














7.1.13 The Supplier will be expected to audit installation to ensure invoicing
matches services provided

7.1.14 Regular reviewing of contracts and reporting to the Council on progress

7.1.15 Ensuring contracts provide value for money and timely maintenance
throughout the lifecycle of each installation

7.2 Delivery and collection
The Supplier will ensure:

7.2.1 Delivery and installations are managed within agreed timescales:
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7.2.3 The Supplier will provide a collection service for equipment (see Section
8)

7.3 Installation of Equipment

The Supplier will ensure that:

7.3.1 All equipment is inspected and tested within at least one week before
installation to ensure that it is fit for its purpose, working properly and
ready for installation

7.3.2 All tools and materials needed to install the equipment are suitable, kept
in good working order, do not cause damage to the equipment and are
used safely in compliance with manufacturer’s instructions and legislation.

7.3.3 Appointments and appropriate arrangements for the installation of
equipment are made with the service user in advance of the installation
(or where appropriate key-holders / carers) to ensure that representatives
can access the service user's home, off-load the equipment, set up the

























The service Supplier will provide an emergency response service for those users
where:

e They are unable to identify key holders
e The named key holder or family member cannot be contacted
e |t is more appropriate for a mobile responder to attend

9.2.1 The Supplier will ensure that when a call or alert is received by the call centre,
a call handler will immediately telephone the service user and/or their family
member (if the family member is the person’s designated responder), and, if

no response is received from the service user or their family responder, a
member of staff shall visit the service user

9.2.2 The mobile response service will ascertain whether they can deal with the
situation or whether further services need to be contacted for a response,
such as the emergency services, medical assistance or care service providers

9.2.3 Following receipt of a call or an alert thal requires a mobile response, on
arrival at the service users home the mobile responder will carry out the
following actions as a minimum:

9.2.4 The emergency responder must ensure that the person is safe and that
ongoing risks are being managed




9.2.5 Failure to visit withi- of the first call or alert being received by the
mobile response centre shall constitute a breach of this Contract

9.2.6 The Supplier will provide a response service for those people who do not
have family members, friends or neighbours who are able to provide a speedy
and reliable response service for them.

9.2.7 The Supplier shall ensure that its Staff who help to operate the call centre and
who provide mobile response services:

e have a basic introduction to the Care Act 2014, disability
awareness, adult safeguarding and the Mental Capacity Act 2005

e work in a person-centred way and maintain high professional
standards

e are able to meet the needs of service users with communication
and/or sensory loss e.g. deaf and blind people

e have sufficient skills and training required to ensure the safety of
the adult, judge an appropriate response and provide comfort

e have completed suitable checks e.g. Disclosure and Barring
(DBS)

9.2.8 The Supplier shall ensure that there is a training strategy in place to meet
training and development needs of its Staff

9.2.9 The Supplier shall establish and maintain an appropriate system for logging
calls or alerts received by the call centre. Where a service user requires a
' the Supplier shall ensure that the service user is attended
Mof the request being received by the call centre or shall, if it
is appropriate, notify a key holder, carer or support person and ask such key
holder, carer or support person to attend to the service user

9.2.10 The call centre shall follow up such instances within 24 hours to ensure that
the service user's needs have been met and that the response (including from
key holders/family members) was appropriate, and record this information

9.2.11 The Supplier shall ensure that effective protocols are established and
complied with in relation to liaising with different agencies, including housing,
health, ambulance, police and fire services

9.2.12 The Supplier shall ensure that service users are provided with the most
appropriate response taking into account all available information







10.1. Adults and Communities will provide introductions for residential and
supported living settings where Barnet clients are placed

10.2. The Supplier will work with the residential or supported living staff, the
service users and families/carers to identify opportunities for telecare to

achieve financial and non-financial benefits

10.3. The Supplier will install and maintain equipment in these settings

10.4. The Supplier will lead on negotiating fee reductions with the
residential/supported living provider on behalf of Barnet Council

10.5.

11. Self-funder market

There is a significant self-funder market in Barnet and most new referrals to the
current telecare service are from self-funders. The exact process and mechanism
will be decided collaboratively with the Supplier, but should include:

11.1The Supplier will continue to provide a Service for self-funders in Barnet
11.2Actively promoting the Service to develop the seli-funder market

11.3Working with residents of Barnet to identify barriers and opportunities for
expansion of telecare

11.4Utilising Council tools to promote the Service including prevention services, the
Council website and the first point of contact centre (Social Care Direct)

11.5Agreeing a pricing strategy with the Council for self-funders so that some
revenue is retumed into the Council

12.Innovation













17.8Costs of items of equipment should not exceed the costs agreed for the ESPO
framework.

17.7The Council will put in place proportionate verification and / or audit of telecare
packages installed to ensure appropriateness and value for money. This may
include all packages over a financial threshold requiring authorisation or spot-
check audits.

18. Service quality

18.1The Supplier must demonstrate audited compliance with the Telecare Services
Association code of practice and any future revisions or updates

18.2The Supplier should demonstrate that internal quality assurance mechanisms
are in place

18.3The Supplier should ensure that service users and carers are consulted and
involved in the development, implementation and monitoring of the quality of the
Service(s)

18.4The Supplier should ensure that service users are able to provide anonymous
feedback, as well as knowing their rights to complain and being empowered to
complain where relevant

18.5The Supplier should use national and local research, best practice and
experience to influence ongoing improvement and scope future requirements

18.6The Supplier should work within a stated ethical framework that balances an
individual’s right to autonomy, choice and control with wider strategic priorities

18.70ther quality standards will be included as part of monitoring and performance
management

SECTION B: BENEFITS MANAGEMENT, MONITORING AND
PERFORMANCE FRAMEWORK




2. Performance Framework

2.1Key Performance outcomes and outputs are listed below — the Supplier will be
expected to provide these as a minimum service

2.2Further indicators will be agreed in writing between the Parties before the
contract commences




Area

| Minimum service requirement

Net financial benefit of service to the
Council

Customer satisfaction (including self-
reported independence)

Staff satisfaction

Average time from referral to
installation

Installations within agreed timescales
(Same day, 3 Working Days or 5
Working Days as ordered)

Responses to alerts delivered within
agreed timescales (visit to the service
user within 45 minutes of receipt of

Calls answered within 60 seconds

Staff training

3. Monitoring Dataset

3.1

3.2

3.3

The Supplier will be required to maintain up to date information on the service
and report to Adults and Communities, as well as provide evidence of results
agreed in the Performance Framework during the mobilisation stage of the
contract.

The Supplier will act as the data processor on behalf of the Council and will
be responsible for the secure and compliant handling of data, including
disposal of data at the end of the contract. For the avoidance of any doubt,
the Supplier is required to comply with the Data Protection Legislation.

The Supplier will be required to keep the dataset up to date during the
Contract Period. It will be discussed during agreed contract management
meetings.









