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1. Introduction 
Cornwall Council and NHS Kernow have been working with providers for the last 12 months 
to develop Provider-Led Reviews (PLRs). This allows providers to assess the level of need of 
their clients and submit a review to the Council or CCG.  
 
We launched PLRs in April 2020 and are developing the process in 4 main phases. 
 
Phase 1 ran in parallel with the initial outbreak of Covid 19. Home care providers were 
invited to submit potential changes to packages. All of these were reviewed by a social care 
or health assessor. Throughout April and May, 212 reviews were submitted.  100% of 
changes of less than 25% of the package size were approved. 94% of bigger changes were 
approved. 
 
Phase 2: As with Phase 1, every review submitted by providers was double-checked by 
Council or Health assessors. However, key changes were: 

 
• The PLR form mirrored the assessment/review forms completed by Council and Health 

assessors.  This makes the social care assessment Care Act compliant 
• The PLR form is now a Microsoft Form, which reduces the manual work required 
• Participation was restricted to providers on the DPS who had a CQC rating of good or 

better 
 
We are now in Phase 3: We are still using the online form, key differences are: 
 
• Any provider who is registered with CQC can register to undertake reviews.  This opens 

the process to providers who require improvement and those who are not on the DPS.  
However, where a provider requires improvement, all recommendations are subject to 
verification by a social care assessor. 

• If a provider submits a social care review recommending a change of less than 25% of 
the package size, this will not be double checked by a social care assessor, unless the 
provider has a CQC rating of less than good or the client has objected to the proposed 
changes.  All health reviews will still be subject to review irrespective of size of change 
recommended.   

• We will initially undertake a random sample of reviews submitted by each provider per 
month as part of our quality assurance process.  The number of reviews sampled will 
vary subsequently dependent on risk.  In the first few months of Phase 3 the sample size 
will be: 

o 10% of reviews (where change is 25% or less) 
o 5% of those recommending change of more than 25%. If concerns are identified, 

we will raise this with the provider.  This may mean we would also reconsider 
changes below the 25% threshold 

• Reviews recommending change of more than 25% of package size will be subject to 
verification by a social care assessor.  This will usually be a desk top exercise.  If the 
assessor needs additional information they will speak to the provider.  They may also 
speak to the client or undertake a full review  if necessary. 
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• Providers will still need to nominate staff to undertake reviews.  Those staff must attend 
a webinar before they start undertaking reviews to ensure they have the necessary skills 
to undertake reviews in accordance with Care Act requirements.  

 
2. Participation Criteria for Providers 
 
Any provider registered with CQC can register to undertake PLRs.  However, before they can 
submit a review, they must nominate named employees who will be able to submit the PLRs 
on behalf of the provider. These employees must: 
 

a) Have an nhs.net email address - https://www.digitalsocialcare.co.uk/covid-19-
guidance/covid-19-quick-access-to-nhsmail/nhsmail-fast-track-how-to/ 

b) Attend a virtual PLR induction 
c) Have a NVQ in care  
d) Had training in the Care Act and Mental Capacity Act within the last 12 months.  
e) If a provider is proposing to undertake reviews of clients with Autism, then the 

nominated member of staff must have evidence of having completed Autism training 
in the past 12 months also. 
 

After attending an induction event, we will add their nhs.net email address to our approved 
list and we will email their organisation to confirm that they can start to submit reviews. 
 
2.1 Verification and Quality Assurance 

 
All health reviews will need to be verified by a health assessor. 
 
For social care packages, if the change is 25% or less (increase or decrease) and  

1. the provider has a CQC rating of good or better 
2. The client has consented to the change 

brokers will action the change and issue a new PO and service agreement.  On receipt of 
this, the provider can implement the change. 
 
For social care packages recommending a change of more than 25% (increase or decrease), 
a social care assessor will verify the change before any changes can take place. 
 
As part of quality assurance, we will undertake a sample audit of reviews and monitor the 
number and quality of reviews submitted by providers and by named individual at each 
provider. If any concerns arise, we will: 
 
• Speak to the named individual and provider to raise any concerns and actions for 

improvement 
• Monitor the submissions by the named individuals/provider for two weeks 
• If there is no improvement, the Council or Health can suspend the individuals or the 

provider ability to submit PLRs are above 
 
 

https://www.digitalsocialcare.co.uk/covid-19-guidance/covid-19-quick-access-to-nhsmail/nhsmail-fast-track-how-to/
https://www.digitalsocialcare.co.uk/covid-19-guidance/covid-19-quick-access-to-nhsmail/nhsmail-fast-track-how-to/
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3. Guidance for Conducting a Review 
 
This section covers how to submit a PLR  
 
3.1 What packages can be reviewed? 
 
Providers can submit PLRs for the following types of packages: 
• Home care packages 
• Sits, shopping, domestic and outreach 
• Learning Disabilities/SLS packages* 
 
*NB – If one provider supports a number of people with the shared support in a setting and 
thinks the shared support as a whole needs reviewing, they should email 
contractsadults@cornwall.gov.uk with the email title ‘PLR – Shared Support’ and 
commissioners will deal with each request on a case by case basis.   
 
3.2 When to do a review 
 
There is no set timeline for conducting reviews. A review can be conducted and submitted 
as and when a client’s needs change. Similarly, a review can be submitted to propose no 
change in package size, informing the Council or Health that the client has been reviewed 
and there is no change in needs. Providers may use the PLR process as a way of formally 
recording their own annual review of their clients. 
 
It may be that overdue reviews from the Council or Health are highlighted to providers, who 
can then conduct a PLR for that client.  
 
All clients must be made aware that the provider is conducting a PLR and submitting the 
information to the Council or Health. The PLR must be done in conjunction with the client 
(and their family, if appropriate) in order to be person-centred and outcomes focussed. If 
the client objects to the change the recommendations made by the provider will have to be 
verified by a social care assessor irrespective of the scale of change. 
 
3.3 How to complete the Microsoft Form 
 
Forms should only be submitted from an nhs.net email address.  
 
If a PLR is submitted from a non.nhs.net email address, we will contact the provider and ask 
them to resubmit from an nhs.net email address. 
 
The form is an online Microsoft form – it has linked questions so the reviewer is guided to 
only the relevant questions for the type of review they are undertaking.   
 
Completing the form will generally take between 5-10 minutes  
 
The induction slides are attached 
 

mailto:contractsadults@cornwall.gov.uk
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4. After submitting the form 
 

When the PLR has been submitted from an nhs.net email address, the named individual will 
receive an email with a summary document attached.  
 
A process flow chart is attached. 
 
a) Once submitted, if required, the information will be forwarded to either a Council or 

Health assessor. The assessor may contact the provider and /or the client for further 
information. 

b) The assessor will review the PLR and decide: 
• To approve the change  
• To approve the change with amendment 
• To reject the change 
• A social care change is approved by the assessor, but there are concerns from the 

client or family* 
 
*If the assessor and provider believe the package meets the person’s needs, but the client objects to 
the new package on an unreasonable basis, the Council can discharge its responsibilities under the 
Care Act. The assessor would speak to the client/family to try and resolve any issues. Any decision to 
cancel a package will only be taken after full consideration of safeguarding risks.  This decision would 
be reserved to the relevant Assistant Director 
 
The provider will be notified of the outcome of the review. The target response date is five 
working days after submission of the PLR form. 
 
4.1 When to start the changes 
 
Do not make any changes to the package you are delivering until you receive the updated 
service agreement via DPS. 
 
4.2 What to do if a PLR is rejected or amended 
 
In the instance that the proposed change is rejected or partially approved, and you disagree 
with this decision, you should speak to the assessor. 
 
 
5. Help or Comments 
If you have questions about the content of this document, or the PLR process in general, 
please contact: 
 
contractsadults@cornwall.gov.uk with PLR in the subject heading. 
 

 

mailto:contractsadults@cornwall.gov.uk
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