Schedule 3

London Borough of Tower Hamlets

SERVICE SPECIFICATION

Carers Hub Services



1. Introduction

Background and Context

1.1

1.2

1.3

1.4

1.5

1.6

1.7

The London Borough of Tower Hamlets through Adults Health and
Wellbeing are committed to improving the services for carers and focused
on delivering a Carers Hub which provides a variety of key services for
carers. We are seeking a strategic partner to deliver a model of support
which provides a one stop shop for carers to access information, advice,
advocacy, support and services.

The Council recognises the importance of the contribution made by carers
and is committed to working with them and partner agencies to
commission quality services that meet their needs, help sustain the caring
role and promote carers’ health and wellbeing. The provider will deliver a
quality service as well as ensuring the overall aim of a service which
proactively is supportive of carers, carer focused and promotes
independence, personal choices and participation for carers in the
community in which they live.

The service will be delivered through a provider with gained experience of
working with a carer centred approach, focusing on working with carers
and agreeing ways to meet carers’ outcomes. In recent years there has
been a change in the way that service delivery is seen. This has moved
from a model based upon delivery of ‘services' for groups of people, to one
where the standards and tools for commissioning services are more
closely aligned with the outcomes for the carers who use the services. A
move away from one size fits all approach.

The service will be founded on the principles of a carer centred approach
and the emphasis will be on helping carers to access information, services
and support and to ensure they have a life of their own outside of caring to
participate in the activities and goals they have for themselves.

The service will be sensitive to the diverse cultural needs of carers in
Tower Hamlets and meet the eight equalities strands nationally
recognised. It will do so by providing an inclusive, safe and welcoming
environment to carers who choose to use it and by reaching out to carers,
who are not currently receiving services, particularly from hard to reach
groups such as LGBT carers, carers from BME communities and carers of
people with substance misuse problems.

The Plan for Carers for three years from 2012 to 2015 (Appendix 1)
outlines the background, national and local context and the key
commissioning priorities over the next three years, which has informed the
service to be provided by the Carers Hub.

The services outlined in this specification will provide support for carers
and indirectly for service users as identified through assessment. The
support will meet the identified needs of the individual carer, wherever they
may be living, as long as they are supporting a Tower Hamlets resident.



The target group is any adult aged over 18, who is looking after someone
with a physical, mental, or learning disability or substance misuse.

Summary of Carers Plan Key Priorities for the next 3 years:

1.8

The following are the key priorities for improving the health and wellbeing
of adult carers :

» Ensure that carers have access to a range of information, advice and
advocacy, whether they identify themselves as a carer or not.

» To increase availability, access and flexibility of respite care services in
the service users’ home.

* To continue to increase the availability and take up of carers breaks
through:
» Carers personal budgets for breaks
* Respite provided at home through a personal budget
* A Shared Lives Service (see below)
» Easy access to get a break at short notice

* To explore the development of a Shared Lives Service whereby
individuals and families in the local communities provide (for payment)
respite care locally so that the cared for person get a more
personalised service which is culturally appropriate.

* To increase engagement of primary care (general practice and
community pharmacy) including improved recognition of specific needs
of carers increased use of carers’ registers, and greater provision of
health checks.

* To extend our reach into BME communities in line with the needs
highlighted in the Carers Joint Strategic Needs Assessment. In other
parts of the country, a Shared Lives Services has been a key way to
achieve this.

» To work with all provider organisations to identify and support Lesbian,
Gay, Bisexual, Transgender (LGBT) carers. LGBT carers were
identified in the last EQIA for carers as a group for which there is poor
data collection and no specific support services

» To provide information and training for all carers of people with long
term conditions, in particular those who have had a stroke, people with
dementia and those with severe and enduring mental health problems.
This may include the commissioning of specialist services where
required.

» To recognise the needs of older carers and enable them to access
appropriate support



e To work in partnership with the DAAT to support carers of people
with substance misuse problems.

Aim

§ To improve the quality of life for carers in Tower Hamlets
and enhance their capacity for independent living through the
provision of a range of person centred, co-ordinated and outcome
focused information,advice,advocacy and assessment services.

Objectives
§ To help carers maintain health and wellbeing
To reach out to carers from hard to reach groups such as carers
of people who are substance misusers, carers from BME

Communities, in particular Asian women of all ages and Asian
men aged 18-64 years and LGBT Carers
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§ To provide carers with information about services, ways to
access support and when necessary to advocate for carers
when they encounter difficulties in accessing difficulties
in accessing services or receiving services that do not
meet their requirements.

§ To work with carers to improve or maintain their physical and
emotional health by signposting or referring to services that provide
among others leisure, relaxation and social activities

§  To work with carers in supporting them to access regular health
checks

§ To advise and support carers on eligibility criteria and how to
access a carers assessment, carers break and carers personal
budget

§ To provide support to carers in locations convenient to carers

§ To ensure that carers are aware of their rights and entitlements

§ To increase social capital for carers through sharing opportunities
with other services/providers

Principles

The services should be delivered in line with the following principles:

§ The Council recognises and shares the Putting People First vision for the
transformation of social care, with its benefits of early intervention and
prevention and increasing choice and control for service users

§ Services should be delivered flexibly and providers should be open to
making services more personalised



§ Services should be delivered to promote and ensure safeguarding of all
carers and service users who have a right to live free from abuse in
accordance with the principles of respect, dignity, autonomy, privacy and
equity

§ All services should ensure fair access and be delivered equitably with
carers, treating carers as partners and involving them in the planning and
direction of their service

4. Services included in the contract

4.1 The Service Provider will be responsible for providing services which
will improve the health and wellbeing of carers, improve access to
support for all carers including harder to reach carers and facilitate
partnership working around meeting the needs of carers.

4.2  The provider will lead on delivery of a range of key services for carers
and often be the first service accessed by carers.

4.3 The key services provided are:

§ Provide specialist information, advice and advocacy for carers, carry out
simple Carer Assessments and Assessments on behalf of the Council in
order to access One Off Direct Payments and Leisure Cards

§ Income maximisation for carers

§ Provide support for carers on hospital admission /discharge, being a carer
of a service user supported by the Community Virtual Ward and forming
links with primary care to support carers of those with long term conditions
such as carers of people with mental health difficulties and of end of life
care needs

§ Services and activities to alleviate and manage stress and provide a
break from caring

§ Representing carers views in the participation in Local Authority and NHS
planning , acting as the voice of carers and building partnerships with
other organisations ,

§ Outreach and support for hidden carers

§ Development and delivery of a range of carers training and awareness
programmes and produce a quarterly newsletter

4.4  The Service Provider will be required to come with a suitable
venue/ building in the borough.

5. Services Deliverables

5.1 Information, Advice and Advocacy and Assessments

511 Aim
§ Supportive and joint up services that provide choice and control

5.1.2 Objectives



§ To support carers of people with disabilities, including learning and
physical disabilities, carers of people with dementia, people with
mental ill health and substance misuse to access services and
support for carers

§ To provide information and advice on the range of services
available

§ To enable carers to balance their caring role and maintain their
desired quality of life by reducing exclusion and isolation

§ To provide a welcoming empathetic environment with accessible
services

§ To advocate on behalf of carers

Service Description

51.3

514

5.1.5

5.1.6

5.1.7

5.1.8

5.1.9

The Service Provider will ensure that carers have access to a range of
easily accessible information, advice and advocacy specifically tailored
to the needs of carers which signpost carers to services

Complete Carer Assessments, which are carer focused and help the
carer to access a range of services. The assessments will clarify the
needs of the carer, establish what services/support they have already
and what they require and whether they are eligible for One Off Direct
payments, carers breaks and other services. The Service Provider will
ensure that carers’ services will always aim to provide a positive
experience for the Carer.

Complete Carers Assessments on behalf of the council in order to
access One Off Direct Payments and Leisure Cards. The assessments
will give a summary of the carers circumstances including eligibility for
a One Off Direct Payment and Leisure Card.

The Service Provider will support carers practical and emotional needs
by listening, empathising, advising on ways of coping and when
necessary making referrals and linking up with other services/agencies
such as voluntary sector providers, housing and social care team,
advocating for the carer and service user when needed and
signposting to other services as needed such as housing repairs and
health services. If the carer is in danger or cannot continue in their role,
an urgent referral will be made to the First Response Team and/ or
Long Term Teams.

The Service Provider will provide a rapid response service for carers in
crisis or near breakdown for a maximum duration of six weeks. In
urgent cases of financial need, the Service Provider will make relevant
and appropriate applications, to hardship funds/charitable trusts/food
banks on behalf of carers.

The Service Provider will refer and/or signpost carers onto services, as
identified in the assessment. This may include carers’ breaks, and
support needs to access a personal budget.

The Service Provider provide an advocacy service for carers,



particularly when carers are finding there are obstacles to accessing
services or are under so much stress that they are finding it hard to be
assertive for themselves or the person they look after.

5.1.10 The Service Provider will be responsible to remain aware of all
relevant local services to ensure that carers are informed appropriately
of services and how to access them including culturally specific carers’
services such as those for Bangladeshi and Somali carers, those
working with carers caring for cared fro suffering from dementia, and
universal information, advice and advocacy services for people with
support needs where appropriate

5.1.11 The Service Provider will develop innovative, responses to emerging
and changing needs of carers in Tower Hamlets.

5.1.12 The Service Provider must demonstrate knowledge of the diverse needs
of carers and the skills to meet these needs, to have at least three years
experience of providing a service for carers in the borough and to have
experience of reaching out to carers, particularly hidden carers from the
different BME communities and LGBT carers in Tower Hamlets.

5.1.13 The Service Provider will ensure that staffing arrangements are flexible so
that visits can be arranged at a time suitable for carers and service users.
This may include some evening and weekends.

5.1.14 The Service Provider will be expected to participate in meetings specific
to, and keep up to date with issues, policies and legislation affecting
carers.

5.1.15 The Service Provider shall operate an open referral system for initial
access to the service. It will accept self-referrals from carers, referrals
from professionals in voluntary organisations and statutory bodies.

Networking / Partnership Working

5.1.16 The Service Provider will liaise and work with the statutory sector, such as
Social Services, local NHS as well as local voluntary organisations to
reinforce knowledge of the services provided, inform referrers of any
changes in access arrangements, co-ordinate care with other providers,
and share information and best practice.

5.1.17 The Service Provider will work closely with Primary Care by linking
carers with their G.P. and ensuring they have access to a health check
and are on the practices carers register.

Staffing

5.1.18 The Service Provider will employ a team of staff to reflect the ethnic,
cultural and diversity needs of the carers in the borough, as far as is
possible, and will work closely with other providers and translation
services to ensure maximum accessibility of its service to all sectors of the
community.
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5.1.19 The Service Provider will employ staff who have assessment skills,
knowledge of carer issues, listening skills, understand the importance of
treating carers with respect, can provide emotional support within
boundaries and are able to navigate and advocate on behalf of carers to
access services.

5.2 Income Maximising Service
5.21 Aim:

§ Supportive services that increase carers’ awareness of their rights and
entitlements

5.2.2 Objectives

§ To support carers in relieving the poverty many experience through
accessible advice and information

5.2.3 Service Description

5.2.3.1 The Service Provider will maximise the income of carers, in particular
those on welfare benefits and to support carers understand the
changes from the Welfare Reform taking place over the next few
years.

5.2.3.2 The Service Provider will develop a welfare rights service for carers,
whereby carers are advised how to claim for benefits they are
entitled to and are supported with appeals and representation at
tribunals for complex cases.

5.2.3.3 The Service Provider will provide training sessions for other
organisations re: the key aspects of the Welfare Reforms implications
for carers

5.3 Comprehensive support for carers of someone with a long term
condition with particular attention to hospital admission/discharge, the
Community Virtual Ward and Expert Patient Programme

5.3.1 Aims
§ To provide a comprehensive preventative service for carers of people
with long term conditions, which integrates the health and social care
services being provided for the cared for person.

5.3.2 Objectives

§ To ensure carers of people with long term conditions feel supported in
their particular caring role

§ To contribute to carers being regarded as expert partners in the care
of the person with the long term condition



§ To support the health and wellbeing of the carer and the cared for
person by coordinating services and providing the carer with emotional
support at key points in order to avoid crises

5.3.3 Service Description

5.3.4 The Service Provider will provide a comprehensive preventative
service for carers of people with long term conditions.

5.3.5 The Service Provider will support the co-ordination of the health and
social care services by liaising with specialist teams, Primary Care
teams including G.P. and Community Nurses, Acute Care clinicians,
the Community Virtual Ward, Dementia Services, Expert Patient
Programmes ,social care teams and other carer services.

5.3.6 The Service Provider will support the carer to access a range of
services including benefits advice, breaks, counselling, practical
support ,relaxation therapies, peer support and health checks

5.3.7 The Service Provider will provide individual casework service to
carers of people with long term conditions; in which carers are
signposted and supported to access services and advocated on behalf
of, in making representations about issues to service providers.

5.3.8 The Service Provider will act as the main link between service
providers and carers of people with long term conditions by
working in partnership with the statutory services and other third sector
providers in raising carers issues, feeding back to carers about
developments and helping to develop better services.

5.3.9 The Service Provider to develop the provision of outreach sessions for
carers in G.P. practices, IDEA Stores, LinkAge Plus and other
community groups.

5.3.10 The Service Provider will organise and manage the provision of a
Carers Forum for long term conditions

5.4 Services to alleviate and manage stress

5.4.1 Aim

§ Supportive services that increase carers health and wellbeing
and reduce carers’ social isolation and stress

5.4.2 Objectives

§ The Service Provider will provide regular opportunities for stress
relieving therapies and counselling.



§ The Service Provider will provide activities and group relaxation
therapies to give carers a break for a few hours by spending time with
other carers.

Service Description

54.3

5.4.4

5.4.5

5.5

5.5.1

5.5.2

The service will be provided on a flexible basis to best suit the needs
of the carer with equitable access for all carers.

Relaxation will also be provided by a variety of activities. This could
Include massage, film nights, outings and special celebrations

The Service Provider will signpost and support carers to access

various therapies and counselling

Representing Carers views in influencing services by the
participation in Local Authority and NHS consultation ,building
relations with other organisations and acting as the voice of
carers

Aim

§ To enable carers to influence the improvement of services that
effect them

Objectives
§ To provide networking opportunities for carers
§ To facilitate peer support

§ To provide carers with a voice in appropriate fora e.g. Healthwatch
and the Health and Wellbeing Board

§ To work in partnership with statutory and voluntary sector
organisations to facilitate carers accessing a new range of services
such Shared Lives Services when on stream

§ To increase carers confidence in making decisions about their lives

5.5.3 Service Description

§

The Service Provider will facilitate a Carers’ Forum for the exchange
of information between carers, service providers and commissioners.

The Service Provider will provide a venue and administrative support
including publicity for the forum

The Service Provider will help facilitate innovative peer support and
support groups for carers and encourage groups to be self sustaining
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§ The Service Provider will support and facilitate the National Carers Week
celebrated annually and information event, workshops or seminars that
bring carers and professionals together to share best practice, shape
services and facilitate an ongoing dialogue.

§ The Service Provider will work in partnership with relevant statutory and
voluntary organisations to provide carers with access to a wider range of
services from the Carers’ Hub

5.6 Outreach and Support for hidden carers
5.6.1 Aim

§ A service that supports, reaches out and identify hidden carers
5.6.2 Objectives

§ To identify hidden carers and provide appropriate support

§ To provide a welcoming and empathic service that is accessible to LGBT
and BAME carers

5.6.3 Service Description:

5.6.4 The Provider will work with communities which have traditionally been
seen as hard to engage by delivering the service in a number of
venues in community locations and provide regular outreach support
at easily accessible locations such at GP surgeries, places of worship,
libraries and other appropriate venues/organisations to identify carers and
make them aware of the services available to them.

5.6.5 The Service Provider will ensure the increased inclusion of LGBT

carers in accessing services and support in recognising their role as
carers.

5.7. Development and delivery of a range of carers’ training and
awareness programmes

5.7.1 Aims
§ A supportive service that provides training and awareness

5.7.2 Objectives

§ To ensure that carers are aware and understand the cared for persons
condition and diagnosis

§ To ensure that carers feel supported in their caring role through
training to care and look after themselves
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§ To ensure that carers are trained in manual handling, managing stress

and challenging behaviour

5.7.3 Service Description

5.7.3.1 The Provider will facilitate a programme of training for carers which will

6.

6.1

include understanding of the condition and prognosis of the cared
for person, manual handling, caring skills and strategies, managing .

Carers Hub Service Provision

The Service Provider will provide a flexible service at times that meet
carers’ needs including evenings and weekends as appropriate.

6.2 The Service Provider will ensure that the Carers Hub will provide

a.

an appropriate range and level of Services that meet the needs of
carers,

Minimum Service provisions will include:

§ High quality information and advice and where relevant advocacy

services on welfare rights, housing, debt and financial advice for carers.

High quality advocacy services including crisis advocacy and self
advocacy for carers.

Ensure an effective referral and signposting service to a range of
services such as employment, healthy living, leisure and relaxation that
help to maximise the quality of life of carers.

High quality Carers Assessments for One Off Direct Payments and
Leisure Cards.

b. Information produced and communicated in appropriate formats about
services for carers

c. Service navigation to facilitate access to relevant statutory and voluntary
sector services including how to access a carers’ personal budget for breaks.

d. Outreach at convenient locations to support hidden and those traditionally

less likely to identify as carers

6.3 The Carers Hub shall have a quality assurance system in place, which
supports the following principles:

W W W W n

Clarity of Purpose and Professionalism
Independence

Putting People First

Empowerment

Impartiality and Objectivity
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Diversity and Inclusion
Accessibility
Confidentiality
Accountability

W W W n

Eligibility and Access

6.4

6.5

7.

7.1

7.2

7.3

The services are to support the main adult carer, aged 18 and over,
who are Tower Hamlets residents or who are caring for someone who
lives in Tower Hamlets, without payment. This definition means that
unpaid carers who live in another borough but care for a resident of
Tower Hamlets are eligible for support in line with current legislation
which gives primary responsibility to the local authority in which the
cared for person lives for carrying out a carers assessment and
providing carers’ services."

Details of all carers accessing services must be provided in the
quarterly monitoring information supplied by the Provider.

Procedure

Except where stated, the Carers Hub is free to propose their own
working methods. However as part of the contract requirements, the
Service Provider must submit its proposed methods for delivering the
Service for approval to the Council’s Lead Officer.

The Service Providers’ procedures shall reflect:
§ a willingness to act reasonably and with due propriety at all time;

§ a commitment to the principle of equal opportunities in Service
provision and staff recruitment;

§ full compliance with the relevant requirements of legislation
including without limitation the Health & Safety at Work Act 1974,

all subordinate legislation with particular attention to Management of
Health & Safety at Work Regulations 1992, National Care
Standards etc;

§ full compliance with the highest customer care principles, including
ensuring carers are provided with an informative, honest, sensitive,
helpful and courteous Service at all times.

The Service Providers’ procedures shall not commit the Council to
provide Services or give rights outside those provided by its policies,
procedures and by legislation. The Service Provider will ensure that all
necessary documentation is properly and completed in a timely fashion
and that computer records are promptly updated.

' Adult Social Care(2010)Law Commission Consultation Paper No 192,paras 8.15 to 8.19
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8.1

8.2

8.3

8.4

8.5

9.1

Staffing

The Service Provider must employ, throughout the Contract period, a
sufficient number of suitably trained staff with appropriate skills.

The Service Provider must ensure that each staff member and
prospective staff are eligible to work in the UK by making the
necessary checks by checking that any documents are
valid, photographs and birth dates match the applicant’s
appearance, checking information on the job application matches the
documents and checking the documents allow the worker to do the
work on offer.

Staff employed by the Service Provider in connection with the
provision of the Service may be working with vulnerable people.
Therefore, the Service Provider must ensure, throughout the contract
period, that all staff have been subject to Extended Criminal Records
Bureau checks and that adequate disciplinary procedures are in place
to protect vulnerable adults against any form of improper conduct by
staff. Such conduct may include (without limitation) verbal abuse,
emotional abuse, physical abuse and theft of personal possessions
including cash. The Service Provider must immediately report any such
incident to Council’s Lead Officer who will consider the necessity of
taking action under the Tower Hamlets multi-agency Vulnerable Adults
Protection Procedure.

The Service Provider must maintain, implement, review and adapt for
the purpose of the provision of care ,a clear and professional policy to
train staff to carry out their tasks in the provision of the Service, with
training assessed on the basis of roles undertaken by post holders.

The Service Provider should ensure that all mandatory training is
completed for all staff including training in the eight equality strands of
the Council.

Volunteers

The Service Provider will:

§ maximise the involvement of carers in the work of the Carers Hub as

volunteers or in other capacity, for example service users fora.

§ endeavour to involve volunteers as a complement to the staff in the

operation and running of activities for carers, and as a means of
preventing service users being isolated from their local communities;

§ make certain that a designated staff member has the role of co-

ordinating the training, supervision and recruitment of volunteers;

§ taking up references and Enhanced Criminal Record Bureau checks

on all volunteers and provide them with appropriate training and
14



10.

10.1

1.

11.1

continuous support, and;

§ ensure that volunteers who start placements without an Enhanced
CRB check receive ongoing supervision of an Enhanced CRB
checked member of staff and do not have unsupervised contact with
service users.

Legal Requirements

The Services will be delivered in accordance with and having proper
regarded for all relevant and applicable British and European Union
legislation. The Service Provider shall also comply with the Council’s
policies on the following:

§ The Interagency Safeguarding Procedures

§ Risk Assessment

Quality Assurance

The Service Provider shall provide the Council with copies of their Quality
Assurance System and operational policies upon request. The Service
Provider must be able to demonstrate how these policies are implemented
at an operational level, and how and when they are monitored to ensure
quality services are provided. In relation to this specification, the Quality
Assurance System and operational policies will include the following:

§ Disciplinary procedures

§ Grievance procedures

§ Procedure dealing with gifts, money and gratuities

§ Confidentiality

§ Abuse at work - staff protection

§ Accident and incident reporting procedure

§ Complaints procedure

§ Equal Opportunities Procedure

§ Recruitment Policy

§ Supervision Policy

11.2 This is not an exhaustive list of Policy documents but will form the basis of

the management organisations Quality Assurance and Operational
Management.
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12. Policy Context
Equal Opportunities

12.1  The Service Provider will ensure that Equal Opportunities and their
implications in practice are intrinsic to the delivery the Carers Hub Service.

Anti-Poverty Strategy

12.2 Deprivation and poverty continue to be a prominent feature in Tower
Hamlets. The Council’s Community Plan outlines how the borough will
continue to reduce inequality and poverty and has chosen to focus on
poverty and initiatives to tackle this. All activities the Council carries out
are assessed in terms of their impact on poverty.

12.3 The reform of the welfare system, including changes to benefits, tax
credits and support for families, will have considerable impact on many
carers in the borough

12.4 The Service Provider will support anti-poverty initiatives by:

§ recruiting staff, wherever appropriate, from the Tower Hamlets
community and advertising vacancies within the Borough, and;

§ ensure that equal opportunities underpin the aforesaid activities
Data Protection

12.5 The Service Provider shall ensure all software is compliant with the Data
Protection Act 1998 and that all information held by it is secured and used
as required by the Data protection Act 1998.

13. Customer Care

13.1 The Service Provider will ensure that the Council’s expectations regarding
the highest standards of customer care are achieved at all times. These
expectations require management organisations to ensure that all carers
and service users are treated in a non-discriminatory manner, with
courtesy and dignity, and that their right of choice is respected.

Charges

13.2 The Service Provider will not charge customers for the services provided
under this contract.

Ombudsman and Members Enquiries

13.3 The Service Provider shall ensure that all information and assistance is
given to enable the Council to respond to enquire from the Local
Government Ombudsman within 10 working days and shall respond to
Members’ enquiries in a in a comprehensive and helpful manner within 10
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working days.
Confidentiality

13.4 The Service Provider shall treat all information and records on People as
strictly confidential at all times.

13.5 The Service Provider shall ensure that access to personal information or
records maintained by the Council is restricted to those who have a

genuine professional "need to know" (e.g. to ensure safety) or a statutory

right of access.
Safeguarding

13.6 The Service Provider will comply with the Tower Hamlets Inter-Agency
Safeguarding Adults Procedure. The Service Provider’s Disciplinary and
Grievance procedure shall take the Inter-Agency Safeguarding Adults
Procedure into account and ensure there is no conflict.

Complaints

13.7 The Service Provider shall ensure that complaints from carers are dealt
with in a courteous and timely manner and that all reasonable attempts
are made to resolve complaints locally.

13 .8 The Service Provider shall adhere to their complaints procedures when
dealing with complaints. If they do not have such a procedure the
Council will make available to them its own procedure and expect that
it be adopted.

13.9 The Service Provider shall ensure that carers are routinely provided
with information regarding the organisations’ complaints procedure.

13.10 The Service Provider shall advise the complainant of their right to
complain through the Council’s complaints procedure, should they
remain dissatisfied a management organisation’s response, and
provide the complainant with information about how to access that
procedure.

13.11 The Service Provider shall display and circulate to users and carers,
publicity regarding their own and the Social Services complaints
procedure.

13.12 The Service Provider shall provide Adults Health and Wellbeing
Directorate with an annual report regarding the number and types of
complaints received in regards to the nine equality strands and the
action taken in response to the complaints.

13.13 The Service Provider shall take steps to reduce and eliminate failures
in Service delivery at all times and to take remedial action regarding
gaps in Service delivery identified by complaints, Members and
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Ombudsman enquiries.

13.14 The Service Provider shall take all reasonable steps to co-operate
with the Council in investigating any complaint under the its (the
Council’'s) Complaints Procedure relating to a Carer. Management
organisations will provide copies of all reports made in respect of
investigated complaints about its Services to the Council.

13.15 The Service Provider shall provide, on request, copies of reports made in
respect of investigated complaints about its Services to the Council.

Incident reporting

13.16 Adverse incidents (sometimes referred to as serious untoward
incidents or significant events) should be reported to the
commissioning organisation, investigated and analysed to establish
lessons to be learnt and to identify changes that will lead to future
improvements and prevent reoccurrence, in compliance with the
commissioning organisations’ policies in use during this contract.

13.17 The Service Provider must have a policy and culture that encourages
and supports staff to report adverse incidents. All incidents should be
reported and fall into three categories:

§ Incidents that have occurred
§ Incidents that have been prevented; and
§ Incidents that might happen

Carer involvement in service planning and delivery

13.18 The Service Provider shall actively seek carer views and maintain
appropriate records of carer feedback including any comments,
complaints and/or compliments arising from meetings with carers,
questionnaires, focus groups etc. The Service Provider will
demonstrate how such feedback is shaping service delivery. The
Service Provider will evidence how carers are fully involved in service
planning and decision making across the Service Providers’
organisation

14. Building Requirements

14.1 The Service Provider will provide suitable and accessible premises in
the London Borough of Tower Hamlets which will function as a base
and a point of contact. As specified by the service specification, drop
ins and outreach will complement the accessibility of services delivered
from these premises.

14.2 The premises will be well heated and ventilated, complying with DDA
standards and Health and Safety legislation to create a safe
environment for staff and carers.

14.3 The premises will be open to members of the public and provide areas
18



for confidential information, advice and advocacy.

14.4 They will provide a welcoming and user friendly environment

15.  Monitoring and Evaluation Arrangements

15.1 A condition of this contract is that monitoring returns are supplied by
the Provider organisation and will ensure that it complies with the
reasonable monitoring requirements to be agreed with the Council. This
information must be submitted at agreed intervals.

15.2 The Service Provider will be directly accountable for its operations and
performance against the specification and contract to LBTH.

15.3 The Service Provider will undertake regular monitoring and review of its
Service and will prepare regular reports for monitoring and review
meetings. The Service Provider will ensure necessary administrative
and record keeping systems are maintained to enable effective
monitoring, review, planning and evaluation to take place.

15.4 The Service Provider must ensure that double counting of Service
take-up is avoided.

15.5 All payments in respect of this Contract are contingent on the
satisfactory and timely presentation of required monitoring information.

15.6 The designated LBTH Lead Officer will convene regular monitoring
meetings at mutually agreed frequency with the Service Provider and
agree with it what information is to be routinely collected for monitoring
and evaluation purposes.

15.7 The Service Provider must lead on the development of the network,
hub or consortium objectives and to report to the mutually agreed
relevant governance arrangements that include the LBTH as a member
of any partnership board meetings or similar.

15.8 The Service Provider shall ensure that the information systems,
records and documentation necessary to effectively monitor the
performance of this Contract are accurately maintained at all times and
that such systems are regularly validated and audited.

15.9 The service will be visited on a mutually agreed frequency by the
designated LBTH Lead Officer/s for monitoring purposes and
designated carers. The Service Provider will make available all relevant
documents, files, books information etc to the officers in order for
monitoring to be carried out effectively. Reasonable notice of the visit
will be given (normally at least 14 days), and of any documents, files,
books information they may wish to inspect. Following the monitoring
visit, the designated officer will write to the service detailing any areas
of concern arising out of the visit and any further action required by the
service provider (within a given time period).
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15.10 The Service Provider will provide quarterly monitoring reports in an
agreed format to the designated LBTH Lead Officer. This report will be
submitted within two weeks of the end of each quarter and in
accordance with the schedule below:

Quarterly period Deadline for submissions of
quarterly report

Quarter One: 1% April 2013 - 30" June 2013 | 15" July 2013

Quarter Two:1* July 2013 - 30" Sept 2013 | 15™ October 2013

Quarter Three: 1% Oct 2013 — 31%' Dec 2012 | 15th January 2013

Quarter Four : 1% Jan 2014 - 31 March 15™ April 2014
2013

15.11 In addition, an unannounced visit to the project may be made on an
annual basis. Following the unannounced monitoring visit, the
designated LBTH Lead Officer will write to the service provider detailing
any areas of concern arising out of the visit and any further action
required by the Service Provider.

15.12 The Service Provider shall ensure that all relevant data is retained for
the duration of the Contract.

15.13 The Service Provider must ensure that all partnership agencies are
annually reviewed

16. Contractor Arrangements

16.1 The successful provider will hold a contract with the Council. The
contract will be managed by the Strategic Commissioning Team, but
monitored by the Access to Resources Team.

16.2 The contract for these combined services will be a contract for three
years to run from April 2013, with an option to extend at the Council’s
sole discretion for an additional period of up to 12 months (and a
possible subsequent extension of up to a further 12 months).The
Council can choose not to extend the contract at the end of the three
years.

17. Ending this agreement

17.1 The Service Provider or the Council can end this agreement by giving
six months’ written notice if the other side is not meeting their
responsibilities under this agreement, unless the matter is being dealt
with under the disputes procedure.

17.2 The Service Provider or the Council can end the agreement by giving
the other side 3 months written notice. All instalments up to the date
the agreement ends will be paid, as long as the Council is satisfied
with how the Service Provider has provided the service.
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Appendix 1 .The Plan for Carers for the three years from 2012
to 2015

London Borough of Tower Hamlets

The Plan for Carers for the three years from
2012 to 2015

A carer is someone of any age who provides unpaid support to family or to
someone who could not manage without this help. This could be caring for a
relative, partner or friend who is ill, frail, disabled or has mental health or
substance misuse problems.

(The Princess Royal Trust for Carers)
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London Borough of Tower Hamlets and Tower Hamlets Clinical
Commissioning Group

DRAFT Foreword by Mayor Lutfur Rahman and Dr Sam Everington, Chair of
NHS Tower Hamlets Clinical Commissioning Group

Carers are “big business” for us in Tower Hamlets. Tower Hamlets has around
21,000 unpaid carers in the boroughzout of a total population of 242,078 and
more strikingly we have a higher proportion of the population providing 50 or
more hours of unpaid care per week than any other place in England. Many
Carers provide this care in difficult circumstances and they rely on the support

that we offer to continue in their role supporting a family member or a friend.

Carers make a huge contribution to our community and this plan sets out a
number of ways that we are seeking to widen the range of support available for
Carers. This includes the introduction of personal budgets for carers, a wider
range of respite and carers breaks options, and more specific support for carers

of people with mental illness and dementia.

The proposals in this plan are based on what you have told us over the last three
years and on the research carried out by Public Health to produce a Carers

needs assessment.

There is a lot of work to do to implement the proposals in this plan and we want
our officers to continue to work closely with Carers to ensure that their full

involvement is ongoing and that you have your say.

We thank you for your contribution so far and we look forward to continuing to

work with you in the promotion and implementation of this plan.

2Percentage based on 2001 Census data

22



CONTENTS

Executive Summary

1. Introduction
2. Background
3. Review of Tower Hamlets Carers Strategy 2008-11

4. Health and Wellbeing Checks for Carers

5. Promoting Independence Strategy

6. Principles

7. Carers Journey and Carers Personal Budgets

8. Commissioning of Services for Carers 2012-2015

9. Summary of Commissioning Plan for 2012-2015

10. Carers Delivery and Commissioning Action Plan for 2012-2015

APPENDICES
Appendix 1 — Legislation

Appendix 2 — Executive Summary of Joint Strategic Needs Assessment
For Carers

Appendix 3 — Carers Strategy Implementation Steering Group Members

Appendix 4 — Voluntary Groups providing services for carers

4-5

7-11
12-18
21-23
24-25
26-31
32-39

40-43

44-50

52-63

64

65

23



Executive Summary

1. The Plan for Carers for the three years 2012 to 2015 sets out how the Council
and Tower Hamlets Clinical Commissioning Group working in partnership with
the Third Sector, will meet the needs of carers in Tower Hamlets. The Plan
sets out the financial context in which we are working, our priorities, and how
this Plan will be delivered over the next three year period.

2. The Plan introduces a number of changes. These are summarised as:

to improve information ,advice and advocacy for carers

to introduce carers budgets to give carers more choice and flexibility

to support carers to stay healthy

to review balance between block contracts for carer services and with
carers personal budgets

W W n

3. The last Strategy and Plan was published in 2008, which was before the
Transforming Adult Social Care programme. Chapter 2 sets out the impact of
this programme and of ‘Think Local Act Personal’ (January 2011)* on
carers. We have sought to reflect these nationally driven policy changes in
our proposals for a new Carer’s Journey and for the extension of carers’
personal budgets in Chapter 7. These proposals impact on our deployment of
resources and on our commissioning plans as set out in Chapter 8.

4. Much has been achieved over the course of the last strategy and plan but
there is still much to be done as can be seen from Chapter 3 which reviews
the Action Plan in the last Strategy.

5. Support for carers is an important element of the Council’'s Promoting
Independence Strategy, which outlines the need to shift resources away from
long term support to prevention and early intervention (chapter 5). There is
evidence both nationally and locally about how available resources can be
best used as a lever to promote independence of carers and service users.
Examples include ways in which properly supported carers can delay the
need for hospital admissions and residential care. If carers are given advice
and support, it can improve their wellbeing and ability to take control. Carers
are important partners in new short term support services such as the Re-
ablement service. Feedback from carers * would suggest that more work is
required to achieve this level of support.

6. Chapter 6 sets out the principles underpinning this Plan.

7. Chapter 7 is about the proposals for the new Carer’s Journey which is what
we are calling the “pathway” for carers seeking to access social care services.
This chapter includes proposed extension of pers