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Housing-Related fLOATING Support Service 
1. INTRODUCTION
Following an extensive review of our existing floating support services we have established the outcomes which we believe will improve the life opportunities for service users. Through research and consultation with stakeholders we have identified the components of a new service delivery model.

1.1 Vision

Our vision is to commission a Floating Support Service which:

· Provides short-term, focused support to vulnerable adults to develop and achieve independence, 

· Is focused on meeting all of a person’s housing-related support needs and allows choice as to what they receive, and,

· Is taken to individuals wherever they live, and will ‘float off’ as and when the support is no longer required
The service will contribute towards the delivery of the Essex Supporting People Five Year Strategy for Supporting People and will make a significant contribution towards addressing the need for low level preventative services and to ensure that housing-related support services are targeted to the County Council’s wider programmes for promoting independence and social inclusion and individual Local Authorities’ Homelessness strategies.

This outline specification describes the service and provides a level of detail about how we see the service being delivered, managed and monitored. It should be read in conjunction with the Housing-Related Floating Support Service Delivery Model – Outline for Providers  Appendix 1.
This outline specification reflects the developments taking place within the Supporting People Programme and its drive to ensure that all services are designed and delivered with a better focus on the service user. Critical to this is the development and move towards an outcome focussed approach to contracting so that we are able to determine whether or not the service is meeting a person’s needs and delivering the outcomes we require.

We are seeking providers who will work with us and other partners to implement and develop this innovative new service delivery model. This will involve the three chosen providers working together alongside the Supporting People team to develop common practices and processes to ensure consistent and equitable ways of working throughout the Administering Authority of Essex.

2. SERVICE DESCRIPTION - The purpose of the service and the model for delivery
The overall objectives of the service are:

· To promote/increase independent living in the community within various types of properties regardless of tenure

· To provide structured and outcome focussed housing-related support, with goals set for the service user/support provider to work towards

· To ensure that risk assessments, support plans and outcomes are flexible and made on an individual case-by-case basis   

· To ensure that the support is tied to the individual not the property, so the service user will not have to leave their accommodation when they have finished, or no longer want to receive a planned programme of support

· To work with other professionals e.g. health, social care, and signpost and liaise with such agencies where necessary  
The key components of the service include: 

· A gateway to provide access to the service and manage referrals

· A holistic service to deliver short-term floating support, and, 

· An immediate response service to supplement the holistic service in responding to urgent situations. 

It will be expected to provide support to all client groups.
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Figure 1 shows the service areas covered within this contract.

Note: There will be separate services to deliver floating support to women escaping domestic violence and resettlement services.
This document relates to the service which will deliver the gateway, holistic and immediate response components to a housing sub-county region. It will link into the other components of the service, which will be contracted separately i.e. resettlement and Stay Safe – women escaping domestic violence.

2.1 Key Components

2.1.1 The Gateway

The purpose of the gateway service is to: 

· Provide clear points of access to floating support
· Screen all referrals to enable fair access to support that is based on individual need

· Publicise and promote awareness of the service

· Contribute to the planning and development of services to meet needs

2.1.2  The Holistic Service

The purpose of the holistic service is to:

· Provide flexible, short-term, focused support to vulnerable adults to develop and achieve independence

· Meet all of a person’s housing-related support needs and allow choice as to what they receive

· Provide support to individuals wherever they live, and ‘float off’ as and when the support is no longer required
2.1.3 Immediate Response Service

The purpose of the immediate response service is to:

· Provide an urgent response to people in need of housing-related support to deal with/prevent a crisis situation i.e. loss of home where there is a waiting list to access the holistic service / where there isn’t the capacity to immediately access the holistic service.

3. SERVICE DELIVERY – What will the service achieve, who is it for and how will they access it.


As a result of this service we would like people ultimately to be able to:

· Live independently,

· Manage in their accommodation,

· Be involved in education/training and/or other relevant services, and,

· Be established in the community.

The Housing-Related Floating Support Service Delivery Model – Outline for Providers Appendix 1 sets out for each service component the detail of what we think could be achieved in practice for service users, providers and commissioners. This will be used as a framework to develop and agree with providers the outcomes and outputs of the service we wish to purchase. It will form the basis of how the performance and quality of the service will be monitored and reviewed – see also section 6.

3.1 Eligibility 
Those eligible for the service will be households containing people who are:

· Vulnerable and in need of low level, short-term, housing-related support, and 

·  At risk of losing their home, homeless, in temporary accommodation, or moving on from supported housing or a family setting to independent living, and 

·  Unlikely to sustain/increase their independence without support.

 Direct support can only be given to those over 16 years old
The Supporting People grant will be payable to the providers delivering floating support to vulnerable adults.  Service users will need to be eligible to receive funding i.e. British citizens and/or eligible to receive government funding i.e. including those with indefinite leave to remain and excluding British citizens who are not habitually resident.  

Charging will not apply to these short- term floating support services.

Providers must comply with the relevant Grant Conditions as currently apply or as amended by the Department for Communities and Local Government (DCLG)
, from time to time.

3.2 Access
The service can be accessed through: 

· Self-referral

· Professional referral (with the person’s agreement)

· Friend/ family referral (with the person’s agreement) 

· Inter-agency referral (with the person’s agreement)

In the event that need over-takes provision a prioritising system based on the highest degree of vulnerability/need will be adopted.  This will be developed by Supporting People and the providers and be consistent across the 3 housing sub-county regions. 

3.3  Networks and Links

The provider will develop and retain relevant links and networks with other services in the Administering Authority of Essex  in order to provide an integrated, partnership approach. 

4. SERVICE DETAILS – How the service will be delivered 
4.1 Key Functions

Below is a summary of the key functions necessary for the delivery of the service.  This is a framework which is not fully exhaustive and will be developed between the selected providers and Supporting People.  

4.1.1 Gateway 

· Co-ordinate referrals from all sources including other aspects of the model e.g. resettlement, women escaping domestic violence services

· Publicise and promote awareness of the service 

· Receive referrals, screen, determine eligibility, priority, speed of response, and refer to provider(s) 

· Hold and manage waiting list(s)

· Signpost to other agencies as necessary
· Work in partnership with organisations to provide opportunities to maximise potential for integration of housing-related support with other support and care services

· Capture service information to monitor performance, identify met and unmet need, improve access, plan service development and allocate resources
· Work in accordance with the other gateway services to develop and implement common practice and processes to ensure consistent and equitable ways of working and access throughout the Administering Authority of Essex.
4.1.2 Holistic Service

· Receive referrals from the gateway service

· Direct and assist enquirers to the gateway service 

· Provide an hourly based, individually tailored and flexible service to those in need of housing related support

· Provide support to service users in any type of independent accommodation within the Administering Authority of Essex and will ensure continuity of support as and when they move 

· Work in an outcome focussed manner based on service users needs 

· Assess needs and risks of service users on an individual basis

· Provide service information to the gateway as required

· Signpost and liaise with other services as appropriate

· Deliver a quality service in the most cost effective way

· Ensure that the service continues to meet specialist needs
4.1.3 Immediate Response 

· Following the same principles, roles and functions as the holistic service, manage a pool of hours set aside from the holistic service to provide an urgent response to people in need of housing-related support. 

· Act as a pre-cursor to the holistic service, where there isn’t capacity to immediately access the floating support from the holistic provider, and/or

· Avert a crisis where possible, reducing the need for support from the holistic service  

· Report information to and from the gateway service regarding service availability, outcomes, number of support hours delivered, number of service users etc.
The provider in delivering these functions must work with the other selected providers to develop and implement common practice and processes to ensure consistent and equitable ways of working throughout the Administering Authority of Essex.
The provider will also be required to liaise with and develop housing opportunities within all housing sectors i.e. Local Authorities, Registered Social Landlords and Private Sector and to contribute to solutions to resolve unmet need.
All functions must be carried out in accordance with the legislative and policy framework of Supporting People and the DCLG. 

The service WILL NOT  provide personal, clinical, or health care or professional counselling to its service users within this contract and should not carry out direct work with children within this contract.  

The service should not replicate any service provided under a statutory duty.
4.2. Availability 

The service should be available to support service users residing within the Administrating Authority of Essex.

The provider will make available at all times sufficient numbers of staff to deliver the service throughout the year. The service will be flexible and responsive to individual needs and should be available on every weekday throughout the year (except public holidays) and may include service provision during evenings and weekends if the needs of service users dictate.

The service should inform service users of how to access the emergency services should they need ‘out of hours’ help.

4.3 Skills and levels of support 

The service should be provided by appropriately experienced workers who have a high level of understanding of the specific needs of service users in Essex.

The aim of the service is provide a short-term service to enable service users to live independently without housing-related support as soon as practicable in the interests of the service user.  Usually no service user should have received services for more than two years.
The service users' needs will be set out in a support plan which will cover the service users' requirements and how they will be met, the projected duration of service, the involvement where relevant of other agencies, and planned outcomes, including when the service may be no longer needed.  These needs should be reviewed and the support plan updated accordingly on a regular basis.
The majority of service users are likely to receive the service in three levels to meet their needs, as set out below:  

· High intensity (should not exceed 10 hours per week unless there are exceptional circumstances) – short-term high level of input will be required by the support worker.  This is typically at the outset of support being provided.  Needs will have to be assessed and relationships established in order for effective support to be delivered.  Service users in crisis situations and or who are leaving supported housing will often fall into this category.    
· Intermediate (generally 1-3 hours per week) –the main bulk of the support given will fall within this level.  Crisis/immediate needs will have been met and the service user should be established in their accommodation.  Support will be at a lower level than previously and once the service user is ready, and it is evident that they have gained a higher level of independence with relevant outcomes achieved, will start to reduce.   

· Low level monitoring/on call (less than 1 hour a fortnight) – this is the tail end of support where minimal contact with the service is required bar a monitoring service to ensure the service user does not slip in their ability to cope and manage in accommodation.  
5. LEVEL OF SERVICE – Quantity of service to be delivered
5.1 Units of service / volumes

The number of support hours allocated to each housing sub-county region will be determined through the tendering process

6. DETERMINING QUALITY, PERFORMANCE AND ENABLING SERVICE DEVELOPMENT – how the service / contracts will be monitored and reviewed

As explained in the introduction, the Supporting People Team are developing an outcome focussed approach to contracting so that we are able to determine whether or not the service is meeting a person’s needs and delivering the outcomes we require. 

As a result the team are currently reviewing its contract management and review processes and will work with the selected providers to identify and define the most appropriate outcomes, outputs and measures to monitor quality, performance, service development and value for money. This will build on the outcomes and outputs set out in the Housing-Related Floating Support Service Delivery Model – Outline for Providers Appendix 1.
The following categories and types of information are likely to be required.

6.1 Service Quality / Continuous Improvement 

The provider will be required to strive towards excellence within the Quality Assessment Framework and will aim to achieve continuous improvement under the direction of Supporting People. 

The 6 Core Objectives are:

· Needs and Risks Assessment

· Support Planning

· Health and Safety

· Protection from Abuse

· Fair Access, Diversity and Inclusion

· Complaints.

All service users will complete an exit interview or questionnaire on leaving the service.

With each new service user the provider will complete and submit a client record form as required by DCLG.
The provider will assist the Supporting People Team in completing an annual client satisfaction survey.

6.2 Service Performance and Outcomes

Supporting People are developing and moving towards outcome focused contracting. 

We are currently looking into how we can monitor the performance of a service based on to what extent services:

1. Meet individual service user’s needs – How outcomes identified in a service     

    user’s support plan are consistently being worked towards and achieved.  

2. Meet the objectives of the Administering Authority / strategic partners. 

Potential outcomes to measure this could include:

	Outcome
	Measurement

	People are able to successfully maintain their tenancy


	· Rate of eviction

· Abandonment rate



	People are in employment / education / training
	· Number of people in appropriate employment / education / training


We will work with providers to further develop the most appropriate outcomes, outputs and measures to monitor the performance of the service and how far it is delivering the outcomes we require. 
6.3 Service Planning and Efficiency

The provider will be required to provide information to inform service development and planning and to determine the efficiency of the service. Again this will be developed with providers and will include areas such as:

· Referrals, throughput, waiting lists, ethnicity, level of need, etc.

· Staff numbers

· Staff changes

· Staff skills and training progress

· Induction and training provided to staff

· Number and nature of complaints, including any incidents of racial inequality, discriminatory practices, harassment and other forms of abuse. 

· Performance indicator data

· Equality data

· Value for money data

7. REVIEW AND MONITORING ARRANGEMENTS

Performance Review meetings will be held on a regular basis and will take the form of a meeting between the Supporting People Team and the registered person of the provider. Quality Visits may be planned or unannounced.
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PURPOSE

The purpose of this document is to provide organisations considering registering an interest to tender and submitting a Prequalification Questionnaire with an outline of the new service delivery model for Floating Support.

VISION

Following an extensive review of our existing floating support services we have established the outcomes which we believe will improve the life opportunities for service users. Through research and consultation with stakeholders we have identified the components of a new service delivery model.

Our vision is to commission a Floating Support service which:

· Provides short-term, focused support to vulnerable adults to develop and achieve independence, 

· Is focused on meeting all of a person’s housing-related support needs and allows choice as to what they receive, and,

· Is taken to individuals wherever they live, and will ‘float off’ as and when the support is no longer required

The service will contribute towards the delivery of the Essex County Council’s Five Year Strategy for Supporting People. It will make a significant contribution towards addressing the need for low level preventative services and to ensure that housing-related support services are targeted to the County Council’s wider programmes for promoting independence and social inclusion as well as individual Districts’ Homelessness strategies.

SERVICE OBJECTIVES

The overall objectives of the service are:

· To promote/increase independent living in the community within various types of properties regardless of tenure

· To provide structured and outcome focussed housing-related support, with goals set for the service user/support provider to work towards

· To ensure that risk assessments, support plans and outcomes are flexible and made on an individual case-by-case basis   

· To ensure that the support is tied to the individual not the property, so the service user will not have to leave their accommodation when they have finished, or no longer want to receive a planned programme of support

· To work with other professionals e.g. health, social care and signpost and liaise with such agencies where necessary  
SERVICE DELIVERY

The key components of the service include: 

· A gateway to provide access to the service and manage referrals

· A holistic service to deliver short term floating support and 

· An immediate response service to supplement the holistic service in responding to urgent situations. 

It will be expected to provide support to all client groups.

This new service will be delivered in Essex through three separate contracts as follows

(with indicative contract values):

· Thames Gateway South East:




 


(Basildon, Castle Point, Rochford) 

· London Commuter Belt

          (Brentwood, Chelmsford, Epping Forest, Harlow, Uttlesford)

· Greater Haven Gateway: 





 


(Braintree, Colchester, Maldon, Tendring)

[image: image6]Note. There will be separate services to deliver floating support to women escaping domestic violence and resettlement services.
This document relates to the service which will deliver the gateway, holistic and immediate response components to a housing sub-region. It will link into the other components of the service, which will be contracted separately i.e. resettlement and Stay Safe – women escaping domestic violence.

ELIGIBILITY
Those eligible for the service will be households containing people who are:

· Vulnerable and in need of low level, short term housing related support, and 

· At risk of losing their home, homeless, or moving on from supported housing or a family setting to independent living, and 

· Unlikely to sustain/increase their independence without support.



 Direct support can only be given to those over 16 years old


The service will be accessed through: 

· Self-referral

· Professional referral (with the person’s agreement)

· Friend/family referral (with the person’s agreement) 

· Inter-agency referral (with the person’s agreement)

LEVELS OF SUPPORT 
The aim of the service is to provide a short term service to enable service users to live

independently without housing related support as soon as practicable in the 

interests of the service user.  Usually no service user should have received services for 

more than two years.

The majority of service users are likely to receive the service in three levels to meet 

their needs, as set out below:  

· High intensity (should not exceed 10 hours per week unless there are exceptional circumstances) – short term high level of input will be required by the support worker.  This is typically at the outset of support being provided.  Needs will have to be assessed and relationships established in order for effective support to be delivered.  Service users in crisis situations and / or who are leaving supported housing will often fall into this category.    

· Intermediate (generally 1-3 hours per week) –the main bulk of the support given will fall within this level.  Crisis/immediate needs will have been met and the service user should be established in their accommodation.  Support will be at a lower level than previously and once the service user is ready, and it is evident that they have gained a higher level of independence with relevant outcomes achieved, will start to reduce.   

· Low level monitoring/on call (less than 1 hour a fortnight) – this is the tail end of support where minimal contact with the service is required bar a monitoring service to ensure the service user does not slip in their ability to cope and manage in accommodation.  
SERVICE AVAILABILITY 
The service will be flexible and responsive to individual needs and should be available on every weekday throughout the year (except public holidays) and may include service provision during evenings and weekends if the needs of service users dictate.
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GATEWAY SERVICE
The purpose of the gateway service(s) is to: 

· Provide clear points of access to floating support
· Screen all referrals to enable fair access to support that is based on individual need

· Contribute to the planning and development of services to meet needs

It will do this by:

· Publicising and promoting awareness of the service 

· Receiving referrals, screening, determining eligibility, priority, speed of response, and referring to provider(s) 

· Holding and managing waiting list(s)

· Signposting to other agencies as necessary
· Working in partnership with organisations to provide opportunities to maximise potential for integration of housing-related support with other support and care services

· Capturing service information to monitor performance, identify met and unmet need, improve access, plan service development and allocate resources
As a result service users can expect:

· A clear route of entry into the service that is well publicized e.g. leaflets, posters etc.
· An easily accessible service e.g. one telephone number (free-phone) text service, call backs, e-mail etc.

· To be able to access the service from wherever they live in the County 


· To speak to somebody who has a detailed knowledge and understanding of their housing related support needs, floating support and other relevant services and can signpost where appropriate, making contact on their behalf if necessary
· Their needs to be assessed without having to repeat the same information and details again to different organisations  

· To have clarity and choice about what will happen and when, where appropriate 

· To be treated equally, fairly and with respect

· Information that is easy to understand e.g. in plain English, available in a range of formats etc.
As a result providers can expect:

· To receive referrals which are appropriate and accurate

· To work with consistent and effective practice and processes

· Effective promotion of the service including clarity of roles and functions between organisations and targeted case finding

· Clarity of what information they need to collect and why

· Efficient and effective contract monitoring 

· A well managed waiting list 

· Access to a network of complimentary services from partner organisations

· Good working relationships between organisations and a partnership approach

· Access to robust information to inform service planning and development

· Greater time focused on support activities
As a result commissioners can expect:

· Improved equality of access

· A greater understanding of actual met and unmet need to enable resources to be aligned with need

· A greater understanding of service performance and demand through consistent recording of requests for service, service refusals, service entries, and outcomes achieved

· Improved service information to inform strategic planning and development

· Improved monitoring of outcomes to deliver efficiency and value for money 

· Improved case finding  

· Greater capacity for partnership working and integration

HOLISTIC SERVICE

The purpose of the holistic service(s) is to:

· Provide flexible, short-term, focused support to vulnerable adults to develop and achieve independence

· Meet all of a person’s housing-related support needs and allow choice as to what they receive

· Provide support to individuals wherever they live, and ‘float off’ as and when the support is no longer required

It will do this by: 

· Receiving referrals from the gateway service

· Providing an hourly based, individually tailored and flexible service to those in need of housing related support

· Providing support to service users in any type of independent accommodation within the County and will ensure continuity of support as and when they move 

· Working in an outcome focussed manner based on service users needs 

· Assessing needs and risks of service users on an individual basis

· Providing service information to the gateway as required

· Signposting and liaising with other services as appropriate

· Delivering a quality service in the most cost effective way

· Ensuring that the service continues to meet specialist needs

As a result service users can expect:

· A suitably trained floating support worker to work with them in a flexible and holistic way to meet their goals and aspirations, promoting their independence and choice

Anticipated outcomes could be that the service user is:

· Enabled to access suitable independent accommodation and assisted, as appropriate, with tasks associated with taking up independent housing e.g. resettlement tasks

· Able to understand the responsibilities of being a tenant/living independently

· Enabled to gain any necessary adaptations to their accommodation

· Enabled to manage in and retain their accommodation

· Prevented from becoming homeless/becoming homeless again

· Able to feel safe and secure in their accommodation

· Enabled to understand and respond to communication received, including welfare benefit forms

· Enabled to access welfare benefits

· Enabled to avoid/reduce rent arrears and other debt

· Enabled to access healthcare, in particular GP services

· Enabled to access information, community resources and social interaction

· Enabled to access education/training/employment opportunities

· Prevented from needing to move into residential care, more supported accommodation or long term hospital stays

· Able to gain an increased level of independence 

· Supported not to relapse for example, drug or alcohol use or offending 

and does not require repeat use of specialist services

· Not engaging in anti-social behaviour/reduced levels of anti-social behaviour
· Enabled to access specialist services

As a result providers can expect:

· The opportunity to develop staff skills, including specialisms within the team

· Improved flexibility of service that comes with an hourly based, sub-regional service including varying levels of support and client capacity

· Performance information to be monitored and used for a purpose 

· Ease of referrals between services using common assessment tools and processes etc. 

· Better working relationships with a clearer understanding of roles and responsibilities 

As a result commissioners can expect:

· Good working relationships

· Information exchange - monitoring

· Improved flexibility of service that comes with an hourly based, sub-regional service including varying levels of support and client capacity

· A more effective use of resources including time, staff and skills

· A more targeted service, resulting in a higher level of needs being met 

· A better quality service that offers value for money and efficiency gains 

· An outcome focussed approach to service delivery

· A possibility of reduction in rent arrears, homeless etc, through earlier intervention and preventative work

IMMEDIATE RESPONSE

The purpose of the immediate response service(s) is:

· To provide an urgent response to people in need of housing related support to deal with/prevent a crisis situation i.e. loss of home, where there is no capacity in the holistic service 

It will do this by:

· Acting from a pool of hours set aside from the holistic service, following the same principles, roles and functions

· Acting as a pre-cursor to the holistic service, where there is no capacity to immediately access the floating support from the holistic provider, and/or

· Averting a crisis where possible, reducing the need for support from the holistic service  

· Reporting information to and from the gateway service regarding service availability, outcomes, number of support hours delivered, number of service users etc. 
As a result service users can expect:

· A suitably trained floating support worker to work with them in a short term intensive and flexible way, to try and resolve or prevent a crisis situation from escalating

Anticipated outcomes could be that the service user receives an immediate response/intervention to crisis situations to work towards:
· Preventing loss of home i.e. through rent arrears, anti social behaviour issues
· Preventing hospital admission/institutionalisation

· Ensuring the service user and their dependents have enough income to sustain independent living 

· Minimising risk to/from self or others

· Developing links with relevant statutory services
In addition service users can expect a smooth transition to the holistic service, if required, without the need to repeat information.

As a result providers can expect:

· Immediate intervention of crisis situations where there is no space in the holistic service

· A good exchange of information regarding service user need and involvement with the crisis service 

· A reduced level of service user need on arrival, where the crisis has been dealt with or reduced

As a result commissioners can expect:

· Instant availability of service for crisis situations, which may result in a reduction in rent arrears, homeless etc.
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For further information please contact:





By post:





Procurement Services


Room C426, County Hall


Chelmsford    CM1 1JZ








By telephone:





01245 431846





By fax:





01245 430601





By email:





�HYPERLINK "mailto:Corporate.procurement@essexcc.gov.uk"��Corporate.procurement@essexcc.gov.uk�








Essex County Council – making Essex a better place to live and work








The information contained in this leaflet can be made available


In alternative formats:  large print, Braille, audio tape or disk.








Please call 01245 434134











 























�There is a special category for Young People Leaving Care where Children’s Services are responsible for the 16 & 17 yr olds





� Previously known as the Office of the Deputy Prime Minister (ODPM)


�There is a special category for Young People Leaving Care where Children’s Services are responsiblefor the 16 & 17 yr olds
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