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In this Specification the following expressions shall have the following
meanings:

“Contract”
means: 	the Contract for the provision of the Services, 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 Independent Mobility Assessments (Blue Badge) for The Blue Badge Scheme 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       

“DfT”
         means: 	Department for Transport


“Medically qualified”
means: 	is recognised by the issuing authority as holding a professional qualification, the obtaining of which involved them being trained in the assessment of a person’s ability to walk.  
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	The Blue Badge (Disabled Persons’ Parking) scheme was introduced in 1971 under Section 21 of the Chronically Sick and Disabled Persons Act 1970.

The aim of the scheme is to help disabled people with severe mobility problems to access goods and services, by allowing them to park close to their destination. The scheme is open to eligible disabled people irrespective of whether they are travelling as a driver or as a passenger.  

The scheme provides a national range of on-street parking concessions to Blue Badge holders. It allows them to park without charge or time limit in otherwise restricted on-street parking environments, and allows them to park on yellow lines for up to three hours.

The Department for Transport (DfT) is responsible for legislation that sets out the framework for the scheme. They also provide non-statutory guidance to local authorities on the administration of the scheme.  Cornwall Council is responsible for the day to day administration and enforcement of the scheme.  

An individual’s eligibility for a Blue Badge is considered in terms of being ‘eligible without further assessment’ or ‘eligible subject to further assessment’. 

Applicants ‘eligible subject to further assessment’ may be issued with a Blue Badge if they are more than two years old and fall within the one or more of the following descriptions:

· Drives a vehicle regularly, has a severe disability in both arms and is unable to operate, or has considerable difficulty in operating, all or some types of parking meter; or
· Has a permanent and substantial disability that causes inability to walk or very considerable difficulty in walking.

In cases where there is a permanent or substantial disability, the local authority is required to confirm eligibility via an Independent Mobility Assessment unless it is self-evident from information already held that the applicant meets the eligibility criteria for a Blue Badge.
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Cornwall Council is responsible for the administration and enforcement of the Blue Badge scheme within its local authority area.  A thorough desktop assessment process 

is in place with applications subject to further assessment being considered by trained staff.    

The total number of new and renewal Blue Badges issued in the last 4 years are:

	
	Total badges issued

	01.04.2012 – 31.03.2013
	11,295

	01.04.2013 – 31.03.2014
	10,994

	01.04.2014 – 31.03.2015
	11,852

	01.04.2015 – 31.03.2016
	10,521



These breakdown between applications ‘eligible without further assessment’ and applications ‘eligible subject to further assessment’ as follows:

	
	Eligible without further assessment
	Eligible subject to further assessment

	1.4.2012 – 31.3.2013
	4546
	6749

	1.4.2013 – 31.3.2014
	4497
	6497

	1.4.2014 – 31.3.2015
	4630
	7222

	1.4.2015 – 31.3.2016
	4519
	6002



The Supplier will provide independent mobility assessments for applications where the local authority is unable to confirm eligibility following information provided by the applicant.  Cornwall Council estimates on current volumes that 10 to 20 applications per week will require an independent mobility assessment although numbers may fluctuate further week to week.  The Supplier will need to demonstrate flexibility in their capacity to deal with changing volumes of referrals.  

Cornwall Council will expect these assessments to be undertaken face to face by a person who:

· Is recognised as holding a professional qualification, the obtaining of which involved them in being trained and having the necessary expertise to assess a person’s ability to walk.
· Has never been employed or engaged as a provider of medical services to the applicant.
· Does not have a personal or contractual relationship with the applicant.

The length of contract is for 36 months with no option to extend. 
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All independent mobility assessments undertaken on behalf of Cornwall Council shall be in line with the guidance outlined in the DfT non statutory Blue Badge scheme guidance.  

The Council expects that a number of independent mobility assessments would include supervised observations by another medically qualified individual; this is to ensure that quality standards agreed as part of the contract are being met.  The supplier must evidence that they can ensure at least 5% of independent mobility assessments will include supervised observations.  

In 50% of cases, the written independent mobility assessment report will be quality checked by the Supplier before being returned to the Council.  The QA checks undertaken by the Supplier should ensure that all core principles outlined in Section 5 of this document have been adequately assessed.  
Reports should be annotated as quality checked before return to the Council.  The Supplier must evidence that they quality check at least 50% of the written reports being returned to the council.

A monthly report showing the number of QA checks undertaken will be provided to the Council and will include the names and addresses of the assessments which have been quality checked, this will include both supervised assessments and checks completed on the written reports. The Supplier will also supply the names and addresses of individuals which did not show up for their booked appointment. 

The Supplier will undertake their own risk assessments on venues to be used for independent mobility assessments and will provide a copy of such assessments to the Council before commencement of services.  New venues selected during the life of the contract must follow the same process aforementioned.  Risk assessments will be reviewed annually following the date of initial assessment and earlier if changes happen at individual venues.  Evidence of such review will be made available to the Council on request.

At the outset of services, the supplier will provide a copy of their policies relating to handling violence & aggression, lone working and ongoing personal safety training for staff employed on the provision of services.   
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	Cornwall covers approximately 1,400 square miles. As part of a previous independent review undertaken by the DfT it was established that holders in rural areas were generally prepared to travel up to 20 minutes in order to be assessed for a Blue Badge.  Cornwall Council will expect the Supplier to provide assessments at a range of suitable venues to ensure applicants are not generally expected to travel substantially more than 20 minutes.   
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	The Supplier will:

undertake face to face independent mobility assessments in accordance with the guidelines provided by the DfT in The Blue Badge Scheme Local Authority Guidance (England);

Make initial contact by telephone with the applicant within 2 working days of the referral being made by the local authority to arrange an appointment.  Where telephone contact cannot be made, an appointment time and date will be offered in writing within 5 working days;

A schedule of appointments arranged will be returned electronically to the Council on a daily basis. 
 
Offer an appointment date to the Blue Badge applicant which is no more than 20 calendar days from the date the Council referred the applicant to the Supplier for an Independent Mobility Assessment. This shall be offered between the hours of 09:00 and 17:00 Monday to Friday, 52 weeks of the year.  Suppliers may wish to demonstrate how they can offer further flexibility with evening and / or weekend appointments.  

The Supplier will undertake all contact with the applicant upon receipt of the referral to schedule an appointment and reschedule if the venue, date and/or time offered is not convenient.  Where appointments are re-scheduled a notification will be sent to the Council electronically within 1 working day.

If the Supplier has to cancel a mobility clinic at short notice, e.g. due to the assessor being sick or a venue becoming unavailable with little or no notice, the Supplier will be responsible for contacting applicants to advise the clinic has been cancelled and offering an alternative date and time.  Where an appointment has been cancelled at short notice by the Supplier, an alternative date will be offered that is no longer than 10 calendar days ahead.  
  
The Supplier will provide a local rate phone number for applicants to telephone when confirming, cancelling or re-arranging appointments.  

The Supplier will not charge the Council for appointments that are cancelled more than 3 working days in advance.  Where an appointment is cancelled within 3 working days the Supplier should aim to offer the appointment to an alternative applicant who has been offered a later appointment date before charging for a missed appointment. 

Where an applicant fails to attend the appointment, telephone contact should be attempted by the Supplier to establish why the applicant was unable to attend and to offer one further appointment if still required.  If after 2 failed appointments the applicant wishes to continue with an independent mobility assessment, the Council will request payment of an upfront fee before expecting the Supplier to book a further appointment.  

Regular communication between the Supplier and the Council is essential to maintain high levels of customer service.  The Supplier shall demonstrate how they can work with the Council to maintain a smooth flow of information regarding individual Blue Badge applicants and to ensure resolution of day to day operating issues.  

The Supplier will assess the applicant at a venue not substantially more than 20 minutes travelling time from the applicant’s home.

If the time required to travel is likely to exceed 30 minutes, the Supplier will undertake an assessment at the applicant’s home address at no additional cost.  
The Supplier will be responsible for booking a range of suitable venues across the county.  This could include venues such as community hospitals, medical centres, community centres etc.  The Council will work with the Supplier to assess whether Council operated venues such as One Stop Shops or libraries could provide suitable venues.  Selected venues should enable where necessary, a range of functional movement tests to be undertaken so that the assessor can cross-check the applicant’s walking ability with the range of movement they exhibit.  Using a combination of appointments at central venues and home visits, the supplier should ensure that the number of assessments being completed in 1 day is maximised. 
  
The Independent Mobility Assessment will be undertaken by a person who is recognised as holding a professional qualification, the obtaining of which involved them in being trained and having the necessary expertise to assess a person’s ability to walk.  The DfT guidance suggests that these assessments would normally be undertaken by a fully qualified physiotherapist or occupational therapist registered with the Health Professions Council and who has an understanding of the Blue Badge eligibility criteria.  If the supplier intends to use medically qualified staff other than physiotherapists or occupational therapists they should outline what professional qualifications their staff will hold.   The supplier will be fully responsible for ensuring that staff used to conduct the assessments are suitably qualified and will be able to provide evidence of qualification on request by the Council.  The supplier will be fully responsible for ensuring that all staff engaged in the provision of these services are suitably training and that training required during the life of the contract is delivered at the suppliers own cost.  

In the event that a Blue Badge application is declined by the Council on the basis of recommendations made by the supplier, the supplier will provide a review process whereby another medically qualified person will work with officers of Cornwall Council to reconsider all of the facts contained within the original Independent Mobility Assessment and will notify the Council of its reconsideration accordingly.  
The assessment will encompass all of the following core principles:

	Topic	
	Core assessment principles

	Design of mobility assessment approach
	The mobility assessment procedure is designed and delivered by fully qualified healthcare professionals, such as physiotherapists and occupational therapists, with an understanding of the Blue Badge eligibility criteria.
Assessments begin with the assessor checking the applicant’s photograph ID, or comparing their appearance against photographs submitted with their application form, to ensure the person presenting for the assessment is the applicant in question.
At the end of the assessment the applicant is given the opportunity to provide any additional information or evidence that they believe will support their application.

	Applicant's manner of walking
	The assessor observes the applicant's manner of walking and notes the degree of effect on their ability to walk.  The impact of the applicant's speed, posture, rhythm/coordination, balance and stride on their walking ability can be recorded.
If required, the applicant undergoes a range of functional movement tests as part of the assessment so the assessor can cross-check the applicant's walking ability with the range of movement they exhibit.
The applicant describes journeys they normally undertake with details of where they travel from and to in the local area (including any walking), why they have applied for a Blue Badge and the impact it will have on their mobility.

	Underlying medical conditions and impact on walking
	Any medical conditions or disabilities which impact upon the applicant’s ability to walk without severe discomfort are discussed.  
This enables the assessor to cross-check the information provided by the applicant in their Blue Badge application and also acts as a form of identity check, since it would be reasonable to expect an applicant (or their advocate/personal assistant) to recall details of medical professionals that have been treating their condition/disability, the frequency with which the applicant visits these healthcare professionals and when they last had an appointment and medication they have been prescribed which is relevant to their walking impairment.
The assessor and applicant discuss the applicant's walking ability in order to gain an understanding of the nature of their walking impairment and determine whether it arises from a permanent and substantial disability.

	Excessive pain
	Pain is subjective and some people have higher pain thresholds than others.  An applicant’s perception of pain can often be measured using a Visual Analogue Scale:
[image: ] 
Consideration should be given to exploring whether the applicant experiences pain at rest, when walking and after walking.
The applicant’s self-reported experience of pain can be accompanied by probing questions covering: pain clinic involvement and management strategies, the origin of pain (e.g. do they know the cause), where it hurts (location of pain), duration of pain (constant, occasional), description of pain (burning, aching, stabbing), the type of medication the applicant uses (analgesics etc) and whether they take them.
The applicant’s self-reported level of pain can be checked against visual signs of pain on an applicant’s face and in their demeanour (sweating, pallor, shaking, grimacing).

	Breathlessness
	Breathlessness can be measured using a range of tools, such as the Medical Research Council’s Dyspnoea Scale:
	Are you troubled by shortness of breath when hurrying on level ground or walking up a slight hill?  Yes / No 
	If No 
	MRC Grade 1 

	If YES, do you get short of breath walking with other people of your own age on level ground? Yes / No 
	If No 
	MRC Grade 2 

	If YES do you have to stop for breath when walking at your own pace on level ground?  Yes / No 
	If No 
	MRC Grade 3 

	If YES do you get too breathless to leave your home, or do you get breathless after dressing?  Yes / No 
	If No 
	MRC Grade 4 

	
	If Yes 
	MRC Grade 5 


The applicant’s reported breathlessness should also be checked against visual signs of shortness of breath, and any difficulty maintaining conversation while walking or recovering from the effort of walking.
An applicant rated at MRC Grade 3 or above may be considered eligible for a Blue Badge if an assessor’s observations support the applicant’s self-reported degree of breathlessness.  An applicant rated at MRC Grade 1 or 2 may still qualify for a Blue Badge under the other aspects of the walking criterion.

	Walking speed and distance
	The applicant is observed and timed walking over a pre-measured distance as part of the assessment.  For example, assessors can observe the applicant mobilising to the interview/assessment room from a reception area and measure the time it takes them to cover this pre-measured distance for a quantitative measure of their walking pace.
If an applicant requires regular stops in order to manage severe discomfort (pain and/or breathlessness) and/or fatigue then the assessor can consider issues such as the duration of pauses, and the frequency with which they occur, when determining whether the applicant finds walking very difficult. 
It may be helpful to consider the total distance and time that an applicant can walk for without severe discomfort and balance this against the amount of time they spend pausing or resting 
If an applicant is unable to walk 30 metres (33 yards) in total, then their walking ability is not appreciable and they can be deemed as having very considerable difficulty in walking.
The applicant may be deemed eligible if they can walk 30-80 metres (33-87.5 yards) without pain or breathlessness, but demonstrate very considerable difficulty in walking through a combination of other factors (e.g. extremely slow pace and/or their manner of walking).
Applicants who can walk more than 80 metres (87.5 yards) and do not demonstrate very considerable difficulty in walking through any other factors would not be deemed as eligible.

	Use of walking aids
	The fact that a walking aid is or is not used may be relevant to the eventual decision, but this alone should not determine whether or not a Blue Badge is issued. 
For example, if a person can walk relatively normally with the use of an artificial leg or walking stick, then they should not be considered as eligible to receive a Blue Badge.  
It may be pertinent to consider whether an applicant is using any walking aids in a correct manner when determining whether they have very considerable difficulty in walking.
It may also be pertinent to consider whether an applicant who is not using any form of walking aid at the time of their application could improve their walking ability, to the extent that they would no longer demonstrate very considerable difficulty in walking, through the correct use of such an aid.

	Decision-making
	The assessor cross-references all of the information provided by the applicant during the assessment with the assessor’s observations on the day and other information derived from the application form and relevant local authority information systems prior to reaching their decision about whether the applicant is unable to walk or demonstrates very considerable difficulty in walking.
The assessor considers each aspect of walking (pain, breathlessness, speed, distance, use of walking aids and manner of walking) first in isolation, and then in combination, to reach a decision as to whether they combine to mean the applicant experiences very considerable difficulty in walking.



At the end of the assessment and before any decision is communicated to the applicant either by the supplier or the Council, a short customer satisfaction survey should be undertaken with the applicant.  This should cover as a minimum: 
 
· Did the applicant understand any letters or phone calls they had received from the supplier prior to attending the appointment; 
· Did they find staff they spoke to in connection with their appointment helpful and polite;
· How long it took the applicant to travel to the venue;
· If the venue was easy to find and any directions provided were clear and easy to follow;
· Was the venue easily accessible for the applicant;
· Was the applicant clear about the purpose of the assessment; 
· Did they feel the assessor treated them courteously and with respect; 
· Overall, was the applicant satisfied with the Independent Mobility Assessment process.

The supplier will provide the Council with a written report confirming the outcome of the mobility assessment within 2 working days and specifically will confirm whether or not the applicant meets the eligibility criteria for a Blue Badge.  Where the supplier considers that following an Independent Mobility Assessment the criteria have not been met, a detailed explanation will be provided to the Council.  This in turn will be used to provide the applicant with a detailed explanation by the Council outlining the reasons why their application has been unsuccessful.  

The report will be returned to the Council electronically in un-editable PDF format.  A copy of the customer satisfaction survey will also be returned with the assessment outcome report.  To ensure the security of sensitive customer information, reports must be returned using the Council’s encryption service, Cryptshare.   Reports will be returned to a specified email address which will be agreed at the outset of the contract.

The Council is committed to maintaining a high level of service delivery in relation to its Blue Badge assessment process.  As part of this commitment, Council staff involved in the assessment process will receive regular training.  The Supplier may wish to demonstrate how they can assist in the provision of ongoing training on issues relating to applicants mobility.  
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	Within 1 week of contract award the Supplier shall make their best endeavour to attend the initial face to face set up meeting with the Council, at New County Hall, Truro. 

Full implementation shall start no later than 1st October 2016.
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	The report will be returned to the Council electronically in un-editable PDF format.  

A copy of the customer satisfaction survey will also be returned with the assessment outcome report.  To ensure the security of sensitive customer information, reports will be returned using the Council’s encryption service, Cryptshare.   

Reports will be returned to a specified email address which will be agreed at the initial set up meeting.
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	Contractors shall ensure they have robust and well-managed safeguarding arrangements in place. The safeguarding arrangements must be compliant with the current and in-force regulations and legislation.  It is the Contractor’s responsibility to ensure all staff and volunteers employed, engaged or working under the directions of the Contractor (the “Employees”) are safely recruited, trained and managed to ensure compliance with the above mentioned requirements.
Child Protection/Safeguarding Adults Policies
Contractors shall have a Safeguarding Policy in place with detailed procedures, covering the protection / safeguarding of both children and adults, for:
· Safer recruitment 
· Training, including induction 
· Supervision and Safeguarding Procedure
· Management of allegations 
· Whistle-blowing

The Contractor shall ensure that all Employees have read and understood the policies that are in place.  
The Contractor shall keep a register of all Employees, and against each Employee the Contractor shall record the policies which the Employee has been given copies of, and the date such policies were provided to the Employee.  The Contractor shall also ensure the Employee signs and dates the register to attest the fact that they have read and understood such policies.
Safer Recruitment
Safer recruitment is an important part of making sure someone is suitable for the role they are undertaking. 
Contractors shall ensure all the relevant safeguarding, recruitment and barring checks have been undertaken for all Employees and keep appropriate training records on a centralised register. 
These checks shall, without limitation, for all Employees include:
· Application forms
· Checking self-declaration forms for relevancy to role
· Face-to-face interviews 
· Undertaking qualifications checks and ID checks
· Checking references before confirming appointment
· A probationary and supervision period for new staff
· Observation and peer feedback
· Conducting personal development reviews
· Monitoring conduct in the role
· Conducting in-role risk assessments
 
For all positions that come within the definition of Regulated Activity (summary found in Schedule 2.2) as currently set out within the Safeguarding Vulnerable Groups Act 2006 (and as amended by the Protection of Freedoms Act 2012), the Contractor shall be required to carry out an Enhanced Disclosure and Barring Service Check either, depending on the specific facts, with or without a check of the barred lists. 
The Disclosure and Barring Service (formerly the CRB) provides clear guidelines relating to posts that meet the definition of Regulated Activity and that are eligible for an Enhanced Disclosure.
Unless specifically permitted under the terms of the Contractor’s employment, the Contractor shall not be entitled to any additional payment from the Employer for carrying out the additional checks.
The Contractor shall carry out checks to a commensurate standard to the ones required for all UK nationals for Employees who are not UK nationals.  In circumstances where the Contractor is prevented, for reasons outside of their control, from obtaining commensurate checks, then the Contractor shall inform the Employer and carry out such checks as the Employer may reasonably require.
Information, advice and guidance relating to criminal record checking; positive disclosures and suitability decisions; providing services prior to a Supplier receiving a disclosure and any legislative changes as a result of the Protection of Freedoms Act (2012) can be obtained from the HR Safeguarding Team on 01872 324130 or email hrsafeguardingteam@cornwall.gov.uk. 
In addition, Contractors are required to liaise with and comply with any on-site policies that are in place.  Where such policies conflict with the requirements set out within this document, the Contractor shall notify the Employer.  The Employer shall inform the Contractor, in writing, which policy takes precedence.  The Contractor shall not be entitled to any additional payment from the Employer for compliance with the on-site policies.
Training
As a minimum, training shall always include an explanation of the organisation’s safeguarding policies, including the context and implementation; this will usually be carried out during staff induction and will be supported by regular refresher sessions.  Training for all staff and volunteers should cover: 
· Being aware of the importance, and their responsibility in appropriately sharing their concern, where they are worried that a child, young person or vulnerable adult may be suffering, or at risk of, abuse;
· Being aware of how to report any concerns about the behaviour of a colleague/ member of staff;
· Understanding and being able to implement safe working practices for individual workers;
· Knowing who in the organisation has safeguarding lead responsibility.

Contractors are required to ensure all personnel have undertaken appropriate and up–to-date training, including, where required, to comply with all relevant legislation.
Supervision and Safeguarding Procedure
When working on the delivery of this contract, the Contractor shall comply with all current and in-force statutory guidance for their sector, and any site-specific policies that are in place. The Contractor shall also comply with the Code of Conduct shown in Schedule 2.1 for all on-site works.
Management of Allegations
Contractors working in environments where children may be present must comply with the South West Safeguarding and Child Protection Procedures ‘managing allegations’ procedures, (www.swcpp.org.uk). Additionally, Managers involved in the delivery of the contract must be made aware of the MARU service and the Multi Agency Advice Team and the Contractor shall keep a centralised register evidencing this fact. Information on these can be found at http://www.cornwall.gov.uk/health-and-social-care/children-and-family-care/children-schools-and-families-leaflets/. 
Contractors must have a clear procedure in place for handling concerns/allegations of abuse or neglect which is consistent with the multi-agency safeguarding adults policy and the Safeguarding Adults Alerter's Guide, ‘No to Abuse’ (http://www.cornwall.gov.uk/health-and-social-care/safeguarding-adults/).  
Responsibility for compliance rests with the contracted organisation which should have a named senior manager, identified in the Safeguarding Policy, to whom all allegations should be initially referred. 
Whistle Blowing
Safeguarding concerns about colleagues or managers may be difficult for staff to raise because of potential repercussions. External commissioned services shall have their own internal whistle blowing procedures in line with the Council’s own, and their staff should be aware of these procedures. 
Monitoring Arrangements
The Commissioning Body may monitor the safeguarding arrangements of Contractors should it be felt necessary
All Contractors’ policies shall be regularly reviewed and updated to ensure they capture the most recent and in-force guidance, compliance and legislative requirements
Further safeguarding checks may be undertaken and information requested from the Supplier as the Commissioning Body deems appropriate
The Contractor shall forward any statutory safeguarding report[s] to the Commissioning Body within 48 hours of such a report being created and/or received by the Contractor.
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	The Service will be formally reviewed by the Council during the Contract Period and will include compliance, safeguarding, quality, performance, key performance indicators, performance outcomes, and service review. 
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	An annual check of all contract compliance requirements will be carried out by the Council.
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	An annual audit of safeguarding practice plus quarterly monitoring of safeguarding will take
Place by the Council.  
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	An annual quality audit of the provision of the Service, to include how the Service has complied with the above Quality Characteristics. 
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	The Council 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 Council and the Service Provider. 

The Service Provider will undertake a quarterly assessment of performance including:

· Outputs delivered in accordance with the Key Performance Indicators set out in Service Specification Condition 9.6 
· Outcomes delivered in accordance with the Key Performance Indicators set out in Service Specification Condition 9.6.
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The Council will monitor the performance of the Service by evaluating the input, output and outcomes data presented through key performance indicators. 

	Key Performance Indicator
	1. Customer Satisfaction Surveys

	
Outcome

The Supplier offers all applicants to whom it is delivering the Service to with an opportunity to feedback on the provision of the Service by being encouraged to complete a Survey at the end of their Independent Mobility Assessment.

Measure Definition

After the first 12 months from the contract start date, the percentage of applicants to whom the Supplier is delivering the Services who have been given an opportunity to provide feedback on the provision of the Services by completing a Survey after each Independent Mobility Assessment. 

Target for Good Performance

The first 12 months of the contract shall be data collection and benchmarking purposes. There will be no targets set until the annual review. During that review, a target for good performance will be set by the Council, for the duration of the contract. 

Data Source

The Supplier’s compliance with this KPI will be measured using data supplied by the Supplier in the Monitoring Workbook which it is required to complete and submit to the Council each Quarter.

Definitions

Survey - means an applicant survey set out in an easily accessible range of communication formats used to identify an Applicant's level of satisfaction with the provision of the Services.





	Key Performance Indicator
	2. Data Breaches

	
Outcome

The Supplier implements appropriate measures to protect Personal Information (as defined in the Data Protection
Legislation) so as to ensure that all applicants are safeguarded.

Measure Definition

The total number of reported Data Breaches in each Quarter.

Target for Good Performance

The Supplier has zero (0) Data Breaches in any Quarter.

Data Source

The Supplier's compliance with this KPI will be measured using data supplied by the Supplier in the
Monitoring Workbook which it is required to complete and submit to the Council each Quarter. 

Definitions

Data Breach - means an incident in which sensitive, protected or confidential information has not been sufficiently protected by the Supplier and that there is a risk such information has been viewed, stolen or used by an individual unauthorised to do so. For the avoidance of doubt, any Data Breaches may involve any Personal Information relating to an Applicant, such as health information, any information which personally identifies an individual or any trade secrets or intellectual property.




	Key Performance Indicator
	3. Record Keeping and Reporting

	
Outcome

The Supplier provides accurate and true data to the Council in a timely manner so as to ensure that it is working with the Council to improve the quality of the Services being delivered.

Measure Definition

Completed workbooks submitted after the deadlines, agreed at the initial set-up meeting(s), of the specification. 

Target for Good Performance

There are zero (0) workbooks submitted after the deadlines set out and agreed during the initial set-up meeting, of the Specification or not at all.

Data Source
The Supplier's compliance with this KPI will be measured using data supplied and agreed at the initial set-up meeting between the Supplier and the Council. 



	Data requirements
	Frequency
	Target

	Number of Direct Delivery Hours: 
Based on 10 appointments per day inclusive of admin time
	Quarterly

	Monitor only (benchmarking)

	Number of appointments Offered within 2 working Day
	Quarterly
	95%

	Number of appointments offered outside the timeframe
	Quarterly
	Monitor only (benchmarking)

	Assessments to be undertaken within 20 working days

	Quarterly
	95%







	[bookmark: _Toc451437154]Performance Outcomes

	The Service Provider will provide the Council with a written report confirming the outcome of the mobility assessment within 2 working days. 

The Service Provider will provide any other additional information requested by the Council during the Contract Period. 





	[bookmark: _Toc451437155]Service Review

	The Council will work with the Service Provider to develop an approach to the 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 
· Self-assessment against the Quality Characteristics 
· Improvement plan are based on results of customer feedback PI
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