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	1.0
	Definitions

	‘‘Commissioners’’ means:
	All employees procuring and contracting services to be delivered on behalf of the Council.  This contract is being commissioned on behalf of Cornwall Council’s Housing Options Service.

	“Contract” means:
	The Contract for the provision of the Service, which will be awarded to a successful Supplier.

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

	“Service Provider” means:
	Any person or persons, firm or firms or company or companies applying to tender for the Service, or, where there is more than one organisation applying, the lead organisation.

	‘‘Service User’’ means:
	An individual who resides at the Service and accesses the Service as defined in this Specification.

	‘‘Rough Sleepers/ Sleeping’’ means:
	1. People who are sleeping in the open air including but not limited to the street, in tents, doorways, parks, bus shelters or encampments;

2. People in buildings not designed for habitation including but not limited to stairwells, barns, sheds, car parks, vehicles or stations. 

	“Service” means:
	The provision of the Service as described in this Specification.

	‘‘Specification’’ means:
	This document providing a detailed description of the key features of the Service and the outcomes required which should be read in conjunction with the Terms and Conditions of the Contract.

	‘‘Staff’’ means
	All persons employed by the Service Provider to perform its obligations under this Contract; as well as sub-contractors and volunteers used in the performance of its obligations under this Contract.

	“DAAT” means
	The Council’s Drug and Alcohol Team.



	1.0
	Introduction

	1.1
	Cornwall Council’s vision is to “work together to end homelessness in Cornwall”, and as such, there is a commitment to ensure that nobody encounters homelessness, all have access to a home that meets their needs and the necessary support to sustain it. Ending rough sleeping in England means preventing it wherever possible, and where it cannot be prevented, making it rare, brief and non-recurring.

	1.2
	In order to achieve this, the Council and its partners developed Cornwall’s Partnership Approach to Preventing Homelessness and Rough Sleeping Strategy 2020-25, which includes three important priorities: 

· Prevention;

· Intervention; and 

· Recovery.

	1.3
	The Concierge Security Service will operate primarily in the ‘Intervention’ element of the Council’s Strategy, enabling people living in temporary, supported and crisis accommodation, commissioned by the Council, to have stability and security as they work towards independent living.

	1.4
	The Concierge Security Service will be delivered consistently across a variety of sites across Cornwall but will vary the intensity and levels of activity in accordance with the Council’s requirements and the support requirements of residents, at different sites. This may range from on-site 24/7 service delivery where residents have high support needs, through to a peripatetic service delivery, where residents have low support needs.

	1.5
	The Concierge Security Service is a high-visibility front-facing role and one of the main duties is to walk through sites, not just to protect property and preserve order, but to offer customer assistance as well.

	1.6

	It is important that sites of temporary accommodation are well managed and do not adversely affect local communities, Residents on the sites will be encouraged to positively contribute to their local community, and the Concierge Security Service will enable and promote this.

	2.0
	Scope

	2.1
	The Concierge Security Service will offer a variety of services which will vary according to the requirements of the site.  The Services offered will include:

	2.2
	General security: 
· Monitoring premises to prevent safety hazards; 

· Deterring incidents of theft and violence;

· Dealing swiftly with breaches of the rules of those residing at the site;
· Monitoring and signing in and out of guests to the site, as applicable; and

· Monitoring CCTV feeds and security alarms, where applicable.

	2.3
	Keyholding: 
· Being a key-holder and assisting management staff;

· Screening visitors to reduce and eliminate unauthorised entry to accommodation; and 
· Ensuring prompt access to accommodation for residents at all times, including out-of-hours.

	2.4
	Emergency situations: 
· Dealing with incidents and emergencies which may arise; 

· Facilitating access to the site as required, in the case of an emergency;

· Swiftly assessing a situation of suspected overdose, and administering Naloxone, as required;

· Being fully trained to administer first aid;

· Promptly engaging with statutory and emergency services, where deemed appropriate; and 
· Coordinating the emergency response.

	2.5
	Environmental situations: 
Responding to emergencies and liaising with all statutory services in the event of (but not limited to):
· Fires;
· Evacuations;
· Chemical Spills;
· Medical Emergencies; 
· Alarm triggers; and

· Public Disturbances and threats to the safety of the site.

	3.0
	Aims

	3.1
	The aims of the Concierge Security Service are to provide a safe, welcoming and sustainable environment for residents experiencing homelessness, rough sleeping or at risk of rough sleeping, to enable them to receive appropriate support and move towards supported or independent living.

	3.2
	The Concierge Security Service will be flexible to match the variety of requirements presented by clients across sites where support needs will range from low to high. The service will be responsive to emergencies and provide a timely intervention, where required, with the ability to call upon additional concierge security staff, in accordance with agreed policy. 

	3.3
	The Concierge Security Service will be unobtrusive and will facilitate residents to live their lives without unnecessary interference, and will augment the services provided by support providers and other voluntary and statutory agencies working with clients across sites.

	3.4
	The Concierge Security Service will add social value by providing ‘peace of mind’ to local communities, reducing complaints of bad behaviour and anti-social behaviour, and will reduce referrals to the emergency ‘blue light’ services.

	4.0
	Legislation and strategies

	4.1
	The delivery of the Concierge and Security Service will be in accordance with and complement to following Acts, legislation and strategies:

	4.2
	· Private Security Industry Act (2001) – The Act maintains and raises the standards of the UK’s private security industry. It created the Security Industry Authority (SIA), an independent body reporting to the Home Secretary and covers the licensing of concierge security staff to ensure that the security function is carried out for the benefit of the public.

	4.3
	· The Housing Act 1996 (Part VII), as amended by the Homelessness Act 2002 – This Act sets out clear duties and powers for local authorities in relation to households who are homeless or threatened with homelessness;

	4.4
	· The Homelessness Reduction Act 2017 – This Act increased the statutory duties for local authorities, identifying duties to: 

· prevent a person from becoming homeless;

· relieve homelessness by helping a person to secure suitable accommodation; and 

· develop and agree personalised plans to prevent or relieve homelessness;

	4.5
	· The Partnership Approach to Preventing Homelessness and Rough Sleeping Strategy 2020 - 2025 – This strategy set out the Council’s commitment to meeting the challenges of homelessness and rough sleeping;

	4.6
	· Health and Wellbeing Strategy – This sets out outcomes and ambitions for a healthy start, healthy bodies, healthy minds and healthy and safe communities, guided by five principles:

· investment in prevention; 

· communities working together; 

· promoting inclusion and diversity; 

· reducing inequalities; and 

· ensuring vulnerable people are safeguarded and able to live healthy and safe lives.

	4.7
	· The Drug Strategy
 - This details a 10-year drugs plan (from Harm to Hope) to cut crime and save lives, highlighting that drug addiction often occurs alongside homelessness, rough sleeping and wider complex needs with rough sleeping being a cause and consequence of substance misuse.  It also states that heroin-related deaths can be prevented by the provision of naloxone and that local areas should have naloxone easily available.

	4.8
	· High Risk Behaviour Policy - This multi-agency policy provides guidance and a framework for professionals to safeguard adults who are displaying high risk behaviours and are at high risk of self-neglect.

	4.9
	· Control of Substances Hazardous to Health (COSHH) – This is the law that requires employers to control substances that are hazardous to health, and to reduce workers exposure to hazardous substances.

	5.0
	Operational requirements

	5.1
	In effectively carrying out the security functions of the role, the Concierge Security Guard must be a model of tact and diplomacy, delivering holistic services to aid and complement the services delivered by the Council, support providers and other statutory and voluntary stakeholders. 

	5.2
	In delivering services, the Service Provider shall comply with the requirements stipulated in this specification.  

	6.0
	Qualifications

	6.1
	It is important that the Service Provider is qualified and competent to deliver the concierge security service.  The Service Provider shall: 

· Be licenced by the UK Security Industry Association (SIA);

· Ensure all operatives have received a full package of relevant training, including (but not limited to):

· Key holding;

· Public space surveillance, including CCTV monitoring;

· Security guarding; 
· Ensure all staff have: 

· Received a rigorous vetting and screening process; 

· Have the right character and level of qualification to perform customer-facing full contact concierge and security duties; and 
· Literacy and digital skills to competently perform duties required of them.

	7.0
	General security

	7.1
	Managing the site in a confident, customer-friendly but assertive manner is essential in the delivery of a successful service. The Service Provider shall:
· Regularly monitor the site to prevent identify and mitigate risk from a wide range of hazards; 

· Work in a manner which deters potential incidents of theft and violence;

· Deal swiftly with breaches of occupancy rules of those residing at the site;

· Monitor the signing in and out procedures of residents and guests; and
· Monitor CCTV feeds and security alarms, where applicable.

	8.0
	Customer Service

	8.1
	The Service Provider will deliver a first-class customer service to residents and visitors. The Service Provider shall: 

· Demonstrate excellent interpersonal communication skills in all interactions, whether orally or in writing;

· Deal with all situations in a non-judgemental manner, recognising and putting aside preconceived notions or moral prejudices to treat everyone fairly, with empathy and respect, regardless of race, religion, nationality, sex or gender identity.

· Accurately and confidently signpost residents and stakeholders to other services, as required;

· Demonstrate an ability to effectively and appropriately interact in partnership with other agencies; 

· Respond to queries in a courteous and timely manner, which takes into account the needs of the customer; 

· Deal with situations appropriately; being open and friendly when needed but able to switch to firm and authoritative as the situation dictates;

· Demonstrate an open and accommodating body language and positive demeanour at all times;
· Undertake duties with tact and diplomacy; 
· Stay ‘calm under pressure’ enabling the ability to think clearly and make the right decisions during periods of high stress; 
· Be the first point of contact for advice and security for clients during the night; and
· Have a recruitment policy which actively promotes equality and provides a balanced workforce.

	9.0
	Strength Based Approach

	9.1
	The Service will be provided in a manner that is assertive, flexible, person-centred and responsive to the needs of the Service. The Service Provider shall:

· Assist residents in making positive contributions to and integration with their local community; and 
· Deliver the Service in accordance with the principles highlighted within Psychologically Informed Environments
 and Trauma Informed Practice.


	10.0
	Emergency situations

	10.1
	The Concierge Security Service will be delivered across sites where residents have a variety of support needs, from low to high.  The Service Provider will be required to manage incidents and emergencies which may arise.  The Service Provider shall: 

· Access additional support from off-site staff to attend in a timely manner, in accordance with the agreed key performance indicators;
· Swiftly assess a situation of suspected overdose, and intravenously administer Naloxone, as required;

· Promptly engage with statutory and emergency services, where deemed appropriate; 
· Effectively deal with incidents of anti-social or criminal behaviour; and 
· Coordinate the emergency response.

	11.0
	Record keeping

	11.1
	The maintenance of accurate records is important to ensure the best service is provided, while the storage and sharing of details complies with legal requirements (highlighted in Corporate Responsibilities below).  The Service Provider shall: 
· Maintain clear, factual and well-written records, detailing;
· Presence and absence from site of residents: this is particularly important in the case of a site emergency;

· Details of any visitors to the site, detailing the resident whom they are visiting;
· Any important information regarding the residents or site, which will inform and enable a better service for residents;
· Undertake regular inspections of the site, keeping a record of all patrols;
· Record all incidents on site, in an agreed format;

· Identify and log any anomalies highlighted in respect of health and safety inspections, including (but not limited to):

· Faulty or missing fire alarm equipment;

· Faulty or missing firefighting equipment;

· Breakages to site fixtures and fittings; and
· Welfare checks, as required.

	12.0
	Environmental situations

	12.1
	On occasions, there may be a requirement for the Service Provider to respond to and manage a situation and liaise with statutory services. The Provider shall: 
· Promptly and assertively react to an outbreak of fire on site;
· Organise residents’ evacuations from site, if relevant;
· Deal with chemical spills; isolating areas as appropriate;
· Oversee and attend to medical emergencies, including substance overdose; and

· Effectively manage disturbances, including threats made to disrupt site security and residents’ wellbeing.

	13.0
	Professional boundaries

	13.1
	The Service Provider is representing the Council when delivering services detailed in this specification, so it is important that the conduct of all operatives adheres to and complies with the Council’s Employee Code of Conduct Policy, a copy of which will be provided within the Contract. Additionally, the Service Provider shall:
· Ensure all operatives are appropriately clothed when providing the service;

· Ensure all operatives conduct themselves appropriately and refrain from swearing, smoking, vaping and/or taking drugs and illegal substances when on-site; and
· Ensure all operatives maintain a strictly professional relationship with residents, visitors and other staff members.

	14.0
	Appropriate staffing

	14.1
	Some sites where the Concierge Security Service is delivered will require sensitive and considerate service provision, due to the specific nature of the residents. 

	14.2
	It is therefore important to ensure that operatives working on these sites have demographic attributes which complement and suit the requirements of residents. For example, at a women’s refuge, it would be reasonably expected that the operatives would be female.

	14.3
	The Service Provider shall:
· Provide operatives better suited to the demographic of the residents on a particular site; 
· Ensure at least two members of staff are present on site where the service involves 16/17 year olds, preferable one of each sex; and
· Ensure the general fitness of operatives is appropriate for their role.

	15.0
	Corporate Requirements

	16.0
	Security of information and GDPR

	16.1
	The Service Provider will ensure that:

· There is a commitment to safeguarding the welfare of adults and children, and to protect vulnerable groups from abuse;  

· Services are provided in accordance with the Council’s Safeguarding Adults and Children Policy and Procedures, which are reviewed annually; 

· Staff members (whether paid or unpaid) receive appropriate training in relation to safeguarding children and adults, confidentiality and professional boundaries; and

· Staff members (whether paid or unpaid) delivering the service have the relevant Disclosure and Barring Service check, which is renewed every three years.

	17.0
	Safeguarding and health and safety

	17.1
	The Service Provider will be committed to safeguarding the welfare of all adults and children, in the Service or visiting and to working in partnership to protect vulnerable groups from abuse.  The Service Provider shall: 

· Produce policies and procedures for safeguarding and protecting adults (and children, if relevant) that are in accordance with current legislation and are reviewed annually;

· Have received appropriate training in relation to safeguarding children and adults, confidentiality and professional boundaries;

· Ensure all relevant Staff delivering the service have an enhanced Disclosure and Barring Service check that is renewed every three years;

· Participate in multi-agency case reviews as appropriate and utilise developing safeguarding processes; and
· Hold and maintain a valid Health and Safety Accreditation for the duration of the contract.

	18.0
	Disclosure and barring service

	18.1
	The Provider shall process personal data in accordance with General Data Protection Regulation (GDPR) and Data Protection Act (DPA) 2018, ensuring that: 

· All personal data is processed fairly and lawfully;

· Clear and transparent Privacy Notices are made available to residents that meet legislation; 

· Personal data is only processed for specified and lawful purposes;

· Only relevant and accurate personal data is held;

· An Annual cyber security checklist is completed; 

· Personal data is not kept for longer than necessary and disposed of in an appropriate and secure manner as defined by legislation; and

· All personal data is kept secure.

	19.0
	Training 

	19.1
	The Service Provider will ensure all staff and volunteers working in the Service have an up-to-date training schedule and are competent to deliver Services highlighted in this Specification.

	19.2
	All staff delivering the Service will receive training on equality and diversity to ensure people are treated with dignity and respect, and to ensure information about the service is accessible and available in forms reflecting the diverse needs of the local population.

	19.3
	In particular, the Service Provider shall be trained in respect of:
· Safeguarding;

· Mental health first aid;

· Suicide first aid, including suicide intervention and skills training;
· Trauma informed practices;

· GDPR and data protection, including confidentiality;
· Harm reduction and dealing with complex needs;

· Situation de-escalation techniques; and
· Naloxone administration and other harm reduction programmes.

	19.4
	Concierge staff will be able to deal with conflict that may arise and resolve this where possible without excluding any individuals from the service. Any exclusions that occur will be administered by the Support Provider or the Council, with relevant input from the Service Provider.

	19..5
	The Service Provider shall also be able to appropriately challenge residents of the site where required and manage any risk that may arise.

	20.0
	Serious incident reporting

	20.1
	The Service Provider will engage in health, social care, drug and alcohol and criminal justice governance processes by reporting deaths, near deaths and other serious incidents, to the appropriate authorities and the Commissioners.  

	20.2
	This includes but is not limited to:

· Reporting naloxone training, supply and usage to DAAT;

· Engaging in case reviews following incidents; and 

· Contributing to and implementing learning, as appropriate.

	21.0
	Complaint resolution

	21.1
	The Service Provider shall have a complaints policy and process, which is clear, accessible and well-publicised. Information about how to complain must be available to the Service Users, as it is to partners and other stakeholders, in an understandable format, detailing timescales for responses and escalation routes, should the complainant believe the complaint has not been satisfactorily dealt with. 

	21.2
	Complaints and compliments received will be reviewed quarterly to enable key themes to be discussed at relevant staff meetings and will be used to inform service development.

	22.0
	Value for money

	22.1
	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 be provided in a manner which effectively meets residents’ needs, whilst presenting best value.  

	23.0
	Contract review

	23.1
	The Service will be formally reviewed by Cornwall Council on a regular basis (typically, monthly or quarterly, as agreed) during the contract period.  

	23.2
	Performance will be reviewed through the following components:

· Compliance with stated requirements in this Specification;

· Performance monitoring against agreed Key Performance Indicators; 

· Quality assurance; and

· Feedback from Service Users and other stakeholders, through complaints and compliments process.

	23.3
	The Service may also be reviewed in terms of an evidence-based approach to Social Return on Investment (SROI), translating outcomes into financial value.

	24.0
	Quality assurance

	24.1
	A quality assessment will be undertaken on an annual basis in accordance with the standards set out in this Specification. This may include a self-assessment and/or a Service visit. 

	25.0
	KPIs

	25.1
	TBC

	
	


� HM Government (2021) 2021 Drug Strategy, � HYPERLINK "https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/1079147/From_harm_to_hope_PDF.pdf" �From Harm to Hope�.


� HYPERLINK "Psychologically%20Informed%20Environment%20-%20Homeless%20Link" ��� Psychologically informed environment – Homeless Link�


� � HYPERLINK "https://www.gov.uk/government publications working definition of trauma informed practice" �https://www.gov.uk/government publications working definition of trauma informed practice�
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