Schedule 11 Electronic Scheduling and Monitoring (ESM)


The Council requires the Provider will allow appropriate access to their ESM system to the Department for use at any time for the purposes of;

Checking invoicing queries

Validating compliance concerns by the Department

Responding to complaints about the Provider

The System Requirements 
The Provider’s electronic scheduling and monitoring system must provide real time and actual data to the nearest minute which has a full audit trail to ensure consistency of data supplied. See Schedule 3
The system must highlight late or missed visits, 30 minutes after the allocated time of the call, to office staff in order for them to take appropriate action. 
The method used to log into the system must be appropriate for the service. For example, EMS in an Extra Care Scheme should allow for flexible service delivery where staff may provide multiple short visits to check the welfare of a person.
There may be exceptions where the Provider uses an alternative method to record service delivery. An exception will only be agreed by the Contracts and Commissioning team.
Providers roles and responsibilities using electronic scheduling and monitoring

The Provider must;

Have policies and procedures relating to the use of Electronic Scheduling and Monitoring
Ensure all staff use electronic monitoring appropriately
Clearly identify where actual visit records have been adjusted because of missed calls and visits.
Be responsible for using the most efficient and effective way of logging actual care visits to the system. 

Acceptable levels on a quarterly basis of all calls logged 

From the persons home 80% 
Confirmed using an alternative method 20% 
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