BEST VALUE REVIEW OLDER PEOPLE SUPPORTED AT HOME                                                                                               APPENDIX 6


Area for Improvement:
CARE ON CALL

Measurable Improvement Targets


Baseline
2002/03
2003/04
2004/05
2005/06
2006/07


3000 users connected to service ( Aug 2000) 

24 hour Control Centre but operates across split site

Staff work call out from home with limited capacity out of hours 

Few Performance Indicators in place to measure performance of service ( as at 2000)

Limited information for customers on service ( leaflet only as at 2000)


4000 users connected by end March 2003

Expansion of staffing to address capacity issues out of hours

Pilot flexible area team structure 

Performance 

Indicators in place to measure performance of Control Centre service, with effective management/ monitoring systems 


Ongoing expansion of service. Target: 300+ ( net) increase per annum

24 hour Control Centre operating from single site

Staffing and service capacity out of hours increased

Service has diversified role 

i.e. crime prevention e.g. lone worker monitoring /domestic violence

and call handling for Health and Social Services projects e.g.Rapid Response, no replies


Ongoing expansion of service. Target: 300+ ( net) increase per annum
Ongoing expansion of service. Target: 300+ ( net) increase per annum
Ongoing expansion of service. Target: 300+ ( net) increase per annum

Measurable Improvement Targets



Service users have clear information about the service offered. This to be available in a range of languages / formats on demand

Customer forum 

established for consultation 


Service accredited to Association of Social Alarm Providers Code of Practice ( end 2003)




Actions to Achieve the Targets
Commencing
Reason for Improvement
Responsible Officer
Resources

Achievements

(action already undertaken)


24 hour monitoring and emergency response service launched Sept 2000

Marketing undertaken to expand service by over 700 users ( net)

3 Housing Association contracts successfully negotiated ( Henshaw’s, Booths and Sp@ce) 

Control Centre refurbished to meet Association of Social Alarm providers standards

Pilot project set up with Hope A&E – rapid access to community alarms

Expansion of project supporting EPICS and trial alarm installed at the Limes

Staff procedure manual produced 2001

Customer welcome pack developed 2001

Customer survey undertaken 2001

Annual Report produced 2001

Care on Call calendar produced to feedback survey results 2001/2

Performance Indicators developed to measure performance of service (piloting 2001/2)


All completed
Improvements as proposed in 3 year Business Plan
K.Micklewright
Already agreed

Short-term

Short-term


Expand staffing in line with financial plan to introduce waking night shift 

Consult staff /service users/ Social Services/PCT  on redesigned warden service / proposed service standards 

Review marketing plan / opportunities for 2002/3

Review services/charges with housing association customers. Conduct satisfaction survey 

Audit service against ASAP standards to identify areas for improvement

Review draft service standards and performance indicators, monitoring and reporting mechanisms in accordance with ASAP standards, Supporting People quality measures.


Feb 02 

( target date end June 02)

May 02  (complete by end Aug 02)

June 02

June 02

July 02
With view to introducing improved Control Centre Service and quicker response to calls out of hours 

To enable expansion of service in line with Business Plan targets

To evaluate satisfaction with current services / potential for development

Evidence of service performance and improvement


K Micklewright/

(Care on Call Manager)

K Micklewright

(Care on Call Manager)

K Micklewright

(Care on Call Manager)

K Micklewright

(Care on Call Manager)

K Micklewright

(Care on Call Manager)

K Micklewright

(Care on Call Manager)


Staff time within Elderly Services / accountancy

2.5 days for staff meetings/ focus groups

14 days for scheme meetings

Time for meetings with Social Services / Health

See Business Plan

Management time to review current performance monitoring arrangements

Medium-term

Medium-term
Increase Care on Call staffing and pilot new area team structure for warden services with view to introducing City-wide with effect from April 2003

Pilot annual visits for all customers to update Control Centre records and monitor satisfaction with service with view to introducing City-wide with effect from April 2003

Establish customer forum  to involve service users/ staff in implementation of review proposals

Establish staff working group 

· to review procedures / manuals (ongoing) 

· to review staff training needs 

· to review welcome pack

Review opportunities for Care on Call to diversify call handling role in line with Business Plan proposals:

· Continue to participate in PCT /Social Services initiatives relating to development of 24 hour services  

· Aim to develop action against Crime project to target problems associated with  harassment, domestic violence  etc.

· Aim to develop lone worker monitoring service for council /private sector employees provided demand/ cost effective

Once new service model established, develop joint providers forum to share good practice and resources e.g relief  staff. Proactively promote Care on Call as 24 hour monitoring and staffed response service across tenures


During 2002/3 in line with financial plan

Pilot 2002/3. Implement wef  April 03

Sept 02 

(ongoing)

Sept 02

(complete by end March 03)

Ongoing since Sept 00

Ongoing 

Nov 02

Nov 02

With view to implementing projects during 2003/4

April 03
To promote flexibility and improved service to better meet diverse needs

To meet ASAP standards and improve accuracy of information held

Promote customer involvement

To promote clear procedures/service standards for staff; improve training opportunities 

To update information for service users

To achieve diversification of service in line with Business Plan objectives

To maximise resources and develop good practice


K Micklewright

Care on Call Manager / Supervisor

K Micklewright

Care on Call Manager/Warden Services Managers

K Micklewright Care on Call Manager/Supervisor

K Micklewright

Care on Call Manager


Refer to detailed financial / staffing plan for resource information 

Pilot to assess impact on staffing resources

Staff time to resource 2 monthly  meetings

Management /warden staff time  for regular meetings  

Resources to update manual

Training resources 

( to be costed)

Management time

Warden Services Managers / Staff working group time

To be costed in line with requirements of individual projects and incorporated into charges

Management time to research opportunities,  meet with potential partners, write report(s) as necessary 

With view to maximising resources across providers

Management time to resource two monthly meetings

Long-term


Implementation of Action against Crime project /lone worker monitoring project 

Achieve accreditation to Association of Social Alarm Providers Code of Practice


2003/04

Target for accreditation 31st Dec 2003


In conjunction with other agencies in line with local objectives


K Micklewright/ 

Care on Call Manager

K Micklewright/

Care on Call Manager


To be costed in line with requirements of individual projects and incorporated into charges

ASAP membership subscription £600 p.a ( costed into Business Plan).

Cost of formal assessment



AB/PB
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