	Part 1
	ITEM NO.



REPORT OF THE HEAD OF HOUSING TO 



TO THE LEAD MEMBER FOR HOUSING ON MAY 18TH, 2006  

AND

THE LEAD MEMBER FOR COMMUNITY, HEALTH AND SOCIAL CARE.


ON, 16TH MAY, 2006


TITLE : Detailed delivery and management arrangements for the new Citywide Handyperson Service.


RECOMMENDATIONS :

1. That the Lead Member for Housing and the Lead Member for Health and Social Care note the development of the Business Plan and delivery model for the new citywide handypersons scheme.

2. That the Lead Member for Housing and the Lead Member for Health and Social Care authorise contracts to be signed with Swinton Community Business trading as Helping Hands, the selected partners. 


EXECUTIVE SUMMARY:

This report makes recommendations further to those made in a previous report submitted 9th March 2006 (Housing) 11th March 2006 (CHSC), which identified the preferred partner to work with the City Council to develop and deliver a citywide handyperson scheme and the steps required to facilitate the establishment of such a service.

To support these recommendations this report provides further information regarding the key features of the scheme being proposed and a detailed action plan which provides the basis for the Business Plan for the new service.

Additionally, the report provides specific details of the plans for client eligibility and type of works which will be prioritised under the new scheme.

This report includes the steps being taken to protect the interests of clients of existing handyperson schemes during the transition to the citywide scheme.


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”

· 9th March 2006 Report of the Head of Housing to the Lead Member for Housing on March 9th, 2006  and the Lead Member for Community, Health and Social Care on, 11th March, 2006 – “Appointment of a partner organisation to provide a citywide handypersons service”

· Tender Documentation 


ASSESSMENT OF RISK:

· The award is made to a small social enterprise, this award will be substantially larger than any contract they have previously managed; this risk is mitigated as follows:

· Their capacity to grow the service is underpinned by confirmation that the organisation has increased management capacity since securing preferred partner status.

· The service demonstrated the highest quality and a track record of 5 years delivering a similar service in Salford during tender processes.

· The initial stages of the contract are being controlled and monitored by the Housing and Planning Project Team, who are assisting the service to produce an appropriate business plan with key milestones and performance measures.

· A Contract Management Group has been established which is accountable to the Older People’s Partnership Board and Independent Living Partnership Board.

	


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 2006/07 to support the Citywide Handyperson Service.

· Existing Community Health and Social Care (Adult Commissioning) revenue funding for handyperson schemes in the City of up to £42,000 will be made available to support the new service. 

· The Handyperson Service will also derive additional funding, e.g. external bids, for the provision of a range of services that will be the subject of an agreed charging policy.

	


COMMENTS OF THE STRATEGIC DIRECTOR OF CUSTOMER AND SUPPORT SERVICES (or his representative):

1. LEGAL IMPLICATIONS



Provided by : Tony Hatton

Legal Services have been fully involved in the development of the formal contract with the preferred partner.

2. FINANCIAL IMPLICATIONS


Provided by : Nigel Dickens

Provision exists within the Housing Capital Programme for 2006/07 to accommodate this scheme.

3. COMMUNICATION IMPLICATIONS

The tender specification contained a clear requirement, reflected in the Business Plan that the preferred partner would work with the City Council’s Marketing and Communications Division to produce a comprehensive communications strategy for the Citywide Handyperson Scheme. This strategy is addressing, among other issues, the 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.

4.  MONITORING OFFICER COMMENTS

Provided by: Pauline Lewis


Report approved.

PROPERTY (if applicable): Not applicable

HUMAN RESOURCES (if applicable): The workload associated with managing the contract with the preferred partner is built into the work-plan of the appropriate team within Housing Services. 

The tender specification requires the preferred partner to address any TUPE issues arising from the impact of the establishment of the citywide services on existing local handyperson schemes.

	


CONTACT OFFICER : Clare Ibbeson

Tel No. 0161 922 8710


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 Inclsuion

Supporting People

Procurement Strategy 


DETAILS (Continued Overleaf)

1 Background

1.1 Following a review of services to older and vulnerable residents in the City it was recognised that the establishment of a citywide handyperson service would have a significant positive effect on several of the Council’s themes and the Pledges. This view was endorsed by elected members.
1.2 In the financial year 2004/05 a funding structure was identified that would allow capital resources to be used to support the operation of a Citywide Handyperson Service and allow the development of such a scheme to be taken forward.

1.3 The City Council and its partners have worked to procure an organisation to deliver such a service, by creation of a tender specification in line with current strategic requirements. The tender process was completed in March 2006.

1.4 As a result of the tender process a report, “Appointment of a partner organisation to provide a citywide handypersons service”, was submitted seeking Lead Member approval of the partner selected through the tender process.

1.5 This report is submitted to provide the Lead Members for Housing and Community, Health and Social Care with the details of the ongoing management and stakeholder arrangements to be put in place to ensure the service achieves the objectives set for it. This report also provides a full draft of the contract that will govern the delivery of works funded by City Council resources. 

1.6 This report also provides details of the steps taken to establish the Citywide Handyperson Service since March. This report also demonstrates that the Business Model for the new service is robust and in accordance with Council priorities and the need to protect the interests of the City Council and the clients of the handypersons service and guide and support the scheme’s development.

2 Development of Business Plan and Key Features of the Citywide Scheme.

2.1 Reports to Lead Member have previously indicated that the service will adopt a partnering approach to agree the business plan in order to integrate the new service fully into the Social Care, Health and Housing framework already available. The tender specification was, therefore, not overly prescriptive in the methodology for the selected partner in order to benefit from the potential that a new organisation and associated working practice would bring to a partnership.

2.2 The following section of the report clarifies the steps to be taken to realize agreement on achieving the priorities and maximising customer benefit and introduces the first draft of the Business Plan and actions arising that have been formed in agreement with the selected partner, Helping Hands.     
2.3 A Contract Management Group has been established in line with the Council’s accountability and customer involvement requirements. It is made up of senior officers of the Council and the Primary Care Trust and a Service User Representative will be appointed via the User Development Scheme for Older and Vulnerable People. 
2.4 The Contract Management Group will be responsible for monitoring the business and financial performance of the contract. It will also have the role of setting strategic steer on behalf of the Partnership Boards and to ensure that eligibility for capital funded handypersons tasks are targeted judiciously. 
2.5 Additionally, an Advisory Group has been established and charged with supporting the new service to quickly develop to its broadest potential. The Advisory Group will create links to the service from Community Safety Unit, Affordable Warmth, Protection of Vulnerable Adults, Communications and Marketing, Occupational Therapy, Fire Officer, Age Concern and Adult Social Care Teams. 

2.6 Service User Representatives, recruited via the User Development Scheme for Older and Vulnerable People will also attend this group

2.7 A key priority of the Advisory Group will be to build links with the Salford Home Improvement Agency, which will also be represented on the group, as first steps towards a seamless service approach that can be offered to older and vulnerable people for their home improvement, maintenance and repair needs.

2.8 Reports to Lead Member have previously indicated that work will be undertaken with Helping Hands on a range of practical issues, in line with the commitment to partnership approach specified in the tender process. A Draft Action Plan was provided at that time, outlining these issues.

2.9 The Draft Action Plan now forms the basis of the Business Plan for the new organisation. The current version of the Business Plan is available at Appendix 1.

2.10 The key areas of development in each area of the Business Plan were as follows, a summary of developments in each area is attached at Appendix 2;

· Working Relationships 

· Operational Arrangements – confirming the model

· Transfer of Undertakings 

· Marketing 

· Resource Requirements 

· Contract Monitoring and Evaluation 

· Financial Monitoring Framework

2.11 A draft set of Eligibility Criteria is available at Appendix 3 (Client Classification for Priority and Non-Priority Work). A draft Charging Policy is available at Appendix 4 (Helping Hands Pricing Structure). A first draft of Priority Works is available at Appendix 5 (Job Classification for Priority and Non-Priority Work). These will be reviewed and developed by Helping Hands and monitored by the Contract Management Group.
2.12 Reports to Lead Member have previously indicated that a comprehensive range of performance indicators will be developed that are consistent with the City Council Performance Management Framework and appropriately reflect the roles of the proposed service. These are set out in Section 6 of the Business Plan (Appendix 1).

2.13 Further, the Contract Management Group has the remit to review the measures and targets and to monitor performance particularly against customer satisfaction and has set itself a role to contact customers of the service directly and regularly to measure satisfaction and quality of service and to ensure continuous improvement.

2.14 The performance of the Service will be monitored and reported to the Lead Members on a regular basis.

3. Next Steps

3.1 Officers will continue to work with and support the service. An officer of the Community Housing Projects Team has been appointed as a contract liaison officer.

3.2 The Contract Management Group will meet regularly to monitor performance, review targets and ensure customer satisfaction and continuous improvement. Reports will be forwarded to the Lead Members on a regular basis to reflect decisions and monitor performance.

3.3 The Advisory Group will meet bi-monthly to quickly develop the new citywide handypersons service to its broadest potential, creating the appropriate links which will guide the service strategically and securing referral routes to and from the service.

3.4 Contracts will be signed when approval to do so is granted by Lead Members. A contract letter (Appendix 6) has been drafted by SCC Legal Services which will commit the service to the assurances made within their original tender submission and SCC general terms and conditions.

3.5 Once contracts are signed staff offered under TUPE regulations for transfer to the new service will be relocated to Helping Hands to commence delivery of the new citywide handypersons service and clients will be welcomed to the new service by Helping Hands on behalf of Salford City Council.

4. Conclusion

4.1 The Contract Management Group is satisfied that Helping Hands have worked in partnership with City Council representatives to develop an appropriate business plan that reflects agreed priorities, maximises benefits to customers and reduces dependence on public subsidy over time through the development of additional chargeable services and a clear charging policy. 
4.2 Officers Council continue to be satisfied that the working partnership is sound and will realise the commitments made in Helping Hands’ tender submission and achieve the expected objectives for the new citywide handypersons service in a sustainable manner.
4.3 The service has commenced developing links through proper accountable channels, through Independent Living Partnership Board and Older People’s Partnership Board.

4.4 The Handyperson Service has commenced developing links to existing key services, in particular the Salford Home Improvement Agency and Salford Direct. 

4.5 I therefore request that the Lead Member for Housing and the Lead Member for Health and Social Care approve the recommendations that

· They note the development of the Business Plan and delivery model for the new citywide handypersons scheme.

· They authorise contracts to be signed with Swinton Community Business trading as Helping Hands, the selected partners to deliver new citywide handypersons service. 
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Appendix 2


Key areas of Development for new Handypersons scheme


Working Relationships 


· The service has put in place increased management structures to cope with the demands of the new citywide handypersons service.


· Contract Management Group and Advisory Group have both commenced programmes of support and monitoring arrangements.


Operational Arrangements – confirming the model 


· A first draft of eligibility criteria has been set as 


· people over 65 on a means tested benefit, 


· people with an illness or disability and 


· low income families with a child under 5. 


· Priority works have been set as those covering security, safety, general maintenance and adaptations for disabled people. A protocol will be created to allow improvements and amendments to this list.


· It is understood by the Contract Management Group that eligibility for SCC funded work will sometimes be the result of an interaction between the vulnerability of a client and type of handyperson task. They have agreed that appropriate discretion within the system should be negotiated. 


· Clients receiving benefits, but not entitled to Priority works funded by SCC, will be entitled to a subsidised rate for all works. 


· All works of the new citywide handypersons service are available to all residents of Salford at a standard rate and the new service will be pursuing commercial handyperson contracts with Salford businesses.


· The service is also intended to bring added benefits to the City by providing services for commissioning partners in Salford. A range of service level agreements have been established which deliver, for example, 


· increased capacity to provide minor works under the Aids and Adaptations programme of the Integrated Community Equipment Services department 


· and a package of security measures for families with young children, by service level agreement with Surestart. 


· A further bid is in the pipeline to introduce Community Safety measures free to target vulnerable groups, aimed at reducing doorstep crime.


Transfer of Undertakings 


· The service intends, as requested, to TUPE (Transfer of Undertakings Protection of Employment) staff and resources from other handypersons organisations affected by the new contract, in order to protect the experience and expertise of those organisations. 


· TUPE processes are running smoothly, with 3 staff presented for transfer. Meetings have taken place with both SCC and the new service with the effect of reassurance for all staff concerned.


· TUPE will take place the same day as the contract is signed. It is therefore vital that the contract is progressed speedily to reduce the concerns of potential TUPE staff.


· Both the new service and existing schemes are being monitored to ensure the steps required to protect the interests of clients of existing handyperson schemes during the transition to a citywide scheme are in place. This includes appropriately worded letters for older and vulnerable people, support from staff of all services and passing of client information with due regard to Data Protection.


Marketing 


· The service is working with SCC Creative Services and Public Relations (within Marketing and Communications) to rebrand the service, and to create a plan for publicity and promotional events.


· The service is working with Community Health and Social Care Information Services Manager to connect the service to Ask Sid, the Council’s website that provides details about a range of health or social care services for people growing older in Salford


· A launch event is planned, to which Lead Members will be invited, once the service is fully operational and able to cope with the increased demand that the publicity will bring.


Resource Requirements 


· Helping Hands have moved to new premises in central Swinton, increasing the number of telephone lines, into premises compliant with Disability Discrimination Act requirements.


· The Board of Directors of Helping Hands have approved the use of Salford Direct for front line telephone access to the service. Meetings have taken place to progress this.


Contract Monitoring and Evaluation 


· Helping Hands have submitted key policies and procedures for compliance with Salford requirements as part of the tender process, all of which were found to be of good quality by SCC Procurement Team.


· Salford Direct will support improvements to the service’s management information systems and can contribute to the service’s ability to produce monitoring information. It will also provide links for customers to other services within Salford’s customer relationship management system CITIZEN.


· An Housing and Planning, or Occupational Therapy, technical officer will be asked to provide quality surveys to ensure completed capital works are to Council standards.


· The Contract Management Group has confirmed its role to review and update performance measures to secure continuous improvement of the service.


Financial Monitoring Framework


· The revenue investment of Community Health and Social Care will usually be paid on a quarterly basis as an outlay against service set up costs (vans, equipment, promotions, branding).


· In the first year, the service will require £19,000 of the revenue funding as an initial set up charge, so this will be paid in advance.


· The capital investment provided by Housing and Planning will be paid monthly by invoice, based on prior works completed that month.


· Housing and Planning Finance Team will provide advice and guidance to set up financial monitoring procedures around open-book accounting to monitor capital works.


· They will also carry out subsequent financial audits and review the re-investment model which is intended to bring sustainability to the project.
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Helping Hands Pricing Structure 


Membership Subscription Rate (Annual)


Domestic        -     £5.00 per annum


Commercial    -    £10.00 per annum


Daywork Rate


Domestic


Call out


- £5.00 per job


Subsidised 


- £7.00 per hour 


Standard (Premium)  
- £14.00 per  hour


Commercial


Call out


- £10.00 per job



Subsidised 


- £14.00 per hour


Standard


- £17.00 per hour


Materials


Cost price plus £5.00 pick up charge Helping Hands obtain materials on customers behalf.  Customers will be expected to provide their own materials.  A discretionary charge for time (at daywork rate ) may be charged for material collection.


05 May 2005
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Job Classification for Priority and Non-Priority work




Priority Work


As listed in draft Schedule of Works divided into the following categories:


· Security Work


· Safety Work


· General Maintenance


· Adaptations for Disabled People


Non-Priority Work


All types of internal decorating work – stripping, glossing, emulsioning, hanging paper


External painting


Garden maintenance including mowing lawns, weeding, trimming hedges and planting


Small joinery work including the following


Fitting shelves


Boxing-in pipes


Hanging internal doors


Changing door handles


Fitting together flat-pack furniture


Hanging pictures and mirrors


Changing curtains


Cleaning windows


Jet washing


Moving furniture around the home


Nicola Rawlinson


April 2006
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Tel. (Direct Line) 0161-793 3123

Fax. 0161-794 6595 


When calling or telephoning


please ask for Mrs. Ebizie

Email: chidi.ebizie@salford.gov.uk

My Ref:
H/CE/
Alan Westwood, C.P.F.A., Director,

Your Ref:
Fillin "your ref"



Date:
@
Alan R. Eastwood, Solicitor,



Head of Law and Administration,



Salford Civic Centre, Chorley Road,



Swinton, Salford, M27 5DA.



DX 712100 Exchange SWINTON 2


website: http://www.salford.gov.uk


SUBJECT:
EXCHANGE OF LETTERS CONTRACT



@


SCC.@


Fillin "SCC NUMBER"

Dear Sir,


I write to inform you that your tender dated @


 in respect of the above in the contract sum of @




was accepted by the Lead Member @







The Contract will commence on @


and will be completed on @


I do not intend to execute a formal Agreement and this letter , together with the documents referred to below shall constitute the contract.  I enclose a duplicate of this letter which I should be obliged if you would countersign and return to me within fourteen days of the date hereof.


Enclosed is an Insurance Questionnaire which MUST be completed by your Insurance Broker and returned to me prior to you commencing work on site.  Please note that in the event that your Insurance Policies expiring during the period of these works you will be required to produce evidence as to their renewal.


Any queries relating to the performance of this contract must, in the first instance, be referred to @


on  telephone number 0161 @.


Yours faithfully,


for HEAD OF LAW AND ADMINISTRATION 


		

		Contract Documents  *(a copy 



of which I enclose)




		@,


c.c.  

		1.
Tender dated @.


2.
 Conditions of Service


WE HEREBY ACCEPT THESE TERMS AND CONDITIONS OF THE CONTRACT REFERRED TO ABOVE, AS DETAILED IN THIS LETTER


Signed ............................................


Authorised Signatory for @


Dated                                        2004
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Client Classification for Priority and Non-Priority work




The key segments of the local population which Helping Hands consider to be in-scope of the Citywide Handypersons Scheme are:


1.
Priority Work


· over 65 and on a means-tested benefit


· suffering an illness or disability


· low income families


· just out of hospital 




}
referred by


· living in dangerous or unhealthy conditions
}
Social Services


These segments of the local population should be entitled to the Priority works at no cost to them.


People who fall outside this criteria can still access the scheme, but will pay a fee according to their ability to pay for both priority and non-priority work.


2.
Non-Priority Work and Priority Work for Non-Priority Clients


Helping Hands offers a subsidised tariff to members who satisfy the following criteria:


Principal of the household in receipt of one or more of the following benefits:


1. Determination of low income


· Income Support


· Housing Benefit


· Council Tax Benefit


· Income-based Job Seekers Allowance


· Working Tax Credit


2. Assessment of disability


· Disability Living Allowance


· Attendance Allowance


3. Political asylum


· Applicant is supported by NASS


Anyone receiving one of the benefits shown at 1 and 2 will be entitled to the subsidised rate. If NASS (3) applies this will be dealt with on an exception basis by reference to the clients support organisation.


All other segments of the population can access the service at full cost.


Nicola Rawlinson


April 2006 
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		Helping Hands Draft Business Plan

				Main Item				Specific Area		Current Business Model		Improvement Actions

		1		Working Relationships		a		Agree increased management		Handyperson Supervisor - commenced 1st April
Additional office administration - commenced 3rd April

						b		Agree contract start date		LM Report  due to CHSC (16 May) Housing (18 May) "To approve details for the delivery and management arrangements for the new citywide service and seeking their approval of the detailed contract between the City Council and the preferred partner."		Expected contract start date 22 May.

						c		Agree Contract Management Group
- OPDB/ILPB representation
- set up meetings		Nicola Rawlinson - Helping Hands
Jeanette Ball - Helping Hands
Joan Veitch OPPB (PCT)
Lyn Dixon ILPB (CHSC and PCT)
John Wooderson ILPB (Housing and Planning)
Clare Ibbeson - Facilitator
Service User TBC		TBC by CMG

						d		Agree Advisory Group
- set up meetings		Nicola Rawlinson - Helping Hands
Jeanette Ball - Helping Hands
Clare Ibbeson - Housing and Planning
Kim Pierce - Facilitator
Chris Bentley - OT
PHIL ???? - OT Technicical Staff
Les Laws - Energy Efficiency
??? ???? - Burglary Reduction
Ben Colman - CHSC Comms and Marketing
Kate Wakelin - H&P Comms and Marketing
Service User - TBC		Activity Day planned to introduce partners to HH staff and methodology and share SCC best practice with HH - e.g. POVA, working with vulnerability, SCC accountability practices etc.

						e		Confirm Lottery working protocol
managing client interaction with 3 potential services (P / Non-P / Lottery)		Lottery will run alongside the non-priority work as part of same contract		Will be included in SCC non-P monitoring - to be confirmed with CMG

		2		Operational Arrangements – confirm the model		a		 Agree basic list Priority and Non-Priority
- ‘triggers’ to ensure work is carried out by most appropriate service (e.g. DFG)
- type of work (repair/ maintenance/ security/ gardening/ decorating)		First Draft list Priority works are available for discussion at AG and CMG (Appendix)		Continued refinement of list content at future AG and CMG

						b		Agree protocol for adding/amending list		AG and CMG proposed as lines of approval		Formal protocol to be worke dup at future meteings with HH presence

						c		Materials costs 
- schedule of rates		First draft SOR available based on first draft list Priority works (Appendix)		SOR and materials costs to be approved
Will be amended as P non-P works are agreed etc

						d		Membership Charges
- annual?
- multi-client		Membership charges will not be applied to clients of Priority work
Membership charges will continue to be applied to all other clients and work at £5.00 p.a.

						e		Charging Policy
- defining clients
- defining means test		Firs Draft Charging Policy available (Appendix)
Domestic Rates 
Subsidised £5.00 per hour
Standard £7.00 per hour
Plus commercial rates

First draft client definition available (Appendix)
Subsidised clients
Over 65 on MTB
Registered Disability
Low income family with child <5

Means test by checking relevant benefits data		Draft Charging Policy to be refined and approved by CMG

Draft client definition to be refined and approved by CMG

Means test can be streamlined by Salford Direct current data reducing invasive paperwork with client

						f		Service delivery times and OOH		Current hours Monday to Friday 9am to 5pm		Work with Salford Direct to deliver front-line service to SD's opening hours
HH  committed to improving website

						g		Set up referral routes
- in
- out		Majority will be self referral - Advisory Group will support the service to set up referral routes

						h		Define key partners
- set up meetings
- set up working protocols
Aids and Adaps		Contract Managemnet Group and Advisory Groups have both met to prepare fpr first meeting with Helping Hands.
Protocols TBC
ILPB has requested attendance of service users on both groups

						i		Accessing discrete funding		Service supported by H&P to access Community Fund resources for new offices

						j		Accessing further contracts/SLA		ICES SLA agreed to transfer to new service 
Surestart SLA agreed to transfer to new service
Dispersed Housing agreement to inform clients of change of service (non-SLA)
Salford CHSC Adult Teams to be informed of change of service (non-SLA)		Increased capacity of ICES SLA - training agreed for staff to fit next level of equipment
Meeting arranged for 17th May with Surestart representative HH and SCC to negotiate SLA
Dispersed Housing Representative and Adult Social Work Teams representatives invited to Advisory Group

Community Safety/Burglary reduction links to scope SLA in development

		3		Transfer of undertakings		a		Process
- Peninsula - what progress so far		All preperation work done - TUPE letters to staff available to view from both parties

						b		TUPE staff
- CI to meet
- meet and greet		Meetings went well with SCC (CI) and HH
3 staff being offered for TUPE. 1 staff expected to decline transfer		Further meeting with  TUPE'd staff and SCC rep (CI) to be carried out once transfer has taken place

						c		TUPE
- tangible assets
- intangible assets		2  vans are offered for sale from CHC to HH - HH may purchase if vans are suitable		HH to view vans on offer from CHC
Funds budgetted for 6 new vans in Yr 1

		4		Marketing		a		Informing clients of changes		CHC have informed clients (19th April) of change of organisation - given 7 days to decline transfer of personal info into new service under Data Protection regulations.
HH have prepared separate letters for CHC and HH clients to welcome to new service. 
New season gardening clients have been transferred to HH already.
All new CHC presentations currently referred to HH as new clients.
CHC propose to let HH have client database as soon as Data Protection allows to assist HH to support clients contacing them who are now aware of handover.
CHC telephone line (736 9913) agreed for transfer to HH		HH letters to be sent out prior to changeover
When Data Protection limit has passed CHC to handover client database to HH

						b		Open day event - Cllrs		PR representative will provide advice and guidance - meeting arranged for xxxxxxxx

						c		Publicity		networking with user groups and minority interest groups
Web promotion - helpinghandsmrs.com
Open and show days
Local press including Salford Advertiser
Working with Salford Community Volountary Services, including its magazine The Animator
Salford Community Radio
Leaflet drops (areas of hihg deprivation)
Channel M - local television
Awareness and presence in GP's, luncheon clubs, day centres and other venues used by target market

						d		Branding		To protect the SCC entity 'Citywide Handypersons Services' SCC Creative Services suggest maintaining the strapline as service brand - E.G. "Delivering Handypersons service IN Salford"

Creative Officer allocated direct to HH - new logo for van/uniform/stationery - also suggesting straplines		Report to Lead member to approve brand and image

						e		Promotions
- regular maintenance
- start up home check
- prevention work		PR representative will provide advice and guidance - meeting arranged for xxxxxxxx

						f		Website		Current website available helpinghandsmrs.com to be updated when model approved

		5		Resource Requirements		a		Scope current resources
- Offices/new offices
- staff
- MIS		HH move to new offices Friday - Partington Lane
4 times number of telephone lines currently available
Complies with DDA and local access

						b		Plan required resources
- offices (and branding)
- staff (tools)
- MIS		Arrangements are in place to use Salford Direct Business Process Re-engineering to review current MIS / processes

						c		Single point of access		HH Board have agreed to use Salford Direct to provide single access point - possible future SAP integration with other Older People's services

						d		Agreeing protocol with Salford Direct
- does HH keep call stats?
- meet SD
- means test
- passing calls through
- cost		BPR arranged - SD can support HH by
- keeping calls stats and providing monitoring information
- exercising means test 
- accessing HH systems and booking in work
- passing calls on where necessary
- cost per minute comparable to current administration cost

		6		Contract Monitoring and Evaluation		a		Compliance issues
- H&S/risk assessments
- FOI/data protection
- POVA/safe working practice
- EOPS/monitoring
- complaints		- Helping Hands submiited H&S Policy and Risk Assessments as part of their tender
- SCC Contract General terms and Conditions include - requirement for HH to coorperate with FOI and comply with requests for disclosure.
- HH have a Training Policy and Plan which includes Customer Care and Disability Awareness training
- Helping Hands submiited EOPS Policy as part of their tender
- Helping Hands submiited Complaints Policy as part of their tender		Further POVA training and Vulnerability Awareness training on Activity day

Further work to align local Complaints Policy with SCC Complaints Policy

						b		Agree performance framework
- key PI's
- added value		Core Targets 
· Number of customers using the service (throughput)
· Number of new customers annually
· Number of jobs created 
· Number of jobs safeguarded 
· Number of people trained obtaining qualifications 
· Number of customers from ethnic minority communities for all the above (quoted in brackets)  
· Number of dwellings benefiting from measures intended to reduce maintenance or running costs 
· Number of dwellings where security is upgraded   

 Performance Indicators
· Number of jobs completed 
· Type of jobs and priority rating 
· Age, gender, ethnicity of customers 
· Referral arrangements 
· Jobs completed by location/ward
· Time from referral to completion 
· Number of days worked per quarter
· Customer satisfaction rates
· Number of repeat customers 
· Total income 
· Number of Home Safety checks
· Number of referrals to other agencies (by the service)		AG and CMG to work to further develop the PI suite and identify added value

Link to Neil Loftus (SCC) to improve knowledge of added value / social inclusion

						c		Scope current ability/capacity of systems
- set up interim systems		Baisc systems are in place which can provide simple statistics		Work with Salford Direct to provide regular monitoring info
HH to extend capacity of systems to monitor performance

						d		Agree future systems		Work is currently underway with Salford Direct to assess MIS and monitoring report requirements

						e		Agree Interim (yearly) evaluation requirements				To be confirmed by CMG

						f		Sub-contractors		N/A at present

						g		IIP/ISO accreditations		Helping Hands is working toward ISO accreditation		To view accreditation evidence when HH achieve status

						h		Insurances
- public liability £5m
- employers liability £10m
- prfessional liability £1m
- product liability £1m
- premises damage £1m

		7		Financial Monitoring Framework		a		Revenue payments
- SCC department		HH model does not require ongoing revenue payment, however HH have requested £38K payment for 06/07 to help with set up costs / first year volume of work

						b		Capital payments
- SCC department		Monthly invoicing agreed
H&P Officers with Finance Team		Meeting with Finance Team to approve formatting

						c		Open book accounting		HH have committed to open-book accounting		Meeting with Finance Team and HH to plan open-book accounting requirements

						d		Surplus Reinvestment		HH have committed to surplus reinvestment

						e		Plotting self-sustainability				Meeting with finance Team to review reinvestment model

						f		List other funders		Big Lottery
All Community Committees






