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Pathway 
decision

New case

CSC Point of Contact

Review of Care and 
Support Plan

Open case

Conversation Record: OT
assign to OT team

Contact received via 
telephone call or email

Assessment 
required

Change in Care Package 
Request

assign to self
for temporary decrease/
increase in community 

support services

Change to Care Package 
(Homecare) or (Non-

Homecare)
assign to Brokerage or 

Serco

Yes

Temporary
increase/decrease

Purchase Service 
Request

assign to self

Needs Assessment
Bring Forward 

Scheduled Review
assign to Area team

Contact (New or Open 
Case)

Homecare Services 
Required or Non-

Homecare Services 
Required

assign to Brokerage 
or Serco

LPFT
Social Care

Brokerage and/or 
Serco processes

Permanent
increase/decrease

Needs Assessment
[CSC practitioner]

Add Area Team 
as Key Team

OT Team

Immediate Emergency Services
assign to AMHP team

[Out of Hours CSC]

Referral to LPFT Mental 
Health Social Care

assign to self

LPFT Social Care
Initial Conversation

assign to
Adult LPFT Mental Health 

Social Care Referrals

Pathway 
decision

Conversation Record - 
CSC

assign to self

Area Assessment and 
Review processes

Area Assessment and 
Review processes

LPFT Social Care 
Assessment and Review 

processes

LPFT Social Care 
Assessment and Review 

processes
AMHP processesAMHP processes

Occupational 
Therapy processes

Occupational 
Therapy processes

Mental Health Act Assessment
assign to AMHP team

[Out of Hours CSC]

Adult Care

Care and Support Plan
[CSC practitioner]

Conversation Record: OT
or 

Conversation Record
assign to appropriate team

Area Team CSC

Review

No

_
_

_
f 



Day Opportunities

Referral to In House 
Day Service

[LD Practitioner]

How Can We Help 
You

[Senior Coordinator]

Getting To Know You Better
[Coordinator & Support 

Worker]

Daily Recording
[Support Worker]

Optional forms:
• Essential Information
• Significant Event Log (SS1/4)

Risk Assessment
[Coordinator & 

Support Worker]

Communication Passport
[Coordinator & Support 

Worker]

End Day Opportunities 
Involvement (NFA)

Getting To Know You
[Coordinator]

Optional forms:
• One Page Profile

l 

l 
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Disabled Facilities Grant (DFG)

DFG Application for 
Adaptation

[District council worker]

Please review information and complete adaptation request
Send to DFG District Council Team

DFG Adaptation Complete
alias for DFG Outcomes
assign to referring OT

[District council worker]

Yes

DFG Adaptation 
Completed (NFA)

SEND Purchase Request 
[OT practitioner]

Children

Children’s Occupational 
Therapy processes

DFG Not Progressed (NFA)
[District council worker]

No

Adaptation 
progressed

Advise OT of DFG outcome notification
Send to referring OT

Adults

 Disabled Facilities Grant 
Request (adults)
[OT practitioner]

OT Disabled Facilities 
Grant Request (children)

[OT practitioner]

I I 
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FGC Planning
[FGC practitioner]

FGC Manager Please Review
and Authorise request*

FGC Case Closure
[FGC practitioner] 

Complete evaluation of 
intervention

Referral 
accepted

[FGC Manager]

No

Contact (Family Group 
Conference)
[practitioner]

FGC Please Review Information
and Authorise request*

send to Family Group Conference Team inbox

FGC Meeting
several Requests to invite 

other attendances to 
contribute are also available 

Family Group Conference 

FGC Case 
Supervision

[FGC manager]

Yes

FGC meeting 
required

Yes

No

End FGC 
involvement

Send notification to 
inform referring 

practitioner



Hospital Notifications and Assessment

Needs 
Assessment
assign to self

No

Assessment or discharge 
notification received from 

hospital

Information and 
advice provided

Eligible
for Adult Care

Support

Initial Hospital Notification 
[Business Support]

Hospital admission recorded 
via Health section

Hospital Case Monitoring 
assign to team inbox

Case allocated
Hospital Case Monitoring

keep open throughout 
involvement

Determination of
New or Open Case

Review of Care and 
Support Plan

assign to Area Team

New or
open case

New Open

Safeguarding
Concern recorded

Carer Contact Recorded
on Carer’s Record

Safeguarding 
Triage

assign to 
Safeguarding Team

Carer Triage
assign to Adult 

Carers Service – 
Inbox

Start existing Review of 
Care and Support Plan

assign to self

Yes

Assessment 
required

No

Yes

Change
to existing 

services

No

Yes

Case to 
close

No

Proposed
Case Closure

Yes

Additional Hospital 
Notifications 
optional form

Originals of assessment, 
discharge and withdrawal 

notifications should be 
uploaded to the step in 
which you are working

Immediate Emergency 
Services (Homecare 
Services Required)

Immediate 
Emergency Services

(Non-Homecare 
Services Required)

Brokerage Team 
processes

Yes Yes

Immediate 
Emergency 

Services
required

No

Serco Team 
processes

Reablement 
Triage

assign to 
Reablement

Referral to
Reablement recorded

Hospital Plan and 
Services processes
Hospital Plan and 
Services processes

Safeguarding 
processes

Safeguarding 
processes

Carer Team 
processes

Carer Team 
processes

Area Assessment and 
Review processes

Area Assessment and 
Review processes

Case Closure
processes

Case Closure
processes

LPFT Social Care Assessment 
and Review processes

LPFT Social Care Assessment 
and Review processes

Reablement 
processes

Reablement 
processes

CHC Monitoring
Optional forms:
• Care Prescription s75
• Checklist
• Decision Support Tool

i 
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Hospital Plan and Services

Schedule Review of Care 
and Support Plan

assign to Area or LPFT 
Social Care Team

Care and Support 
Plan*

assign to self

Hospital notification and 
assessment process

Mosaic Activity
In Case Monitoring step:
• Record discharge plan
• If discharge notification has been received, Discharge 

Delays section completed
• Hospital discharge confirmation sent to receiving 

team
In person’s record:
• Hospital Stays updated with Hospital Discharge Date
• Hospital Assessor Worker Relationship ended

Assessment

Brokerage and/or 
Serco processes

Purchase Service Request
assign to self

for Community Support, 
Day Care, Residential or 

Nursing Care

Homecare Services Required 
or Non-Homecare Services 

Required
assign to Brokerage or Serco

Change in Care Package Request
assign to self

for temporary changes or initiating 
previously costed rolling respite

Change to Care Package 
(Homecare) or (Non-Homecare)

assign to
Brokerage or Serco

Review

Complete Review of 
Care and Support Plan

Brokerage and/or 
Serco processes

Available from Start menu:
• Contact (Family Group 

Conference)
• Corporate Appointeeship/

CoP Deputyship Referral
• CoP Private Applicant

Area Assessment and 
Review processes

Area Assessment and 
Review processes

LPFT Social Care Assessment 
and Review processes

LPFT Social Care Assessment 
and Review processes



Intake Team

AC Please review Transition Request
[Children’s Services]

Please notify CS SW of outcome
of Transition Request

[Intake Manager]

If rejected,
Children's Worker

to update

Transition Needs 
Assessment

[Intake practitioner]

Risk Assessment and 
Management Plan

Contact (New Case)
[Adult CSC Worker]

Information reviewed
SC Transition Needs Assessment 

next action added
[Intake Manager]        

SC Transition to Adult Care Process
[Social / EHC Worker (Children’s 

Services)]

Transfer accepted

Screen case and
allocate to practitioner

Contact made 
and visit 

organised

Purchase 
Service Request

Review of Care and 
Support Plan

assign to Area Team

 Community Supported Living,
Day Care, Direct Payment,
Residential or Nursing Care Review

Care and Support 
Plan*

Serco processes

Purchase Services – 
Telecare or Professional 

Support

Professional Support

Non-Homecare 
Services Required

assign to Serco

Purchase 
Professional 

Support service

Services Updated 
(NFA)

Telecare
OT involvement

required

Telecare
processes

Internal Contact
assign to self

Conversation 
Record: OT

assign to OT Team

Conversation Record
assign to appropriate LD Team

Available from Start menu:
• Contact (Carer)
• Contact (Family Group Conference)
• Corporate Appointeeship/CoP 

Deputyship Referral
• CoP Private Applicant
• CSL Referral
• Referral to Maximising Independence
• Safeguarding Concern

Telecare Referral
assign to self

Financial Assessment Referral
Next actions:
• Change in Customer’s Circumstances
• New Direct Payment
• New Permanent Residency
• Net Assessable Income Only
• Non-Res / Non-DP
• Temporary Admission Full Assessment
• Transition

assign to FA Referral – Inbox

Area Assessment and 
Review processes

Area Assessment and 
Review processes

Occupational 
Therapy processes

Occupational 
Therapy processes

CHC Monitoring
Optional forms:
• Care Prescription s75
• Checklist
• Decision Support Tool



Lincolnshire Sensory Service (LSS)

Referral 
received

Contact (Lincolnshire 
Sensory Service)

LSS Needs Assessment
assign to Lincolnshire 

Sensory Service

LSS Triage
assign to 

appropriate worker

Profound sensory
impairment

Wellbeing 
Screening

assign to self

Proposed Case 
Closure

assign to self

LSS Support 
Plan

assign to self

LSS Risk 
Notification to Key 

Team
assign to team

LSS Support Plan 
Review

assign to self

No Further Action 
Required

Proposed Case 
Closure

assign to self

No

Additional LSS
Needs Assessment

Required

Further review
or assessment 

required

Yes

Safeguarding Concerns
If you have Safeguarding 
concerns about adults or 

children, contact LCC 
Customer Service CentreDrop-In Clinic

LSS Case 
Monitoring

assign to self

Information 
and Advice 

Provided (NFA)

Eligible
for Wellbeing 
Assessment

No
Yes

Initial Risk 
Assessment and 

Triage
assign to Wellbeing 

Hub Team

Carer Contact
Recorded on Carer’s Record

Carer Triage
assign to Adult 

Carers Service – 
Inbox

Carer Team 
processes

Carer Team 
processes

Area Assessment and 
Review processes

Area Assessment and 
Review processes

Case Closure 
processes

Case Closure 
processes

Wellbeing 
processes
Wellbeing 
processes

Case Closure 
processes

Case Closure 
processes



Information 
and advice 
provided

Eligible for 
support

Yes

LPFT Mental Health Social Care
Assessment and Review

Contact made and 
visit organised

Referral 
accepted

New case

No

Communication Needs 
(Accessible Information) 

recorded/updated

Carer Contact Recorded
on Carer’s Record

Carer Triage
assign to Adult Carers 

Service – Inbox 

• Mental Health Act Assessment
• Transition Needs Assessment 

(for under 18 years)
• Needs Assessment

Review of Care and 
Support Plan 

Yes

No

Assessment 
required

Review of Care and 
Support Plan
assign to LPFT 

Social Care or  Area 
Team 

Area

Change
to existing 

services

No

Case to 
close

No

Proposed
Case Closure

Yes

Yes LPFT
Social Care

Information and 
advice provided

Joint Working
Send ‘Additional assessor 
input required’ request to 

other worker

LPFT Social Care Initial 
Conversation received

Open case

Safeguarding Concerns
If you have Safeguarding 
concerns about adults or 

children, contact LCC 
Customer Service Centre

Available from Start menu:
• Contact (Family Group 

Conference)
• Corporate Appointeeship/

CoP Deputyship Referral
• CSL Referral

Financial Assessment Referral
Next actions:
• Change in Customer’s 

Circumstances
• New Direct Payment
• New Permanent Residency
• Net Assessable Income Only
• Non-Res / Non-DP
• Temporary Admission Full 

Assessment
• Transition

assign to FA Referral – Inbox

LPFT Social Care Plan 
and Services processes
LPFT Social Care Plan 

and Services processes

Carer Team 
processes

Carer Team 
processes

Area Assessment and 
Review processes

Area Assessment and 
Review processes

Case Closure
processes

Case Closure
processes

CHC Monitoring
Optional forms:
• Care Prescription s75
• Checklist
• Decision Support Tool

No
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Review of Care and 
Support Plan

LPFT Social Care 
Assessment and Review

Serco Team 
processes

Assessment
required

No

Yes

LPFT Mental Health Social Care
Plan and Services

Case Closure 
required

No

Proposed Case 
Closure

Yes

Assessment

Non-Homecare
Services Required

assign to Provider, Deferred 
and Direct Payment inbox

Purchase 
Service request

Care and Support 
Plan*

CSL, Direct Payment,
Residential or Nursing Care

Review of Care and 
Support Plan

assign to LPFT Social 
Care or Area Team

Needs 
Assessment
assign to self

Change in Care Package 
Request

assign to self
for DP suspension or 

initiating previously costed 
rolling respite

Change to Care 
Package (Non-

Homecare)
assign to Serco

Assessment 
required

No

Schedule Review of 
Care and Support Plan
assign to Area or LPFT 

Social Care Team

Yes

Review

Quality Assurance Tracker
Is available in the Care and 

Support Plan and the Review of 
Care and Support Plan

Serco Team 
processes

Needs Assessment
assign to self, or

Internal Contact > 
Conversation Record
assign to Area Team

Available from Start menu:
• Contact (Family Group 

Conference)
• Corporate Appointeeship/

CoP Deputyship Referral
• CoP Private Applicant

LPFT Social Care 
Assessment and 

Review processes

LPFT Social Care 
Assessment and 

Review processes

Case Closure 
processes

Case Closure 
processes

Area Assessment and 
Review processes

Area Assessment and 
Review processes

Area Assessment 
and Review 
processes

Area Assessment 
and Review 
processes

LPFT Social Care Assessment 
and Review processes

LPFT Social Care Assessment 
and Review processes



Maximising 
Independence Service

[MI practitioner]

Maximising Independence 
Evaluation

assign to referring 
practitioner

Maximising Independence

Referral
accepted

[MI Manager]

Yes

No

Complete evaluation
[referring practitioner]

Referral Maximising 
Independence
[practitioner]

Please Review Information 
and Authorise request*

send to Maximising 
Independence Service

Please Review Information
and Authorise request*

send to Maximising Independence Service

Contact (Family Group 
Conference) is available 

from the Start menu

Inform referring 
practitioner

Complete evaluation
[referring practitioner]

Please Review Information
and Authorise request*

send to Maximising Independence Service

... 

l 

I 



Occupational Therapy

Conversation 
Record: OT

Moving and Handling 
Assessment and Plan

assign to self or OT 
practitioner

assessment

Moving and Handling 
Review

assign to self or OT 
practitioner

OT Specialist Assessment
assign to OT practitioner

existing Moving
and Handling needs

OT Casework Record
[assign to self] 

No

Yes

OT 
reassessment 

required

Case to close

No

Proposed 
Case Closure

Yes

Disabled Facilities 
Grant Request
assign to self

Adaptation
assign to self

Involvement 
from Area Team 

required

No

Internal 
Contact

assign to self

Yes

Conversation Record
assign to Area Team

OT Goals and Action Plan is available as an 
optional form within the OT Casework Record

OT Casework Record is available from:
• Adaptation
• Disabled Facilities Grant Request
• Moving and Handling Review
• OT Conversation Record

direct provision
from duty

Direct Provision 
Following Assessment 

by Duty (NFA)

No Yes

Further 
intervention 

required

Available from Start menu:
• Contact (Family Group Conference)
• Corporate Appointeeship/CoP 

Deputyship Referral
• CoP Private Applicant

Conversation Record moved 
to Duty Follow Up inbox

Case Closure 
processes

Case Closure 
processes

DFG 
processes

DFG 
processes

Area Assessment and 
Review processes

Area Assessment and 
Review processes

Adaptation 
Monitoring

assign to self

Adult Adaptation 
Completed (NFA)

Adult Adaptation 
Process Abandoned / 

Cancelled (NFA)



Reablement

Adult Care 
involvement 

required

Transfer of Cases Not Open to Social 
Care or Transfer of Cases Open to 

Social Care
assign to Community Hospital and 

Transfer of Care team
[Reablement worker]

Yes
Notify Brokerage

Proposed Case Closure 
(assign to self) or Case 

Closure Already 
Started (NFA)

Reablement Summary
assign to Reablement
[Reablement worker]

Reablement Declined (NFA), 
Reablement Failed Start (NFA) 

or Reablement Referral 
Abandoned/Cancelled (NFA)

Referral 
accepted

Reablement Triage
[Reablement worker]

Referral to Reablement
[referring practitioner/

Reablement worker]

Send notification to 
inform referring 

practitioner

Yes or No

NoYes

Reablement Process 
Complete (NFA) or Early 
Cessation of Reablement 

Service (NFA)

No

Case Closure
processes

Case Closure
processes

Area Assessment and 
Review processes

Area Assessment and 
Review processes



Safeguarding

Case screened
[Safeguarding Principal 

Practitioner]

Safeguarding Enquiry
assign to self or 

Safeguarding practitioner

Safeguarding Triage 
received

End of
Safeguarding Activity

assign to self

Further 
involvement 

required

Yes

Contact
(Open Case)

Bring Forward 
Scheduled Review

assign to Area Team

Adult Care
Services required

Case open
to Adult Care

 Conversation 
Record

assign to Area Team

Yes No

End 
Safeguarding 
involvement

Contact
(New Case)

Case Closure or 
End Involvement 

InvolvementCase

Safeguarding 
Protection Plan

assign to self

No

Mosaic Activity
In Safeguarding Enquiry step:
• Multiple optional forms, including 

DASH and S-DASH, Human Trafficking,  
Mental Capacity Assessment, Outcome 
letters

• Ability to record multiple Strategy 
Meetings

Available from Start menu:
• Contact (Family Group 

Conference)
• Corporate Appointeeship/

CoP Deputyship Referral
• CoP Private Applicant

Safeguarding 
Protection Plan 

Review
assign to self

Wellbeing 
Screening

assign to self

Telecare Referral
assign to self

Proposed
Case Closure
assign to self

Case Closure
assign to self

No Further Action

Telecare
processes

Area Assessment and 
Review processes

Area Assessment and 
Review processes

Case Closure
processes

Case Closure
processes

Wellbeing 
processes
Wellbeing 
processes



Referral through 
Wellbeing Service

Wellbeing 
Screening

assign to self

Initial Risk Assessment 
and Triage

assign to Wellbeing 
Service Hub Team

Case Monitoring
Step remains open 
for the life of the 

case 

Trusted Assessment and 
Support Planning

assign to Wellbeing 
Service North or South

Transfer to Support Officer for 
Service Delivery

alias for Support Action Plan Delivery
assign to

General Support Officer

Referral to SADL
alias for SADL Service

assign to Wellbeing SADL 
Service

Transfer to Senior Officer to review information 
and add additional next actions request*

send to Wellbeing Service Management TeamTransfer to Wellbeing Service
Hub Team for Reassessment

assign to
Wellbeing Service Hub Team

Transfer to Senior Officer to review information
and add additional next actions request*

send to Wellbeing Service Management Team

End Wellbeing 
Service  

involvement

Proposed Case 
Closure

assign to self

Case Closure or 
End Involvement 

Case

Contact (New 
or Open Case)
assign to self

No
Yes

Referral 
though CSC

Immediate
need for 
referral

Referral through 
Social Work Teams

Wellbeing Screening
from Start menu

[Wellbeing Service Hub 
team member]

Wellbeing Service

Referral 
accepted

Yes

Send Unable to proceed 
with referral, please re-

refer notification to 
referring practitioner

No

No Further 
Action

Case Closure
processes

Case Closure
processes

Involvement

'II' 

I I 

I I 
i t 

, 

I I t 
I 
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