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SERVICE SPECIFICATION

GENERIC TENANCY SUPPORT SERVICE

     INTRODUCTION

The Generic Tenancy Support Service will provide a housing support service to vulnerable tenants aimed at preventing homelessness and supporting people to manage and maintain independent living. Vulnerable tenants may include people with specific recognised support needs, for example a learning disability, mental health or substance misuse problem or young people or households at risk of homelessness through harassment or victimisation or a those with a general need for support to manage a tenancy and prevent homelessness . In addition the Generic Tenancy Support Service will provide support and assistance to households at risk of homelessness as a result of anti-social behaviour issues, people living in temporary accommodation who have an identified support need and resettlement support for people moving on from supported accommodation.

The Generic Tenancy Support Service is a floating support service and the support offered to individual households can vary in intensity and duration depending on need. The support offered by the service is intended to short –term (less than two years duration) individuals with longer-term support needs should be referred to other services for support. The service will also include emergency intervention support to respond to an immediate and critical tenancy crisis. 

1.
DURATION 

1.1
The Service shall commence from the [INSERT COMMENCEMENT DATE] and shall be of three years duration, with an option to extend for a further two years subject to satisfactory performance and availability of funding.  The performance of the contract shall be reviewed after the first year to see if changes are needed.  

2. 
WEEKLY SUPPORT HOURS


The total number of support hours to be delivered each week for this contract is 250
2.1    Definition of weekly support hours.


The total weekly support hours is the total number of staff hours (front line staff and first line management) allocated to housing related support services for all service users each and every week. This included


Front line staff : are members of staff who spend some or all of their time on the support service and work directly with users


First Line Management – are managers of front line staff as defined above.


Where members of staff are employed to deliver several different functions, an appropriate apportionment of hours for the housing related support service must be made

2.2 
Total weekly support hours 


The total weekly support hours is calculated as follows:

Total Staff Hours (Front Line Staff + First Line Management)

Weeks in the year

3.         AIMS OF THE SERVICE 

3.1
The main aim of the Generic Tenancy Support Service is to prevent homeless and support households at risk of losing accommodation to manage and maintain their tenancy. 

3.2     The main objectives of the Generic Tenancy Support Service are to;

3.2.1 

Support vulnerable households to establish and maintain a tenancy by 
supporting people to develop the independent living skills required to 
manage and maintain a tenancy.


3.2.2 
Support households who are at risk of homelessness as a result of their 

 
own anti-social behaviour to recognise and reduce the impact of their 


 behaviour on others.

3.2.3 
Support vulnerable people to move on from temporary accommodation and supported housing and establish an independent home in the community 

3.3.4 
Support vulnerable households who are victims of harassment. 

4.  SERVICE DESCRIPTION & STAFFING

4.1 General Service Description.


The service will provide housing related support activities eligible for Supporting 
People funding to support and assist service users to maintain a tenancy. The 
support shall be delivered to service users through visits to their home or other 
suitable locations, via the telephone or by appointments at the Service Provider’s 
office premises.

4.2 Service Capacity

4.2.1

The service will provide 250 hours of support per week to vulnerable tenants/ 


licencees living in social rented or private sector rented housing. Weekly 



hours of support allocated to each user will be identified through a needs 



and risk assessment undertaken by the Service Provider. The minimum 



weekly support for each user in the service shall be 0.5 hours and the 



maximum weekly support 
shall be 8 hours.

4.2.2 
Each service user will have an individual support plan that sets out the 



allocated 
number of weekly support hours at the commencement of the 



service and a plan to reduce these hours over time until the 





service is withdrawn.

4.2.3 
The target average duration of support for the first year of the service will be 12 


months. Targets for throughput in Year 2 & 3 will be set following review at the 


end of the first year of operation.

4.3 

Service Staffing. 

4.3.1 
The provider shall be responsible for the employment of sufficient support staff 


to deliver the contracted number of support hours and maintaining staffing 


levels during the contract period. 

4.3.2

The provider shall be responsible for ensuring all staff employed to work on 


this contract have the appropriate skills and aptitude to work with vulnerable 


people and carry out their responsibilities under this agreement. [The basic staff 

skills required for delivery of this contract are set out in more detail in Appendix 


5 ]



It is expected that all staff working on this contract should have or 




develop:

· Experience of working with vulnerable people with support needs

· Experience of working with people who are homeless or at risk of 
homelessness. 

· The ability to carry out all the housing support tasks set out in paragraph 10 of   this specification  

· The ability to work creatively and flexibly to meet the needs of service users 

· The ability to work in positive partnerships with key statutory and voluntary to 
ensure the well being of the tenants

· An understanding of professional boundaries, adult protection issues and 
procedures.

4.3.3 
The provider will ensure that staff with front line access to service users will be 
subject to an enhanced CRB and POVA register check

4.4

Service Availability 



The service shall be available between 8am – 6pm Monday – Friday with 
the 
capacity for extended evening working if required .

5. REFERRALS & ELIGIBILITY CRITERIA.

5.1   Eligibility Criteria. 

To be eligible for the service the primary service user must meet the following criteria:

· Age 16 and above 

· In need of support to establish and or maintain an independent tenancy or licence

· At risk of homelessness or the breakdown of a tenancy or licence.

· Be willing to work with the support service to complete an outcome focused support plan

· Live in the London Borough of Sutton as either a tenant of a Housing Association, the Council’s ALMO [Sutton Housing Partnership ] or a private sector landlord or a licencee who needs assistance to prevent homelessness. 
or

· Be a person currently living outside the borough where the London Borough of Sutton has accepted a duty under the Housing Act 1996


    or

· Be a person  currently living outside the borough needing resettlement support to take up a tenancy in the London Borough of Sutton

5.2      Referral Protocol 

The Service Provider is responsible for receiving and managing referrals according to a protocol agreed with the Supporting People team. This is set out in Appendix 1 to this specification. 

5.3
Referral Sources.


The Service Provider shall accept referrals from the following sources:

· Housing Associations

· Sutton Housing Partnership 

· Private Landlords

· LBS Housing Centre

· Care Managers in LBS Adult Services

· Social Workers in LBS Children and Families

· Probation Service

· Health Visitors or other Health Services eg CMHT’s, Hospital and PCT staff

· Voluntary Sector Agencies such as CABx 

· Providers of Supported Housing Services

· Self Referrals 

5.3 Access to Services

5.3.1 The service Provider will establish and maintain a single access gateway to the service. This will be a single contact point available from 8am – 6pm Monday to Friday.

5.3.2 The Service Provider will determine access to the service in accordance with the Eligibility Criteria set out in paragraph 5.1 and the agreed referral policy set out in Appendix 1

5.3.3 The Service Provider is responsible for completing a needs and risks assessment on each eligible user to determine whether the service can be offered. The Service Provider shall not operate any blanket exclusion policies in respect of this service.

5.3.4   The Service Provider is responsible for publicising access arrangements for the service across the borough in a wide range of locations.

6. 
EXIT ROUTES 
6.1
The primary aim of the service is to provide support to vulnerable households at risk of losing their accommodation to enable them to maintain and manage a tenancy. Although the maximum length of support in 2 years, in practice many people will require intensive support over a shorter duration and the likely duration of support should be clearly identified in the support plan. Arrangements for ending support are set out in Appendix 2

6.2    The Service Provider must ensure the support plan is clear about the expected duration of support and the objectives that are to be achieved within that timeframe. The Service Provider should review the support plan with the service user at regular intervals and can adjust the period of support as appropriate.

6.3    No single period of support should be longer than 24 months. Although a number of periods of support may be given, this over time may exceed 24 months for individual service users. The criteria for re-entry into the service after the initial support period ends are set out in Appendix 1. 

6.4    Where the Service Provider identifies a need for more permanent support an alternative service should be identified.

7.
SERVICE STANDARDS & PRINCIPLES

7.1  The service must provide high quality housing support service for vulnerable households with a variety of needs. The service must maintain an absolute minimum Level C in all the Supporting People QAF standards set by the London Borough of Sutton Supporting People team

7.2
The service provider must demonstrate a commitment to continuous improvement and work to improve the Supporting People QAF service review scores through joint working with the Supporting People team on an agreed improvement plan.

7.3
The service provided must be appropriate to people’s needs, including their disability, race, culture, religion, sexuality, age and gender and the service provider must challenge discrimination on all grounds.

7.4
The service provider must recognise that individuals’ needs can change over time and respond accordingly. 

7.5
The service provider must recognise and meet the aspirations of service users and support and enable people to take control over their lives.

7.6 
The service must focus on the promotion of independence, choice and control. 

7.7
The service must work in partnership with other agencies: statutory, independent and voluntary sector for the benefit of service users 

7.8  
 The service provider must meet all statutory standards that might apply to it at any 
 
 given time and shall be able to evidence this, including in written policy statements. 
This includes standards relating to CRB checks and training. 

7.9    The service must be delivered in accordance with relevant legislation and best 

practice by suitably qualified and/or experienced staff

7.10  The service must maintain and respect the service users rights to privacy, dignity 

and confidentiality 

8.      HOUSING SUPPORT - ELIGIBLE SERVICES

8.1
The Generic Tenancy Support Service will provide ‘housing related support’ services to vulnerable households. Housing related support is defined as support that aims to develop or sustain an individual’s capacity to live independently in accommodation. To be eligible for Supporting People funding the support must be delivered as part of an agreed package of support.
8.2   
The Service Provider must ensure that all services provided to service users by staff employed to work on this contract are eligible for Supporting People funding. 

9. HOUSING SUPPORT: SUPPORT AGREEMENTS

9.1    All tenants must be willing to accept the formal support offered by the scheme and demonstrate this by signing a support agreement with the service provider

9.2 Within 7 days of acceptance into the service each tenant on the scheme must have an individual support plan agreed. This support plan must be based on an individual needs and risk assessment and the plan must be developed jointly between the tenant and Service Provider and where applicable the landlord. The Service Provider must undertake regular reviews of the support plan and agree changes with the tenant. 

9.3  The Service Provider must ensure that the support agreement sets out the  support an individual will receive, the planned duration of support and the key milestones to be achieved 

10. HOUSING SUPPORT: SERVICES 
Core Services

The Service provider must be able to provide the following services to all tenants where these are an identified need in the individual support plan.

10.1
Advice and support to claim assistance with housing costs including Housing Benefit, and support to identify and claim any other welfare benefits to which the person may be entitled. 

10.2    Assistance to understand the tenancy agreement and provide advice and support to enable tenants to fulfil their tenancy obligations and prevent loss of tenancy. 

 10.3    Advice and support to budget and manage finance on a day to day basis Signposting to professional money advice or debt counselling where appropriate

10.4
Advice and support to manage correspondence, deal with utility companies and other housing related bills.   

10.5    Help in establishing and maintaining personal security – i.e. explaining how to lock up and keep personal property safe, manage access to the property and identify and deal with bogus callers etc

10.6   Support to develop basic life skills, encouraging and motivating service users to shop, cook and deal with laundry and household cleaning. Provide support and encouragement for service users to participate in social, leisure and other community activities.

10.7    Assist service users to register at a GP and Dentist and support users to access other health services where appropriate.

10.8    Provide support and encouragement for service users to find employment or to access training, education or voluntary work.  

10.9   Support to resolve neighbour disputes before escalation

10.10 Support to recognise harassment and victimisation and take appropriate action

         10.11 Advice and support on how to use domestic equipment safely. 

10.12 Support and assistance to make the property suitable to meet any needs arising form a physical or sensory disability including assistance to apply for grants and applications for equipment and adaptations.

        10.13.  Support to arrange repairs to individual accommodation

10.14   Where appropriate, advice about alternative accommodation options and support to move to more suitable accommodation, including resettlement help and support for tenants required to make temporary moves for essential repair work to take place.

10.15    Liaison with other agencies in relation to the Service Users welfare to ensure    they receive the services necessary for them to maintain their accommodation

10.16   Providing advice and information on the location and availability of community facilities/ activities and other services that may be relevant to the service user

10.17.  Support to organise the supply of a community alarm service or other Assistive   technology where appropriate 

10.18   Encouragement and ‘support to participate in social / community activities to   reduce social isolation 

10.19   Encouragement and support to access Primary Care and other NHS services.

  10.20   Advice and assistance to access culturally specific services

  10.21    Support related to racial and other forms of harassment.

10.22   Advice and support for tenants during a critical incident requiring evacuation of the service users home or other similar emergency. During a major emergency the provider will be expected to continue to provide support and assistance to tenants and work cooperatively with the landlord, care providers, Councils Emergency Planning Officer and other emergency or statutory services to minimise harm to service users.

10.23
 Advice and assistance to identify alternative housing options and where appropriate provide support to apply for housing, including support to understand and use a choice based lettings system. 

 Individual Services

In addition to the Core Services, the Service Provider must be able to deliver all the services listed below to tenants where the need for these services has been identified in a support plan

10.23    Assistance to resolve or prevent housing debt or other debts that affect the 
tenants’ ability to pay for their housing

10.24    Assistance and advice with budgeting, shopping and maintaining a healthy diet   

10.25    Prompting to take medication 

10.26    Signposting to or assistance to obtain advocacy and or legal services

10.27     Support to understand and obtain independent help with court proceedings

11. INELIGIBLE SERVICES

The following services are always ineligible for Supporting People and should not be carried out by staff employed on this contract.

11.1 Personal Care Services 

11.2 Domestic Services or carrying out practical tasks, including cleaning and shopping unless this is ad hoc assistance in an emergency/crisis situation.

11.3 Housing Management Services

11.4 Transporting Service Users to appointments, social outings or leisure activities 

11.5. Organising and accompanying service users on holidays

11.6 Attending medical visits 

11.7 Holding or distributing medication for tenants

11.8 Cooking or preparing meals 

11.9. Organising or carrying out building works 

11.10 Provision of equipment

11.11 Provision of psychological therapy or counselling

12. HOUSING SUPPORT: LEVELS OF SUPPORT

The intensity of support provided to each individual service users will vary according to need and should be identified in the support plan. Within the service different levels of support should be accommodated within the total number of hours agreed in the contract 

Level 1: High Support: Maximum 8 hours per week - This is intensive support delivered to service users with complex needs or /or problems or people in crisis where an initial period of concentrated support is required to resolve immediate problems. The Service Provider should aim to reduce the hours of support over time and this should be reflected in the support plan 

Level 2: Medium Support: Maximum 4 hours per week. This support will usually follow on from the resolution of the immediate crisis 

Level 3: Low Support: Maximum 2 hours per week. This support would usually be a weekly or fortnightly visit.

13. OTHER RESPONSIBILITIES

In addition to the provision of services set out in paragraphs 7 -10 above the Service Provider is also responsible for the following activities.

13.1   Marketing and Publicity 

The Service Provider is responsible for: 

· Marketing and publicising the service across the borough. 

· Ensuring that information about  access arrangements and the service is accessible to all potential service users and is widely distributed to ensure take up of the service is fair and equitable.

· Meeting all costs associated with marketing and publicity.

· Ensuring the Supporting People team is consulted and in agreement to publicity material before publication 

13.2 Obtaining Service User Feedback 

Service user views should be a key driver of the development and delivery of services

The Service Provider is responsible for; 

· Obtaining regular service user feedback on the service they receive

· Providing the Purchaser with this information when requested together with evidence of changes made as a result of user feedback.

· Promoting service user involvement in the wider organisation and providing opportunities for service users to influence decision making.

13 .3 Service User Choice 

The Service Provider is responsible for:

Ensuring that service users are offered a choice within the parameters of the contract, this may include any or all of the following;

· Choice of support worker 

· Choice of appointment time

· Choice of where support takes place. 

· Frequency of contact 

· Choice about how to be contacted and receive information. 

· Ability to change the support plan 

13.4 Support during Civil Emergencies 

In the event of a major incident which requires the service user to leave their home the Service Provider will

· Provide a named officer to liaise with the Council’s Emergency Planning Officer 

· Continue to provide advice and support to the service user

· Work co-operatively with the Council’s Emergency Planning Officer and other emergency or statutory services to minimise harm to the service user

· Liaise with the Council’s Housing Centre to secure alternative accommodation where the service user cannot return to their home. 

13.5 Provision of Information to Service Users 

13.5.1 The Service Provider must ensure that all service users are provided with a service user handbook when they enter the service. This must include the following information: 

· The name and contact details of the person who will provide the support 

· Information about the organisation providing support , including wider contact information 

· How to make a complaint or compliment about the service  

· Explanation of whistle-blowing and how to do this

· Details of the organisation’s Protection of Vulnerable Adults Policy and how to report any abuse either received or viewed.

· Details of the organisation’s policy on equalities and diversity, this should include the requirements on respect for others and the expectations of behaviour. 

· Details of service standards they should expect to receive. 

· Details of the organisation’s policy on collection and storage of client data confidentiality and exchange of information.

13.5.2 The Service provider must ensure that all information is provided in ways that are appropriate to the needs of individual service users

13.6 Confidentiality Policy 

13.6.1
The Service Provider must have a Confidentiality Policy and the policies and 
procedures operated by the provider organisation must comply with the Data  
Protection Act 2000.
13.6.2  Service users and staff must be advised of the type of information that is kept on record, what can and what must be disclosed without their consent and when disclose of information will require their consent. Service Users must also be advised of their right to see information recorded about them.

13.6.3 The Service Provider must ensure that all staff, volunteers and agency employees sign confidentiality agreements or have clauses in their contracts of employments or other agreements that make explicit their responsibilities for confidentiality.

13.7 Complaints 

13.7.1 The Service Provider must have a Complaints Policy and a system in place to 

ensure monitor the type, frequency and outcome of complaints and report these to 
the organisation’s governing body. The monitoring system for complaints must 
encompass diversity issues such as ethnicity, age and gender of complainant. 

13.7.2 The Service provider must provide support for service users to make a compliant and have arrangements in place to ensure that where the complaint is about a support worker that an alternative worker can be provided.

13.8. IT Resources and Capability 

13.8.1 The service provider must have the sufficient IT resources and capability to meet 
 requirements of this contract, this shall include the ability to complete and return


Supporting People Performance Workbooks 


Supporting People Client Record Forms


Supporting People Outcome Measurement Forms 

14. MONITORING AND REVIEW ARRANGEMENTS

The Council’s Supporting People Team is responsible for the monitoring and review of the service and reporting poor performance to the Sutton Supporting People Commissioning Body 

14.1 
During the term of the contract the Provider shall provide on a quarterly basis the Supporting People Performance Workbook return. This return shall be provided on dates agreed in advance with the provider. The Supporting People team will check the workbook for errors and request the provider to amend any incorrect data and resubmit the workbook within agreed timescales.

14.2
During the first year of the contract the Supporting People team will organise and provide administrative support for quarterly liaison meetings with the Provider. Subject to successful performance during the first year of the contract this will reduce to an annual performance meeting.

14.3
During the term of the contract the Provider will carry out an annual self QAF assessment and submit this to the Supporting People team at a date agreed in advance.

14.4    During the term of the contract the Provider will consult annually with stakeholders of the service to ensure issues of concern are raised and the service is meeting local needs.

14.5
 The Annual Performance Meeting will consider performance information submitted during the preceding year and in particular performance against KPI and SPI targets and any agreed outcome targets. In addition the Annual Performance Meeting will consider other qualitative service data. The Provider is required to make available all information requested at least five days in advance of the Annual Performance Meeting.  This may include any or all of the following:

· Number and nature of complaints or compliments received in the preceding period

· Electronic updates to any policies and procedures required either for the QAF or Accreditation.

· Details of any unplanned outcomes during the previous period 

· Details of staff in post and any changes of staff since the last meeting or any anticipated staff changes 

· Examples of information literature available to service users and other stakeholders

· Details of any service user satisfaction surveys or other service user involvement that has taken place during the preceding year and the outcomes of this activity

·  Details of staff training completed during the preceding year

· Evidence of support plans

· Details of accidents and/or critical incident reports 

· Details of any POVA investigations and the outcomes 

15.
MANAGEMENT & ACCOUNTABILITY

15.1
The provider organisation is responsible for the recruitment, supervision and management of all staff employed to work on this contract.

15.2
The provider organisation should also have its own internal quality assurance system, which should include standard setting, monitoring, management and review processes, to ensure that the required service quality is maintained. 

16.
PERFORMANCE INDICATORS

Performance Indicators for this service shall be: 
KP2 - 
Planned departures as a % of all departures. 

KPI3b         Percentage of new service users that have accessed SP and are from a BME group (collected through St Andrews client record form) 

SPI I b
Service Availability 

SP13a-
Staffing Levels

SPI 2b        Utilisation levels

SPI4a-
Throughput: Total number of service users in the period as a % of the number of units    

	Throughput target year 1
	100%

	Throughput target Years 2 and 3  
	To be agreed following review at the end of year one.


In addition the Service Provider should record and submit to the contract liaison officer when requested the following information

The number of referrals made in each and the source of the referral 

The proportion of referrals accepted

The caseload of each support worker

The number of contact hours with each service user.

17
SERVICE DEVELOPMENT AND IMPROVEMENT 

17.1   The Service provider must work constructively with the Supporting People team to develop and improve the service by using the QAF Standards. As a minimum all providers must maintain level C scores in six core standards and have an action plan in place to move to the Level B over a three year period.  Organisations who have achieved Level B scores should work to maintain these scores and agree with the Supporting People team specific areas where the organisation can work towards achieving Level A.
18.  SERVICE OUTCOMES

18.1
The service provider shall agree to participate in the Department of Communities 
and Local Government [DCLG] national outcome framework for Supporting People 
short term services. The completion and return of DCLG outcome monitoring 
information and locally agreed indicators is compulsory for this contract.
18.2
The service provider shall participate in any sampling or verification of outcome submission undertaken by the Supporting People team

18.3 In addition to the outcome measures included in the DCLG outcomes monitoring 
 
workbook the Service Provider is also asked to collect information to support the 
following outcome measurements

	High Level Outcome
	Local Outcome 
	Local Outcome Measure 

	Economic Wellbeing 
	Reduction in Rent Arrears and other housing debt 
	Number and % of service users with more than 8 weeks rent arrears at the end of the support period 

	
	Prevention of Homelessness 
	Number and % of tenancies retained at the end of the support period  


19. PERFORMANCE MONITORING: INFORMATION SHARING 

19.1 The purchaser will share information on the provider’s performance with relevant stakeholders. Relevant stakeholders will include;

· The Supporting People Commissioning Body

· The Supporting People Core Strategy Group

· Service Users

· Organisations that make referrals to the service

· For accommodation based services where the support provider acts as a managing agent- information will be shared with the landlord 

19.2    The purchaser may also publish performance data and final review summary reports on the Supporting People section of the Council’s web site

�  There is no upper age limit for this service. The decision on accepting a service users should be made on the basis of whether a tenancy support needs exists or whether the service user needs are best met by another type of service.
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