2.1

2.2

2.3

3.3

3.4

3.5

3.0

3.7

3.8

3.9

This Services laid cut in this Schedule 1 set out the core components of Help Direct and
smw m mm'%wd io be the minimum requirements placed upon the Service Provider in

Agreement.

The Services will be delivered by the Service Provider in line ffing and service
delivery structure {(as of Nov 2008), though this may {:hmg% over %m Cmmgé Term as Help

@@wwm

The Service Provider will be required at all times to work closely with LCC 1o further deveiop
the Services outlined in this Schedule 1 throughout the Contract Term. Help Direct is seen as
an evolving, organic approach to meeting some individual and community needs and will

develop out of partnership working and inncvative thinking.

mgm%m%mg o ad wvely promote Help Direct m{:é raise gég Qmé & across Lancasnire,

Consult citizens within the area of Lancashire specified in clause 3.1 of the Agreement
Conditions regularly regarding the development of the Services (o ensure i mwm mw needs,
and communicate that feecback {0 the LCC.

The Service Provider will secure dedicated premises or mam in existing premises {the
"Premises”) within each of the Districts to provide a base for Help Direct.

The Premises will be both highly visible to the public and easily accessibie by public transport.

The prem ises should also be accessible and welcoming to people with disabiiities, sensory
impairments or mental healkh problems and be able fc accommodate any asscciated
eguipment.

The Service Provider will ensure that the Services:
¢ can be provided in other premises in the District, both public and private.
<




3.10

4.2

4.3

4.4

4.9

4.7

5.2

5.3

5.4

The Service Provider will provide a named day to day operational m

of the Adult & Community Services Directorate can liaise

% QG ﬁ ..... 5 | ¥ .
1.00pm.

As the Services develop. the Service Provider will be required o enhance those initial times
stipulated in paragraph 4.2 (above) to meet the requirements of customers, subject o the

availability of resources o do so.

receive %@mm@w %mw ies, m@é receive amﬁ make g@f%rmig w other agencies
telephone and electrenically.

noth mf

------- and maxe yse of

@3@0 mm%}%m o m@é low cost phm@ calls from the mm

Qutside those times siipulated at paragraphs 4.1 and 4.2 (above), the Service Provider will
é% an automated message service capable of recording engui mg w ith all callers
receiving a response within a reasonable timeframe. it is anlicipated that this will be on the

same of next working day wherever possible.

The Service Provider should build up coliaboralive arrangements with other local
organisations ang information services, as well as the County Council's Customer Service
Centre, to enhance the Services. This will be supported by LCC as necessary.

The Premises will shut for Bank Holidays and other Public Holidays but be otherwise statted

as appropriate. including for example between Christmas and New Year..

The Service Provider must establish a workiorce that is of sufficient size (0 acequately provid
the Services offered (and broadly in accordance with the outline proposal submitted as wﬁ of
the Service Providers Tender).

The Service Provider shall ensure that ther workiorce ghmg nave not only good local
Knowi @ég@ @? ﬁ%mwg it m%wg m’zd sch@m@s m the Districts, %gm mméﬁ mm nave

The Service Provider will only recruit and/or employ staff who are suitably qualified and/o-
trained for the work they carry out.

The Service Provider will have in place an identifiable training policy which demonstrates a
commitment to stail development, and the maintenance of professional knowiedge ang

competence  Ekach employvee should have a g}mmmms% tnat identifies his or her training
needs {in-house and/or external courses) on a developmental basis.

The Service Provider will ensure that people who have a sensory impairment are enabled to
access o Service,

The Service Provider must have a volunteer policy which sets out standards for recruiting.
training and supporting or commissioning Vol umm%rg ’mém’imm Must mi b@ wm“m to an

unsuitable role nor be used as % perm




5.8

5.9

..........................

mmkg
am aé st&ﬁ employed In @mmd@ﬁ wm the mw sion of the Séw ices, including
Vol wmws wm are actively involved in working directly with vuirerable people must be
subject to an enhanced disclosure from the Criminal Records Bureau.

The Service Provider will ensure that there is appropriate back up to cover the planned
absence @f %Méf employees (including Vol w@mm} and will mt?y iCC*g %mmm officer of

Services.

in the event of any long term absence or reduction in staffing levels due to a vacant post or
posis that results in a reduction in the Services, the LCC shall retain the right to
proportionately reduce the Fee or negotiate an extension to the Contract Term at no additionas
cost.

complete the m %@w ng ?umtém& designated as 'Information and Signposting Workers' (or
any alternative appropriate designation chosen by the Service Provider).

* prov ide information. support and g&z‘dmﬁm to the citizens of Lancashire aboul practical
nelp and opportunities available related to improving welibeing and independence

s updale and expand the Welibeing Directory {(see 7.1)

The Service Provider will recruit, train and manage (or mmmégg*m or sub- mmgmti staff o
complete the following functions, designated as "Outreach Workers"” (or any alternative
designation chosen by the Service Provider):

» Seek oul Kelevant Individuais:

»  make inks with a range of community and neighbourhood-based initiatives designed o
empower individuals and support their participation in their local community:

» support jocal communities to improve well-being and quality of life, particularly in the rurai
vitlages and deprived urban areas.

The Service Provider will formulate and action innovative ideas and gg&mmhm (o developing
the roles of Outreach Worker and Volunteer. In doing s0, consideration will be had to the fact
that the S%w ces @fﬁ 0 be provided in both urban and rural locations; and 10 black and ethnic
minority or migrant workers and their families. In the execution of this
fﬁau'g’%mmé %mb """" ing relationships with existing local organisations (for example
mmgg@mm? teams,; relevant mmmwm y-pased acltivilies and social
@nmmf ses; district based regeneration and housing action initiatives) will be essential




Development. 1% Contact Network, |
mm A diagram showing the key elem
3.

4 % and 8§ |
at APPENDIX

8.2 \a_ unity D 2311

ment initiatives

8.2 2 The Service Provider will ensure mz Relevant Ingividuals are able 10 access avallable
support services, schemes and initiatives in a way which is heipful and appropti m% to

thelr circumstances.

Gaﬁfmm Workers will seek gut Relevant Individuals ang introduce them o local
community services, linking into and developing focal community initialives.

6.3 1% Contact Network.

6.3.1  The Service Provider will work with LCC and a network of local %@m es (o provide
1% Contact referral service to identify Relevant Individuals (the "1™ Contact Network’ }

532 The aim of the 1° Contact Network will be to

@mmrs are able {0 | *d@mw and g%fm on iéwmgh Help

¢ @g‘g%ug’% th@€ *‘g%

i mw @é’?%mp ons' N eacnh agmw m encourage
awareness of Help Direct and make use of the st Contact Network

across ail relevant staft.

» raise awareness of low level needs and encourage all stalf from ifs
member agencies t¢ think beyond their own agency's concemns when they
are first in contact with a Relevant Individual

s {0 help the Relevant individual access the support they need (o resolve

the problem presented and {0 complete this with the minimum appropriate
evels of intervention and the lowest number of agencies intervening.

o Ensure that all Network member agencies have a broad based <nowledge
of what help is availlable ard how to access it

entation of the 1% Contact Network
des the referee with the

6.3.3 The Service Provider will assist with the implen
and ensure that its trackirg system for incoming referrals provi
follow-up information they need.

6.34 Thre 1st Contact Network is an evolving programme of work and the Service Provider
wil De expected 1o contribute (o its development and improvement

#

6.4  Information and Signposting.

6.4.1 The Service Provider will be responsible for delivering relevant information, assisting
with access 1o support and guidance in each District Council locality.

6.42 The Service Provider will accurately maintain, update and,
directory of well-being and other services in each district (2

where possible, improve a




643 The Service Provider shaill also co-ordinate and link with other relevant information
darabases (¢ assist with delivering as full a service as possible.

©.4.5 The Service Provider will within their Premises, house a range of resources (o ensure
that Relevant individuais have access o all possible strands of information and help in
orcger 1o assist with delivering the Services

4.6 The Service Provider will provide information and gmmw 0 Relevant
about practical help and opportunities related to improving  well-
§ﬁ§a?%ﬁd%ﬁ@@

647 The Service Provider will either check Relevant Individual's entitiement (o benefils

themselves or refer to alternative agencies for this purpose.

way that is appropriate {0 an
mwgséé}% by mgz e wih of sm ties, %@%"%S@W m;}a fméms or mental health problems
angd w

: mation and advice
S%W ces md%? this Ag?wm%ﬁ% w people Wﬁ@%@ first mmmg@ s not English,

Accessing Practical Heip and Supp

6.5.1 The Service Provider will provide access to a wide range of practical support services
mm are currently available to assist Relevant Individuals in maintaining independent

ving arrangements.

6.5.2 The Service Provider will help develop such schemes or initiatives as are required {0
mwé émﬁé{:ﬁ g@m as agreed with LCC. Appendix 4 sets m’i M% C mm mﬁg@ {:f

%x%@agiv@ﬁ

5.5.3 The Service Provider will develop Help Direct so that referrals can be received from:

a. people who walk in. telephone, e-mail or use SMS texiing

0. people who complete either a hard copy or electronic self referral
form

C. people who are referred or signposted from the First Contact Networx
or from other organisations including {bul not limiled to} Local
Authority One-Stop Shops, LCC Customer Service Centre, Primary
Cm@ Trusts, Citizens Advice Bureau, General Practitioners, Fire anc
Folice Services

c. soctal workers at the point of assessment

e. carers, general public, other local service providers not outlined
above e.q. Post Offices, Hairdressers

f others as appropnate

8.5.4 The Service Provider shall ensure that the above-listed methods of referral at
naragraph 8.5.3 are available to those Relevant individuals with disabilities, sensory
impairments or mewal health problems as far as possible.

On receipt of a referral as specified above or by any means adopted by the Service
Provider pursuant to this Agreement, the Service Provider will then:-

a. offer the Relevant individuals information and guidance about schemes,
services, initiatives and provisions ncluding access o practical help or

further specialist advice as required.

refer the Relevant Individual onto an appropriate body where, in the
judgement of the Information and Signposting Worker or the &f:'ﬁi'ﬁi. utreacn

Norker, the Relevant Individual requires a full assessment of their needs




7.3

7.4

7.5

7.5

C. offer a follow-up or tracking service to ensure that those referred Relevant
ndividuals are getling the heip they need.

+

8568 The S@ﬂg%@% é*f?' wéi co-ordinate access o services, in *%mvm

falsil’ ém

857 The Service Provider will build up the network of schemes, services, nill
provisions and contacts to assist with the delivery of the Services.

558 The Service @mwéw will identify and map gaps in provision or gaps in capacily and

e there are sufficient

promote business deveiopment to ensure that, wherever possio
Incal traders and searvice providers o meet demand.

£.5.89 The Service Provider wil co-ordinate with the Home
ensure thal there s good access o reliabie sma
schemes.

Trader Sﬁh@m@

A8.5.11 The Service Provider will gather intelligence about gaps in the prowvision of these
direct services

Wellbe! ﬁg ..... %f@m@?y by | mmt g such %@mi mmm% g@wmm in mmm and provisions as
ﬁ“:@y find.

in complying with paragraph 7.2 the Service provider will take all reasonable steps {0 quality
check the information on such schemes, services, initiatives and provisions and map the same
on a district by distnct basis

The Service Provide” will make best use of the Welbeing Directory 1o provide information,
advice and access io practical nelp to those K E@vmé individuals re ?%?’?’%@3 mm@m% o
%ragmgm 6.5 {above) by searching effectively for information from the Welibeing Direciory
and comparing with a range of @th@r E’%MME‘@@% wﬁ ch will enable ihe S%wém ?mvimr e
ensure, a co-ordinated approach 1o providing

3.6 @mw} who nas

_______ m@mw and its content for

level mcmg m}d IS mm% responst %% for mai Nm ng m
that area

a. kach Service P pacit District baseo
reportis 0 show wh ich mh%%& services initiatives and mmgm& they are
responsible for mamtaining up to date information ?m and shouid run this




7.6

8.2

e L S e e e U

0. The Service Provider within each District s responsible for mantaining the quaity
@f z:mm linked to that District including accuracy of information e.g. availability and
C. ﬂm S%w ice Provider within each District has a responsibiiity (o expand the

Weillbeing Directory content for that District. This data should be informative and
accurate and contain information about eligibility criteria, availability information,
cost, referral method, and quality assurance where appropriate

d. Al @? the information for a new scheme, service, intiative or provision should be
avaiiable before m"ng added to the Welibeing Directory.

e, Aw scheme, service, initiative or provision which has received n%gmew gem@ma
from any individuat m lower ‘evel access, should be | W%maw and findings
mmﬁw to the organisation responsible for that scheme, service, | “mw or
orovision within & working days. If further negative ?@@amk is received, the
S@w ice Provider should take appropr iate and proportionate action, ‘?m may

nciude asking the scheme, service or provision o develop mé implement an

improvement plan or working with the scheme, service or provision o develop an
improvement mﬁﬂ The Service PFrovider mgy am consider zﬁmmgm*y or

Serm

should be communi @m@d openly 10 the scheme, service, mw@ or m’w SION.

f. A report should be run every 3 months o show how mmy schemes, Services,
in: a‘ééwg of @mvﬂ ‘mg nave mm added and d% @tm by the S@W@e Mméw |

AHHENE &

shouid m% E}% mﬁ bm% on the i}f@ciwy wzm m% mgm% iISsues %mw neen
resolved. Any new addtions 1o the Directory should be reviewed for qualty
assurance purposes.

g. W% Sﬁm ice Provi d@f m 2ach District shoulid maw %‘@gm ar use @? the Directory's

Responsipilities for Lower Level Access 10 the Wellbeing Directory

a. 'Lower level access' provides access to the search pages only and those
employees using the mwm level access should report any incorrect information
about a2 scheme, $€W ce, initiative or mw ion or any negative feedback received
abcoul any scheme, initiats %f‘% or provision by using the feedback button available
on the Wellbeing D mamw This should be fo! owed up within © working ¢
the person with higher level access in thar District.

WORKING IN PARTNERSHIP WITH OTHER HELP DIRECT PROVIDERS

The Service Provider WH be expected to make links and develop posilive working
relationships with other Help Direct providers in Lancashire, in order 1o explore opportunities
to ghm@ costs, for @mmp@ around publicity campaigns, or share good practice or share

a. each provider's confinued commitment to the learning set which has been
established by LCC

D, various Wmce development or working groups

C. pm development work on gmm“c themes, or

¢

9.1

émf@m ---- ------ ient angd | mmwem@m of F%@p Direct.
closely with the Directorate’s Development and Commission ﬁg Oﬁ Cers mm h%




and Prevention Team and with other nominaled officers 10 develop and enhance the Service
{o meel changing levels of demand and priorities.

members of the public or statutory services or mm% agencies across th
these should in line with the Help Direct Governance Framework {APPEND

102 in mmgém the views of m@m@ m@ Relevant Eﬁémémég wm m‘gm use

10.4  The Service Provider will develop inks with the most appropriate thematic working group of
Boards and Forums

mm D"%%?’Sfa wmé S%g”m@giz; Partnership and with any other Partnershi;

iners, the Service Provider will also work with Black and
seclor and encourage

10.5 directly or through their par

nonty Ethnic mgmimw% from the Vaoluntary Community and Faith
them {0 participate and share resources {0 provide appropriate Services (o all iocal

communities

112  Each district based Help Direct service will have an implementation group to support its
development and 1¢ act as a reference point for the delivery and improvement of the Services
mework as ‘Getting it right —

ﬂ each Disirict. These are referred to in the Governance Fra

________ etting it done’ groups.

|

n addition, a strategic reference group will be es:ablished across each Primary Care Trust
?CD %mém nt area {0 manage the links w?ﬁw the PCT@ the D strict C@m{; s and m Hm m %

ma g;g

viembership and terms of reference are included in ARPPE

Tt e D ORI e e B L T T O Y 1w e o OOENOOR e e ettt e O s, A L AR A A A Lk e A AN A as s om ks e el e et e w o m
b b S T S L T w w o a e DR e S e T e s 0 DR e PICICEP- Y SR e R e R o 0000000000000 Nt e n e u e i s

ZM_WM
12.1  The Service Provider will vigorously promote and market Help D
the most effective results. These include -

a. w@m;fymg a point of need and m‘m% ing a {social) marketing campaign which takes
------ elp Direct out to where people live or work or congregate. This means working
ﬁ@gmééﬂ advocates, local champions, community lead
community centres efc.




13.2

SR sa s a o r s s aEr s S

b. Developing and maintaining a range of promotional material in relation to the

c. Devising marketing and publicity material. However, Service Providers must at all
times use the agreed Help Direct logo (as can be seen at Appendix 8) the

are being developed and will effectively be an additional Appencix 1o this contract.

il

d. New matenal should be cleared with the 'Slrategic Fe

" group {see 11.3 above) of
the appropriate Development and Commissioning Officer for Well-being

' ) and
Prevention. The Service Provider will contribute to a joint launch of 1% Contact
Networks and Safe Traders when these components are ready for laurch,

Making promctional material available in a range of accessibie formats o meet
the needs of all service user groups within Lancashire's diverse population.

Publicity, leaflets and signage in line with the Help Direct Branding Guidelines (Appendix 8)
will be used to publicise Help Direct though a range of local media.

n its publicity material, the Service Provider shall acknowledge that the Funding has been
orovided by LCC in the form of a Branding Logo except that the Applicant shall not use LCC's
copyrignt i

3randing Logo on any publicity material or documents uniess specific prior written
consert to its use in each setting has been obtained from LCC.

In relation 1o the use of LCC's Corporate Branding 10go. the Service Provider shail

display LCC's branding logo in a form, size and positioning approved n writing in
advance by LCC.

b. have the exclusive right {0 use the branding logo on its publicity mater
connection with the services identified in schedule.

c. shall meet the reasonable costs conseguent on the provision of displaying
pranding logo on the publicity matenal

d. use all endeavours to procure that its suppliers and contractors shall notl
knowingly, do or omit to do anything in relation to this Agreement or the Project or
ir the course of their other activities that may bring the standing of LCC info
disrepute or atiract adverse publicity for LCC.

The Service Provider will work collaboratively with the other service providers and LCC 1o
develop their own shared website for Help Direct to engage those people who are unlikely 1o
use the Council's own internet pages to find the information they need. The webpage musl
have the capacity to link directly with the Well-being D

the Customer Response Systern (CRS). The purpose of the website is to provide:-

a. an entry point to Help Direct for people who are unlikely for whatever reason 10

5. atool to develop outreach work and community engagement

c. access to the various Help Direct products (Well-being Directory, URS, Safe
Trader Scheme and s0 on)

a platform for communication including en

and LCC and the public

en the Service Providers

ailing betwe

Provider's Help Direct website will be recuired 0 comply with LCC's websile
Hch will |

The Service
standards wi




14.2

14.3

18.2

...............

Help Direct is an evolving service whose shape and capacity will grow and develop over {ime.
it will not be a fully complete service from day one.

The Service Provider will be able {0 sub-centract with approprate org in
megéﬁ o with them o develop the potential of H %g} Lirect. H@WW@& as Lﬁ@% organisation,
M%y Wil &m "espons| ible for the d@ ”vegy and of services delivered by the sub-

%mg}gwm %W@%g @? %% -being. The Sew ice ?mv ider will be W% as far as s wmm%b%
m anage any growth in demand for Help Direct over the iife of the mm?mé from within this

""" wgtmw% package. making best use of all elements of allocated fundi

gamw’m m gumm‘% wﬁmmmm mm *or g“zg n %m with %éw _____ m omes F
Uitferent lavels of imformation gathering will be required {wmmm on the type @?

enquiry being made.

0. Included in the CR
peyond the presenting m@&z?@m md a prompt for follow-up calls o w@%@ Wwhno have

ysed the service,

Help L
wmrwm tv 1o mmrsmw to those recorgs. Care g%m he taken to ensure that all m e

party information is appropriately separated into a mﬁ‘f dentizl section of the fi'e and
provision must be made for the secure storage of any confidential files.

=3 ice Provider will develop standards for meeting telephone enguiries ang {o

Keep mmf@g W the time %ak@ﬁ (e {:%@% wg’ services and will also kKeep a note of unmet
These standards will be agreed as part

Confidentiality

a. Everyone who uses Help Direct has a right to privacy and theretore all information and
knowledge relating to them and their circumstances must be treated as confidential.

n. The Service Provider must advise all staft on the importance of maintaining

""" contidentiality and must implement procedures that ensure thal the affairs of people
d agencies.

who use Help Direct are only discussed with relevant peop

¢. The Service Provider must have a policy on confidentiality that contains the key

glements of the Access (o Personal Files Act 1887 and the Dale Protection Act and

e ettt e e I e B B e e R ST T I N LA AR, L L L B e e e ittt R e e L U REM - e . . L




shall have mechanisms in place to ensure compliance with the legisiation. Each

ed|
agency must sign up o the information Shart ng Protocol (APPENDIX 6).

15.3  Destruction Policy

a. The Service Provider will establish a pclicy on the mainienance and destruction of

%mmm %a%m Aga n this Wi§§ pe devel Qwé across &i mm ce mm @m tm@@g“‘z the
L include the

15.4  Quality Assurance
The Service Provider will ensure that the service objectives are being met and are achieving
the desired results. The most important measure of success is wstmwr satisfaction.
The Service Provider m nay use a recogn sed quality assurance ool or deveiop a system "In-
house™ however, as a minimum there must be records which demonstrate the foliowing:
a. Clear, written statements of philosophy, objectives and plans in
elation 1o Help Direct.
n.  Appropriate arrangements for the supervision, inspection and assessment of the Hep
Direct services directly provided by the Service Provider and their subconiractors arc
cariners,
¢.  involvement of people who use Help Direct, through the byes and tars arrangements,
and all Statf (both Service Provider and subcontractors) in standard setling.
d. Self monitoring of the Services based primarily on the experiences and views of the
customers.
e. plementation and monitoring of equal opportunitizs and anti-oppressive
______ praclice in areas w{;h as race, gender, cclour, rational origin, sexual preference,
disahility, mantal, economic ang unfempioyment status
16

e B e R R R R R R R e R R R S R O A

that this wi é% DE 8 mg} y a sfarting m int mm which th@ SErvice w %iE Qrow anc é@mmp

...............

171 The purpose of Help D
mmm’*% ?m citizers S@Z m% in the Gwemmww Vihite ?apw Ow ------- aalth, Our Care, Ow

mproved health and emotional well-being;
b, Imoroved quality of iife;

C. Miaking a positive contribution

d  Choice and control,

o ?mm@ """"" fmm d gcg‘ mination

f

172 The mﬁmmmw of the Service Provider will be measured against these outcomes, and the
following broader communily development outcomes:

a. Leadership
0. Commissioning and Use of Resources

T e A e S e o D D i e e e e e n s e e m e - PP T e
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??%M%Wm% and Summary (Appendix 5) against which the performance of the Servi




= BROAD

Help Direct will make a major contribution to %h@ mg%{ of transforming now mw% m@%gg ang
receive support, in ine with Mtt ing People F

D rect, people will be able to mms& a much broader range of services mm
those traditionaily provided by Adult Social Care, many of which will be seif-funded by the
m ém th M@w offer &g greater choice and autonomy. S&émm will be available for those

D OF SUPPORT

PEOPLE MOST IN NEE

Direct s a universal service open o all adults for information ang signposting. the

ANhiist Help
m mary pro-active focus is on ideniifying md supporting those most in need of Swmf%

including those who might be at risk but who gm also be unsure about coming ‘orw
support or might not recognise that they need h% -----

nle w $m’§w

Working mwmm with ?:iw LCC mmmmmwm the Sewéc& Provider mz.m b@

e,

Direct, %% S@w Ice Prw der wiit acltively gug}mﬁ this f%mmh at me mmwm iate i

The Service Provider w vill work in conjunction with local partners to develop a more holistic
Q?M@%@h o m%% m solving. for example by developing a pathway approach to life events
which bring together a package of supports from different agencies, making better use of
universal services where feasible. The Service Provider will also undertake or contribule w &
social markeling @f@gramm@ in order t© be able O g:mmmz vely mgﬂ ;}Mm ikely m b@

Direct s part of an %m%rgmg network of preventative services hosied Dy or
COMITH % mm DY ma | authorities, health and the VCF sector. %%@m Direct is there {0 nelp

Secondly, Help Direct
S mw@ m neip peop! @ maintain or grow their social networks and m s gmw ires joint work with
others around community engagement, community development and Duilding robust Hinks
througn and with the VCF sector resources.

HELP DIRE

The 1% Contact Network is designed to help identify those people who may be at risk of losing
their independence and ensure that there is a robust referral process in place to find the 1 g‘gm
support to help them sort out ther problem. The aim will be 0 have champions in each
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relevant front-iine services, e g. Council one-stop-shops. Police Communitly Support Officers
and Libraries efc

which wiil

Help Direct will act as a co-ordinating point for g"@?@m s that come from a network of loca
. for example, Fire and Rescue, Police, Housing., Home In VP, Socia

yprovement, DV
CW@ Health Care. This approach aims (o ensure mm the agency providing the first contact

with people in their own home makes a brief judgement of need and refers on {o the
....... appropriate agency where a need I1s dentified.

The 1% Cortact Network is an evolving programme of work and the Service Provider will be
expected to contribute 10 its development and improvement,

nes gmmmmé %@%m """ as. The Service Prwééw W§§§ ma to the Cmméy Council's augwmm
mcmg Wmégy {mw 1o ?%Qﬂ%} and o any equivalent District Council strategy {0 ensure that

The Service Provider will use the Customer Response System (CRS) which has been
developed o manage the recording system for referrals, service delivery and follow-up
%mciﬁ%ﬁg across all elements of Help Direct, ensurning, at all limes, complkance with Data
: §%§§gimém and the agreed Information Sharing g}mmm m The

QuUICOMmes.

PRACTICAL ASSISTANCE

APPENDIX 4 sets out the broad spectrum of practica
wthin each community. The practical help services and
Drect will include

¢ those that are available on an open basis o anyone able 10 pay

¢ thosa that have eligibility thresholds written in, for example some handy person schemes
managed by the HIAs, some voluntary sector services and so am

"”Mrmgh Hel Dwﬁi people w he @ffmm @m ces which @mieﬁ %ué@ DAl a:ﬁ fm sery @m

LCC 18 developing & Sﬂ% Trader Scheme and the Service Provider will make best use of thi

when it becomes publicly available. The scheme offers information about safe traders mm m
a general level and at an enhanced level where the trader has been checked @m N a number
of wwg in addition, the Hame Improvement Ag%mz”%g will Cmmm m @%f’ their own 'safe

mg wh ch mg heen mmmm o mm e peopie o get m ﬁf@fﬂ’%m on é?ﬂw ﬁ@m to help
hem make decisions about their life and improve their sense of wellbeing.
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“he Service Provider will ensure that, in managing their budget, they have a g
balance in their total service package between
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