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Introduction 

The Right to Control is a new legal right for disabled people, which gives 
them greater choice and control over the support they receive to go about 
their daily lives.1 The Right to Control brings together a wide range of cross-
government support including employment (Access to Work and Work 
Choice), housing (Supporting People), social care (Independent Living Fund 
and Community Care), and community equipment and facilities (Disability 
Facilities Grant). It aims to reduce duplication in assessment, support 
planning and reviews by asking the authorities providing support to work 
jointly to streamline these processes and ensure that disabled people only 
have to provide information once at each stage for all the support they 
receive. It is currently being piloted in seven areas known as Trailblazers: 
Barnet, Essex, Leicester, the Manchester Area Partnership, Newham, 
Sheffield and Barnsley, and parts of Surrey. 

Ipsos MORI and the Norah Fry Research Centre conducted a process 
evaluation of the Right to Control on behalf of the Office for Disability Issues 
(ODI), comprising qualitative research with 65 Right to Control customers, 
127 staff and 23 members of local co-production teams involved in 
implementation and delivery. The aim was to understand how Trailblazers 
were implementing and delivering the Right to Control. Fieldwork took place 
from June to September 2011. 

This process evaluation forms part of a wider evaluation of the Right to 
Control which includes an impact evaluation and cost-benefit analysis. A 
second wave of process evaluation is scheduled to take place in 2012.  

 
Implementation of the Right to Control 

The management structures adopted by Right to Control Trailblazers are 
broadly similar, involving a strategic board, an operational team and a local 
co-production team usually led by User-Led Organisations (ULOs). This 
structure appears to work well and Trailblazers have not made substantial 
changes since putting it in place, though some are introducing or clarifying 
terms of reference to better define the roles of the various teams. 

                                      

1
 See http://bit.ly/gEzi65 for more information on the Right to Control. 

http://bit.ly/gEzi65


There is more variation in the delivery models adopted by the Trailblazers. 
Here, a key difference is the extent of mainstreaming of the Right to Control – 
all Trailblazers but one have trained or intend to train all frontline staff to 
deliver the Right to Control. In this “mainstreamed” model, staff from each 
funding stream continue to use their own pre-Right to Control assessment 
procedures, meaning that customers in receipt of multiple funding have more 
than one assessment. By contrast, one Trailblazer has created a centralised 
delivery team with members of staff seconded from various partners to deliver 
joined-up assessments and support planning to all customers eligible for 
multiple funding streams. This model has provided a more streamlined 
customer journey than the mainstreamed approach but staff have raised 
concerns over its sustainability since it is more resource intensive to set-up 
and deliver. Trailblazers are working towards conducting joint assessments 
involving practitioners from more than one funding stream where possible. 

ULOs play a key role in many Trailblazers. In addition to leading on local co-
production activities, they are members of Trailblazers’ strategic boards. 
Some have also been commissioned to deliver aspects of the Right to Control 
such as providing information to customers and helping with support 
planning. Trailblazer staff recognised the important contributions made by 
ULOs in ensuring the Right to Control meets the needs of disabled customers 
and many were looking for ways to extend their role in delivery. However, 
defining the remit of local co-production – something staff and local co-
production teams did not always agree on – and establishing this new way of 
working has been a challenge for all those involved, and there are many 
learning points that have arisen to-date. Having well established ULOs ready 
to be involved from the bidding stage was a key success factor for local co-
production activities. 

Various local factors in each Trailblazer have affected the implementation of 
the Right to Control. In the larger Trailblazers, having to engage with multiple 
local authorities and Jobcentre Plus offices has slowed down decision-making 
and progress. Sustaining partners’ commitment and engagement has also 
proved challenging and time-consuming. Ongoing organisational restructuring 
as a result of budget cuts has badly affected the continuity of leadership and 
staff morale in some Trailblazers, particularly in Adult Social Care. However, 
Trailblazers with long-standing experience of personalisation initiatives such 
as the Individual Budgets Pilots or Personal Budgets were able to capitalise 
on the ground work of these programmes, which helped them make 
implementation smoother and cope with these challenges. 



 
Customers’ experiences of the Right to Control 

Customers generally lacked awareness and understanding of the Right to 
Control. Many had not heard of the term and some thought it was simply 
direct payments that were being offered. Whilst some customers may have 
forgotten that they were informed of the Right to Control, this lack of 
understanding was often a reflection of the patchy understanding the delivery 
staff themselves had of the Right to Control. 

Many customers described an experience that did not resemble the concept 
behind the Right to Control, indicating that staff were not always delivering 
the Right to Control as intended. Many customers did not remember being 
told how much support they were entitled to receive, and could not recall 
being offered any form of choice and control over their support. 

Among customers in receipt of services, few could recall going through 
support planning or having a support plan. This is in line with findings from 
staff in some Trailblazers, who said that they were building capacity for 
support planning. 

Few of the customers who had received services or equipment felt they had 
been given choice and control over their support. Staff suggested various 
reasons for this, including insufficiently developed provider markets, some 
funding streams being tied to existing framework agreements or block 
contracts with certain providers, and strict rules in some streams meaning 
that customers could not use their funding in the way they wanted. There 
were also preconceptions among some staff that customers were 
uninterested or incapable of exercising choice, even though customers 
themselves said they would have liked more choice. 

These departures from the intended customer journey reflect many 
Trailblazers’ difficulties in mainstreaming the Right to Control across all 
delivery staff. By contrast, where there was a centralised delivery model, 
customers were generally more aware of the Right to Control and more likely 
to follow the intended customer journey. Customers who did follow the 
intended journey were usually very satisfied, they found the process quick, 
and received tailored and flexible services that met their needs. 

 
  



Key successes and challenges 

The successes and challenges faced by the Trailblazers related to 
partnership working, culture change, staff training, technical issues and 
attitudinal barriers among staff. Trailblazers were aware of many of the 
challenges they faced and were taking actions to overcome them. 

Staff reported many benefits from the Right to Control to-date. Above all, it 
was helping to foster culture change in all agencies, though staff noted this 
still had a long way to go. Staff were becoming more aware of the benefits of 
self-directed support, the importance of choice and control for disabled 
people, the benefits of joined-up and customer-centred approaches to service 
delivery and the benefits of co-production. 

Strategic and operational staff thought that the implementation and delivery of 
the Right to Control had benefited greatly from local co-production activities 
and the involvement of ULOs. They felt that Trailblazers had started to move 
away from the “design then consult” way of working, and were increasingly 
recognising the value of involving disabled people in the design and delivery 
of services. Views among ULOs and local co-production members were more 
mixed; they felt that adapting to this new way of working and sustaining it, 
represented a challenge for some partners, especially Jobcentre Plus. Some 
members also felt that moving local co-production teams beyond an advisory 
role was still a challenge which the funding arrangements for local co-
production activities reflected. 

Staff also felt that the Right to Control was encouraging closer partnership 
working between the different agencies involved, which would have a lasting 
impact. Staff were developing a better understanding of how other partner 
organisations operate and many had named contacts and established 
working relationships with colleagues in other agencies. Communications 
flowed better in the Trailblazers that had formalised joint-working meetings for 
delivery staff. However, while partnership working was improving over time, 
joint working was still a challenge in some Trailblazers and funding streams. 

The biggest challenge, especially for Trailblazers that had adopted a 
mainstreamed delivery model, was frontline staff members’ lack of awareness 
and understanding of the Right to Control. At the time of the fieldwork, many 
delivery staff did not understand how it differed from previous initiatives, that 
the Right to Control was a legal right or how to deliver it in practice. This 
meant that some eligible customers were not being told that they had the 
Right to Control nor what this entailed. 



All Trailblazers also faced technical challenges relating to the use of eligibility 
questionnaires, data sharing procedures and IT systems. These issues 
impacted on staff members’ ability to make referrals and were likely to have 
contributed to the low number of customers eligible for multiple funding 
streams recorded so far. 

There were also some concerns among staff over the future of the Right to 
Control and how important this was compared with other organisational 
priorities. 

 
Sustainability 

Trailblazers felt it was too early to form views on sustainability of their Right to 
Control delivery models due to the large number of teething issues that they 
had faced since the implementation stage. However, strategic and 
operational staff were mainly optimistic about the sustainability of their 
Trailblazer’s delivery model. With one exception, all Trailblazers had chosen 
delivery models that did not require additional funding beyond the set-up 
costs. 

The main preoccupation among Trailblazers was how to mainstream the 
Right to Control across all delivery staff – a challenge taking into account the 
number of people involved. Strategic and operational staff felt that this would 
require a significant culture change for managers, staff, customers and 
providers and this change was going to take time. Reflecting on the findings, 
Trailblazers have asked for more opportunities for staff at all levels to share 
learning with colleagues from other areas. 

Going forward, staff training and the mainstreaming of Right to Control 
processes across all frontline staff are immediate priorities for the 
Trailblazers. 

 

Further reading 

The full report of the Right to Control Trailblazers process evaluation: wave 1 
is available on the Office for Disability Issues (ODI) website.



If you would like this publication in another format, please contact us. 

Post: Office for Disability Issues, Ground Floor, Caxton House,  
6-12 Tothill Street, London, SW1H 9NA

Email: right.control@dwp.gsi.gov.uk

Telephone: 020 7449 5093

ISBN: 978-1-84947-966-0

Produced by the Office for Disability Issues, February 2012 

© Crown Copyright 2012

You may re-use this publication (not including images or logos)  
free of charge in any format or medium, under the terms of the  
Open Government Licence. To find out more about this licence visit 
www.odi.gov.uk/copyright




