


APPENDIX A – SERVICE SPECIFICATION 

NEIGHBOURHOOD PROFESSIONAL WITNESS SERVICES 
1. Introduction
1.1. This service shall deliver an effective and credible professional witness service for tenants and leaseholders of Southwark Council. The service shall respond appropriately to referrals for antisocial behaviour involving reported noise disturbance. The Provider shall carry out professional witness visits to enable the Council to identify perpetrators or vexatious complainants.
1.2. Following case closure the Provider shall send case notes and evidence records to the Council with feedback and recommendations for further action, or in support of legal enforcement action by the Council. The Provider shall attend court to give evidence of their observations as required by the Council.
2. Price
2.1. The Provider quotation shall set a fixed price/case (based on the Provider’s average costs). The case price shall comprise all of the Provider’s costs between referral and the achievement of an expected outcome, and shall include at least two witness visits each lasting for at least two hours.
3. Outcomes expected
3.1. All cases are to be closed with a recommendation accompanied by documentary or corroborative evidence for further action or referral, or a recommendation for no further action due to lack of evidence. Evidence gathered of noise nuisance should be sufficient and suitable for use in support of legal enforcement action by the Council.
3.2. The Provider shall record the case outcomes in a written case report to be sent to the relevant Council officer following case closure. This shall be sent within 10 working days of case closure.
3.3. [bookmark: _GoBack]This shall record the degree, frequency and description of the noise accompanied by recommendations for further action or referral and with evidence that may be used by the Council to pursue legal enforcement action.
4. Process for accessing the services
4.1. Residents shall be notified by the Council that the case is to be referred for professional witnessing. An authorised officer (or officer designated by the authorised officer) of the Council shall then send a service request referral to the Provider for a case to be opened.
4.2. Service requests accompanied by a completed referral form shall be sent by email from the authorised officer of the Council (or officer designated by the authorised officer) to the Provider, authorising the opening of a case. The referral shall include contact details of the parties involved, a summary of the case history and any risk factors which may be disclosed. On receipt of the information provided by the Council, the Provider shall email an acknowledgement to the Council.
4.3. The Provider shall then notify all parties that professional witnessing is to be carried out and to arrange a witness visit with the complainant. Initial contact shall be made by letter with all parties within five working days of the referral.
4.4. Where, after three attempts, the complainant refuses to engage with the Provider in order to arrange a witness visit, the case shall be closed with a recommendation for no further action due to lack of evidence (vexatious complaint). 
4.5. Once contact with the parties has been made the Provider shall be available at short notice to act as a professional witness in the event of notification of noise disturbance.
5. Timing of referrals
5.1. All service request referrals shall be made during Council office hours (9am – 5pm). It is likely that the number of referrals will increase during summer and Christmas holiday periods. 
6. Meeting the service users’ needs 
6.1. The Provider shall act as a professional witness, including providing witness services outside Council office hours, to observe and record incidents of noise disturbance from a neighbouring property or from a communal area of the housing block.
6.2. The Provider shall agree a service monitoring process with the authorised officer of the Council (or officer designated by the authorised officer), including requirements for monthly reporting and collection of service user feedback, and use of standard documents and templates.
6.3. The Provider shall be responsible for management of the case (including the management and mitigation of any risks prior to and during professional witness visits), ensuring that appropriate documents and records are maintained and statistics compiled for contract and performance monitoring purposes.
6.4. The Provider shall support the Council to gather evidence where enforcement action is necessary.
6.5. The Provider shall attend court to give evidence of their observations in cases of antisocial behaviour as required by the Council.
6.6. The Provider shall support the Council in the development and promotion of antisocial behaviour prevention strategies.
6.7. The Provider shall liaise with the relevant Council officer to resolve any service user complaints made against the Provider, the Council or the professional witness service process, following the standard Council complaints process.
6.8. The Provider shall ensure that staff responsible for delivering professional witness services are suitably qualified, with related experience of working with housing providers and residents preferred.
7. Performance monitoring & key performance indicators
7.1. The Provider shall compile a case report to be sent to the relevant Council officer at the closure of each case.
7.2. The Provider shall meet with the authorised officer of the Council (or officer designated by the authorised officer) for a monthly performance meeting. This will monitor performance and identify areas for improvement through examination of (but not limited to): the status of open cases; case feedback; delivery against outcomes; case exceptions or escalations; service user complaints. 
7.3. The Provider shall compile a performance monitoring report as part of the performance review, to include:
· a record of open and closed cases
· case reports for open and recently closed cases
· analysis of trends in referrals, issues and outcomes
· survey satisfaction feedback conducted by the Provider following case closure
· complaint records
· records of payment of the London Living Wage where applicable.
7.4. The Provider shall endeavour to meet the following key performance indicators:
· All cases closed with sufficient evidence to support legal enforcement action by the Council, or a recommendation for no further action due to lack of evidence.
· Less than 10% of cases reopened six months after case closure.
8. London Living Wage (LLW)
8.1. The Council has committed to including the London Living Wage (LLW) in new contracts for the provision of services which are to be performed either on Council premises or in the Greater London area, and where best value can be demonstrated on a case by case basis.  Providers of the service will be required to pay relevant staff as a minimum the LLW.
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