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SUPPORTING PEOPLE PERFORMANCE MONITORING POLICY

(This policy is to be used alongside the SPI Business Process)

Introduction

Since April 2003 all support services in receipt of Supporting People (SP) grant have had Interim Contracts. As stated in these contracts, Providers are required to supply monitoring information so performance can be monitored against set criteria. The purpose of this policy is to give Providers clarity when completing the performance returns.

Performance information is required by the Office of the Deputy Prime Minister (ODPM) and provides the SP Team with up-to-date information on SP funded services in Blackburn and Darwen. Performance monitoring allows the SP team to work with Providers to achieve value for money from SP resources.

Performance monitoring forms a part of the overall service review process. This means that performance information will be one factor used in assessing the quality and overall value for money of the service provided. This will also be taken into account when considering if a new (Steady State) contract is to be issued.

We may also apply extra ‘local’ performance indicators for use with Steady State contracts. These are currently being developed.

The policy aims to:

1. Set initial targets for service performance

2. Describe performance monitoring processes during the interim period

3. Explain the outcomes of performance monitoring

4. Define the terms used in performance monitoring

1. Preliminary targets for Performance

The SP team will monitor performance against 6 criteria set by the ODPM. These criteria and their initial targets for performance within the Interim Contract (where applicable) are listed below:

	INDICATOR


	TARGET

	Availability
	90%

	Utilisation
	90%  

	Staffing levels
	95%

	Throughput
	No targets during interim period

	Departures
	No targets during interim period


During the Interim Period there are no performance targets for departures from services, throughput or length of stay. The information from these measurements will inform the service review process.

The six criteria listed above represent a baseline against which the SP Team will assess early performance returns. Different performance targets may be introduced for different client groups, and/or service types, to reflect the broad range of SP services. Targets will be set annually based upon the previous year’s information (see Appendix 2).

2. Local Performance Indicators

These are currently being developed by the Greater Manchester SP Practitioners Group and will be circulated to providers in the near future.  

3. Performance Monitoring Processes

Performance Information is collected under the terms of the Interim Contract on a quarterly basis at the end of each quarter.

Providers will be required to make returns using a performance workbook specified from time to time by the SP team. From April 2004 this is the ODPM’s “PPI 2004” workbook. 

Workbooks should be returned by e-mail where possible or by post were necessary. The SP team will send paper copies of workbooks to all providers who do not have e-mail or the required software. Providers are required to return this information within the submission dates at Appendix 3.

A reminder letter will be sent two days after the submission date to Providers who have not submitted a return. A further period of ten days will be given in order for the Provider to submit the return.

If the Provider still fails to submit the return, then the matter will be referred to the Contracts Officer or Supporting People Manager.  A decision will be made as to the next action to be taken.

If returns are made more than six weeks after the end of the period in any two quarters in one year, a meeting may be arranged with the SP team. This meeting will review the competence of the provider to continue providing a Supporting People service. This may lead to default proceedings in line with the Interim Contract (Clause 23).

Providers of alarm only schemes and sole traders are not required to complete the workbooks. All other providers must complete workbooks in line with this policy.

4.
Benchmarking

Individual provider performance will also be assessed against both local and regional and performance of other comparative services.

5.   
Outcomes of Performance Monitoring

We will keep the workbooks on the contract file. We will monitor the information supplied to identify trends, good performance or potential problems in performance. The information in the workbooks will also inform the service review process.

Providers will be required to supply a short written explanation if they have not met a service delivery target in any quarter. The SP team will monitor the replies and may arrange a meeting with the provider if:

· In the view of SP team, reasons given for missing performance targets need further discussion, or

· Performance targets are missed for two quarters in any 12-month period.

The purpose of the meeting will be to look for ways to solve any problems affecting the service. Each service will be treated individually, and performance will be judged accordingly. All performance meetings will be minuted. The minutes will be agreed with the provider and filed on the contract file.

The Contract Officer and the provider will agree a plan of action to improve performance. If performance does not improve despite the action plan having been completed, we may serve an early review notice. 

In cases where performance targets are not being met due to changes in demand for a service or any trends affecting the levels of the service, we may agree with the provider that the service should be adjusted to reflect this. Similarly, where staffing levels are below the target in any quarter, we reserve the right to adjust the payment accordingly. We will do this only after discussion with the provider.

We encourage all support providers to discuss issues affecting performance or the contract with us as early as possible. This will aid mutual understanding and lead to agreement at an early stage. We will offer guidance and support in complying with the requirements of this policy

6.
Data to Providers
Providers will be issued with data relating to their performance on a quarterly or annual basis.

APPENDIX 1

Definition of Terms

These terms have been defined using national guidelines and in response to local experience. The ODPM has not released guidance for defining the terms used in Performance Monitoring, but may do so in the future, therefore these definitions may be liable to change. 

Departures

Refers to service users who leave the support service.  A planned departure is one where the service user is moved in a planned way. 

Where an individual moves into hospital or custody and continues to pay rent for their accommodation the move should not be counted as a departure until such time as the tenancy is deemed terminated. 

Sheltered housing providers should only record departures when a tenancy has been terminated. 

Where a service user in receipt of floating support decides that they no longer need support and has established independence the outcome should be recorded as “completed a programme of support and no longer needs the service”. Where the service user still requires support to remain independent but contact has been lost, then the outcome should be recorded as “lost contact”.

Interim Contract 

Means the Agreement between the provider for the provision of housing related support services. Interim contracts will last from 1 April 2003 until the service is reviewed.

Length of stay

For accommodation based services this refers to the lengths of stay of service users who remain in the service and those who have left during the quarter.  For floating support services the length of stay relates to the length of time that a service users has been receiving support. Sheltered housing services are not required to supply this data. 

Service Availability (Accommodation-based services)

Refers to the number of units or bed spaces available for letting during the period. Bed spaces should be recorded as not available to let for the following reasons:

· They require or are undergoing major repairs or improvement works 

· To allow time to the family of a deceased tenant in which to remove possessions (this period may be up to 4 weeks)

· Occupation by someone without a legal right to remain, who cannot be removed without a court order

This should not include units awaiting redecoration or minor repairs. 

Service Utilisation/Occupancy (Accommodation-based services)

A bed space will be considered “occupied” as long as a tenant has a legal right to occupy the premises. The unit should be recorded as not occupied from the day that the tenancy is officially ended. If a unit is “abandoned” it is still occupied for the purpose of Performance Monitoring until the notice to quit has expired. 

Service Utilisation (Non accommodation-based services)

Support provided in non-residential services should be recorded in relation to the number of service users supported. If a service user receives support (or is able to receive support) in every week then this should be recorded as 91 days of support provided. Support for non-residential support services need not always consist of face-to-face contact. In some cases support may be provided by means of contacting other agencies on behalf of the service user. For the purposes of this exercise, if there is no face-to-face contact with a service user for 4 weeks the support should no longer be considered active.  

At present this monitoring system does not record the number of hours support provided to each service user. Some of this information will be required at the time of service reviews. Future monitoring processes may be designed to include ways for service providers to report the number of hours spent with each service user.

Sole Traders

Sole traders are individual support providers who are not working for a charity, housing association, limited company or other type of organisation but are working for themselves, often in their own home, and not employing any housing related support staff. Examples of sole traders are supported lodgings or adult placements where there is no overarching organisation.

Staffing Levels - Service Based Staff

Expected levels of staff provision will be agreed between the SP team and the service provider. All time worked by dedicated service based staff on SP duties should be included in the returns for each service.  This will include hours worked by front line staff, staff providing waking cover and direct managers of front line staff. Hours recorded should include work in administration, training and other activities relating to the provision of support of SP projects along with face-to-face contact. Time spent on housing management or care must not be recorded. Senior management staff will not be included for the purpose of these returns, which are aimed at assessing actual support provided and not about defining costings for individual services.  

Throughputs

Refers to the number of service users who have received support during the quarter. Service users who have left the service should be recorded as well as those who remain.  Throughput in sheltered housing should only record tenants who have left the service. 

APPENDIX 2

SERVICE PERFORMANCE INDICATOR REPORTING PERIODS 

2004 / 2005

	QUARTER
	                START
	FINISH



	1ST QUARTER
	Monday 5th April 2004
	Sunday 4th July 2004

	Deadline for submission of return:  16th July 2004

	2ND QUARTER
	Monday 5th July 2004
	Sunday 3rd October 2004

	Deadline for submission of return:  18th October 2004

	3RD QUARTER
	Monday 4th October 2004
	Sunday 2nd January 2005

	Deadline for submission of return:  18th January 2005

	4TH QUARTER
	Monday 3rd January 2005
	Sunday 3rd April 2005

	Deadline for submission of return:  14th April 2005


2005 / 2006

	QUARTER
	                START
	FINISH



	1ST QUARTER
	Monday 4th April 2005
	Sunday 3th July 2005

	Deadline for submission of return:  15th July 2005

	2ND QUARTER
	Monday 4th July 2005
	Sunday 2rd October 2005

	Deadline for submission of return:  17th October 2005

	3RD QUARTER
	Monday 3th October 2005
	Sunday 1st January 2006

	Deadline for submission of return:  17th January 2006

	4TH QUARTER
	Monday 2nd  January 2006
	Sunday 2rd April 2006

	Deadline for submission of return:  14th April 2006


APPENDIX 3

SERVICE PERFORMANCE INDICATOR BENCHMARKING

AVERAGE PERFORMANCE FIGURE 2003 / 2004
	PRIMARY CLIENT GROUP
	AVAILABILITY
	UTILISATION
	STAFFING

	Ex Offenders or People at Risk of Offending
	98.00%
	91.00%
	94.00%

	Frail Elderly
	100.00%
	99.00%
	100.00%

	Generic
	N/A
	82.00%
	91.00%

	Homeless Families with Support needs
	100.00%
	83.00%
	97.00%

	Older People with Support Needs
	100.00%
	94.00%
	92.00%

	People with a Physical / Sensory Disability
	100.00%
	84.00%
	79.00%

	People with Drug Problems
	100.00%
	92.00%
	94.00%

	People with Learning Disabilities
	99.00%
	94.00%
	98.00%

	People with mental Health Problems
	100.00%
	92.00%
	95.00%

	Single Homeless with Support Needs
	96.00%
	84.00%
	95.00%

	Women at Risk of Domestic Violence
	100.00%
	85.00%
	97.00%

	Young People at Risk
	72.00%
	74.00%
	90.00%

	Across all Providers
	99.00%
	92.00%
	95.00%
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