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1 InTRODUCTION

1.1 This Task Note has been prepared as part of the Best Value Review of Home to School and Social Care Transport Services in Salford. The objective of the Task Note is to set out the current arrangements that apply to social services transport in Salford. 

1.2 The terms of reference of the review are:

· To provide a fundamental challenge in order to establish whether services need to be carried out at all and whether the services are best delivered by current service providers.

· To develop a thorough understanding of users’ needs and expectations from the service.

· To match service delivery with user needs and expectations.

· To determine how the service’s performance compares with other providers.

· To establish whether alternative methods of service delivery would better suit the needs of users.

· To consider the Council’s Section 17 responsibilities (Crime and Disorder) in regard to these services.

· To identify other transport issues which can be taken up elsewhere or in other Best Value reviews, e.g. GMPTE responsibility for public transport, including arrangements for brokerage capacity.

· To examine current passenger transport management arrangements, including the commissioning of transport resources.

1.3 It has been produced as part of research into the current arrangements in respect of the following Community and Social Services Directorate transport:

· day care transport provided for older people and adults with learning or physical disabilities

· meals on wheels service

· self drive hire, including client side administration.

1.4 Transport provided for children ‘looked after’ by Community and Social Services is to be included in another Best Value Review. 

1.5 Arrangements in respect of self drive hire will be reviewed as part of the review of Environmental Services to be reported on later.

1.6 Details of the current arrangements pertaining to the Education and Leisure Services are reported separately. 

2 SERVICE AIMS – social services

2.1 The aims of the service are:

To ensure service users are safely collected and transported to and from their destinations as defined in individual care plans (Adults).

To efficiently deliver the service and to provide a useful point of contact for the service user (Meals on Wheels)

2.2 The main purpose of the transport service is:

To enable service users to get to a service provision; this takes the strain off carers and enables service users to access services identified in their care plan (Adults).

To support people in the community who otherwise may not be able to maintain their independence (Meals on Wheels).

2.3 The service contributes to the following Strategic Objectives of the City Council:

Enables more vulnerable adults unable to access usual facilities, to get some care and social stimulations and promote as independent life as possible (Adults).

2.4 It also contributes to the following City Council Pledges:

· Pledge 3 – A clean and healthy city – by supporting vulnerable people to live at home through day care centre transport and the delivery of meals on wheels.

· Pledge 4 – A safer Salford – by providing a safe means of transport to vulnerable people.

· Pledge 5 – Stronger communities – by helping to facilitate a more inclusive lifestyle for vulnerable people.

3 lEGAL POSITION OF social services transport

3.1 The duty relating to provision of transport for clients of Social Services authorities is far less specific than in the case of Education transport, and is generally contingent on their duties to provide other facilities and services. In each case, the authority is empowered to use voluntary or commercial agencies to provide the necessary services, and this will often entail the provision of transport as a necessary concomitant.

3.2 Much transport is based around getting people to and from sheltered housing, elderly people’s homes or the like. Under section 21 of the National Assistance Act 1948 (as amended), local authorities are placed under a duty to provide:

a) ‘... accommodation for persons who by reason of age, infirmity, illness, disability or any other circumstances are in need of care and attention which is not otherwise available to them ...’

Local authorities ‘may provide, in such cases as they may consider appropriate, for the conveyance of persons to and from premises.’

3.3 The largest single role for multi-occupancy vehicle use by Social Services is for transporting people to and from day centres, training centres and other facilities provided (under s.29 of the 1948 Act) for ‘persons who are substantially and permanently handicapped by illness, injury or congenital deformity or such other disabilities as may be prescribed...’. 

3.4 For disabled people, there is an unambiguous duty relating to transport contained in the Chronically Sick and Disabled Persons Act 1970 (CSDPA). This places a duty on social services authorities to establish the numbers and needs of disabled people living in their area, to publish information about the services they provide, and to inform disabled people about relevant services that they know others provide. It also requires authorities to make arrangements to enable persons covered by s.29 of the 1948 Act to travel to and from their homes to participate in any services provided under that section.

3.5 CSDPA section 2(1) lists the arrangements that can be made to assist disabled people. These include [our underlining]: 

· practical assistance for that person in his home; 

· provision of, or help in obtaining, a radio, TV, telephone or specialist equipment to be able to use a telephone; 

· help in taking advantage of library, recreational or educational facilities; 

· providing facilities for, or helping with, travel to and from home to participate in any services provided by the authority, or similar; 

· providing adaptations to, or additional facilities for, the home; 

· facilitating holidays; 

· provision of meals, in the home or elsewhere.

3.6 The National Health Service and Community Care Act 1990 added, inter alia, a requirement for authorities to carry out an assessment of needs for any person for whom it appears that they have a power or duty to provide community care services, which shall be used to decide whether that person should be provided with such services. 

3.7 Where services are required by people who appear to the authority to be disabled, then the authority must carry out assessments, automatically determine what services it feels it appropriate to provide, and notify them, under the provisions of section 4 of the Disabled Persons (Services, Consultation and Representation) Act 1986. They must be informed of their rights under the Act, and given an opportunity to make (or have made on their behalf) representations about the council’s decisions.

3.8 Social services departments also have substantial responsibilities under the National Health Service Act 1977, Mental Health Act 1983, Children Act 1989 and the Carers (Recognition and Services) Act 1995.

Community Care

3.9 The National Health Service and Community Care Act 1990 set out the structure for much of social service delivery. It was the culmination of a decade of discussion, focussing initially on the closure of long-stay psychiatric institutions, but later on the general issues of independence and choice for consumers of social services.

3.10 Community care is concerned principally with three groups of adults: the elderly, people with learning disabilities and people with physical disabilities. Services are also provided on a smaller scale for people with mental health and addiction problems. The changes in the 1990 Act had six key objectives:

· to promote the development of domiciliary, day and respite services to enable people to live in their own homes wherever feasible and sensible

· to ensure that service providers make practical support for carers a high  priority

· to make a proper assessment of need, and good case management, the cornerstones of high quality care

· to promote the development of a flourishing independent sector alongside  good quality public services

· to clarify the responsibilities of agencies and so make it easier to hold them to account for their performance

· to secure better value for taxpayers’ money by introducing a new funding structure for social care.

3.11 Transport is described as a service, ‘at present largely the responsibility of social services authorities’, which will be essential to enable people to live in the community. It is also the means by which clients gain access to many of the specialist services established by the council under its obligations. As such, it has witnessed the same fundamental changes in recent years as other elements of social services:

· increasing demand

· restricted growth in resources

· increasing levels of dependency.

3.12 The last of these is a key issue. As care has steadily been transferred from health service residential facilities into the community, not only the number, but also the severity, of cases being handled in social services’ day care facilities has risen dramatically. This has implications for transport in a number of ways:

· greater demand for specialist features, such as wheelchair lifts, special harnesses, or simply escort provision

· higher standards of training and competence demanded of staff

· longer average times for boarding and alighting

· more requirement for door-to-door service (as against kerb-to-kerb)

· greater daily variations in punctuality

· longer overall travel times.

3.13 These add up to a mixture of increased resource input and reduced quality of service. With continuing plans to close all long-stay hospitals, e.g. for people with learning disabilities, these trends are set to be exacerbated.

3.14 Local authorities have had to establish independent inspection units to monitor the quality of care and the quality of life in residential establishments offered by the public, private and voluntary sectors. Although focussing on residential settings, these units have the potential to consider other, community-based services. For transport, standards would need to be written against which the services could be assessed. Such standards might, for example, include:

· the use of appropriate vehicles (size, design) 

· the use of appropriate safety equipment

· the use of trained and qualified staff

· a written explanation of any charging system.    

3.15 Authorities must set up a procedure for dealing with representations or complaints made in relation to social services functions, either by individual recipients of such services or carers, or people acting on behalf of others. Such procedures must be simple, accessible and well publicised. Very few transport operations have complaints procedures which are adequate

3.16 Social services authorities must prepare Community Care Plans which cover the needs in the area, the range of services available, the results of consultation and so on. The plans, compiled in collaboration with Health Authorities, housing authorities and other agencies, must set out clear targets to cover:

· arrangements for assessment

· purchasing of services

· case management

· changes in service delivery

· desired outcomes.

3.17 Initially most Community Care Plans contained no reference to transport, but this has now changed, following guidance such as that contained in the Practitioners’ Guide to Care Management and Assessment issued by the Department of Health Social Services Inspectorate, which specifically includes transport within the list of needs that must be investigated during a care assessment.

3.18 There has a been a requirement connected to funding for Community Care, that a significant proportion of the care work should be externalised and not undertaken directly by the local authority. In many cases the voluntary sector undertakes a large part of this work. The general standards set by the authority for the voluntary sector providers must be no less than those that would apply to commercial or in-house provision. It is common for the transport element to be included within the entire care package purchased.

Health

3.19 There is increasing interaction between National Health Service (NHS) agencies and local authorities in respect of transport. With the development of Community Care, the distinctions between Social Services transport provided by local authorities and non-urgent patient transport (PTS), funded by NHS Trusts, have become increasingly blurred. Most Hospital Trusts contract the local Ambulance Service NHS Trust to run their PTS, but some buy it in from commercial or community transport operators, and a few run it in-house.

3.20 Since April 2000, the position regarding joint provision of transport by local authorities and NHS agencies has changed. Section 31 of the Health Act 1999 introduced the possibility of formal partnership arrangements, and the related Regulations (The Health Act 1999 Partnership Arrangements Regulations, SI 2000/617) came into force on 1 April 2000.

3.21 Health Service Circular 2000/010 explains that the aim of these local authority / NHS Partnership Arrangements is to improve services for users, through pooled funds and the delegation of functions. Permissive powers to support better co-ordination and innovative approaches to securing services across a wide range of NHS and local authority functions are now available. There is no limit to the size of the partnerships, or the number of partners, which may include Health Authorities and any NHS Trusts, while on the local authority side, it covers district and county councils, unitary authorities and London boroughs. 

3.22 Partners will agree on the functions to be fulfilled by the partnership, which can include:

· many NHS functions (but excluding surgery, etc. and emergency ambulance services), and 

· certain local authority functions, specifically including most functions relating to:

· social services

· education and recreation

· housing and highways

· environmental health, waste collection and disposal

· passenger transport and travel concessions (sections 63 and 93, Transport Act 1985).

3.23 The two sides may enter into partnership arrangements to exercise any of the above and for this purpose, they may create a pooled fund. Each side may exercise the other's functions, subject to certain administrative arrangements, or they may choose to exercise the functions jointly. Detailed guidance is provided in respect of the accounting arrangements.

3.24 There are already a number of examples of pooled funds being established on this basis, mostly dealing with services for adults with mental health problems or learning disabilities, although there has been little NHS interest in such arrangements in transport. However, one example of co-operation on the transport side has started in Nottinghamshire, whereby East Midlands Ambulance Service is using 12 Nottinghamshire Social Services vehicles during their 1100 to 1445 mid-day downtime period. 

4 PROVISION and ENTITLEMENT IN SALFORD

4.1 The mainstream services can be categorised as:

· Day Care Services – Older People

· Day Care Services – Adult Disabilities.

Older people

4.2 Transport is provided to the Age Concern Centre, Clifton and to the Directorate’s four day centres: 

· Alexandra House, Eccles; 

· Brierley House, Little Hulton; 

· Humphrey Booth Centre, Lower Broughton;

· Humphrey Booth Centre, Ordsall.

4.3 The number of day centres has been reduced in recent years and a decision taken to provide services to the more dependent. These higher dependencies have impacted upon transport through an increased number of wheelchair passengers and walking aids and medical conditions. Service users generally attend the nearest centre but can experience longer journey time.

4.4 Services operate to each centre on weekdays (excluding public holidays). There is also a Saturday service to the Age Concern Centre. Brierley Hill provides a Saturday and Sunday service but currently the transport to support this is contracted out. This follows a long staff dispute arising from a reduction in overtime rates for Sunday working introduced under the Council’s Single Status Agreement, and a more recent dispute about the provision of a bus escort for the weekend service to this centre.

4.5 The viability of continuing with the weekend opening of Brierley House is currently being assessed in view of the low numbers attending.

Adult disabilities

4.6 Day care services for adults with learning and / or physical disabilities were re-organised in February 2001. There are now four day centres: 

· Craig Hall, Irlam; 

· Orchard Mount, Eccles; 

· St. George’s, Pendleton;

· Waterside, Clifton 

4.7 These remaining centres now specialise in the range of services they offer rather than the generic range of services previously provided. Previously, service users generally travelled to the nearest centre, now centres are available to service users citywide, dependent on need. Consequently, there are now many more cross-city journeys and longer travel times. Furthermore, it is now recognised that service users may benefit from attending more than one centre and transport is required to facilitate this.

4.8 Services are provided Monday to Friday (excluding public holidays).

Eligibility criteria

4.9 The criteria for the funding of Community Care Services was agreed by the Council’s Social Services Committee on 28 November 1995, while criteria for the prioritising of services were approved by the Community and Social Services Committee on 5 January 1999. 

4.10 The transport eligibility criteria agreed in 1995 state:

· Funding for transport to and from a community facility, e.g. a day centre, can be accessed when a client meets the minimum criteria set in relation to domiciliary care / community support and where a person has a permanent and substantial disability which requires the provision of specialist transport and / or supervision. Ordinarily, those individuals with access to public transport via a concessionary travel pass or vehicle supplied by Motability should use these resources.

· Where an individual requires transport by ambulance to a residential or nursing home, this should be funded by the National Health Service if in an emergency. In a planned admission requiring an ambulance, this would be met out of Community Care funds if there is no other means of paying for or organising this.
4.11 The Day Care Eligibility Criteria for Social Services Funded Day Care (Draft 2 -20/8/01) states:

· Day Care is provided on the basis of 1 – 2 days per week for service users meeting the moderate dependency level and up to 3 days a week for service users meeting the higher level of dependency and / or having a high degree of vulnerability. In very exceptional circumstances up to 5 days day care can be provided in instances where there are high levels of carer stress and / or an identified risk of adult abuse, whereby day care forms part of a protection plan.

· High dependency individuals will require assistance from others in most areas of self and personal care. The dependency may result from physical or mental incapacity. They will normally require support at least 3 times daily, 7 days a week. They will meet the local authority’s criteria for residential or nursing care. The care may be provided by social services, nursing, voluntary agencies or informal carers. The amount of care provided by social services will be up to the agreed units.

· Medium dependency individuals will need a degree of assistance or supervision from another person or be dependent upon equipment for some areas whilst requiring help with washing, dressing and domestic tasks. They may be dependent in terms of mobility. They would be eligible for assistance with personal care, domestic tasks, day care, transport and bathing service.

· Day care cannot be provided to any service user receiving a residential care package except in exceptional circumstances whereby for example it is felt necessary to provide continued day care to enable a new resident to settle into a new environment without losing valued community contacts. Arrangements in this instance should be gradually reduced and on a short term basis as the older person gains familiarity and new social contact / stimulation in the residential setting.

· Day Care provision at the level outlined above can be provided alongside a domiciliary care package with no effect on cost limits, i.e. an older person meeting residential care criteria but preferring to remain in the community could have a domiciliary care package up to the relevant limit plus up to 3 days day care. However, when the day care provision is in excess of the normal 3 day maximum, any high cost packages should be discussed with the team manager

· The meals-on-wheels service is available to the high / medium dependencies outlined above. 

4.12 The draft criteria have still to be adopted officially although in practice it is in use, one reason for it not being formally adopted is that it is to be reviewed further. The Directorate has a Joint Review commencing in June and the criteria will have to be formalised for that.

Authorisation of transport
4.13 In its advisory guide to transport managers, the Audit Commission states that:

Social services transport is usually provided without any specific assessment of need. Nevertheless, decisions to provide transport should be made as part of the assessment process for social care services and be re-examined regularly, for example, as part of an annual review of users’ needs. Clear written local guidance on how to undertake assessment for transport services and on the procedures to follow will be helpful

4.14 Transport for adults with physical disabilities and / or learning difficulties is generally authorised by the Social Worker carrying out the assessment of the care package required by the individual, whereas transport for older people is generally authorised by the Centre Manager. 

4.15 Requests for transport are normally forwarded to the Transport Officer, who will then arrange to allocate the client to one of the in-house service routes. However, if there is no suitable in-house transport available, the Social Worker/Centre Manager will contact an authorised private contractor and arrange independent taxi transport. Further details of the process followed are given in Section 6 – Transport Procurement.

4.16 Social workers authorise Meals on Wheels. A referral is sent to the Directorate’s Meals on Wheels office, indicating whether the service-user has chosen a hot or frozen meal service. Requests for the frozen service are then sent direct to the contractor; orders for the hot service are sent to the production kitchen and details are included in the driver’s book, which is prepared by the Meals on Wheels office and then sent to the Transport office. Both offices are based at the Turnpike complex.

Charges

4.17 Legislation allows for the levy of a charge for transport provided in connection with social services, as for other facilities provided to clients. In many authorities where charges are made, there is no identifiable transport element, but a composite charge is made as a contribution towards costs. One of few alternative examples is Stockport MBC, where a specific daily charge is levied for transport.

4.18 No charges are made in Salford for transport, although charges are made for other service provision. With regards to meals-on-wheels, the unit purchase cost is £1.63 and the sale price is £1.65; transport and administration costs are completely subsidised by the City Council

Wider policy developments
4.19 Day care for older people is currently under review. It is not yet clear whether provision will need to change in light of:

· closure of resource centres

· new eligibility criteria

· need to realign with health provision.

4.20 In addition, the current Service Plan (2002/03), provides for the frozen meal service to be rolled out to the remaining 50% of the City within the next 12 months. This will inevitably reduce the number of Meals on Wheels delivered daily by the in-house service.

5 DELIVERY OF SOCIAL SERVICES TRANSPORT

5.1 Social services transport is managed in the Community and Social Services Directorate. The Principal Officer (Supplies and Services) is responsible for the management of the in-house Service, Supplies and Services is part of the Support Services Division of the Directorate. 

5.2 The Directorate structure has 6 divisions. Each division and its responsible officer is shown below:

· Care Services (Deputy Director)

· Care homes

· Day centres

· Dispersed housing

· Home care

· Personnel

· Health and Safety

· Adult Commissioning (Assistant Director)

· Specialist teams for adults and older people

· Contracting and commissioning of external services

· Children Services (Assistant Director)

· Children and families teams

· Internal and external services

· Fostering

· Children’s homes

· Family centres

· Performance and Customer Care (Assistant Director)

· Planning

· Best Value lead

· Management information

· IT

· User / carer lead

· Support Services (Assistant Director)

· Finance

· Transport

· Building

· Client affairs

· Central administration

· Community Affairs (Assistant Director)

· Neighbourhood co-ordinators and community development

· Community centres

· Welfare and debt advice

· Voluntary sector liaisons 

5.3 The current organisation was set up approximately 12 months ago. Previously transport was included within the Care Services Division. Although transport is now included in the Support Services Division, it maintains a close relationship with Care Services and the Principal Officer responsible for transport is still part of the Care Services management team. 

5.4 There are no specific eligibility criteria to determine whether transport is necessary, referrals for transport are based on social workers’ / centre managers’ knowledge of the service user. It is recognised that:

The lack of any criteria may lead to the inappropriate use of the service, which not only is tying up resources which may be better utilised but also dependence on the service may also be a barrier to some service users developing social and independence skills

In-house transport service

5.5
If the client is to be placed on the in-house service, a referral is made by the social worker / centre manager authorising the transport either by telephone or at the fortnightly consultation meeting. This is followed up with a Risk Assessment form that provides the following information:

· Client’s name, address, date of birth

· Date

· Risk assessor

· Review Date

· Manager

· Details of –

· Perceived/known risks to third parties

· Perceived/known risks to themselves

· Perceived/known risks to the service user /provider from the environment they are placed in

· How the perceived/known risk will be managed.

5.2 Details of the procedures adopted by the in-house service are given in Section 8.

Private Contractors

5.3 If in-house transport is not available the social worker / centre manager will contact an operator from the Schedule of Tendered Taxi Operators and organise the transport. The social worker / centre manager then sends a letter of authorisation to the operator detailing the service commissioned, including details of the journey and the price agreed. Invoices are sent to the finance officer based at the commissioning team who checks the authorisation and makes arrangement for payment. Variations in route details are again done by telephone and confirmed in writing. In arranging transport, checks on existing transport in the area are not made.

5.4 For the purposes of the Schedule of Tendered Taxi Operators the Salford area is divided into 3 zones:

· Zone 1 – Broughton / Pendleton

· Zone 2 – Claremont / Eccles / Irlam

· Zone 3 – Swinton / Little Hulton / Worsley / Walkden

5.5 For each zone there are a number of hackney carriage and private hire operators and an agreed rate per mile for each operator. Currently, however, there is no check on the distance involved, the charge being levied or indeed whether the operator is combining routes.

5.6 At the present time, 100% of transport for the elderly is provided by the in-house service; however, a number of adults with learning difficulties are conveyed by private operators.

5.7 If an escort is required, this is arranged by the social worker / centre manager. If a family member is not available an agency registered with Social Services, e.g. Domiciliary Care, will be asked to provide an escort. 

6 TRANSPORT PROCUREMENT

Contract vehicles – procurement process
6.1 The Directorate’s Contracts and Reviews Section manages the Schedule of Tendered Taxi Operators. The schedule was last tendered in 2000, since then it has been extended annually at the rates per mile quoted originally.

Conditions of Contract

6.2 The City of Salford Community and Social Services Directorate Specification for Passenger Transport Services has sections covering the following issues:

a) Definitions

b) Scope of Specification

c) General Requirements

d) Vehicle / Driver Licences

e) Vehicles

f) Sub-Contractor’s Employees

g) Contractor’s Employees

h) Health and Safety

i) Accidents

j) Breakdown

k) Service Monitoring

l) Insurance.

6.3 The specification is quite comprehensive in terms of quality standards and monitoring as detailed in Section 7. However, currently there is no enforcement of the contract requirements as no monitoring of the transport provision is undertaken by the Directorate.

6.4 Although the Conditions of Contract of the Community and Social Services Directorate and the Education and Leisure Services Directorate are managed separately, the wording is similar as the former was based on the education model.

Concessionary travel 

6.5 A concessionary travel scheme is operated by Greater Manchester Passenger Transport Executive (GMPTE) for elderly and disabled people resident in its area, including Salford. Since June 2001, Salford social services has no longer issued, nor borne the cost of, any public transport travel concessions for people with disabilities.

6.6 A wide cross-section of disabled people is eligible to receive a concessionary pass for free travel on buses, trains and trams within Greater Manchester, including:

· people who are registered blind 

· people who are profoundly deaf and without speech, or with speech which cannot be readily understood by untrained hearing persons

· people who are without natural speech and are unable to communicate orally

· people who are without arms, or have long term loss of use of both arms

· people with learning disabilities.

6.7 People in the following categories are eligible for a concessionary rate travel pass, which allows travel at reduced fares (maximum of 40p on buses, and 45p on off-peak trains and trams):

· people of state pension age (from April 2003, this is expected to become all people – men and women – aged over 60)

· people who have serious walking difficulties 

· people who are partially sighted 

· people who are profoundly or severely deaf 

· people who would, if they applied for a driving licence, be refused on the grounds of physical fitness. 

6.8 Eligibility for a concessionary pass, which is free of charge, is determined firstly on the basis of age, and on the basis of disability only for younger people, or those who qualify for free travel. 

6.9 It is not clear whether the availability of travel concessions, or the suitability of public transport services, is taken into account in determining the transport provision made for Social Services clients by the City Council. It must be acknowledged that it would be unusual if this were the case. There is a further issue about the provision of support to enable people to benefit from such concessions, especially those with learning disabilities for whom the provision of ‘travel training’ can be particularly effective in increasing their independence and reducing the cost of transport to the authority. 

7 QUALITY CONTROLS

7.1 There are no separate legal standards concerning the operation of social services transport. Thus Social Services operations are covered by:

· general road traffic legislation concerning construction and use of vehicles, operation and driver licensing requirements

· general drivers’ hours and records requirements (although there are certain exemptions from tachograph requirements)

· legal restrictions on local authority activities and trading

· to the extent that they make a charge for transport, the requirements of the Public Passenger Vehicles Act 1981 and the Transport Act 1985 (TA). 

7.2 In practice, social services do not provide transport on a profit-making basis, and may therefore operate vehicles under the authority of Permits issued under section 19 of the TA. These allow not-for-profit charges to be made while exempting the operation from Public Service Vehicle (PSV) licensing. Where an agent undertakes the journey, i.e. via a contract payment or grant from an authority, this will require licensing, either via PSV or taxi licensing (depending on the size of vehicle) for commercial operators, or S.19 Permits if the provider is in the voluntary sector.

7.3 Safety issues are primarily driven by the authority’s ‘duty of care’ towards its clients, and its duty not to be negligent in the way it delivers transport. These require the authority to meet reasonable standards, bearing in mind the particular vulnerability of the clients whom it is transporting. This implies an assessment of its clients’ specific transport needs, whether it delivers the transport in-house or through private contractors.

7.4 There has been a significant number of negligence cases where authorities failed to provide passengers with appropriate restraint equipment either for them or their wheelchairs, and accidents resulted. Other examples include passengers falling off or being trapped by passenger lifts, or down stairs, or falling over when being escorted to the vehicle from their home. A recent case involved a 9 stone driver being sent to escort a 14 stone passenger with a known balance problem: it was held that the passenger should have had two escorts.

7.5 The precise standards that have to be achieved do, of course, change over time because (like all care / negligence issues) they are based on what is reasonable in the circumstances. Thus, the courts have referred to issues such as:

· what practices are generally in place

· the current state of knowledge in the particular industry

· what equipment or training is generally available.

7.6 Appropriate standards would certainly be related to those mentioned in connection with accessible passenger transport generally – e.g. compliance with the Department of Transport’s Code of Practice on the Carriage of Passengers in Wheelchairs in Buses (VSE 87/1), and similar documents. The Community Transport Association provides up to date guidance and material in respect of good practice. This also implies that staff will be appropriately trained, and parallels may be drawn with the proposed statutory requirements for drivers of wheelchair-accessible local service buses to ensure that passengers in wheelchairs are secure, and any restraints are used ‘in accordance with the relevant instructions’, before driving off.

Vehicle requirements
7.7 The City of Salford Community and Social Services Directorate Specification for Passenger Transport Services states that:

· All vehicles used in pursuance of the Contract must at all times be licensed for the purpose, that is as a:

· Private Hire Vehicle 

· Hackney Carriage 

· Public Service Vehicle 

· Small or Large Bus, under Section 19 of the Transport Act 1985.

· Drivers of such vehicles must also be licensed in accordance with the relevant legislation.

· The contractor must satisfy himself, at the commencement of the contract, that the vehicle is suitable to carry the persons for whom it is contracted.

· Vehicles must not carry more people than the number for which they are licensed, and must carry a two-way transmitting / receiving device and / or communication aid.

· Vehicles must carry a First Aid Kit that conforms to legislation and a fire extinguisher, which must be serviced periodically.

· Vehicles must be kept in good running order and repair, be regularly maintained and the exterior and interior be kept clean.

· Where seat belts are fitted, their installation must comply with the ECE Regulations 14 and 16 and EC Directives 76/115 and 77/541 as amended.

· Notice(s) visible to passengers should be affixed to the interior of the vehicle advising of the availability of seat belts and recommending that in the interest of safety they be worn.  

7.8 The in-house fleet is expected to operate to the same standards as those outlined above. The vehicles operate under a PSV licence. 

Wheelchair / risk assessments
7.9 The Audit Commission states:

‘Safety procedures are essential, as is training on them. Formal risk assessments can help identify the most appropriate arrangements for transporting a client.’

7.10 In addition, risk assessments should be carried out on the arrangements for, and the location of, disembarking and pick-up points at day centres. The Audit Commission states:

‘Social service departments should work with their authorities’ traffic management and highways departments to improve traffic management and road safety in and around centres, for example by improving entrance areas to assist vehicle access, or by taking traffic calming measures to improve safety for the people disembarking.’ 

7.11 In Salford, the Specification for Passenger Transport Services states that:

· All vehicles used for non-ambulant passengers must comply with all relevant legislative requirements and, where applicable, the provisions of the following Codes of Practice:

· BS 6109, Part 2, 1989 – Code of Practice for Passenger Lifts and Ramps

· DOT VSE 87/1 – Code of Practice – The Safety of Passengers in Wheelchairs on Buses.

It should be noted that no reference is made to MDD92/07 on special seats.

· Where a passenger travels in a wheelchair the Sub-Contractor and his Driver must ensure that:

· wheelchairs are held securely to the floor tracking which must be fitted longitudinally to the vehicle. Wheelchairs must be secured longitudinally.

· electric powered wheelchairs are restrained using a suitable tie-down system, e.g. 4-point webbing.

· where wheelchairs are secured to the tracking it must be possible at all times for able bodied passengers to obtain access from every passenger seat to at least 2 exit doors.

· that passengers occupying wheelchairs in transit are properly safeguarded from injury by means of an appropriate shoulder harness or lap and diagonal harness secured ton the floor tracking of the vehicle. A head restraint is also to be used.

· any unoccupied wheelchair or walking aids carried on the vehicle as well as any item of equipment belonging to, or brought on the vehicle, is adequately secured and does not obstruct gangways or doors.

7.12 The Code of Practice issued to drivers of in-house vehicles states:

· Drivers / Escorts must ensure that all wheelchairs and their passengers are securely restrained using only the approved equipment supplied by the Council for this purpose.

· As there are a variety of wheelchair designs, it is vitally important that the correct restraining device is used in a manner recommended by the manufacturers of the restraint. If you are in any doubt as to the correct equipment or method of fitting then consult with your manager / supervisor before the journey commences.

· Similarly, it is essential that passengers travelling in their wheelchair wear an appropriate personal restraint other than the lap-belt fitted to the wheelchair.

· When a passenger in a wheelchair is boarding or alighting from the vehicle the driver / escort should ensure that:

· the vehicle is on even ground

· the vehicle remains stationary

· the wheelchair is stable

· the handbrakes of the wheelchair are applied

· the lift guard is in position

· the driver / escort is standing on the lift behind the wheelchair.

7.13 The Transport Manager visits the client’s home and carries out an assessment of wheelchair and any physical and/or environmental factors that may impact on the transport provision for service users travelling on the in-house service. No similar assessment is made for users of transport provided by private contractors. 


Vetting and training of drivers and escorts

7.14 Provision is made for the vetting of certain staff by means of a check on their police records through the relevant local police force(s). Such checks include disclosure of convictions considered as ‘spent’ under the Rehabilitation of Offenders Act 1974. 

7.15 Guidance relating to the transport of children is quite clear, in that checks are recommended on persons who will have regular and substantial, or unsupervised, access to children, or who deal with particularly vulnerable children. Checks are therefore appropriate on escorts for children with special needs. However, the situation is far less clear in relation to vulnerable adults (i.e. those over 18 years of age), whom the guidance was not specifically designed to protect, and this has long been recognised as a deficiency in the system. In practice, social services do undertake vetting of most their own staff in positions of direct care for clients.

7.16 In appropriate circumstances, these checks may be made on staff employed by private contractors. Similarly, checks on people working for voluntary organisations are permitted, but only where they are carrying out statutory functions formerly undertaken by council staff. However, the results should not be divulged to the contractor / organisation or the subject of the check. If an unsatisfactory report is received, the contractor should simply be required to remove that person from relevant (specified) work, or types of work, for the council, to avoid any potential breach of confidentiality. It is common for voluntary car schemes undertaking work for or alongside Social Services Departments, to have the local authority vet their drivers in this way.

7.17 A revised procedure was established at the beginning of April 2002 with the creation of the new Criminal Records Bureau (CRB) for England and Wales. A new, three-tier system of certification, with wider access has been introduced. They are:

a) Criminal Conviction Certificate (CCC) – obtainable on request by the individual, this will show all ‘unspent’ convictions on record with CRB or the Scottish Criminal Records Office

b) Criminal Record Certificate (CRC) – will show CCC details, plus ‘spent’ convictions and any formal police cautions

c) Enhanced CRC – will show CRC details and any additional information held in local police records, and may involve separate disclosure to the council of information regarding current or suspected activities relevant to proposed employment.

7.18 The new procedures apply not only to those in contact with children, but also with vulnerable adults. The CCC will not be available until the summer, but most staff vetting will fall into the higher categories, which are only available to authorised organisations, including the City Council. 

7.19 The Audit Commission states, in its Practical Handbook for Social Services transport managers:

‘Police checks on drivers, escorts and other staff who come into contact with vulnerable people are important. In some cases, vehicle crew are not screened appropriately before taking up their duties. Where screening is needed, it should cover taxi drivers and hired car drivers, and escorts on taxis and hired cars, not simply drivers and escorts on minibuses; stand-in drivers and escorts and agency staff should also be vetted.’

7.20 All the in-house transport staff are fully vetted before they can take up employment. However, no vetting of contractors’ staff is undertaken, other than the basic checks needed for staff to obtain hackney carriage / private hire driver licences. No further vetting is carried out on staff once appointed.

7.21 Currently, escorts provided by agencies registered with Social Services are not police vetted; however, under the new Care Standards Regulations vetting will be carried out in the future.

7.22 In-house staff are provided with Council identity cards bearing their photograph. No identification is provided for private contractors’ staff. 

7.23 The Audit Commission’s good practice handbook goes on to state that:

‘Well trained vehicle crew are central to successful and safe transport services. Their behaviour can also make a big difference to users’ experiences during the journey. Training should be targeted to reflect the specific needs and mix of clients and the range of duties being undertaken. Training for emergencies including fires and breakdown is critical.’
7.24 Details of training given to in-house staff are given in paragraph 8.33; no training is given to private contractors’ staff.


Information on clients

7.25 The Audit Commission guidance, noted above, states that:

‘Some drivers and escorts are unhappy with what they see as weaknesses in their understanding of client’s and children’s problems and of how to respond to them…Whilst vehicle crews do not need to know the full medical history, a basic knowledge of the user’s illnesses, physical or other disabilities and behavioural problems, and how to respond correctly to them, is essential.
7.26 In Salford, no formal information is provided. However, escorts are encouraged as part of their training to gain information from the client that may be of assistance.


General Requirements

7.27 The Specification for Passenger Transport Services states:

· No passenger travelling to a day centre shall be in transit for a period in excess of one hour on any single journey
· The transport shall be on a door to door basis
· Passengers shall board and alight from the vehicle whilst the nearside of the vehicle is next to the footpath
Complaints
7.28 Although there is a formal complaints procedure in place, most complaints relating to the unreliability of transport and the conflict this has with carers’ commitments are dealt with informally, and are not recorded. No trend data is available and there has been no attempt to analyse complaints received.

Performance monitoring
7.29 The Specification for Passenger Transport Services states that the Council will undertake formal service monitoring to ensure that the provisions of the service are fulfilled, paying particular attention to:

· checks on vehicle licences

· checks on driver licences

· checks on vehicle maintenance

· checks on availability of restraints

· checks on cleanliness of the vehicle and equipment

· service standards compliance with specification / legislation

· drivers / escorts concerning conduct

· matters which have given rise to complaints concerning the service.

7.30 However, although the conditions of contract allow for monitoring of performance, none is currently undertaken.

Contract Sanctions

7.31 The conditions of contract allow for the Authority to make a deduction in the amount payable to the contractor in the event of unsatisfactory or unacceptable performance. The relevant part of the conditions of contract is the same as that detailed in the report on School Transport. However, as performance is not monitored this condition is not enforced.

Consultation

7.32 A comprehensive consultation is currently being undertaken with all stakeholders and will be the subject of a separate report.

7.33 Six weekly and annual reviews take place on individual service users’ care plans and aim to check how services are meeting individual service user needs. Transport issues may be raised at these reviews, although there is no clear guidance on which issues should be reviewed. 

7.34 Details of consultation undertaken by the in-house service are given in Section 8.


Guides to stakeholders
7.35 Social service departments can assist users and other stakeholders by providing clear information about the service and clear guidance on the role each of them plays

7.36 With the exception of the codes of practice are issued to in-house drivers and escorts, no other guidelines, specifically dealing with the transport service, are issued to stakeholders.

8 IN-HOUSE PASSENGER TRANSPORT SERVICES

8.1 The Transport Section is based at the Turnpike House complex where there is office accommodation for transport and meals-on-wheels administration, plus a mess room for transport staff in a building in close proximity to the vehicle parking area.

8.2 The principal functions of the Service are to provide:

· day-care transport services for older people and for adults with a learning and/or physical disability between their home and day centres

· a number of home to school transport services for children with special educational needs under contract to the Education and Leisure Services Directorate

· delivery of the hot meals-on-wheels service.

8.3 Day care transport is provided in response to referrals from social workers for adults with disabilities and learning difficulties, and from requests by day centre managers in respect of older people. The Transport Section determines whether it is feasible to provide transport via the in-house service, using criteria such as:

· the carrying capacity of the vehicle

· the logistical aspects of meeting the referral, taking into account the need to gain maximum resource utilisation from concentrating them in areas of greatest demand

· any detrimental impact on journey times for other service users.

8.4 The meals-on-wheels service is delivered through a combination of buses and vans, in the main using full-time drivers complemented by a small number of part-time drivers. Distribution is based on geographical areas of the City to minimise meal deterioration caused by excessive travel times. All referrals to the service are met. 

8.5 The meals-on-wheels service currently operates 16 routes a day (Monday – Friday) delivering approximately 500 meals. The meals are collected from 2 production kitchens operated by the Education and Leisure Services Directorate. The service has experienced some decline in recent years with the development of a frozen meal home delivery service promoted by the Directorate in parts of the City, provided directly by the meal manufacturers.

8.6 In the mid-1990s the Education department was experiencing difficulties with externally provided services, in particular those specialist vehicles requiring wheelchair accessibility. It was also recognised that Social Services resources could be better utilised. The Council, therefore, supported cross-departmental working, and in 1995 approved increases in staff and vehicles and changes to staff conditions of contract to facilitate this.

8.7 The 1998 tendering round further developed these cross-departmental workings. However, home to school transport contracts are awarded as part of the tendering process, and generally the lowest price is accepted. In 2001 there was a substantial loss of contracts, and only 6 contracts have been retained.


Staffing

8.8 The staffing structure of Supplies and Services and the position of the Transport Section within the organisation are shown in Figure A.

Figure A: Staffing organisation  (Supplies and Services)


Vehicles

8.9 The Section has the following vehicles:

· Passenger carrying vehicles (total 31) 

· Goods vehicles (total 20) –

· 11 for meals-on-wheels, domiciliary services and ad hoc goods transport

· 9 allocated to various sections of the Directorate for specific services.

8.10 Full details of the vehicles utilised on passenger transport are shown in Table 1.

Table 1 : Social Services Vehicles

Vehicle Reg. No.
Vehicle Type
Seating capacity
Driver
Destination

R642 ARJ
Toyota
8
J. Timmis
Moorfield Primary / Waterside

H693 CNC
Renault Trafic
11
Spare


H694 CNC 
Renault Trafic
11
Orchard Mount Driver
Orchard Mount

G827 PRJ
Talbot Freeway
12
Spare


T853 JJA
Iveco
16
G. Switzer
Alexandra House / Orchard Mount

T854 JJA
Iveco
16
J. King
Alexandra House / Granville

Y337 PNW 
Mercedes
16
P. Harrison
Springwood School / other as necessary

N820 ABU
Iveco
20
T. Green
Craig Hall

N821 ABU
Iveco
20
Spare


N822 ABU
Iveco
20
G. Mason
Newcroft High / Humphrey Booth, Lower Broughton

N823 ABU
Iveco
20
G. Bailey
Humphrey Booth, Ordsall

N824 ABU
Iveco
20
H. Clarke
Newcroft High / Humphrey Booth, Lower Broughton

N825 ABU
Iveco
20
H. Leggatt
Alexandra House

N826 ABU
Iveco
20
T. Burgess
Age Concern

P276 KND
Iveco
20
D. Snowdon
Craig Hall

P277 KND
Iveco 
20
G. Stevenson
Brierley House

S494 RVM
Iveco
20
T. Martin
Craig Hall

S495 RVM
Iveco
20
L. Pecenkus
Newcroft High / Humphrey Booth, Ordsall

S496 RVM
Iveco
20
C Clarke
Craig Hall

S503 SRJ
Iveco
20
P Gaffney
Newcroft High / St. Georges

S504 SRJ
Iveco
20
A. Wigston
St. Georges / Humphrey Booth, Ordsall

S505 SRJ
Iveco
20
J. Nichols
St. Georges / Waterside

S506 SRJ
Iveco
20
T. Howard
Humphrey Booth, Lower Broughton

S507 SRJ
Iveco
20
M. Wild
Newcroft High / St. Georges

T855 JJA
Iveco
20
R. Johnson
Waterside / St. Georges

T856 JJA
Iveco
20
M. Blair
St Georges

K951 VVM
Dodge 50
24
T. Power
St. Georges / Waterside

K952 VVM
Dodge 50
24
S. Turner
Waterside

X172 BNH
Mercedes
30
J. Browning
St. Georges

X177 BNH
Mercedes
30
C. Condron
Oakwood High / Orchard Mount

G330 KBV
Leyland Swift
34
Spare


8.11 To record vehicle utilisation, each vehicle carries a daily log sheet which drivers complete with information in respect of:

· Date of journey

· Driver’s name signature

· Escort’s name

· Route / work description

· Start mileage

· Finish mileage

· Total miles operated

· Number of calls

· Fuel drawn

· Service / defects reported.

Vehicle scheduling

8.12 Route scheduling is done manually. With increasing dependency levels among passengers, e.g. wheelchair users, and increased travel times resulting from the re-organisation of day centre provision, the service is running near to capacity. 

8.13 The Transport Manager maximises passenger levels and works closely with social workers / centre managers to achieve this. However, as many service users travel on less than 5 days a week, passenger loading is geared to days of maximum demand, which may leave other days under-utilised.

8.14 The resources are constantly reviewed to achieve optimum utilisation, and spare capacity is re-allocated to assist in areas where factors such as passenger loading, traffic congestion and journey times, require it.

8.15 Given the nature of the in-house service, which is tailored towards groups rather than individual travel needs, it is not always possible to match the needs of service users / carers. Any travel requirements that cannot be met internally are normally resourced from external providers through Care Management. 

8.16 The City’s in-house Vehicle Maintenance Section provides a breakdown service. In the event that a vehicle cannot be repaired on site, existing vehicles within the fleet are re-directed to cover the workload. If the vehicle breakdown is carried forward to the next day, existing fleet vehicles are re-scheduled to cover the workload. 

Meals on Wheels vehicles
8.17 Vehicles used for delivering meals-on-wheels are standard with no modifications or particular hygiene precautions, e.g. hand washing equipment, in place.


IT systems

8.18 Other than the Council’s networked e-mail, intranet and SAP budget monitoring system, no other IT systems are available.

Staff absences and turnover

8.19 Average staff absence rates for each of the last 3 years are shown below:

· 1998/99
- 
9.06%

· 1999/2000
- 
7.16%

· 2000/01
- 
6.37%

8.20 In the event of there being a shortage of drivers, the Transport Manager undertakes driving duties as cover for absent staff. While this is not ideal utilisation of his abilities, it minimises the need for expensive spare cover, creates an automatic ‘monitoring system’ of unscheduled absences, and helps to keep the Transport Manager in touch with real-world operations – provided it does not absorb too great a proportion of his time.

8.21 The progress made in reducing staff absences is notable, although the latest figure shown above is still higher than would normally be considered acceptable in a commercial undertaking. 

8.22 Details of staff turnover for the last 3 years are given below:

Table 2 : Staff turnover (In-house transport service)

Year
Grade
Weekly hours
Reason for leaving

1998/99
PSV driver
37
New job


PSV driver
37
Resigned prior to disciplinary hearing


Escort
25
Ill health


Escort
25
Ill health

1999/00
PSV driver
37
New job


Escort
30
Ill health


Escort
25
Ill health


Escort
25
New job


Escort
25
Resigned

2000/01
PSV driver
30
Ill health


PSV driver
15
Early retirement


Escort
30
Ill health

8.23 Across an establishment of some 65 drivers and escorts, an average turnover of around 6% is very reasonable. Nevertheless, the prevalence of ill-health terminations among escorts merits attention, to ascertain whether there are any features of the work or operating practices which are contributing to lower levels of fitness.

Duties of drivers
8.24 The duties and responsibilities of the driver include:

· To be responsible, together with the escort where provided, for the care and comfort of service users at all times between their home and the establishment they attend, ensuring their safety throughout.

· To take appropriate action in unforeseen circumstances and report any concerns relating to service users, in accordance with departmental guidelines.

· To be responsible for the completion of vehicle log books and other journey and vehicle documentation as required.

· To be responsible for appropriate checks and routine maintenance, for example, fuelling, greasing, oiling, tyre pressures and wear, and to be responsible for the regular cleaning of the vehicle.

· To provide general assistance at day centres when not engaged on driving duties, for example, local errands, assistance with escorting service users, assist with moving furniture and involvement in social activities with service users (e.g. pool, darts, bingo, games etc.).

· To require and ensure all information received and disseminated, whether verbal or written, concerning all employees, prospective employees or clients, is treated in the strictest confidence, and all such information held is regulated and controlled in a similar manner.

8.25 To assist drivers in ensuring the vehicle is roadworthy, a daily walk-around checklist is used. If a defect is identified or an item of equipment missing, then the driver must report the fact immediately to his / her manager / supervisor. The completed checklist is to be handed to the manager / supervisor on the completion of the work with the vehicle. 

8.26 The checklist includes the following:

· Check 1 – Levels of oil, hydraulic oil (wheelchair lift), radiator coolant, screen washers, brake fluid and fuel.

· Check 2 – Condition of tyres, mirrors, security of wheels (visual), screen washers, lamp lenses, seat belts and towing hitch.

· Check 3 – Operation of brakes, beacon (flashers), indicators, wipers, washers, horn / reverse alarm, speedometer / tachograph, lights and warning devices on doors.

· Details of defects (if any).

· Availability of First Aid box and fire extinguisher.

· External inspection –

· has the vehicle been stopped in a DoT / police roadside check?

· if yes, was the vehicle clear of defects?

· if no, please hand all the documents you receive to your  supervisor.

8.27 The checklists are vetted daily by the Senior Driver to ensure they are completed, and any evidence of a failure to complete the checklist would be reported to the Transport Officer who would take action. They are filed in the vehicle file and kept for 3 years. In addition, the Transport Officer carries out a frequent inspection of the vehicles to identify any problems either with the vehicle itself or the completion of the checklist. 

8.28 This, based on the requirements for PSV operations, represents good practice.

Code of Practice

8.29 Employees are issued with a copy of a Code of Practice, the purpose of which is to ensure that they are aware of the legislative requirements placed upon them in respect of transport and instruct them in safe procedures so that danger to themselves and to others is reduced and controlled. The Code of Practice compliments the training provided.

8.30 The Code of Practice covers the following issues:

· Responsibilities of –

· managers

· all employees 

· drivers

· General Procedures –

· vehicle roadworthiness

· vehicle breakdown / punctures

· driving licences

· drivers’ experience

· employees’ fitness to work

· drivers’ hours

· seat belts / child restraints

· wheelchairs

· passenger seating capacity

· picking up and setting down of passengers

· luggage on passenger vehicles

· loads

· use of trailers

· speed

· reversing

· refuelling

· first aid provision

· smoking on vehicles

· vehicle fires

· vehicle cleanliness

· Accident procedure

· Incident procedure

· Sudden illness of a service user

· Related Codes of Practice –

· Accident investigation and reporting

· Chemicals and substances

· Moving and handling

· Risk assessment

· Violence at work

· Fire

· First aid 

· Protective clothing

· Misuse of drugs and alcohol.

8.31 The Code of Practice is only provided to in-house drivers, and no guidance is given to drivers of private contractors. It is recognised that the Improvement Plan will need to address the issue of guidance packs to all stakeholders in the service.

Vetting of staff
8.32 All drivers and escorts employed by the Transport Section are police checked via the Council’s Personnel Department and issued with Council identity cards bearing their photograph which has to be worn at all times. Police checks are carried out as part of the initial employment process, but no further checks are carried out during the period of employment. With the introduction of the new Criminal Records Bureau (see paragraph 7.17), it will be appropriate for the City Council to review its policy on the vetting of staff.

Training of drivers and escorts 

8.33 Training is provided for both drivers and escorts. All staff receive the following job related training:

· client awareness

· dealing with challenging behaviour

· emergency first aid

· moving and handling

· use of equipment

· fire and evacuation procedures

· epilepsy awareness

· transport law, e.g. accident reporting, driver’s responsibilities.


Key issues affecting the service

8.34 Key issues and trends that may affect the service, as identified by the Transport Manager, are:

· Extending opening hours of day centres

The Directorate has had a long-standing proposal to extend day centre hours. The Transport Section could not respond to such changes without considerable amendments to work patterns and possibly staff numbers. 

· Lack of IT

Current systems are paper based, which makes data collection, trend analysis and monitoring more difficult.

· Any transfer of day-care services to external providers

With the national and local trend of social services moving to long-term movement of day-care provision to other providers.

· Transport staff conditions of service

Several are in need of negotiation to allow greater operating flexibility, for example to start and finishing times and also very importantly to replace anachronistic conditions, i.e. the bonus scheme and average overtime payment scheme which remove the earnings incentive of being in work and lead to a lack of competitivity.  In common with staff across the Council a job evaluation scheme is about to start. This was agreed under the Single Status Agreement in 2000.

· Increasing dependency levels

Recent years have seen a significant increase in the number of the more severely disabled service users with adverse effects on vehicle carrying capacities and running times.

· The absence of any eligibility criteria.

The lack of criteria has led to an expectation by service users and / or carers that a service is available. The setting of criteria would allow resources to be refocused to improve services to the most dependent and allow the absorption into the in-house service of some service users currently carried by contractor taxis

· Meals on Wheels

The frozen service, provided by a private contractor, will be extended Council-wide in the next 12 months.
8.35 The Transport Manager has identified the following issues that may constrain the move to best value:

· lack of knowledge of Salford’s performance compared with others

· absence of management information

· lack of staff resources to assist with the review of day to day operations

· staff concerns about possible externalisation

· insufficient in-house resources to meet the total need for day-care transport leading to the hire of taxis

· conflict between home to school services and day-care services in respect of service users’ arrival and departure times.


Consultation

8.36 The Transport Section is involved in a number of consultation processes, including:

· monthly meetings with staff trade union representatives

· meetings with the staff group (every 6 – 8 weeks)

· fortnightly meetings with managers of the adult disability team, care services and day centre managers as well as a carers’ representative to discuss a range of service issues including transport provision

· occasional meetings of the carers’ forum, when requested

· quarterly meetings with the day centre managers / Principal Care Service manager 

8.37 In addition, ad-hoc meetings are held with managers to discuss issues of local interest. 

Complaints procedure

8.38 Although the corporate formal complaints procedure has been adopted, only one written complaint has been received in the last 12 months; day-to-day issues are treated informally and not recorded.

Other transport services

8.39 In addition to the mainstream services outlined above, the in-house service also provide passenger and goods transport to support the following:

· Passenger Transport:

· 3 weekday afternoons – services for the visually impaired attending social clubs with journey times before and after school / day centre work.  

· Respite Care – services required to support people in respite care who wish to access day centres, and also to assist others with transport between respite care and their homes.

· Evening voluntary groups – services to support people with disabilities attending 3 voluntary social groups; frequency varies but typically two groups meet weekly and one fortnightly.

· Ad hoc bookings – occasional daytime and evening bookings taken from voluntary groups and internal and external providers.

· Major incidents – providing transport services in the event of a major incident being declared both in Salford and by mutual aid to neighbouring authorities. The work normally involves evacuating people from the affected area to emergency accommodation.

· Goods Transport:

· Laundry services – twice-weekly domiciliary collection and delivery of laundry (the laundry service is provided at North Manchester Hospital).

· Stationery – deliveries, as required, of printed stationery from the store at Burrows House across the Directorate. 

9 BUDGETARY PROVISION FOR SOCIAL SERVICES TRANSPORT

9.1 Overspend pressures are particularly likely if budgets are set by a broad-brush, top-down adjustment to the previous years budget. Budget setting in Salford is currently based on historic budgets increased by an inflation factor. Social services transport is a demand-driven budget, and the current method of budget setting is unrealistic. Furthermore, it can present budgetary difficulties during the financial year when it becomes apparent there is going to be an overspend. 

9.2 Transport costs are rising in real terms, for reasons including:

· driver costs, especially for part-timers, rising at a rate above inflation

· increased vehicle running and standing costs

· changes to vehicle specifications – changing seat belt / restraint specifications have also tended to reduce the number of passengers carried by each vehicle

· increased training costs from health and safety requirements 

· moves towards smaller vehicles, as traffic-calming measures make it more difficult for larger vehicles to collect users from home.

9.3 A more systematic and realistic budget setting procedure takes account of:

· changes to the pattern of care and how it is provided

· changes to assessment policies

· demand

· quality standards 

· policy changes

· demographic changes

· transport inflation

Strategic responses to cost pressures

9.4 In responding to cost increases the Audit Commission advises that councils need to review their strategic approach to social services transport. Authorities need to weigh the costs and benefits of different options, considering the implications of decisions in the wider policy context. For example, transport provision may promote social inclusion. Desirable features include:

· full consideration of transport costs when making major policy decisions

· regular monitoring and benchmarking of costs and the pattern of service provision

· improving how transport is procured and provided

· co-operation with others within the authority

· co-operation with the National Health Service.

Budget holding and control

9.5 Although there may be no separately identified social services transport budget, it is important that senior managers are aware of the total cost of transport. Irrespective of how transport is arranged, it is essential that budget holders be clearly identified and that they have clear, reliable and up to date information on expenditure.

9.6 In Salford there is no specific budget for purchasing private hire transport – as with other services, provision is purchased from the Community Care budget.

Budgetary control: in-house service
9.7 The management of the in-house service regularly review the budget information on their service contained on the Council’s SAP system.

Budgetary control: private contractors
9.8 There is currently no systematic, regular monitoring of the different elements of the social services transport service. As there is not a specific budget for transport, transport expenditure is not identified.

9.9 Budget monitoring reports have not been produced for use by management, Indeed the Service Profile for Adult Services contains the following comments:

Recent reports not available due to recent implementation of computerised system. Work commenced 12 months ago to look at the expenditure on private hire transport and review how we use this method of transport.

Information is difficult to collect. We do not have good management information at present and a trawl through invoices that have been paid would be a huge task and would still not provide relevant information.  

Budgets and expenditure

9.10 An analysis of the cost of the in-house service for the last 3 years is shown in Table 3 below. This also shows a comparison of the budgeted and actual expenditure over the 3-year period. It should be noted that costs increased in 1999 as a result of an additional 5 vehicles and an additional 10 members of staff, and the section has succeeded in restraining its costs within its increased budget. However, it is not clear how closely the 4.9% growth in expenditure between 1999/2000 and 2000/2001 was related to increases in outputs, neither is it known what effects the school contract work losses in 2001 have had. 

Table 3 : In-house transport service budget analysis

Year
1998/99
1999/2000
2000/01

Item


£000
£000
£000

Employees
722
867
888

Premises
13
13
13

Transport
543
532
553

Supplies
23
20
29

Recharges
5
24
12

Asset rental
6
43
42

Total – Budget
1312
1499
1537

Actual Expenditure
1315
1459
1530

Variance against budget
+ 0.2%
- 2.7%
- 0.5%

9.11 A summary of the budget and cost of other adult transport services (i.e. taxi services hired from private contractors) is given in Table 4. It should be noted that the finance system changed 2 years ago, and the figures given for 1999/2000 are recognised as being incomplete. Unfortunately, despite a number of requests for additional information, this is not available.

Table 4 : Other transport costs (adults) – last 3 years

Year
1999/2000 (£)
2000/01 (£)
2001/02 (£)

Budget
16,155
55,855
64,105

Actual
26,905
130,645
109,045

Overspend
+ 10,750
+ 74,790
+ 44,940

9.12 Although the result for 1999/2000 is not conclusive, it appears that any budget savings achieved by the in-house fleet are wiped out by the overspend in this area, resulting in an overspend overall approaching £70,000 in 2000/2001. 

10 CURRENT TRANSPORT PROVISION AND COSTS 

10.1 The total number of clients carried by the in-house transport service together with total expenditure and cost per client, by category, for 2000/01 are shown in Table 5. The difference in total cost shown in Table 3 and Table 5 is claimed to be the cost of the other transport services undertaken (see paragraph 8.39). Unfortunately, however, there are no detailed costs available to verify this.

Table 5 : In-house transport – clients and costs (2000/01)

Client group or Service
Number of passengers
Total cost (£)
Daily cost per client (£)

Children
46
156,000
17.85

Older people
150
313,000
8.35

Learning / Physical disabilities
195
451,000
9.25

Meals on Wheels

307,000
2.45

Total / average
391
£ 1,227,000
£ 9.92


10.2 It is claimed that the average vehicle utilisation for buses is 6.5 hours per day, over 252 working days. This figure is said to be based on the drivers’ daily journey sheets on which start/finish times are recorded. However, no detailed analysis of these sheets has been made and, despite requests, no verification of this figure has been provided. 

10.3 Despite requests for information regarding the number of clients travelling or vehicles hired from private contractors, this information has not been provided as current management systems do not make it readily accessible.

10.4 The whole issue of budget allocation, budgetary control and management will need to be addressed as a matter of urgency in the Improvement Plan.

11 ESCORT PROVISION

11.1 There are currently 28 escorts employed by the in-house service at an annual cost of £250,000. In addition, 2 positions remain vacant; these are not being filled due to the loss of the school transport work. 

11.2 The average number of clients per escort is 12.

11.3 There are no specific criteria for escort provision; they are deployed routinely on all the in-house Monday to Friday mainstream day-care and home to school services. They are employed on either 25 or 30 hour contracts over 5 days. The numbers are:

· 10 x 30 hrs.

· 20 x 25 hrs (including 2 vacancies).

11.4 The escorts’ time is said to be:

‘more or less fully spent on escorting duties, including the daily interior cleaning of the vehicle before use, what time is left is too short to be of any real use.’

11.5 There is no information available on numbers and costs for previous years, although it is stated that the number of staff has remained at about 30.

12 GOING PLACES – CHECKLISTS

12.1 In November 2001, the Audit Commission published a national report Going Places. The report draws on a wide range of evidence, including field visits, service user focus groups, findings from best value inspections and audit work. Four practical handbooks were also published, including one that contains detailed good practice and checklists for managers and providers of social services transport.

12.2 3 self-assessment checklists from the handbook for managers of social services transport have been completed by the service. A summary of the results is shown in Table 6 below.

Table 6 : Self Assessment Checklists – Summary
Checklist item
In-house service
Private contractor

1.  Accessing and using Social Services Transport

Clearly defined eligibility criteria for transport
No
No

Clearly defined criteria for escort provision
No
No

Systems for ensuring vehicle standards
Yes
No

Systems for ensuring equipment standards
Yes
No

Risk assessments
Yes
No

2 way communication systems
Yes
Yes

Training
Yes
No

Correct use of equipment
Yes
Not checked

Written guidance to drivers
Yes
No

Screening of staff
Yes
No

Identification
Yes
No

Appropriate consultation with all stakeholders
No
No

Information packs for all stakeholders
No
No

Are communication arrangements between stakeholders clear?
No
No

Formal complaints system
Yes
Yes

Informal complaints system
No
No

Analysis of complaints
No
No

Formal standards of customer care
No
No

Have users been asked whether they are satisfied with current performance?
No
No

Have centres been asked whether they are satisfied with current performance?
Yes
No

Are they satisfied?
Yes
?

Are journey times reasonable?
Not always
?

Have journey time standards been set following consultation?
No
No

Do standards cover journey quality?
No
No

Are users / carers satisfied with current performance?
Not surveyed
Not surveyed

Are transport arrangements sufficiently flexible?
No
No

2.  Balancing Costs and Service Quality

Is the overall cost monitored to monitor trends?
No
No

Is the impact on transport considered when wider policy issues are reviewed?
No
No

Do members review costs annually?
No
No

Do members know how competitive costs are?
No
No

Is any benchmarking carried out?
No
No

Do officers know the cost and unit cost?
Yes
No

Has the authority considered ways of improving procurement and provision?
No
No

Has the authority considered ways of improving efficiency by any form of integration?
Limited
No

Has the authority considered ways of improving efficiency by working in partnership with outside bodies?
No
No

Are routes regularly reviewed and take account of future demand?
Yes
No

Is computer assisted scheduling or other IT support used?
No
No

Have options for reducing costs such as staggered session times been considered?
No
No

3.  Managing the Transport Service

Are roles and responsibilities clearly defined
Yes
No

Do members set identifiable budgets, set quality standards and receive regular reports?
No
No

Does a single officer have overall responsibility for the service?
No
No

Does a single officer have overall responsibility for the budget?
No
No

Are transport costs considered when decisions are taken about where users will receive services? 
No
No

Is the budget based on reliable assumptions of demand etc?
No
No

Is outturn regularly monitored against the budget?
Yes
No

Has the mix of provision been reviewed? 
No
No
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