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Gall cynnwys a gynhyrchwyd gan AI fod yn anghywir.]       Service Specification
‘Drop-in’ Service for Young People  
(16–24)                               
	Service Name
	  Drop-in for Young People (16–24)

	Lead Officer 
Phone Number
Email address
	Gareth Parri  
01766 771000 
grantcymorthtai@gwynedd.llyw.cymru  

	Commissioner Contact Details
	As above

	Contract Duration
	3 years – subject to a service review at the end of this period with the option to extend for a further 3 years on an annual basis (1+1+1), subject to compliance, satisfactory performance and availability of funding.

	Start Date
	1 December 2026 

	Contract Type
	Block contract

	Primary Service User Group
	 Drop-in: Young people who are homeless / At risk of homelessness / Issues relating to living situation


	Age Range
	16 - 24 
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1. Introduction
Gwynedd Council intends to commission a ‘Drop-In’ service for young people across the County. This service will provide accessible, flexible and timely access to housing-related support, with a clear focus on homelessness prevention through early and effective intervention.
The service will be funded through the Housing Support Grant (HSG) and will form a key part of the Council’s strategic response to preventing homelessness among young people.

2. Context
Gwynedd has seen a significant increase in the number of homelessness presentations since 2020, with numbers continuing to remain high into the current year, 2025/26. The Rapid Rehousing Plan published during 2024 informs us, based on data and extensive research, that ‘Homelessness Prevention’ is a strategic priority for Gwynedd Council.

There are specific interventions for young people, and we recognise the need to modernise services and ensure that a range of pathways are available at the appropriate time, i.e. from somewhere to turn for early intervention through to support within permanent accommodation. This will form part of the key themes to ensure that a meaningful and sufficient service is provided for the most vulnerable young people in the county.

Following a needs assessment exercise undertaken in March 2026, it was reaffirmed that a high number of young people are using existing ‘drop-in’ provision. From reviews carried out annually of the ‘drop-in’ provision across the county, it is clear that the demand for this type of service and early intervention is significantly higher than the provision currently offered under the grant. It is also evident that there is insufficient provision across the county as a whole.

It is now timely to modernise the way in which services are delivered and commissioned, and to ensure a service for all. In turn, we will move forward with our commitment to ensure that homelessness is rare, brief, and not something that occurs repeatedly.

It is extremely encouraging to see the outcomes that ‘drop-in’ provision delivers, and it is crucial that young people are able to benefit from and access flexible support where the door is open. This service is unique to young people, on their terms, and there at the right time.

3. Purpose of the Service
The purpose of the service is to:
· Prevent homelessness among young people
· Provide easy access to support without barriers
· Support housing stability and independence
· Improve wellbeing and resilience
· Enable access to wider services through effective referrals
4. Strategic Direction
This service operates within the legislative and strategic context of Wales, directly contributing to national and local priorities:
Housing (Wales) Act 2014 – Supporting the Local Authority’s duties to prevent homelessness and to ensure that appropriate support is provided within statutory timeframes.
Social Services and Well-being (Wales) Act 2014 – Promoting the well-being of individuals through a person-centred approach, emphasising the importance of multi-agency partnership working.
Well-being of Future Generations (Wales) Act 2015 – Ensuring that the service operates in line with the five ways of working: prevention, long-term, integration, collaboration, and involvement.
United Nations Convention on the Rights of the Child (UNCRC) – Ensuring that the rights of children and young people underpin service provision, placing their voices and needs at the heart of all decisions.
Ending Homelessness in Wales Strategy – Contributing to the national vision of making homelessness rare, brief, and non-recurring.
In addition, the service will be delivered in accordance with the principles of the Housing Support Grant, including early intervention, promoting independence and providing housing-related support.

5. ‘Drop-In’ Spaces
The service will provide ‘drop-in’ access without the need for a prior appointment, in a variety of suitable community locations across Gwynedd.
The provider must:
-Ensure that locations are accessible, visible and easy to reach
-Provide a welcoming, safe and inclusive environment
-Ensure a consistent and reliable presence
The service is expected to provide fair access across Gwynedd, including rural areas, and the provision should not be focused in urban areas only.
The provider will need to outline a clear delivery model, including:
-Locations and the geography of the provision
-Frequency and hours of sessions
-Methods of engagement with young people
The provider is expected to demonstrate an innovative approach to delivering the service, making effective use of different locations and methods to reach young people.
The model may include a combination of face-to-face drop-in sessions and digital access to ensure effective reach across all areas of Gwynedd.

6. Core Service Offer
The service will operate as a drop-in service, offering flexible access without barriers for young people, without the need for a prior appointment.
The service is expected to be delivered in accordance with the following:
· Opening hours: Monday to Friday, 9am – 5pm
· Level of provision: up to 20 units per week
For the purpose of this specification, a “unit” refers to (e.g. session / contact).
This level of provision may be subject to change or expansion during the term of the agreement, based on:
· direction of the Commissioning Team
· evidence of demand and service use
· availability of funding
The service will provide:
-Housing advice and support
-Support to prevent loss of accommodation
-Financial support and tenancy management
-Signposting and onward referral to relevant services
-Wellbeing support and skills development
The service is not designed to provide long-term support or ongoing case management. Rather, its purpose is to provide a timely, practical and purposeful response that helps young people to resolve immediate issues, strengthen their resilience and connect with further support where necessary.
The duration of the intervention may vary depending on the needs of the individual. In some cases, one brief contact may be sufficient, while in other cases a number of sessions over a limited period of time may be required in order to achieve a meaningful outcome.
The provider is expected to operate a short-term support model that is focused on outcomes, with clear pathways to refer or transfer individuals to more specialist or longer-term services where appropriate.
As a general principle, an individual intervention should not extend beyond a period of 4 weeks, unless there is a clear and recorded reason for doing so.

6.1 Access to Wider Support and Services
Ensuring that young people are able to access wider support is a key element of this service.
The provider is expected to operate as an early access point to support, enabling young people to connect promptly and effectively with relevant services and agencies.
This will include:
· Providing initial advice and support to identify individual needs
· Referring and linking young people with appropriate services
· Supporting young people to engage with services where necessary
This may include referral to a range of services, including but not limited to:
	The Council’s Homelessness Department

	SPOA (Single Point of Access)

	Mental health services

	Substance misuse services

	Youth services

	Education, training and employment

	Financial advice and benefits

	Specialist services (e.g. domestic abuse)

	Access to food and emergency support (e.g. food bank, vouchers)

	Grants and relevant sources of financial support


The provider is expected to develop and maintain effective links with partner services in order to ensure clear and timely pathways to support.
6.2 Digital Intervention and Remote Support
The Authority recognises that face-to-face support is not always suitable or accessible for every young person. As a result, the provider is expected to offer a digital element as part of the service in order to improve accessibility, responsiveness and reach across Gwynedd.
Although face-to-face support will be the main method of delivering the service, the digital provision should offer additional options for young people who:
· Live in rural or hard-to-reach areas
· Face transport barriers
· Prefer remote communication
· Feel anxious about attending face-to-face services
· Need quick access to information, advice or initial support
The provision may include:
· Telephone calls
· Video calls
· Communication via email
· Text messages or secure messaging through agreed platforms
· Individual or group virtual consultation sessions where appropriate
· Provision of accessible digital information, advice and resources
The provider is expected to ensure that:
· Any digital provision is secure and complies with data protection and confidentiality requirements
· Young people are able to choose the method of engagement that best suits their needs
· The use of digital methods does not reduce access to face-to-face support
· Clear pathways are in place for escalating cases where risk, safeguarding concerns or the need for more intensive support are identified
The provider is encouraged to use innovative digital methods to reach out to young people and to promote the service, ensuring that the provision remains accessible, inclusive and relevant to the needs of young people in Gwynedd.

7. Expected Outcomes
The main aim of the service is to support young people to prevent or overcome difficulties related to housing before they worsen, promoting independence, resilience and long-term stability. The service is expected to deliver the following outcomes:
· Reduce homelessness among young people
· Improve housing stability
· Increase access to services
· Improve wellbeing

8. Approach and Working Principles
The service will adopt an approach based on the principles of a Psychologically Informed Environment (PIE) and a trauma-informed approach.
The provider is expected to ensure that this approach is embedded in all aspects of service delivery.
The service must:
· Ensure that staff are appropriately trained in PIE and a trauma-informed approach
· Demonstrate understanding of the impact of trauma and adverse childhood experiences on young people
· Adopt an empathetic, non-judgemental and strengths-based approach
· Create an environment that promotes a sense of safety, trust and consistency
· Ensure that young people are actively involved in their decisions and their support plans
The provider is expected to be able to demonstrate how these principles are implemented in practice as part of their delivery model.

9. Staffing Requirements
The provider must ensure that they have an appropriate staffing structure to deliver the service effectively.
Staff are expected to:
· Be skilled support workers with relevant experience of working with young people
All staff must receive appropriate training, including:
· Psychologically Informed Environments (PIE)
· Trauma-informed practice
· Safeguarding
Staff are expected to have an understanding of diversity, equality and inclusion, including awareness of issues that affect LGBTQ+ young people and individuals of different gender identities and sexual orientations.
Staff must be able to deliver a service that is respectful, non-judgemental and person-centred, recognising and responding appropriately to the needs, experiences and identity of each young person.
The provider is expected to ensure that staff receive appropriate training or professional development to support inclusive practice and promote equal access to the service.
The provider must ensure that:
· All members of staff have received a satisfactory enhanced Disclosure and Barring Service (DBS) check prior to starting in their role

The service must be fully bilingual:
· All information, advice and support must be provided in Welsh and English, in line with the needs and preference of the individual
· Staff are expected to have the ability to deliver the service in Welsh
· Any public activities or group sessions must be fully bilingual, with translation support available where necessary
The provider is expected to ensure:
· Regular formal supervision for staff
· Annual performance evaluation
· A Personal Development Plan for each member of staff
· Identification and provision for ongoing training needs
New staff are expected to receive induction within 3 months of starting in their role.

10. Contract Value
The maximum contract value for the initial contract period (Year 1) shall not exceed £118,545 (inclusive of VAT).
The provider should submit financial schedules based on the costs for Year 1.
Subject to funding constraints, it is intended to include inflation in the overall agreement for Years 2 and 3.
THE START DATE OF THIS AGREEMENT IS 01/12/2026 TO 30/11/2029 WITH OPTIONS TO EXTEND ON A YEAR-BY-YEAR BASIS UP TO 31/10/2032 (INITIAL 3 YEARS WITH OPTIONS FOR +1 +1 +1 – MAXIMUM OF 6 YEARS)
Central Management Fees should not be more than 10% of the total direct and indirect cost of delivering the services.
Payments will be made to the provider following receipt of a monthly/quarterly invoice.

10.1 Contract Expansion
The Authority recognises that the needs and demand for the service may change over time. As a result, there may be opportunities to:
· expand or adapt the provision
· develop new service elements
Any changes or expansion will be subject to:
· availability of additional funding
· evidence of need
· agreement between the parties
The Authority does not guarantee additional funding but seeks to work in partnership to develop the service where appropriate.

11. Funding and Non-Duplication
The provider must ensure that this service does not duplicate provision that is funded through other sources.
The provider must:
-Demonstrate clear additional value
-Declare all relevant sources of funding
-Ensure that there is no double funding
The service will represent new provision or an expansion of existing provision with clear evidence of additionality.
The Council has the right to request financial evidence and to recover funding if duplication is identified.

12. Service Development and Partnership Working
The provider is expected to work closely with the Authority throughout the agreement to develop a detailed understanding of the needs of young people in Gwynedd.
This will include:
-Identifying areas of high demand
-Understanding the issues facing young people
-Identifying gaps in provision
The service will be flexible and will evolve based on data, evidence and feedback.
The Commissioner and the Provider will:
-Review the provision
-Identify opportunities to improve
-Consider expanding or developing new services
This may include expanding provision or further commissioning, subject to funding.
The provider is expected to contribute by sharing insights, data and development ideas.
The provider must ensure that the service is registered on DEWIS Cymru (www.dewis.wales) and that all relevant information is kept up to date throughout the duration of the contract.

13. Safeguarding and Risk Management

Safeguarding and protection of people is a fundamental principle of this service, in accordance with the Social Services and Well-being (Wales) Act 2014.
The provider must ensure that robust safeguarding policies and procedures are in place and are effectively implemented.
The service must:
· Comply with all relevant safeguarding frameworks in Wales
· Have clear safeguarding policies that are regularly updated
· Ensure that staff are trained to recognise and respond to signs of risk or abuse
· Provide clear pathways for escalating concerns
· Ensure that all members of staff understand their responsibilities in relation to safeguarding
Any safeguarding concern must be acted upon immediately by following the local procedures of the Council and statutory partners.
If there is an immediate risk to an individual, the Police must be contacted immediately.

13.1 Escalation Contacts
If the provider has a concern about the safety of a child or adult, the following should be contacted immediately:
· Adults Services Advice and Assessment Team – 01766 772577
· Children’s Services Duty Team – 01766 772577
Outside office hours (after 5pm, weekends and bank holidays):
· Social Services Out of Hours Team – 01766 772577
Access to Emergency Homelessness Support:
· This service operates between the hours specified in the specification and is not an emergency response service or an out-of-hours service.
· If a young person requires urgent assistance in relation to homelessness or is at immediate risk of losing accommodation outside of the service hours, the provider must ensure that clear information is provided on how to access support.
This will include reference to:
Gwynedd Council Homelessness Department
· Telephone: 01286 685100 (during office hours)
· Telephone: 01286 771000 (outside office hours)
Where necessary, the provider should also ensure that young people are aware of other relevant emergency services, including social services, health services or the police if there is an immediate risk to an individual’s safety or wellbeing.

13.2 Policies and Compliance
The provider must have and maintain the following policies:
· Child Protection Policy
· Adult Safeguarding Policy
· Domestic Violence Policy for staff
These policies must be reviewed and updated regularly in line with legislation and national guidance.
The provider is expected to comply with the Serious Violence Duty (Police, Crime, Sentencing and Courts Act 2022), working with partners to share information and support efforts to prevent and reduce serious violence.

13.3 Health and Safety
The provider must ensure that appropriate Health and Safety arrangements are in place in order to protect staff, volunteers, young people and the public when delivering the service.
The provider must have relevant policies, procedures and systems which are regularly reviewed and effectively implemented.
This should include, but is not limited to:
· Lone working procedures
· Risk assessment and management
· Reporting and recording accidents and incidents
· Management of emergencies and serious incidents
· Health and safety in offices and community locations
· First aid and staff welfare arrangements
· Risk assessments for activities, events and service delivery locations
· Arrangements to support staff in responding to challenging, threatening or violent behaviour
· Domestic Violence Policy for staff and service users
The provider must ensure that staff receive appropriate training and understand their responsibilities in relation to Health and Safety.

14. Complaints
The provider must have a clear, accessible and effective complaints policy and procedure.
The following must be ensured:
· Copies of the complaints policy and procedures must be provided to the Housing Support Grant (HSG) Commissioning Team at Gwynedd Council at the start of the contract for approval
· The complaints process must be clear, transparent and available to all service users
Any complaint relating to this service must be:
· Formally recorded
· Escalated appropriately
· Shared with the Authority promptly
Any significant or serious complaint must be brought to the attention of the HSG Lead Officer at Gwynedd Council in writing and immediately.

15. Monitoring, Evaluation and Reporting
The provider must operate robust systems to monitor, evaluate and report on service performance.
The provider is expected to use data and evidence to understand demand, assess impact, and inform the ongoing development of the service.

15.1 Performance Monitoring
The service will:
· Record user engagement and the support provided
· Monitor outcomes in line with Housing Support Grant (HSG) objectives
· Collect feedback from service users
· Use data to continuously improve the service
The provider is expected to provide analysis of demand trends, emerging needs, and gaps in provision as part of monitoring processes.

15.2 Reporting and HSG Requirements
The provider must comply with all Housing Support Grant monitoring requirements.
This will include:
· Completion of the HSG Outcomes Framework, including primary and secondary outcomes
· Submission of Performance Monitoring Returns (PMR) on a quarterly basis
· Providing accurate, complete data in a timely manner
The Commissioner may reasonably request additional information in order to assess service performance.

15.3 Monitoring by the Commissioner
The Commissioner will monitor and review the quality of the service through:
· Regular monitoring meetings
· Annual service reviews
· A full review of the service at the end of the contract period (or earlier if required)
The provider must fully co-operate with these processes.

15.4 Inspection and Audit
The provider must co-operate with the Authority in any monitoring, auditing or evaluation activity.
This may include (but is not limited to):
· Access to relevant records
· Access to staff
· Access to service locations
Where appropriate, the provider must provide evidence to support the data submitted.

15.5 Learning and Service Development
The provider is expected to use information collected through monitoring to:
· Identify areas for improvement
· Adapt the provision
· Contribute to the development of the service over time
The provider is expected to share insights with the Commissioner to support future planning and commissioning.

16. Exit Arrangements and Termination of the Service
The provider must fully cooperate with the Authority to ensure that any arrangements for ending the service, transferring the service or changing provider are managed safely and effectively.
In a situation where the service comes to an end or transfers to another provider, the provider must:
· Ensure as little disruption as possible to young people using the service
· Work with young people to close or transfer any support in an appropriate and accessible manner
· Work with the Authority and relevant providers to ensure a safe and orderly transition
· Manage any staffing matters, records and information in accordance with legal and contractual requirements
· Ensure that any data, documents or information relevant to the continuity of the service are transferred securely and in line with data protection legislation
The provider is expected to have an appropriate exit plan and to implement it when required.
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