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	Dementia Support Service - Alzheimer's Society (Norfolk and Suffolk NHS Foundation Trust)

	Contact:
	Debbie Foster, Area Manager – Norfolk and Suffolk

	Address:
	Suite 3, Joseph King House
Abbey Farm Commercial Park
Southwell Road
Horsham St Faith
Norwich
Norfolk
NR10 3JU

	Norfolk Dementia Helpline
	01603 763 556

	Email:
	norfolk@alzheimers.org.uk

	Website:
	www.alzheimers.org.uk/

	If you need dementia support, we're here for you. We know dementia affects everyone differently. So whether you, a loved one, a friend or neighbour is affected by dementia, we're here to support you. The Dementia Support Service provides a personalised support service, it will provide specialist information and signposting, bespoke specialist non-clinical support and clinical support nurses if you have more complex needs.

Face-to-face support: the service teams will offer pre assessment and post diagnosis support to help people with dementia come to terms with their diagnosis and navigate the complicated maze of health and social care services. They will also provide crucial emotional and practical support to people with dementia, their carers family and friends to live more positively with dementia in the present, and to face the challenges of tomorrow with more confidence and less fear.

Telephone and online support: If you are a person living with dementia, a carer or someone who is worried about your memory you will be able to access a range of dedicated telephone and online support services to help you have better access to health, community, housing and care services.

Get in touch via our single point of access and talk to one of our specialist dementia advisors, they are here to listen and connect you to the right support.

Interpretation and translation services can be arranged by staff, for users of this service.

Home visits are provided by this service or meeting in a community venue.
Various publications and factsheets are available from the Alzheimer's Society website.
The Alzheimer's Society's Dementia Together magazine is available to browse online.




	[bookmark: conditions]Dementia Support Service - Alzheimer's Society (Norfolk and Suffolk NHS Foundation Trust)

	Age Range:
	16 and over

	Referral Criteria:
	Dementia support will be delivered in three tiers to ensure we provide the right support at the right time. The service is available for people living with dementia, people pre-assessment, carers and family members.
· Tier 1: Information, Advice and Signposting will act as the Single Point of Access, triaging all service users that are referred into Dementia Support Service. This will enable people to have timely access to information about dementia and types of support available locally, whilst managing service demand so that people with intensive support needs can be prioritised at Tier 2. Once a referral is received, our Telephone Advisers will aim to contact the individual within 3 working days.
· Tier 2: Specialist non-clinical Support, will deliver community-based dementia support through a blended approach of face-to-face, telephone and virtual support. Our Dementia Advisors will work with each service user to co-produce a bespoke Dementia Support Plan that will record personal outcomes and actions taken to build effective coping mechanisms. We will aim to contact the individual within 5 working days of referral from Tier 1.
· Tier 3: Complex Clinical Support, delivers clinical interventions for people with complex needs, often close to crisis point. The Admiral Nurses will provide evidence-based interventions and a biopsychosocial nursing assessment to ensure any potential causes of increasing complexity are identified and resolved. We aim to contact people within 5 working days.

	[bookmark: exclusions]Exclusions:
	The following will operate as exclusions due to the provision of alternative services better able to meet the needs of these individuals:
· The primary need is not related to the dementia (e.g., a significant mental health problem which requires Community Mental Health Team (CMHT) intervention in its own right, or respectively an underlying physiological problem which could be causing neurological impairment. 
· Cognitive impairment where it is not the result of [suspected] dementia.
· The carer/person with dementia declines to engage with the service and/or does not consent to referral. 
· Where there is a need for crisis management requiring an urgent health or social care response, other health and social care. Crisis services /rapid response services may be more appropriate to deliver services to meet the immediate need. The service may still be involved to provide support as the situation resolves, so joint working at an appropriate point would be expected.

	[bookmark: referralrequirements]Referral Process:
	Preferred route for professional referrals is via our online portal. This is a quick and easy way to make a referral and ensures that information is input directly onto our client record system.

If the online portal is unavailable, referrals can also be made through Single point of Access by telephone 01603 763556 or by email.

Referral form (EMIS | SystmOne) 

	Service Notes:
	As a professional, if you have any questions related to referrals you have sent or have any dementia related questions please get in touch via email.

	Target Groups:
	Carer, Families, Mental Health, Older people

	How Service is Delivered:
	Initial contact can be through our single point of telephone access or email address, which will then be followed up with a telephone call. . Referrals are accepted from member of the public, professionals such as GPs, Mental Health Team, other Health Professionals and Social Care Professionals.

	Opening Times:
	Norfolk and Waveney: The single point of access is available on weekdays, 9 a.m. - 5 p.m. with an answer phone facility outside these hours.
Alzheimer's Society National Helpline 03331503456 is available Monday to Wednesday, 9 a.m. - 8 p.m. Thursday and Friday, 9 a.m - 5 p.m and Weekends, 10 a.m. - 4 p.m.

	Access and Facilities:
	Alzheimer's Society utilise accessible premises for their services. Some Easy Read documents and translated documents available

	SEND Accessible:
	Alzheimer’s Society does have information on how to talk to children and young people about dementia but this is not our target audience.

	Compliments / Complaints:
	For compliments, please call, send an email, letter by post. Contact details above.
If something goes wrong, please raise the problem informally with the service or person concerned. They will often be able to put things right very quickly and simply.
A more formal complaint can be posted to the CEO:
Customer Care Team, Alzheimer’s Society
Scott Lodge, Scott Road
Plymouth, PL2 3DU
Telephone: 0330 333 0804

	Commissioners:
	Norfolk and Waveney ICB

	Locations Served:
	All Norfolk and Waveney
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