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REPORT OF THE STRATEGIC DIRECTOR OF HOUSING AND PLANNING TO 


TO THE LEAD MEMBER FOR HOUSING ON JUNE 7TH 2007 AND LEAD MEMBER FOR COMMUNITY HEALTH AND SOCIAL CARE ON 19TH JUNE 2007.


TITLE: Annual review of Citywide Handypersons Service.


RECOMMENDATIONS:

1. The Lead Members for Housing and Community Health and Social Care are asked to note the content of the report in relation to the annual review of the Citywide Handypersons Service contract.

2. The Lead Members for Housing and Community Health and Social Care are asked to note the intention, subject to the agreement of Supporting People Commissioning Body, to reassign contract management responsibility for the Citywide Handypersons Contract to the Supporting People contract framework.

EXECUTIVE SUMMARY:

The Citywide Handypersons contract was awarded to Helping Hands Minor Repairs Service in May 2006. The contract stipulated a range of performance measures against which the service would be measured. The provider was also required to develop a business plan. A Contract Management Group and Steering Group were set up to oversee this contractual activity.

This document reports on the development of the service and delivery of the contract during its first 12 months from May 2006 to May 2007.

The organisation is delivering a good service as measured against the agreed targets set out in the contract. It has acquired a range of appropriate partners and is successfully negotiating a number of complementary contracts, as required by the tender.

It has proposed a small number of core actions in its business plan for 07/08 which will see the service expand its customer base and manage the level of priority work in order to maximise the value that older and disabled people can draw from the service’s current funding.

The Commissioning and Projects Team has been working with the organisation to provide project management services to facilitate the contract’s development and is now working with Supporting People Team and Core Strategy Group to seek to further integrate the management of the contract into the contract monitoring framework provided by Supporting People. 


BACKGROUND DOCUMENTS:

(Available for public inspection)

· 11th October 2004 Joint Report of the Director of Strategy and regeneration, Director of Community and Social Services - “City wide Handyperson Service In Salford”

· Tender Documentation 

· 9th  & 11th March 2006 Joint Report of the Head of Housing to Lead Member for Housing & Lead Member for Community Health & Social Care – “Appoint of a partner organisation to provide a Citywide Handyperson Service”

· 18th April 2006 Joint Report of the Head of Housing to Lead Member for Housing & Lead Member for Community Health & Social Care – “Detailed delivery and management arrangements for the new Citywide Handyperson Service”


ASSESSMENT OF RISK:

Low. The Citywide Handyperson Service is managed & monitored by the Contract Management Group and complies with the performance and quality requirements of Salford City Council (SCC) as per the tender

Project Management and further support is provided by officers of the Commissioning & Projects Team. 

A Steering Group of key partners and customers meet on a regular basis to guide service plans and offer partnership support.

A Contract Management Group of Senior Officers and customer representatives meet on a regular basis to approve service plans and monitor performance.

Expenditure of the capital funding is monitored through the Capital Programme Monitoring Group.


SOURCE OF FUNDING:

Funding for the service has been identified from a range of sources

· A provision of £250,000 exists within the Housing Capital Programme for 2007/08 to support the Citywide Handyperson Service.

· Community Health and Social Care (Adult Commissioning) with PCT revenue funding for handyperson schemes in the City is offered of  £38,000 

· The Handyperson Service also derives additional funding, e.g. external bids and grants, for the provision of a range of services that are the subject of an agreed charging policy.


LEGAL IMPLICATIONS



Provided by : Tony Hatton

A formal contract is in place, signed by the partners, which was developed with legal services.


FINANCIAL IMPLICATIONS



Provided by : Nigel Dickens

Provision exists within the Housing Capital Programme for 2007/08 to accommodate this scheme.

COMMUNICATION IMPLICATIONS

The service works with the City Council’s Marketing and Communications Division and currently promotes itself via leaflets and similar media and it has a recognised SCC telephone number, e-mail address and SCC website. 

The service has an annual communication strategy that addresses, among other issues, the effectiveness of branding of the scheme including use of logos and livery, the promotion of the scheme to existing and potential clients, the promotion of the scheme to existing and potential commissioning bodies, the dissemination of good practice identified through the operation of the scheme through appropriate journals and magazines and procedures for responding to press enquiries.

PROPERTY (if applicable): 

As the contract is provided by a social enterprise, through a contractual arrangement operating out of accommodation outside the public sector, this is not applicable.

VALUE FOR MONEY

The government is concerned at the number of (mainly elderly) people whose discharge from hospital is delayed due to waiting for arrangements to be made for care, equipment and adaptations in their home. Helping Hands can contribute to this by completing minor repairs and supporting the Home Improvement Agency (HIA) in their work.

Helping Hands are now linked to the prevention of broken hips and falls. Falls are the second highest cause of poor housing in House Condition Survey. 80% of people who fall die one year after the fall and is a £20,000 cost to the NHS per month per case. 

During the first year the average cost per handyperson measure was £64.00.
CLIENT IMPLICATIONS

The review has shown that there is a clear demand for the service, should the demand for priority work continue to increase, the Contract Management Group, who oversee the client responsibility will need to provide greater clarity on how the resources should be targeted.

HUMAN RESOURCES (if applicable): 

The workload associated with managing the contract of the service will be built into the work-plan of the appropriate team within Housing Services.

CONTACT OFFICER: Anne Arcus

Tel No. 0161 922 8734


WARD(S) TO WHICH REPORT RELATE(S):

All wards

KEY COUNCIL POLICIES:

Older People’s Strategy

Better Care Higher Standards in Salford

Promoting Independence Agenda

Health Agenda – Falls Prevention and Delayed Discharge

Regeneration

Housing Environment – minor repairs

Economic – affordable services, jobs creation, training

Crime and Disorder

Social Inclusion

Supporting People

Procurement Strategy 


DETAILS (Continued Overleaf)

1. Background

1.1. The Citywide Handyperson contract makes provision for handypersons services to be provided to a range of vulnerable customers including people over the age of 65, people with a disability and low income families with a child under 5 in all wards of the City. 

1.2. HM Government Office for Disability Issues has recently published a report, ‘Better Outcomes, Lower Costs’ describing the direct link between handypersons services and the prevention of falls and other accidents. Falls are the second highest cause of poor housing in the recent House Condition Survey. 80% of people who fall die one year after the fall and is a £20,000 cost to the NHS, per month, per case. 
1.3. The fundamental remit of the handypersons contract is therefore to provide advice and practical assistance, both directly and through referrals to other services, to enable these vulnerable customers to be able to live safely, securely, independently and with dignity in their own homes. As a preventative measure the service can therefore be considered to be providing the City with a valuable service.
1.4. The service is funded by £38,000 revenue from Community Health and Social Care with PCT. Housing & Planning Directorate supply £250,000 from the Housing Capital Programme which fund handypersons services and materials free at the point of use (‘priority works’) from which a small service charge is drawn by the provider.

1.5. The Citywide Handypersons contract was awarded to Helping Hands Minor Repairs Service in May 2006. The contract stipulated that the provider should develop a business plan and that a Contract Management Group and Steering Group be set up to oversee its contractual activity.
1.6. The Contract Management Group (CMG) has been overseeing the contract and monitoring the business and financial performance of the contract since May 2006. It has also has the role of setting strategic steer on behalf of the Independent Living and Older People’s Partnership Boards and to ensure that eligibility for capital funded handypersons tasks are targeted judiciously. 

1.7. Additionally, a Steering Group (SG) has been established and is charged with supporting the new service to quickly develop to its potential. The group includes representatives from Community Safety Unit, Affordable Warmth, Protection of Vulnerable Adults, Communications and Marketing, Occupational Therapy, Fire Officer, Age Concern and Adult Social Care Teams. 

1.8. The Commissioning and Projects Team, within Housing Services, has been working with the organisation to provide project management services to facilitate the contract’s development. 

1.9. This report provides a summary of the activity under the contract during the first year and a review of the Business Plan that Helping Hands have developed in partnership with the Contract Management Group.

2. Summary of Contract Performance

2.1. A range of performance measures were put in place, via the contract, that were consistent with the City Council’s Performance Management Framework and appropriately reflected the role of the service as it was proposed. Targets were agreed, evolved and developed through interaction with the Contract Management Group and customer representatives. Helping Hands is now monitored through a comprehensive selection of performance information provided by the organisation at bi-monthly intervals. 

2.2. The client database at the time of being awarded the contract indicated a total of 847 registered clients. The current database has a total of 2219 clients registered against a tender target for the first year of 1000. 

2.3. From April 2006 to February 2007, 2324 priority jobs have been completed across the city, against a target of 2000. Of these priority jobs 952 were delivered to older people (over 65), 863 to people who are disabled, and 509 to low income families.

2.4. Helping Hands has successfully expended the Housing Capital Programme 2006/07 provision of £250k through the delivery of priority works.  

2.5. All Helping Hands clients who have had work carried out are offered additional added value in the way of a free property checklist which evaluates their home for health and safety concerns. Since the introduction of a property checklist in December 2006 over 500 priority jobs have been generated. Homes without smoke detectors are fitted with one plus a carbon monoxide detector as standard. Currently this is funded from the Housing Capital Programme, but a contract with Greater Manchester Fire Service, due to commence in August 2008 will provide the equipment in future.

2.6. The average cost per individual measure for 2006/07 is £64 and whilst it is higher than the figure expected at the time of tender (£50.64), it remains competitive in comparison to the figures expected from the alternative tenders at that time. The average cost is high because the range of works were expanded in 2006-7 to ensure the capital spend would be achieved. It can be anticipated to decrease during 2007-8 as the range of priority works is managed by the Contract Management Group in order to maximise the value that older and disabled people can draw from the service’s current funding.

2.7. Since the award of the citywide contract, the chosen contractor’s business has grown considerably over a very short period of time. During this time the organisation suffered the loss of a business manager, creating a slow start to the contract and the organisation is still adjusting to its new circumstances. The Board will undertake training from the Cooperative College to support this growth and the recruitment of a new Business Manager has provided a more secure business direction for the organisation and the future of the contract. 
3. Creation of Job Opportunities

3.1. Helping Hands currently employs 10 full-time handypersons and has increased the number of vehicles from 5 to 10. The additional recruitment has enabled Helping Hands to increase the range of services offered to include electrical, plumbing and minor roof repairs.

3.2. Within the last year Helping Hands have offered placement opportunities to long term unemployed people of Salford via Action for Employment A4E, and have recruited 2 members of staff previously on incapacity benefit from Salford. Temporary opportunities have also been offered for administration working in conjunction with the Mental Health Trust.

3.3. A female handyperson has been recruited via the Salford Construction Partnership who sucessfully completed the 8 week European Social Fund Construction course at Salford College. Helping Hands are supporting her to pass her driving test.

3.4. Helping Hands intend to offer work placements through Programme Lead Pathways in partnership with Manchester Enterprises and Salford College, this will be developed throughout 2007. The Programme Lead Pathway is the government’s preference for apprenticeship recruitment. 

4. Partnerships

4.1. The SCC tender set out a requirement for the contract provider to identify and engage with a range of relevant stakeholders. During 2006/7 a range of partnerships have been formed, demonstrating a comfortable integration of this local business into the work of the City Council and its partners. An exploration of the work being promoted through these partnerships can be found at Appendix 1.

4.2. The Commissioning and Projects Team, working closely with Helping Hands, supports the service to train and update its staff about City Council services. Training so far has included presentations from the Adult Protection Unit, Occupational Therapists, Age Concern Salford, Home Improvement Agency, Housing Options and Affordable Warmth The training is valuable because it has been recognised that a handyperson may be the only person going into the house of a vulnerable person. It is therefore vital that they not only can carry out the persons minor repairs, but also spot signs of a person having additional problems, and know which service to alert or refer to.

5. Customer Satisfaction
5.1. 76% of all customers believe that this is a service that is performing well and is in touch with its service users and their perceptions. This information was taken from a Customer Satisfaction Survey, completed in April 07. Nearly twice as many customers responded to this questionnaire compared with usual response rates, possibly because of the value that customers place on this type of service. 
5.2. Whilst the majority of customers receiving priority works are satisfied, the survey highlights areas for development especially in the area of communications resulting from the organisation’s commercial activity. Salford City Council will continue to support Helping Hands to improve services for customers in this area.
5.3. Helping Hands customers were asked if they had experienced positive life improving outcomes from the service. The majority of responses were positive and the range of responses included; that they felt ‘more secure’, it gave them ‘peace of mind’, or ‘independence’, or ‘self confidence’. At least a third told us that their ‘overall quality of life’ was better. A copy of the questionnaire can be found at Appendix 3

5.4. Helping Hands also contact a selection of customers directly, depending on the work carried out. They complete a quality control questionnaire with clients after work has been completed. There is a selection of feedback they have received and a case study attached at Appendix 2

6. Key Actions for 2007/08

6.1. Helping Hands’ Business Plan describes the total number of households in Salford containing people aged 60 and over, against the total number of households with older people aged 60 plus that are registered with Helping Hands, on an area basis. The maximum percentage of households with people of this age group for any one area that are currently registered with the service is 14%. Helping Hands have undertaken to increase the customer base across all areas of the city by promotion through appropriate media, events and direct targetting in partnership with Salford Direct. An appropriate performance measure is being considered to monitor this improvement.

6.2. Helping Hands aim to increase the number of priority jobs to 3550 in 2007/08, far above the original target set for the second year of the contract of 2500. Should the demand for the service continue to increase at a significant rate, as it has in the first year, the Contract Management Group, who oversee the client responsibility will need to provide greater clarity on how capital resources should be targeted, in line with priorities set for the City.

6.3. Helping Hands Business Plan makes it clear that delivery could far exceed the contractual target for priority work, but that this is restricted by available capital. In 2007/8 Helping Hands have undertaken to increase partnerships which can contribute funding to the priority works and to explore commercial opportunities which may subsidise priority work.

6.4. The Commissioning and Projects Team is currently exploring with the Supporting People Team and Core Strategy Group to integrate the management of the contract into the Supporting People contract monitoring framework. Supporting People already have contractual responsibility for the Home Improvement Agency (HIA) and the government make provision for Supporting People to manage handypersons in recognition of the value of practical support measures to the well-being of older and disabled people.

6.5. Further, Supporting People Core Strategy Group, which consists of a group of senior officers from Salford Housing and Planning Directorate, Salford Probation Service, Salford Primary Care Trust and Salford Social Services, together with representatives of service users, service providers and voluntary organisations in Salford, can take a role considering the strategic future of the service in relation to support services, via areas of responsibility such as the Older People’s Housing Strategy.

6.6. It is planned that Helping Hands will continue to receive day-to-day operational support from the HIA, which will help to further integrate the activities of the two services and provide a seamless service to customers.
6.7. The Contract Management Group and Steering groups will continue to support the service and oversee contractual and commissioning issues.

7. Conclusion

7.1. The working partnership is sound and is realising the contractual commitments expected of it. Helping Hands are expected to achieve the on-going objectives for the new citywide handypersons contract in a sustainable manner.
7.2. It is clear from the recent customer satisfaction survey and general customer consultation that the service is highly valued.

7.3. The primary task for the provider during 2007/8 will be to increase access to handypersons services in areas of the City with current low take-up.

7.4. Helping Hands and the CMG will work together to ensure that promotion of the service is balanced with rationalising the range of priority works to ensure that the most effective works are avialable to the widest customer base. 

7.5. The Commissioning and Projects Team will further explore with Supporting People the integration of the handypersons contract into the suite of support contracts for which it has overall responsibility and can provide a strategic steer.

Appendix 1

An exploration of the work being promoted through the partnerships formed by Helping Hands;

· Helping Hands have received training from Occupational Therapy who refer clients for minor disabled adaptations such as fitting grab rails etc. All referrals within 2006/07 were visited and work was carried out within 7 days. 

· Sure Start have negotiated a service level agreement with Helping Hands who fit a safety package, on their behalf, of safety gates, fire guards, smoke detectors and carbon monoxide alarms. This contract will continue through 2007/08.

· In January 2007 Helping Hands, Occupational Therapy and the Home Improvement Agency (HIA) designed and agreed a cross referral policy and procedures. The HIA have referred 14 clients to Helping Hands and Helping Hands have referred 12 clients to the HIA.

· Helping Hands are working with the Sensory Advisory Team who make referrals for  faulty equipment and replacement bulbs for flashing light telephone indicators and other such equipment. A number of these referrals are urgent and require an immediate response. All work has been completed within 2 days of the referral with urgent referrals being completed within 1 – 4 hours

· As a result of Helping Hands attendence at open days to promote the service, referrals are received from a range of voluntary and third sector agencies working with older and vulnerable people such as Age Concern, Help the Aged, Victim support & Citizens Advice Bureau.
· Discussions are currently being undertaken with Greater Manchester Fire Service and contract proposals drawn up for Helping Hands to fit smoke detectors & advise clients of escape plans on their behalf, for contract commencement in August 2007. Helping Hands can more than double the number of alarms currently being fitted by the fire service. Training, equipment and some funding will be provided by the fire service.

· The Smoke Free Homes co-ordinator is training Handypersons to support the programme to reduce smoking around children. The Smoke Free Homes programme is currently running a competition among participants and the prize will be to have a room re-decorated.The decorating work will be carried out by Helping Hands.

· Helping Hands have always had a good relationship with Salford Community Committees but since the launch of the citywide contract they have received funding from a number of of the committees to purchase additional vehicles.

· The Landlord Accreditation Team is promoting the use of Helping Hands to deliver works in accredited properties where landlords are benefitting from the incentive grants.

· Helping Hands have been working with Salford Direct to create a one-stop service which will manage requests for appointments and signpost to other appropriate services, such as flu-jabs, welfare rights etc, helping to meet the government’s transformational agenda. 

· Helping Hands are working with Affordable Warmth by fitting donated energy efficeincy lightbulbs.

· Helping Hands have received training to be able to signpost clients to the Housing Choice service where they might be interested in moving home.

Appendix 2

Feedback from direct customer consultation with Helping Hands;

“… nice to know we have someone we can rely on for jobs we can no longer do.”

“ … I find Helping Hands staff and workmen very polite and helpful. This is a service much needed by people who live alone and cannot do certain jobs.”

“… I am delighted… and your people are very professional and kind. I shall recommend your service to my friends.”


Appendix 3

2006/2007 Satisfaction Survey

Helping Hands provides services to residents across the City of Salford. Customer satisfaction is extremely important to our organisation. We care about getting it right, but we know that things can sometimes go wrong and we are constantly looking at ways of improving our service. We would be grateful if you would spare a few minutes to complete the questionnaire and return it to us in the prepaid envelope provided.

When you first contacted Helping Hands…
	
	Yes
	No

	Were the telephone staff helpful?
	
	

	Were the telephone staff polite?
	
	

	Did you find the information you were given easy to understand?
	
	

	Were you given enough information / were you given all of the answers you needed?
	
	


If you answered ‘No’ to any of the above, please provide us with more information so that we can improve our service


When the Handyperson came to your home, how satisfied / dissatisfied were you with their…
	
	Very satisfied
	Satisfied
	Dissatisfied
	Very dissatisfied
	No opinion

	Politeness 
	
	
	
	
	

	Helpfulness 
	
	
	
	
	

	Tidiness 
	
	
	
	
	

	Quality of work 
	
	
	
	
	


Please show the result of using our services to you personally (if any), by placing a tick in the relevant box.

	
	Better
	Worse
	Remained the same

	Feeling of security
	
	
	

	Peace of mind
	
	
	

	Independence
	
	
	

	Self confidence
	
	
	

	Overall quality of life
	
	
	

	Day-to-day living
	
	
	


Is there anything else that you feel has got better or worse since having a handyperson visit?  


Overall how satisfied / dissatisfied are you with the service provided by Helping Hands? (Please tick one box)

	Very Satisfied
	Satisfied
	Dissatisfied
	Very Dissatisfied
	No opinion 

	
	
	
	
	


	
	Yes
	No
	Maybe

	Would you use the Handypersons again?
	
	
	

	Would you recommend us to others?
	
	
	


Are there any improvements you would suggest could be made to the service?  Is there anything we could have done better?  Are there other ways in which we could help you?

________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

THANK YOU VERY MUCH FOR YOUR TIME AND HELP

Please use the free-pay envelope provided to return your completed form

Yours sincerely

P Ross
PHILIP ROSS

Business Manager

[image: image2.jpg]minor epai senvice

Helping Hands









«Title» «Initial» «Surname»
«Address_1»
«Address_2»
«Address_3»
«Postcode»
Dear «Title» «Surname»
Further to your contact with the Helping Hands Service who provided the works or repairs at your property, we are keen to gauge the level of satisfaction that our service offered you.

In order to measure the levels of service provided by our team we have enclosed a short questionnaire in order to gather your feedback about us

This is very important to the Helping Hands Team as it will enable us to re-examine the service that we provide to you .This will assist us in helping to improve the service that we offer.

Your responses will be treated in the strictest confidence and the information retrieved will only be used for the purposes of service improvement. Of course if there are any particular points that you would like to draw to our attention you can ask for them to be recorded.

I would like to thank you in advance for helping us with this important exercise. We will let you know the outcomes of the survey.  We regard this as a very important step in our aim of improving the level of service we provide to our customers.

I have enclosed a pre –paid envelope to return the completed questionnaire in

Yours sincerely,

P Ross

Case Study – Mr B





The above client originally came to the Home Improvement Agency via Helping Hands. Mr B is 85 years of age who suffers from short-term memory loss. Originally his niece got in touch with Helping Hands to ask whether they could put a lock on the door for him.  However, when they went to Mr B's home he convinced them that it was not necessary, however, they did assess that he had no hot water/heating and that a new boiler would be needed. 





The caseworker went out with the technical officer to assess the situation but Mr. B was adamant that he did not want any assistance so they walked away.  However, social services introduced a new social worker to Mr. B and by working together they were able to install a new boiler and heating.  They have established a good rapport with Mr. B and gained his confidence and trust. The caseworker has now arranged for Helping Hands to visit his property in order for us to get his living area decorated.  Mr. B is now safe and warm and happy with the work that has been completed.





Each day the caseworker would go to his house and explain what would be done that day and would not leave until Mr. B was happy with the situation.  





This job involved the Home Improvement Agency, Contractors, Social Services, Mr. B's niece and Helping Hands. The case worker co-ordinated the agencies in order for the work to come to a successful conclusion, improving Mr. B's quality of life and because of his short term memory loss, it was vitally important that he remain in his own home and in the community he knows well. 
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