SP7 - page 31

APPENDIX 2

Outcomes to be included in Service Specification

Service description: 

Direct access and front line services deigned to deliver the results shown below for single homeless people aged 16 to 65.  The service may contain elements of both accommodation and outreach delivery.

Customer group:

Single homeless people in the age range 16 to 65.  (Exceptions can be made in exceptional circumstances)

The group of single homeless people includes all those people who are without a secure tenancy or secure accommodation and are at risk of suffering the effects associated with homelessness e.g. vulnerability to crime, substance misuse etc.

Customers do not need to be deemed to be homeless by the local authority to receive a service if there is evidence of substantial risk of or potential for homelessness.

Outcomes and results to be achieved by the service:

We expect services that respond to this specification to deliver key results at the start and in the middle of a person’s journey from homelessness through to sustained accommodation and community integration.

The results that are required are:

Results to be delivered at the start of journey:

	Customer Engages With Services

	Day 1
	
	4 Weeks

	Client agrees with outreach or signpost service to make contact with first stage service


	
	Client contributes to assessment and support plan

	Client knows what emergency help can be offered


	
	Client knows what they need to do to progress to the next stage of their journey

	Client makes contact with first stage services


	
	Client knows what is expected of them by services and other people using the service



	Client gets to the most appropriate service


	
	Client accepts their responsibility to other service users and service

	Client meets entry requirements of services e.g. night shelter or O.C.C (e.g. pay £3)


	
	Client feels they have been accepted and are valued by service workers

	Client is given entry to service e.g. a bed/or mediation session


	
	Client is put in contact with other support agencies e.g. health

	Client accepts offer of help
	
	Client has experienced at least one quick win



	Client knows what is happening for the next 24 hours
	
	Client shows trust in at least one support worker



	
	
	Client discusses their hopes, fears and immediate concerns



	
	
	Client feels they have some control over what is happening to and for them



	
	
	Client is still using first stage service



	
	
	Client is reducing risk taking behaviour



	
	
	Client planning to reactivate positive networks


Results to be delivered in middle of the journey

	Customer Begins to Make Changes
	 
	Customer Has Made Changes

	3 to 4 Months
	
	3 to 18 months

	Client understands how their behaviour affects others and themselves


	
	Client feels more confident, empowered, trusting

	Client has developed positive routine
	
	Client has achieved key personal aims from their support plan



	Client is actively involved in positive activity in the day time - work/training


	
	Client gets feedback and recognition from others of the changes they have made

	Client contributes ideas, thoughts and reflects on change during key working sessions


	
	Client feels more in control of their life

	Client has tangible examples of the changes they have started to make


	
	Client feels less threatened by the future

	Client feels that the changes they are making are positive


	
	Client knows where to go to ask for help

	Client has aspirations for the medium and long term future


	
	Client feels like they belong to something worthwhile

	Client has improved self esteem


	
	Client has concrete examples of success

	Client has followed up referrals to other services and can see gain from using them


	
	Client is paying bills on time

	Client feels motivated to change
	
	Client planning to move to a sustainable home



	Client feels they are starting to take control of their life


	
	Client knows they can change their world

	Client developing and using problem solving skills


	
	Client feels part of a positive network of support (services and friends)

	Client in contact with positive networks
	
	Client is free of drugs or alcohol related problems



	Client begins to manage their fears and anxieties


	
	Client is actively engaged  in activity during work times

	Client feels that at least one service worker can be trusted


	
	Client is overcoming setbacks and using problem solving skills

	Client has reduced offending behaviour
	
	Client believes they are a worthwhile person



	Client identifies and can analyse the key issues they need to address and barriers to change


	
	Client has developed critical analysis skills

	Client has improved health status


	
	

	Client shows the ability to reflect on past e.g. an awareness of what went wrong - able to see alternatives


	
	

	Client has substantially reduced risk taking behaviour
	 
	 


There is not an expectation that the service provider will achieve all results with all customers but that enough relevant key results in each section are achieved so that the customer can make successful progress to the next stage of their journey.

Targets for services and results

Based on current data we need providers to deliver the following scale of results at each stage of the journey. The targets are not for single organisations to deliver, they reflect the scale of change that needs to be delivered for the customer group.  We expect providers to identify the scale of their contribution to the overall target. For the first 3 sections the bulk of the results will be delivered by the direct access providers.

Results in a twelve month period: (relevant to this service specification)

	Stage of journey
	Number of customers gaining sufficient results to move on to next stage

	Engages with services day one
	
1250

	Engages with services 4 weeks
	
720

	Begins to make changes
	
430

	Has made key changes
	
390


Note: the focus for the Direct Access service specification is on the first three stages noted above BUT there will be occasions when provides in this part of the sector deliver results with customers in the 4 stage (Hs made key changes).  

Providers responding to this service specification will need to consider the scale of contribution they make at stage 4; they will not need to deliver more than 10% of the total annual target.

Specific service elements

This section sets out specific issues that need to be addressed by service providers in delivering the results.  The elements noted below should be considered as part of any design or re-design of services during commissioning.  

We regard these as being essential parts of delivering the results we want to commission and as such should be included in design or a credible alternative be suggested that contributes more effectively to the results being delivered.
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