Very Sheltered Housing

Operational Agreement

between

Pennine Housing 2000 Ltd and Calderdale MBC

1.
INTRODUCTION

Pennine Housing’s “very sheltered housing” schemes offer older people, their own home, together with care and support services. As these services are provided by dedicated on-site teams, based within the schemes, very sheltered housing is able to help older people, who are more dependent, the opportunity to continue living independently within the setting of their “own home”.

The schemes have been developed as part of the joint strategic plan between the Company (Pennine Housing 2000) and the Council (Calderdale MBC) to extend the range of options available for older people, within the context of a wider spectrum of housing, health and social care provision. 

Appendix 1 provides details of Pennine Housing’s very sheltered housing schemes to which this agreement applies.

2. PURPOSE OF THE OPERATIONAL AGREEMENT

The intention is that staff from both organisations, work together as one team. This requires achieving a balance between clarifying respective roles and boundaries on the one hand whilst ensuring that tenants receive seamless, flexible, responsive and customer-focused services on the other.  

The purpose of this document therefore:

· sets out the core commitments which underpin the service, to which both Pennine Housing (as owner of the scheme and provider of scheme management and support services) and the Council (as the care provider) are “signed up to”. This provides the basis upon which both organisations will work together to provide high quality services to Pennine’s tenants

· provides an operational framework for staff by clarifying expectations 

at the interface between the two organisations. 

Detailed operational procedures are contained in the Procedure Manual held at each scheme. Appendix 2 summarises the contents of the Procedure Manual.

3. OTHER AGREEMENTS

Copies of this agreement and the other agreements listed below will be held on the Master Policy File at each scheme.

· Management Agreement - This sets out the respective roles and responsibilities of each of the partners, outlines what should be done in the event of a dispute between the parties and how the Management Agreement can be terminated. 
· Service Specification – detailing the services provided by Pennine Housing 2000 and Calderdale MBC Social Services 
· Licence Agreement – sets out the basis upon which the care staff occupy and use the rooms in the schemes.
4.
PARTIES TO THIS AGREEMENT  

Pennine Housing 2000 Ltd is a Registered Social Landlord. Pennine Housing is the “senior” partner of the very sheltered schemes as it owns the schemes and has a long-term presence and investment in them.  

Calderdale MBC’s Social Services is the provider of the domicilary care service, meeting the planned care needs of the tenants, within the setting of their own home.    

5.
AIMS AND OBJECTIVES OF THE SERVICE

Our vision for our very sheltered housing service is to make sure that  frailer/elderly people are able to have an independent life, a good and ordinary life, in their own home, with the help they need to be able to do so. 

Within the wider strategic context, the service aims to:  
· Increase the choices available to older people as part of a wider range of housing and social care services

· Provide independent housing, together with care and support services which promote independence, quality of life, a home for life (for most people), within a safe, secure and supportive environment. 

· Provide flexible services, tailored to individual needs and responsive to changing needs;

·  Enable older people to continue having control over their own lives , with service provision reflecting choices, preferences and wishes

· Provide a resource which is accessible and welcoming to older people in the wider community,  

· offer a value-for-money choice for older people.

The aims are summarised below. These should be promoted to both staff and customers in this format as it helps to promote the outcome-focused nature of the service. These are to ensure that tenants have:

· A good quality of life

· An independent life

· A home for life (for most people)

· An enjoyable life

· High quality services

Appendix 3 provides further details of these aims, together with their associated key objectives and values.

Whilst it is crucial that all staff working in very sheltered housing have a sound understanding of these aims, objectives and values, it is particularly important that these are translated into working practices. Unless these are actually put into practice by all operational staff, the service will not effectively achieve its aims. 

Appendix 4 provides guidance about putting these aims, objectives and values into practice. 

6. WORKING IN PARTNERSHIP

Effective partnership working is crucial to the success of the service. By bringing together a group of people (Pennine Housing’s team and Social Services Care team), who have a mix of perspectives, knowledge, skills and experiences and a genuine wish to achieve a common goal, then good outcomes for tenants of the service will be achieved and new solutions found. 

However, to make it happen in reality, all staff must ‘sign up to’ and, more importantly, put into practice the key components of partnership working. 

The values listed below are essential to making it happen

·  “can do” approach

· one team culture

· trusting

· open and honest

· willing to share information

· willing to share risks

· understanding each other’s perspectives

· clear and regular communication 

· discussing, planning and doing together

· flexible 

· open to diverse and creative solutions

· learning from each other

· bringing together each others ideas, skills and knowledge 
· and above all, customer-focused 
7.
STAFFING STRUCTURE 

As mentioned at section 4, Pennine Housing is very much the public face of the very sheltered housing service. This gives Pennine Housing accountability for, and interest in, ALL services provided, including those that go beyond the services for which Pennine Housing is directly responsible.

On this basis, there is a need for Pennine Housing to oversee and monitor the quality of all the different services provided to tenants of the schemes. This responsibility lies with Pennine’s Scheme Manager. 

The diagram overleaf clarifies the staffing structure at the scheme level. 

Further details of specific roles and the interface arrangements between the teams are outlined at paras 12-14. 








- - - - 
Indicates the overseeing and monitoring responsibilities of Pennine Housing’s Scheme Manager. This does not imply direct management responsibility as this rests with the Home Care Manager.

Full details of current staffing arrangements can be seen at Appendix 5.

8.
SERVICE OVERVIEW
For clarity, the services are summarised below:

On-site services:

· scheme management 

– 
Pennine Housing 2000 

· housing-related support

-
Pennine Housing 2000 

· cleaning 




-
Pennine Housing 2000 

· domicilary care



–
Calderdale MBC Social Services 

Off-site services:

· care line alarm



-
Caldercare Line (NHS Direct)  

· out-of-hours response

-
Caldercare Line (NHS Direct)  

· out-of-hours care


-
Calderdale Social Services

· out-of-hours repairs


-
Pennine Housing 2000 

· care-taking 



-
Pennine Housing 2000 

· concierge Rapid Response

-
Pennine Housing 2000

(building-related emergencies)









Ancillary Services

· meals provision (commissioned by Pennine Housing ); provided by local catering companies

· window cleaning (communal areas) – arranged by Pennine Housing via local contractors  

9. JOINT MANAGEMENT GROUP

This group comprises representatives from both Pennine Housing 2000 and Social Services

The group will report to Senior Management of its respective organisations.

Its overall purpose is to:

· oversee the performance of all aspects of the service thus ensuring the service effectively meets the service aims, objectives and values and 

· be the main driver for continuous improvement of the service, provided to Pennine Housing’s tenants. 

Full details can be seen at Appendix 6 (JMG - Terms of Reference)

10. LOCAL LETTINGS POLICY - ELIGIBILITY AND ALLOCATIONS PRINCIPLES
Staff must ensure that the local lettings policy that sets out the eligibility criteria and framework for allocations for very sheltered housing is applied in such a way that it is fair and equitable, transparent and that decisions are consistent. Information on the policy must be made available to any applicant, should it be requested, and decisions made by the Joint Allocations Panel clearly documented for accountability purposes.

Access to the service will be open to all older people whose needs meet the assessment criteria. In the context of very sheltered housing, the term older people refers to individuals who are 60 years or older. In exceptional circumstances, people below this age will be considered. 

Eligibility is based upon:

· Housing needs

· Housing-related support needs

· Care needs

The Joint Allocations Panel will be used as the mechanism to make decisions on applications. These meetings must take place promptly to minimise void times. 

The Joint Allocations Panel will comprise of equal representatives from each organisation, with arrangements in place for other appropriate staff to deputise when necessary. The membership details are, as follows:

Pennine Housing – Scheme Manager (Assistant Scheme Manager to deputise)

Pennine Housing – Housing Officer (Senior Housing Officer to deputise)

Social Services – Adult Care Team Manager (another ACTM to deputise)

Social Services – Home Care Manager (another HCM to deputise)

Pennine Housing’s Scheme Manager will have responsibility for arranging meetings and chairing the JAP. S/he will also ensure that minutes are kept, including clear recording of decisions.  

The Scheme Manager will provide the Joint Management Group with summary reports of allocation decisions and reasons for terminations so that the JMG can oversee this aspect of performance.

The JAP will aim to work collaboratively and seek to make decisions by consensus. Pennine Housing does reserve the right to make the final decision on allocations should the Panel be unable to reach a consensus. The Chief Executive (or nominated Officer) of Pennine Housing reserves the right of veto on all decisions made by the Panel. 

Full details of the local lettings policy which sets out the eligibility criteria and framework for allocations can be seen at Appendix 7.

Details regarding the detailed procedure for allocations are contained in the procedure manual. 

11.
ASSESSMENTS

The Scheme Manager will visit applicants to establish their housing circumstances and their housing support requirements. The visit is also to provide the applicant with full details about the service and its boundaries thus ensuring that the applicant has a proper understanding of the service. The applicant is therefore able to make an informed choice about whether to progress with their application for very sheltered housing and the Scheme Manager is able to provide, at least initial advice as to whether they are eligible to apply. 

The Assistant Scheme Manager will undertake these visits in the Scheme Manager’s absence.

(A copy of both the housing application form and the Initial Support Assessment form can be seen at Appendix 8).
Care assessments will be carried out by Social Care Assessor (based in the Community teams), in line with “Fair Access to Care Services – Eligibility criteria” (a copy of which can be seen at Appendix 9) and the associated guidance provided to SCA for very sheltered housing (see Appendix 10). 

A summary of both the care plan and the support plan should then be sent to the Care Line provider, subject to the tenant’s consent, by the Assistant Scheme Manager. 

Once settled in, there should then be a joint approach to ongoing care assessments and support planning, albeit these are guided by different procedures. Support plan reviews are undertaken six monthly (or earlier if requested/necessary) whilst care plans are reviewed annually (or earlier if necessary) by the Social Services Reviewing Officer. 

However, in view of the move towards the “Single Assessment process”, the JMG is tasked with reviewing these assessment arrangements, and this agreement will then be updated accordingly, bearing in mind the need for tenants to be given the opportunity to discuss any concerns or issues with their care provision, in confidence, with Pennine staff as part of their support plan review.

12. STAFFING ARRANGEMENTS – PENNINE HOUISING

 Pennine Housing – Scheme Manager’s Role

As mentioned above, the Scheme Manager is Pennine’s representative of the “public face” of the service, and, as such, has responsibilities for overseeing all aspects of service provision. Therefore, although not a direct manager of all the staff working in the service, Pennine’s Scheme Manager does have a duty and right to:

· Be kept informed so that s/he has an overview of what is happening in the schemes

· Be informed of all complaints (unless there is a conflict of interest which would then require the Sheltered Services Manager to be informed)

· Oversee all complaints from an operational perspective, ensuring that lessons learned are considered and implemented as part of continuous improvement of the service  

· Ensure that the services in the schemes are delivered in a co-ordinated, seamless way

· Monitor the services which tenants receive

· Advocate on behalf of the tenants 

The Scheme Manager will fulfil this function in a spirit of collaboration, mutual respect and understanding.

The Scheme Manager works Monday – Friday, 9am – 5pm. The key responsibilities of the Scheme Manager’s role are outlined below:

· Overall management of the schemes, on an operational level

· Ensuring Assistant Scheme Manager cover

· Regular liaison with all staff on the schemes, including joint meetings and effective communication

· Lead on allocations 

· Consultation and involvement of tenants and relatives

· Ensure compliance with all relevant policies, procedures and standards by all operational staff

· Provide housing support to tenants in the absence of the Assistant Scheme Manager  

· Liaison with other key partners and stakeholders

· Co-ordinate joint training  for staff, in line with agreed joint training programme  

· Lead on identifying, planning and implementation of service improvements, at the operational level

· Developing links with the local community, including diversity, inclusion and promotion of the scheme as a community resource. 

In the absence of the Scheme Manager, then the Assistant Scheme Manager will deputise on day-to-day matters. 

A copy of the Scheme Manager’s job description can be seen at Appendix 11.

Pennine Housing – Assistant Scheme Manager’s role 

The Assistant Scheme Manager represents Pennine Housing’s fulltime front-line staffing presence on scheme. The overall role of this post is to provide housing-related support to tenants of the scheme and to manage day-to-day activities. The Assistant Scheme Manager is also based in the scheme, 9am-5pm (Mon – Friday) although may be absent on occasions eg if required to attend a meeting. 

The key responsibilities of the Assistant Scheme Manager are outlined below:

· Day-to-day housing-related support to tenants, in line with individual requirements as set out in each tenant’s support plan

· Liaison with other Agencies to enable tenants to receive the help they need to maintain their independence and have a good quality of life

· Day to day management of the scheme and all its facilities

· Maintaining the building and ensuring a safe, secure and supportive environment, both for tenants and the staff who work there

· Responding to emergencies during working hours

· Facilitating links with the local community and other agencies

· Facilitating social activities and events 

 A copy of the Assistant Scheme Manager’s job description can be seen at Appendix 12. Further guidance about the role is also contained in “support planning guidance” at Appendix 13.

If both the Scheme Manager and the Assistant Scheme Manager have to leave the scheme during working hours eg for training, meetings and other short-term absences, then the Home Care Team Leader will be advised and will deputise during this period.

During periods of longer absence ie leave, sickness etc, the Scheme Manager will cover for the Assistant Scheme Manager or arrange for an alternative ASM to cover. This is to maintain a “Pennine presence” in schemes throughout the working week and to ensure that the standards of the housing support service are consistently and reliably provided to tenants.

The Home Care Team Leader should be kept fully informed of cover arrangements at all times.  

13.
STAFFING ARRANGEMENTS – SOCIAL SERVICES

The Council’s Social Services Department are responsible for providing personal care and personal support to tenants of the scheme, in accordance with tenants’ assessed care plans. The “core” hours that the care team will be on site are from 7am – 10pm, 7 days/week. The care team will respond flexibly and responsively to meet both planned needs, the needs of the overall service and emergency situations, and if appropriate, arrange for a care plan reassessment if a tenant’s needs exceed their current care plan.

Duties of the care staff include the following:

Personal care of tenants, including assistance with washing, dressing, using the toilet, supervision of medication and getting in and out of bed

Tenants’ laundry

Preparation of meals

Minor household chores

Shopping

Other tasks to maintain independent living

All care and related tasks must be offered and provided in such a way that promotes the independence of tenants.

The Home Care Team Leader will co-ordinate the care team resources

The Home Care Manager will oversee the delivery of the care service and will be available at the scheme on a regular basis.

The care staff will also provide additional support to tenants free of charge to Pennine Housing. This includes:

· Assisting tenants who choose to use the mid-day meal service to and from the dining room 

· Assistance with the heating and serving of lunchtime meals to tenants

· And to individual flats where this is the tenants’ preferred choice

· Assistance with social / leisure events, including helping tenants to attend and join in, assistance with personal needs which arise during the events

It is the responsibility of Pennine staff to facilitate, encourage and promote social activities, both by tenants themselves and with the assistance of other Agencies. Whilst it is not the responsibility of the care staff to initiate or organise such activities, the care staff will be welcome to assist in running activities, if their other duties permit.

A copy of the Home Care Team Leader Job Description can be seen at Appendix 14; and the Home Care Assistant Job description at Appendix 15. 

14.
WORKING RELATIONSHIPS – LIASION AND COMMUNICATION BETWEEN THE TEAMS

The key to providing a quality service is effective working between all staff on site. The Scheme Manager will ensure that staff from both teams communicate effectively and work together in line with the principles of partnership working as set out in section six above. Communication arrangements include:

· liaison between the Assistant Scheme Manager and the Home Care Team Leader, at least on a daily basis so that each is aware of what is happening at the scheme; and for daily planning 

· Communications book, kept in the Assistant Scheme Manager’s office, in which events regarding the building will be recorded by one party and responded to by the other

· weekly meetings with the Scheme Manager, Assistant Scheme Manager and Home Care Team Leader to discuss operational matters

· monthly joint meetings between Scheme Manager and the Care Team to share matters of concern 

· Regular liaison between the Scheme Manager and the Home Care Team Manager 

· Service updates to the Joint Management Group.

Appendix 16 summarises the team meeting arrangements 

It is envisaged that the majority of issues can be resolved at the operational level by Scheme staff of both organisations, facilitated where necessary by the Scheme Manager. Complex operational issues which cannot be resolved by the Scheme Manager or policy-related issues or proposals for service improvements should be referred to the JMG, as set out in the Terms of Reference  

All staff should also have a good understanding of the systems in each scheme and arrangements for dealing with faults / emergency repairs. The Scheme Manager will ensure that all staff are trained in the use of systems and associated procedures as part of staff induction and refresher training.

15.  THE CARE LINE CALL SERVICE 

The care call system handset, provided via Calder Care Line, provides a 24 hour communication and monitoring service to tenants, 7 days per week, 365 days per year, accessed through the tenant’s own home.

The Assistant Scheme Manager will hold the handset when on site (Mon- Fri, 9-5). Where a “care” response is required, in an emergency, during the hours that the Assistant Scheme Manager is on site, the Care team will be contacted in line with emergency response procedures. 

When on site, the Assistant Scheme Manager is the first port of call for visitors.

16.
ASSISTANT SCHEME MANAGER ABSENCE AND BUILDING COVER

Calder Care Line monitoring service is responsible for calls when Pennine staff are both off site, including the co-ordination of building-related emergencies

In the event that both Pennine staff have to leave the scheme during the day, then the ASM will make arrangements for CCL to cover or, with prior agreement, with the Care team.

The ASM or the Scheme Manager will ensure that care staff and tenants are notified of all planned absences through use of communication book, newsletters, notice boards, meetings etc as well as informal methods.

When the ASM is absent (through leave, sickness etc), the Scheme Manager will provide cover for the scheme

Out-of-Hours   

During the hours that Pennine staff are not on duty ie after 5pm, at weekends and Bank Holidays, the CCL service will be responsible for co-ordinating calls, including building-related emergencies.

If the call requires a care team response, then CCL will contact the on-site Care Team during their working hours (7am-10pm). 

For care and support emergencies which occur when the Home Care team are not on site (after 10pm) then CCL will arrange for either the CCL Mobile Response Team to respond or the Social Services Emergency Duty Team (whatever is most appropriate for care-related emergencies) or indeed, other emergency services/contacts eg GP, Ambulance service, relatives/next of kin etc. 

If the problem is a “building-related” one, then the Care Line Provider will ascertain who is most appropriate to contact -  either Pennine’s Emergency Repairs Service (Pennine Direct)  or Pennine’s Concierge Rapid Response Team who are available 24 hours to co-ordinate emergency responses, including liaison with contractors and other emergency services eg for Fire Alarms, Lift emergencies, door entry emergencies, Fire Service, Police, etc

The Care Line provider will “hand back” the scheme to Pennine staff when they return to work, at 9am the following working day.  

The Care Team will be included in training (both at induction and refresher training) for equipment on the scheme and provided with relevant technical information to enable them to do simple trouble-shooting, for example, resetting the fire alarm in the absence of Penine staff.

17.  STAFF TRAINING AND DEVELOPMENT

The development of the workforce in very sheltered housing is crucial to ensure that staff have:

· the right skills and attitude

· a sound understanding of the service values, aims, objectives and culture

· are able to be responsive to change and development

As part of the commitment to partnership working, a joint training plan should be drawn up, based on both the above and any individual training requirements as identified in individual Personal Development reviews / staff supervision and appraisal meetings. This joint training plan will complement the specific training requirements of each organisation.

The Scheme Manager, together with the Home Care Manager, will draw up the plan and report to the Joint Management Group including progress reports.

Staff of the Care Line Provider should also be included where appropriate.

Appendix 17 provides further details including the joint vision for workforce development.

18.
CONFIDENTIALITY AND INFORMATION SHARING
An ethos of information sharing, rather than compartmentalising, will prevail at the schemes.

Care and support plans will be routinely shared, between care staff and Pennine staff. 

However, tenants’ rights to confidentiality will be respected and if objections are raised by a tenant, then information should not be exchanged unless in particular circumstances, as set out by each organisation’s confidentiality policy. Tenants should be advised that the non-exchange of information between the parties, or other relevant agencies, may have implications for the delivery of care and support and the possible consequences should be explained.

Each organisation will hold its own records under lock and key. Neither party should access these records without the explicit consent by the other.

Tenants should be assured that all staff will respect confidentiality at all times and respect information about tenants.

Staff must only ever exchange information in private and only for the purposes of ensuring effective care and support services are provided. and never discuss one tenant’s issues with another tenant 

 The care line provider should be provided with summary information on both support plans and care plans to enable that service to provide an effective complementary service.   

Staff must maintain compliance with respective confidentiality polices and procedures at all times.

19.
CONTACT WITH TENANTS

In terms of the support provided by Pennine staff, this should be agreed with each tenant on an individual basis and clarified within the tenant’s support plan i.e. the offer of a daily weekday personal visit by Pennine staff or other preferences eg number of visits or different means of contact e.g. via the care call system or “out and about” in the scheme.

Support plans will be undertaken within a week of moving in, to full completion within three months. Thereafter, reviewed six monthly or earlier if needs change, or at the tenants request

Given the vulnerability and frailty of tenants within very sheltered housing, some tenants may also require additional support, on a responsive basis with Pennine staff, over and above the planned arrangements within the support plan. Pennine staff will respond to such calls (or the Care Line provider out-of-Pennine staff hours), to provide any necessary reassurance and support that the tenant requires.

In terms of the contact arrangements with the care team, this will be agreed with each tenant as part of their Care Assessment and will be clarified in the tenant’s individual personal care plan. Generally, contact with the Care team will be on a planned basis, although emergency responses will be provided by the Care team, in line with procedures. This ensures a responsive and flexible service whilst maintaining the quality of planned care to all tenants.

20.
INVOLVEMENT OF TENANTS

Support planning provides an opportunity for tenants, on an individual basis, to “have a say” about all aspects of the service. However, there are other mechanisms in place to ensure that tenants, and their relatives, carers, advocates etc are encouraged to have a say, give comments, feedback and be actively involved in the services. These include:

· Monthly coffee morning consultation meetings

· At social events

· Monthly scheme newsletters

· Information on notice boards

· Posters. leaflets advertising events etc

· specific consultation meetings

· Pennine’s feedback  procedures - for complaints, comments and compliments 

· via Pennine staff providing a “listening ear” as part of the support service. 

· Social Services complaints procedure

21. SOCIAL ACTIVITIES, EVENTS AND LEISURE ACTIVITES

Pennine staff are responsible for facilitating activities in the schemes. This includes encouraging tenants to organise activities, co-ordinating  volunteer help, consulting with tenants about the developing the range of activities, building links with other organisations. Staff also need to ensure that the needs of individual tenants are catered for so that all tenants have fair access; and that the nature of activities are diverse and inclusive, taking into account particular needs, including cultural and religious requirements.

The Care team will assist those who require to get to activities as well as helping them to join in and to help with any personal needs that may arise during events

Events should be arranged in such a way and at times which make it most practical for care staff to provide assistance, having regard to their principal obligations to meet tenants personal care needs.

Care staff are encouraged to assist the Assistant Scheme Manager with activities if they have the time and capacity in between attending to their principle duties of attending to tenants’ planned care needs.   

Neither Pennine staff nor Care team staff should participate in outings / activities outside the scheme, unless specific approval from respective managers.

Pennine staff, in line with the Company’s Communal Facilities Policy, will also promote the schemes as a resource for wider community use. Where other groups do wish to use facilities at the schemes, then the Assistant Scheme Manager will co-ordinate the “diarying” of such events and ensure that both tenants and the care team are aware of booked arrangements, through newsletters, notice boards, communication book and informal communication.

The Assistant Scheme Manager will make arrangements for any outside users to gain access to the scheme and any facilities by prior agreements.

Friends and relatives and other older people in the local community will also be encouraged to join in events.

Any social club money raised by tenants will be held by the Assistant Scheme Manager on behalf of the tenants if there are no tenants willing to take on this role directly. Social club account details should be reported to tenants at the Coffee Morning meetings by the Assistant Scheme Manager.

22. INFORMATION FOR CUSTOMERS
It is essential that people who are considering “very sheltered” housing (and their relatives) have a clear understanding of the service. This is so people can make an informed choice about whether very sheltered housing is suitable to meet their needs (or not) and to avoid any misconceptions about the service.  Considerable tensions can arise if tenants have a misunderstanding of the service, especially if there is a perception of 24 hour residential care home type service.

Information must therefore highlight what services are provided and particularly:

· That care is predominantly provided on a planned basis

· Role of support staff

· understanding of choice, control and responsiveness of staff

· emphasis upon independent living which brings many benefits but must be balanced against the risks that are associated with independence

· the home for life is an aim of the service but will not be achieved for some tenants whose needs change beyond the boundaries the service provision

See Appendices 18 and 19 (Pennine Housing’s “Very Sheltered Housing” leaflet and “Care in Very Sheltered Housing” leaflet)

Additionally, a Tenants Information Pack will be made available to tenants moving into the scheme by Pennine housing and will be explained as part of the support planning process. This will include practical information about the scheme and its facilities e.g. wheelchair charging facilities, laundry, meals, assisted bathroom, library, other facilities, other services e.g. hairdressing, visiting shop, chiropody, guest room etc

Other information will include:

· information about key polices (Health and safety, Protection from Abuse, Making A Complaint, Equal Opportunities), 

· emergency contact numbers 

· Stay Put fire safety policy etc

A Scheme Welcome Pack will also be provided by Pennine Housing to give details of the local community and services eg local shops, GP surgery, library, Chemist, religious and cultural centres.

To ensure fair access to the service, ALL information must be offered to be provided in a variety of appropriate formats eg including large print, talking tape, Braille, available for PC use and community languages.

Of course, an induction pack is not enough in itself. The role of Pennine staff (as the support provider) will ensure that tenants are regularly reminded, both individually, and at tenant meetings. Staff should encourage a culture of inviting tenants to regularly ask questions and complain if not happy, particularly since older people often feel that they shouldn’t “cause a fuss”

21. ANCILLARY SERVICES

· caretaking – tidying of external communal areas

· cleaning – communal areas, window cleaning including external window cleaning of tenants’ own homes

· hairdressing salon

· shop (Mytholm Meadows only)

· meals (see below) 

22. MEALS PROVISION

An optional mid-day meals service is available to tenants, seven days per week, throughout the whole year.

Pennine Housing’s Scheme Manager will commission the meals service provider, following consultation with tenants. The service will include menu choices and cater for special dietary needs, including cultural needs. The Scheme Manager will monitor the service, in line with overall service management. 

The Assistant Scheme Manager, as part of the housing support service, will co-ordinate menu choices and liase with the meals provider accordingly. Tenants will also be offered the choice of having meals within their own home. 

Care staff will prepare the dining room and assist tenants who require help, to and from the dining room, heat and serve the meals and refreshments and undertake the necessary tidying. Where a tenant chooses to have a meal in their own home, then care staff will deliver.

24.
COMPLAINTS

Complaints should be dealt with in accordance with Pennine Housing’s Complaints procedure and/or Calderdale MBC’s complaints procedure. Complaints will be reported and monitored by the Joint Management Group via the Scheme Manager.

All staff should adopt the culture of welcoming complaints, as part of customer-focused approach, actively encouraging tenants and relatives/carers to complain and give any other comments/feedback. Without breaching confidentiality, there should also be a culture of learning lessons from complaints through staff meetings by the Scheme Manager and/or Home Care Team Manager, as part of the continuous improvement of the service. Likewise, suggestions and compliments.

25. WELCOMING NEW TENANTS

The Assistant Scheme Manager (or Scheme Manager in the ASM’s absence) will welcome new tenants to the scheme and their new home. If the new tenant arrives when Pennine staff are off duty, then the Home Care Team Leader will do so, with prior agreement.

26. DEATH

In the event of a tenant dying, the Assistant Scheme Manager (or Scheme Manager in the ASM’s absence) will lead the process if on site, with the close co-operation and involvement of the care team staff. In the absence of Pennine staff, this will be undertaken by the Home Care Team Leader or the CCL service if the care team are off duty.
27. MISSING TENANTS

In the event of a tenant going missing, the Assistant Scheme Manager (or Scheme Manager in the ASM’s absence) will lead the process if on site, with the close co-operation and involvement of the care team staff. In the absence of Pennine staff, this will be undertaken by the Home Care Team Leader or the CCL service if the care team are off duty. 
28. MASTER KEY

This will be stored in the Assistant Scheme Manager’s office, in a separate key safe. A signing in and out book will be used to record any use of the key by the care team.

They key will only be used in an emergency. Circumstances might include a tenant being feared dead or ill, or a emergency such as water flooding from the flat.  

In a situation where the tenant is out or feared indisposed, if at all possible, then no one will enter the tenant’s home unaccompanied.

If a tenant's home has been entered while the tenant is out, s/he must be informed of this fact as must the Scheme Manager.
29. MEDICATION

Each organisation will apply its own policy.

30. HANDLING TENANTS’ MONEY

Each organisation will apply its own policy.

31. GIFTS AND HOSPITALITY

Each organisation will apply its own policy.

32. PROTECTION OF VULNERABLE ADULTS

The Council’s policy will be applied by staff of both organisations, in close collaboration with each other.

33. GUEST ROOM

The guest room serves as a second bedroom of a tenant’s flat. It is available for hire. This charge will be reviewed with the tenants periodically.

The room is available on a first come first served basis. However, should there be a guest occupying it for social reasons and a tenant takes ill and their relative wishes to visit, the relative would take precedence over the other guest

In the event of Pennine staff being off site when a visitor needs to occupy the room, then the Care Team will make suitable arrangements.

34. CONTRACTS

Tenants will be given four contracts:

· Assured tenancy agreement (for tenants with the rent guarantee, they should be granted “transferring tenancy agreement” which gives rent increase protection). All tenants moving into very sheltered housing will be charged full service and support charges (with no transitional protection for the latter) – Appendix 20
· Support Agreement – which sets out the legal obligation to engage and pay  for support service – Appendix 21
· Support Plan – which sets out the tenant’s support needs and choices – Appendix 22

· Care Plan – identifying their personal care needs, following a Social Services Care Assessment – Appendix 23

35. CHARGES

Pennine Housing will make and collect the following charges:

· Rent

· Service charge – relating to the maintenance and management of the building/communal facilities

· Support Charge – for the housing-related support service provided Pennine’s staff and the Care Line service

· Personal heating and hot water – to tenant’s individual own homes

· Other tenancy-related charges – meals, insurance, Council tax 

Service Charge

This items included in the building-related service charge include:

Staffing costs –proportion of time spent on scheme management

On-site office costs

Provision of communal furniture, equipment and decoration, including replacement and renewal

Communal heating, lighting, water supply, cleaning

Provision of scheme systems (and their maintenance, repair, replacement) eg fire alarm, door entry system, emergency lighting etc

Cleaning external windows

Annual appliance checks to communal appliances 


Support Charge

Items included in the housing-related support charge (as determined by the eligibility criteria for Supporting People services and supporting People grant conditions) include:

Scheme Manager costs and Assistant Scheme Manager costs – proportion of time spent on support

Care Line – monitoring service and Mobile Response Team

Personal Care Charge

Social Services will make and collect the charges for personal care, in accordance with the Council’s Fairer Charging policy.

The Fairer Charging Policy covers both personal care and housing-related support (Supporting People) and is currently set at a maximum of £60/week.  

36. PENNINE HOUSING 2000’s POLICIES AND PROCEDURES THAT APPLY TO BOTH ORGANISATIONS AT THE SCHEMES

a. Fire

In the event of a fire, the Pennine policy is to “stay put”

If the fire alarm goes off, staff with handsets should ring 999

Pennine carries out a fire risk assessment on each scheme on a six monthly basis

Anyone who notices a health and safety risk has a duty to notify the Scheme Manager. 

b. Pets policy

Pets may be kept in accordance with Pennine’s pets policy

c. Access to the building

Occasionally, emergencies occur when emergency services may need details of the scheme. 

These details are kept in the Scheme Manager’s office in the Procedure file.

In the event of a major incident, if Pennine staff are not on site, then the Pennine Emergency Repairs call centre or the Concierge out-of-hours Rapid Response team should be contacted and they will co-ordinate appropriate action.

d. Use and control of keys

All keys are kept in a locked cupboard in the Scheme Manager’s office. If the Scheme Manager is not available, the Care Line Provider or the Concierge Rapid Response team should be contacted to make the necessary arrangements

. 

37. PERFORMANCE MANAGEMENT AND MONITORING FRAMEWORK

Tenants will be informed and consulted on all key service issues via Coffee Morning Consultation Meetings (monthly).

The JMG will receive minutes of these meetings and key issues will be reported to Pennine’s Operations Committee (six monthly)

Pennine Housing staff will undertake supervision meetings on a quarterly basis plus an annual Personal Development Review

Minutes of the joint team meetings will be provided to the JMG. 

28. REVIEW OF THIS AGREEMENT

It is not intended that this agreement should stifle improvements in operational arrangements. Changes to these arrangements can be made on the ground by the parties involved, provided that these are recorded and subsequently ratified by the JMG.

This agreement should be reviewed annually by the JMG.
Signed

Designation

Date

Signed

Designation

Date

Social Services Care Team





Pennine Housing  Cleaner





Pennine Housing Assistant Scheme Manager





Social Services


Home Care Team Leader





Pennine Housing


Scheme Manager 





Tenants





Social Services


Home Care Manager (not scheme specific)








1
1

