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Supporting People in Southampton

Provision of Housing Related Support services for vulnerable young people
The city context
The Supporting People programme helps over 6,000 people in Southampton at any one time to maintain their accommodation, to maintain and increase their levels of independence, and to live independently within the community. Approximately 4,000 of these individuals live in older people’s sheltered housing. The other 2,000 live in a variety of settings including:

· Hostels

· Supported housing schemes

· Their own accommodation within the community.
All young people’s services funded by Supporting People work within the wider preventative agenda:

· Helping to reduce levels of homelessness

· Enabling individuals to maximise their potential for independence and fully participate in the community.

The service will also contribute to the City achieving its key targets of:

1. Tackling deprivation and inequalities

2. Promoting life-long learning for all

3. Improving community safety and reducing crime and disorder

4. Improving the street scene and the environment

5. Promoting independent living.
It is important that all services in the city (including Supporting People commissioned services) support the overarching strategic framework for the city. 

The following list of objectives has been identified as key city targets that the service provider is expected to support. This should be achieved through joint working and collaboration. It provides the clear context within which the service will operate.

Local Area Agreement

· Increase in the aspirations and employment prospects of 16-25 year olds living in the city
· Decrease in the percentage of 16-18 year olds not in education, employment or training

· Decrease the percentage of young people supported by YOT who are not in education, employment or training

Children and Young People’s Plan

· Promoting healthier relationships and healthy lifestyles

· Keeping vulnerable young people safe from abuse and neglect 

· Improving prevention and early intervention

· Encouraging Volunteering and positive community involvement 

· Engaging young people in decision making.

Young People Leaving Care

· Increase the proportion of 19 year old care leavers participating in education, employment and training

· Improve outcomes for care leavers in their transition to adulthood

· To sustain and improve suitable accommodation for care leavers

Young Offenders

· Reduce the proportion of adult and young offenders, and prolific and other priority offenders who re-offend
· Support access to appropriate accommodation.

In addition, the service will help to deliver key strategic objectives for young people’s services outlined within the Supporting People Strategy. These include:
· Support services working closely with other agencies to provide comprehensive support

· Education and employment are key areas for supporting young people

· There should not be cut-off points where people cease to receive services

· Providing advice, information and support on substance misuse is a key issue

· Uniform referral and access arrangements are required to provide continuity for all services within the city.
The Service context
The service will provide housing related and life skills support to vulnerable young people within the city of Southampton. This support will help young people who are homeless or at risk of homelessness to gain the skills to enable them to move on to more independent accommodation with continued support if needed. It will form a key part of a planned response to the needs of vulnerable young people.

The following model has been developed to detail how services to young people fit together.




This service will provide support, within this model. It will enable the provider to manage the risks that service users will face and sometimes present.

The service provider will be able to refer service users to other support services in the city. This will include services within this model, and services providing for other needs.

In addition, service users can be referred on to the floating support service for young people if they move to independent accommodation. There is a range of other services in the city that may be appropriate for individuals to access based upon their needs.

Aims of the service

The service will place the needs of young people at its core.

The service will focus on raising aspirations and supporting the achievement of young people. This will include promoting self-development and sustainable independence skills. During their time in the service it is expected that young people will build upon a stable accommodation base to build skills and agency they will need to live more independently later in life.

The service will promote self development and sustainable independence, providing opportunities for service users to challenge themselves and to develop their skills.

The service will aim to support young people to return home where this is appropriate to the needs of the young person. 

The service provider is expected to engage with the local community, becoming a part of the neighbourhood and building understanding and positive relationships with local residents.

Objectives of the service and outcomes
The service will enable the service user to maintain their existing accommodation, preventing eviction, and considering longer term accommodation options.
· This will be measured through National Supporting People Performance Monitoring workbooks.
The service will focus on education, training, employment, volunteering and providing peer support. It is expected that all young people will access some form of “meaningful occupation” whilst they are using the service.

· This will be measured through the Supporting People Outcomes Framework for short-term services.

The service will work with service users and other agencies in an enabling way to build upon each individual’s skill base whilst they are in the service. This will include enabling young people to access formal life skills training programme designed specifically for young people.

· This will be measured using a specific recording process for this purpose.
The service will provide support and planning processes that enable service users to identify their own needs and goals, and will provide a supportive environment to enable them to achieve these.

· This will be measured through contract management processes during which the Supporting People team will ask for examples of plans and talk to service users about support planning processes

The service will work with other agencies and develop joint support plans with service users. This will enable the development of agreed objectives within a coordinated plan.

· This will be measured through contract management processes during which the Supporting People team will ask for examples of plans and talk to service users about support planning processes.

There will be continuity between services. Where the service user agrees, their support plan and information will follow them to a new service. The service will provide the information required to ensure this happens.
· This will be measured through contract management processes during which the Supporting People team will ask for examples of plans and talk to service users about support planning processes.

The service will ensure that all service users move on from the service in a planned way. The focus of the service will be to help young people to improve their independence.
· This will be measured through National Supporting People Performance Monitoring workbooks.

The service will work with young people to reduce the barriers to accessing independent accommodation. These will vary according to individual needs; however specific support will include working with young people around:

· Self-confidence 

· Life skills

· Budgeting & Benefits

· Making and keeping appointments etc.

· This will be measured through National Supporting People Outcomes Framework for short term services.

The service will provide an effective advocacy role. This will enable service users to develop the skills to manage the various administrative processes to sustain income and accommodation in the future. This will include Housing Benefit and the Department of Work and Pensions in particular
· This will be measured through the National Supporting People Outcomes Framework
The service will support service users to become safe and secure in their home.

· This will be measured through collection and analysis of serious incident forms and complaints. It will also be measured through the National Supporting People Outcomes framework.
Young people who have identified additional needs which cannot be met within the service will be supported to access additional advice and support appropriate to their needs. 

· This will be measured through contract management processes during which the Supporting People team will ask for examples of support plans and talk to service users about access to other services

The service provider will engage with the local community and neighbourhood, building understanding and positive relationships with local residents.

· This will be measured through the collection and analysis of complaints and serious incidents. During contract monitoring the Supporting People team will ask to see a community engagement plan and examples of activities undertaken.
Service description

This contract is to provide a support service for Xxx. This is expected to consist of shared and self-contained accommodation. The city is making available XXX bed spaces to enable the minimum requirement to be achieved. The service is to be provided at a range of venues, with different landlords.
The levels of support will vary between service users based on needs. This will be agreed between the service provider and the Supporting People team.
Eligibility

The service is for young people who are homeless or at risk, have a need for housing related support, and are willing to engage with the support provision. Key overarching eligibility criteria for Supporting People services is included at Appendix One.

Within this contract, the service will not:

· Replicate a statutory duty

· Provide personal care

· Provide health care

· Provide professional counselling

· Carry out direct work with children (this to include young people aged under 16 years).

Access to the service

The service will support people aged between 16 and 25. People will not be evicted because they reach 25, however people should be helped to move on when it is appropriate to their needs. 

The service will support the city to meet key statutory and strategic objectives. As a priority the service provider will be expected to respond to statutory agencies requirements to support specific young people

The service will accept people who are referred by the Referral Process for young people’s services, as determined by the Supporting People programme. All referrals will come through this route.

The order of priorities for access to the service are:

· 16 and 17 year olds
· Care leavers

· Young Offenders
· 18/21 year olds at risk - In emergencies 18 to 21 year olds may access mainstream homelessness services, however they should be given priority access, and should be offered specific support for young people within 14 days
· 22/25 year olds at risk - Young people aged 22 to 25 are able to access mainstream homelessness services. However in many cases services specific to young people will be more appropriate.
Access for 16 and 17 year olds will often be on an emergency and immediate basis. The service will respond to requests for accommodation and support from the city’s Homelessness Team, by providing access to homeless 16 and 17 year olds in emergencies.

Arrangements must be in place to ensure that the needs of young offenders still in prison or young offenders’ institutions are appropriately assessed prior to entering the service. 

Both men and women can access the service, and it is important that both sexes feel safe in the building and surrounding environment.

The service provider must ensure access is maintained for people with physical and other disabilities, and that policies and practice meet the requirements against discrimination.
The Service Provider will be expected to provide a single referral gateway in to the service. This will include a named contact for referrals, and a telephone line staffed during normal office hours, at a minimum, but with clear out-of-hours processes for emergencies.

Profile of service users 

The service provider will deliver a housing related support service to a range of young people at risk, including young people with complex and chaotic needs. The service provider will be expected to engage key local agencies to deliver the additional support these young people need to progress. 

Young people at risk have a broad range of support needs which may be multiple and complex. The service provider will need to ensure they are able to manage people with differing needs, including offering a support service to people facing issues including:

· Mental health problems 

· Drug misuse (including intravenous drug users)

· Alcohol misuse

· History of offending

· Learning disabilities

· Physical disabilities

· Behavioural problems

· Multiple and complex needs

· Physical disabilities.

It is very likely that the service will work with intravenous drug users. In many cases, individuals will be in contact with drug agency services in the city. In other cases, this contact may need to be facilitated. For people with multiple and complex needs, there are a range of responses in the city. The service will be expected to work with all appropriate agencies in meeting the needs of these groups.

The service provider must meet the needs of service users from all ethnic and social backgrounds, including recognising and understanding cultural and religious differences. The service provider will arrange access to interpreting services, where necessary.

Levels of support

The service provider will at all times ensure sufficient numbers of staff are available to deliver the service throughout the year.

The service will be provided by appropriately experienced workers who have a high level of understanding of the specific needs of young people at risk. Support workers will have a set of key skills which include an ability to explain their role clearly, to value the contributions of other agencies and to engage with joint support planning. 

Staff will be trained in identifying specialist support needs and know the referral routes to other agencies.
Training will recognise the importance of ensuring all staff can work in a sensitive manner respecting differences, including cultural differences. 

All support staff will receive drug training. It is expected that at least one staff member will be trained to Tier 2 level to enable them to undertake assessments. 

All support staff will receive basic mental health awareness training. This will enable them to identify people who have needs related to their mental health and know how to refer individuals to specialist services.
The service will operate a drugs policy that ensures they are operating within the law, but that acknowledges that some young people will be using controlled drugs. This policy will enable people to disclose problematic drug use without automatic exclusion, and with confidence that a supportive environment, helping them to control their use, will be provided.

The staff team will be broadly representative of the client group in terms of gender, ethnic origin and age.

Every service user will have an agreed support plan within a maximum of two weeks of entering the service. The support plan will include realistic aims, the service user’s role and options for developing independence skills, and the support worker’s responsibilities. This will build upon relevant information from previous services used by the individual.

The service provider must move service users into appropriate accommodation and refer to relevant support services as determined by the assessment and support processes. This may include enabling service users to access accommodation through the Home Bid scheme, in the private sector or through other routes.

The service provider is expected to engage in wider forums for young people with stakeholders from other key agencies.

Lengths of stay

Support will be provided for up to two years for most service users. Any stays beyond this period must be agreed with the Supporting People team. Any changes to the expected length of stay will be set by the Supporting People team, in discussion with the support provider. For many young people, the most useful stay will be for less than two years. The support plan process will be designed to ensure optimum use of the service is achieved.
The service provider will work with service users to identify and access suitable move-on accommodation and support, where required. The service provider will share information with other support agencies to aid referrals and to ensure continuity of assessment and support planning processes. 

Service users will be given priority to the Accommodation with Support services and Young People Floating support where the service user moves into independent accommodation. 

Managing changing needs

If determined by the Supporting People team, the service will accept referrals from any other source, or modify service delivery to accommodate changing needs of service users.

Refusals of accommodation and support

Service users meeting the eligibility criteria above, including those in paragraph (…) will be eligible to be offered a service. However, there may be specific occasions where the service provider may refuse access. These will be kept to an absolute minimum. The specific occasions when access can be refused are:

· Where the service user will be ineligible for benefits. This covers only people without recourse to public funds.

· Where the service user has no identified housing related support needs…
· Where the service user is a clear and proven risk to staff or other service users, and where this cannot be managed by the service. This must be based on current knowledge of behaviour, and should not be based on information over one year old.

The service MUST NOT refuse to provide a service to people for the following reasons:

· Because they are in employment

· Because they do not yet have benefit arrangements in place

· Because they have no form of identification when first accessing the service. 

In these circumstances the service provider will be expected to work closely with benefit agencies to ensure the correct level of entitlement is received, and to make arrangements with the service user to ensure that any service charge/rent contribution required is made.  

The service provider will identify and manage risks. The service provider will undertake risk assessments at the point of referral, to assess the requirements of each individual, and risks to others accessing the service. This will incorporate information provided by referring agency about the individual. The service provider has the ability to manage the support and access arrangements within this contract to manage most risks.

Where the accommodation is provided by a separate landlord, the service provider will liaise with that landlord. The key responsibilities within this contract lie with the service provider. Where there are significant problems in achieving agreement, this must be reported to the Supporting People team.

Excluding service users

Service users will not be excluded for any length of time over one day without a risk assessment being undertaken. The service provider must assess risks posed to staff, service users and the service user of decisions to offer or refuse accommodation and support, as outlined within this specification. They must also include a plan for tackling these risks, to try to ensure the user can access the service as soon as possible. Where practicable, excluded individuals must be made aware of:

· The reasons for the exclusion

· How long the exclusion will last

· How to be readmitted

· Appeals process in place.

Exclusions from the service will be kept to a minimum and will be along clearly defined lines; these will be reported to the Supporting People team and other commissioners.

Ending the support

The service will have effective assessment tools to define when an individual is ready to move-on. These assessments should be clear and consistent, and should help the service user to move to the most appropriate accommodation. It is expected that all SP services for young people will agree a common assessment tool. 

The service provider is able to end the accommodation and support service for an individual when one of the following applies:

· Suitable move-on accommodation, with support where required, is secured

· Suitable move-on accommodation is secured as part of the support planning process, but is refused by the service user

· The limit to a stay is reached, and the Supporting People team refuse to allow an extension to the term of stay

· The service user leaves the service of their own accord

· The service user is unwilling to engage with the support provided, and all possibilities to engage have been explored

· There is a wilful and on-going failure to meet rent and service charges, or to work with the service provider to ensure benefits are claimed

· The risk to staff, other service users or the building is unmanageable. This includes where violence has occurred and where a threat of continued violence remains

· There is an anti-social behaviour order made against an individual which require a move to meet the requirements.

Evictions from the service are expected to be on an irregular and limited basis, and in agreement with the landlord – either on a case-by-case basis or through a general agreement. The service provider will work to keep these to an absolute minimum. Decisions will be consistent with a clear decision-making process in place. When eviction is necessary as an emergency measure (i.e. to occur inside a period of 48 hours from notice of eviction) and is a housing management decision, the grounds have to be such that the incident leading to this sanction requires the involvement of the police or another statutory service.

In all cases, a clear trail of intervention is required, showing actions taken, warnings provided, alternatives suggested and tried, and risk assessment undertaken. The risk assessment will include analysis of the risks to the individual involved, staff and other service users, and will cover the effects of any decision to allow the service user to stay, or be evicted.

All moves on from the service, including evictions, will be monitored and will be subject to analysis.

Appeals process

The service provider will put in place a process for managing appeals against a decision to exclude or end support. This will involve a senior officer, and will include the right of the service user to have an advocate. Management will regularly review decisions on excluded and evicted service users, and share information and findings with the Supporting People team on a quarterly basis.

The organisation’s appeals process will also be available to all service users. This must meet level B standards within the Quality Assessment Framework.

Quality and performance

All information collected will be used by the Supporting People team to understand the performance of the service. 

The Aims/Outcome section earlier in this specification identifies the expected outcome from each aim and how these will be measured.

Further specific targets will be set and agreed with the service provider once the service is in operation.

National Supporting People Outcomes Framework

The service provider will complete a Short Term Supporting People Outcomes Form for every person who leaves the service having received support for 4 weeks or more. 

This information will be used to identify the impact that the service has upon supporting service users to achieve the five core outcomes:

· Achieve Economic Wellbeing

· Enjoying and Achieving

· Be Healthy

· Stay Safe

· Make a Positive Contribution.
This information will be used to show performance against service specific outcomes. It will show performance in relation to other services, and to show continuous improvement.
National Supporting People Performance Workbooks

The service provider will complete a National Performance Monitoring workbook quarterly
The information from the workbook details the following Key National Performance Indicators and will be reported to the Department for Communities and Local Government:

· KPI 1 – Service users who are supported to establish and maintain independent living 

· KPI 2 – Service users who have moved on in a planned way from temporary living arrangements

The workbooks will also be used to report the following Service Performance Indicators:

· SPI 1 – Service availability

· SPI 2 - Utilisation levels 

· SPI 4 – Throughput.

This information will be used to show performance of the service. It will be used to show performance in relation to other services and to show continuous improvement.

Client Record Forms

The service provider will complete and submit a Client Record form for each service user.

Information from the record forms is reported to the Department for Communities and Local Government to inform the following Key Performance Indicator:

· KPI 3 – Fair access to people who are eligible for SP services
This information will be all be used to monitor people accessing the service to ensure that they meet service eligibility and priorities.  

This information will be used to show performance of the service. It will be used to show performance in relation to other services and to show continuous improvement.

Quality assessment framework

The service provider will meet the requirements of level C within the Quality Assessment Framework (QAF) in the six Core Objectives (see Appendix 3) from the start of the contract. The service provider will work to improve the service to achieve level B. The QAF will be monitored annually to a timetable set by the Supporting People team.

The six Core Objectives are:

· Needs and risk assessment

· Support planning

· Health and safety

· Protection from abuse

· Fair access, diversity and inclusion

· Complaints.
Contract Monitoring Visits

The contract will be monitored according to Southampton Supporting People Contract Monitoring Policy. 

This will include visits to the service to interview staff and service users. Information from these visits will be used to inform of progress against service outcomes.

There will also be annual contract meetings.
The service provider may be asked to provide the following information as part of the continuous performance monitoring and during the annual contract review:

· Performance Indicator Data

· Outcomes achieved

· Details of performance against the QAF six core objectives

· Equality Data

· Staff Numbers/changes

· Staff skills and training progress

· Induction and training provided to staff

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

· Number and nature of compliments

· Example of literature issued

· Updates in policies and procedures

· Examples of Service User records

· Accident reports

· Any investigation/disciplinary procedures
· Waiting list details

· Security information including CRB checks.

Performance Review meetings will be held on a regular basis (to be agreed between the Council and the Service Provider) and will take the form of a meeting between a contract monitoring officer and a nominated person of the provider. 
At least once a year, the performance of the whole contract will be reviewed as part of the Contract Review, as specified in the Agreement.

The service provider and the Supporting People Team will agree a process for monitoring the satisfaction of service users on a regular basis. 

Additional reporting 

The service provider will be required to report to the Supporting People team, as soon as it is practical to do so, on the serious incidents.

A serious incident is defined as:

a) An occurrence where a service user, a member of staff or a member of the public is attacked, has sustained serious injuries, or has sustained harm in other ways (e.g. through drug overdose)

b) All deaths in the service, regardless of the cause

c) Fire or any other incident which renders any part of the building uninhabitable.

Information for landlords

Social landlords are often required to provide information on the use of supported accommodation to the Housing Corporation. The service provider will liaise with the landlord agency (and/or the housing management agency) and will provide such information as is required to meet Housing Corporation requirements.

End of contract reporting

When a decision is made to end this contract, either at the end of the contract term or through a different process, the service provider will be obliged to inform the landlord agency and/or the housing management agency within one week of receiving the date of contract end.
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