SCHEDULE 1A SERVICE SPECIFICATION - Minor Adaptation Response Service 

1. Service outcomes  

The expected service outcome provided under this Agreement is to improve the safety and wellbeing of eligible individuals to maintain their independence in the community. The Provider will achieve the above outcomes by providing a reliable, responsive and good quality minor adaptation response service where requested. 

2. Service principles 

In delivering the Service, the Provider shall adhere to the following principles: 

· To enable Service Users to live as independently as possible 
· To have respect for Service Users and their way of life, paying particular regard to ethnic, religious and cultural issues 
· To involve Service Users in all decisions which affect the delivery of the Service, addressing their specific communication needs and being responsive to their informed choices and wishes 
· To maintain the self respect of Service Users in all situations 
· To always give assistance in a safe, practical, reliable manner and in ways acceptable to Service Users 
· To maintain the confidentiality of Service Users unless a disclosure is necessary to protect the health, safety or welfare of the Service User or other Service Users 
· To avoid any discriminatory practices 

3. Scope of the service 

The Provider will provide a minor adaptation service up to the value of £350.00 (inclusive of labour and supplies) per individual following an assessment of need. The Principal Practitioner Occupational Therapy can agree additional discretionary funding. 

4. Range of outputs as part of service delivery provided 

The delivery of the service will be undertaken by appropriately qualified, skilled and trained personnel. Equipment and materials provided shall comply with Industry Standards and safety requirements All work undertaken shall meet approved building regulations, NICEIC, etc. Adaptations will be completed within a 15 working day period from the date referral received by the Provider. 



5. Service capacity 

The service will be operational five days per week, Monday to Friday during standard office hours.

6. Eligibility 

Home owners or private tenants who have a chronic condition or physical disability and who are normally permanently resident in Conwy County Borough. 

7. Access and referrals

All services will be provided free of charge to Eligible Individuals. The Provider shall only accept referrals via Conwy County Borough Council Occupational Therapy Service. 

8. Location of the service 

The service will be delivered at the property where the Eligible Individual permanently resides, unless otherwise authorised by the OT manager in exceptional circumstances. 

9. Quality Assurance 

The Service Provider will develop a system of quality assurance which demonstrates the effectiveness and level of service provided, evaluating outcomes and the processes they use. 
Such a system of quality assurance will have the following features:- 
· Methods of recording individual service outcomes related to personal goals of individuals Information contained within Schedule 4 
· Ongoing monitoring and evaluation of the service as agreed 
- as part of the agency’s monitoring and evaluation of workmanship, the agency will undertake monthly Technical Audit’s on the referrals that are completed by the agency. (This will be a minimum of 5% to a maximum of 10% per month) 
· Develop methods of recording independent reviews of Service Users satisfaction. All clients who have work completed by the agency will receive a Client Satisfaction Survey and the comments recorded and presented to the Board of Management/Strategic Business Planning Committee on a quarterly basis. 
· A thorough complaint system that is accessible by Service Users.

10. Measuring Performance 

The Provider’s performance will be measured through: 

Impact of the service and outcomes achieved.
The Provider will collect information that can demonstrate the impact and effectiveness of the service and the achievement of expected outcomes in accordance with this Service Specification. The information collated through the Provider’s Quality Assurance system will provide the following summary: 

· The number of Service Users/Eligible Individuals and outcomes achieved 
· The method and different approaches used to collect information which may include service user feedback, outcome related surveys and quality assurance records, interviews, case studies etc. 
· The Provider will provide quantitative statistical information submitted on a quarterly basis identifying the referral activity and services provided within the period 
· Statistical information Quarterly Board Reports.

11. Monitoring and Review 

The monitoring of the service provision in relation to the agreed outcomes will be through:
· Collation of statistical reports detailing the services provided on a monthly basis to be shared with Lindsay Duncalf lindsay.duncalf@conwy.gov.uk and Alan Thompson, alan.thompson@conwy.gov.uk 
· Completion of the Six Monthly Self Assessment Monitoring Form (Schedule 3) submitted to alan.thompson@conwy.gov.uk prior to the six monthly review meeting. 
· Regular six monthly review meetings will be held via Teams with representatives from the Council and the Provider to discuss all aspects of the service against the Service Level Agreement. 
· Submission of the Provider’s annual report that complies with Charity Law will be submitted to sc.commissioning@conwy.gov.uk 



SCHEDULE 1B SERVICE SPECIFICATION – Enable Funded Minor Adaptations 

12. Service outcomes  

The expected service outcome provided under this Agreement is to improve the safety and wellbeing of eligible individuals to maintain their independence in the community. The Provider will achieve the above outcomes by providing reliable, responsive and good quality Enable funded minor adaptation.

13. The funding will be determined annually based on the allocation of Enable monies received by Conwy County Borough Council’s Adaptations Team from the Welsh Government.

This SLA terminates automatically if Enable funding ceases. Both parties commit to collaborative exit planning to minimize service disruption to Service Users. 

14. Service principles 

In delivering the Service, the Provider shall adhere to the following principles: 

· To enable Service Users to live as independently as possible 
· To have respect for Service Users and their way of life, paying particular regard to ethnic, religious and cultural issues 
· To involve Service Users in all decisions which affect the delivery of the Service, addressing their specific communication needs and being responsive to their informed choices and wishes 
· To maintain the self-respect of Service Users in all situations 
· To always give assistance in a safe, practical, reliable manner and in ways acceptable to Service Users 
· To maintain the confidentiality of Service Users unless a disclosure is necessary to protect the health, safety or welfare of the Service User or other Service Users 
· To avoid any discriminatory practices 

15. Scope of the service 

The Provider will provide a minor adaptation service between the value of £350 and £1,500 (inclusive of labour and supplies) per individual following an assessment of need. The Adaptations Team Leader can agree to additional discretionary funding. 

16. Range of outputs as part of service delivery provided 

The delivery of the service will be undertaken by appropriately qualified, skilled and trained personnel. Equipment and materials provided shall comply with Industry Standards and safety requirements. All work undertaken shall meet approved building regulations, NICEIC, etc. Adaptations will be completed within a 15 working day period from the date referral received. 

17. Service capacity 

The service will be operational five days per week, Monday to Friday during standard office hours.

18. Eligibility 

Homeowners or private tenants who have a chronic condition or physical disability and who are normally permanently resident in Conwy County Borough. 

19. Access and referrals

All services will be provided free of charge to Eligible Individuals. The Provider shall accept referrals via Conwy County Borough Council Occupational Therapy Service, health and social care professionals and Trusted Assessors. 

20. Location of the service 

The service will be delivered at the property where the Eligible Individual permanently resides, unless otherwise authorised by the OT manager in exceptional circumstances. 

21. Quality Assurance 

The Service Provider will develop a system of quality assurance which demonstrates the effectiveness and level of service provided, evaluating outcomes and the processes they use in compliance with the Welsh Government’s ‘Housing Adaptations Standards of Service’. 

Such a system of quality assurance will have the following features: - 
· Methods of recording individual service outcomes related to personal goals of individuals Information contained within Schedule 4 
· Ongoing monitoring and evaluation of the service as agreed 
- as part of the agency’s monitoring and evaluation of workmanship, the agency will undertake monthly Technical Audit’s on the referrals that are completed by the agency. (This will be a minimum of 5% to a maximum of 10% per month) 
· Develop methods of recording independent reviews of Service Users satisfaction. All clients who have work completed by the agency will receive a Client Satisfaction Survey and the comments recorded and presented to the Board of Management/Strategic Business Planning Committee on a quarterly basis. With the aim of achieving a minimum of 90% positive feedback. 
· A thorough complaint system that is accessible by Service Users.

22. Measuring Performance 

The Provider’s performance will be measured through: 

Impact of the service and outcomes achieved.
The Provider will collect information that can demonstrate the impact and effectiveness of the service and the achievement of expected outcomes in accordance with this Service Specification. The information collated through the Provider’s Quality Assurance system will provide the following summary: 

· The number of Service Users/Eligible Individuals and outcomes achieved 
· The method and different approaches used to collect information which may include service user feedback, outcome related surveys and quality assurance records, interviews, case studies etc. 
· The Provider will provide quantitative statistical information submitted on a quarterly basis identifying the referral activity and services provided within the period 
· Statistical information Quarterly Board Reports.

23. Monitoring and Review 

The monitoring of the service provision in relation to the agreed outcomes will be through:
· Collation of statistical reports detailing the services provided on a monthly basis to be shared with Anna Mann anna.mann@conwy.gov.uk and Harry Jones harry.jones@conwy.gov.uk 
· Completion of the Six Monthly Self-Assessment Monitoring Form (Schedule 3) submitted to Anna Mann anna.mann@conwy.gov.uk and Harry Jones harry.jones@conwy.gov.uk prior to the six monthly review meeting. 
· Regular six-monthly review meetings will be held via Teams with representatives from the Council and the Provider to discuss all aspects of the service against the Service Level Agreement. 
· Submission of the Provider’s annual report that complies with Charity Law will be submitted to sc.commissioning@conwy.gov.uk 
