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Document 2: Specification For:




THIS SERVICE WILL PROVIDE THE PROVISION OF CARE AND SUPPORT TO A SUPPORTED LIVING HOME IN ANGLESEY.




1	INTRODUCTION

1.1 It is our priority that individuals can live independently in the community.  It is within this context that the Authority are inviting tenders from independent approved social care providers
1.2  to deliver a Service that is designed to provide high quality Care and Support services which enable, empower, support and encourage people with a learning disability to live independently through the delivery of a specialist supported living service. This service shall be delivered in accordance with the Terms and Conditions of the contract’s agreement.
 
1.2	The local authority, in conjunction with a local housing association have successfully developed a new supported living provision; the provision will accommodate a total of 3 citizens. The provision will accommodate 1 individual in the ground floor en-suite bedroom, and a further 2 individuals on the first floor. There is future scope for a 4th person to move into the house should this be appropriate. 

1.3	Each citizen will have their own commissioned care and support. The level of support for each citizen will vary.

2	SCOPE 

2.1	The aim of the Service can be expressed as:
“To provide an environment and support that enables the individual to enjoy ordinary patterns of life within the community”
2.2	The approach aims to offer a range of benefits, including:
· Greater choice, independence, and control in how health and social care needs are met.
· Improved quality of life in terms of financial wellbeing, social isolation, continuation of community life. 
· Better health and wellbeing outcomes as the housing, care and support is tailored to the needs of the individual.
· To be living within the area of which they have ordinary residence, supporting access to family and familiar environments.
PURPOSE OF THE SERVICE
2.3		Insofar as the delivery of the Service is concerned, the aims and philosophies shall be that - 
· It maximises independence irrespective of each citizen’s present or future level of need.
· Creates an enablement approach to care and support.
· Is of high quality.
· Is effective and efficient.
· Enables citizens to exercise choice and control within the community and own homes. Citizens shall be supported and encouraged to develop the ability to make choices and the understanding of the responsibilities that accompany these choices.

2.4 Avoids unnecessary restrictions on citizens independence to act or care for themselves in all areas of life (physical, social, and emotional) whilst ensuring that all proper Care and Support is given.
2.5 Is sensitive, appropriate, and designed so that it is inclusive of each citizen’s eligible needs for Service.

2.6 Offers structure and routine that can be regularly reviewed as meeting each citizen’s needs. 

2.7 Meets and responds to change in local needs and national legislation.

2.8 Works with the citizen, commissioning authority and the Multi-Disciplinary Team to meet the desired outcomes detailed in the commissioner’s care and support plans and Positive Behaviour Support Plans.

2.9 Works collaboratively with the commissioners, Multi-Disciplinary Team and others as defined by the commissioners to develop best practice and within the project.

ELIGIBILITY
2.10	Eligibility will be established by the Lead commissioners along with members of the Multi-Disciplinary Team, as appropriate, who will assess the potential citizen and confirm the tenants for each Scheme prior to engaging with the Provider.
PROFILE
2.11	Each citizen will all have a diagnosis of learning disability, which will vary in severity. They will also be secondary diagnosis, including Autistic Spectrum Disorder, Epilepsy and Communication difficulties. Some will display challenging behaviour. 
HOME
2.12	The citizen’s will live in their own home in Ynys Môn.  Their immediate family who are their main carers will live separately but will continue to be involved with each citizen’s support. Some may continue to provide an element of the care and support.  
CARERS DUTY
2.13	The citizen’s level of support within the project will vary. Some will require a significant level of direction and support whilst others require less support. Support staff will need to support guide and promote each citizen’s engagement to support plan their daily activities.
2.14	The successful providers are expected to support each citizen to:
· Help learn and maintain control of their life.
· Help each citizen to recover after a crisis or deterioration, for example after a stay in hospital.
· Involve each citizen fully in planning and setting goals to help them gain confidence and independence.
· Provide practical help, skills and knowledge to enable each citizen to support self to live as independently as possible in their own home.
· Promote their choices and build on their strengths.
· Enable and support each citizen to carry out their own daily living tasks.
· Implement creative solutions including the use of assistive technology.
· Building and sustaining unpaid carer relationships
· Liaise with the circle of support including GP, Carer, friends, voluntary agencies, and others in the community where appropriate.
· Help the citizens integrate into social environment and provide links to community groups or possible employment.
· Provide good information about the services they provide.
· Provide consistency of support.
2.15	Ynys Môn County Council will use information coming out of client reviews to monitor the degree to which progress on the following ‘I’ statements have been made cross-referenced to the National well-being outcomes:

	WHAT WELL-BEING MEANS
	NATIONAL WELL-BEING OUTCOMES

	Securing rights and entitlements
Control over day-to-day life
	I know and understand what care, support and opportunities are available and use these to help me achieve my well-being. 
I can access the right information, when I need it, in the way I want it and use this to manage and improve my well-being. 
I am treated with dignity and respect and treat others the same.
My voice is heard and listened to.
My individual circumstances are considered.
I speak for myself and contribute to the decisions that affect my life or have someone who can do it for me.

	Physical and mental health and emotional well-being
Also, for children: Physical, intellectual, emotional, social and behavioural development
	I am healthy and active and do things to keep myself healthy. 
I am happy and do the things that make me happy.
I get the right care and support, as early as possible.

	Protection from abuse and neglect
	I am safe and protected from abuse and neglect.
I am supported to protect the people that matter to me from abuse and neglect.
I am informed about how to make my concerns known.

	Education, training and recreation
	I can learn and develop to my full potential.
I do the things that matter to me.

	Domestic, family and personal relationships
	I belong.
I contribute to and enjoy safe and healthy relationships.

	Contribution made to society
	I engage and contribute to my community.
I feel valued in society.

	Social and economic well-being
Also for adults: Participation in work
	I contribute towards my social life and can be with the people that I choose.
I do not live in poverty.
I am supported to work.
I get the help I need to grow up and be independent.
I get care and support through the Welsh language if I want it.

	Suitability of living accommodation
	I live in a home that best supports me to achieve my well-being.


MENTAL CAPACITY & COMMUNICATION
2.16	The provider will need to consider how citizens have control over everyday issues and how some may lack capacity to make complex decisions about their life. The provider will need to have an understanding and ability to practice in accordance with the principles of the Mental Capacity Act. 
2.17	Each citizen’s ability to communicate verbally will vary. The provider must support those where their diagnosis of autism spectrum disorder and learning disability affects their communication abilities and implement alternative communication aids dependant on each citizen’s individual language characteristics; this will include, the use of PECS visual aids, interactive systems, "now and next", objects of reference and more.
2.18	Consideration to the active offer associated with the Welsh language is essential and must be promoted. Some citizens will be Welsh first language; others may be English first language or bilanguage. 
BEHAVIOUR
2.19	Each citizen requires a stable environment where their living situation respects their needs and their heritage. Due to some’s inability to express their wishes and feelings verbally because their language is limited, they rely on expressing themselves though their ‘behaviour’ and responses to situations.
2.20	Each citizen will have an Individual Support Plan and some a Positive Behavioural Support Plan which rely on a consistent approach from staff who knows them well.  Details of these Plans will be shared with the successful provider.
2.21	One of the citizens will be supported by two support staff when accessing the community to ensure their safety and the safety of others as behaviours can be unpredictable. Behaviours are of a physical nature as he will hit out towards others & throw items out of his way. He does have communication difficulties and incidents are linked to when he isn't being understood properly or is not in agreement with a demand put on him.
2.22	The other citizen’s will either be supported one to one, shared care or unsupported.  
AWARENESS OF NEEDS AND BASIC RISKS
2.23	The provider will ned to consider each citizen’s awareness of danger, both within home, and in the community. This will impact the level of supervision they require. The areas of consideration will need to include personal care, eating, dressing, and accessing resources. 
2.24	The support staff will need to ensure they are promoting activities and keeping individuals occupied. This not only provides routine but promotes them to feel safe within their home environment. 
2.25	The provider will need to consider each citizen’s health needs; and adhere to their dysphagia care plan or Individual Health Support Plan if relevant which details the assistance they require.  
2.26	Each care plan follows an active support model of care.  
EMOTIONS & PERSONAL INTERACTIONS
2.27	The successful provider will be given details of each citizen’s likes and dislikes. The provider will be asked to promote a consistent approach promoting citizen’s areas of interest.   The citizens will need to build and establish good working relationships with the staff to gain their trust and confidence to develop and encourage new opportunities and achieve greater outcomes. Because of this, they will need to be supported by a small and stable staff team.

[bookmark: _Hlk190351271]3a	PRELIMINERY MARKET ENGAGEMENT

Preliminary engagement with the market has been undertaken through established and regular forums, stakeholder meetings, and sector-specific networking events. These forums provide opportunities for suppliers to share insights, understand upcoming requirements, and contribute to shaping service delivery models. 


4	THE REQUIREMENTS
	
4.1	The Provider shall deliver a Service that meets the needs highlighted, the Positive Behaviour Support Plan and to the appropriate regulated national standards.
4.2 Each citizen will receive a flexible, consistent, and reliable support service.

4.3 They will always be treated with dignity and respect and their individuality will be respected in all aspects of the Service.

4.4 They will have control over decisions about their life and the services they receive, they have access to resources to help carry out their decisions and meet the outcomes agreed in the individual support plan and Positive Behaviour Support Plan.

4.5 Citizens are not marginalised in any aspect of the Service because of communication needs as defined in their Positive Behaviour Support Plan.

4.6 The Provider shall encourage each citizen to eat healthy nutritious meals and refreshments that meet their dietary, cultural, and personal choice.

4.7 If required, the Provider will consult with dietary and/or medical professionals who can offer specialised support and guidance on special dietary needs.

4.8 Each citizen’s religious, cultural, and spiritual needs are respected and supported by the Service.

4.9 Citizens know that information about them is handled appropriately, that their confidences are kept and their right to privacy is respected.

4.10 They are given the opportunity to be involved in and influence the running and development of the Service.

4.11 The Provider will ensure that each citizen have equal access to wider services without hindrance from discrimination or prejudice and they are protected from any discrimination, harassment, or social exclusion.

4.12 The Provider will work with the Commissioners to ensure that any transition from the Service for each citizen is as seamless and as positive an experience as possible.

4.13 The citizen, Carers and Advocates are confident that their complaints or concerns will be listened to, taken seriously, and acted upon.

4.14 The Provider’s policies on medication and health related matters protect each citizen and assists them to maintain responsibility for their own medication wherever possible.

4.15 The Health, Safety and Welfare of each citizen is promoted and always protected.

4.16 They are supported in an environment which supports the confidence of each citizen and supports them to feel safe within their home.

4.17 They are assisted to develop acceptable behaviour through encouragement of accepted behaviour and constructive Staff response to inappropriate behaviour. Staff understand the correct and approved ways of responding to such behaviour and the Citizens experiences the positive benefits of these management techniques.

4.18 Each citizen is safeguarded from inappropriate, illegal, or excessive use of restraint. All physical interventions used will derive from Positive Behaviour Management Training and be clearly documented in the reactive strategies detailed within the Positive Behaviour Support Plan.

4.19 Each citizen is protected and safe in their own home and Staff will always maintain security and safety within the home.

4.20 The rights and best interest of each citizen is safeguarded by the Provider through keeping accurate and up-to-date records.

4.21 They are satisfied that there are sufficient Staff available to competently meet each citizen’s daily and development needs.

4.22 The well-being, health and security of every citizen is protected by the provider’s policies and procedures on recruitment and selection of Staff.

4.23 Staff will be trained to an agreed standard as set out and at an appropriate level to meet the needs, aims, and objectives of every citizen and the Agreement.

4.24 There are robust contingency plans in place to ensure there is little or no disruption to services due to unexpected or unforeseen external circumstances; this will ensure minimum disruption to citizens.

4.25 The Provider will fully co-operate with any reviews required to monitor or evaluate the Service as required by the Commissioners and members of the Multi-Disciplinary Teams.

4.26 Citizens shall be supported to ensure that their living environment meets the requirements of each person by being suitable for its stated purpose and meeting the requirements of independence, privacy, dignity, including:
· Systems for ensuring privacy and dignity.
· Environment to promote independent living.
· Systems for responsive maintenance.
· Ensuring no occupants share a bedroom unless they choose to do so.
· Citizen has an opportunity to add to their own possessions.
· Opportunities for occupants to determine/be consulted on internal decoration.
· A system for objectively approving the suitability of the living environment for its stated purpose. 
· Advice and information relating to carrying out minor repairs such as changing light bulbs, plugs etc. 
4.27 Each citizen is supported so that they understand their responsibility within the home and to society.

4a	FUNCTIONAL REQUIREMENTS
		
SERVICE AVAILABILITY
4a.1	The Provider will ensure that, on a 24-hour basis Support and Care will be delivered according to the needs of the Care Managers Care Plan to include Bank Holidays and Weekends.
4a.2	The Provider shall ensure that, when required, a 24-hour Support and Domiciliary Care Service is delivered in the home as according to every citizen’s identified need as stipulated in the commissioners’ individual care and support plan. 
SERVICE PROVISION
4a.3	In addition to meeting the relevant sections of the General Terms and Conditions of Service, the Provider shall incorporate the following elements into the delivery of the Service; 
PHILOSOPHY OF SUPPORT AND CARE
4a.4	The Provider will ensure that where 24-hour Support and Care is required as part of a Care Managers Care Plan and Positive Behaviour Support Plan, then on a 24-hour basis it must meet its responsibilities under this Agreement by delivering Support and Care according to need. 
4a.5	The Provider must therefore ensure that adequate Staff (including, if required supervisory Staff) are made available to deliver support on a 24-hour basis according to the assessed needs of each citizen and to above the minimum standards required by this Agreement. 
4a.6	It is fundamentally important that staff supporting each citizen never lose sight of the fact that the setting in which they work is the home of those citizens; the provider is there to offer support, and not merely a site of services provided by the Provider. The Provider will be fully expected by the commissioners to bear this in mind in the delivery of the Service. 
4a.7	Each citizen shall receive skilled, sensitive, and empathetically administered Support and Care that is delivered with respect and dignity to ensure the highest possible quality of life focussing on maximising their independence. Providers shall also be expected to encourage safe independence rather than dependency on their support. 
4a.8	The Provider shall ensure that Staff have written guidance within which to take day-to-day decisions about the degree of independence and care appropriate for each citizen. This shall be based on the individuals’ assessed abilities and needs. 
4a.9	Where the individual appears to lack capacity to make a particular decision, the Provider will deal with the issue in compliance with the Mental Capacity Act and relevant Codes of Practice.

COMMUNITY ENGAGEMENT
4a.10	The Provider shall ensure that each citizen is encouraged and supported to participate fully in the community, to access community activities such as recreation pursuits, shopping, visiting café’s, restaurants and engaging in hobbies and interests so that their contribution is valued equally with others in the community.
4a.11	The Provider will ensure that each citizen is given every opportunity to access community activities, services and facilities and receive the requires level of support to do so.
4a.12	The Provider will ensure that each citizen has the right to seek employment or to undertake voluntary activities should they wish. 
4a.13	The Provider will develop activities plan which covers these and wider activities and shall ensure that such a plan is reviewed and amended at least monthly.
4a.14	To promote community inclusion, the Provider agrees to work with the commissioner, other agencies, and community groups to identify opportunities for development for the benefit of each citizen, as appropriate. The Provider will supply details of joint working initiatives to the commissioner on request. 
4a.15	In conjunction with full support from the commissioner, the citizen may wish to separately commission support hours from the Provider to undertake Support and Care activities outside the remit of the Agreement.
COMMUNICATION
4a.16	The Provider must ensure that their support plans contain the preferred communication methods for each citizen and the Provider must ensure, when able, that they are able to meet the communication and language needs of each citizen before entry to the Service.
4a.17	The Provider and the Commissioners will jointly ensure that all services, aids, and equipment are available to assist each citizen with their communication as identified in their care and support plan and speech and language assessment.
4a.18	The Provider shall take the lead in liaising with the Housing Association (or Landlord if appropriate), and the supplier of equipment and adaptations (including following up on requests made) so that, following an appropriate assessment process, the citizens are afforded equipment and adaptations as speedily as possible to the requirements.
4a.19	Each citizen will be supported by the Provider to access and use specialist individual communication aids as prescribed.
4a.20	The Provider will ensure that every citizen is supported to communicate at the speed and in the style they wish.
4a.21	They will be supported to prepare for important events (e.g., Positive Behaviour Support Plan reviews) and have sufficient time to communicate their feelings, views, and answers.
4a.22	The Provider shall ensure that citizens are able to ask family, friends, or others to help Staff in listening and understanding their views.
4a.23	The Provider shall ensure that each citizen is supported and given sufficient time to communicate their feelings, views, and answers in every aspect of their lives.
4a.24	The Provider’s Staff should seek to use language and expressions that are readily understandable and appropriate to each citizen.
4a.25	Each citizen shall have access to a friend, relation, or adviser of his/her own choice to act as an “Advocate” and have the Purchasers pursue matters on their behalf. The Provider will co-operate with the appointment of an Advocate and assist in providing a service to the citizens. 
4a.26	Where the use of an Advocate is preferred, the Provider may involve the Advocate in the Positive Behaviour Support Plan documentation and during the review process. 
4a.27	The Provider and the Purchasers will jointly ensure that access to interpreters should also be available to those who would benefit from this facility, including those who may be profoundly deaf. When appropriate, this should be considered at times of assessment and review and incorporated into the Care Plan and the providers support plans. 
TYPES OF SERVICE
4a.28	The Provider will be required to undertake all duties as detailed within the commissioned care and support plan, individual Positive Behaviour Support Plans, and any other care plans appropriate to each citizen. In addition, the Provider will:
4a.29	Operate written procedures governing the provision and delivery of personal and intimate care tasks for a Citizens in accordance with any national minimum standards that may apply.
4a.30	Ensure as far as is reasonably practicable that Staff supporting each citizen is from the same ethnic, religious, or cultural background. 
4a.31	The Provider must ask each citizen for preference on which gender of Staff undertake personal care. If the preference is that each citizen requires same gender intimate support, then the Provider must ensure that same gender personal care is given.
MEDICATION
4a.32	When the Provider is to administer or to assist to administer medication as part of the Service, the Provider shall:
4a.33	prompt citizens to take prescribed medication in a safe and effective manner in accordance with:
· Medicines Act 1968.
· Misuse of Drugs Act 1971
· Royal Pharmaceutical Society of G.B guidelines
4a.34	Operate a medication policy within the Service that ensures:
· there is a process for identifying and supporting each citizen to take prescribed medication with minimal assistance.
· There are management recording systems used for documenting all processes relating to any instances involving the administration of medication within the Service.
· there is appropriate training, supervision and monitoring systems covering Staff who directly administer medication in accordance with national guidelines and clinical best practice.
· there is an appropriate procedure to be used by Staff in the event of a medical emergency involving medication.
· only competent and confident Staff are assigned where medication is required, and the policy should enable Staff to refuse to administer medication if they have not received appropriate training and/or do not feel competent to do so.
· identifies the extent and circumstances in which Staff may or may not be involved in prompting or assisting citizens to take medication or in its administration.
· The Provider has and adheres to a policy and procedure that assesses whether Staff are sufficiently competent in the administration of medication as part of their induction and ensures that this assessment is undertaken on an annual basis or more frequently if needed to ensure continued competence.
· when assessed to do so, that citizens will be assisted to maintain responsibility for their own medication. 
· Ensure that each citizen takes any necessary medication in a way that respects their dignity and privacy and complies with the organisations medication policy.
· No medical treatment shall be administered except under the direction of a registered medical practitioner.  
· Where the citizen is unable to administer their own medication, the responsibility for the safe keeping and administration of all medicines is vested with the Service Provider. Medication must only be administered by a trained, responsible person, authorised by the Provider. Medication must be individually labelled and stored in the container they were dispensed in, in a secure place. A record of all medication received must be kept. An individual record must be maintained which shall include details of type of medication and dosage. This must be completed and signed by Staff at the time of administration. The Service Provider shall have appropriate procedures relating to the safe disposal of unwanted medication and for controlled drugs, and for the refusal of   medication. Some medication may come in nomad trays – out of the original packaging.
MEALS
4a.35	The Commissioners require that the Citizens is supported to maintain a varied, balanced and nutritious diet that is consistent with their individual needs, preferences and health.
4a.36	The Provider will ensure they encourage and assist each citizen to be as independent as possible in preparing meals, snacks, and beverages. 
4a.37	Attention shall be paid to safety in the kitchen and proper training given to enable each citizen to use the facilities appropriately. This shall include the required standards of personal and kitchen hygiene. Risk assessments will be undertaken to identify the level of assistance the Individual will require to develop skills of independence whilst minimising harm.
4a.38	Encouraged and assisted to budget for and purchase the ingredients for their healthy meals, snacks, and beverages.
4a.39	Staff shall encourage and support each citizen to have a varied and nutritious diet. Individual preferences shall be accounted for, and special diets catered for through consultation with relevant professionals as necessary and in accordance with best practice.
4a.40	The Provider will ensure that Staff who access or undertake support activities in the kitchen conforms to high standards of health & hygiene according to the latest food hygiene standards and practice. The Provider should refer to the following statutory regulations for guidance.
· Health and Safety at Work Act 1974.,
· Food Safety (General Food Hygiene) Regulations 1995.
· Food Act 1984.
· Food Safety Act 1990.
4a.41	Any special dietary needs should be fully featured and be a part of the provider’s Care Plan.
4a.42	When special dietary requirements are needed, for example those who are diabetic or with high cholesterol, the Provider must consult with relevant professionals to arrive at an agreed diet with the citizen and record and incorporate those preferences.
CLEANING AND HOUSE CARE
4a.43	Each citizen shall be encouraged, supported, or assisted via Active Support systems to maintain their independence through tidying their own home and undertaking the tasks of ordinary living as appropriate e.g., shopping, meal preparation, gardening, answering the door and the telephone etc with assistance available, as required.
SKILLS DEVELOPMENT
4a.44	Providers will seek to assist each citizen to develop or maintain their own skills in any of the areas covered in this Agreement or that may be specified as part of an individual’s package of training or learning.
ACCOMMODATION
4a.45	The Provider should be reminded that that the Service is delivered primarily in or around the citizens’ home and as such, all services delivered through this Agreement should be delivered with that sensitivity in mind. 
4a.46	Their home shall not be used as an extension of the Providers Office, and the Provider shall ensure that the encroachment of the administrational function of the Service is kept to a minimum. Documents relating to the administration of the Service shall be kept in locked cabinets/furniture that shall be in keeping with a home environment. 
4a.47	The Provider will assist each citizen to personalise their own accommodation. The Provider shall assist with the purchase of their furniture which shall meet all relevant Fire Regulations and Health and Safety requirements and shall ensure that a good standard of furnishing is maintained.
4a.48	Each citizen shall have a key to the house unless otherwise indicated.
4a.49	The Provider shall ensure that each citizen is allowed free and unhindered access to and from the property unless otherwise indicated. External doors shall be locked at night for the purposes of security. 
4a.50	The Provider shall notify the commissioner of any theft, burglary or instance of fire which affects the citizens. This shall also be reported to the Landlord.
INCREASING SKILLS AND INDEPENDENCE
4a.51	The Provider shall encourage the Citizens to develop their skills and, thus, to increase their independence and support their personal dignity.
4a.52	All support for and actions taken to assist each citizen is to increase their skills and/or independence. This shall be carried out using a systematic and consistent approach allied to the individuals Support Plan. This should state the method to be used, how progress will be monitored and evaluated and the criteria for establishing success. 
4a.53	The approach shall always be positive and consider the safety of each citizen, whilst accepting the normal everyday risks of life. If required, the Provider will work with the commissioner and their partners to identify and use the potential of assistive telecare technology to promote independence, maintain safety and manage risk. 
4a.54	Each citizen shall be encouraged to be as independent as possible and to develop new skills. In doing so they may be exposed to new situations in which there are both social and physical risk. The Provider shall ensure that a comprehensive individual risk assessment is undertaken and recorded for inclusion in their Support Plan. Providers shall consult with the Commissioners, and where the risk is considered to be significant, there shall be a full record of the management approaches to be employed, and the Agreement of all parties including the citizen, if possible. 
HEALTHCARE NEEDS
4a.55	The Provider shall ensure that support is offered in accessing the full range of healthcare services as identified in their Support Plan. Also, the Provider should as part of the Service help and give advice to each citizen in how to stay healthy, independent and are encouraged and supported fully to do so.
4a.56	Each citizen shall be assisted by the Provider, as necessary, to register with the normal community health facilities including the General Practitioner and Dentist of their choice (assuming the agreement of the GP. and the Dentist).
4a.57	They shall be assisted to visit the GP when required. Where this is not possible facilities should be provided for each citizen to be examined in private by the medical practitioner. Depending on need they may be dependent upon staff to monitor their health and arrange appointments on their behalf.
4a.58	The Service Provider shall assist each citizen to access other medically related services such as dentist, chiropodist, optician, occupational therapist, physiotherapist, hospital outpatient as required.
4a.59	Wherever possible, ensure that they do not exclude any citizen from a service because of healthcare needs. Where identified as part of the Support Plan, they will be encouraged and supported with the need to visit their Doctor, Dentist, Optician and Dietician.  
4a.60	When identified as part of their Support Plan, inform, and encourage citizens to access preventative healthcare such as screening, immunisation and to undertake regular check-ups when appropriate, such as the annual learning disability health check. Furthermore, the Provider will ensure that Staff support each citizen to contact healthcare professionals, if requested to do so.
4a.61	Ensure that Staff will, wherever possible, discuss any concerns they have about any citizen’s health and wellbeing with them before involving any other agency or care/family member. If these concerns indicate any potential abuse of the individual, then the Provider must ensure that these concerns are reported through the relevant Protection of Vulnerable Adults arrangements. Additionally, the Provider must ensure that systems and procedures are in place which enable Staff to act decisively and with confidence in reporting potential Protection of Vulnerable Adults breaches, and there is an absolute expectation that they do so. 
4a.62	Unless otherwise agreed in writing by the Commissioners, the Provider must not when dealing with Health Professionals, speak on behalf of or to give consent on behalf of each citizen. 
4a.63	The Provider will have a policy which actively encourages non-smoking for Staff whilst on duty.
4a.64	The Service Provider shall ensure that there is an adequately stocked first aid box at the house. The Provider shall ensure that all Staff have received basic first aid training, and it is recommended that one member of Staff on duty at a time has an up to date first aider’s certificate. Staff shall also have received specialised training appropriate to the needs of the Citizens, e.g., epilepsy.
4a.65	Staff shall be expected to be competent to judge when to summon outside help, and there shall be the appropriate procedures in place to do this.
4a.66	For the avoidance of doubt, if hospital admission becomes necessary, it is the responsibility of the hospital to ensure that the Citizens is adequately supported whilst they are in hospital.
4a.67	The Provider is required to inform the commissioner of any admission to hospital and retain written records regarding the circumstances surrounding any admission to a hospital setting. Records should include dates of admission and discharge. The Provider will maintain links with the Case Manager, individual and hospital Staff to plan for a safe discharge. 
4a.68	The Provider is required to supply any necessary information regarding the citizen to hospital Staff, this may include information on communication, behavioural and physical needs where appropriate. The Provider will be expected to maintain a file of information in the form of a communication passport that is readily transferable to a hospital setting containing this information.
4a.69	The Provider shall ensure that the Commissioners are notified within one working day or the next working day (subject to confirmation in writing within five working days) for the following:
· Any incident that means a citizen is at risk of being excluded form a service. 
· Any other incident or change of circumstances that may affect the safety or well-being of any citizen. 
· Where a citizen has requested cancellation of the service or has ceased to reside at their usual premises for any reason
· Any breaches in the safeguarding of any citizen.
· Any hospital admission.
· Any bereavement which may affect a citizen.
· Any other significant life change event.
4a.70	The Provider must ensure that the Commissioners nominated Care Manager is notified of any significant change in the health or health related needs of citizens.
4a.71	Hospitalisation should be reported to the team and Case Manager informed on the next working day, if the Case Manager is not available, the appropriate Team Leader should be informed.
EMOTIONAL NEEDS
4a.72	The emotional well-being of each citizen is vital to their quality of life and often influences other aspects of their welfare. The Provider shall ensure that Staff are trained to recognise any change to their emotional wellbeing. This will support identify any change to their mental health; they will identify if any citizen appears depressed or distressed in some way and are able to understand and recognise the effects of life events on them, e.g., bereavement, emotional loss, possible rejection, and the loss of self-esteem. Concerns shall be drawn to the attention of the commissioner and a referral made to the appropriate specialist if indicated.
4a.73	The Provider shall ensure that any emotional problems of any citizen are approached in a sympathetic manner respecting their right to privacy and choice.
4a.74	The Provider shall implement a continuous review programme which allows Staff to recognise, report on and plan to preserve and enhance the emotional well-being of an individual citizen in so far that it is possible to do so.
4a.75	Prolonged emotional distress may indicate an underlying medical problem and, may be appropriate for the citizen to be referred to their G.P. and relevant Multi-Disciplinary Team.
4a.76	The Provider shall ensure that Staff recognise that each citizen has the right to enjoy platonic and sexual relationships. Sexual expression may vary in its importance between individuals and should be respected by all Staff.  Individuals also have the right not to engage in sexual relationships and Staff must protect individuals from sexual harassment. Where it appears that any relationship might be of an abusive nature, this shall be brought to the attention of the Adult Safeguarding Team.
BEREAVEMENT
4a.77	The Provider shall ensure that Staff understand the variety of ways and circumstances that grief might be expressed. For the citizens, having difficulties or distress by bereavement or other life events such as a member of Staff leaving, the Provider shall consult the Community Support Team about any specialist advice and counselling they might require.
4a.78	The citizens shall be enabled and supported to attend the funerals of family and friends if they so wish. The Provider shall ensure that this is arranged with tact and sensitivity for the feelings of the citizen and other grieving relatives and friends.
4a.79	The citizen who is dying should be enabled to remain in his/her home if they wish to do so unless there are medical or social reasons which prohibit this. Providers must be prepared to provide support for the citizen in the final stages of life and to make appropriate arrangements following death. The needs of the citizen who is dying, their relatives must be handled sensitively.  Relatives and appropriate contact in the Commissioners shall be informed of their condition and given relevant support and advice.
4a.80	The next of kin of the deceased citizen has responsibility to ensure that both registration of death and funeral arrangements are made. If there are no relatives willing or able to make these arrangements and underwrite their costs, The Provider with the assistance of the commissioner shall make the necessary arrangements.
4a.81	The property of a deceased citizen shall be adequately protected in accordance with their value, and on death, the Executor of the Estate (or a nominated representative) shall be given the valuables/property for distributing according to the wishes of the deceased. If in doubt over this issue, the Provider shall seek guidance from the Commissioners.
PERSONAL RELATIONSHIPS
4a.82	Each citizen may wish to form friendships, and the Provider will provide the appropriate help in this process.
4a.83	Providers shall ensure that Staff are provided with written guidance on personal relationships. Providers shall ensure that Staff receive appropriate training.
4a.84	Where the Provider has any doubts regarding any citizen’s relationships, they must contact the commissioner for advice.
4a.85	The Provider shall ensure that visitors shall be made welcome to the home. 
4a.86	Each citizen shall be assisted to engage with visitors if they wish and with the appropriate level of support where necessary.
4a.87	They have rights to refuse to see visitors must be respected and, if requested, Staff must indicate their decision to the visitor. The exception relates to any Officers of the Commissioners or their agent. 
4a.88	The citizens shall be encouraged and supported to plan for annual holidays and, if so and following appropriate risk assessment, the Provider shall plan for adequate Staff cover to accompany and assist citizens on holiday. The Provider shall specify to Staff supporting them on holiday the hours they are working and the responsibilities they have. The increased support costs will be met by the citizen. The Provider will liaise with the Case Manager when supporting the individual to plan a holiday and this should be agreed by all parties. The Provider will inform the Case Manager/Community Support Team of the dates when the Citizens is planning on going on holiday. 
4a.89	The Provider must ensure it implements a holiday policy that is approved by the Commissioners and is designed to support each citizen in organising and the practicalities of being on holiday or short break. Such a policy should include but not be limited to the clarification of issues such as Staffing and Staff meal arrangements, risk assessments, the safekeeping of money and valuables and must include an element where affordability is considered when assisting citizens to organise holidays or short breaks, and must include consultation with family, Carers or Advocates when necessary.
4a.90	The normal standards of conduct and responsibility of Staff shall be stipulated when they are supporting and assisting Staff on holiday.
UNCONVENTIONAL AND CHALLENGING BEHAVIOURS
4a.91	All challenging behaviour will be responded to in the manner detailed within the individual Positive Behaviour Support Plan. All physical interventions used will be within the parameters of written instructions with the appropriate Positive Behaviour Support Plan and consistent with standards taught in RESPECT, Build accredited restrictive physical intervention programme. All staff will be trained in RESPECT, or a similar behaviour management procedure and the Provider will be working towards all staff obtaining BTEC qualifications in Positive Behaviour support, at the appropriate and prescribed level.
FINANCIAL PROTECTION
4a.92	Where necessary, the Provider will have written policies and procedures in place for Staff on the safe handling of citizens money or property, covering as a minimum:
· The payment of bills.
· Shopping 
· Collection of pensions and banking.
· Safeguarding the citizens’ property whilst undertaking support tasks.
· Reporting the loss or damage to property whilst providing support.
4a.93	Each citizen will have opportunities to participate in the management of their own finances. This should include access to local financial services (e.g., Banks, Building Societies, and Post Offices) with appropriate levels of support. 
4a.94	Staff must exercise due care in handling their money and any paperwork associated with finance and personal property. Any money handled due to support with the collection of benefits; purchase of shopping or payment of bills must be accounted for at the time. A record signed and dated by the Staff member must be kept to account to the citizen, their Carer or representative, the Providers and the commissioner.
4a.95	If financial support is required, the citizen’s money shall always be kept separately from the support worker’s personal money. Their money must never be saved up and kept in a Staff members or Provider’s bank account.
4a.96	Staff members must not use their loyalty cards on any expenditure incurred on behalf of the citizen. 
4a.97	If the citizen requires support to access cash either from a cash machine or a cash back facility, this can only be done if consent has been given to Staff and the staff member obtaining a copy of the “cash receipt” for their records.
4a.98	Explanations as to what is taking place must be made fully accessible.
4a.99	Staff will not make personal use of any citizen’s property e.g., the telephone and may not make use of their personal mobile phone(s) during support hour time, except for when it may be an emergency.
4a.100	Staff will not incur a liability on behalf of a citizen. 
4a.101	Staff will take responsibility for looking after any valuables. 
4a.102	Staff will not assist any citizen to write wills or be a Witness or Executor to a will or any other legal document.
4a.103	Provider will have procedures in place to prevent Staff from personal benefit when working with vulnerable people. This may be in the form of a documented risk assessment addressing the potential for personal benefit through abuse, e.g., in the provision of financial advice, Power of Attorney, handling Citizens’ money, and the actions in place to minimise identified risks.
4a.104	The Provider will have a policy and procedure for the investigation of allegations of financial irregularities and the involvement of the police, the Commissioners and other professional bodies and shall report any potential breaches in adult protection measures to the Adult Safeguarding Team (or equivalent) of the Lead Purchaser.
4a.105	The Provider must specify which of their Staff are able to authorise holiday arrangements. All the holiday arrangements including holiday costs, transport, insurance, safekeeping of money and valuables and contingency plans must be documented before the holiday takes place.
4a.106	Where necessary, the relevant Commissioners Adult Social Care Team shall be responsible for determining or arranging for the determination of the mental capacity of each citizen. 
TRAVEL
4a.107	The Provider will promote the citizen’s independence to travel, promoting use of public transport and accessing the community independently if appropriate. The provider will support citizens to contribute a vehicle through the Motability scheme if its required.
4a.108	The Provider will ensure support staff are able to drive the vehicles for a planned activity.
4a.109	A comprehensive risk assessment shall be completed for each citizen, and this shall include travel safety considerations e.g., use of safety locks on car doors etc.
4a.110	All vehicles used for the safe transportation of citizens must be maintained in a safe state and according to manufacturer’s recommendations. They shall be properly taxed and insured for business purposes.
4a.112	Seat belts or specialist harnesses much comply with legal requirements. Every precaution is taken to ensure that each citizen makes use of the belt/harnesses provided.
4a.113	All drivers have passed a driving test and possess a valid current driving licence appropriate for the vehicle.
INFORMATION
4a.114	The Provider shall ensure that each citizen, and where appropriate their Carers and Advocates are provided with comprehensive information, so they are able to make informed decisions and fully understand their rights and responsibilities whilst in the Service.
4a.115	The Provider shall ensure that sufficient information is held in the citizens home to enable them to be delivered in accordance with their care and support plans, Positive Behaviour Support Plan, and latest risk assessment. 
4a.116	The Provider will record when information regarding policies and procedures is given to citizens and will provide such information to the commissioner on request. 
CITIZEN ENGAGEMENT
4a.117	The Provider shall ensure that each citizen will be given the opportunity and appropriate support and training to take part in or influence the management and/or organisation of the Service relating to:
· The daily running of the Service.
· Recruitment and selection of Staff.
· Choosing supplies and suppliers.
· Planning activities.
· Monitoring the quality of Support and Care.
· Developing plans for future services/activities
4a.118	Citizens will be asked whether she can meet authorised members of the commissioners, including Case Managers, members of the Multi-Disciplinary Team and other professionals such as Councillors or members of the public, and may, at their absolute discretion refuse permission for any person to visit their Home.
SECURITY AND STAFF CONDUCT IN THE CITIZENS’ HOME
4a.119	Staff are invited into the citizen’s home by the citizens and staff themselves.  Their status is as an employee of an agency.  Staff members must recognise this and act accordingly respecting the rules of the house, and the wishes and feelings of the citizen.
4a.120	All Staff will be provided with a means of identification, which is carried but not displayed, showing: 
· A photograph of the Staff member 
· The name and signature of the Staff member 
· The name of the Provider’s organisation and a telephone number that can be used to verify this information. 
· For citizen whose first language is Welsh a calling card to be shown at the door both in English and the citizen’s preferred language. 
4a.121	Staff must not smoke cigarettes or vaporising products whilst providing support to a citizen in the community. 
4a.122	Support Staff must be free from the effects of ‘substances or alcohol during working hours. ‘Substances’ includes both illegal drugs and legal medication if the medication affects their ability to carry out their duties in a safe and sufficient manner. 
4a.123	Staff must not drink alcohol while they are on duty. 
4a.124	Staff must not take any other person, including children, to the citizen’s home. 
4a.125	Staff must not take any pets or other animals to the citizen’s home. 
4a.126	Staff will immediately notify their manager if they are unable to gain entry to a citizen’s room in accordance with the Provider’s “no response policy”. 
4a.127	The Provider will immediately notify CSSIW in the Event of a citizen dying, having a serious illness or hospital admission, and report to the commissioners.
4a.128	The Provider will notify the commissioners immediately, or at the most within 3 working days, in the event of any alleged theft, burglary or accident to either citizens or a member of the Provider’s Staff in the home, or whilst the citizens are being supported in the community or any other day service setting.   The Provider will also notify the commissioners of any action(s) taken as an immediate result of the incident or following appropriate investigation. 
4a.129	The Provider will notify the commissioners immediately, or at the most within 3 working days, in the event of any absconding on behalf of any citizen, any significant change in their day-to-day life or significant changes in behaviours.
4a.130	The Provider shall have written procedures for dealing with situations when a citizen is missing. This procedure shall be agreed by the commissioners and be fully understood by Staff.
4a.131	The Provider shall ensure that Staff are aware of the procedures to protect the welfare of each citizen in the event of an emergency involving, for example, water, gas, and electricity. Emergency procedures must allow for immediate action by a senior member of Staff rather than waiting consultation and authorisation. 
RECORDS KEPT IN CITIZEN’S HOME
4a.132	In accordance with national minimum standards, Staff will maintain accurate and legible records which shall include, when required: 
· Assistance with medication
· Financial transactions undertaken.
· Details of changes in the citizen’s circumstances, support needs, health condition etc
· Any accident to the citizen and/or Staff member
· Any other untoward incidents such as behavioural incidents
· Activities undertaken and any achievements.
· Any information that will assist the next Staff member to ensure consistency in the service provision.
· Incident debriefing records
· Behaviour analysis records
· Daily participation records
4a.132	Records will be factual, legible, signed and dated and kept in a safe place as agreed.
4a.133	The Provider shall ensure that the personal file of the citizen shall contain the following information:
· The Contract, specifying the terms of their support.
· Unified Assessment and summary of Care Plan (Case Manager’s).
· Individuals Positive Behaviour Support Plan.
· Details of any special needs and medical treatment required, including up to date details of any medication administered.
· Name, address, and telephone number of G.P.
· Name, address, and telephone number of next of kin, or any other person authorised to act on his/her behalf.
· Name, address and telephone number of Community Support Team and other professionals involved.
· The date X moved in and copied of tenancy Agreement.
· Details of any complaints made by X or carers.
· Any other information which may relate to X’s welfare or may be required by the Provider or the Commissioners to enable them to carry out their duties.
· Details of medical history, treatment, welfare and conduct, progress, educational, needs or any other relevant information. 
· Any hospital admissions.
· Any risk assessments and management plans.
· Any other record keeping requested by professionals to inform the Care Plan and Positive Behaviour Support Plan provided.
4a.134	In addition to the citizen’s personal record, the following information shall also be maintained:
· An incident or accident record.
· A record of food which is provided to Citizens.
· A record of fire practices, and fire alarm tests.
· A written procedure to be followed in the case of accidents.
· A written procedure to be followed in the event of a Citizens becoming missing.
· A statement of support provided in their house for Citizens.
4a.135	The Provider shall ensure that Staff are provided with documented guidance to cover emergencies, including medical emergencies.
NOTIFICATION OF EVENTS
4a.136	When the following events occur, the Provider must comply with the notification timescales: Notification by phone within one day or next working day (and subsequent confirmation in writing within five (5) working days) will be required for the following:
· The death of a citizen
· A major incident or event affecting a Citizens.
· A Citizens being admitted to Hospital.
· Any incident that means that a Citizens may be excluded from a service.
· Any other incident or change or circumstances that may affect the safety or well-being of the Citizens.
· Where a Citizens has requested cancellation of the Service or has ceased to reside at their usual premises for any reason.
· A notifiable infectious disease as defined in the Public Health (Control of Disease) Act 1984 or the Public Health (Infectious Diseases) Regulations 1988
· Any safeguarding issue which has arisen with any Citizens in the Service
4a.137	Notification within five (5) working days will be required for the following:
· Any change of circumstances indicating that X’s Positive Behaviour Plan requires review or revision by the Commissioners.
4a.138	Notice of death, termination or suspension should be sent to the appropriate contact of the Commissioners who will then inform the respective area assessment and Care Management Team.
ASSESSMENT, CARE PLANS AND REVIEWS
4a.139	The Provider will produce a Statement of Purpose explaining how person-centred planning for each citizen will be supported within the Service and offer support and guidance through policies and procedure documentation to support Staff in the delivery of such principles. 
4a.140	The Provider will be proactive in seeking the advice and guidance of the Commissioners if unsure of how person-centred planning should be adopted within the Service. 
4a.141	The provider’s role will include the full implementation of Positive Behaviour Support in line with the expectations of the Commissioners. Care Managers along with, when required the Multi-Disciplinary Teams, other professionals and, when appropriate the Provider shall jointly develop a Case Managers Care Plan and a Positive Behaviour Support Plan. (to be reviewed not less frequently than annually) which has been fully developed and agreed with the citizen, Carer and any other appropriate professional (as appropriate). 
4a.142	This will consider the citizen’s aspirations and personal goals, needs, choices, and preferences in relation to the way in which support is provided in their own chosen lifestyle. 
4a.143	It will refer to means of empowering, facilitating choice, regaining, or acquiring new skills and/or maintaining existing skills. 
4a.144	It will clearly define the Service to be provided by the Provider showing how the Service will promote independence and support the citizens to live a fulfilled life, making the most of their capacity and potential. 
4a.145	It will identify the nature of the specific provision needed, including the amount, frequency and duration of Support and Care needed and the Provider in signing this Service specification, agrees to deliver a customised service of Support and Care to the citizen in accordance with the identified needs in their Positive Behaviour Support Plan and other care planning documentation. 
4a.146	The provider will ensure that staff are equipped to fully implement the Care and Support plans and will use training to achieve and validate this. 
4a.147	The Provider will further validate using positive monitoring & Periodic Service Review.
4a.148	The Provider shall ensure that the Care and Support plans, Positive Behaviour Support Plan will be agreed and signed by the citizen, Carer or Advocate and shall be available in a language and format chosen by the citizen or nominated representative. 
4a.149	The Provider shall ensure that the assessment of need, the Positive Behaviour Support Plan and all other Support and Care planning documentation will be made available to Staff and Staff of the Commissioners so they can use as a part of their part in the delivery of the Service.
4a.150	The Provider supported by any appropriate professional will be involved in those aspects of the plan which concern Support and Care Services so that Citizens will be provided with a level of Support and Care related to their individual needs. This will facilitate an appropriate level of self-determination, choice and independence that enhances their quality of life.
4a.151	The Provider shall regularly monitor and review the Support and Care delivered to Citizens under this Agreement.
4a.152	The Provider will record actions taken to meet key objectives, and outcomes stated in the Positive Behaviour Support Plan and all other Support and Care planning documentation. Ensuring these documents are reviewed in accordance with national minimum standards, through person centred principles.   
4a.153	Where the review by the Provider or any other reassessment by the Commissioners identifies a change in priority of Services for any citizen, the Case Manager may increase or decrease or withdraw services by instructing the Provider of the need to change their Service to the citizen.
STAFFING
4a.154	The Provider must ensure that the skills and experience of Staff will be matched to X’s needs so that the very best achievement can be gained from the experiences of Staff in the delivery of the Service.
4a.155	The support staff must keep the citizen; their carers and MDT members always informed on issues to do with the delivery of Services to the Citizens.
4a.156	All Managers of the Service will be suitably experienced and/or qualified to effectively run the Service.   It is expected that the Manager responsible for overall day to day management of the Service will hold NVQ Level 4 in Care or another recognised equivalent qualification and an appropriate management qualification e.g., NVQ level 4 in Management or Certificate in Management or equivalent.  It is also expected that the Provider will be working towards a whole organisation approach to attaining the Positive Behaviour Support BTEC qualifications at the appropriate level for Staff within the Service.
4a.157	In accordance with minimum standards, Staff will receive regular training to carry out all aspects of their role. When appropriate, such training shall include but not be limited to: 
· Administration of medication. 
· Communication skills. 
· Dealing with violence and aggression. 
· Equalities and diversity awareness. 
· First aid. 
· Food hygiene. 
· Data security and confidentiality.
· Health and safety. 
· Adult at Risk. 
· Providing personal Support and Care. 
· Infection control.
· Risk assessment and risk management. 
· Understanding long-term conditions. 
· Safer handling training. 
· Specialized training as identified in the Standards and Expectations 
· within the assembly of documents entitled the Tender Documents.
· Specialist training needs (in accordance with best practice).
4a.158	The Provider shall ensure that Staff have received appropriate specialist training in accordance with best practice e.g. Autistic Spectrum Disorder, Challenging behaviour.
4a.159	Unless otherwise explicitly directed in the Care Managers Care Plan or Positive Behaviour Support Plan or otherwise agreed in advance by the Commissioners, the Provider shall ensure that Staff supply or pay for their own food whilst delivering the Service.
4a.160	The Provider must specify which of their Staff are able to authorize holiday arrangements. All the holiday arrangements including holiday costs, transport, and insurance, safekeeping of money and valuables and contingency plans must be documented and authorized before the holiday takes place. Holiday arrangements should be notified to the appropriate Lead Purchaser’s Care Manager.

4b	PERFORMANCE REQUIREMENTS

4b1	The Contractor’s performance and provision of the service shall be monitored by the Authorised Officer.

4b2	The Performance Framework, including Outcomes and Key Performance Indicators, will be agreed between the chosen provider and the council, and will be monitored by the council throughout this Contract.

4b3	In addition to the Outcomes and Key Performance Indicators, monitoring processes may be put in place in relation to social, environmental and other relevant issues.

4b4	The Authorised Officer will work with the Contractor to achieve continuous improvement in the Contractor's performance throughout the duration of the Contract.

4b5	Performance Measures Table:

	Performance Measure
	Percent Level to be Achieved
	How Performance Will Be Measured

	Delivery of Care and Support as per Individual Plans
	97%
	Feedback from service users, care reviews, and supplier Management Information

	Staff Attendance and Punctuality
	97%
	Monitoring logs and supplier Management Information

	Compliance with Care Standards and Regulations
	100%
	Regulatory inspection reports and internal audits

	Response to Emergency Situations
	100%
	Incident reports and supplier Management Information

	Complaints Handling and Resolution
	100%
	Feedback from service users and supplier Management Information

	Safeguarding Reporting and Action
	100%
	Audit of safeguarding logs and compliance checks



5	OTHER REQUIREMENTS
	
5.1	Support Hours Required
	Tenant 1
	Total of 32 hours 1:1 a week, shared care of 20 hours 1:2 per week

	Tenant 2 
	Total of 72 hours 1:1 a week, shared care of 20 hours 1:2 per week

	Tenant 3 
	Total of 142 (inclusive of 30 hours 2:1) support per week

	2 x sleep in support each night (7 night a week).


5.2	The above proposed support package is subject to review, and the hours could be amended as the placement progresses. 
MONITORING ARRANGEMENTS
5.3 The Provider shall, in accordance to submit a quarterly report to the Authorised Officer detailing the performance and quality aspects of the delivery of the Service for the period in question. 

5.4 Each report must be sent within 15 days of the end of the quarter in question and failure to forward a report may, at the Commissioners discretion, result in the withholding of payment for the delivery of the Service. 

5.5 The report will include reference to Staff returns, training achieved, CRB compliance and any safeguarding issues for the period in question.

5.6 The Provider must supply within 30 days of the end of the financial year a whole year’s summary of the activities contained. The report of which must arrive with the Commissioners no later than 60 days after the end of the Financial Year.

5.7 The General Terms and Conditions of Service, the Provider shall undertake a yearly Service Review with the Commissioners to discuss issues relating to the delivery of the Service. The meeting(s) shall include, but not be limited to, some or all of the reporting information in Schedule 1 of the Service Specification. 

5.8 The Commissioners withholds the right to arrange additional Service Review meetings as and when required to discuss the performance of the Service. These meetings may include but not be limited to some or all of the key criteria in this Agreement and may include the reporting information contained or any other issue that may arise from time to time in relation to the delivery of the Service. 

5.9 The Lead Authority may authorise any Officers from others in the partnership to monitor the Service delivered under this Agreement. Such Officers will visit the Provider on an announced or an unannounced basis from time to time to assess the delivery of the Service in accordance with this Agreement. 

5.10 Contract Monitoring Officers of the Commissioners may make unannounced visits to the Provider to evidence any aspect of compliance with the Agreement, and the Provider shall afford every co-operation and assistance to the Commissioners, where practicable, so that the Commissioners may be able to establish compliance of the Provider against the Agreement. The Commissioners reserve the right to make visits during unsociable hours to verify the Providers in delivering a Service in accordance with this Agreement.  

5.11 The Commissioners intend to implement a collaborative approach to the monitoring of the Service that includes support from the Provider, the Multi-Disciplinary Team and any other professional as appropriate. Effective links will be in place between these professionals/stakeholders and Contract Monitoring Officers so that Officers can better understand how the Provider is meeting the Agreement. The Commissioners as commissioners to the Service may require any other professional (e.g., members of the Specialist Behavioural Team or Contract Monitoring Officers) to assist the Contract Monitoring Officers, as appropriate, during their visits.  

5.12 The Commissioners will also monitor the Service through:
· Citizens and Carers feedback.
· The Periodic Service Review.
· Positive Monitoring.
· Inspection of Positive Behaviour Support Plans and other documentation.
· CSSIW inspection reports.
· Supporting people review and other reports.
· Contract Monitoring Officers reports.
· Views of other Professionals, including members of the Multi-Disciplinary Team.
· Care Managers and their Reviews.
5.13 The Provider shall ensure that clearly written Aims and Objectives and service reviews are undertaken, clearly defined and organised action plans for service improvement.

5.14 Officers of the Commissioners may, at any time, request information from the Provider in relation to their measure against the Evaluation Matrix in the Tender Documents. 	

5.15 The Provider will be required to measure themselves against the requirements of the document, and the Commissioners may discuss such measures with the Provider either at planned reviews or at any other time.
EVALUATION AND REVIEW
5.16 The Commissioners wish to put the citizens at the heart of the way the Service is delivered. Given this, the Provider will evaluate the Service and offer feedback to the Commissioners on the views of X and others in the delivery of the Service. 
ENDING SUPPORT
Support will cease for the Citizens when either:
5.17 the Care Manager feels the citizens needs can no longer be met by the Service.

5.18 The citizen or their recognised Carer or family member feels they wishes to end their participation in the Service.

5.19 If the Commissioners solely feel or the Commissioners and Provider jointly feel that the Provider cannot meet the needs of the Citizens.

5.20 In accordance with the General Terms and Conditions of Service, the Commissioners or Provider removes the citizens from the Service for whatever reason.

5.21 If the Commissioners solely feel or the Commissioners and Provider jointly feel that the citizens behaviour or actions are putting Staff and others at risk.

5.22 Please note, the above list is not exhaustive, and there may be other reasons why the Support for the citizen should be ceased. 

5.23 The Provider shall ensure that when a situation arises where it appears no longer appropriate for the citizen to continue to receive support, no decision to cease the Service will take place without consultation with the citizen and/or the citizen’s representative and where the citizen has been referred via the Case Management process, the commissioners, except where emergency medical admission to hospital are required. For clarity, “Consultation” means explaining action, which is proposed before it happens, in sufficient time for it to be changed, if appropriate, in response to the citizen’s views.

5.24 The Provider shall ensure that any need or wish to move on from the Service will be reviewed with the citizen, the Provider and where the referral has been made via the Case Management process, the Case Manager.

5.25 Any move should be properly planned and discussed with the citizen, their Carer, family (or Advocate) as appropriate, Staff from the new Service (if applicable), and the Case Manager. 

5.26 A transition plan (re-assessment of need) will be agreed between the Staff, citizen, the Commissioners, and the Provider and should include arrangements for visiting any new service, if applicable.  A copy of the transition plan will be provided for the Citizens and Carer if appropriate. 

5.27 The Provider shall ensure that each citizen’s records are updated, agreed and a copy of the records passed to the new service if appropriate and agreed.

5.28 If citizens are asked to leave the Service because they can no longer meet the assessed needs, or because of unacceptable behaviour relative to the Providers policy, the Commissioners may agree the inappropriateness of the Service to the citizen, she must be given the right to complain or appeal against the decision.
REFERRAL PROCEDURE AND VOIDS
5.29 Once the commissioners confirm eligibility, the Provider shall continue to work with the Lead Purchaser’s Case Managers, the relevant Commissioners Multi-Disciplinary Teams (including Health Professionals) to develop a customised package of Support and Care for Citizens as part of the Service. 

5.30 The Provider will engage with the Multi-Disciplinary Team and other organisations and services where appropriate to ensure effective transition arrangements are in place so that a seamless transition is in place for Citizens. 

5.31 The Provider shall ensure that prompt contact is made between the Citizens and their Carer or Advocate as appropriate to introduce the Providers Key Worker and arrange a meeting to discuss needs.

5.32 The Commissioners and the Provider shall collectively endeavour to ensure that voids are kept to a minimum. This will be achieved through open dialogue, linked to fully understanding the needs of the Citizens and the group dynamics within the Service. Voids will affect the payment made to the Provider in accordance with the particulars of Condition 16.2 of the General Terms and Conditions of Service where the adjustment in payment shall be on an agreed case by case basis with the Provider. Should there be no agreement on the level of adjustment, then resolution shall be found through the provisions of Condition 34.0 of the General Terms and Conditions of Service (Resolving Disputes), with full co-operation from both the Commissioners and the Provider. 

5.33 The Multi-Disciplinary Team will retain overall responsibility for evaluating. 
the Service provided to the individual Citizens and ensuring that reviews take place at least annually.

6	TIMESCALES AND MILESTONES 
	
6.1	The successful Provider will be required to satisfy all the objectives of the brief.

6.2	The successful Provider will be responsible for keeping the citizens and its partners (Ynys Môn Social Services and BCUHB Health) informed on the progress of the Service.

6.3	The successful Provider will enter into an agreement with the Local Authority and will provide the service in accordance with the provisions of the Contract and to the satisfaction of the Council for the Contract Period at the Contract Price.

[bookmark: _Hlk211849560]7	CONSTRAINTS
	
N/A

8	CONTRACT / SERVICE MANAGEMENT REQUIREMENTS
	
8.1	The council shall appoint a Contract Manager to act generally in the name of the council for the purposes of this contract (the "Authorised Officer"). The council shall give notice in writing to the Contractor of the identity of any person so appointed and of the replacement of any such person.

8.2	Monitoring will focus on the key aspects of the contract including overall performance, quality, price, delivery, customer service, and social value commitments.

8.3	The Contractor shall be responsible for monitoring its performance under the Contract and provide the Council with full particulars of any aspects of its performance which fail to meet the requirements of the Contract, unless otherwise notified in writing by the Council. 

8.4	The council reserves the right, for the duration of the contract, to monitor compliance with information submitted in the Quotation / Tender including as part of the initial screening questions in response to Company Information questions.

8.5	The Contractor will be required to submit management and monitoring information in a mutually agreed format to be agreed at the commencement of the Contract.

8.6	From time to time the Contractor (and/or any subcontractors) may be requested to attend specially arranged meetings at any of premises of the Customers using this Contract.

8.7	The Contractor may, taking into account all requirements arising from the Contract, issue appropriate operating and procedural instructions in writing to all staff engaged in the Contract. These must be approved and copies provided to the council prior to issue. 

8.8	The Contractor shall provide copies to the council of any instructions, which withdraw, notify or supplement any instructions prior to issue to the individual Customer’s instructions on who is to receive said copies. 

 8.9	The Contractor shall maintain such records in respect of the Contract as the council may reasonably require and shall on request produce them for inspections. 

 8.10	The Contractor shall make available such records for the use of the council when required. They shall not be released, published or disposed of without the prior written consent of the council. 

 

8.11	The Contractor shall as required by the council’s representative make written submission or oral presentations of the work done under the Contract in aid of any reviews or of the conduct of business at the locations. 

 8.12	Liaison meetings
Liaison meetings between the council and the Contractor shall be held Quarterly
or as required by the council or the Contractor. The council will make the necessary arrangements for these meetings, which will be held at premises determined by the council. A record of all meetings shall be made by the Contractor and supplied to and approved by the council. 

 8.13	The Contractor shall arrange for the attendance of such members of its staff and those of its Subcontractors or agents who may be required by the council to attend as necessary. 

 8.14	APPROACHING CONTRACT EXPIRY 
	Prior to expiry of the initial term of the Contract, the council will notify the Contractor if it wishes to extend the Contract based on price, quality and performance. 

8.15	To assist any subsequent procurement exercise, the contractor must provide management information data to the lead authority when requested and in a timely manner. Such management information must be provided in the requested format.


9	SKILLS AND EXPERTISE REQUIRED 
	
SERVICE OBJECTIVES
9.1 Citizens feels a sense of value and self-esteem, confident about voicing their opinions, and able to influence service delivery.

9.2 They are supported to make their own decisions, take control of their own life, and maintain independence.

9.3 Citizens experience services that are planned in partnership with them. Services are planned to meet each citizen’s individual needs. Support and Care services are planned to work consistently with other services the citizen’s access. Support and Care delivered should be able to change as each citizen’s needs change.

9.4 Their communication method is understood and responded to in a manner each citizen understands, aided by the involvement of Health Professionals and other professionals required by the Commissioners and Provider from time to time.

9.5 Citizens are protected from abuse, neglect, and self-harm. The health, safety and welfare are actively promoted and protected. They are supported to take risks as part of an individual lifestyle.

9.6 They receive Support and Care that meets their assessed needs. They experience a flexible, consistent, reliable service provided by a skilled and competent group of staff in settings that are both safe and appropriate.

9.7 Citizens should expect a quality of Service to at least the national minimum standard as defined by the Care and Social Services Inspectorate Wales (CSSIW) though it should be recognised that Commissioners may wish standards higher than those defined by minimum standards, as appropriate.

9.8 They will experience a service that is managed effectively and efficiently.

9.9 They feel valued, respected, and have their dignity maintained.

9.10 The physical, mental, social health and well-being of each citizen is promoted and maintained.
OTHER WIDER OBJECTIVES WILL INCLUDE
9.11 To be regarded as a full citizen with equal status and equal to citizens of any age.

9.12 To feel an active part of society and to, according to preference and abilities, make as much of a contribution to society as each citizen can.

9.13 To live healthy and independent lives in the security and comfort of their own home and to actively participate in their communities.

9.14 Be treated as unique individuals.

9.15 Be treated fairly and equally.

9.16 Enjoy the best possible standards of health and well-being.

9.17 Opportunities which enable each citizen to reach their full potential.

9.18 To maintain and improve the quality of life for each citizen.

9.19 To agree a Positive Behaviour Support Plan and have care and support plans which will include practical advice on establishing and maintaining a tenancy.

9.20 To agree a Core Positive Behaviour Support Plan which will identify common elements of Support and Care. The Provider will ensure that the Core Positive Behaviour Support Plan is considered when allocating Staff and other resources to the Service, and when planning the delivery of Support and Care to.

9.21 To offer general advice, support and assistance relating to daily living.

9.22 To support in maximising access to meaningful education, training, employment, community, and social activities.

9.23 To encourage each citizen to establish and maintain links with specialist support Providers such as specialised staff in the Multi-Disciplinary Team.

9.24 Ensure citizens are involved in all matters relating to the design and delivery of the Service.

9.25 Advise, encourage and if necessary, facilitate in the liaison between the citizen and Landlord in matters relating to their tenancy.

9.26 Promote a life free from discrimination and oppressions, with respect for their race, language, gender, religious beliefs, sexuality, sexual orientation, economic and social status.

10	ANNEXES
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