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Part One: Introduction/Vision Of Service/Partnership Working/Legal Framework/Service Principles/Aims
1.
Introduction
1.1
This Service Specification relates to the provision of domiciliary care. The service is generic, and will therefore be available to all adult members of the community, including those with a learning disability, sensory disability, mental health needs, substance-misuse related needs and needs related to HIV and other people eligible for a service who are aged over eighteen (18).  The Service Specification describes the key features of the service being commissioned and must be read in conjunction with the terms and conditions section of the Contract.

1.2
The purpose of domiciliary care is to enable Service Users to remain in their own homes, living as independently as possible.

1.3
The implementation of this Contract and Service Specification should contribute to the following outcomes for Service Users which are also those outlined in the White Paper, Our Health, Our Care, Our Say, and which the Care Quality Commission will be inspecting:

· Improved Health and Emotional Wellbeing

· Improved Quality of Life

· Making a positive contribution

· Exercising Choice and Control

· Freedom from Discrimination and Harassment

· Economic Wellbeing

· Personal Dignity and Respect


These outcomes are detailed in Appendix 2.
1.4
The Service Specification has been designed to meet the requirements of the Personalisation agenda.  Personalisation in Salford is concerned with making services fit around the individual, enabling people to make decisions, maximising their life opportunities and giving them choice and control in the way care and support is delivered.

2.
Vision Of Service
2.1
Self-directed support

2.1.1
Personal budgets and self-directed services are a participative approach to deliver personalised solutions to meet people’s needs and enable them to achieve better outcomes for themselves.

2.1.2
Based on assessed need and the resources available, usually with assistance, people will draw up self-directed support plans that identify their personal outcomes and how they identify they will be achieved.  As long as the support plan is realistic, appropriate and within budget it will be approved by the Service Purchaser.

2.1.3
People are enabled to have more choice and control in their daily living, through flexible services that respect and fit with their lives.

2.1.4
Increasingly where people still choose for their needs to be met by a traditional home care service, Service Providers will be expected, encouraged and empowered to deliver a more personalised and flexible service as long as it remains within the overall budget allocation.  This represents an exciting new opportunity for Service Providers to rethink how they deliver their services.  Also to reward and encourage best practice from their Workers who should become more empowered to deliver their service more flexibly and more according to the wishes and preferences of the individual rather than rigidly adhering to the specifics of the Service Purchaser’s Support Plan.

2.2
Outcome-based services

2.2.1
The aim of an outcome-based approach is to shift the focus from activities to results.  Individual outcomes are measured as specific changes in behaviour, condition and satisfaction for the people within the service.

2.2.2
The individual outcome domains are broadly in three categories:

· Maintenance – e.g. keeping active and alert, mobility/physical health, quality of life maintained, hygiene maintained, social contacts continuing, keeping safe etc.

· Change (improvement) – e.g. increased physical ability, higher morale/mood state, increased confidence, more social contact, finances in order, cleaner environment, reduced risks etc.

· Processes – people’s experience of services e.g. feeling valued, being involved, being more in control, able to plan daily life and routines, feeling the service takes account of preferences.

2.3
Personal budgets – In Practice

2.3.1
In Salford, under the Self Directed Support model, Service Users undertake a self or supported assessment to consider needs and define required outcomes, the Service Purchaser then agrees and allocates the appropriate resources, to a personal budget, through the Resource Allocation System (RAS); and a Support Plan is drawn up.

2.3.2
Service Users will be able to choose to take their personal budgets in three main ways:

1. They ask the Service Purchaser to continue to commission services on their behalf.  This is called a “Virtual Budget” and is in effect the same way as services are currently commissioned via the Service Purchaser.  Although this option reflects the status quo, the Service Purchaser will want to explore with Service Providers ideas around encouraging flexibility and encourage as personalised an approach as possible within the limits of this option.

2. They ask the Service Purchaser if their service provider can be given their individual budget to manage on their behalf.  This is called an “Individual Service Fund (ISF)”.  Under this arrangement the Service Provider will hold and administer the personal budget and the Service User can negotiate directly with the Service Provider about how, when and what they want in terms of their service provision.  For example, the Service User could agree with their service provider to bank hours one week and use them the following week perhaps to accompany their Worker shopping than have their shopping done for them.   More work will be needed to develop this option further with service providers.

3. They ask for their personal budget to be paid to them or a third party as a “Direct Payment”.  In this case the Service User can spend their budget however they choose as long as it meets the outcomes agreed with the Service Purchaser within certain limits.  This can include goods such as a computer to do online shopping instead of a Worker.  Alternatively, they could use the money to purchase domiciliary care from any domiciliary provider or to employ a personal assistant.

Service Providers may want to develop their service in this area by becoming an employer of personal assistants.

There is an expectation that the Service Provider will provide the same quality service at the same cost to any Service User provided with a Direct Payment via the Service Purchaser.  One advantage for the Service Provider of being selected for this Contract is that it will be able to promote itself as an approved service provider to the Service Purchaser whereas other providers who are not will not have this option.

Unit costs for personal assistants are costed out at a different flat rate charge currently of £9.24 per hour pro rata.  The Service Provider will need to work within that costing if acting as an umbrella agency or organisation employing personal assistants.

2.3.2
Service Providers receive copies of the Service Users Support Plan which will include details of those outcomes which the Service Provider has been identified to meet, and the agreed amount of budget available to be spent under this Contract.  This will enable the Service Provider to work flexibly with the Service User within their agreed budget.
3.
Partnership Working

The Service Purchaser wishes to work in partnership with Service Providers in delivering a high quality of domiciliary care to its Service Users.  The aim is to provide more outcome based services that are more personalised and to maximise the use of available resources by establishing longer-term, more integrated relationships with Service Providers.
4.
Legal Framework
4.1
It is a requirement that all Service Providers are registered with the Care Quality Commission (and its successors) and will maintain registration throughout the duration of this Contract.  Therefore, the regulations required for registration (and their associated standards), and the monitoring of the achievement of those regulations and standards are not duplicated in this Service Specification.  Service Providers must comply with all relevant legislation that currently relates to the operation of their business or is amended or implemented at a future date.  

4.2
The Service Purchaser expects all Service Providers to operate as a ‘good’ quality rating from the Care Quality Commission and strive for excellence.  An ‘adequate’ rating will trigger the requirements for contract review and an agreed action plan for improvement.  The contractual position on Default of a Service Provider and Resolution of Disputes and Termination are set out under the terms and conditions section of this Contract.

4.3
The services provided under this Contract must be provided in accordance with the requirements of:

i) Care Standards Act 2000 (including any amendments, modifications or re-enactments).

ii) The Care Quality Commission.

iii) The standards and Service Specification and this Contract

iv) The National Minimum Standards for Domiciliary Care.

v) The Domiciliary Care Agencies Regulations 2002.

vi) Mental Capacity Act 2005 (Deprivation of Liberty Safeguards).

vii) Service Users’ individual assessed needs/identified outcomes and any subsequent assessment, support plan or review documentation.

viii) Any future Legislative changes or changes to National Minimum Standards that determine the standard of care to be delivered.

5.
Service Principles/Aims
Principles
5.1
This set of principles must apply to all contact with Service Users and their Carers to:

· Treat people as individuals and promote each person's dignity, privacy and independence.

· Acknowledge that all Workers are visitors in the Service User’s home and should act accordingly.

· Acknowledge and respect people's gender, sexual orientation, age, ability, race, religion, culture and lifestyle.

· Maximise people’s self care abilities and independence.

· Recognise people’s individuality and personal preferences.

· Provide support for Carers, whether relatives or friends, and recognise the rights of other family members.

· Acknowledge that people have the right to take risks in their lives and to enjoy a normal lifestyle.

· Provide protection to people who need it, including a safe and caring environment.

· The way in which the service is provided must respect the ethnic and cultural background of the Service User. 

· Consistency in providing a high quality service which is flexible, reliable and responsive.

· Collaborating and co-operating with other Service Providers in adjacent neighbourhood areas in the City of Salford to ensure service availability.

5.2 The Service Provider will be innovative in seeking to develop increasingly flexible and responsive services.

Aims
5.3
Service Users are able to remain in their own home for as long as possible and to achieve and maintain their potential in relation to physical, intellectual, emotional and social capacity.

5.4
Services Users are helped to take greater control of their lives and remain as independent as possible in their own homes

5.5
Service Users are put at the centre of decisions about how they are cared for and services are provided in a way that the Service User feels involved, secure and confident in the care provided to them.

Part Two: The Service
6.
The Service

6.1
For the purpose of this Service Specification, domiciliary care is defined as personal, domestic duties and social/emotional support associated with ordinary living that a person might usually perform for himself or herself or by a competent and caring friend or relative.
6.2
Service Users may require a range of assistance with key tasks that help them maintain a level of independence consistent with their abilities and desired outcomes.  The Service is delivered for a variety of reasons (e.g. to avoid admission to Residential care, for the maintenance of rehabilitation goals or adjustment following injury or illness, to give Carers free time, to promote and maintain independence).  Where appropriate, assisting the Service User to develop or maintain their own skills in any of the areas covered.

6.3
Personal care tasks mean those that assist the individual Service User with elements of their personal care where a significant risk or deterioration of quality of life would occur if no assistance was made available.  Such tasks are those that might be provided by a competent and caring relative able to respond to emotional and physical needs.  

6.4 Personal care tasks can include, but are not confined to:

(i) Assisting the Service User to get up or go to bed.

(ii) Washing, bathing and grooming (personal hygiene), including oral care, hair grooming, nail filing and grooming etc.

(iii) Assistance with dressing.

(iv) Assistance with toileting needs.

(v) Medication – in accordance with the Medication Policy.

(vi) Assistance with eating and drinking.

(vii) Assistance with preparing/cooking food and drink.

(viii) Assistance with mobility, moving and handling, (as per recognised current safe manual handling procedures/ training).

(ix) Assistance with basic catheter care by suitably trained and supervised Workers and staff.

(x) Assistance with basic stoma care by suitably trained Workers.

(xi) Social care and social integration, involving help in communicating with others.

(xii) Actions to ensure that a Service User is safe and secure.

6.5
Domestic care tasks can include, but are not confined to:

(i) Cleaning hygiene areas including baths, sinks, toilets, commodes, ovens, work surfaces, crockery and cutlery.

(ii) Vacuum cleaning and ensuring all floor areas are clean and safe from hazards.

(iii) Collecting prescriptions and shopping

(iv) Assisting the service user to undertake their own shopping / teleshopping as part of their care programme.

(v) Accompaniment or escorting on social/shopping trips.

(vi) Ironing and laundry. 

(vii) Changing and making the bed.

(viii) Preparing of, assistance with, or enabling to plan meals, cook food and make drinks. 

(ix) Emptying and cleaning commodes/chemical toilets.

(x) Assistance, or enablement to manage domestic finances and bill paying and benefit collection.

(xi) Assisting with dealing with correspondence.

6.6
The Service User will provide materials and equipment necessary to complete domestic tasks.  The Service Provider shall be responsible for providing its Workers with protective clothing in accordance with Health and Safety requirements.

6.7
The above tasks should be carried out to the Service User’s preferred methods where possible and will normally take place in the Service User’s own home but may take place outside the home as an extension of an existing domiciliary or personal task covered by this Service Specification.

6.8
Laundry includes washing by hand, washing machine or launderette, in accordance with instructions given on the item or garment, but does not include specialist cleaning.  The handling and removal of soiled linen and clothing must follow prescribed procedures relating to Infection Control.  

6.9
Where shopping, bill paying or pension/benefits collection forms part of the Support Plan, Workers must keep a record of all transactions made on behalf of the Service User and obtain receipts.  The Service User or Carer must sign to confirm each entry is correct.  Shopping should be done at convenient locations bearing in mind the Service User’s choice.  Shopping should be flexible which may involve accompanying the Service User to shop if the budget or ISF allows. 

6.10
Any disputes or concerns however trivial relating to a Service User’s finances must be reported to the Service Purchaser. 



6.11
The Service Provider must have detailed written procedures in respect of the range of services it is contracted to provide on behalf of the Service Purchaser.  These procedures will be monitored by the Service Purchaser’s Adult Social Care Procurement Team. In providing the Service the Service Provider must ensure that it and its Workers:

(i) Address Service Users and Carers in a way that they wish to be addressed.

(ii) Are suitably trained on various methods of communicating with Service Users with sensory disability, dementia and use these skills appropriately.

(iii) Allow sufficient time between visits to different Service Users so that at no time does the Service appear to be rushed or curtailed.

(iv) Keep as far as possible to agreed time of visits and notify the Service User of any changes or delays.

(v) Understand that conversation with Service Users and Carers is a vital role to meet their social and emotional needs.  Confidentiality is an important part of the Workers role.

(vi) Are familiar with any special requirements of the Service User and Carer e.g. hair care, dress, toileting needs, spiritual and cultural needs.

7.
Service User’s Rights 

7.1
The Service Purchaser requires that when delivering the service to Service Users and Carers, the Service Provider ensures that:

(i) They demonstrate their commitment by ensuring the highest standards of protection are afforded to vulnerable people and to the adherence to such standards throughout the term of this Contract.

(ii) There is an appropriate match between individual Worker and staff skills, knowledge and competency and the individual needs of the Service User.

(iii) They minimise the need for change and provide a consistency in the number of Workers providing support to an individual.

(iv) They allow sufficiently for Workers to arrive on time so the full duration of the commissioned service can be delivered and that the Worker is not rushed. 

7.2
The Service Provider must maintain in the Service Users home, a detailed record which shall contain relevant information concerning the individuals Support Plan and actions taken in its delivery and be updated on a daily basis and the time of service delivery.  With the agreement of the Service User, the record will contain the following information:

(i) Details of the Support Plan, assessment and service task, with updated amendments, risk assessment, Service User handling assessment (where relevant), person centred assessments and Support Plans/reviews.

(ii) Where appropriate, medical information about the Service User supplied by the GP.  This shall include information regarding daily medication.

(iii) Explanations to the Service User on how to inform the Service Provider’s care manager about any aspect of their service delivery.

(iv) Record of tasks undertaken at each visit.  These records must include the times of arrival and departure, details of the tasks undertaken, general well-being of the Service User and be signed by the Worker. 

(v) Provision to record any planned tasks not undertaken/completed by the Worker including any deviation from the plan.

(vi) Comments, compliments and complaints procedures including a day time contact number.

(vii) Details of essential/useful contact numbers (e.g. Next of Kin, family members, GP, Care Manager, Careline, CQC)

(viii) Contact details for Out of Hours service for both the Service Provider and the Service Purchaser.

(ix) Policy on Confidentiality.

(x) Statement of Purpose. 

7.3
Tasks will exclude nursing care which is generally the responsibility of NHS Salford.

7.4
Where it is agreed as appropriate to meet the agreed outcomes for Service Users, the care task may include Workers spending time talking to, relating with, and understanding the lives of Service Users.

How The Service Will Be Delivered
8
Assessment and Support Plan

8.1
Each Service User’s individual needs and outcomes will be identified through a supported self assessment to identify the amount of their personal budget.  This is the amount of money they can use.  Currently the Support Plan is compiled with the support of a social worker.  In the future Service Users may have the choice to complete it with an independent advocate of their choice instead.  This Support Plan will still need to be ratified by the Service Purchaser. 

8.2
In respect of a Virtual Budget, to achieve the outcomes, a number of hours will be agreed to be delivered during a week.  Actual tasks, delivery times and the duration of each visit will be agreed between the Service User and the Service Provider in accordance with the Service User’s Support Plan.  The Service Purchaser’s authorised representative must agree that the agreed times and tasks appear appropriate to the delivery of the outcomes set.  The Service Provider will need to be flexible.  For example, if the Service User wishes to change the timing of a particular visit and this was possible, this would be seen as good practice.  Equally if undertaking a particular task was important to a n individual, not listed on the Support Plan but manageable within the timescale agreed, then Workers should feel empowered and supported to show initiative and flexibility; this is working in a personalised way in practice.  It should be acknowledged that goodwill and initiative has always existed but this is now being given much more official backing.

8.3
Some Service Users may want to have their needs met by an Individual Service Fund.  The Service User will inform then Service Provider of the indicative amount and work together with the Service Purchaser.

8.4
Referrals will normally be made to the Service Provider between the hours of 8.30 am and 4.30 pm Monday to Friday and at all other times including bank holidays, by the Emergency Duty Team. The Service Purchaser will attempt to give as much notice as possible.  In the case of an emergency, the Service Providers will be required to provide service at a minimum notice of three (3) hours and the Service Provider will be required to ensure that out of hours cover is available for such occasions. 

8.5
Communication in writing includes by electronic means with an identified contact.

8.6
The Service Provider will endeavour to accept all service requested of them for their neighbourhood area by the Service Purchaser.  This must not have a negative impact on services to other Service Users.  In such circumstances where the Service Provider is unable to accept the service request, the Service Provider will arrange for the provision of the service with a Back-Up Service Provider.  

8.7
The Service Provider must signal the need for review of the arrangements to the Service Purchaser upon significant change to the Service User’s needs or in the way that the Service User would prefer to have their service provided.

8.8
The Service Provider must produce a service plan detailing how the Support Plan is going to be delivered.  Workers must be made aware of the service plan and how they are to meet the needs of the Service User.  This will include the Service User’s likes, dislikes and preferences.

8.9
The Service Provider will have an important role in achieving the outcomes identified in the Support Plan.  The Service Provider must inform the Service Purchaser of any significant changes which affects the achievement of the outcomes.

9.
Risk Assessment
9.1
The Service Provider must have a written Risk Assessment and Risk Management Policy to the satisfaction of the Service Purchaser, and must operate systems to ensure it can complete an assessment of risk and provide a risk management plan where necessary to the satisfaction of the Service Purchaser on all aspects of tasks carried out by its Workers.  A copy of the policy must be available to the Service Purchaser on request.

9.2
The Service Provider will maintain clear policies, procedures and guidance for all Workers on safety precautions that must be taken relating to risk, including lone working, and will ensure that Workers are familiar with the guidelines and their application in the work situation.  The policy must be comprehensive and include domiciliary care tasks, moving and handling, use of equipment and environmental hazards.  The Service Provider will ensure clear monitoring procedures to ensure its Workers work to these standards.

9.3
Responsible risk taking is a normal part of living.  Service Users must not be discouraged from participating in activities solely on the grounds that there is an element of personal risk.  Individuals must be encouraged to discuss and judge risk for themselves and make their own decisions where the safety of others is not unreasonably threatened and where the individual has the mental capacity to do so.  A risk assessment must be undertaken in all circumstances where a risk has been identified, and maintained on the Service User’s file for staff reference, and for inspection by the Service Purchaser if required.  Risk assessments must be reviewed as changes arise, and in line with National Minimum Standards and any other applicable good practice guidance.  All Workers involved in delivering individual care packages must have access to the risk assessment and have read and understood its content prior to undertaking any work.  

9.4
The Service Purchaser recognises that situations may arise where a Service User’s decision to exercise their rights may result in a risk to the health, safety or comfort of, themselves, other Service Users or Workers.  The Service Provider must ensure that Workers do not endorse or engage in such activities.  The Service User must be made aware that Workers do not endorse or engage in such activities. Potentially hazardous situations found by the Worker in the Service User’s home must be reported to the Service Purchaser immediately and the details documented.

9.5
The Service Provider must ensure that all Workers comply with the Safeguarding Vulnerable Adults in Salford from Abuse Multi-Agency Policy and Procedures and any other policies relating to the mistreatment of adults that may be developed.

9.6
Whilst Service Users do not have to be smoke free when a Worker is providing personal care, Workers may ask to use a smoke free room that has not been used for smoking within the last hour of their visit.  The room should be well ventilated, for example, with opened windows.  If a Service User refused reasonable requests that they and/or their family do not smoke during their visit, the Service Provider must refer back to the Service Purchaser.


9.7
Where a relevant Risk Assessment has been completed on behalf of the Service Purchaser, a copy of the Risk Assessment will be made available to the Service Provider.

10.
Reviews

10.1
Formal reviews will be arranged by the Service Purchaser, as a minimum annually, and will usually take the form of a visit to Service Users home with the Carer/family and a representative from the Service Provider.  As part of the Personalisation Agenda, it is expected that reviews will take place more frequently.  The purpose of the review is to:

(i) Review Service User/Carer needs and outcomes, and the extent to which these are being met.

(ii) Identify any change in circumstances and amend the Support Plan if appropriate.

(iii) Establish Users level of satisfaction with the service provision.

(iv) Assess Carer’s satisfaction with the service.

Any changes to the Service arising from such a review must be confirmed in writing by the Service Purchaser in a revised Support Plan to the satisfaction of the Service User and forwarded to the Service Provider prior to the commencement of the change (unless an emergency).  

10.2
It is the Service Provider’s responsibility under this Contract to provide to the Service Purchaser, upon request, updated information including significant issues, changes in needs and reportable incidents (CQC, RIDDOR, MDA etc) regarding Service Users and their Carers in order to facilitate the completion of a ‘holistic’ review.  A suitable representative from the Service Provider must also attend the review to promote suitable feedback and inclusion.

10.3
In the event of an emergency situation, Service Provider upon request will undertake an urgent review of circumstances (normally within 24 hours of notification).




10.4
Such other people that appear necessary and are wanted by the Service User may be invited to the review by agreement.  Consideration will be given to ensure convenience and adequate notice for all participants wherever possible.

11.
Involvement of Carers (Formal and Informal) and Other Organisations

11.1
The Service Provider will liaise with and encourage the involvement of relatives and Carers with Service Users and the Service they receive.  The only exception is where this is in conflict with the individuals needs of the Service User as identified through the Service Purchaser’s assessment procedures, and their own wishes.

11.2
The Service Provider must be familiar with the roles and expected functions being undertaken by other service providers and informal Carers contributing to the Service and work proactively and positively with all other agencies in the best interest of the Service User.

11.3
The Service Provider must inform the Service Purchaser of any situation where another party to the Support Plan is failing to undertaken their expected role or function.

Provision Of The Service
12.
Health/Medical Care

12.1
A key component of domiciliary care support is the monitoring of Service User’s health and general well being.  Any perceived change in the condition of the Service User or Carer must be reported to the Service Purchaser, as soon as is reasonably practicable.

12.2
All Service Users will be registered with a GP and will have full access to health care, as do other members of the general public.  The Service Purchaser will ensure Service User’s GP details are forwarded to the Service Provider.  

12.3
The Service Provider is required to ensure that Workers have access to the name of the GP with whom the Service User is registered and are aware that whenever a Service User requests assistance to obtain medical attention, or appears unwell and unable to make such a request, the GP must be contacted without delay.  Where the Service User will not give permission for the GP to be contacted, the Service Provider must contact the Service Purchaser (or Emergency Duty Team if outside normal office hours).  Such information must be documented on the communication sheets.

12.4
The Service Provider must ensure that Workers do not initiate or undertake tasks of a nursing nature, or any such tasks that are not identified in the Support Plan.  The Service Provider will not provide clinical nursing procedures such as catheterisation, sterile dressings, the administration of injections and the introduction by the Worker to the Service User of non-prescribed drugs.

12.5
The Service Provider must notify the Service Purchaser immediately it becomes aware that a Service User has been admitted to hospital, and vice versa.

12.6
The Service Provider must ensure that Workers who are required to assist Service Users to take prescribed medication receive appropriate instruction and written guidance in accordance with the Guidelines and Procedure for the Administration of Medication within a Domiciliary Setting detailed in Appendix 4.
12.7
The Service Provider must ensure that whenever a Service User is found by Workers to be in need of emergency medical care, that the accident and emergency services are contacted immediately, and the Service User’s relatives and the Service Purchaser are informed as soon as possible.  In such circumstances documentary record must be made.

12.8
The Service Provider must be able to respond to any changes in the health status of Service Users, and meet these wherever possible and practicable in their own homes.  If this is not possible and/or the change is significant, the Service Purchaser must be notified.

12.9 The Service Provider must be able to demonstrate that it has an effective procedure to prevent the spread of infectious diseases, and all Workers are adequately trained and comply with that procedure.

13.
Personal Care

13.1
The Service Purchaser expects that most Service Users who are able to do so wish to take care of their own personal hygiene.  The Service Provider must ensure that Service Users receive the level of support and encouragement needed to maintain, regain or develop such skills.  Where a Service User needs assistance with any element of personal care, e.g. washing, shaving, make-up, hair and dental or oral care, the Service Provider must ensure that the Service User is offered as much assistance as is necessary to develop skills and complete the tasks to the Service User’s satisfaction and comfort.  The Service Provider must ensure that all such help is given in a discreet and dignified manner.

13.2
The Service Provider must be aware of the possibility of cross infection when assisting with matters of personal hygiene, and must be able to demonstrate it has an effective procedure to prevent the spread of infectious diseases and all Workers are adequately trained and comply with that procedure.

13.3
In the event of a Worker becoming aware of the presence of an infectious disease he/she must inform their line manager who must then inform the Service Purchaser.

13.4
The Service Provider must ensure that Service Users are consulted on all matters concerning their care, treatment and general welfare and, where appropriate, options should be offered and explained.

13.5
Any assistance with bathing by Workers must be in accordance with the Service User’s Support Plan and risk assessment completed by the Service Purchaser’s Occupational Therapy Team.  The Service Provider must ensure that any assistance given with bathing complies with the Health and Safety Executive and European Community requirements with regard to the moving and handling of Service Users.

13.6
The Service Provider must ensure that wherever practicable, Service Users are given a choice of the gender of the person assisting with their personal care.

14.
Nail Care

14.1
The Service Provider may be required to provide assistance with nail care to those Service Users who require it.  However, any assistance with nail care must be with guidance from a qualified chiropodist with appropriate equipment for the task.  Where guidance is not available, it will be the role of the Service Provider to advise the Service Purchaser of the need for attention.  Workers are allowed to file nails only.

14.2
Where a Service User is diabetic or suffers from circulation difficulties, or has problem nails, such care must only be provided by a qualified chiropodist.  The Service Provider must alert the Service Purchaser if professional chiropody is required and is not included in the Support Plan.

15.
Hair Care

The Service Provider must ensure that assistance with hair washing and care is provided to those Service Users who require such help as part of the Support Plan.

16.
Toileting 

16.1
The Service Provider must ensure that each Service User be encouraged to develop/retain their independence in regularly using the toilet without risk.

16.2
The Worker must ensure the following:

· That assistance with adjustment of clothing and personal hygiene needs is provided, with discreet assistance to facilitate safe, comfortable use of toilet/commode.

· Toilet facilities are left clean and hygienic after use.

· If regular toileting is necessary to maintain personal dignity; the routine carried out must be as least intrusive as possible.  Continence advice may be necessary.

· The Worker must ensure that, where required, commodes and/or chemical toilets are emptied with sufficient regularity to maintain cleanliness and limit odour, always following infection control procedures.

16.3
Service Users should be left alone whilst using toilet facilities unless identified in the Support Plan.

16.4
Toilet doors must remain closed when occupied by a Service User.

16.5
The Service Provider is required to ensure that appropriate equipment to facilitate independent use of the toilet, in accordance with individual needs, is available.

17.
Incontinence

17.1
The Service Purchaser recognises that incontinence is one of the most distressing aspects of dependency.  As the condition can arise from a variety of physical, psychological and environmental factors, many of which are reversible, the Service Provider must encourage any Service User suffering incontinence to seek professional advice regarding their condition, and refer back to the Service Purchaser.

17.2
The Service User must be assisted in establishing a pattern of regular use of the most appropriate toilet facilities. 

17.3
Where necessary, the Service User should be assisted with the correct method of use of continence aids, and with their safe and hygienic disposal.

17.4
The Service Provider must ensure that Service Users who experience incontinence and/or faecal smearing are offered assistance with washing and changing into dry clothing as soon as the difficulty becomes apparent.

18.
Social Care

18.1  
The Service Provider must ensure that conversation with Service Users is a normal part of Workers’ duties.  Such conversation must focus on the interests of the Service User.

18.2
The Service Provider must ensure that Service Users and Carers are asked by Workers how they wish to be addressed and that their wishes in this respect are observed and kept up to date at all times.

18.3
The Service Provider must ensure that all Workers are aware of the different methods of communicating with Service Users who have a sensory disability and use them as appropriate.  Service Users using hearing aids must be offered assistance necessary to ensure that the aid is available and functioning.

18.4
The Service Provider must notify the Service Purchaser as soon as it becomes aware that a Service User may benefit from specialised equipment eg talking books, aids and adaptations etc.

19.
Meals
19.1
Where assistance with the provision of meals is identified on a Support Plan, the Service Provider must ensure that meals and drinks are prepared in a way which not only meets the physical need for an adequate, nutritious and varied diet (this may include special diets), but does so in accordance with the cultural and social preferences of the Service User.  To achieve this requirement the Service Provider will ensure that Service Users’ specific dietary (e.g. diabetic), religious and ethnic requirements or preferences are met.

19.2
The Service Provider must be able to demonstrate that all Workers who prepare meals have received instruction regarding basic food hygiene.

20.      Personal Possessions and Finance

20.1 The Service Provider must ensure that all Workers treat every item of Service Users’ property with care and respect.  Any item belonging to a Service User can only be disposed of with the permission of that person providing the Service User has mental capacity to make such decisions.  However, if accumulated property causes a hazard, the Service Purchaser must be informed and the problems and outcomes documented.

20.2
Any loss of Service User’s money/benefit books/swipe cards, property (or breakage of property) must be immediately reported to the Service Purchaser.

20.3
The Service Provider will ensure that its Workers only handle Service Users’ financial transactions where specified in the Support Plan and will do so in accordance with the Service Providers procedures on the safe handling of Service Users money and property.  The Service Provider must ensure that where a Support Plan involves financial transactions, all Workers involved have received instructions about the content and implications of the policy and procedures prior to commencing the Plan, and refresher training thereafter is provided.

20.4
The Service Provider must ensure that Service Users are offered assistance to maintain their contact with the wider community.  This may take the form of helping to write letters, making telephone calls, passing messages to neighbours etc.

21.
Emotional and Spiritual Care

21.1
The Service Purchaser expects all Service Users to be supported in leading fulfilling lives, in which personal aspirations and abilities can be realised.

21.2
The Service Provider must ensure that Service Users’ emotional and spiritual needs are recognised within every element of the support they are offered.

21.3
The Service Provider must ensure that Service Users’ individual emotional needs are identified, accepted and receive a sensitive response from all Workers.  Particular attention may be required with feelings of grief regarding their lost abilities, and also any fears and anxieties for the future.

21.4
The Service Provider must meet the following particular religious/cultural needs (if any) as identified in the Support Plan

· Precisely defined ethnic or religious needs.

· Preparation and provision of food in accordance with



religious/cultural customs.

· Access to facilities to observe religious practices (when


appropriate) and awareness of particular spiritual requirements, such as days of special significance, fasting and prayer.

· Providing Workers who can speak and understand the Service User’s main language and dialect.

· Having written information in the Service User’s main language 
always available and being able to explain it to them.

· Conducting care practices in a culturally/religiously sensitive way.

· Providing acceptable personal hygiene and toileting arrangements.

· Taking account of customs associated with illness and death.

21.5
The Service must be delivered in a way which respects and is sensitive to the cultural and religious needs of the Service User.  Where a Service User wishes to maintain religious worship, assistance to contact the appropriate church/religious adviser must be offered.

22.
Personal Relationships and Sexuality

22.1
The Service Provider must support the rights of Service Users to have the same opportunities as others with regard to their own sexuality and personal relationships.

22.2
The Service Provider will promote and provide information at a level suitable to the individual on sex, sexual health and personal relationships.  This must include safeguards to ensure Service Users are not put into vulnerable situations, for example, Workers taking Service Users to their own homes or undertaking activities that are not specified on the Service User’s Support Plan.

22.3
The Service Provider will ensure Workers have guidelines for recognising and responding to the abuse and exploitation of Service Users.

22.4
The Service Provider, in conjunction with the Service Purchaser, will develop a risk management approach in relation to any individual who could be regarded as vulnerable, or abusive to others.

23.
Record Keeping

The Service Provider will ask the Service User’s permission and, subject to this permission, will, whenever they gain access to the Service User’s home, record on an ongoing basis in communication sheets the times of starting and finishing and the duration of support provided and type of support tasks completed and matters of general health and well-being.  In the event that the Service User’s permission is not obtained, the Service Provider must use an alternative means of recording all these aspects of the Service in a way that can be made available to the Service Purchaser to inspect for monitoring purposes.

Emergency Responses
24.
Response to Emergency Situations and Responsibility for Communication

24.1
The Service Provider must demonstrate that they have written procedures for dealing with emergency situations.  This must include an emergency ‘out of hours’ on call system.

24.2
When any Worker, during the course of his/her duties identifies an emergency situation, sufficient and appropriate action must be taken to ensure the immediate health and comfort of the Service User.

24.3
Where the Worker cannot deal with the emergency, the Service Provider must ensure that a senior manager is available immediately to deal with the problem.

24.4
In the event of an emergency, the appropriate emergency service must be notified immediately.  The designated Service Purchaser’s office must be informed as soon as is practicable.  Out of normal office hours, the Emergency Duty Team must be contacted, and the relevant documentation completed.

24.5
The Service Provider must notify the designated Service Purchaser’s office by telephone if any of the following occur in relation to a Service User or Carer for whom the Service Purchaser is purchasing a service:

· Any sudden deterioration in a Service User’s condition that give immediate cause for concern.

· Any accident, theft, burglary or other event affecting the well being of a Service User.

· Where a Service User has refused provision of the Service.

· Death, or serious illness of any Service User.

· Any circumstances where a Service User appears to be in need of medical attention, but refuses to seek medical help.

This list is not exhaustive.

In all instances relevant documentation must be completed.

25.
Emergency Access Procedures

Sufficient time must have been given to allow the Service User to answer the door.  If the Service User has a hearing impairment it may be necessary to knock on the window.

In the event of a Worker being unable to gain access to the Service User at a time previously agreed for the delivery of the Service, the Worker must:

· Try all the doors and look through any accessible windows.  Try calling through the letterbox or telephoning.  

· Look for signs that may cause for concern e.g. milk on doorstep.  Curtains closed.

· Check with neighbours to ascertain whether the whereabouts of the Service User is known.  Ask when they were last seen or heard.

· If keys are available these should be obtained.

· If the Worker can see or hear that the Service User is in a “distressed” situation or is suspected to be in a “distressed” situation, the Worker must contact the appropriate emergency services (police, ambulance) and then contact their line manager.  The senior manager must ensure that the Service Purchaser is informed as soon as possible, or the Emergency Duty Team outside normal office hours.

· Workers must familiarise themselves with local facilities in the event of an accident/emergency situation i.e. the location of telephone, prior to such a situation arising.

· If it is suspected that the Service User is ill inside the property, the Service Provider must contact the Service Purchaser or the Emergency Duty Team outside normal working hours.  The Service Purchaser will determine the action to be taken, and may request the Service Provider to contact the emergency services should this be deemed necessary.  

If the above checks have been done and there is still no reply then the Service Purchaser’s duty social worker must be notified or the Emergency Duty Team if out of hours.  The Service Provider will be informed of the outcome.

26.
Emergency Provision

26.1
In the case of an emergency, the Service may be provided at the specific request of the Service Purchaser, without the provision of a Support Plan though written confirmation with the Service User’s details must be provided as soon as possible.  The emergency Service will be provided for a maximum period of one (1) week during which time a Support Plan will be provided.

26.2
There may be occasions where it becomes apparent that there is an urgent need to review the number of hours of Service provided to a Service User or for the addition of a specific task(s) to alleviate risk arising from an emergency situation.  When an emergency situation is identified by a Worker, it is expected that sufficient and appropriate action will be taken to ensure the immediate health, safety and comfort of the Service User prior to their being left alone.

26.3
The Service Provider must inform the Service Purchaser of the need and emergency circumstances necessitating additional Service as soon as possible on the day of such changes.  When such situations arise outside the Service Purchaser’s usual working hours, the Emergency Duty Team must be contacted and authorisation sought.

26.4
Failure by the Service Provider to inform the Service Purchaser and receive authorisation to continue the increased hours, pending a reassessment, will remove the obligation of the Service Purchaser to meet the additional costs.

Provision Of Materials And Equipment
27.

It is the responsibility of the Service Provider to ensure its Workers are issued with appropriate equipment/protective clothing to carry out the tasks within this Service Specification.  However, the type of clothing must have regard to the need to maintain the dignity and self-respect of the Service User.

28.

All equipment belonging to the Service User and used by the Worker must be maintained in a safe condition at the Service User’s expense.  Equipment that appears in any way to be faulty must not be used until it has been checked, and if necessary repaired, by a qualified person.  If the Service User refuses to have the equipment repaired, this must be reported back to their senior manager who will the report this to the Service Purchaser.

29.
Where the Service Purchaser determines specialist equipment must be used in Service User’s homes (eg a hoist) it will be responsible for facilitating provision of that equipment.  

30.
Workers must use equipment that is indicated for such use in the Support Plan.  The decision to utilise the equipment should be made with the Service User’s agreement and understanding and in line with any current risk assessment.  Where the Service User expressly refuses to use the equipment or the equipment is not available in the Service User’s home, this should be documented and the Service Purchaser must be informed as soon as is practical to do so.  The wishes of the Service User not to use equipment should be respected, however, if the Worker feels they are not able to manage the task then the Service Purchaser must be notified immediately to make an informed decision.

31.
There must be adequate training of Workers in the use of equipment that is to the satisfaction of the Service Purchaser.

32.
Where specialist equipment is to be used this will clearly be identified in the Service Users Support Plan.  The Service Provider must guarantee that Workers are sufficiently competent and trained in use of such equipment.  A copy of the risk assessment must be clearly available for all Workers to access.  The Service Provider’s Workers must have training on individual equipment before use.

33.
Vehicles

33.1
The Service Provider must ensure its Workers who make use of a vehicle, whether their own or belonging to the Service Provider, have a full and valid driving licence, that they are adequately covered for insurance and that the vehicle they use is fit for the purpose.

33.2
In the event of a Worker having to transport the Service User in their car as part of the Support Plan, they must, prior to the journey taking place, provide documentary evidence of car insurance for Class I business use which must include passenger liability insurance.  The documents may be inspected by the Service Purchaser and a copy must be placed on the Worker’s personnel file.  The Support Plan must clearly document the payment of any petrol costs agreed.  All such journeys must be subject to a risk assessment, which must be regularly reviewed if it is a recurring event.

34.
Emergencies
34.1
The Service Provider must maintain an Emergency Procedure Manual and must ensure Workers and staff have access to this and receive training on the procedures.

The Service Provider must have a business contingency plan, which should be reviewed annually as a minimum.  The plan must identify how service continuity would be maintained in the event of an emergency.  In addition, the Service Provider must maintain an Emergency Procedure Manual and must train their Workers and staff in those procedures.

35.
Extreme Weather or other Exceptional Circumstances

35.1
During severe weather conditions it is possible that some Service Users may be deemed to be at abnormal risk by, for example, prolonged periods of extremely low or high temperatures.

35.2
If this is the case we may ask for special measures to be introduced to ensure the welfare of such vulnerable Service Users. Temporary amendments to service provision may be required.

35.3
The Service Provider must have a business contingency plan which will demonstrate how they would continue to provide, prioritise and plan services in the case of events that have a major impact on access or staff availability. These will include major disaster, severe snow/ weather, unprecedented levels of staff absence/sickness, etc.

35.4
The Service Provider may be asked to take part in the Service Purchaser’s emergency planning and provision of services in the event or an emergency in the City.

Part Three: Staffing And Employment
36.
Staffing Requirements

General
36.1
The Service Provider must ensure that there are adequate staffing levels to meet the needs of the Service. 

36.2
The Service Provider will ensure consistency of the Service to all Service Users/Carers.  This will include taking steps to minimise the number of Workers employed to meet the needs of a single Service User.

36.3
The Service Provider shall restrict the number of Workers providing care to a particular Service User in order to: -

· Prevent the Service User from having to relate to too many individuals.

· Minimise the number of people holding confidential information.

· Access to Key holding information/security.

· Enable Workers to acquaint themselves with Service Users’ needs and preferences so far as is reasonable and practicable.

36.4
The Service Provider must have in place a mechanism to ensure that information can be passed effectively throughout the organisation.

36.5
The Service Provider will ensure that all Workers are competent and trained to meet the requirement of this Service Specification having regard to the number, age, sex, abilities and needs of the Service Users.  The minimum training/qualification expectations are in line with CQC standards. 

36.6
The Service Provider shall ensure there are sufficient supervisory staff to ensure that Workers are adequately supervised and instructed in order to properly perform their duties in connection with the provision of the Service. 

36.7
All paid Workers will be employed in accordance with employment legislation.

36.8
The Service Provider must ensure that it is able to provide the Service at times of Worker holidays or periods of absence for any reason.

36.9
The Service Provider must ensure that its Workers work effectively with the other agencies and organisations involved with Service Users and their Carers.

36.10
Workers must not be accompanied in their duties by any family members or friend.  Workers must not provide care which has been commissioned by the Service Purchaser, to a family member or friend.

36.11
In the event of additional assistance being required the Worker must contact their line manager immediately. In cases where assistance is required, such provision is the responsibility of the Service Provider. The Service Purchaser must be informed of any such changes.

36.12
The Service Provider must be able to produce to the satisfaction of the Service Purchaser:

i. A detailed staffing structure of the organisation, indicating line management relationships between staff and Workers, and how information will be effectively communicated throughout the organisation.

ii. A statement of the scheme of delegated responsibility given to each member of staff and Workers.

iii. Written objectives of the service and Philosophy of Care that they provide or intend to provide under the terms of this Contract.

iv. A detailed set of procedures relating to the tasks to be carried out as part of the Service, which will include the required level of competence and training of members of staff and Workers expected to carry them out, and training plans to achieve this.

v. Clear guidance for all staff and Workers on safety precautions to be taken following assessment of risk; this shall include written procedures on Fire Prevention, First Aid, Safe use of electricity, food safety and hygiene, safe moving and handling, control of infection and report infectious diseases, abuse procedure, risk assessment, reporting of injuries, diseases and dangerous occurrences.  Appropriate training must be given to staff and Workers in respect of all procedures; records of such training must be maintained.

vi. Procedures for dealing with concerns, allegations and disclosures of abuse or exploitation, which will include independent involvement where the alleged perpetrator is, or was at the time of the alleged incident, a member of staff or Worker, manager of the service, or contracted provider.  Such procedures must be in line with the Adult Protection/Safeguarding Vulnerable Adults Interagency Policy, Procedures and Guidance.

vii.
A written policy and formal training plan relating to all mandatory and specialist training required by staff and Workers in order to meet the presenting needs of current Service users, and include assessments and reviews of individual staffs training needs.  

37
Recruitment and Selection of Staff/Workers
37.1
The Service Provider must directly employ all staff. The Service Provider must ensure that its Workers are not self-employed and are therefore employed by the Service Provider under a contract of employment (supported by detailed job description and work specification which identify the Worker’s responsibilities and accountabilities including terms and conditions of employment). Where temporary or casual staff are employed they should either be directly employed by the Service Provider or through a reputable employment agency and it is the duty of the Service Provider to ensure that all staff referred from agencies are competent, skilled, qualified and have been appropriately vetted.

37.2
The Service Provider must demonstrate that they are following safe recruitment practices, and must ensure that they robustly examine the competence, experience, qualifications and attitudes of potential staff and Workers.  The Service Provider must ensure that the safety, well-being, health and security of Service Users is protected by the Service Provider’s policies and procedures.

37.3
The Service Provider must ensure it complies with the recruitment guidelines contained in the Immigration, Asylum and Nationality Act 2006 and the Home Office Border and Immigration Agency Prevention of Illegal Working Guidance for Employers (Feb 2008).

37.4
The Service Provider must not employ staff and Workers without obtaining verifiable proof of identity.

37.5
It is the expectation of the Service Purchaser that Service Providers will maximise employment opportunities for Salford citizens, and to ensure that recruitment and selection procedures reflect the full diversity of the local community.

37.6
The Service Purchaser has a responsibility to monitor the employment practices of the Service Provider. If it is found that practices are unacceptable then this will constitute a breach of Contract and may be considered grounds for Termination of the Contract as defined in Clause 28 (Termination of this Contract). The Service Provider will not employ a relative of the Service User for the purpose of providing a Service to that Service User.

37.7
In carrying out this Service Specification, the Service Provider shall employ only such persons as are skilled, suitably experienced and competent, due account being given to: -

-    Enhanced CRB check

· 2 (two) References from past employers (including the most recent employer).  Verification must be undertaken by the Service Provider by speaking directly to the referee. These must be kept on the Worker’s file and be available for inspection by the Service Purchaser on request.

· Past employment record – exploring reasons for any gaps in employment history.  These must be documented.

· Levels of training (as evidenced with  qualifications).

· Levels of experience.

These must be obtained prior to Workers and staff commencing employment.  The expectation is that CRB checks are renewed every three (3) years, or in line with any changes in legislation.

37.8
It is recognised that not all Workers will have the necessary training or experience.  Clear programmes of training must be established in accordance with this Service Specification.  This must be implemented on recruitment and renewable training undertaken as required.

37.9 
Recruitment must take account of:-

· The personal qualities and attitude to work with vulnerable people and their Carers.

· An understanding of the needs of Service Users and have the skills to be able to respond appropriately in ways that value individuals and promote independence and choice.

Workers shall receive training to develop these skills through induction, practical instruction, support, supervision and training.

38.
Conduct of Workers
38.1
It is the responsibility of the Service Provider to ensure the conduct of its Workers.  Any misconduct, dishonesty or behaviour, which is detrimental to the welfare or well being of Service Users, will be thoroughly investigated, initially by the Service Provider, and may result in the termination of this Contract.

38.2
Misconduct includes the following: -

(a)  Fraud or theft.

(b) Physical verbal and/or mental abuse.

(c) Any type of sexual abuse or exploitation.

(d) Neglect of agreed Service User requirements.

38.3
The Service Provider must ensure that all Workers are aware that they must not accept gifts or financial inducements, be made beneficiary of a Will or obtain any other benefits from Service Users.  Any such situation must be reported to the Service Purchaser.  The Service Provider must have a policy to govern such situations and address these issues in supervision and training.

38.4
Workers must not in any way represent and/or recommend other services to the Service User, e.g. admission to residential care or a particular adaptation.

38.5
The Service Provider, its Workers and staff must carry and display on request appropriate identification, including a photograph no smaller than 4.5 cm x 3.5 cm.  This identification must always be displayed whenever a Service User is visited.  Appropriate mechanisms to withdraw identification cards from Workers on their termination of employment must be in place. The identification card should be renewed annually and must be dated.

38.6
The personal use by Workers of the Service User’s appliances (e.g. telephones, washing machines etc) must only be with the prior consent of the Service User and the Service Purchaser, or as a direct consequence of the provision of the Service.  Under no circumstances must it be used for the Service Provider’s or Worker’s personal business.  Workers must not make arrangements to receive personal calls on a Service User’s telephone. 

38.7
It is the responsibility of the Service Provider to ensure that Workers do not smoke or consume alcohol whilst on duty in a Service User’s home or engaged in activities with Service Users in the community.

38.8
Workers must not smoke in any vehicle, even those owned by themselves, whilst carrying out activities in connection with their employment.

38.9
Refreshments in the Service User’s home must only be consumed at the invitation of the Service User.

38.10
The Service Provider must ensure as far as is reasonably practicable, Workers do not visit Service Users outside of the specified task; this includes visiting socially within or outside of their working hours.

38.11
The Service Provider must have in place a Disciplinary and Grievance Procedure that it makes available to all staff and to the Service Purchaser if requested to do so.

39.
Code of Practice – Employees and Employers
39.1
All social care Workers and staff must follow the Code of Practice set down by the General Social Care Council; and nurse qualified staff the Codes of Conduct issued by the Nursing and Midwifery Council.

39.2
The Service Provider Contractor must notify the Service Purchaser of any improper conduct of its Workers or staff (or any Service Purchaser Workers) in connection to any part of this Contract.  Failure to do so will be considered a breach of the Contract and may result in termination under Clause 28 of the Contract (Termination).

39.3
Examples of improper Conduct include:

(i) Fraud or theft from the Service Users home or person.

(ii) Abuse of the Service User or their family, carer and friends; including harassment or discrimination of any kind.

(iii) Inducements to employees or members of the Service Purchaser. 

(iv) Conspiracy to defraud or disadvantage Service Users.

(v) Financial malpractice.

(vi) Breach of confidentiality not considered appropriate under Clause 20 (Confidentiality) of the contract.
(vii) Breaches of Health and Safety Regulations that expose the Service User or Worker to unacceptable risk.

39.4
Where there is an investigation of any allegations made, the Service Purchaser will expect full co-operation and reserves the right to have access and inspect all records/documentation.

39.5
The Service Purchaser and the Service User should have the right to decide if any further action is to be taken.

40.
Finance Related issues

40.1
If identified by the Service Purchaser as being required and identified on the Support Plan, and other than the collection of pension or benefit, the Worker must not handle any money belonging to the Service User unless appropriate tasks requiring the handling of money have been identified in the Support Plan.  In these circumstances, the Worker must have a written record of monies received from the Service User and provide a form of receipt to the Service User.  Receipts must be obtained for all transactions made on behalf of the Service User and, on completion of the tasks; the receipts with any remaining monies should be reconciled in writing with the Service User and a confirmatory signature obtained.

40.2
Should the Worker in the course of his/her work recognise concern in relation to the Service User’s household/daily finances, they must relay this information to their senior manager who must then inform the Service Purchaser.

40.3
Workers must not accept PIN numbers to access Service Users finances under any circumstance.

41.
Access to Service Users Property
41.1
Access arrangements are included within the assessment of need and the Support Plan will reflect the outcome of this.  Often key pads or key safes are fitted to Service Users homes to ensure appropriate access.

41.2
The Service Provider must demonstrate that they have an effective procedure which identifies and keeps to a minimum the number of Workers who have access to Service Users’ homes.

41.3
Service Users may request that a Worker holds a key to the Service User’s home.  The Service Provider must observe the following requirements at all times:

a.
The Service Provider may hold one (1) or more keys, as deemed appropriate following a request from a Service User or their family/advocate and with the agreement of the Service Purchaser.  Keys must not be copied by the Service Provider or its Workers without the prior written authorisation of the Service User and Service Purchaser and must be duly recorded by the Service Provider.

b.
The Service Purchaser and Service Provider shall agree the correct number of keys required for the provision of the Service and the Service User shall be responsible for providing the requisite number of keys.

c.
The Service Provider must maintain a record of all keys held by it.  Keys must be kept safe and used in accordance with the Service Provider’s key holding policy.  A key coding system that does not identify the Service User’s name and/or address must be used.

d.
Except in cases of emergency, Workers must not enter a Service User’s home without knocking and gaining permission to enter.  Under no circumstances shall Workers knowingly enter when a Service User is not present unless specifically requested to do so by the Service Purchaser in writing and then with the written permission of the Service User and/or their family/representative.

e.
Workers must report lost or stolen keys to the Service Provider, who will inform the Police, the Service User and/or their family/representative and the Service Purchaser, in order that appropriate action may be taken.  Where a Worker is responsible for the loss of keys, the Service Provider shall be responsible for the replacement of locks etc at the Service User’s home at its own cost.

f.
It is the Service Provider’s responsibility to return any keys at the time of the last visit or within two (2) days of the last visit to a Service User’s home.

42. 
Staff Training and Supervision

42.1
The Service Purchaser requires the Service Provider to join the Salford Care Training Partnership and must participate in training offered.

42.2
The Service Provider must demonstrate that Workers have received suitable training and have the competence to carry out the tasks which they are required to perform.  This should be provided in line with CQC requirements.  Such competence will be evaluated against the national standards.

42.3
The Service Provider must ensure that Workers have satisfactorily complete an induction programme in line with Skills for Care Common Induction Standards within the first twelve weeks of employment and an induction programme prior to commencing work.  The induction programme must meet required standards and match the aims and objectives of the Service in place to ensure that all Workers have a good understanding of the needs of the Service User.  Staff training records must record the content of induction training and period it is delivered over, and must be available for inspection by the Service Purchaser on request. 

42.4
The Service Provider must identify ongoing training needs and ensure that Workers receive appropriate training to develop the skills that are necessary to perform tasks to the required standards.

42.5
The Service Provider’s managers must obtain a nationally recognised management qualification equivalent to NVQ level 4 in Management within 5 years if currently employed, or within three years of taking up new employment. Managers must also undertake periodic management training to update their knowledge, skills and competence to manage the Service.

42.6 Records of training must be maintained and be available for inspection by the Service Purchaser.  The Service Provider must ensure that training has had an impact on the quality and performance of the Service.
42.7 The Service Purchaser will monitor the training and development practices of the Service Provider. If it is found that practices are unacceptable then this will constitute a breach of Contract and may be considered grounds for termination of the Contract as defined in Clause 28 (Termination of the Contract).
42.8 The Service Provider must comply with the requirements of NMDS-SC both supplying organisational data and also employee data.  This includes a requirement to refresh the data annually.
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