



Thurrock Council Service Specification

Learning Disability and Autism Supported Accommodation for Life Skills Development & Move On




1. [bookmark: _Toc504722838][bookmark: _Toc507598191]INTRODUCTION AND BACKGROUND

1.1. Thurrock Council (the Council) has a desire to develop and provide opportunities to individuals with impairments to improve their life skills within a shared accommodation space with a view to living as independently as possible within their communities.

1.2. The Council wishes to appoint a Provider to continue a Service that uses four Local Authority properties to provide accommodation (with the provision of support). Each Service User will have their own room within a shared house, receiving tailored packages of support, with a view to them ultimately attaining the skills necessary to move on into their own accommodation in the community.  

1.3. The Service was originally set up to help individuals with low to moderate learning impairments but has evolved and now has been extended to include younger people with Autism and Asperger’s as well as those individuals with learning impairments and additional needs.

1.4. Each property within this Service is shared by 2 Service Users (therefore a maximum of 8 Service Users). The Service Users will be supported towards independence by the Provider’s support workers.  As such, there has been a clear expectation that the amount of commissioned support hours will reduce in-line with increased independence.

1.5. The Council adopts the social model of disability that is as an alternative approach and is based upon the idea that it is not an individuals’ impairment that disables, but the way society is constructed to exclude certain people.  Within the social model, services should work to promote a change in environment, both attitudinal and physical, enabling disabled people to fully participate in all aspects of life and society.

1.6. The Provider will deliver housing related support services for people with disabilities in line with the social model of disability. The Service will be person-centred and will aim to increase choice, and increase the control that people with disabilities have over their lives and the services they receive.

1.7. There is considerable strategic, legal and Government guidance that drives the disability agenda.  The vision within the recently published Valuing People Now (DH, January 2009), “…that all people with a…disability are people first with the right to lead their lives like any others, with the same opportunities and responsibilities, and to be treated with the same dignity and respect.  They and their families are carers are entitled to the same aspirations and life chances as other citizens”. (p10) clearly reflects the agenda for transformation and change within social care highlighted through:

· Care Act 2014
· The Equality Act 2010.
· Putting People First (Department of Health, 2007)
· Independent Living Strategy (Office for Disability Issues, 2008)
· Carers Strategy (Department of Health, 2008)
· Improving the Life Chances of Disabled People (2005)
· Health Care For All (Independent Inquiry, 2008)
· A Life Like Any Other (Joint Committee on Human Rights, 2008)
· Valuing People (Department of Health, 2001)

1.8.  All of the above documents are key to an outcome-based experience for Service Users, making sure that they are supported to live their lives in the way they want with appropriate levels of support.

1.9. This vision translates to all areas for care and support and is fundamental to the outcome-based service required.

1.10. The Provider’s focus will be to enable Service Users to have choice and control over the services they receive.  To achieve this, the Service needs to be flexible and be able to deliver support in a range of ways to best meet the needs of the individuals; it needs to be fully person centred.

1.11. There can be a wide range of potential issues facing people with disabilities, including exclusion, social isolation, poor health, inequalities in access to health services, few opportunities for work, education and skills training, difficulties with transport, housing and being safe in the community etc.  The Provider will deliver housing related support that will focus on these issues, ensuring Service Users have access to primary care, and increasing their opportunities for social inclusion, particularly in assisting Service Users to move into employment or take advantage of training.

1.12. The Service requirement is to a large extent determined by the desired outcomes that have been identified for these Service Users.   

1.13.  The Council has a number of Service Users with learning disabilities whose needs have been assessed as being able to be more appropriately met by the provision of lower-level supported accommodation.

2. CONTRACT TERM

2.1. The contract will be three years with the option to extend for a further two years, in one year increments.

3. OUTCOMES

3.1. The Service needs to be of good quality to support those people with learning disabilities.  The six main areas of activity/intervention for people with learning disabilities (that will directed by the individual’s support plan) are:

· Financial Support - Many people with learning disabilities will have difficulties in managing their personal finances.  The Provider will assist Service Users with benefit entitlements, referral to debt advice services, budgeting skills, repayment plans for arrears etc.  This will enable the Service Users to successfully sustain a tenancy independently.

· Meaningful Occupation – Two of the most commonly reported factors in tenancy breakdown are debt and isolation.  Therefore the Provider should assist the Service Users (where defined by the assessed needs) in education, training and employment, which reduces likelihood of these factors.

· Managing Health – Many people with learning disabilities have other health issues, particularly with their physical health.  It is important therefore that the Provider assist Service Users to establish links and access to primary health care, e.g. GP’s.  

· Tenancy Sustainment / Resettlement – The overarching aim for this service is to ensure that Service Users are equipped to obtain and remain in settled accommodation.  Service Users should be assisted by the Provider to source and secure settled accommodation through the Council’s Choice Based Lettings system, the private sector, Rent Deposit Guarantee Scheme, and where possible home ownership, and be supported to learn the life skills necessary to achieve and sustain an independent tenancy.

· Social Inclusion –Social inclusion is a key component of tenancy sustainment and isolation is one of the biggest causes of tenancy breakdown.  As such, the Service (and therefore the Provider) should support the Service Users to access and establish links to social and leisure activities in the community and with family and friends.

· Personalisation / Choice & Control – All Adult Social Care (ASC) services should be provided in the spirit of personalisation.  Service Users should be supported by the Provider to have as much choice and control over their lives and their support as possible. 

4. [bookmark: _Toc504722872][bookmark: _Toc507598214][bookmark: _Toc504722840][bookmark: _Toc507598192]SERVICE DETAILS

4.1. The Provider will deliver the Services from properties that are located in Thurrock, Chadwell St Mary, Tilbury, Stanford-le-Hope, West Thurrock and Grays.

4.2. As part of the Service, the Provider will deliver the following:

· A 30 hour per week ‘core element’ of care that will assist individuals with housing related support and help reinforce known and learnt life skills (when housing related support reduces). Descriptions of the typical key functions of housing related support can be found in appendix 4. 

· Additional 1:1 support to the individuals for eligible support needs the person may have under the Care Act 2014. 

· A sleep-in support worker will be required at times (especially when a new Service User moves into a property at a minimum of 2 weeks). The hours of sleep-in will be 22.00 – 07.00 daily.  

4.3. Hours of support will be determined by ongoing assessment of the Service User and regular reviews of the support plan.  The Provider will deliver required support 24 hours per day, 365 days per year including bank holidays, according to the needs of the Service User.

4.4. The sleep-in cover will be commissioned on a nightly rate basis and will be provided throughout the period of the Contract. 

4.5. Please note that due to the nature of the Service, it is expected that there will be fluctuations in the levels of support required.  The Provider will therefore be required to be totally flexible in ensuring that the needs of individual Service Users can be appropriately met.  However, the Council expects the support to reduce as Service Users progress through the Service.

4.6. Support reviews will be carried out jointly by the Adult Social Care and the Provider at regular intervals to determine the appropriate levels of support to be provided.

5. REFERRALS AND MOVE-ON

5.1. [bookmark: _Toc504722868][bookmark: _Toc507598211]Criteria

5.1.1. The Service will be available to applicants over 18 years of age. The nature of the Service is designed to prepare Service Users for independent living in the community.  It is anticipated that Service Users will work with the provider in readiness for them moving on into independent living.  

5.1.2. Therefore applicants will need to be assessed as having the capacity to work with support workers to achieve the goal of moving on to live independently into the community.  Assessments will be carried out by Adult Social Care (ASC) and by the provider to determine suitability for the Service.  As far as possible, ASC will try to “match” Service Users in a property, to ensure compatibility.

5.1.3. The applicant must be willing to engage in the pre-tenancy process (shown in appendix 3) with the Provider and the Council’s care practitioner.

5.1.4. Applicants must be willing to engage and work with the Provider’s support workers to achieve the skills necessary to sustain independent living.

5.1.5. Reviews of Service User progress in the Service will be carried out regularly both by ASC and the Provider.  Reviews of performance and quality of the Service will be carried out by the Council’s Contracts Team.

5.1.6. When the Service User is deemed ready to move on, then if social housing is the preferred route for re-housing, a report should be sent to the Authority’s Housing Needs Manager for consideration for the awarding of a Silver Banding.  This will give priority to the Service User to move-on from the Service. 

5.1.7. Should reviews indicate that Service Users are not progressing in the Service, then an alternative placement will be made available by ASC. 

5.2. [bookmark: _Toc504722869][bookmark: _Toc507598212]Process

5.2.1. Referrals to the Service will be from ASC.   Referrals will need to be made to the Team Manager – Complex Care Team in ASC who will then co-ordinate the referrals for the Project Panel (the Project Panel will consist of representatives from ASC (Fieldwork and Commissioning), the provider and Housing).

5.2.2. Assessments of Service Users referred to the Service will be undertaken by their Allocated Social Worker to ensure suitability.  Referrals will be shared with the Provider who will preferably undertake a joint assessment of the Service User with the Allocated Social Worker or alternatively carry out their own assessment as soon as possible. 

5.2.3. Should the Provider feel that the applicant is not suitable for the Service, they should report to the Project Panel, stating the reasons for refusal.

5.2.4. Reasons for refusal will be monitored by the Project Panel to ensure fair access.
[bookmark: _Toc504722870]
5.3. Priority of Allocations

5.3.1. If the number of applicants exceeds the number of available spaces in the Service, then a waiting list will be initiated and reviewed by the Project Panel when a space becomes available. 

5.3.2. The Project Panel will be responsible for:

· Confirming the support required including any care package and agreeing the funding for the placement.

· Monitoring support and care availability.

· Considering any other issues relating to health and wellbeing.

· Reviewing the order of priority of the applicants on the waiting list (if applicable) according to their level of need and support.

· Reviewing /monitoring existing tenants regarding their level of need or any tenancy issues.

· Decisions will be made on a consensus basis.

5.4. Move-on from the Service

5.4.1. Service Users will be regularly assessed on their progress in meeting their agreed outcomes by the Provider and ASC and it is expected that the individual’s length of stay be no more than 2 years, unless agreed by the individuals care practitioner.

5.4.2. As part of the support planning process, the provider will discuss the options for living in the local community.  This may include social housing but could also involve other options such as privately renting, part buy/ part rent or purchase of a property.

5.4.3. Should the Service User wish to be considered for social housing, then an application should be made to the Council’s Housing Department as soon as possible after moving into the Service.  The Council’s Housing Department should be made aware that the Service User is living in supported housing as it may be possible for the Service User to receive a priority (subject to 10.7.5 of the Allocations Policy) to enable them to bid for a property and move more quickly than if they were accommodated elsewhere.

5.4.4. When the Service User is approaching readiness for move-on, the Provider, in conjunction with the Allocated Social Worker should contact the Council’s Housing Department and prepare a report, citing the readiness of the Service User to move on and requesting a priority move. (Guidance will be provided by the Housing Needs Manager on the format of the report).  Subject to agreement, the Service User will be awarded a priority (Band 3) for move-on and will be assisted to bid for suitable properties.  This priority will be for a period of one year. The Provider will support the Service User during the bidding process and ultimately with the move onto independent living.

6. [bookmark: _Toc504722883][bookmark: _Toc507598223]CONTRACT MANAGEMENT AND MONITORING

6.1. The Council will monitor the Contract by a variety of methods including but not limited to: 

· Provider Self-Assessment, and verification of information submitted.
· Provider /Council meetings.
· Feedback from the Council and other involved parties (including Social Workers, health Staff).
· These functions will be carried out by the Authority’s Contracts and Compliance    Team.

6.2. The Council will carry out appraisals of the Provider’s performance, including, but not limited to:

· Visits to the Provider (to evidence progress against outcomes and ensure compliance through reading files, records, documents and Staff personnel/recruitment/training files).
· Spot audit of policies, procedures, case recordings.
· Discussion with Staff and Service Users.
· Reviews of internal quality assurance, audit reporting and self-assessment reporting from the Providers own QA systems, and, where such systems are externally accredited, review of accreditation reports and external audits.
· Requests for additional monitoring information from the Provider. 
· Collation of external information (including from regulators, and from feedback throughout the Measurement Period from the normal regular interaction between the Council and Provider).
· Site visits and observations to review record keeping evidence.

6.3. Should the Provider fail to meet the standards required at any point during the term of the contract, the Council will implement the performance management measures set out in terms and conditions of the contract.

7. [bookmark: _Toc504722884][bookmark: _Toc507598224]FINANCIAL VIABILITY

7.1. The Council will carry out due diligence on the financial standing of the Provider prior to Contract award, and at least annually thereafter, dependent on risk.  

7.2. The Provider shall report to the Council any significant adverse changes in their financial position should be reported within 7 working days, and in the case of imminent insolvency or administration, this must be reported immediately

8. [bookmark: _Toc504722885][bookmark: _Toc507598225]KEY PERFORMANCE INDICATORS

8.1. The Provider shall provide data to evidence their performance against the Key Performance Indicators set out in Appendix 1.  

8.2. At any time during the contract term the Council and the Provider may work together to incorporate suggest additional or amended KPIs and targets to better demonstrate performance against the Council’s objectives for the Service, as necessary.

8.3. If a Key Performance Indicator is not met during the period of the assessment then the Council may require the Provider to put together an action plan to address the issues within a timescale to be defined by the Council.

8.4. If the Key Performance Indicator is still not met at the next Reporting Period, the Council reserves the right to terminate the contract in line with the contractual terms.  

8.5. Two types of outcomes will be measured as part of the Contract: 

· Hard Outcomes – Usually quantitative data, objective measurement e.g. statistical data;

· Soft Outcomes – Usually qualitative data, some element of subjectivity e.g. peoples opinion.

8.6. Hard outcomes will be measured via the Contract.  The Provider will return the data on a quarterly basis.  Data that cannot be measured via the contract (soft outcomes) will be collected via services reviews on an annual basis (minimum), via interviews with staff and Service Users/family/advocates or questionnaires etc.

8.7. The Council’s contract team will undertake regular monitoring of the service. The key objectives for these services have been translated into the outcome measurements listed in Appendix 1.

9. [bookmark: _Toc504722886][bookmark: _Toc507598226]MANAGEMENT INFORMATION

9.1. The Provider shall supply data as requested by the Council’s Commissioner which will evidence further performance of service delivery. This data may not initially have a target figure, but may form part of the discussions and amendments to the list of Key Performance Indicators.  Data required from the contract outset is listed at Appendix 2: Management Information.

10. [bookmark: _Toc504722895][bookmark: _Toc507598233][bookmark: _Toc504722896]PRICE AND PAYMENT

10.1. The Council will pay the fee for the Service calculated which will be paid in 4 weekly in arrears on the receipt of an invoice in a format to be agreed by the Council.

10.2. The Provider shall note that payment arrangements may be subject to change by the Council, for which reasonable notice will be given.

10.3. These timescales may increase in the event of a disputed invoice. The Council will work with the Provider to resolve issues as quickly as possible. 

11. [bookmark: _Toc504722897][bookmark: _Toc531010551]SOCIAL VALUE

11.1. The Council has considered the implications of the Social Value Act 2012 within the remit of this Service. The Social Value Act requires public authorities to have due regard for economic, social and environmental wellbeing in connection with public service contracts. 

11.2. The Council’s Social Value framework is set out here:
https://www.thurrock.gov.uk/Council-procedures-and-thresholds/social-values.

11.3. Therefore the Provider will deliver additional ‘added’ social value that benefits the community and the people who live within it.

11.4. Tenderers will make proposals around these as part of their tender submission and once agreed by the Council, will become a contractual obligation for the Provider.

11.5. 
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[bookmark: _Toc504722898][bookmark: _Toc507598236]APPENDIX 1 – KEY PERFORMANCE INDICATORS

Key Performance Indicators will be reviewed annually.  


Hard Outcomes and their measurement

	No.
	Outcome
	Indicator
	Measurement
	Frequency
	Target
	By Whom

	1
	Tenancy Sustainment
	% Throughput 
	a) Number of new Service Users who joined the service in the quarter
b) Number of Service Users who departed the service in the quarter
c) Number of Service Users supported by the service as at quarter end
d) Total number of Service Users supported in the quarter (b + c)

% Throughout = d / capacity of the service (8) x 100
	Quarterly
	95%
	Service Provider

	2
	Tenancy Sustainment
	Average Length of Stay in Service (per Service User)
	a) Total number of weeks in service for all Service Users supported as at quarter end (from 1c above)
b) Total number of Service Users supported by the service as at quarter end

Average length of stay per Service User (in years) = a / b / 52 (average weeks in year)
	Quarterly
	2 years
	Service Provider

	3
	Personalisation/ Choice & Control
	% Outcomes/Goals Set
	a) Number of new Service Users who joined the service in the quarter (from 1a above), who have set their outcomes/goals that they want to achieve (e.g. through an initial assessment)
b) Total number of new Service Users who joined the service in the quarter (from 1a above)
	Quarterly
	95%
	Service Provider

	4
	Financial Support
	% Supported to Manage Finances
	a) Number of Service Users supported in the quarter to better manage their finances
b) Number of Service Users supported in the quarter (from 1d above)
	Quarterly
	85%
	Service Provider

	5
	Meaningful Occupation
	% Participation in Meaningful Occupation
	a) Number of Service Users supported in the quarter (from 1d above) who were participating in meaningful occupation in the quarter
b) Number of Service Users supported in the quarter (from 1d above

Meaningful Occupation means training/education, paid work or voluntary work
	Quarterly
	80%
	Service Provider

	6
	Meaningful Occupation
	% Participation in New Meaningful Occupation
	a) Number of Service Users participating in meaningful occupation in the quarter (from 5a above), who started a new form of meaningful occupation in the quarter
b) Number of Service Users participating in meaningful occupation in the quarter (from 5a above)

New form of meaningful occupation means those who commenced a new training/education course, a new paid position, or a new voluntary position in the quarter
	Quarterly
	30%
	Service Provider

	7
	Managing Health
	% Supported to Manage Health
	a) Number of Service Users supported in the quarter to better manage their health
b) Number of Service Users supported in the quarter (from 1d above)
	Quarterly
	85%
	Service Provider

	8
	Social Inclusion
	% Supported to Engage in Community Activities/Groups and/or Establish/Maintain Links with Family/Friends
	a) Number of Service Users supported in the quarter to engage in community activities/groups and/or to establish or maintain links with family and friends
b) Number of Service Users supported in the quarter (from 1d above)
	Quarterly
	85%
	Service Provider

	9
	Tenancy Sustainment
	% Supported with Life Skills to Maintain a Tenancy
	a) Number of Service Users supported in the quarter with life skills to enable them to maintain a tenancy.
b) Number of Service Users supported in the quarter (from 1d above)
	Quarterly
	85%
	Service Provider

	10
	Resettlement
	% Successful Move-On from the Service 
	a) The number of Service Users who have successfully moved on from the service in a planned way
b) The total number of Service Users who departed the service in the quarter (from 1b above).
	Quarterly
	85%
	Service Provider

	11
	Service User Satisfaction
	% Overall Satisfaction
	There is an expectation that Service Users are asked the following questions on an annual basis.

a) Number of Service Users surveyed, who stated that the service had enabled them to: 
1. Gain the skills necessary to sustain their tenancy and live independently in the community
2. Had their goals/outcomes met
3. Maintain or improve their health
4. Maintain or improve their independence
5. Maintain or improve their social inclusion
6. Maintain or improve their confidence
7. Overall satisfaction (total of a-f)
b) Number of Service Users surveyed

Overall Satisfaction = 7 / (b x 6) x 100
	Annual at Quarter 4
	87%
	Service Provider



vi. Soft Outcomes and their measurement

	No.
	Outcome
	Indicator
	Measurement
	Frequency
	By Whom

	1
	Financial Support
	· Service users’ income is maximised through ensuring Service Users’ receive the correct benefits they are entitled to.
· Service users’ are supported to reduce and manage their debt through arranging debt management services/agreements.
· Service users’ are supported in how to better manage their finances to reduce the risks of developing debt.
· Staff are knowledgeable in legislation and entitlements to benefits.
	· Service user records and support plans
· Staff records, including training records, experience and qualifications, and supervisions/appraisals.
· Interviews with Service Users
· Interviews with staff
· Evidence of debt management agreements in place.
	Annually
	Contract Compliance Team

	2
	Meaningful Occupation
	· Service users are assisted to access paid and voluntary work, training and education, including work placements, apprenticeships and self-employment. 
· Service users are supported to gain the skills required for meaningful occupation, including building confidence and self-esteem, tackling stigma and discrimination.
· Staff are knowledgeable about employment/training and education opportunities.  
· Staff are aware of statutory and voluntary referral routes e.g. colleges, jobcentre plus etc.
· An excellent service would have evidence of other initiatives e.g. job clubs, P.C./e-mail access, CV & Interview Workshops etc either run by the provider or in conjunction with voluntary/statutory providers
· Service users are provided with travel training
	· Service user records and support plans 
· Interviews with staff
· Interviews with Service Users
· Evidence of initiatives, support groups, activities or workshops on CV writing, job and training searches, and applications etc.
· Staff records, including training records, experience and qualifications, and supervisions/appraisals.
	Annually
	Contract compliance Team

	3
	Managing Health
	· Service users are supported to better manage their health (physical, mental, learning disability, autism, substance misuse).
· Service users are supported and encouraged to access primary health care, including yearly health checks and registration with a GP.
· Service users are supported to participate in social and leisure activities that support their health and well-being.
· Staff are knowledgeable, trained and experienced in supporting individuals with their learning disabilities/autism, including an understanding of other conditions e.g. physical health issues.
· Staff are knowledgeable in how to access and refer Service Users to other services as required.
	· Service user records and support plans
· Staff records, including training records, experience and qualifications, and supervisions/appraisals/inductions.
· Recruitment procedures
· Interviews with Service Users
· Interviews with staff
· Evidence of activities that promote health and wellbeing
	Annually
	Contract compliance Team

	4
	Tenancy Sustainment / Resettlement
	· Service users are assisted to move-on to settled accommodation.
· Service users are supported to obtain the life skills they require to sustain a tenancy independent of support.
· Staff are knowledgeable about available housing options e.g. Thurrock Council Choice Homes, Rent Deposit Guarantee Scheme, Private Sector Housing and Home ownership/affordable home initiatives.  
	· Service user records and support plans
· Interviews with staff 
· Interviews with Service Users
· Staff records, including training records, experience and qualifications, and supervisions/appraisals
	Annually
	Contract Compliance Team

	5
	Social Inclusion
	· Services users are supported to establish links and participate with external services/groups.  
· Service users are supported to establish or maintain links with family and friends
	· Service user records and support plans, 
· Interviews with Service Users. 
· Evidence of activities promoting social inclusion 
	Annually
	Contract Compliance Team

	6
	Assistive Technology
	· Service users are supported to gain access to assistive technology / aids and adaptations where required.  
· Staff are aware of the technology available for people with learning disabilities/autism and how to access it.
	· Service user records and support plans
· Interviews with staff
· Interviews with Service Users
	Annual
	Contract Compliance Team

	7
	Communication / Information / Advocacy
	· Advice and information is provided to Service Users in a clear, accessible formats suitable for the client group.
· Staff are aware of possible barriers to communication and how to mitigate this.
· Service users are assisted to access advocacy services where required.
· An excellent service would show that Service Users have been involved in the production of information/literature.
	· Evidence that information / literature available to Service Users’ is in accessible formats and are regularly reviewed.
· Evidence that Service Users are aware of how to access advocacy services.
· Evidence of Service User involvement in producing literature
	Annual
	Contract Compliance team

	8
	Personalisation / Choice & Control
	· Services are provided in the spirit of personalisation.
· Service users’ are given as much choice and control over their support as possible, including choice around the activities they engage in, out comes to be achieved and, where possible, their support worker.
· Service users’ views are gained in the process of writing of support plans and identifying outcomes.
· Service users’ are involved, where possible, in decision-making around changes to the delivery of support or service as a whole.
· An excellent provider would involve Service Users’ in the recruitment of staff.
· Advocacy services are engaged where required.
	· Service user records and support plans show Service Users’ input into the writing of the plans and outcomes to be achieved.
· Evidence of involvement of Service Users’ in decision-making, e.g. sitting on interview panels for staff, involvement in writing the service’s business plans, meetings.
· Interviews with Service Users.
	Annual
	Contract Compliance Team

	9
	Service Quality
	· Services received by people with learning disabilities/autism are of good quality.  
· The provider can evidence a commitment to providing high quality services that aim to continuously improve.
· Service users are encouraged to give suggestions and ideas for service improvement, and these are acted upon.
· The service provider routinely collects Service Users’ views and level of satisfaction with the service as part of their own quality monitoring of the service,
· Service users are encouraged and supported to make complaints, and actions are taken as a result of these to improve service quality.
	· Interview with staff. 
· Service statement.  Business plans and any other relevant data.  
· Evidence of the provider’s awareness of best practice/new ideas.  A good provider could evidence innovation in service delivery.
· Evidence of Service Users’ views and satisfaction being routinely collected, e.g. through surveys, 1-2-1 discussions, group meetings
· Evidence of actions that have been taken as a direct result of what Service Users have said.
· Evidence that complaints are monitored and acted upon.
	Annually
	Contract Compliance team



[bookmark: _Toc504722899][bookmark: _Toc507598237]APPENDIX 2 – MANAGEMENT INFORMATION

The Provider will report quarterly on the following Management Information items. This list will be reviewed by the Council from time to time and may be changed with notice to the Provider.
----------------------------------------------------------

1. Breakdown of the number of new Service Users by Gender, Age, Ethnicity, LD/Autism

2. Financial Support - Breakdown of support provided – the number of Service Users supported in the quarter in each of the following areas: benefit entitlements, referral to debt advice service, budgeting skills, repayment plans for arrears/debt.

3. Meaningful Occupation – Breakdown of type of meaningful occupation – the number of Service Users participating in meaningful occupation in the quarter in each of the following areas: Training/Education, Paid Work, Voluntary Work.

4. New Meaningful Occupation – Breakdown of type of new meaningful occupation – the number of Service Users who commenced a new form of meaningful occupation in the quarter in each of the following areas: Training/Education, Paid Work, Voluntary Work.

5. Managing Health – Breakdown of support provided – the number of Service Users supported in the quarter in each of the following areas: accessing primary health care (i.e. GP), accessing secondary health care, provided with information, advice, training regarding health.

6. Managing Health – Breakdown of referrals to community health programmes – the number of Service Users supported in the quarter, who were referred on to the following community health programmes: exercise on referral, weight management, stop smoking, other.

7. Social Inclusion – the number of Service Users supported in the quarter who were supported with travel training/transport.

8. Social Inclusion – the number of Service Users referred to the BATIAS Safer Places Thurrock Programme.

9. Resettlement – the number of departures from the service broken down into the number of successful and unsuccessful move on’s, and also broken down in to the following categories:

	Successful Move-On – 	Moved into sheltered housing
				Moved into a care home
				Moved into accommodation as an owner occupier											Moved to take up an RSL tenancy (general needs)
				Renting privately owned accommodation
	Moved to take up a local authority tenancy (general needs)
Other

	Unsuccessful Move-On - 	Moved to another supported housing service
				Staying with family members/friends
				Moved into bed and breakfast accommodation
Entered hospital/hospice
Deceased
Taken into Custody
Sleeping Rough
				Not Known/Lost Contact
				Evicted
				Abandoned place in service
				Other

10. Resettlement – Reasons for any unsuccessful move-on’s in the quarter.

11. Resettlement – Number of referrals made to Thurrock Council for an OT Assessment for equipment/assistive technology/telecare.

12. Complaints – Number of complaints received in the quarter, the number/% of complaints upheld, not upheld, and ongoing, and any actions taken as a result of upheld complaints.

13. Compliments – Number of formal (written) compliments received in the quarter.

14. Breakdowns in Service Delivery – Details of any specific breakdowns, gaps or problems in service delivery or any unmet need.

15. Case Study - One case study per quarter describing how the service is supporting a Service Users to meet their goals/outcomes.  







Appendix 3: Pre-tenancy Agreement Process



[bookmark: _Toc472590115]APPENDIX 4: SERVICE STANDARDS

1. Purpose
The aim of housing-related support is to promote and increase Service Users’ ability to live independently. The purpose of this policy is to provide guidance on the delivery of support.

2. Delivery of Support
The Provider will ensure the Service aims to meet these outcomes by ensuring that each Service User has a Person-Centred Plan (PCP) that identifies needs and risks specific to that person.  The plan will detail how these needs will be met to ensure that individuals are able to live independently and therefore to meet the specified outcomes for the Service.

The Provider will complete a clear move on plan with the individual at the start of the Service.

	The needs of applicants / Service Users and any inherent risks are assessed on a consistent and comprehensive basis prior to a service being offered or very shortly afterwards as appropriate to the needs of the client group.

	All Service Users have individual outcome-focussed and person-centred support and risk management plans that address the needs and risks identified by the assessment process.

	Needs / risk assessments and support / risk management plans are reviewed regularly on a consistent and systematic basis.

	Needs and risk assessments, support planning and reviews involve Service Users and take full account of their views, preferences and aspirations.

	Staff carrying out needs and risk assessments, and negotiating support and risk management plans are competent to do so.



3. Examples of Eligible and Ineligible Tasks
	Theme 1 – Assistance in Finding, Setting up and Maintaining a Home

	Section
	Eligible Task

	Finding Other Accommodation
	Enabling people to access information about housing options, e.g. Choice Based Lettings, private sector, rent deposit guarantee, Housing Associations etc.

	
	Supporting people to obtain alternative housing, e.g. applying for rent deposit guarantee scheme, contact with Homeless Families, rental agencies etc.

	
	Supporting people to make arrangements for moving

	Setting up a Home
	Advice and assistance in acquiring essential household items

	
	Assistance to arrange the connection of utilities

	
	Assistance to locate essential services in the neighbourhood e.g. GP, dentist etc.

	Maintaining a Home
	Support to ensure the Service User understands their rights and responsibilities as a tenant/home owner.

	
	Support with paying rent / dealing with arrears

	
	Support with maintaining property including reporting repairs

	
	Help in maintaining the safety and security of the dwelling including supporting people to establish security routines that minimise risks, e.g. lock doors, testing personal and fire alarms, safe use of appliances.

	
	Risk assessments including assisting people to recognise and deal with issues that represent potential hazards to themselves or others.

	
	Enabling the Service User to deal with minor repairs / contact relevant services e.g. plumber

	Theme 2 – Advice, Advocacy and Liaison

	Section
	Eligible Task

	Links to community groups and organisations
	Assistance to access providers of specialist advice e.g. CAB, Welfare Rights, Advocacy services and other community groups

	
	Supporting Service Users in dealing with statutory and voluntary agencies

	
	Enabling Service Users to develop self-advocacy skills to further independence, e.g. self esteem and confidence building training

	
	Assistance to help people make links in their local community e.g. for leisure, employment or education purposes

	
	Help in gaining access to other services

	Theme 3 – Independent Living Skills

	Section
	Eligible Task

	Managing Finance and Benefit Claims
	Support with household budgeting including paying bills

	
	Support to maximise income by providing assistance to apply for benefits, e.g. Housing Benefit, Council Tax Benefit, DLA, Community Care Grant, Pension Credit etc.

	
	Support to manage debt, e.g. contacting debtors to establish repayment plans, referrals to appropriate debt counselling services (e.g. CAB)

	Roles and Responsibilities
	Supporting people to understand their rights and responsibilities as a member of the community

	
	Enabling or supporting people to maintain good neighbour relationships

	
	Facilitating adherence to tenancy conditions, e.g. overnight visitors, noise levels etc

	
	Supporting people to address other aspects of anti-social behaviour

	Domestic / Life Skills
	Supporting people to undertake essential daily living tasks related to maintaining their tenure with a view to them being able to undertake these tasks for themselves or maintaining their ability to live independently.  This includes shopping, cooking, cleaning, dealing with correspondence.

	
	Supporting people to acquire the skills to travel independently, e.g. bus, train, taxi.

	Personal Safety and Security
	Supporting people to be responsible for their own safety and security, e.g. safe use of kitchen equipment, using public transport safely, accessing emergency services, safely accessing the local community.

	Theme 4 – Well-being and General Support

	Section
	Eligible Task

	Emotional Support and Advice
	Supporting people with emotional worries, e.g. living independently for the first time, financial matters, unsolicited callers, arranging maintenance to the property etc

	
	Assistance to access specialist services, e.g. counselling services as required.

	Mediation
	Assisting people to establish/re-establish relationships with family/friends

	Education, Training and Employment
	Supporting people to access relevant education and/or training, e.g. assistance to complete application forms, contact colleges etc.

	
	Supporting people to acquire the skills necessary to access employment (paid or voluntary), e.g. CV writing, interview skills, researching job opportunities etc.

	Maintaining Health and Well-being
	Assisting Service Users to monitor their own health and well-being, e.g. helping to access information about healthy eating or to contact a smoking cessation clinic.

	
	Assistance to access specialist health services

	
	Supporting people to comply with treatment, e.g. assisting to make a plan for ordering repeat prescriptions or for remembering and attending appointments

	
	Supporting people to engage in intensive behaviour management programmes, complying with drug treatment and testing orders

	
	Where appropriate, to notify responsible agencies of concerns in relation to a person’s health / well-being / medication, e.g. GP, Community Nurse, Social Worker

	Theme 5 – Other Eligible Tasks (Client Group or Service Type Specific)

	Section
	Eligible Task

	Provision of a Community Alarm
	Applicable only to Hard Wired Alarms

	Culturally Specific Tasks
	Assistance to access culture specific services, e.g. health, counselling, advocacy, legal, religious organisation etc.

	Personal Care
	Administering medication

	
	Assisting with medication

	
	Washing, dressing, toileting etc.

	
	Health Care

	
	Rehabilitation, e.g. after illness/disability

	
	Specialist treatment or counselling

	
	Therapeutic / Intensive Behaviour Management



5.	Examples of Non-Eligible Tasks

These tasks are not eligible as they are not housing-related support and do not increase a person’s independence. They are performed for a person, rather than encouraging a person to do them for themselves.  These tasks are usually provided by other agencies, for example Social Care, Voluntary Sector Organisations, Care Agencies etc.  The list is not exhaustive.  

	Section
	Non-Eligible Tasks

	Household / General Social Care
	Actual Handyperson Services

	
	Cleaning of communal rooms / window cleaning

	
	Cleaning of Service User’s own rooms / window cleaning

	
	Crèche Facilities 

	
	Decorating

	
	Domiciliary Care (domestic tasks e.g. laundry)

	
	Home Adaptations

	
	Housing Management Tasks

	
	Maintenance Services

	
	Shopping on the tenants behalf

	
	Undertaking repairs

	Security
	Carrying out duties on behalf of the tenant to ensure their well-being and safety

	
	Night security

	Other
	Staff meals

	
	Transportation of Service Users

	
	Vehicle costs





APPENDIX 5: DEFINITIONS

	Adult Social Care (ASC)
	The Council’s Adult Social Care team

	Allocated Social Worker
	The Council’s Social Worker allocated to a particular Service User

	Contract
	The agreement to be entered into between the Council and the Provider

	Housing Needs Manager
	The Council’s officer responsible for the setting of rents; management of tenant landlord relationships; inspecting properties; process applications for repairs and such other duties.

	Project Panel
	[bookmark: _GoBack]A group of Officers from Thurrock Council who consider the viability of an individual for this scheme.

	Provider
	The organisation awarded the contract and responsible for delivering the service

	Service
	The provision of learning disability and autism supported accommodation for life skills development and move on.

	Service User(s)
	The individual using the Service

	Silver Banding
	The priority of banding placed on an individual for placement or rehousing after the individuals time in the placement has come to an end (the full definition can be found on Thurrock Council’s website).
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