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1.
Introduction.

1.1 The initial Service Profile Stage report of the Support for Older People at Home Panel, The Best Value Review – Support to Older People at Home was submitted to Social Scrutiny Committee 11th October 2000.  The Final Report and Outline Improvement Plan for the Best Value Review of Support for Older People at Home was submitted to the Health and Social Scrutiny Committee on 6th February 2002.  With the Best Value Review Older People Supported at Home – Improvement Plan being submitted to Health and Social Care Scrutiny Committee on 1st May 2002.
2.
Background.

2.1 The initial report set out the Terms of Reference and service profile scoping for the Best Value Review of Support to Older People at Home.  The Final report and Outline Improvement Plan set out the review findings, recommendations and the outline improvement plan.  The full improvement plan for the Best Value Review Older People Supported at Home was sub-divided into six elements:
Home Care;

Day Care;

Meals;

Extra Care Sheltered Housing;

Sheltered Housing;

Care on Call

3.
Report.

3.1
The attached report is a review of the first complete year (2002/2003) of implementation of the Improvement Plan in its six constituent elements as outlined in 2.1 above.

	Area for Improvement:
Home Care Services

	Measurable Improvement

Targets
	Baseline
	Projected performance

2002/2003
	Actual Performance

2002/2003
	Commentary

	
	1st April 2000
	
	
	

	
	1. Commissioning
	

	
	Proportion of market Share:

In-house 51%

External 49%
	Projection of Proportion of market Share:

In-house 38%

External 62%
	Proportion of market share:

In-house 30%

External 70%
	Exceeded projected performance

	
	Market capacity problems within Domiciliary care provision in the Irlam/Cadishead and Broughton areas.
	To ensure an adequate supply of Domiciliary Care provision to meet identified needs.


	Nature of commissioning reviewed, discussions on other contracting approaches commenced.

Work is ongoing
	Work is ongoing

	
	2. In-house Provider

	
	a. Quality of Service

	
	(No systematic approach to recording this information until April 2002)
	
	
	

	
	Service Users to receive annual Quality Review
	90%
	92%
	Target exceeded

	
	Service users to receive specified information on Service
	95%
	100%
	Target exceeded

	
	Service users satisfied with care received
	80%
	90%
	Target exceeded

	
	New homecare packages to receive risk assessment prior to service commencing
	75%
	74.5%
	0.5% below expected target

	
	Implement National Minimum Standards.

38%
	60%
	Awaiting first inspection by National Care Standards Commission
	Awaiting first inspection by National Care Standards Commission

	Measurable Improvement

Targets
	Baseline
	Projected performance

2002/2003
	Actual Performance

2002/2003
	Commentary

	
	1st April 2000
	
	
	

	
	% of staff to hold NVQ Level II or equivalent as a minimum:  0.5%
	5%
	9%
	Target exceeded

	
	b) Cost and Efficiency

	
	Reduction of non-productive time:

(no systematic approach to recording this information at 1/4/00)  Total = 32%
	29%
	29.28%
	Expected performance level not achieved, by 0.28%


	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Short-term
	The adoption of local P.I.’s developed in conjunction with the District Auditor (AGMA Benchmarking Group)
	April 2002 - ongoing


	To compare performance and processes with other Local Authorities to improve service delivery.
	Re-established input to local Benchmarking Group during 2002, but group is not collating any PI information at present due to service changes in constituent local authorities.

	
	1. Commissioning

	
	To hold a workshop between commissioners/purchasers and internal home care providers to establish what areas of the service work well, where there are potential weaknesses, to review the commissioning arrangements with Salford Home Care.
	May 2002


	Home care service need a clear focus for service development.

Currently there are mixed messages about their long-term future.
	Process started May 2002, with two workshop meetings and a further one on 02/09/02.

Clearer picture of current situation i.e. what is currently provided and identifying future direction - looking specifically at developing specialism for complex hospital discharges/working with intermediate care to keep people at home.

Further work on commissioning arrangements is required.

	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Short-term
	To review current commissioning and consider alternative contracting approaches for domiciliary care provision within the independent sector. This to actively involve independent sector providers and be part of the ongoing review of commissioning arrangements – initially by sending out a questionnaire to all providers about current arrangements and how these can be improved.

Then to call a small focus group to take issues forward.
	July 2002 – ongoing
	To review contracting arrangements to develop commissioning to more effectively manage the social care market.

Current spot purchase arrangements do not guarantee work to providers but does enable freedom of choice and a range of providers.

33 currently registered – hard to monitor but transfer to block contracts would reduce the number of providers and mean changes for services users.
	Nature of commissioning reviewed, discussions on other contracting approaches commenced.

Work is ongoing.

	
	2. In-house Provider

	
	a. Quality of Service

	
	To set up systems to ensure Initial Visits, Quality Reviews and Risk Assessments are completed within agreed timescales and recorded on CareTime


	April 2002 - ongoing
	To improve the monitoring of service delivery and minimise accidents.


	Systems now established, with ongoing review.

	
	To establish reporting system from CareTime to regularly monitor performance

	June 2002 - ongoing
	To deliver improved management and performance information


	System in place June 2002 and being used to measure and manage quality of service.

	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Short term
	To set up systems to collate information for local P.I.’s.
	July 2002 - ongoing


	To measure performance against other Local Authorities
	Reviewed and deferred until 2003 due to lack of accurate baseline figures as a starting point.

However, we are still collating information from the local agreed P.I.'s. Software for collation now available.  Re-established input to local Benchmarking Group end of 2002.

Work is ongoing.

	
	To implement remaining and additional functions of CareTime
	July 2002 - December 2002
	To further improve information and planning systems for quality assurance and best use of resources
	Functions reviewed Sept. 2002, and decision made to defer further functions of CareTime.

Cost benefit analysis does not support further implementation, costs outweigh any potential gains.

	
	To examine alternative methods to achieve NVQ target
	October 2002 - March 2003
	To achieve National Minimum Standards and improve quality of service delivery
	Report completed for discussion in October.  Additional funding secured to assist in achieving targets.

Managers continue to support 1 candidate each through the process.

	
	b. Cost and Efficiency

	
	To produce monthly area summary sheets detailing levels of non-productive time for comparison with set targets


	May 2002 - ongoing


	To give Managers accurate and timely information to manage and reduce non-productive time
	Monthly summary sheets now being produced. Information being utilised to mange and reduce non-contact time.

	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Short term
	Workshop to be held to formulate commissioning strategy for in-house Home Care Service.

To start to plan and develop    in –house Service to meet the strategy.
	May 2002 - ongoing


	To focus Service to enable effective workforce planning. To reduce wasted time and to assist with the development of the training pathway for Home Care Assistants
	Process started May 2002, with two workshop meetings and a further one on 02/09/02.

Clearer picture of current situation i.e. what is currently provided and identifying future direction - looking specifically at developing specialism for complex hospital discharges/working with intermediate care to keep people at home.

This work needs to be progressed with an outline strategy established by summer 2003.

	Medium-term
	b.  Cost and Efficiency

	
	Examine alternative methods to achieve NVQ targets
	October 2002 - March 2003
	To plan to achieve National Minimum Standards
	Report completed for discussion in October.

Additional funding secured to assist in achieving targets.

Managers continue to support 1 candidate each through the process



	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Long Term
	1. Commissioning

	
	Future actions will be dependent on decisions made within the ongoing review of commissioning arrangements for home care.

Enter into new contracting arrangements
	2003 - ongoing
	To ensure an adequate supply of domiciliary care provision to meet locally identified needs
	New arrangements for commissioning to be piloted during Oct/Dec 2003, through a team of administrative workers (brokerage team). The option to commission care packages on a different basis                           (i.e. carefinding/brokerage) needs to be explored further.




	Area for Improvement:
Day Care

	Measurable Improvement

Targets
	Baseline
	Projected performance
	Actual Performance
	Commentary

	
	2001
	2002/2003
	2002/2003
	

	
	1) Attendance rates: 

April-December 2001

Across 4 centres = 67.25%


	70%


	Average for year for all centres- Occupancy levels (attendance rates) 73.8%


	Performance exceeded.

	
	2) Target day care on the most vulnerable. Enable social users to take more control over their own activities.

2001- Day Care: Social Care ration = 50:50


	Day Care: Social Care

60:40
	Day Care – Social Care ratio

54 : 46
	The existing levels achieved to be maintained until the outcome of a full review of commissioning strategy for Day Care activity is completed.


	Actions to Achieve the Targets
	Commencing
	Reason for Improvement

	Short-term
	Implement new eligibility criteria for day care in the West of the city.

Through surveys review the day care: social care ratio in the remaining day centres.
	April 2002 - March 2003
	Ensure equity across the city.

	Medium-term
	Through workshops share information on current levels of usage and determine the future commissioning strategy for day care within care services and the independent sector across the city.

Establish level of day care places needed in which locations.

Establish staffing ratios for more dependent users, and other equipment needs e.g. bathing, transfers.
	May 2002 - March 2003
	To concentrate social services resources on the more vulnerable.

To enable social care users to take more control over their own activities

	Long-term
	Adjust levels of provision in line with above.

Explore alternative forms of day care provision for people with dementia e.g. smaller units, care at home.
	Dec 2002 - ongoing
	To concentrate social services resources on the more vulnerable.

To enable social care users to take more control over their own activities


Commentary.

The National Service Framework for Older People has introduced issues, which would not have been covered by the actions identified at 
  the time of the Review and production of the Improvement Plan.

The Directorate has, therefore, been involved in undertaking a fundamental review/reconfiguration of day services across all sectors

 (i.e. local authority and voluntary sector) linked to supporting more people at home.  This work seeks to link day care services with other             services including Rapid Response, Intermediate Care Services and the new Home From Hospital Home Care Service to produce a 
 continuum of support.

There have been two one-day workshops, with participants from all sectors, in January and July 2003 and a ‘think tank’ meeting in June 2003       to progress the relevant issues including:

Joining up specialist elements of services for older people, and

linking this with services for older people with mental health problems;

provisions for black and ethnic minority communities;

the need for a prevention element to be included;

physical aspects of buildings for those with disabilities/high dependency;

transport issues;

required pattern of service availability (i.e. opening days/hours)

All elements and any service re-design will be done in consultation with services users and carers and staff.

Revised Improvement Plan

	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Short-term
	1
	Agree shape of future service with potential focus on reablement and linked to Rapid Response, Intermediate Care Services and the new Home From Hospital Home Care Service to produce a continuum of support.
	Work on producing a Strategy Report to be completed by 31 March 2004.

Revised service profile to be implemented during 2004/5.
	Ensure equity across the city.

To concentrate social services resources on the more vulnerable.

To enable social care users to take more control over their own activities
	Work commenced on producing a Strategy Report.

	Medium-term
	2
	Development of more preventative services, with much more partnership working with Education and Leisure Directorate
	Work commenced on producing a Strategy Report,

to be completed by 31 March 2004
	
	

	
	3
	Establish required pattern of service availability
	
	
	

	
	4
	Review staffing levels (in light of 1-3 above)
	
	
	

	
	5
	Review staff training in light of proposed move to a more enabling service/ higher dependency or challenging needs of service users (i.e. intermediate care or people with mental health problems) and identify skills gaps and associated training requirements (i.e. to meet nationally set NVQ targets)
	
	
	

	
	6
	Refurbishment of physical environs to meet needs of people with disabilities/mobility problems
	Audit to be completed by 31/3/2004
	
	Audit currently being undertaken.

	
	7
	Review impact on future transport arrangements for revised service –

Consultation on new Statement of Purpose for Social Care Transport
	Consultation on new Statement of Purpose for Social Care Transport to be undertaken Nov/Dec 2003.

Implementation of revised service arrangements scheduled for 1/4/2004
	
	Consultation with users and carers completed Nov/Dec 2003.


	Area for Improvement:
Meals

	Measurable Improvement

Targets
	Baseline
	Projected performance
	Actual Performance
	Commentary

	
	1st April 2000
	2002/2003
	2002/2003
	

	
	Meals on Wheels are provided both by the traditional daily (Mon-Fri) hot delivered meals through Citywide and by

frozen meals delivered weekly.

(Average 80% Hot 20% Frozen at 1/4/2000).

Frozen delivered meals not available in parts of the City i.e. Eccles, Broughton and Pendleton.

Focus the daily hot delivered meals to those service users who are assessed are requiring this service. There is a need to provide some form of residual hot meals service for those unable to reconstitute frozen meals.


	To complete the roll out of frozen meals availability to all areas of the city of Salford


	Frozen meals - availability to all areas of Salford May 2003.

(Averages moved to 52% Hot and 48% Frozen)
	

	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	
	
	
	

	Short-term
	Consult with service user groups, e.g. Older Peoples Forum.

Establish “taster sessions” for existing service users in the areas where the frozen meals service is to be extended.

Implement rollout of frozen meals to Eccles, Broughton and Pendleton.
	July 2002- to be completed by April 2003


	Ensure equity across the City


	Consultation with Older People’s Forum undertaken. Action plan meets their calls for the frozen meals service to be available across the City.

The decision to hold “taster sessions” was reviewed and the decision taken that “taster sessions” were not required in light of previous low attendance and operational changes on teams.

Review of service users in Eccles etc area should be a full reassessment for meals provision between December 2002 and March 2003.

Eccles area reassessments completed (for frozen meals roll out to be completed) by end of        April 2003.



	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Medium-term


	Review eligibility criteria for meals on wheels.
	April 2003 - ongoing 

but linked to development of residual hot meals service
	To ensure that an appropriate meals service is provided to service users with varying needs. To ensure that the residual daily hot meals service is only provided to service users who meet the eligibility criteria for this specific service.
	Production of Statement of Purpose for Provision of Home Meals Service (based upon premise that everyone should receive frozen meals unless there are special circumstances (i.e. inability to cope with reheating frozen meals, risk/safety issues etc).

Statement of Purpose approved by DMG, with Director’s delegated decision followed by Cabinet approval of in January 2003.

Official launch of new Statement of Purpose for Provision of Home Meals Service, citywide and New Statement of Purpose to be used across the City with effect from  1st February 2003

Briefings delivered and Statement of Purpose paperwork available to all teams.




	Area for Improvement:
Extra Care Sheltered Housing

	Measurable Improvement

Targets
	Baseline
	Projected performance
	Actual Performance
	Commentary

	
	1st April 2000
	2002/2003
	2002/2003
	

	
	In–house care and support services provided by Housing /Social Services
	Established / monitored new service delivery arrangements with independent provider


	Achieved
	There are also 3 additional schemes;

Astley Court,

Ninian Gardens, and

Mount Carmel

(two are council properties and one belongs to a RSL.).

	
	Allocations made from Housing Waiting List
	Improved kitchen facilities
	Achieved
	

	
	Outdated warden call system and physical features


	Improved warden call system and new technology
	Achieved
	

	
	
	Recommendations in place on other physical improvements needed to scheme
	Recommendations in place
	Bid to extra care housing fund made to supplement existing resources. 

	
	
	Information /welcome pack produced for new tenants in partnership with Social Services / Housing 21
	Not achieved
	Priority has been given to establishing the service and the new partnership arrangements. The 3 partners have agreed to produce this information pack by February 2004.

The general information leaflet on extra care has been drafted but not allocated marketing time by NPHL due to other pressures.

	
	
	Ex–wardens’ properties utilised in line with wider PCT / Community Care objectives


	Proposals in place
	Bid to extra care housing fund made for Astley/Ninian to create assessment flats.

Learning disabilities have used Monica Court since December 02


	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Short-term
	Complete first formal contract monitoring and identify areas for improvement


	March 02 (then ongoing / annual report)


	With view to improving service and information sharing to facilitate contract monitoring
	Achieved

	
	Review protocol and information sharing Housing / Social Services/ Housing 21


	April 02-ongoing


	With view to improving service and information sharing to facilitate contract monitoring
	Achieved

	
	Draft plans for upgraded warden call system and consult tenants. Upgrade warden call system


	April 02- complete by end of May 02


	To improve warden call technology


	Upgrade achieved

	
	Hold meeting with Health to discuss proposals to use ex- warden’s accommodation for rehabilitation scheme


	April 02- complete by end of May 02


	To promote best use of resources in line with Community care/PCT objectives
	Achieved- learning disabilities team utilise this property. 

	
	Set up meeting with Social Services  / Strategy to discuss extending extra care provision


	Complete by

May 02
	In line with Older Peoples’ Strategy recommendations


	Provision was extended to 3 other schemes.

	
	Introduce information pack for service users with information on service standards:


	May 02

To have agreed, consulted on, distributed by end March 03
	To improve information for service users


	Not achieved.

To be completed by March 2004


	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Medium Term
	Review options for use of ex-wardens accommodation in conjunction with Health/Social Services, draft report for approval by DMT/Lead Member.


	Sept 02 – complete by end of Oct 02
	To maximise extra care resources
	Achieved December 02 for Monica court. 

	
	Review service standards/performance indicators in line with Care Standards Act/Supporting People quality measures and incorporate into service users information pack.


	Sept 02 – complete by end of Nov 02
	To improve service/information for service users
	Not yet achieved.

To be completed by March 2004

	
	Improve physical features of scheme. Cost improvements/draft report and implementation plan for approval.


	Nov 02 – ongoing as sites identified and resources available
	To ensure scheme meets needs of physically frail
	Improvements now costed and additional resources sought from Department of Health extra care housing fund. To supplement £30,000 available in house.

	
	Major decision required: In respect of progressing proposals to extend extra care provision in Salford (in line with Older People’s Strategy).


	2002/2003
	In line with Older People’s Strategy – to increase housing options for frail older people and promote choice
	Achieved

	
	Prepare joint report/implementation plan for Joint DMT/Lead members/Housing/Social Services, with details of identified providers/sites/timescales/resource implications.


	Timescales to be agreed
	In line with Older People’s Strategy – to increase housing options for frail older people and promote choice
	Achieved

	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Medium Term
	Once proposals agreed continue to process to implement new service arrangements/operational/allocations procedures i.e.:
	Ideally schemes to be in place by end of march 03 due to Supporting People funding
	In line with Older People’s Strategy – to increase housing options for frail older people and promote choice
	Achieved

	
	Consultation with staff/existing tenants at schemes
	
	
	Achieved

	
	Individual assessment of existing tenants to determine dependency levels one-to-ones with tenants to discuss revised charges
	
	
	Achieved

	
	Tender contract
	
	
	Achieved

	
	Select independent provider of care and support services
	
	
	Achieved - Housing 21 selected.


	Area for Improvement:
Sheltered Housing

	Measurable Improvement

Targets
	Baseline
	Projected performance
	Actual Performance
	Commentary

	
	1st April 2000
	2002/2003
	2002/2003
	

	
	One level / type of service available 


	Pilot flexible area team structure and intensive, customised warden service

	Area team structure launched 1.12.03
	Pilot did not in the end take place, decided to implement in one stage. 

	
	Intercom checks only available 5 days


	Pilot flexible area team structure and intensive, customised warden service

	Area team structure launched 1.12.03
	7-day service (i.e. introducing weekend calls) began to be offered to customers in Dec 02.

	
	Few Service Standards or Performance Indicators to measure performance of service


	Draft service standards /performance indicators in place to measure performance of redesigned service
	Still in draft due to delay in implementing redesigned service. 
	Consultation has been carried out with the sheltered housing tenants forum.

	
	Good information on sheltered housing across providers


	Draft service standards /performance indicators in place to measure performance of redesigned service


	New service launched 1.12.03
	Service standards linked to new service arrangements to be launched January 2004

	
	Limited information on warden service for customers/potential customers


	Improve warden call technology at 5 sites across the City
	4 upgrades carried out
	Funds were insufficient to upgrade more than 4 schemes

	
	Baseline
	Projected performance
	Actual Performance
	Commentary

	
	1st April 2000
	2002/2003
	2002/2003
	

	Measurable Improvement

Targets
	Customer involvement/ consultation adhoc with no specific strategy for elderly services to consult


	Ongoing
	Sheltered housing tenants forum established June 2003
	Meets bi-monthly

	
	Joint Forum set up of all providers of sheltered housing in Salford established - successful marketing events organised/joint brochure produced


	Ongoing
	NPHL has contributed to this group and to the planning of the 2003 Independence day event. 
	This is now the responsibility of Salford City Council. The council is now reviewing these arrangements. 


	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Short-term
	Finalise details of redesigned warden service:

· Draw up detailed financial / staffing plan


	March 02-

April 02


	With view to introducing more flexible service, taking views of staff tenants into account
	Weekend calls launched December 02.

Intensive warden service launched November 02.

7 day service Launched 1.12.03

	
	· Finalise service options/ charges


	March 02-

April 02


	With view to introducing more flexible service, taking views of staff tenants into account
	Weekend calls launched December 02.

Intensive warden service launched November 02.

7 day service Launched 1.12.03

	
	· Draw up draft service standards for redesigned service


	March 02-

April 02


	With view to introducing more flexible service, taking views of staff tenants into account
	Weekend calls launched December 02.

Intensive warden service launched November 02.

7 day service Launched 1.12.03

	
	Establish scope / charges for intensive warden services (in conjunction with Social Services)


	May 02- to be completed

Oct 02


	With view to introducing more flexible service, taking views of staff tenants into account
	Weekend calls launched December 02.

Intensive warden service launched November 02.

7 day service Launched 1.12.03

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


	June – Aug 02
	With view to introducing more flexible service, taking views of staff tenants into account
	Weekend calls launched December 02.

Intensive warden service launched November 02.

7 day service Launched 1.12.03



	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Medium Term
	Upgrade warden call equipment at 5 schemes across the City
	April 20-March 03
	To improve warden call technology and services to tenants
	4 upgrades carried out

	
	Pilot new area team structure with a view to introducing City-wide in 2003/4
	2002/2003 (in line with financial plan)
	To promote greater choice and more flexible service
	Launched 1.12.03

	
	Establish sheltered housing forum to ensure service user involvement and develop consultation strategy for new service e.g. scheme meetings, newsletters etc. to ensure ongoing service users involvement
	Sept 02 (ongoing)
	To promote customer involvement
	Established June 2003

	
	Establish staff working group to:


	Sept 02 – to be completed by Dec 02
	To promote clear procedures/service standards for staff: promote training opportunities; to improve information for service users
	This group was worked well up until November 2002 when members were instructed by their union shop stewards not to work with management until the review of warden services was implemented, which finally happened on 2.12.03.

	
	· review procedures/manuals (ongoing)
	To complete objectives by end of March 2003
	To promote clear procedures/service standards for staff
	

	
	· review training needs
	
	To improve training
	

	
	· finalise service standards
	
	To promote clear procedures/service standards for staff, to improve information for service users
	

	
	· produce service/welcome pack/information for tenants including information on service standards


	
	To improve information for service users
	

	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Medium Term
	Agree support plans with all sheltered housing tenants


	Nov 02 – to be completed by March 03
	To promote choice
	Not yet implemented. Scheduled for March 2004

	
	Agree performance monitoring strategy to monitor agreed service standards


	Nov 02 – to be completed by March 03
	To ensure agreed service standards are effectively monitored
	Standards will tie in with new working arrangements, which began 1.12.03.

	
	Draft plans to utilise any vacated warden properties and present to DMT/Lead Member.


	Nov 02 – to be completed by March 03
	To promote best use of resources in line with Community care/PCT objectives
	As the review has only just been implemented, the matter of vacancies has not yet arisen. The tenants of each scheme will be involved in this process. 

	
	Investigate potential for handyperson service/management arrangements within this context.


	Nov 02 – to be completed by March 03
	To promote best use of resources in line with Community care/PCT objectives
	No scheme in place. Discussions have been held with community home care handypersons scheme, which is a new service based which may be able to offer this service. 


	Area for Improvement:
Care on Call

	Measurable Improvement

Targets
	Baseline
	Projected performance
	Actual Performance
	Commentary

	
	1st April 2000
	2002/2003
	2002/2003
	

	
	3000 users connected to service (Aug 2000)
	4000 users connected by end March 2003


	3828 (17.2% shortfall)
	The service is still growing this will continue to be monitored. 

	
	24 hour Control Centre but operates across split site


	Expansion of staffing to address capacity issues out of hours


	Staff now recruited. 
	Extra staff recruited and in post from 1.12.03,

Following induction training,

the service will be able to run      24 hour control centre from                     February 2004. 

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


	Pilot flexible area team structure
	On call from home has now ended, all staff work from the lodge
	Due to working time regulations, on call working had stopped altogether. 

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

Indicators in place to measure performance of Control Centre service, with effective management/ monitoring systems
	Indicators are now in place
	These will be extended as the process for achieving ASAP accreditation proceeds. 

	
	Limited information for customers on service

(leaflet only as at 2000)


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

	
	
	Customer forum 

established for consultation 


	Achieved
	The sheltered housing forum which was established in June 2003 incorporates care on call customers and issues



	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Short-term


	Expand staffing in line with financial plan to introduce waking night shift
	Feb 02 

(target date end June 02)


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


	7 new staff recruited and

new working arrangements (rolling rota) from 1.12.03.

Waking night shift introduced October 2002.

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


	May 02  (complete by end Aug 02)


	To enable expansion of service in line with Business Plan targets


	Achieved

	
	Review marketing plan / opportunities for 2002/3


	June 02- complete by end of Jul 02
	To enable expansion of service in line with Business Plan targets


	Attended various events in partnership with supporting people/CSSD.

Various marketing initiatives. 

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


	June 02 –complete by end of Dec 02
	To evaluate satisfaction with current services / potential for development
	Completed march 03

	
	Audit service against ASAP standards to identify areas for improvement


	July 02 – ongoing to achievement of accreditation by end of 2003
	Evidence of service performance and improvement
	Decision taken to seek accreditation of parts 1 and 2 simultaneously, target date October 2004.

	
	Review draft standards and performance indicators, monitoring and reporting mechanisms in accordance with ASAP standards, Supporting People quality measures
	July 02 – ongoing to achievement of accreditation by end of 2003
	Evidence of service performance and improvement
	As above

	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

	Medium Term
	Pilot new area team structure with a view to introducing City-wide in 2003/4
	2002/2003
	To promote flexibility and improved service to better meet diverse needs
	This was an idea dependent on sheltered wardens carrying out visits locally, a change that did not in the end happen do to union resistance.



	
	Pilot annual visits for all customers to update Control Centre records and monitor satisfaction with service, with a view to introducing City-0wide in 2003/4
	2002/2003
	To meet ASAP standards and improve accuracy of information held
	Completed & implemented

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


	Sept 02 (ongoing)
	To promote customer involvement
	Sheltered housing tenants forum includes care on call customers and issues. Meets bi-monthly. 

	
	Establish staff working group to review:

· procedures/manuals (ongoing)
	Sept 02 – complete by end of March 2003


	To promote clear procedures/service standards for staff
	To be carried out as part of ASAP process

	
	· staff training needs
	
	To improve training
	This is being addressed on an ongoing basis.



	
	· welcome pack
	
	To update information for service users
	Delayed due to lack of marketing availability within NPHL.

Now due Jan 2004.



	Actions to Achieve the Targets
	Commencing
	Reason for Improvement
	Actual Performance

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


	Ongoing since Sept 00


	To achieve diversification of service in line with Business Plan objectives


	

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


	Ongoing 


	To look at falls as part of the National Service framework for older people.

Also Telecare products allowing early discharge and independent living
	Have purchased fall detectors and are working with supporting people on project called ‘Sure footed in Salford’ subject to funding commencing Feb 2004

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


	Nov 02 - Dec 03


	To provide assistance to customers who are suffering domestic violence.
	To consult with social services newly appointed domestic violence co-ordinator regarding using Care on Call service as emergency contact commencing Feb 2004

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


	Nov 02 - Dec 03

With view to implementing projects during 2003/4


	To provide services to customers who have staff working outdoors at night and in risk areas to ensure their safety.
	To start consultation with identified groups and look at suitable computer packages and costs. Commencing Feb 2004 with view to implementing by end of year.
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