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EAC FirstStop Local Partnerships 

A framework for working jointly to deliver housing and care options 
advice to the FirstStop model. 

 

This document outlines the aims of FirstStop Advice, the benefits of becoming a 
FirstStop Partner or Associate, and the commitments that are expected in return. 

A separate document ‘EAC FirstStop Local Funded Partnerships’ includes additional 
information specific to partners that currently receive DCLG funding via EAC. 

 

1. Introductions 

1.1 Elderly Accommodation Counsel (EAC) 

EAC is a registered charity with a mission "to help older people to make informed 
choices about meeting their housing and care needs”. It has delivered a free and 
independent advisory service since 1985, underpinned by comprehensive information 
about services and accommodation for older people throughout the UK. Since 2005 
EAC has worked with other like minded organisations to expand the provision of good 
quality, independent and impartial advice available to older people and their families 
through FirstStop Advice. 

1.2 EAC FirstStop Advice 

FirstStop is a voluntary partnership of national and local organisations, led by EAC, and 
dedicated to providing comprehensive information and advice about housing, care and 
support, plus related financial matters, to older people. 

The FirstStop Advice service is delivered via a website, a national advice line, a network 
of 25 current local casework /advice services and, increasingly, peer support services. 
Customer volumes include 4m annual website users; 18,000 national Advice Line 
clients; 20,000 local clients. 

Since 2008, the Department for Communities and Local Government (DCLG), the Big 
Lottery Fund, Comic Relief and Nationwide BS have provided funding to support 
FirstStop’s national and local services.  
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Increasingly local FirstStop partners are looking for evidence that their services deliver 
outcomes valued by local and health authorities, in order to achieve sustainability. 
FirstStop partners pool their efforts to build the evidence base and make the case for 
independent and impartial housing and care advice.  

 FirstStop network website: www.firststopadvice.org.uk 

 EAC HousingCare information website site: www.housingcare.org 

1.3 FirstStop national partners 

These organisations work with EAC to build and support the FirstStop Advice network, 
but are not responsible for delivering FirstStop services to the public: 

 Age UK (national) 

 Care & Repair England 

 Foundations 

 The Society of Later Life Advisers (SOLLA) 

These organisations are partners that contribute to delivering FirstStop services at 
national or regional level: 

 Beacon (advice on NHS Continuing Care) 

 Independent Age (advice on social care and welfare benefits plus befriending 
services) 

 Seamless Relocation (a moving home service) 

1.4 FirstStop local partners 

There are currently 25 FirstStop local partners, including Age UKs, home improvement 
agencies, housing associations and local authorities.  

Full details at: http://www.firststopcareadvice.org.uk/partner-local-services.aspx 

1.5 FirstStop partnership ambitions 

EAC aims to partner with more local information and advice (I&A) services in order to: 

 expand the provision of good quality, integrated, independent and impartial I&A 
covering housing, care and related financial matters for older people; 

 help make these I&A services available via a combination of methods including 
web, email, phone and face-to-face including casework – and where demand 
exists, during extended opening hours. 
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2. EAC FirstStop’s offer to local partners 

At high level, FirstStop offers a vision, and framework for delivery, of a focused housing 
and care options advice service to older people and their carers characterised by: 

 Easy access via one phone number, email address and website; 

 Choice of communication channels – web, phone, email, face-to-face, peer 
support; 

 Comprehensive service specification; 

 Quality assured, independent and impartial; 

 Strong and respected brand, well promoted; 

 Delivering good value for money; 

 Operating at scale, universal, un-rationed and reaching all who need it. 

FirstStop offers partnership status to local agencies that ‘sign up’ to this vision and 
want to work with us to deliver it in their area.  

FirstStop aims to respect and work with the grain of other existing local partnerships 
and/or contractual arrangements.  

FirstStop offers the following specific services to local partners, which are free except 
those shown in italics: 

2.1 I&A tools and materials 

 National information website (www.HousingCare.org) 

 Factsheets & guides 

 Personal client housing/care options reports 

 Tools for advisors & caseworkers (HOOP housing appraisal tool, Housing and Care 
Costs Toolkit, Home from Hospital toolkit) 

2.2 Organisational support 

 Partnerships Programme Manager support 

 ‘Making the Case’ – evidencing Care Act / health-related outcomes 

 Training & learning resources 

 Support line for advisors and caseworkers 

 FirstStop branding 

 Marketing & promotional materials 

 Practice sharing & case examples 

 Profile on FirstStop website and in promotional materials 

 Occasional funding opportunities 
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 Public telephone/email response on behalf of Partner 

 Training 

 Benchmarking 

2.3 Quality assurance 

 Service definition         

 Quality standards 

 Advisor scripting 

 Independent evaluation 

2.4 Sector profile 

 Promotion of brand and service model 

 National FirstStop and HousingCare websites 

 Making the case for housing & care I&A 

 Market intelligence 

 

3. EAC FirstStop’s expectations of local partners 

Above all, EAC expects local partners to work with it towards the shared goal of 
offering an integrated high quality, accessible, independent and impartial information, 
advice and casework service to local people covering housing, care and related finance. 

We have no specific requirements as to how the service should be delivered, including 
how responsibilities might be divided between our local partner, its own local partner 
agencies, EAC and our national FirstStop partners. We aim to develop a Partnership 
Agreement relevant to local circumstances and which specifies the responsibilities of 
all partners. 

Our key expectations of local partners are that they: 

 Either alone, or via formal referral arrangements with EAC and others, offer their 
clients a comprehensive information, advice and casework service covering housing 
and care options plus related finance. 

 Can evidence that their service is fully independent and impartial. 

 Agree to promote their service as part of the FirstStop network and service delivery 
model. 
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 Agree to formally refer clients to other local or national FirstStop partners where 
beneficial. 

 Agree to accept referrals from other partners and to report back to the referring 
partner on actions taken / outcomes achieved.   

 Agree to provide EAC with regular summary statistics on local delivery of FirstStop 
Advice, and to work with EAC to build evidence of the benefits of joint service 
delivery and the outcomes achieved for clients. 

 Agree to contribute to ongoing independent evaluation of FirstStop services. 

 Provide EAC with details of the following, and agree to EAC presenting them on the 
FirstStop website and elsewhere: 

 An organisation profile; 

 The content of their own service and their external referral arrangements; 

 Their service quality assurance framework; 

 The service monitoring and evaluation they undertake, and periodic reporting 
based on this. 

 Will help create and maintain central FirstStop resources (particularly housing, care 
home and home services directories) and to make available relevant local 
information resources for use by the national FirstStop advice service.  

 Will share information on practice innovations, funding opportunities and other 
relevant matters with other FirstStop Advice partners via the FirstStop website, 
blog, partner meetings and other channels. 

 Will continue to work with EAC to explore ways and means of expanding and 
improving housing and care options advice in their area, increasing its profile, 
evidencing its impact and achieving cost efficiency, VFM and sustainability. 

 

4. EAC FirstStop Associates 

EAC is keen to formalise relationships with other local I&A agencies that, for whatever 
reason, do not wish or are not eligible to become FirstStop Partners.  

Examples include: 

 Specialist agencies with a focus on a specific heath condition; 

 Landlords that provide a service for their tenants / residents only; 

 SOLLA-member Regulated Financial Advisers who do not wish to be part of a 
broader housing and care advice service; 
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 Agencies whose prime function is not I&A – such as tradespeople, building 
companies or telecare providers. 

In the main our relationship with FirstStop Associates centres on quality assurance and 
the mechanics of client referrals.  

We ask Associates to provide us with: 

 An organisation profile; 

 A description of the content of their own service; 

 Their service quality assurance framework. 

A formal but simple agreement between us details:  

 How client referrals between the Associate and FirstStop Partners will be made; 

 How the recipients of a client referral will report back on actions taken / outcomes 
achieved. 
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