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	1.0
	Definitions


	“Dynamic Purchase System (DPS)"
	means a procedure available for contracts, (similar to an electronic framework), where Providers can join at any time. Providers can respond to Individual Call Offs and bid to provide accommodation

	“Individual Call Offs”
	means an accommodation requirement for an Applicant is posted on to the DPS and asks Providers to submit a bid

	“Contract”
	means the Contract for the provision emergency accommodation, which will be awarded to a successful Supplier

	“Council”
	means Cornwall Council, County Hall, Treyew Road, Truro, Cornwall TR1 3AY

	“CHL”
	means Cornwall Housing Limited, the organisation managing the contract on behalf of the Council

	“Services”
	means the provision of emergency accommodation as described in this Specification

	“Provider”
	means any person or persons, firm or firms or company or companies applying to tender for the provision of emergency accommodation

	“Applicant”
	means the single person or household who have made a homelessness application, and have been placed into emergency accommodation while their application is assessed

	“The Council’s Contract Manager”
	means the representative of Cornwall Council responsible for arranging and leading Contract Review Meetings

	“The Supplier’s Contract Manager”
	means the representative of the Provider responsible for attending Contract Review Meetings and actioning any changes


	2.0
	Purpose

	2.1
	This document defines Cornwall Council’s specification for the provision of emergency accommodation for Applicants who have been made homeless and where emergency accommodation is immediately required.

	2.2
	The Cornwall’ Partnership Approach to Preventing Homelessness and Rough Sleeping: Strategy 2020 - 2025 sets out how Cornwall Council and its partners aim to tackle homelessness over the next five years by building on existing successful partnerships and service provision and by developing new and improved ways of working.

	3.0
	Introduction

	3.1
	The Housing Act 1996 Part VII (as amended by the Homelessness Reduction Act 2017) places legal duties on Local Authorities so that everyone who is homeless or at risk of homelessness has access to meaningful help, irrespective of their priority need status, as long as they are eligible for assistance.

	3.2
	The public sector Equality Duty (Section 149 of the Equality Act 2010) and the Council’s allocation and procurement of temporary accommodation will have due regard to the need to:

· Eliminate unlawful discrimination, harassment and victimisation;

· Advance equality of opportunity between different groups; and 

· Foster good relations between different groups of any household with a member with a ‘relevant protected characteristic’ when placing in temporary accommodation.

	3.3
	The Homelessness Reduction Act 2017 amends part VII of the Housing Act 1996 (as amended by the Homelessness Act 2002), which sets out the duties owed by local authorities to someone who is homeless or threatened with homelessness. For example, it extends the period that a person is ‘threatened with homelessness’ from 28 to 56 days, with interim placements made under Section 188 Housing Act 1996.

	3.4
	The Homelessness (Suitability of Accommodation) (England) Order 2003 and the Homelessness (Suitability of Accommodation) (England) Order 2012 remain in force.

	3.5
	A local authority must provide interim accommodation while it makes inquiries if it has reason to believe that the Applicant may be homeless, eligible for assistance, and in priority need. The priority need categories include:

· People with dependent children who are residing with, or might reasonably be expected to reside with them, for example because the family is separated solely because of the need for accommodation;

· People who are homeless or threatened with homelessness as result of any emergency such as flood, fire or any other disaster;

· Where any person who resides or who might reasonably be expected to reside with them, is vulnerable because of old age, mental illness, physical disability or other special reason; 

· Pregnant women, or a person who resides or might reasonably be expected to reside with a pregnant woman; 

· All 16 and 17 year olds; 

· 18 to 20 year old care leavers;

· Vulnerable care leavers - i.e. A person aged 21 or over who is vulnerable as a result of having been looked after, accommodated or fostered has a priority need (other than a person who is a ‘relevant student’);

· Former members of the armed forces vulnerable as a result of having been a member of Her Majesty’s regular armed forces; 

· Persons vulnerable as a result of having served a custodial sentence, been committed for contempt of court or remanded in custody; and

· Persons vulnerable as a result of having to leave accommodation because of violence from another person, or threats of violence from another person that are likely to be carried out because they are fleeing violence.

	3.6
	Whilst the Homelessness Reduction Act pays particular attention to the prevention of homelessness, it is acknowledged that this will not always be possible.  In these circumstances, the Act places duties upon local authorities to take all reasonable steps to assist eligible Applicants to secure accommodation for at least six months.

	3.7
	Households might be placed in emergency accommodation pending the completion of inquiries into an application, and pending a decision on whether there is a duty to help secure longer term settled accommodation.

	4.0
	Scope

	4.1
	Cornwall Council is looking to commission accommodation to meet the demand from Applicants threatened with homelessness, in order for Cornwall Council to fulfil its duties under section 188 of the Housing Act 1996.

	4.2
	This contract is to invite Providers of accommodation across Cornwall to apply to join a DPS, to enable them to work with the Council in providing accommodation for Applicants who present themselves to the Council as homeless, during which time the Council will assess their case.

This contract will enable Providers to offer accommodation, on a case by case basis, as long as their accommodation suits the requirements highlighted within the Individual Call Off.

	4.3
	In most cases, the Council will endeavour to move the Applicant to alternative accommodation no later than 56 days from their placement, but there will be occasions when the requirement for emergency accommodation will differ.

	4.4
	Within its new Strategy
, there is a commitment that Applicants in this Lot will not be placed in Bed and Breakfast, except in an emergency. In these cases the Council will work towards ensuring that this will be for no longer than two weeks by the end of the Strategy’s timeframe.    

	4.5
	This specification focuses on Lot 1 – Accommodation for Applicants with family commitments.

	5.0
	Background



	5.1
	The Council is currently contracting with a number of Providers of temporary and emergency accommodation, but because of the demand for the service, coupled with restrictions in the amount of accommodation available within the contract, the Council has ‘spot purchased’ additional accommodation from suppliers outside the contract.

	5.2
	There has been an increased use of rooms with contracted suppliers, resulting in minimal vacancies, with some contracted suppliers making more rooms available for the emergency accommodation, outside their contract but at the agreed contract rates. 

	5.3
	The Council is looking to increase the options of available contracted emergency accommodation across Cornwall. It should be noted that the Council is also exploring alternative ways to meet this demand, including the acquisition of its own private rented portfolio.

	6.0
	Aims

	6.1
	The primary aim of this service is to deliver the statutory duties of provision required of the Council.

	6.2
	The aim of this contract is to ensure that Council has access to sufficient accommodation to meet immediate accommodation duties for Applicants who present themselves as homeless.  Ideally, the emergency accommodation will be, wherever possible and appropriate, close to their family, friends and/or support networks.

	6.3
	Generally, Applicants presenting themselves as homeless may be regarded as vulnerable. This contract will ensure that Applicants receive services which pay close regard to the Council’s safeguarding
 and health and wellbeing principles, so that their stay in emergency accommodation is a smooth transition to their next accommodation solution.

	6.4
	The Council is accredited with the Living Wage Foundation
. Consequently, another important aim of this contract is to ensure that the Council pays all Providers of Council services the Living Wage Foundation Rate and therefore it should be made a contractual requirement in all new tenders.

	7.0
	Statement of Requirements

	7.1
	The provision of emergency accommodation will be broken down into ‘Lots’ to accommodate the three demographic profiles of Applicants who present themselves as homeless.  By breaking provision in to ‘Lots’ it will enable placements to be more sustainable, and present better management ability, whilst providing accommodation for the Applicants  presenting which is more suitable for their needs.

	7.2
	The Council is looking to procure emergency accommodation for all ‘Lots’ across Cornwall. This specification focuses on Lot 1:     

Lot 1 – accommodation for Applicants with family commitments (pregnant or with dependent children) - It is the Council’s preference to accommodate families with children (including households where a family member is pregnant) in discrete establishments to minimise the risk to each household type and eliminate the occurrence of mixing lots. This links to our safeguarding priorities where dependent children are placed appropriately away from potential risk from other homeless households.

	8.0

8.1
	Accommodation Classification

Emergency accommodation will be further classified by its type as indicated below.

	8.2
	Bed and Breakfast accommodation means accommodation (whether or not breakfast is included) –
a) which is not separate and self-contained premises; and

b) in which one of the following amenities is shared by one or more households- 

1. A toilet

2. Personal washing facilities

3. Cooking facilities 

	8.3
	Other nightly paid shared facilities – (ONPSH) - means there is access to cooking facilities, but these are shared between more than one household;

	8.4
	Other nightly paid self-contained - (ONPSC) - means self-catering accommodation where the cooking and bathing facilities are not shared, or an en-suite room with a kitchenette.

	9.0
	Accommodation Standards 

	9.1
	Bed and Breakfast accommodation caters for very short-term stays only and affords residents only limited privacy, and may lack or require sharing of important amenities, such as cooking and laundry facilities. Wherever possible, Cornwall Council will avoid using Bed and Breakfast accommodation for Applicants with family commitments, unless it is an emergency; in which case it will be for a maximum of six weeks, but there is a commitment to reduce the maximum length of stay to no longer than two weeks, under the new Homelessness Strategy.  

	9.2
	All accommodation commissioned for use as emergency accommodation in accordance with this contract must be kept clean and in a good state of repair, with no outstanding repair issues, as defined below, and must provide the following criteria as a minimum standard:

	9.3
	· Furniture and furnishings:

· All rooms to have carpets or appropriate floor coverings and decoration throughout to a good standard;

· All rooms will be provided with either blinds or curtains;

· All rooms will be maintained to a clean and habitable condition;

· Bedrooms will be provided with beds of a good quality (and cots for babies, where applicable), and fresh bed linen will be provided;

· All self-contained cooking facilities will be provided in a clean and serviceable condition, at the commencement of each placement;

· Shared cooking facilities will be kept in a clean and serviceable condition at all times by the Provider.
· All accommodation will provide clean and serviceable cutlery, crockery and other reasonable kitchen utensils and to the level of the household size;

· All accommodation will provide clean and serviceable chairs and sofas, as appropriate, as well as access to table and chairs for meals and to the level of the household size;
· Providers will enable applicants to access clothes washing and drying facilities.

	9.4
	· Repairs:

· A pre-condition to accepting any emergency accommodation units from the Provider is that they must agree to the repairs priority listing as detailed below;

	9.5
	· Emergency Repairs – If the issue is likely to cause harm to the occupant or damage to the accommodation, the repair will be treated as an urgent matter and remedied or made safe within 24 hours;

· Emergency work includes:-

· Total loss of water;

· Burst water main;

· Flooding;

· Severe storm damage;

· Total loss of electricity supply;

· Serious electrical fault or unsafe electrical fittings;

· Blocked toilets where the property only has one toilet;

· Gas leak;

· Blocked flue;

· Staircase and banisters which are insecure;

· Problems with outside doors and windows which mean the property is insecure;

· Regaining entry when Applicants are accidentally locked out; 

· A loss of heating and/or hot water between 31 October - 1 May

· Offensive or racist graffiti.

	9.6
	· Urgent Repairs – If the repair cannot be delayed without causing serious discomfort, inconvenience or nuisance, it will be completed or made safe within 24 hours.

Urgent work includes:

· Graffiti;

· Blocked drains, sinks, bath, and toilet;

· Roof leaks;

· Minor plumbing leaks or defects;

· Severe dampness;

· Breaches of security to internal doors and windows;

· Hot water faults or breakdown;

· Heating faults or breakdown;

· Minor electrical faults;

· Defective flooring;

· Faulty extractor fan;

· Broken window restrictor

· Defective cistern or overflow; and

	9.7
	· Routine Repairs – Routine repairs will be completed as soon as possible, and will not cause undue inconvenience to Applicants. 

Routine work includes, but is not limited to:-

· General joinery repairs;

· Repairs to kitchen fittings;

· Repairs to doors, windows or floors;

· Repairs or clearing of gutters and downpipes;

· Repairs to external walls, fences and paths;

· Dripping or leaking taps or shower units;

· Repairs to walls, brickwork, slates or tiles;

· Other minor plumbing repairs;

· Repairs to plasterwork;

· Repairs to tiling;

· Deep clean including an environmental clean, clearance of rubbish, including needles and sharps, and nappies;   

· Decoration;

· Replacing, cleaning / renewing fixtures and fittings; and

· Easing doors and windows.

· The external appearance and curtilage of properties must be clean and tidy, both during and at the end of every placement;

	9.8
	Applicants should know how to contact the Provider for repairs and in cases of emergencies, and there must be a clear process for Applicants to report disrepair and damage that presents a risk to the household.

	10.0
	Accommodation requirements – including diversity and accessibility

	10.1
	This section identifies the quality and location of accommodation required under the terms of the contract.  Cornwall Council is looking to secure accommodation which:

· Maximises the number of units which are suitable for wheelchair users and have good accessibility;
· Allows the delivery of care and support packages.
· Are located in and around the key towns across the county, to match the need.
· Is not situated above a public house or accommodation with late licensing;
· Represents the numbers and volume of homelessness applications presented.
· Have clear policies relating to:-
·  On whether pets are allowed.
· Tolerance towards the consumption of alcohol, cigarettes and drugs on the premises.

· People visiting Applicants in their accommodation.

	11.0
	Health Safety and Wellbeing

	11.1
	All accommodation commissioned for use as Emergency accommodation in accordance with this contract must comply with the latest safety requirements, and must not present a risk to Applicants.

	11.2
	· Gas and Electrical safety:

· All accommodation (including common parts and shared areas) must have up-to-date gas and electrical safety certificates, which will be inspected annually or more regularly, as required;

· All electrical appliances must be regularly PAT tested and in a good state of repair and cleanliness;

· No Emergency accommodation will present any ‘Category 1’ hazards as identified in the  Housing health and safety rating system (HHSRS), as set out in the Housing Act 2004 and associated guidance;

· All fixtures, fittings and other relevant items in the accommodation will comply with all relevant safety regulations including: 

· Gas Installations – Gas Safety (Installation and Use) Regulations 1998; and

· Electrical Circuits and Equipment – NIC/EIC Certificate (IEE Regulations);

	11.3
	· Fire risk safety

· The Smoke and Carbon Monoxide Alarm (England) Regulations 2015 came into force on the 1 October 2015 that will require all accommodation will have working and regularly tested ‘mains’ smoke and carbon monoxide detectors;

· The Provider is required to carry out a fire risk assessment and take specific action to minimise the risk of fire in the common parts;

· Providers will require a smoke alarm on each floor of the premises; and

· A carbon monoxide alarm in any room of the premises which is used wholly or partly as living accommodation and contains a solid fuel burning combustion appliance.

	11.4
	· General safety and security:

· All accommodation must be safe and secure;  

· Where Bed & Breakfast accommodation is used to accommodate an applicant and is their main resident, it falls within the definition of a House of Multiple Occupation
 and;

· Providers shall maintain all relevant licences and legislation.

	12.0
	Inspections

	12.1
	· Council Inspections: 
· CHL will carry out inspections of all emergency accommodation within the first three months of entering the DPS and then quarterly thereafter, or more regularly if required;

· The Council reserves the right to refuse to use emergency accommodation where:

· It is evident that its condition fails to meet the required property standards;

· The Provider is unable to demonstrate that they are satisfactorily managing the emergency accommodation; or 
· Where necessary safety certificates and other legal requirements are not present, or have expired.

	12.2
	· Provider Inspections:

· The Provider will complete and record regular inspections, as agreed with CHL, and complete necessary repairs and maintenance work to maintain the standard and condition of the emergency accommodation;  
· If the Provider suspects the Applicant is no longer living in the property, CHL must be notified immediately by phone or secure email;
· When completing an inspection, the following items shall be checked.  This should not be regarded as an exhaustive list: 
· Health and Safety issues - e.g. are smoke alarms/carbon monoxide detector functional? 
· General repairs – are there any outstanding repairs or maintenance issues to action?
· Residency – ensure that the people residing in the accommodation are in accordance with the original placement; 
· When completing an inspection, advice will be provided as required, such as:
· Property issues, such as addressing condensation; 
· On the terms and conditions of occupation;
· Regarding welfare of the Applicants, and signposting, if there are any issues or concerns.

	13.0
	Insurance

	13.1
	All Providers of emergency accommodation will have relevant insurance, evidence for which must accompany their tender bids, in accordance with the terms and conditions.

	14.0
	Legal right to operate

	14.1
	It is a requirement that the accommodation offered under the terms of this contract must have relevant statutory permissions and licences in place and adheres to any section 106 planning conditions, if applicable.  For example;
· Properties which are converted into apartments, commercial building converted for residential use and houses converted into Houses of Multiple Occupation (HMOs) must have the relevant licences, planning permission and building control approval;
· Accommodation with shared facilities may be regarded as HMO.  In these cases they must have appropriate licenses in place and ensure compliance with the license conditions.
· Properties with lofts converted for residential use require building control approval and must have relevant fire safety permissions; 

	14.2
	Where the accommodation is not owned by the emergency accommodation Provider, the Provider must ensure that proof of planning permission, building control approval and/or fire safety certification is available from the property owner.

	14.3
	If the property owner is not able to provide the relevant permissions and certifications, the Provider must contact the relevant authorities to confirm that the property meets the required standards to be used for emergency accommodation. Failure to comply with this will result in the accommodation being omitted from use within this contract.  

	15.0
	Geographical Locations

	
	The Council wish to provide emergency accommodation in three area locations across Cornwall, which are as close to applicants’, family friends and support networks as practicable wherever possible and appropriate.  The three areas across Cornwall are:

	15.1
	West Area

Covers the following postcodes

Mid Area

Covers the following postcodes

East Area

Covers the following postcodes
TR12, TR13, TR14, TR15, TR16, TR17, TR18, TR19, TR20, TR26, TR27

TR3, TR1, TR2, TR4, TR5, TR6, TR7, TR8, PL24, PL25, PL26

PL28, PL27, PL29, PL30, PL31, PL22, PL13, PL14, PL15, PL32, PL33, PL34, PL35, PL23, PL15, PL17, PL11, PL12, PL18



	16.0
	Managing Applicant placements

	16.1
	It is expected that the majority of bookings will be placed during normal office hours (between 9.am to 3pm) However, emergency accommodation is required for households in crisis, and as such, bookings will be placed outside office hours. A referral process will be followed so that Applicants are processed consistently and correctly to comply with procurement rules and access accommodation suitable for their needs.

	16.2
	It is important that Providers:

· Available at the accommodation to support new arrivals to ensure their easy and safe access;  

· Are available to receive new arrivals; 
· Are contactable to arrange availability outside of these hours, to respond to ‘crisis presentations’ to CHL’s Out of Hour’s service.

	16.3
	When the Applicant for whom the booking was made arrives at the accommodation, the Provider will meet them and:
· Issue a full set of all keys for the emergency accommodation;

· Issue a ‘Welcome Pack’; and

· Obtain a receipt for the keys and a signature from the Applicant confirming that they understand the terms and conditions of the booking.

	16.3
	If the Applicant has additional people occupying the accommodation, without prior permission the Provider shall immediately notify CHL. This may affect the ongoing provision of emergency accommodation.

	16.4
	The Provider will be required to advise CHL by secure e-mail, within one working day of the booking, if the Applicant for whom the booking was made, did not attend the booking.

	16.5
	The method used for securing accommodation is specified within the Individual Call Off Procedure. 

	16.6
	Leaving arrangements 

	16.7
	Emergency accommodation is likely to be vacated only in one of the following four circumstances:

1. Non-residence or abandonment – The council will only agree an absence from emergency accommodation for exceptional circumstances. Absences that are longer than seven days will be considered an ‘abandonment’ and may result in the Applicant being instructed to leave the emergency accommodation. If the Provider suspects the Applicant is no longer living in the property, CHL must be notified within one working day.

	16.8
	CHL will access the accommodation to confirm the abandonment, and complete an inventory of all belongings, taking digital photographs of the inside of the property and belongings for records.  

	16.9
	The inventory will also note any damage or defects to the accommodation and fixtures and fittings.

	16.10
	CHL will arrange removal and storage of belongings within 2 working days of being notified by the Provider.

	16.11
	2. Eviction – On occasions, the behaviour or actions of the Applicant, or invited guests may contravene their Terms and Conditions of stay, to such a severe extent that the Provider is forced to terminate their placement.

	16.12
	Providers should follow the eviction procedure provided by CHL, which may include a requirement to notify Applicants before eviction to enable remedies to sustain the placement.

	16.13
	In these circumstances, the Council and/or CHL must also be informed immediately, and preferably before the Applicant has actually vacated the premises. This will enable CHL to notify an Applicant that their placement is at risk, and facilitate potential remedies to sustain the placement. If remedies fail, CHL may look to make alternative accommodation arrangements, if necessary. 

	16.14
	Providers must confirm the details leading to their decision to terminate the placement by secure email within one working day. It will be the responsibility of CHL to notify the Applicant that the accommodation provision has been ended.

	16.15
	3. Transfers: on rare occasions, there may be a requirement to transfer an Applicant from one accommodation to a more suitable accommodation. In these circumstances, the Council and/or CHL will work closely with the Provider to ensure the transfer is undertaken smoothly, with minimal disruption to the Applicant.

	16.16
	Very occasionally, a Provider may wish for a transfer between emergency accommodation units under their management. The Provider will be required to apply for this, and will only be considered in exceptional circumstances; for example, on the grounds of suitability or to enable essential repairs and maintenance.

	16.17
	All transfers require authorisation by CHL to amend records and enable housing benefit applications to be updated.

	16.18
	4. Natural end: The vast majority of placements into emergency accommodation will be ended in accordance with a planned exit.  Where the Applicant’s homelessness application is successful, the accommodation may come to an end with the Applicant moving into temporary or permanent accommodation.  It should be noted that on occasions, the move to permanent accommodation may be determined and dictated by the availability of the accommodation.

	16.19
	Where the Applicant’s homelessness application is unsuccessful, they will be asked to vacate the emergency accommodation; with a planned exit agreed by all parties.

	16.20
	The Provider will ensure that the accommodation is vacated, and will then ensure that the accommodation is ready for re-letting within half a working day, except in exceptional circumstances.

	17.0
	Compliance requirements

	17.1
	Value for Money

	17.2
	Value for Money is seen as achieving the right balance between economy, efficiency and quality. The Council’s vision for this service is that it should provide Applicants with high quality accommodation which effectively meets their needs and demands, whilst presenting the best value, in terms of budgetary expenditure.

	17.3
	Security of information and GDPR

	17.4
	The General Data Protection Regulation (GDPR) came into force on 25 May 2018 along with the new Data Protection Act (DPA) 2018, introduced to provide further rights and protections to citizens across the European Union. The GDPR and the Act define information about living individuals as "Personal Data". Any individual or organisation which processes Personal Data must do so in line with the provisions of the Act.

	17.5
	Personal Data is defined as information relating to a person who can be identified, directly or indirectly, in particular by reference to an identifier such as a name, an identification number, location data, online identifier or to one or more factors specific to the physical, physiological, genetic, mental, economic, cultural or social identity of that person

Examples of Personal Data are:

· Name and Address

· IP Address

· Payroll Number - when matched with other information held by the Council

· Postcode (in cases where it can identify a single household with a single occupant)

· Anything that can cause a living individual to be identified.

	17.6
	If the Provider has been granted permission to process personal data, they will:
· Process all personal data fairly and lawfully;

· Only process personal data for specified and lawful purposes;

· Only hold relevant and accurate personal data, and where practical, we will keep it up to date;

· Not keep personal data for longer than is necessary, as defined by legislation; 

· Keep all personal data secure;

· Adhere to the Council’s information governance requirements, including retention of data.

	17.7
	Safeguarding

	17.8
	Through working with the Council within this contract, all Providers have a duty placed upon them to ensure the safety and welfare of children, young people and vulnerable adults. The Provider will sign up to and have regard for the principles and requirements within Council’s Safeguarding Policy, which:
· Define abuse to include physical, financial, psychological, institutional and sexual abuse, neglect, discriminatory abuse, inhuman or degrading treatment through deliberate intent, negligence or ignorance and neglect;

· Provide clear process to make an alert either both in Cornwall and the Isles of Scilly; and
· Confirm a ‘zero-tolerance’ of abuse and neglect within the organisation. 

	17.9
	All Providers will adhere and commit to the Council’s Safeguarding Policy, its values and principles.  Issues of safer recruitment, training, including induction, making safeguarding adults alerts and whistle-blowing are clarified within the Safeguarding Policy and Guidance for Providers; available upon request.

	17.10
	Training

	17.11
	The Provider will ensure that both paid and unpaid staff/volunteers:

· Receive ongoing training in safeguarding processes, so they understand their role in safeguarding the wellbeing of the Person; 

· Adhere to the Provider’s safeguarding policies and procedures in carrying out their duties;

· Receive a comprehensive induction process, to include safeguarding, data protection;

· Receive regular refresher training courses;

· Comply and co-operate with safeguarding alert and investigation processes;

	17.12
	The Provider will have a procedure by which both paid and unpaid staff/volunteers can raise concerns and seek protection for whistle blowing in accordance with the Public Interest Disclosures Act 1998. This should be cross-referenced with the Provider’s Safeguarding Policy.

	17.13
	Applicant satisfaction feedback

	17.14
	CHL will undertake Applicant satisfaction surveys to assess the quality of service provided and will share this information with commissioners at the contract review meetings.  Information received will be analysed and used to continually improve the Applicant experience and improve the service.  

	17.15
	Complaint resolution

	17.16
	Providers are required to have a complaints policy and process, which is clear, accessible and well-publicised. Information about how to complain must be available in an understandable format, and the policy will detail timescales for responses and any escalation routes, should the complainant believe the complaint has not been satisfactorily dealt with. 

	17.17
	The policy must be adhered to in the event of a complaint, and the Provider will be asked to evidence this, in cases where a complaint is escalated.  The Council will only become involved in a complaint where:

· The Provider’s policy has been exhausted, and the complaint remains unresolved; or 

· In exceptional circumstances where the complainant has a reason not to involve the Provider.

	17.18
	Where the Council is involved in a complaint, all relevant information will be taken into account.  The Council will provide an opportunity for the complainant to state their case, and to add any further information not already submitted.  The Council will also give the Provider opportunity separately to explain their position, and to offer details on how the complaint had been dealt with.

	17.19
	Considering all information available, the Council will make and communicate their decision on the case.  The Council’s decision will be final, and the Provider will adhere to it in all cases.


	18.0
	Invoicing

	18.1
	Providers must issue accurate invoices by 15th day of the month following provision of accommodation, using the template provided, addressed to Cornwall Council.  Invoices will be paid in accordance with the terms and conditions of the Contract.

	19.0
	Contract Management 

	19.1
	In order to ensure a smooth, consistent and effective service, CHL, as the Council’s agent, will manage the contract with the Providers in accordance with the Council’s Management Toolkit which will include regular inspections of accommodation and contract review meetings.

	19.2
	Contract Review Meetings between Cornwall Council and CHL will also follow the direction of the Council’s Contract Management Toolkit, and will offer a formal opportunity for both parties to discuss important aspects of the Contract, ensuring that issues are recorded and actions being taken are documented and agreed. Meetings will take place at intervals throughout the Contract period as agreed with CHL.

	19.3
	Contract Review Meetings will discuss issues and evidence, and good working practice. An agenda for these meeting will include:
· Welcome and apologies

· Minutes of the last meeting and matters arising

· Performance review 

· Complaints and compliments

· Safeguarding, data protections and health and safety 

· Any other business 

· Date, time and venue of next meeting 

	20.0
	Pricing Strategy

	20.1
	As stated at section 17.2 above, Value for Money will be sought when purchasing emergency accommodation. As well as providing Applicants with high quality accommodation which effectively meets their needs and demands, the Council is looking to secure accommodation which presents Value for Money, while offering Providers a price which enables them to sustain their business.

	20.2
	With this in mind, the Council has listed its ‘ceiling’ prices in respect of a range of accommodation types and sizes, with ‘ceiling’ prices stated for the months of April to September; ‘high season’, and October to March, ‘low season’.

	20.3
	Price per Night (£) Ceiling price
Low Season Price

High Season Price

Double/Twin Accommodation

£70

£90

Family Accommodation
£80
£100


	20.4
	Where the applicant requires accommodation of a certain size and the Provider is not able to provide that size, but can provide accommodation which is larger than the requirement, the Provider may make an Individual Call Off submission, but will be expected to bid up to the ceiling price for the accommodation required. For example, if the Applicant requires a single accommodation and a Provider has a family room, the Provider will be expected to bid up to the ceiling price for a single accommodation.

	21.0
	Key Performance Indicators (KPI’s)

	21.1
	Outputs

Target

Quarterly performance

Service delivery outputs

Q1

Q2

Q3

Q4

Number of placement request refusals

0

Time taken to turnaround accommodation for the next placement
½ working day
Number of Provider evictions

0

Number of abandonments notified to CHL within one working day
100%
Applicant complaints

N/A

Applicant compliment 

N/A

Accommodation passes inspection

100%

Provider staff training up to date

100%

Provider staff with a valid DBS

100%

Providers must issue accurate invoices on a monthly basis using the provided template
100%
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� Cornwall’s Partnership Approach to Preventing Homelessness and Rough Sleeping Strategy 2020-2025


� Policy available in � HYPERLINK "http://www.supplyingthesouthwest.org.uk" �www.supplyingthesouthwest.org.uk�  reference DN445926
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