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“Contract”
means: 	the Contract for the provision of the Services, Supplies or Works, which will be awarded to a successful Supplier; 
“Council”
means: 	Cornwall Council, County Hall, Treyew Road, Truro, Cornwall TR1 3AY;
 “Services”
means: 	the provision of Advocacy and Independent Visitor Services as described in this Specification. 
“Supplier/Provider”
means:	any person or persons, firm or firms or company or companies applying to tender for the Services, Supplies or Works, or, where there is more than one organisation applying, the lead organisation;
“The Council’s Contract Manager”
means:	the representative of Cornwall Council responsible for arranging   and leading Contract Review Meetings

“The Supplier ’s Contract Manager” 
means:	the representative of the Provider/Supplier responsible for attending Contract Review Meetings and actioning any changes
“Service User”
means: 		an individual who accesses services provided by the Council

“Staff”

         means:         all the people employed by an organisation.

“Independent Visitor” 

        means:        	a volunteer who befriends and visits a young person living in the 	care of the local authority and who is independent from the local authority.

“Child in Care”
        means:  	        a child under 18 who is being looked after by the local authority

“Care Leaver” 

means: 	A child leaving the care of the local authority and who belongs to the one of the defined groups with the Children Act 1989

“Eligible Child” 

means:           a child who is aged 16 or 17 and who has been looked after for at least 13 weeks since the age of 14 and who is still being looked after

“Relevant Child”

means:        a child who is aged 16 or 17 who has been looked after for at least 13 weeks since the age of 14 and who has left care.

“Former Relevant Child”

means: 	a young person aged over 18 who was previously ‘eligible’ or ‘relevant’ and is now aged up to 21 or longer if they are still in education and training

“Qualifying Child”

means:  	a young person who leaves care after the age of 16, but are not ‘eligible’ or ‘relevant’ but they do not fulfil the 13 week criteria

“Advocacy”

means:   	helping and supporting a person to get their views across and take part in decisions that affect their lives. 

“Child Protection Conference”

means:    	a meeting to discuss concerns about the care of a child, to identify whether the child is at risk of harm and to agree what needs to be done to reduce the risk.

“Child Protection Plan”

means: 		a plan that is agreed by the Child Protection Conference detailing     	an assessment of the child’s needs, identifying the objectives and services required to meet them to reduce the risk of harm,

Child Protection Review”

means:   	a meeting to review the progress of a child protection plan and an assessment of any continued risk of significant harm to the child.



“Pathway Plan”

means:  	a written document that records needs, identifies actions to be taken and resources that need to be put in place to support young people through their transition of leaving care to independence

“Local Authority”

means:   Cornwall Council, Treyew, Road, Truro, Cornwall, TR13AY

“Corporate Parent”

means: 	the formal partnership needed between all local authority  	departments, services and associated agencies responsible for meeting the needs of looked after children and young people
“Key Performance Indicator”

          means:       the performance measures set out at section 6
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INTRODUCTION and OVERVIEW 

At any one time the Council has approximately 440 children and young people in the care of Cornwall Council and approximately 350 on the Child Protection Register.  

The Advocacy and Independent Visitor services covered by this specification are currently provided by two organisations through separate contracts. The purpose of this specification is to bring these services together into a single contract in order to streamline services enabling the formation of opportunities to improve service co-ordination, efficiency and value.

The following table shows the volume of services over the last three years, based on number of young people receiving a service:

	Service
	2012/13
	2013/14
	2014/15

	Advocacy for children and young people in care
	Data not available
	40
	60

	Advocacy for  children and young people involved in child protection
	90
	180
	200

	Independent Visitors
	28
	30
	35

	Advocacy for children and  young people with a disability
	  5
	  5
	  5

	Complaints Service
	10
	12
	8



The provision of a high quality and effective Advocacy and Independent Visitors Service is a statutory duty under the Children’s Act 1989 and The Adoption and Children’s Act 2002 and contributes to the strategic priority of protecting children from significant harm by providing children in care who do not have any, or limited, contact with their birth families, or where it is considered to be in the best interest of a child, with an adult to visit, advise and befriend them.

On April 1st 2011 Section 23ZB of the Children’s Act 1989 came into force which states that:

· A responsible authority looking after a child has a duty to appoint a person to be a child’s Independent Visitor where it appears to be in the child’s interest to do so. Any decision not to appoint an Independent Visitor should be kept under review to make sure that the opportunity to appoint such a person is considered if the child’s circumstances change. The child’s wishes and feelings should be ascertained and the responsible authority may not appoint an Independent Visitor if the child objects.





Service Specification

This service specification should be read in conjunction with the Invitation to Tender, and all corresponding documents, which inform the entire service provision, and shall take priority in the event of any inconsistency with any other provision in this document.

1) [bookmark: Service_Aims_and_Objec]Service Aims and Objectives 

Cornwall Council requires an Advocacy and Independent Visitor Service to meet our statutory duties, national guidance, local strategic priorities and best practice.  Accordingly, Cornwall believes there are nine principal reasons for commissioning this service:-

1. To empower children who are going through very difficult times;
2. To safeguard children within child protection procedures and actions;
3. To ensure a fuller picture emerges of the child’s life, wishes and concerns and therefore a more credible assessment of their best interests;
4. To increase the child’s engagement in child protection processes and outcomes;
5. To provide the child with an additional trusted mechanism for raising concerns;
6. To ensure the child remains everyone’s focus;
7. To increase parents’ engagement in child protection processes and outcomes;
8. To bring about wider changes in policy and practice;
9. To help local authorities demonstrate compliance with *domestic and international law;

Service Scope

The service scope is to provide advocacy services to children and young people aged 6-18 who are:

· Children and young people in care
· Children and young people involved in child protection proceedings
· Children and young people with a disability
· Any Child or Young Person wishing to make a complaint about a service that they have received from the Council.

In addition Independent Visitors are to be provided to:
· Children and young people in care


Policy and Legislative Requirements

These Services will assist the Council to meet its priorities and duties in line with the following policy and legislative requirements: 

Annex A – Legislative and policy framework for provision of Advocacy and Independent Visitor Services.
	Policy and Legislation 

	· The Children’s Act 1989 – places a duty on all local authorities with social services to ensure advocacy services are provided for children and young people making or intending to make a complaint ( or need representation)

	· The Children’s Act 1989 inserted by section 119 Adoption and Children’s Act 2002 – this places a duty on Local Authorities to provide advocacy services for children in care and care leavers

	· The Leaving Care Act 2000 – places a duty on Local Authorities to make advocacy services accessible to all care leavers making or intending to make a complaint

	· The Adoption and Children’s Act ( 2002) – places a duty on local authorities  to provide advocacy services to children who wish to make a complaint or representation under the 1989 Children’s Act which requires local authorities to make a complaints procedure available for children and young people in care for and children in need. This duty was implemented from April 2004 through ‘Get it sorted’

	· The Advocacy Services and Representations Procedure (children) (Amendment) Regs 2004 - Get it sorted - Section 17 (1) (a) Children’s Act 1989 - this imposes duties regarding provision of advocacy services, building on the principles of UN Convention on The Rights of Children, Every Child Matters: Next Steps which puts children’s views and wishes at the forefront of the decision making process.  The guidance states that advocacy provision includes children and young people who are ‘thinking of making a complaint’ the guidance therefore provided a broad definition of advocacy and requires services to be proactive and preventative and not purely a reactive crisis response provision.

	· The Children Act 1989 Schedule 2 Paragraph 17 :  places a duty on Local Authorities to provide an Independent Visitor to children in care if they feel it is in the child’s best interest and communication with their parent has been infrequent. The Independent Visitor must be independent of the Council and will have the duty of visiting, advising and befriending the child

	· The UN Convention Rights of the Child: states that children should have the right to participate, the freedom to express opinions, to have a say in matters affecting their own lives and to prepare for responsible citizenship. The following articles are relevant to the provision of advocacy services:
· Article 2: Every child irrespective of race, colour, sex, language and disability should be protected from every kind of discrimination
· Article 12: Every child shall be given the opportunity to express their point of view and have it taken into account whatever the procedure
· Article 12: Every Child should be given the right to say what they think and have it listened to
· Article 13: Every child has the right to freedom of expression that is the right to express their ideas and opinions and obtain information of all kinds.

	The Cornwall Council Corporate Parenting Strategy 2013-16 includes the following priorities which are relevant to the provision of these services:

•	Educational aspiration, progress and attainment
•	Participation and advocacy; 
•	Further improving the access of care leavers to education, training and employment;
•	Further improving the access of care leavers to specialist CAMHS Services.

	The Children in Care Council (Cornwall) - Seven Pledges to Children and Young People in Care (2015) requires services working with children and young people in care and care levers to promote the following pledges:

· To find the best available home for you
· To help you stay in touch with your family and friends
· To help you stay healthy
· To support you to do your best at school and college
· To help and support you to move on from care
· To help you to participate and make sure your voice is heard in the decisions about you
· To help you stay and feel safe
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Advocacy

Service availability:  The Service Provider will provide access to an advocacy service during, but not limited to the following times: 
· 8.45am – 5.15pm Monday – Friday. (With the exception of Bank Holidays)
· Some evening and weekend provision when there are individuals who cannot access the service during core operational hours.
The Service Provider will ensure that all children or young people have a minimum of a weekly contact with their Advocate during their complaints process where this is requested by the referrer or child /young person

Independent Visitors

Service availability:  The Service Provider will provide access to Independent Visitors on a flexible basis with meetings arranged at times that are convenient to the child or young person. This will include after school and weekend provision.


Advocacy and Independent Visitors

The Service Provider will ensure that:
· All Services are available in accordance with the needs of Young People using the Service and in consultation with the Council
· The Services will be provided for 52 weeks of the year excluding Bank Holidays
· Appropriate arrangements are in place to enable the Young People to access support in a crisis or emergency
· There is equality of access and that all aspects of service delivery reflect the diverse needs and requirements of actual and potential children and young people using the Service. 


Service Requests

The Service Provider will ensure that:
· There is an effective process to accept service requests (and signpost where necessary) for children and young people from a wide variety of sources
· There is capacity to provide a same day response to service requests.
· All accepted service requests  have their advocate identified within 3 working days of the service request
· Initial contact between the advocate and the child or young person takes place within 5 working days of the service request 
· There are no children or young people on any waiting list for any aspect of the service
· Clarity is provided to the child, young person or referrer of the type of advocacy to be provided
· The service contract manager within Cornwall Council is informed immediately if the service is unable to provide an advocate to an individual. 

Catchment area
The geographical area of delivery will be county wide. The provider will also need to provide a service to children and young people placed outside of the county that have been identified as requiring an advocate or independent visitor.  As far as possible reciprocal arrangements between authorities will take place for when a child in care is accommodated outside of Cornwall However, there may be occasions when a service may need to be provided to a young person in care outside of Cornwall.

Service Information

The Service Provider will publish and make freely available Service information containing the following: 
· The full contact details to include postal address, email address, website address and telephone number
· A summary of the Service provided and eligibility
· Information about how to make complaints, comments and compliments
· Confidentiality, safeguarding and child sexual exploitation policies
· Details of how to request information in alternative formats tailored to meet the specific needs of Young People 

The Service Provider will ensure that information is dispersed as widely as possible and that literature is produced and distributed to key organisations or venues that may be accessed by potential service users and their families.

The Service Provider will ensure that information about the Service is made available in forms reflecting the diversity of the local population. This may include but is not limited to other languages, easy read, large print, Braille and visual or audio.

Information will be updated whenever there is a material change to the Service or its facilities either by means of the publication of an insert or by republication.

The Service Provider will ensure that young people have details relating to how to access The Council’s out of hours service.
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The Service Provider will ensure that Staffing is at an Appropriate and safe level to ensure that the Service can be provided in accordance with the Contract.  The Service Provider will:
· Have a process and policies for induction, continuous development, training and service guidance manual for all staff, including any volunteers or sessional staff linking to the services commissioned within these arrangements.
· Ensure that effective information sharing, collaboration, shared expertise and understanding between agencies and professionals takes place
· Recruit a diverse group of volunteer Advocates and Independent Visitors to deliver the services within this specification
· Establish a bank of independent Advocates for children and young people covered by this service. The bank should reflect a wide range of backgrounds, with particular regard given to ensuring effective involvement where there is a language or communication barrier and/or where there are mental capacity issues relating to understanding and decision making.

Service co-ordination: The Service Provider will ensure that all aspects of service delivery are co-ordinated by a named co-coordinator to ensure that volunteers are trained and able to provide this service to young people.

Staff Recruitment: The Service Provider will ensure that all Staff are recruited in accordance with the requirements of this Contract and the Authority’s Safeguarding Guidelines for Suppliers.

The Service Provider will recruit Suitably Experienced and qualified Staff to deliver the services in line with safer recruitment procedures.
The Service Provider will ensure that any recruitment process will involve a nominated Local Authority representative.

Staff and volunteer supervision: The Service Provider will ensure that Advocates and Independent Visitors receive appropriate on-going support and supervision to include risk and safeguarding as standing items, to provide an effective service to young people they are matched up with; through one to one meetings, telephone contact, administration and emails.  The Service Provider will ensure that Staff involved in the co-ordination and management of these services will receive supervision at least monthly to enable them to deliver services effectively and to identify areas where barriers to accessing services and achieving better outcomes for this client group.

Service delivery: The Service Provider will ensure that Advocates are trained, supervised and supported to:
· Help children and young people to raise issues and concerns about things they are unhappy about.  This includes making informal representations and formal complaints under section 26 of the Children’s Act 1989
· Challenge all types of unlawful discrimination
· Ensure that children and young people can understand what is happening to them, can make their views known and, where possible, and exercise choice.
· Speak up for children and young people, making sure their rights are respected and their views and wishes are heard and acted upon by decisions makers
· Empower children and young people to make sure that their rights are respected and their views and wishes are heard at all times
· Represent the views, wishes and needs of children and young people to decision-makers
· Help and support children and young people get their views across and take part in decisions that affect their lives
· Ensure that any concerns from the child or young person are represented / advocated, so these are heard, understood and responded to at the earliest opportunity to prevent a complaint. Where these steps do not resolve the issues of concern, the individual is supported in making a complaint and represented to the Council. Where a concern is about the provider they are expected to make arrangements to have these concerns looked at independently. 
Devise a quality monitoring form for advocates which is then informed from the Views of other professionals involved with the young person   
Staff Training: The Service Provider will ensure that all staff and volunteers have received and are able to evidence training in the following areas including but not limited to:
· Safeguarding Children and Young People 
· Safeguarding Adults
· Child Sexual Exploitation 
· Confidentiality and information sharing 
· Effective case recording skills 
· ‘Signs of Safety’ and risk management

The Service Provider will:
· Identify other appropriate training and qualifications to ensure that Staff are  trained on an ongoing basis in order to effectively perform their role  and to meet the contract requirements. 
· Ensure that all advocates and independent visitors are trained to a sufficient level of qualification in line with advocate and independent visitors standards (preferably to degree level) to enable a sufficient and developed level of expertise.
· Ensure that induction, training and development requirements are in line with advocacy and IV standards including safeguarding and role expectations.
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Implementation Timetable

There will be a service lead in time of 3 months for contract mobilisation and to ensure the smooth transition of services to the provider. The following are provisional dates for service implementation.
	Key milestones
	Date

	Contract mobilisation  and service transition where applicable
	April – June 2016

	Contract commencement
	July 2016

	Quarterly contract monitoring meetings
	Once a quarter

	Annual quality review
	During Q4 of each year

	Contract  review
	2019 and 2020 if applicable




Strategic Aims
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The Service Provider, through its provision of Advocates and Independent Visitors will assist the Council by contributing to the relevant priorities for development identified in the Corporate Parenting Strategy 2013-16 (and any future strategies in this area) which includes:

•	Educational aspiration, progress and attainment
•	Participation and advocacy
•	Further improving the access of care leavers to education, training and employment
•	Further improving the access of care leavers to specialist CAMHS Services.

The Service Provider will also evidence how the services supplied promote and Demonstrate impact on the following Seven Pledges to Children and Young People in Care (Cornwall Children in Care Council 2015): 
· To find the best available home for you
· To help you stay in touch with your family and friends
· To help you stay healthy
· To support you to do your best at school and college
· To help and support you to move on from care
· To help you to participate and make sure your voice is heard in the decisions about you
· To help you stay and feel safe


Service Conditions

Engagement with young people in care, Care Leavers and stakeholders identified key recommendations to the delivery of these services and included: 
· Service promotion with young people - All services should have a clear plan for how they will communicate information about their service and how to access it to young people in care and care leavers. This should include opportunities for young people in care and care leavers to meet staff from the service and should include service promotion just before key transitions identified by young people.
· Service promotion between services and other agencies - that all services have a clear plan for how they will share information about their service with the other services and agencies that young people in care/ care leavers access and how access to support can be facilitated
· Transitions - the need to access a service is reviewed at key transition points i.e.) moving home, leaving care, changing schools, going to college, starting a job, with young people, as young people we spoke to recognised that this was often when they needed services most and also may need support to access the right service
· Joined up services - young People also felt that all services could be more co-ordinated so that that opportunities were made for them within all of the services to meet with staff from the range of services available to them and have support to access them
· Value – the importance of demonstrating the value of future spend and ensuring improved value for money across the service areas.
· Partnerships – the need to work collaboratively with partner organisations to improve the effectiveness and quality of services delivered based on the strengths that each partner brings.

Cornwall Council requires the Service Provider to deliver the Advocacy and Independent Visitors Service in accordance with each of the following principles:
· Demonstrate expertise in both safeguarding and promoting the welfare of children
· Ensure that all children who use the Service are made aware that their wishes and views will be respected providing that their actions will not expose them or any other individual to a serious likelihood of significant harm
· Ensure that the needs of children and young people are treated as paramount
· Ensure that each child/young person is treated as an individual who is encouraged and valued in making plans about their future
· Provide a service, which is child centred and works to the young person’s pace
· Provide an open, transparent and effective service, which works for children and young people exclusively
· Treat all individuals with respect, dignity and honesty
· Offer choice of services
· Listen to children and young people’s views and work in partnership with them to assist the Council in raising the standards of care
· Value the contribution made by all
· Represent the wishes and feelings of children and young people.
· Empower children and young people who use the services of the Council
· Provide children and young people an effective voice through the care system
· Promote the rights of children in need and those looked after, empowering them to seek their entitlements
· Provide an environment and promote a philosophy that supports and enhances the quality of life for the Child/Young Person
· Provide emotional support in day-to-day living and for other personal problems and issues the Child/Young Person may have and ensure that the Child/Young Person’s educational and health needs are met
· Maintain contact with relatives and others in accordance with the Child Protection / Care Plan
· Provide stimulation and encouragement to maintain as many previous appropriate skills, interests, activities and friendships as possible, in or out of the home and the opportunity to develop new interests and friendships
· Create an environment that sets boundaries and provides care and control that protects the Child/Young Person and allows for growth and development


The  Service Provider will deliver Services in line with the National Standards for the Provision of Children's Advocacy Services (Department of Health 2002)  in line with the following definition of an advocate, as someone who:

· Supports children to speak up for themselves or at their request put the views
Of the child across for them
· Gives children information and advice about their rights and any worries they have and help them make choices
· Supports children to sort out problems and issues with the people who are involved in their life and if necessary help them make a complaint if they are not happy about something
· Makes sure children's views and feelings are heard and that they are fully involved in decisions about their lives
· Ensures children's rights are met by the people who make decisions about them.


Service Aims (Advocacy Services)

The aims of the Advocacy services are:

To provide high quality, effective and responsive advocacy services which include direct advocacy, development of self-advocacy, representation, information, advice  and support which are attractive to children and young people, easy to access and flexible to meet the needs of the following target groups:

· Children and young people, who are at risk of significant harm, abuse of neglect through the child protection process
· Children and young people who are in the care of the Local Authority, in order to help them understand their rights and put their views across including the child in care review process
· Children and young people with a disability
· Any Child or Young Person wishing to make a complaint about a service that they have received from the Council.

To enable children and young people to understand their rights and put their views across in order to participate in decision making relating to their case and / or make a complaint about the service they are receiving or have received in the last 12 months.

Service Aims (Independent Visitors Service)

The aim of the Independent Visitors Service is to:

· Provide Independent Visitors to provide support befriend and offer guidance to children in care 


Service Objectives

Service Objectives (Advocacy and Independent Visitor Services)

The common objectives of the services are to:
· To co-ordinate all aspects of service provision relating to the provision of the Advocacy and Independent Visitor services within this specification and to ensure that delivery takes place within the contract requirements.
· Develop and implement targeted promotion of the service to encourage the referral of the most vulnerable children to the service including those with complex needs and vulnerabilities
· Receive and assess referrals of children from Children’s Social Care.
· Ensure that there are effective mechanisms for children to comment on and contribute to the design and delivery of the service
· Maintain effective working arrangements with Independent Reviewing Officers
· Work in partnership with key stakeholders
· Attend relevant conferences to discuss their work and spread awareness
· Ensure ongoing consultation and engagement of key stakeholders and service users with the aim of generating consistent levels of high satisfaction amongst service users
· Encourage user feedback and provide evidence of how this is then incorporated into planning and service delivery to enhance the way services are provided. 

Service Objectives (Advocacy) 
In addition the objectives of the advocacy service are to:

· Implement a service that promotes the rights of the target groups covered within this specification.
· Promote the advocacy service around key transition times for children and young people, particularly around changes in school/ college/ accommodation and review meetings.
· Pro- actively promote the service to the target groups covered in this specification and enabling potential service users to meet advocates and ask questions about the service, for example, meeting informally and providing information sessions with children and young people in care through their engagement and participation groups.
· Deliver services which speak up for the priority groups covered by this specification whenever possible by:

· Encouraging self-advocacy where ever possible and enabling them to speak up for themselves.
· Helping them to achieve an understanding of their situation and options.
· Supporting them to participate in and influence decisions that affect their lives, particularly about representing their views, wishes and needs to decision-makers; and seeking remedies for breaches of their human rights.

Service Objectives (Independent Visitors)
The objectives of the Independent Visitor service are to:
· Establish a bank of independent persons for children in care. The bank should consist of individuals with the skills, competences, knowledge and values to work in the best interest of vulnerable children and should have a rich range of skills in order to match with the children and young people’s needs. The bank should reflect a wide range of backgrounds to match local, cultural and any additional needs of children and young people
· Develop a profile of all Independent Visitors that includes details of their cultural and religious backgrounds, hobbies and interests, time available and geographical areas in which they can visit
· Implement a linking process to ensure best match for children and Independent Visitors.
· Ensure that the appointment and matching of an Independent Visitor is carried out sensitively and has regard to the child’s needs and abilities in terms of age, gender, cultural heritage and interests.
· Develop and implement a review process to ensure after 6 months independent visitor links are still needed and achieving outcomes for children. This will maximise take up of the service. 
· Contribute to children’s statutory reviews. 
· Ensure that the Independent Visitor Co-ordinator completes risk assessments on an ongoing basis and each Looked after Child has a Safe Care plan in place. Maintain up to date records of Independent Visitors and Children and Young People, undertaking regular reviews and providing report / statistical information as required.
·  Managing the links with Independent Visitors for 40 children at any one time. Where relationships have ended, this will include time taken to establish new links. Each Independent Visitor and the Co-ordinator will have no more than two young people to support at one time
· Ensuring all Independent Visitors agree with the referrer contact arrangements to meet the individual needs of each child and young person. This will be reviewed at the child in care review

Direct Service Delivery Requirements

Consistent befriending and support:  The Service Provider will provide an Independent Visitor to:

· Meet regularly with the child/ young person at an agreed time

· Provide support, advice and encouragement throughout the time they are in care. 
·  Access social, recreational activities and community activities,
·  Support and mentoring  to develop interests, try new activities and  develop  life  skills
·  represent views to professionals
· Support in visiting people and places

Child in care reviews:  The Service Provider will provide an advocate to:
· Meet with young people prior to their Child in Care reviews
· Attend reviews to ensure children’s reviews age over 6 is represented.
· Use the seven  pledges to children and young people in care  as a basis for discussions with children and young people and as a means to demonstrate any improved outcomes for children and young people in care 
Children and Young People involved in child protection proceedings
The Service Provider will, in addition, meet the following requirements for children and young people involved in child protection proceedings:
Child Protection Reviews:   The Service Provider will provide an Advocate to meet with children and young people prior to Child Protection review of plans.
Child Protection Conferences: The Service Provider will provide an Advocate to ensure children’s views for those aged over 6 are represented.

Children and Young People with a Disability
The Service provider will, in addition, meet the following requirements for children and young people with a disability:
Transition Reviews: The Service Provider will provide an Advocate when requested to support young people at transition reviews. For example, when they are transitioning from a children’s service to an adult’s service or when they are changing school or going to a new college.

Children and Young People with a Disability who are in care are or subject to child protection proceedings: The Service Provider will ensure that an Advocate is provided with the specific skills needed to ensure that this most vulnerable group of children and young people are effectively supported through advocacy ensuring that any additional resources to enable them to do so are put in place so that they are able to communicate their concerns and needs as effectively as possible. 

Any Child or Young Person wishing to make a complaint: 

The Service Provider will ensure that any child or young person wishing to make a complaint about a Council service is supported to do so. The support available to do this should be flexible according to the child or young person’s needs preference and abilities. The type of support that can be offered will include:
· Information about how to make a complaint via phone / email/ letter
· Advocacy through support given to resolve a complaint via direct advocacy or support of self-advocacy
· Advocacy through attendance at any meetings arranged to resolve the issue(s)

Transitions to Adult Services: The Care Act places a duty on Local Authorities to provide an Independent Advocate to facilitate the involvement in a transition assessment where the person in question would experience substantial difficulty in understanding the necessary information or in communicating their views, wishes and feelings – and if there is nobody else appropriate to act on their behalf.  This duty applies for all young people or carers who meet the criteria, regardless of whether they lack mental capacity as defined under the Mental Capacity Act.

Transition to an adult’s independent Advocacy service will take place if a young person has been accessing a children’s Advocacy service and is likely to continue to require an advocate at 18 and meets the above criteria.

To assist in the transition process Advocates will work together through a period of hand over from Children’s’ Services to that of adults independent advocacy.

5) [bookmark: Service_Outcomes]Service Outcomes 
Volume of service
The service provider will work with a total of 500 young people per year, broken down by the following service type:





	Independent Visitors for Children in Care
	 40 per year

	Advocacy for Children in Care 
	 150  per year

	Advocacy for Children involved in child protection proceedings
	 250 per year

	Advocacy for children and young people with a disability
	30 per year

	Advocacy for children and young people wishing to make a complaint 
	30 per year



Service Outputs and Outcomes: The outputs and outcomes to be delivered by these services are contained in the Key Performance Indicators at section 6 of this specification.

Improved Outcomes for Young People

The Service Provider via the effective delivery of Advocacy and Independent Visitor Services will make a significant contribution to improving the following outcomes for children in need and children in care in Cornwall. 
 The Council and the Service Provider will work jointly to agree on and produce an outcome measurement tool to demonstrate the impact of the service on these outcomes:
· To be listened to and included
· Improved confidence and ability to express themselves
· Greater choice and control over matters that affect their lives
· Improved pro-social skills - i.e. building and sustaining relationships, positive self-identity and esteem
·  Healthy, happy and resilient children living in a family based setting
· Increased number of families (especially parents, but also young people) who are able to make positive changes to their behaviour
· Children are able to attend, learn and achieve at school
· Young people are ready for and able to contribute to adult life
· Children and young people are protected from significant harm To be listened to and included
· Young people are ready for and able to contribute to adult life
· Children and young people are protected from significant harm
· Improved communication skills and effective relationships with peers
· An increased range of skills and capabilities relating to personal and social development
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The Service will be formally reviewed by the Authority during the Contract period. This includes the following components:

Contract compliance: Annual check of all contract compliance requirements

Safeguarding: An annual audit of safeguarding practice plus quarterly monitoring of safeguarding and child sexual exploitation issues arising presented for discussion as case studies 

Quality: The Service Provider and the Council will develop a quality framework for measuring service delivery that complies with the quality requirements of the National Advocacy Standards and all relevant legislation in the provision of Advocacy and Independent Visitor Service. An annual quality audit of the provision of services, including feedback from service users and other stakeholders and auditing of service records.

Performance:
The Authority and the Service Provider will work in partnership to assess the quality and performance of the Service on a quarterly basis. This will be achieved through quarterly contract monitoring meetings, agreed between The Authority and the Service Provider.  Contract monitoring meetings will be held on a quarterly basis at Chy Trevail, Bodmin
The Service Provider will undertake a quarterly assessment of performance and complete the Key Performance Monitoring template at section 6.1 of this specification. This will include:
· Outputs delivered in accordance with the Key Performance Indicators set out in 6.1
· Outcomes delivered in accordance with the Key Performance Indicators set out in 6.1 

The Service Provider will produce a narrative report on a quarterly basis, which sets out:
Service Activity: Overview of service delivery provided broken down by service type.
Output and Outcomes: Key observations from outputs and outcomes performance. 
Social and added value:  An update of the added value provided by the service. This should include any additional funding achieved or applied for, examples of added value provided to this service through existing services within the organisation and the development of any new volunteer and peer initiatives.
Case Studies: Case studies which show a Young Person’s circumstances and needs and outcomes achieved. This should include cases where safeguarding and child sexual exploitation issues have been identified. 
Quarterly Financial Monitoring Return: The Service Provider will complete a quarterly monitoring return to show details of expenditure, staffing and any
Additional income brought into the commissioned service.

Service Review
The Authority will work with the Service Provider to develop an approach to service review during the first 12 months of the Contract Period. This will include but is not limited to:
· Annual delivery plan 
· Comprehensive impact assessment 
· Young People’s feedback
· Quality audit 
· Improvement plan 

The annual targets will be reviewed with the Service Provider on an annual basis to determine any change in service delivery requirements between the services for the forthcoming financial year. This will be reviewed within quarter 4 thorough the quarterly contract performance monitoring meeting. 


6.1 Key Performance Indicators:
The following Key Performance Indicators will be used to monitor the performance of the Contract:
	Indicator
	Target 15/16
	Q1
	Q2
	Q3
	Q4
	Annual Total
	Comments

	1. Advocacy Services
	
	
	
	
	
	
	

	1.1  Number of children and  young people engaged in advocacy services broken down by: 
· Service user profile i.e.) ethnicity, gender, sexuality, religion, disability including disability type and locality area
· Target group i.e.) Child in care, involved in Child Protection, child/ young person with a disability, supporting a child / young person with a complaint
· Service delivery method, i.e.) face to face, phone, email.
· Intervention type  i.e. direct advocacy, representation, support with self-advocacy,
· Meeting type  i.e. Child in Care reviews, Child Protection Reviews, Child Protection Conferences, Transition Reviews
· Intervention length  i.e. number of meetings or contacts, number of weeks supported, total number of hours delivered broken down by direct service delivery and case support

	460
consisting of:

Children in Care  150
Children/ young people involved in child protection proceedings  250

Children / young people with a disability - 30
Other Children and young people making a complaint - 30
	
	
	
	
	
	

	1.2 Total number of service delivery hours broken down by:
· Service activity i.e.  direct service delivery, volunteer and staff  supervision, volunteer and staff training, service promotion  management, administration
· Direct service delivery method i.e. Face to face, phone, email
	TBC by tender submission
	
	
	
	
	
	

	1.3 Total number of service requests accepted broken down by request source.
	Monitor only
	
	
	
	
	
	

	1.4  % of service requests responded to within 3 days
	100%
	
	
	
	
	
	

	1.5  % of accepted service requests matched with an advocate within 5 days
	90%
	
	
	
	
	
	

	1.6 % of  children and young people who  have a minimum of weekly contact with their advocate during their complaints process where this requested by the referrer or child/young person 
	100%
	
	
	
	
	
	

	1.6 Total number of children and young people who have completed advocacy interventions within the quarter broken down by target group
	Monitor only
	
	
	
	
	
	

	1.7  Total number of children and young people who are engaged in ongoing advocacy broken down by target group
	Monitor only
	
	
	
	
	
	

	1.8 % of completed interventions where the outcomes for the child/ young person are recorded.
	100%
	
	
	
	
	
	

	1.9 % of children/ young people with improved outcomes as a result of an advocacy intervention, recorded by the service in line with the outcomes covered in section  5 of this specification
	75%
	
	
	
	
	
	

	1.10 Percentage of children / young people providing feedback on their experience of the service   
	50%
	
	
	
	
	
	

	1.11  % of complaints supported within the required timescales
	100%
	
	
	
	
	
	


	1.12  Number of volunteers recruited to deliver advocacy services
	TBC in tender submission
	
	
	
	
	
	

	1.13 Number of volunteers successfully completing induction training
	Monitor only
	
	
	
	
	
	

	 1.14 Number of volunteers matched with a child/ young person
	Monitor only
	
	
	
	
	
	

	 1.15  Profile of volunteer delivery showing:
· Number of children and young people supported by individual volunteers broken down by target group
· Geographical location

	Monitor only
	
	
	
	
	
	

	2.  Independent Visitors
	
	
	
	
	
	
	

	2.1 Total number of children and young people who have an Independent Visitor broken down by: 
· Service user profile
i.e. Age ,ethnicity, gender,  sexuality, Religion, Disability/Disability type, locality area
· Support type/activity i.e. visiting, mentoring, befriending, social and  recreational activities, community activities, life skills, signposting, representing views to professionals
· Intervention length  i.e. number of meetings or contacts, number of weeks supported, total number of hours delivered
	40
	
	
	
	
	
	

	2.2: Total number of service   delivery hours broken down by:
· Service activity i.e.) direct service delivery, volunteer and staff  supervision, volunteer and staff training, service promotion  management, administration

	 TBC - The provider will specify in their tender submission
	
	
	
	
	
	

	2.3 Total number of service requests accepted broken down by request source.
	Monitor only
	
	
	
	
	
	

	2.4  % of service requests responded to within 3 days
	100%
	
	
	
	
	
	

	2.5  % of accepted service requests matched with an Independent Visitor within  4 weeks
	90%
	
	
	
	
	
	

	2.6  % of young people with needs assessment  in place detailing child/ young person’s circumstances, needs and agreed outcomes 
	100%
	
	
	
	
	
	

	2.7  % of young people with exit/ transition plan in place when no longer eligible for or need  the service
	100% 
	
	
	
	
	
	

	2.8  Percentage of children / young people providing feedback on their experience of the service   
	50%
	
	
	
	
	
	

	2.9  % of children/ young people with improved outcomes as a result of support form an Independent Visitor and recorded by the service in line with the outcomes covered in section 6  of this specification
	Monitor only
	
	
	
	
	
	

	2.9  Number of volunteers recruited as Independent Visitors
	40
	
	
	
	
	
	

	2.10  Percentage of volunteers successfully completing induction training
	Monitor only
	
	
	
	
	
	

	2.11  Percentage of volunteers matched with a child/ young person as an Independent Visitor
	Monitor only
	
	
	
	
	
	

	2.12   Profile of volunteer delivery
showing:
· Number of children and young people supported by each Independent Visitor.
· Geographical spread of Independent Visitors

	Monitor only
	
	
	
	
	
	

	3. Staffing
	
	
	
	
	
	
	

	1.2 Number of staff employed to deliver the service broken down by:
· Number of FTE staff employed to work on the services in this specification 
· Number of FTE staff employed  as a manager service co-ordinator 
· Number of FTE employed in administrative roles
	A  service co-ordinator  is employed to coordinate all of the services within the specification
	
	
	
	
	
	

	4. Added value
	
	
	
	
	
	
	

	Percentage of contract value planned for, secured and sustained through additional funding
	10%
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9.  Compliments and Complaints
The Service Provider will ensure that evaluations and service user feedback will be obtained from a minimum of 50% of Young People accessing services under this contract on at least an annual basis in order to identify impact and potential areas in which the service could be improved based on the experiences of those accessing it.
The Service Provider will ensure that mechanisms are put in place to ensure that Young People using the service can provide feedback when they want to. Young People have fed back that this is important to them i.e.) regular opportunities for feedback and that they are aware of how to make a complaint or a compliment about the service.
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If you would like this information
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