SCHEDULE 1 - SERVICE SPECIFICATION

SHORT BREAK OVERNIGHT, SESSIONAL RESPITE AND OUTREACH SUPPORT SERVICE
This Service Specification describes the provision of a Short Break Overnight, Sessional Respite and Outreach Support Service, to be delivered under a three year spot purchased Wokingham Borough Council (“WBC”, “The Council”) contract, with the opportunity of further extension for up to two separate periods of twelve months, subject to satisfactory performance, funding availability, accommodation availability/suitability and mutual agreement of the parties.
1 Overview of the Service
The aim of the service outlined in this specification is to provide high quality, short break respite and outreach support to vulnerable adults aged 18-and over with a learning disability to enable them to continue to live in their own homes and to support their carers to continue in their caring role. 
The service will also contribute to reducing social isolation and increase opportunities for community access for the people using the services and their carers.
The service will offer support to adults with a learning disability, complex needs and associated physical disabilities.
The service will consist of three elements:
1) Short break bed based overnight respite for up to 8 residents at Loddon Court
2) Sessional afternoon and evening respite at Loddon Court
3) Outreach support to provide

a) support to an individual in their home and/or to access activities and services in the community
b) care and support to a person in their home or in the community in order to provide a break for their carer
The overnight and sessional respite elements must be available 365 days a year
Wokingham Borough Council will fund a minimum of 62.5% of overnight respite capacity whilst reserving the option to purchase further capacity as set out in this specification.  
2. Service Elements
2.1 Short Break Bed Based Overnight Respite at Loddon Court
Periods of stay will be between 1, and 14 nights, however in the case of emergency or other unresolvable situations this can be varied as required by the purchaser. 
Each customer will have their own bedroom and access to shared and communal areas. 
The building from which the overnight and sessional respite elements of the service will be delivered is split into two wings of 4 bedrooms each. One bedroom has been adapted to cater for individuals with more challenging needs.
2.2 Sessional Afternoon and Evening Respite at Loddon Court
This service is available 7 days a week. Customers are entitled to a snack and/or meal and can participate in any activities on site as appropriate. This can be varied depending on need and availability.
Where appropriate staff will support customers to prepare a snack or meal. This should enable them to retain or acquire food preparation skills and also be an activity to be enjoyed in its own right.
Sessional respite can be purchased in 1 hour blocks, up to a maximum of 6 hours in one sitting.
2.3 Outreach Support Service  
The service will be provided by support staff in customers’ homes, places of work/ study or other community locations outside of the service base.  It will provide outreach support tailored to the individual as dictated by each customer’s Support Plan and as agreed by the customer’s social care practitioner. 
Outreach support must not be provided or delivered at the premises used for short break overnight and sessional respite service. The administration of arrangements for outreach support may be undertaken at the premises.
The service will be available for customers to access from 8.30am to 10.00pm each day or longer by exception.
2.4 Use of both Outreach Support and Sessional Respite on the same day.
It is permissible for customers to make use of both services on the same day (e.g. to access the community and to receive an evening meal at Loddon Court). These must be treated for all purposes as two separate services and evidenced as such. For example:

Outreach session – 2.00pm to 4.00pm – off the premises
Respite session – 4.00pm to 8.00pm – on the premises
3. Support Provided
3.1 General 
Whilst not exhaustive, the following describes key elements of the support that could be provided via the overnight respite, sessional respite and outreach services. The support provided to customers should be determined by their individual levels of need.
Support to be provided across all Service Elements:
· Personal care and hygiene, including washing, showering and bathing, toileting and teeth cleaning;
· Manual handling and hoisting where appropriate;

· Medication management, prompting and administration;
· Support to maintain and increase daily living skills such as, personal hygiene, cleaning, money management, travel and personal safety;

· Support with developing peer relationships and maintaining positive social relationships;

· Meal planning and assisting customers to purchase food (note the cost of any food purchased during outreach support will be met by the customer). food hygiene and storage and the preparation and cooking of food;
· Ability to assist in an emergency or crisis, contacting the relevant agencies and providing support in the interim;

· Support to understand personal safety including maintaining the safety and security of the premises and support to recognise, understand and minimize risks and hazards; and

· Support to build and maintain positive relationships with staff and other customers.

Additional Support to be provided by the Overnight Respite and Outreach Elements:
· Support to arrange and accompany customers to medical and dental services and appointments where required;
· Support to access the local community and participate in chosen activities or attend social or family events;
· Support to travel and access transport, including support for personal safety and security in the community, including travelling alone, journey planning, travelling and using public transport.
The service will take proactive steps to monitor the health, wellbeing and safety of staff and customers. The service will ensure that appropriate records are kept of concerns and that reporting to appropriate organisations and bodies is undertaken in line with organizational policy and statutory requirements. This may include, but is not limited to, reporting to Wokingham Borough Council, CQC, Police, Public Health England and the Health and Safety Executive (RIDOR)

All support will be provided on the basis that each customer is supported to be as independent as possible and to make their own choices and carry out tasks themselves as far as is possible and reasonable. This will be evidenced via quarterly quality and outcome performance monitoring as set out in section 13.
The requirements of service delivery may change over the life of the contract or to meet particular needs in specific cases and the provider must be willing to work in partnership with WBC and other relevant stakeholders to ensure that the services provided and the way that the service is accessed/delivered meets the needs of those eligible to use it.
3.2 Personal Care

The provider will ensure that staff providing personal care: 
· Are appropriately trained and competent to provide the care required and, as a minimum, have undertaken the required training set out in section 8 of the specification. 
· Treat customers with dignity and respect when providing personal care.

· Respect and make provision for customers’ preferences in the way that the care is provided including arrangements for the care to be provided by a member of staff of the same sex as the customer.

· Deliver personal care in accordance with the Care Quality Commission’s Essential Standards of Quality and Safety.
· Respect physical, cultural and religious preferences in how personal care should be offered, details of which will be written down and made available to all staff members who will or might provide personal care. 

3.3 Food and Nutrition
In respect of the Overnight Respite and Sessional Respite elements, the provider will:
· Ensure that people using the respite service are offered a varied range of healthy and nutritious food at mealtimes.

· Ensure that drinks are available to people using the service as they require/request.
For all service elements, the provider will:

· Ensure that any food and drinks prepared or offered meet the needs of people who have special dietary requirements that might include: medical conditions, cultural, religious and personal choice.

· Ensure that the availability of food and meal times correspond with a person’s readiness to eat and is consistent with their normal conventions around food. 

· Always treat people who are unable to consume food without assistance with dignity and respect. 
· Ensure that where food is stored, prepared and cooked it will be compliant with Care Quality Commission Guidance (see: guidance about compliance; Essential Standards of Quality and Safety, March 2010: 76), and Regulation 14 of the Health and Social Care Act 2008 (Regulated Activities) Regulations 2010. 
3.4 Medication

The provider will ensure that storage, training, supervision, prompting and administration of medication will be compliant with all relevant current legislation, regulations and statutory guidance and ensure that the Care Quality Commission’s guidance about compliance is followed and understood. 
3.5 Safeguarding
The service will adhere to the Berkshire Safeguarding Adults policy and procedures protocol and have in place its own safeguarding policies and procedures.

http://www.sabberkshirewest.co.uk/
4 Eligibility for the Service  

The service is available for people and their carers, who have been assessed as having an eligible need. 

The following three criteria must be met for access to the service. 
i. Care Act Eligibility
The respite and outreach services will be provided to service users and carers who:

· have been assessed as having an eligible support need and 
· who have a personal budget which can be used to purchase the service.
ii. Learning Disability
People directly supported by the service must have a need arising from a learning disability. They may also have other needs, including physical disabilities; however a learning disability must be the primary reason for their need. 

iii). Age
The service can only be provided to adults aged 18 or over 
5. Referrals, Admissions and Exclusions

5.1 Referrals for Customers Funded by Wokingham Borough Council

The overnight and sessional respite elements must be available 365 days a year. 

The outreach service will be available all year with the exception of recognised bank holidays.

Referrals for this service for customers funded by the Council may come either 

i) from, or approved by, an appropriate member of the Council’s adult social care staff
or

ii) where the customer is using a direct payment, directly from the customer or their carer

The service must have in place a policy and procedure for booking services which supports the delivery of the service to meet the requirements set out in this specification.

The provider should work in co-operation with WBC and its agent Optalis to facilitate other agencies to undertake appropriate assessments as directed by the customer’s social care practitioners. 
The service must have a clear admissions and exclusion policy in place which reflects the requirements of this service specification with clear criteria and processes. It must be shared with WBC, and stakeholders and be subject to periodic review. 
All referrals received must undergo a proportionate assessment of need, risk and eligibility by the provider prior to the applicant being accepted. This is inclusive of referrals from other Local Authorities. 
Where application information indicates that following referral a visit to the customer’s home is required to complete an assessment, this visit must be undertaken within 5 working days of the referral being received (unless contact with the customer has been not been possible).
Under the principles of fair access, no applicants/customers should be unreasonably excluded from accessing the Service. Reasonable exclusions are:
· where people do not meet the service’s acceptance criteria and exclusion arrangements (which reflect the provider’s and/or the building’s ability to respond to a person’s needs) 
or
· where people are refused on the grounds of risk as a result of the outcome of a risk assessment process. 
Anyone refused a service should be referred back to their Social Care Practitioner 
The complete process from receipt of referral, assessment and outcome to be completed (and communicated to the carer and customer) within 21 days

The provision of the overnight respite service will take priority over sessional respite should there be circumstances in which it may be unsafe or inappropriate for customers to access the services at the same time. 
5.2 Referrals from Other Sources

Subject to capacity being available, the service may accept customers from other referral sources for overnight respite (e.g. from people privately funding the service or referrals from other Local Authorities) on an independent, ad hoc, spot purchased basis. However, where the service wishes to accept a referral for a customer who is not funded by the Council, the provider must ensure compatibility with WBC funded customers using the service and that there are no potential safety risks, before the referral is accepted. This must be part of the provider’s admissions policy. 

6. Support and Service Capacity

The service must be able to cater for varying levels of need.
The provider must have systems in place to accept applications based on priority of need. A waiting list must be established which also prioritises on this basis. The service must be able to recognise and manage support requirements effectively to ensure people have sufficient and fair access to the service and risk is appropriately managed.
The service must be able to demonstrate that it is effectively working towards achieving full capacity and that service delivery is designed in line with the demand and needs of individuals. 

7. Premises and Service Location 
All overnight respite will be delivered at the respite premises at Loddon Court. No overnight provision is to be arranged at any other premises.
The building is owned by Ability Housing Association. The respite unit is subject to a rolling lease between Ability Housing Association and Wokingham Borough Council. The current lease is due to expire on 31st March 2019. It is anticipated the lease will automatically be renewed at expiry. If required, the provider must work in partnership with WBC in relation to any plans or activities in relation to the relocation of the service to other premises

Outreach support must not be provided or delivered at the premises used for short break overnight and sessional respite service. The administration of arrangements for outreach support may be undertaken at the premises. 

The provider may also source their own office space as they see fit however, no additional payment will be made for costs incurred in use of any other office accommodation used by the provider in connection with the management of either service.
The provider will be responsible for ensuring the premises are kept clean and tidy and that rooms are ready and in a fit state for occupation and use at the times required.

Responsibilities and arrangements for maintenance, decoration and repairing and replacing fixtures, fittings and furniture will be covered by a separate agreement. See Schedules 6 and 7.
8 Staffing Requirements
The service must be staffed to meet all relevant CQC requirements and guidance. 

http://www.cqc.org.uk/content/guidance-providers
Staffing levels must be sufficient to provide a safe environment for all customers using the service at any one time. The provider will ensure that appropriate levels of staffing are maintained at all times to safely and effectively deliver the service as detailed in this specification. 
The provider will:
· Have a written policy which covers the providers approach and service standards in respect to recruitment, induction, training, and retention of staff. and will ensure that staff maintain high standards of professional behaviour and job performance – 
· Have a written supervision policy which includes arrangements for ensuring that staff receive support and supervision from an experienced manager who is easily accessible to staff.  Management must be able to support staff to deal with the challenging situations that are likely to arise in supporting vulnerable adults with complex needs and associated physical disabilities and their families
· Endeavour, as far as possible, to operate the service with a consistent staff team to help achieve the most effective support delivery possible
The provider will ensure that all support staff will have:
· experience of working with people with learning disabilities, complex needs and associated physical disabilities, including epilepsy and autism
· an understanding of the disabilities and difficulties experienced by people using the service and how best to support people experiencing these difficulties
· an understanding of the impact of support needs on customers, their families and local communities
· undergone relevant training including, as a minimum safeguarding, medication management and administration, manual handling, epilepsy, autism awareness, learning disabilities, behaviours that challenge
· any other relevant training as and when required (where relevant training has not been completed staff must be supervised by an appropriately trained member of staff)
· a commitment to empowering individuals to lead an independent life
· the ability to work creatively and flexibly to meet the needs of customers
· the ability to manage group dynamics within accommodation sites in order to avoid the escalation of difficult situations
· a full understanding of adult and child protection issues and procedures
· the ability to work in partnership with local statutory agencies, voluntary agencies and other housing and support providers
· an understanding of the organisation’s service requirements and procedures and those of WBC
· knowledge of ideas and initiatives concerning best practice in support services and in particular in supporting people with learning disabilities
· current and reviewed DBS checks. The provider must adhere to the requirements of the Disclosure and Barring Service (DBS) which includes carrying out checks with the DBS on all staff employed and/or any volunteers engaged. These checks must be at the enhanced level where staff and any volunteers provide or supervise the provision of the support services, and at least at the standard level for staff and any volunteers who do not directly provide the support services but who come into regular contact with customers. All checks must be renewed every three years.
9 Support Planning, Risk Assessment and Risk Management. 
9.1 Support Planning:

The provider will ensure that each customer using the respite and/or outreach services (the services) will have a named key worker.

The provider will ensure that each customer using the services has an outcome-focused support plan. Support plans aim to empower the customer – and will be formulated in partnership with the customer, and if appropriate, their carer, to ensure the plan is reflective of their needs, aspirations and wishes. The plan will identify and describe the support or actions needed to meet or achieve mutually agreed outcomes, including the actions required from other relevant professionals. 

New customers will have, as a minimum, an initial support plan in place before support commences, based on information obtained through the application process. All support plans will be reviewed and amendments recorded at least every six months or, earlier if required as a result of any changes in need. 

Support plans will be available to customers in a format that enables their maximum understanding of the key elements of the plans; this may include plans being available in easy read versions
9.2 Risk Assessment and Risk Management:
The provider will ensure that a risk assessment is completed with each customer using the services. A written risk management plan will be formulated with each customer which identifies risks presented to and by the customer, and identifies and describes appropriate risk management strategies
New customers will have, as a minimum, an initial risk management plan in place before support commences, based on information obtained through the application process. All risk management plans will be reviewed and amendments recorded at least every six months or, earlier if required as a result of any changes in need and or risk.
10 Partnership Working

The service will establish and develop strong working relationships with local stakeholders and services. The provider will ensure that appropriate referral pathways are in place to facilitate referral and access to other services as needed.
The provider will ensure attendance at the provider forum chaired by Wokingham Borough Council and other meetings/events as agreed.
11 Service Development
The provider will have systems in place which support and enable continuous improvement of the service – including staff and service user engagement.
Staff must be aware of and have a sound, up to date understanding of key relevant government policies, legislation and good practice guidance and use it to inform service planning and delivery. 
The provider will have systematic arrangements in place for consulting with customers and stakeholders of the service. As a minimum this will include:

· Completion of an annual service user and carer satisfaction survey

· Evidence of service user engagement to support planning and risk management

· Service user and carer forums (face to face and online) which provide opportunity to feed into service delivery and share information on service developments and outcomes. 
The provider will actively encourage and support regular customer involvement and consultation with regard to the service including monitoring service quality/delivery and service improvements and changes
12. Payment 

12.1. Service costs:
If a customer requires travel or transport, the cost will be covered via personal budget arrangements where a customer is found to be eligible following an assessment of need. 
Overnight respite services will be purchased in a 24 hour block per night.

Sessional respite services will be purchased and charged by the hour.

Outreach services will be purchased and charged by the hour. This cost should not include food and drink as this should be paid for by the customer.    
Overnight Respite

12.1.1. WBC Funded Customers

An overnight stay will be regarded as starting and finishing within a 24 hour period from the arrival of the customer.

The amount payable by WBC or any person using a Direct Payment from WBC for each 24 hour period will be £XX.XX (to be determined by tender).
The 62.5% of capacity reserved for the Council will be subject to spot purchase at this rate. 
The above rate will also apply to accessing the service using a direct payment from the customer. 
Provision of overnight respite above the 62.5% reserved for customers funded by the Council will be available for purchase, as follows:
· directly purchased by the Council on behalf of the customer. In this case the provider will invoice the Council directly
or

· directly by customers using a direct payment from the Council (in this case the provider will invoice the customer and the customer will pay the provider directly).
12.1.2 Self-Funding Customers, Non-WBC Funded Customers and Non-Wokingham Residents 

Capacity above the 62.5% held exclusively for WBC, may be booked by non-WBC funded customers, including residents of the Borough using private funding and to customers living outside of the Borough. 

However, bookings for non-WBC funded customers may only be made 1 week in advance, strictly subject to availability. This is to maximise the availability of the service to WBC funded customers.

The provider may provide and charge for the service, at a rate to be agreed directly with the customer, subject to the following provisions
i) WBC funded customers have priority and a bed may not be provided for other customers where this would prevent a WBC funded customer accessing the service. 

ii) WBC has the right to veto bookings from taking place in circumstances where the service is required for a WBC funded customer.
iii) The service will not be charged at less than the rate paid by WBC funded customers. 
12.1.3 Sessional Respite and Outreach Support 
Sessional respite and Outreach may be purchased

· by the Council either on a direct spot purchase basis or through an Individual Service Fund arrangement 
or
· directly by customers of the borough using a direct payment from the Council
13 Contract Monitoring

The service will be subject to contract monitoring which will consist of as a minimum an annual contract monitoring visit to ensure that the requirements of the contract and service specification and outcomes are being delivered. During the first twelve months of the service more frequent monitoring may be undertaken, this will be determined by the Lead Commissioner for the service.
The provider will report on the delivery and performance of the service to WBC and other stakeholders on a quarterly basis. This should include:

· Performance against set KPI’s (13.1);

· Additional reporting information (13.2); and

· Outcomes (13.3). 

The service specification, KPI’s and outcomes will be reviewed and amended as appropriate on an annual basis with the provider. 
13.1 Key Performance Indicators
	
	KPI 
	Method of Measurement 
	Threshold
	Frequency of Reporting

	KPI 1
	Demographic breakdown of service users and carers  i) referred and ii) receiving a service by age, disability and ethnicity 
	Provider report
	100% of people asked for information
	Quarterly

	KPI 2
	% of assessments completed within 5 days of receipt of referral  

* where assessment via home visit is indicated 


	Provider report
	100%
	Quarterly 

	KPI 3
	% of service users who had their assessment completed within 21 days
	Provider report
	100%
	Quarterly

	KPI 4
	% of risk assessments  for new customers completed prior to first day 
	Provider report
	100%
	Quarterly

	KPI 5
	% of risk assessments reviewed and updated within six months of completion/last update
	Provider report
	100%
	Quarterly

	KPI 6
	% of support plans  for new customers completed prior to first day 
	Provider report
	100%
	Quarterly

	KPI 7
	% of support plans reviewed and updated within six months of completion/last update
	Provider report
	100% 
	Quarterly

	KPI 8
	% of case files audited at random by managers and key audit findings
	Provider report
	Minimum of 10% of case files audited at random
	Quarterly

	KPI 9
	% of i) employed staff and ii) volunteers with current enhanced DBS in place 


	Provider report
	100% staff and volunteers are DBS checked
	Quarterly

	KPI 10
	% of employed staff and volunteers that have undertaken all required minimum training 
	Provider report
	100% of new staff and volunteers who have completed Safeguarding Training 

100% staff refreshed in safeguarding training every three years
	Quarterly

	KPI 11
	Customer and carer satisfaction survey
	Provider report
	100% of service users provided with the opportunity to give  survey feedback

75% and above survey response rate

95% of service users and carers rating the services as good or excellent 

75% of carers self-report via survey that they are able to continue their caring role 


	Annual

	KPI 12
	% occupancy for respite services: 

· Commissioned direct by WBC

· Self -funded


	Provider report
	62.5% occupancy for residents of WBC
	Quarterly

	KPI 13
	The overnight short break respite service must have arrangements in place to enable all emergency referrals to be placed within 24 hours of referral where practicable
	Provider report
	95% compliance with target
	Quarterly


13.2 Additional Reporting Information

In addition, the provider will be required to report the following information on a quarterly basis. Whilst there are no formal performance levels associated with these information requirements, they will be reviewed as standard as part of quarterly performance meetings and actions agreed as appropriate.
1: Accommodation status of people receiving services:

a) at time referral is received by the provider

b) (for people offered a service) 12 months after support first offered.

2. Number of referrals, for:

a) new customers

b) number of requests for existing customers for overnight respite and sessional respite

3: Number of respite and sessional outreach support hours delivered (average per week)

3. Number of people in each reporting period who have accessed:

a) an overnight stay

b) sessional respite 

c) outreach support

4. Numbers of people who have received support to access the following services in each reporting period:

a) Employment

b) Education 

c) Training

d) Medical, e.g. doctor, nurse, dentist

e) Leisure

f) Community- other

5. Number of safeguarding alerts that have been substantiated 
6. Number of complaints and compliments 
13.3 Overnight Respite, Sessional Respite and Outreach Outcomes 

	Outcomes
	Measures
	KPIs 

	Outcome 1: Carers are able to maintain their caring role by having a break from their caring responsibilities 
	· Carers self-report they are able to continue their caring role 

· The level of new customers accessing the service increases from the baseline established at the start of the contract 
	KPI 11 and 13

	Outcome 2: Carers are able to maintain their desired quality of life 
	· Carers self-report they are able to maintain their desired quality of life
· Annual carers satisfaction survey results 
	KPI 11

	Outcome 3: Carers will feel supported by having timely support and will be reassured that their loved one will be appropriately cared for including in emergencies 
	· Carers will self-report that they can access support in a timely fashion including in emergencies 

· Customers have been appropriately cared for in emergencies
	KPI 2, 3, 4, 6, and 13. 

	Outcome 4: Customers and carers have the opportunity to manage their own support so they are in control of what, how and when support is delivered to match their needs 
	· Evidence of customer and carer input in support planning and risk assessments 

· Customers and carers report they are able to access services when it’s convenient for them
· Customer and carer self-report

· Annual satisfaction survey
	KPI 8 and 11

	Outcome 5: Enabling customers and carers to maintain and improve their physical and mental wellbeing 
	· Customers and carers  self-report improved physical and mental wellbeing 

· Customers  have attended relevant activities within the service and externally 

· Support plans provide evidence that people are maintaining improved physical and mental wellbeing 

· On a quarterly basis, the manager has to audit 10% of their support plans and document key findings – files should be chosen at random to check this outcome is being met 

· Annual satisfaction survey
	KPI 8

	Outcome 6: Enabling people to be more socially active, experience new social environments and engage with local communities to reduce social isolation including accessing leisure activities, education, employment and training. 
	· Customers self-report improved engagement with social activities and with the community 

· Participation in onsite activities is monitored
· Support plans provide evidence that customers have been more socially active 

· Provider reports evidence higher participation in social activities and engagement with the community 

· Annual satisfaction survey
	KPI 11 and KPI 8 

	Outcome 7: Customers and their carers have a positive experience of care and support 
	· Customer and carer self-report

· Compliments and complaints
· Annual satisfaction survey 

· Evidence of quarterly client consultation 
	KPI 11


This service will contribute to delivery of aims and objectives set out in the following strategies:

1. Wokingham Health and Wellbeing Strategy: 2017 – 2020.

2. The Council Plan: 2014 - 2017
3. Wokingham Carers Strategy: 2016 – 2019
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