ITT DRAFT


DOCUMENT ONE

SPECIFICATION FOR: Floating Housing Related Support Service for Refugees in Plymouth.

1. BACKGROUND

The purpose of this floating support service for refugees is to prevent homelessness amongst refugees, satisfy some of the needs identified in the Government paper ‘Integration Matters’ – particularly with reference to the Sunrise Project targets; the Plymouth Asylum Seekers and Refugees Policy Action Plan 2004 – 2005 – particularly with reference to the housing related needs; the Regional Strategy for the Integration of Refugees and Asylum Seekers in the South West Region 2005 (Draft).  

2. PURPOSE

The common theme running through these is the need for housing related support services that help a refugee at significant stages in their journey towards integration and avoid homelessness.  

· An holistic approach toward the assessment of need at the moment of refugee status being confirmed.

· An effective system for signposting non-housing related need to other agencies.

· Assistance to obtain and secure long term housing.

· An effective advocacy role in helping the person through the various administrative and often ‘strange’ new processes that need to be embarked up.

· On-going support to assist the person to become safe/secure in their home.

· On-going support to assist the person to become confidence to manage the continuing processes of maintaining their home.

· On-going support to assist integration into the community of Plymouth.

· Help to engage with intellectual, social and leisure activities that will further assist this integration and enhance the sense of self-actualisation.

Some of these needs will be met by short-term intervention and others will benefit from support provided over a period of 2 years and beyond.  This will depend on the effectiveness of the service, the response by the wider community and the personal level of need of each person.

2; PERFORMANCE REQUIREMENTS

The performance of the service will be measured by:

Key Performance Indicators

% Of service users who have established independence

% of service users who have established long term housing

Number of people accessing the service

Fair access to supporting people services

Service Performance Indicators

% Of service users other support services 

% of service users signposted to and engaging with intellectual, social and leisure activities that enhance their sense of integration.

Cost per successful outcome

Time between NASS notification of decision and start of service provision

Service user satisfaction on leaving the service

Strategic Indicators

% Of service users accessing service as a % of asylum seekers receiving positive decisions

3; DELIVERY REQUIREMENTS

Eligibility: 
Refugee status

Need for housing related support (as defined in SP eligibility criteria)

Access:

Self-referral, professional referral, friend and family referral (with the person’s agreement), inter-agency referral (with the person’s agreement.)

In the event that need over-takes provision then a prioritising system based on highest degree of vulnerability should be put into operation.

4; SERVICE DETAILS

Levels of Support

The service provider will at all times make available sufficient numbers of staff to deliver 120 hours of support per week

The service should be provided by appropriately qualified/experienced workers who have a high level of understanding of the specific needs of refugees in Plymouth.  

Where staffs are less qualified/experienced then the service should provide training and supervision to develop the necessary skills.

An on-call system will be in place out of hours for Service Users and Council staff 

When and where the services are to be provided

The service will be available between 8.30am – 5.30pm every weekday of the year.(excepting official holidays)

The service should be available in all areas of the unitary authority of Plymouth.

The service should provide some instant access to support for refugees, but this could be available on a part/week basis.  And for this purpose some city central resource will be important.

Units of service / volumes

The service should provide support to a minimum of 40 people at any given time, who are refugees (both single people and people with responsibility to their families.)

Weekly frontline support hours for this contract are 120.

(Contact hour = all hours spent directly on providing a service for a client – to include work for the client when the client isn’t present, but not to include other administrative tasks associated with managing the organisation.)

Support Planning

The service should provide well-planned and structured support to refugees.

The service should, in collaboration with the service user, carry out detailed assessments of need within 7 days of entering the service.

Thereafter needs will be reviewed periodically on a consistent and systematic basis

The service should, in collaboration with the service user, carry out detailed assessments of risk within 7 days of entering the service

Thereafter needs will be reviewed periodically on a consistent and systematic basis

The service should, within 21 days and in collaboration with the service user, develop an effective support plan, which is specific, measurable, agreed, realistic and timed.

The service should, in collaboration with the service user, carry out regular reviews of the service offered and adjust the support plan to meet changing need.  A minimum of 6 monthly reviews are required.

Key Tasks

To take a leading role in the development and sustainability of a coordinated move-on package in collaboration with other agencies. To provide housing related support within the SP eligibility criteria to assist refugees in the city to establish and maintain their homes.

To assist refugees in achieving a sense of integration within the city by providing housing related support within the SP eligibility criteria (see appendix 3) and signposting to other services as needed.

To liase with and develop housing opportunities within all housing sectors i.e. Plymouth 
City Council, Registered Social Landlords and Private Sector and to contribute to solutions to resolve unmet need.

As part of this work to act as an advocate or help the person self-advocate to resolve problems that will have negative impact on the stability of their housing and to access the services which will lead to the achievement of their full-potential and their integration.

To contribute to the development of an effective referral mechanism within which agencies in the city can share information and subsequently collect data on outcomes for service users.

To collate material, which will help us, all better understand level of need amongst refugees in the city.

To carry out effective monitoring of service users to help us all better understand the make up, needs and factors that will impact on outcomes.

To provide Interpretation services, including producing literature in other languages as required.

To liaise with other organisations providing services to refugees in order to help develop effective and efficient practices, which will optimise the effectiveness of all services in Plymouth.

To provide information and advice to asylum seekers on realistic options for permanent housing once they receive refugee status.

The service provider with the service user complete a client record form on entering the service and submit it monthly to St Andrews

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

Discharge of Service Users 

The Supplier can discharge service users when one of the following apply:

The risk to workers is considered un-manageable

The service user is un-willing to engage in the support being offered

During a structured review it is recognised that a different service or no further service is required 

Where the Supplier discharges a service user but assesses that the service user remains vulnerable then referral will need to be made (with the service user’s agreement) to another appropriate organisation. 

5; QUALITY REQUIREMENTS

The service should ensure that equality legislation is adhered to in all its practices.

The service should ensure that it has a system to both inform and protect service users from abuse.

The service should operate within Health and Safety legislation

The service should have an effective system for managing complaints, responding to complaints and enabling service users and staff to register and receive outcomes to complaints. All complaints received should be notified to the Council

All service users will be provided with a service welcome pack within 24 hours of accessing the service

The service provider must make every effort to ensure clients cultural and religious needs are met including providing local information on religious and cultural activities

All service users will be expected to complete an exit interview on leaving the service

The service provider will assist the Council in completing an annual client satisfaction survey

6; MANAGEMENT INFORMATION 

The supplier at Performance Review meetings or during quality visits should provide the following information:

· Staff Numbers

· Staff changes

· Staff skills and training progress

· Induction and training provided to staff

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

· Number and nature of compliments

· Example of literature issued

· Updates in policies and procedures

· Examples of Service User records

· Examples of staff files

· Accident reports

· Any investigation/disciplinary procedures

· The number of high dependency Service Users

· The number of packages of care terminated and the reason 

Performance Review meetings will be held on a monthly basis and will take the form of a meeting between a Contract Monitoring Officer and the registered person of the supplier. Quality Visits may be planned or unannounced

The supplier will provide the following management information electronically on a quarterly basis:

Data, which illustrates the outcomes for each service user 

The contracted number of service users supported 

The contracted number of hours contact 

Numbers of service users signposted and accessing other services

Service user satisfaction levels of those who have left the service
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