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MEETING: ADULT SOCIAL CARE AND STRATEGIC 
HOUSING SCRUTINY COMMITTEE 

DATE: 27 JULY 2009 

TITLE OF REPORT: IMPLEMENTATION OF FRAMEWORKI & 
CAA FRAMEWORK PROGRESS REPORT 

PORTFOLIO AREA:   ENVIRONMENT & STRATEGIC HOUSING 

CLASSIFICATION: Open 

Wards Affected 

County wide 

Purpose 

To note the progress made in implementation of Frameworki, and to endorse the 
recommendations for next steps. 

Key Decision  

This is not a Key Decision. 

Recommendation 

 THAT subject to any comments the Committee wish to make the Committee 
note the progress in implementing new systems, but also the current 
issues being addressed 

Key Points Summary 

• Progress on implementation and issues arising are laid out below 

Alternative Options 

1. Information report and therefore none at this stage.  

Reasons for Recommendations 

2. Not applicable 

Introduction and Background 

3.   Frameworki provides a single, primary source for social care information with standardised 
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Further information on the subject of this report is available from Wendy Fabbro, Associate Director (Social 
Care), Integrated Commissioning Directorate.  01432 26(0722) 

business processes and enables compliance with Government legislative requirements. It helps 
Herefordshire Council deliver a consistent service to some of the most vulnerable groups of 
service users in our community. It provides a modern, flexible solution that enhances the 
reputation and credibility of the Council. The previous systems were old, inconsistently used and 
not fully compliant with government legislative requirements.  The application was built to provide 
a business driven workflow and was designed by the users of the system to provide a consistent 
way of working across the teams.  

4. With the extensive suite of built-in reports it is possible for the managers to pro-actively manage 
their teams by monitoring the progress of work and overall workload. The finance implementation 
will provide a means of producing commitment accounting reports for all levels of the business 
and provide a view of other services being provided when approving additional purchase service 
requests. 

5. The project aims to achieve integrated social care solution (Corelogic Frameworki) across 
Adult Social Care and Children’s Services to provide core social care functionality.  This means 
developing a system to record information, provide real time management and performance 
reports, linked to expenditure and financial forecasting.  As social care progresses its 
Personalisation transformation, Frameworki must also remain flexible enough to provide 
information about Individual budgets and how the council secures quality of life outcomes for 
those with assessed needs.  

Key Considerations 

6.    The Frameworki application went live on 10 November 2008 with the core social care  
functionality 

7. Frameworki has been implemented as a service user data base, and the directorate are already 
planning some of the projected savings required by the Connects programme.  However, savings 
originally suggested as achievable from enabling care managers to input their own data (rather 
than manually writing forms and clerks entering data onto CLIX) are not possible to deliver 
because team admin deliver a much wider set of tasks than data entry.  Other methods of 
demonstrating savings have thus been identified in administration of the performance 
management function.   

 However, there are still some issues to resolve.  

8. Currently services are purchased in Frameworki with no associated costs with purchase orders 
created in the same way as before Frameworki was implemented. This effectively means that 
different arrangements have had to be put into effect to ensure that the directorate has the ability 
to oversee expenditure and forecast budget performance.  Work is progressing on the 
implementation of the finance functionality in Frameworki and this will provide costs for services 
purchased in Frameworki and integration with the corporate finance system.  However, this will 
not be available until April 2010 

9. The project is also working on a number of other general enhancements and improvements, 
including enhancements around the personalisation agenda, delivery of an offline working 
solution and integration with the new corporate EDRMS solution.  The general enhancements will 
be completed by December 2009 with any outstanding areas of work being transferred to the 
business support areas so they can progress them directly with the ICT Application Support 
Team. 

 

 

Community Impact 
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Further information on the subject of this report is available from Wendy Fabbro, Associate Director (Social 
Care), Integrated Commissioning Directorate.  01432 26(0722) 

10 None as a result of this report. 

Financial Implications 

11 The Connects programme has set a target of ASC/IC delivering £200,000 cashable 
savings, and CYP delivering £100,000 cashable savings.  ASC/IC have worked with 
Deloitte to identify the potential for this contribution to the Connects programme and 
are currently engaged on this work.  Posts can be saved from two administrative 
teams, vacancy control, and regularising the use of agency admin.  

Legal Implications 

12 None. 

Risk Management 

13 There remains some considerable continuing risk to the Council from the delay in 
implementing the commitment accounting functionality that would be delivered if 
Frameworki finance module was available.  To counter this risk additional work has 
had to be commissioned to develop the reporting capability of other software, but this 
database was not designed for the purpose and is still in test phase.  This leaves the 
directorate managing the budget with minimal tools.   

14. Further, the directorate has developed an excellent project to deliver efficiencies in 
the contracting of home care services, but this project depends on the delivery of the 
Frameworki finance module.  Again, a ‘work around’ has been devised but will limit 
the efficiency gains to be delivered. 

15. Lastly, significant cashable and non cashable gains will be achieved once the council 
has delivered remote working, but this is not yet available consistently 

Consultees 

16. Not applicable 

Appendices 

17. None 

Background Papers 

• None identified. 
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Further information on the subject of this report is available from 

Wendy Fabbro Associate Director (Social Care) Integrated Commissioning (01432) 260320  

MEETING: ADULT SOCIAL CARE AND STRATEGIC HOUSING 
SCRUTINY COMMITTEE 

DATE: 27 JULY 2009 

TITLE OF REPORT: MIDLAND HEART PARTERNSHIP – UPDATE ON 
PERFORMANCE 

PORTFOLIO AREA:  ADULT SOCIAL CARE 

CLASSIFICATION: Open  

Wards Affected 

County-wide  

Purpose 

To update the Committee on the partnership agreement with Midland Heart, to provide 
accommodation and Support for Adults with a Learning Disability in Herefordshire. 
 

Recommendation 

 THAT subject to any comments that the Committee may wish to make, the report be 
noted. 

Key Points Summary 

• The Midland Heart contract is a partnership with Herefordshire Council which is designed to 
transform accommodation and support services for adults with a learning disability in 
Herefordshire. 

• The partnership is key to improving performance against national indicators as well as achieving 
best value from the learning disability pooled (Health and Social Care) budget. 

• The partnership is large and complex with the main contract encompassing £3.3 million of 
Council and PCT funding from the pooled learning disability budget and two smaller contracts 
funded from the Supporting People Grant. 

• The partnership includes a range of residential care, supported living and short break services 
and supports over 80 individuals with a wide range of care and support needs. 

• The partnership has been recognised as an example of good practice and in May 2009 won a 
community care award for partnership working 

• The tender was recognised as an example of good practice and Integrated Commissioning won 
the West Midlands Excellence in Commissioning Award in the Health and Social Care Awards. 
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Introduction and Background 

1. As the result of a complex tender Herefordshire Council entered a partnership agreement with 
Midland Heart to manage and develop accommodation and support options for adults with a 
disability living in Herefordshire. 

2. The Midland Heart partnership commenced in August 2008 and on the 19th December 2008,  
Scrutiny received a report on its progress. This report outlines the performance of the 
partnership and the outcomes it has achieved within the first year of the five year contract. 

3. The overall aim of the contract is to remodel existing services, develop new services and at 
the same time maximise the ability for individuals to live as independently as possible resulting 
in the release of resources which can be used to support more individuals. 

4. This report identifies key progress against the targets set for the first year of the partnership as 
well as identifying improvements in quality and outcomes for individuals living within the 
services. 

 

Key Considerations 

5. The contract identified key targets for year one of the partnership. These were: 

i. Create five new long stay beds at Ivy Close for young people leaving school 
and colleges. 

ii. Develop five new flats at Southbank Close for people currently living with older 
family carers (age 70+) 

iii. Improve the quality of services for people living within the services against the 
baseline assessments. 

6. Progress against these targets has been good and can evidenced as follows: 

i. Five new beds have been created at Ivy Close as a result of amalgamating the 
short-breaks (respite) at Southbank Close. These have been offered via the 
learning disability vacancy management group to young people leaving 
residential schools and colleges. This has reduced the number of registered 
care beds by five and enabled an additional five individuals to be supported 
within the contract (e.g. at no extra cost to the Social Care) 

ii. Plans to develop the existing resource centre at Southbank Close into six flats 
have been drafted and funding has been identified. Plans are being finalised 
and will be submitted to planning in the near future. Delays on this development 
have been linked to the ownership and lease for the property and not Midland 
Heart. The new target date is summer 2010. 

iii. The quality of the services people have received has improved in several ways 
which can be evidenced by: 

a. Refurbishment of bungalows at Southbank Close.  

Substantial work has been undertaken across the three bungalows to replace 
all kitchens and bathrooms, remodel the interior layout and decorate and 
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replace carpets. This has had a profound effect on how the property looks and 
also on how accessible it is for the people who live there. 

b. New windows and some refurbishment work at Ivy Close 

Midland Heart have already begun improvements to this site and a further 
£120,000 of building work will result in a total refurbishment of each house. So 
far work undertaken includes replacing all windows and decoration of the empty 
house for new individuals to move in. 

c. Work with Registered Social Landlords to improve environment at 
properties in Leominster. 

Midland Heart have liaised with the Registered Social Landlords who own some 
of the other proprieties within the scheme to ensure work is undertaken to 
improve properties. 

d. Person Centred Planning and individual support planning has been made 
available to people in the services 

This has focussed on individuals who are in services which are remodelling  
and currently 21% of individuals have a PCP which was reviewed within the last 
12 months. A further 16 individuals have been supported by the Housing 
Facilitation team to understand the proposed changes. 

e. Health Action Plans have been introduced across the services 

89% of individuals now have a health action plan and 70% have one written by 
a GP. 

7. Midland Heart have also already begun to meet the targets set for year two of the contract, 
specifically:  

i. Plan to remodel Ivy Close as supported housing for younger people with a 
learning disability with links to the local colleges. 

ii. Plan to remodel two small group homes in Leominster 

iii. Plan to support more individuals to develop a Person Centred Plan  

iv. Plan to finish refurbishment work at Ivy Close. 

Midland Heart have already undertaken consultation work with individuals and 
their family carers on the plan to reregister two further houses at Ivy Close and 
the two group homes in Leominster 

This will mean that people living in the houses will have a tenancy and individual 
packages of support, they will also have more disposable income meaning they 
will be able to do more in their local community. This will also improve our 
performance indicator NI 145 – The number of people with a LD in settled 
accommodation and will free up resources to enable Midland Heart to  support 
more individuals. CQC have been informed of this change and it will be 
implemented as soon as Community Care Assessments have been undertaken. 

Midland Heart have also identified an appropriate home for 4 older individuals 
who live in house one at Ivy Close and require a different living environment. 
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Once these individuals move then this final house will be reregistered and offered 
to younger people leaving residential schools and colleges. 

8. These changes will mean that at the end of the second year of the contract Midland Heart will 
have reduced the number of registered care beds by 25 and increased Accommodation 
options for people by 11. 

9. Midland Heart will also have released enough resource to support these additional 11 people 
from within the contract as well as an additional 5 individuals on a floating support basis. This 
will increase the total number of individuals supported within the contract from 80 to 96 at no 
additional cost. 

10. The partnership demonstrates that by working proactively with individuals and using resources 
creatively it is possible to improve outcomes and performance whilst still maximising value for 
money. 

Risks and issues 

11 The amalgamation of short breaks in Southbank Close have not resulted in delivering 
enough capacity to support new demands on the service from young service users reaching 
adulthood. Existing service users have not had their allocation of short breaks reduced, but 
staff are currently working with service users, their families and carers to consider alternative 
options.  

12 Following the conclusion of extensive consultation on potential transformation in 2007/8, an 
assumption was made by staff that families were supportive of the changes, but insufficient 
communication and detailed consultation in the following months led to some concerns being 
expressed earlier in 2009.   

13 To manage this risk, Midland Heart are now regularly meeting with carers and families.  ASC 
staff now recognise the need to be more proactive in working with families to explore best 
personalised options for service users 

14 The Community LD team has not been able to complete the volume of community care 
assessments, in part due to the demands of increased numbers of safeguarding  
assessments required.   

 

Appendices 

15 Midland Heart annual assessment of performance and outcomes. 

Background Papers 

• None identified. 
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c
e
d
u
re
s
 

•
 
S
u
p
p
o
rt
 P
la
n
n
in
g
 

•
 
K
e
y
w
o
rk
in
g
 S
ys
te
m
 

•
 
S
Q
S
 Q
u
a
lit
y
 A
u
d
it
 

•
 
C
o
m
p
la
in
t 
P
ro
c
e
d
u
re
 

•
 
S
ig
n
 U
p
s
 

•
 
R
is
k
 A
s
s
e
s
s
m
e
n
ts
 

•
 
A
c
c
e
s
s
 t
o
 S
e
rv
ic
e
 U
s
e
rs
 P
ro
p
e
rt
y 

•
 
H
a
n
d
lin
g
 o
f 
S
e
rv
ic
e
 U
s
e
r’
s
 F
in
a
n
c
e
 

•
 
R
e
c
ru
it
in
g
 a
n
d
 S
e
le
c
ti
o
n
 P
ro
c
e
d
u
re
s
 

 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 p
h
ys
ic
a
l 
in
te
rv
e
n
ti
o
n
 p
o
lic
y
. 

•
 
1
0
0
%
 s
ta
ff
 s
ig
n
 u
p
 o
f 
s
a
fe
g
u
a
rd
in
g
 p
o
lic
y
. 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 g
e
n
e
ra
l 
ri
s
k
 a
s
s
e
s
s
m
e
n
t.
 

•
 
9
7
.9
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 c
u
s
to
m
e
r 
s
p
e
c
if
ic
 r
is
k
 a
s
s
e
s
s
m
e
n
ts
. 

•
 
%
 o
f 
s
ta
ff
 w
it
h
 a
p
p
ra
is
a
l 
o
r 
le
a
rn
in
g
 a
n
d
 d
e
v
e
lo
p
m
e
n
t 
p
la
n
 

d
o
n
e
 i
n
 l
a
s
t 
1
2
 m
o
n
th
s
. 

•
 
1
9
%
 o
f 
s
ta
ff
 w
h
o
 h
a
v
e
 a
tt
e
n
d
e
d
 h
e
a
lt
h
 f
a
c
ili
ta
ti
o
n
 t
ra
in
in
g
. 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 r
e
c
ru
it
m
e
n
t 
s
e
le
c
ti
o
n
 p
o
lic
y
. 

•
 
7
0
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 c
u
s
to
m
e
r 
g
u
id
e
. 

•
 
1
0
0
%
o
f 
s
c
h
e
m
e
s
 w
it
h
 s
ta
te
m
e
n
t 
o
f 
p
u
rp
o
s
e
. 

•
 
R
o
ta
s
 a
v
a
ila
b
le
 t
o
 c
h
e
c
k
 s
ta
ff
in
g
. 

•
 
1
0
0
%
 c
u
s
to
m
e
rs
 w
it
h
 k
e
y
w
o
rk
e
r.
 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 c
u
s
to
m
e
r 
fi
n
a
n
c
e
 p
o
lic
y
. 

•
 
T
ra
n
s
it
io
n
 a
n
d
 m
o
v
e
 o
n
 t
e
a
m
 w
o
rk
in
g
 w
it
h
 %
 o
f 
c
u
rr
e
n
t 
M
H
 

c
u
s
to
m
e
rs
 t
o
 d
e
v
e
lo
p
 s
e
rv
ic
e
s
. 

•
 
C
u
s
to
m
e
r 
in
v
o
lv
e
m
e
n
t 
re
c
o
rd
in
g
 f
o
rm
s
 e
v
id
e
n
c
in
g
 

in
v
o
lv
e
m
e
n
t 
in
 d
e
c
is
io
n
s
. 

 

3
. 
M
A
K
IN
G
 A
 P
O
S
IT
IV
E
 

C
O
N
T
R
IB
U
T
IO
N
 

 •
 
In
d
iv
id
u
a
ls
 a
re
 s
u
p
p
o
rt
e
d
 t
o
 b
e
 

p
a
rt
 o
f 
th
e
 l
o
c
a
l 
c
o
m
m
u
n
it
y
, 
to
 

h
a
v
e
 a
 v
a
lu
e
d
 r
o
le
 a
n
d
 a
c
c
e
s
s
 

lo
c
a
l 
s
e
rv
ic
e
s
. 

 •
 
In
d
iv
id
u
a
ls
 a
re
  
s
u
p
p
o
rt
e
d
 t
o
 

d
e
v
e
lo
p
  
  
lo
c
a
l 
n
e
tw
o
rk
s
 a
n
d
 

d
e
v
e
lo
p
 p
o
s
it
iv
e
 r
e
la
ti
o
n
s
h
ip
s
 

•
 
V
o
lu
n
te
e
rs
 

•
 
E
m
p
lo
y
m
e
n
t 

•
 
L
o
c
a
l 
C
o
lle
g
e
s
/g
ro
u
p
s
 

•
 
S
h
a
re
d
 L
e
is
u
re
 o
p
p
o
rt
u
n
it
ie
s
 

•
 
A
d
v
o
c
a
c
y
 g
ro
u
p
s
 

•
 
G
o
o
d
 N
e
ig
h
b
o
u
r 
S
c
h
e
m
e
s
 

•
 
E
m
p
lo
y
m
e
n
t 
O
p
p
o
rt
u
n
it
ie
s
 

•
 
D
ra
m
a
 G
ro
u
p
s
 

•
 
P
e
o
p
le
s
 U
n
io
n
 

•
 
H
e
lp
in
g
 p
e
o
p
le
 t
o
 m
a
in
ta
in
 a
n
d
 d
e
v
e
lo
p
 

re
la
ti
o
n
s
h
ip
s
 

•
 
D
ra
m
a
 G
ro
u
p
 h
e
lp
 i
n
 d
e
v
e
lo
p
in
g
 

in
te
rp
e
rs
o
n
a
l 
s
k
ill
s
 

•
 
A
c
c
e
s
s
in
g
 m
a
in
s
tr
e
a
m
 s
e
rv
ic
e
s
 

•
 
F
a
c
ili
ta
ti
n
g
 p
o
lit
ic
a
l 
c
h
a
n
g
e
 

•
 
S
ta
ff
 a
c
ti
n
g
 a
s
 a
d
v
o
c
a
te
s
 

•
 
V
o
lu
n
te
e
r 
P
o
lic
y 

•
 
R
is
k
 A
s
s
e
s
s
m
e
n
t 

•
 
A
c
c
e
s
s
ib
ili
ty
 o
f 
d
o
c
u
m
e
n
ts
 

•
 
In
c
o
m
e
 M
a
x
im
is
a
ti
o
n
 S
e
rv
ic
e
s
 

•
 
P
e
e
r 
A
u
d
it
s
 

•
 
S
e
rv
ic
e
 U
s
e
r 
F
o
ru
m
 

•
 
C
u
s
to
m
e
r 
in
v
o
lv
e
m
e
n
t 
fo
rm
s
 e
v
id
e
n
c
in
g
 i
n
v
o
lv
e
m
e
n
t 
in
 

d
e
c
is
io
n
s
. 

•
 
1
4
.5
%
 o
f 
c
u
s
to
m
e
rs
 u
s
in
g
 l
o
c
a
l 
c
o
lle
g
e
 g
ro
u
p
s
/ 
c
o
u
rs
e
s
. 

•
 
2
2
.9
%
 o
f 
c
u
s
to
m
e
rs
 u
s
in
g
 s
tr
u
c
tu
re
d
 s
h
a
re
d
 l
e
is
u
re
 a
c
ti
v
it
ie
s
, 

s
u
c
h
 a
s
 E
C
H
O
 s
p
o
rt
 i
n
 l
o
c
a
l 
le
is
u
re
 c
e
n
tr
e
s
. 

•
 
2
%
 o
f 
c
u
s
to
m
e
rs
 w
h
o
 a
re
 p
a
rt
 o
f 
th
e
 P
e
o
p
le
s
 u
n
io
n
. 

•
 
8
.3
%
 o
f 
c
u
s
to
m
e
rs
 w
h
o
 a
re
 p
a
rt
 o
f 
a
 d
ra
m
a
 g
ro
u
p
. 

•
 
1
6
.6
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 A
d
v
o
c
a
te
s
. 

•
 
8
.3
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 v
o
lu
n
ta
ry
 e
m
p
lo
y
m
e
n
t.
 

•
 
0
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 p
a
id
 e
m
p
lo
ym
e
n
t.
 

•
 
1
4
.2
%
 o
f 
s
e
rv
ic
e
s
 w
it
h
 v
o
lu
n
te
e
rs
. 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 V
o
lu
n
te
e
r 
p
o
lic
y.
 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 g
e
n
e
ra
l 
ri
s
k
 a
s
s
e
s
s
m
e
n
t.
 

•
 
9
7
.9
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 c
u
s
to
m
e
r 
s
p
e
c
if
ic
 r
is
k
 a
s
s
e
s
s
m
e
n
ts
. 

•
 
2
1
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 P
C
P
s
 r
e
v
ie
w
e
d
 i
n
 l
a
s
t 
1
2
 m
o
n
th
s
. 

•
 
1
0
0
%
 o
f 
s
ta
ff
 w
it
h
 r
e
le
v
a
n
t 
C
R
B
. 

•
 
P
e
e
r 
a
u
d
it
s
 a
re
 t
o
 b
e
 p
u
t 
in
 p
la
c
e
, 
tr
a
in
in
g
 b
e
in
g
 p
u
t 
in
 p
la
c
e
 a
t 

th
e
 m
o
m
e
n
t.
 

•
 
1
0
%
 o
f 
s
ta
ff
 w
it
h
 a
p
p
ra
is
a
l 
o
r 
le
a
rn
in
g
 a
n
d
 d
e
v
e
lo
p
m
e
n
t 
p
la
n
 

d
o
n
e
 i
n
 l
a
s
t 
1
2
 m
o
n
th
s
. 

•
 
2
8
.5
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 c
u
s
to
m
e
r 
fo
ru
m
s
 o
r 
te
n
a
n
ts
 m
e
e
ti
n
g
s
. 
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•
 
S
e
rv
ic
e
 U
s
e
rs
 i
n
v
o
lv
e
d
 i
n
 R
e
c
ru
it
m
e
n
t 
&
 

S
e
le
c
ti
o
n
 

•
 
P
.C
.P
’s
 

•
 
S
ta
ff
 T
ra
in
in
g
 

•
 
A
p
p
ro
p
ri
a
te
 S
ta
ff
 

•
 
P
h
ilo
s
o
p
h
y
 o
f 
O
rg
a
n
is
a
ti
o
n
 

•
 
F
le
x
ib
ili
ty
 o
f 
O
rg
a
n
is
a
ti
o
n
  

•
 
D
iv
e
rs
it
y 

•
 
S
ta
ff
 a
c
ti
n
g
 a
s
 a
d
v
o
c
a
te
s
 e
.g
. 
C
h
a
lle
n
g
in
g
 

A
p
p
o
in
te
e
s
h
ip
 

 

  

4
. 
C
H
O
IC
E
 A
N
D
 C
O
N
T
R
O
L
 

 •
 
In
d
iv
id
u
a
ls
 e
n
g
a
g
e
 i
n
 i
n
fo
rm
e
d
 

d
e
c
is
io
n
 m
a
k
in
g
 r
e
la
ti
n
g
 t
o
 a
ll 

a
s
p
e
c
ts
 o
f 
th
e
ir
 l
iv
e
s
 a
n
d
 t
h
e
 

s
e
rv
ic
e
s
 t
h
e
y
 r
e
c
e
iv
e
 

•
 
In
d
iv
id
u
a
ls
 a
re
 p
re
p
a
re
d
 f
o
r 

in
d
e
p
e
n
d
e
n
t 
liv
in
g
 

•
 
In
d
iv
id
u
a
ls
 l
e
a
v
in
g
 f
u
ll 
ti
m
e
 

e
d
u
c
a
ti
o
n
 a
c
c
e
s
s
 a
p
p
ro
p
ri
a
te
 

h
o
u
s
in
g
 a
n
d
 s
u
p
p
o
rt
 a
n
d
 e
n
g
a
g
e
 

in
 e
m
p
lo
y
m
e
n
t 
o
f 
tr
a
in
in
g
 

o
p
p
o
rt
u
n
it
ie
s
 

  

•
 
R
E
A
C
H
 S
ta
n
d
a
rd
s
 

•
 
P
C
P
 

•
 
A
s
s
e
s
s
m
e
n
t,
 C
a
re
 P
la
n
n
in
g
 R
e
v
ie
w
s
 

•
 
R
is
k
 M
a
n
a
g
e
m
e
n
t 

•
 
G
iv
in
g
 P
e
o
p
le
 O
p
p
o
rt
u
n
it
ie
s
 

•
 
S
k
ill
s
 a
n
d
 N
e
e
d
s
 A
s
s
e
s
s
m
e
n
ts
 –
  

•
 
T
ra
n
s
it
io
n
a
l 
W
o
rk
e
rs
 

•
 
D
e
v
e
lo
p
in
g
 S
k
ill
s
 

•
 
In
d
iv
id
u
a
lly
 T
a
ilo
re
d
 P
la
n
s
 

•
 
A
s
s
is
ti
v
e
 T
e
c
h
n
o
lo
g
y
 

•
 
C
o
n
n
e
x
io
n
s
 –
 L
in
k
 O
ff
ic
e
r 

•
 
P
ro
v
id
e
 H
a
n
d
b
o
o
k
 

•
 
H
o
u
s
in
g
 P
a
th
w
a
ys
 

•
 
W
e
b
s
it
e
 

•
 
P
o
lic
y
 S
te
e
ri
n
g
 G
ro
u
p
 

•
 
P
e
e
r 
G
ro
u
p
 A
u
d
it
s
 

•
 
S
k
ill
s
 T
ra
in
in
g
 

•
 
R
is
k
 &
 N
e
e
d
s
 A
s
s
e
s
s
m
e
n
t 

•
 
S
Q
S
 

•
 
K
e
y
n
o
te
 P
o
lic
y
 

•
 
H
o
lid
a
y
s
 –
 C
h
o
ic
e
s
 

•
 
R
e
s
id
e
n
ts
 M
e
e
ti
n
g
s
 

•
 
S
o
c
ia
l 
E
n
te
rp
ri
s
e
 

•
 
R
e
c
ru
it
m
e
n
t 
&
 S
e
le
c
ti
o
n
 

•
 
A
s
s
is
ti
v
e
 T
e
c
h
n
o
lo
g
y
  

•
 
U
p
d
a
te
 k
n
o
w
le
d
g
e
 o
f 
w
h
a
t 
te
c
h
n
o
lo
g
y
 i
s
 

a
v
a
ila
b
le
 

•
 
N
e
w
s
le
tt
e
rs
 

•
 
C
Q
C
 R
e
p
o
rt
s
 

•
 
2
1
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 P
C
P
s
 r
e
v
ie
w
e
d
 i
n
 l
a
s
t 
1
2
 m
o
n
th
s
. 

•
 
7
7
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 c
a
re
 p
la
n
s
 r
e
v
ie
w
e
d
 i
n
 l
a
s
t 
1
2
 m
o
n
th
s
. 

•
 
9
7
.9
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 c
u
s
to
m
e
r 
s
p
e
c
if
ic
 r
is
k
 a
s
s
e
s
s
m
e
n
ts
. 

•
 
T
ra
n
s
it
io
n
 a
n
d
 m
o
v
e
 o
n
 t
e
a
m
 w
o
rk
in
g
 w
it
h
  
c
u
rr
e
n
t 
M
H
 

c
u
s
to
m
e
rs
 t
o
 d
e
v
e
lo
p
 s
e
rv
ic
e
s
. 

•
 
7
0
%
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 c
u
s
to
m
e
r 
g
u
id
e
. 

•
 
P
e
e
r 
a
u
d
it
s
 a
re
 t
o
 b
e
 p
u
t 
in
 p
la
c
e
, 
tr
a
in
in
g
 b
e
in
g
 p
u
t 
in
 p
la
c
e
 

a
t 
th
e
 m
o
m
e
n
t.
 

•
 
S
u
p
p
o
rt
e
d
 l
iv
in
g
 a
re
 a
b
o
u
t 
to
 i
m
p
le
m
e
n
t 
th
e
 R
E
A
C
H
 

s
ta
n
d
a
rd
s
. 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 q
u
a
lit
y
 a
u
d
it
 a
n
d
 a
c
ti
o
n
 p
la
n
. 

•
 
2
8
.5
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 c
u
s
to
m
e
r 
fo
ru
m
s
 o
r 
te
n
a
n
ts
 m
e
e
ti
n
g
s
. 

•
 
6
4
.5
%
 o
f 
c
u
s
to
m
e
r 
w
h
o
 h
a
v
e
 h
a
d
 a
 h
o
lid
a
y
 i
n
 l
a
s
t 
1
2
 m
o
n
th
s
. 

•
 
S
u
p
p
o
rt
e
d
 L
iv
in
g
 a
re
 a
t 
p
re
s
e
n
t 
a
w
a
it
in
g
 s
u
p
p
o
rt
in
g
 p
e
o
p
le
 

re
v
ie
w
. 

•
 
9
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 2
 s
ta
r 
ra
ti
n
g
 o
r 
g
o
o
d
 r
a
ti
n
g
 .
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•
 
S
u
p
p
o
rt
in
g
 P
e
o
p
le
 R
e
v
ie
w
s
 

 

5
. 
F
R
E
E
D
O
M
 F
R
O
M
 

D
IS
C
R
IM

IN
A
T
IO
N
 

 •
 
In
d
iv
id
u
a
ls
 a
re
 s
a
fe
 f
ro
m
 a
b
u
s
e
 

•
 
In
d
iv
id
u
a
ls
 a
re
 s
a
fe
 f
ro
m
 c
ri
m
e
 a
n
d
 

a
n
ti
 s
o
c
ia
l 
b
e
h
a
v
io
u
r 
 

  

•
 
C
R
B
 C
h
e
c
k
s
 

•
 
P
O
V
A
 C
h
e
c
k
s
 

•
 
C
u
lt
u
re
 o
f 
T
ra
n
s
p
a
re
n
c
y
 &
 O
p
e
n
n
e
s
s
 

•
 
S
ta
ff
 f
e
e
lin
g
 c
o
n
fi
d
e
n
t 
T
o
 c
h
a
n
g
e
 b
a
d
 

p
ra
c
ti
c
e
 

•
 
A
p
p
ro
p
ri
a
te
 s
u
p
p
o
rt
 p
a
c
k
a
g
e
s
 

•
 
W
o
rk
in
g
 w
it
h
 s
c
h
o
o
ls
 

•
 
N
e
ig
h
b
o
u
rh
o
o
d
 W
a
tc
h
 

•
 
P
O
V
A
 

•
 
R
e
c
ru
it
m
e
n
t 
&
 S
e
le
c
ti
o
n
 P
o
lic
y 
 

•
 
C
Q
C
 R
e
g
u
la
ti
o
n
s
 

•
 
W
h
is
tl
e
 b
lo
w
in
g
 P
o
lic
y
 

•
 
C
a
p
a
b
ili
ty
 P
o
lic
y
 

•
 
D
is
c
ip
lin
a
ry
 P
ro
c
e
d
u
re
s
 

•
 
G
ri
e
v
a
n
c
e
 P
o
lic
y
 

•
 
A
n
ti
 S
o
c
ia
l 
B
e
h
a
v
io
u
r 
P
o
lic
y
 

•
 
N
e
ig
h
b
o
u
rh
o
o
d
 W
a
tc
h
 

•
 
H
a
ra
s
s
m
e
n
t 
P
o
lic
y
 

•
 
H
e
a
lt
h
 a
n
d
 S
a
fe
ty
 P
o
lic
y 

•
 
R
is
k
 R
e
g
is
te
r 

•
 
E
s
ta
b
lis
h
in
g
 R
e
la
ti
o
n
s
h
ip
s
 w
it
h
 n
e
ig
h
b
o
u
rs
. 

 

•
 
1
0
0
%
 o
f 
s
ta
ff
 h
a
v
e
 r
e
a
d
 a
n
d
 s
ig
n
e
d
 p
o
lic
y
 a
n
d
 p
ro
c
e
d
u
re
 f
ile
. 

•
 
1
0
0
%
 o
f 
s
ta
ff
 h
a
v
e
 r
e
a
d
 a
n
d
 s
ig
n
e
d
 s
ta
ff
 c
o
d
e
 o
f 
c
o
n
d
u
c
t.
 

•
 
1
0
0
%
 o
f 
s
ta
ff
 h
a
v
e
 r
e
a
d
 a
n
d
 s
ig
n
e
d
 h
e
a
lt
h
 a
n
d
 s
a
fe
ty
 p
o
lic
y
. 

•
 
1
0
0
%
 o
f 
s
ta
ff
 w
it
h
 r
e
le
v
a
n
t 
C
R
B
. 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 w
h
is
tl
e
 b
lo
w
in
g
 p
o
lic
y.
 

•
 
A
ll 
C
R
B
S
 a
re
 a
p
p
lie
d
 f
o
r 
w
it
h
 P
O
V
A
 1
s
t . 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 C
a
p
a
b
ili
ty
, 
D
is
c
ip
lin
a
ry
 a
n
d
 G
ri
e
v
a
n
c
e
 

p
ro
c
e
d
u
re
s
. 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 A
n
ti
s
o
c
ia
l 
b
e
h
a
v
io
u
r 
p
o
lic
y.
 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 r
e
c
ru
it
m
e
n
t 
a
n
d
 s
e
le
c
ti
o
n
 p
o
lic
y.
 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 r
a
c
ia
l 
h
a
ra
s
s
m
e
n
t 
p
o
lic
y
. 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 h
a
ra
s
s
m
e
n
t 
p
o
lic
y
 a
n
d
 p
ro
c
e
d
u
re
. 

•
 
2
1
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 P
C
P
s
 r
e
v
ie
w
e
d
 i
n
 l
a
s
t 
1
2
 m
o
n
th
s
. 

•
 
7
7
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 c
a
re
 p
la
n
s
 r
e
v
ie
w
e
d
 i
n
 l
a
s
t 
1
2
 m
o
n
th
s
. 

1
0
0
%
 s
ta
ff
 s
ig
n
 u
p
 o
f 
s
a
fe
g
u
a
rd
in
g
 p
o
lic
y.
 

6
. 
E
C
O
N
O
M
IC
 W

E
L
L
-B
E
IN
G
 

 •
 
In
d
iv
id
u
a
l’s
 l
iv
e
 

  
  
 i
n
 d
e
c
e
n
t 
h
o
m
e
s
. 

 •
 
In
d
iv
id
u
a
l’s
 i
n
c
o
m
e
  
is
 m
a
x
im
is
e
d
. 

   

•
 
W
o
rk
in
g
 w
it
h
 R
S
L
’s
 

•
 
W
o
rk
in
g
 w
it
h
 H
o
m
e
p
o
in
t 

•
 
D
e
c
e
n
t 
H
o
m
e
 S
ta
n
d
a
rd
s
 

•
 
H
o
u
s
in
g
 P
a
th
w
a
y
s
 T
e
a
m
 

•
 
In
d
iv
id
u
a
l 
b
u
d
g
e
ts
 

•
 
D
ir
e
c
t 
P
a
ym
e
n
ts
 

•
 
In
 c
o
n
tr
o
l 
p
ilo
t 

•
 
A
s
s
e
t 
M
a
n
a
g
e
m
e
n
t 
s
ta
ti
o
n
a
ry
, 
re
p
a
ir
s
 a
n
d
 

m
a
in
te
n
a
n
c
e
 

•
 
In
c
o
m
e
 m
a
x
im
is
a
ti
o
n
 s
e
rv
ic
e
 

•
 
S
e
rv
ic
e
 C
e
n
tr
e
 –
 I
n
c
o
m
e
 W
e
lf
a
re
 B
e
n
e
fi
ts
 

•
 
K
e
y
w
o
rk
e
r 

•
 
C
Q
C
 

•
 
S
u
p
p
o
rt
in
g
 P
e
o
p
le
 

•
 
G
o
v
e
rn
m
e
n
t 
S
ta
n
d
a
rd
s
 

•
 
H
e
a
lt
h
 a
n
d
 S
a
fe
ty
 L
e
g
is
la
ti
o
n
 

•
 
1
0
0
%
 o
f 
s
ta
ff
 h
a
v
e
 r
e
a
d
 a
n
d
 s
ig
n
e
d
 h
e
a
lt
h
 a
n
d
 s
a
fe
ty
 p
o
lic
y
. 

•
 
T
ra
n
s
it
io
n
 a
n
d
 m
o
v
e
 o
n
 t
e
a
m
 w
o
rk
in
g
 w
it
h
 %
 o
f 
c
u
rr
e
n
t 
M
H
 

c
u
s
to
m
e
rs
 t
o
 d
e
v
e
lo
p
 s
e
rv
ic
e
s
, 
p
ilo
ti
n
g
 I
n
d
iv
id
u
a
l 
b
u
d
g
e
ts
. 

In
c
lu
d
in
g
 w
o
rk
in
g
 w
it
h
 H
o
m
e
p
o
in
t.
 

•
 
0
%
 c
u
s
to
m
e
rs
 r
e
c
e
iv
in
g
 i
n
 c
o
n
tr
o
l 
p
a
ym
e
n
ts
 o
r 
d
ir
e
c
t 
p
a
ym
e
n
ts
. 

•
 
9
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 2
 s
ta
r 
ra
ti
n
g
 o
r 
g
o
o
d
 r
a
ti
n
g
. 

•
 
S
u
p
p
o
rt
e
d
 l
iv
in
g
 a
re
 a
b
o
u
t 
to
 i
m
p
le
m
e
n
t 
th
e
 R
E
A
C
H
 s
ta
n
d
a
rd
s
. 

•
 
S
u
p
p
o
rt
e
d
 L
iv
in
g
 a
re
 a
t 
p
re
s
e
n
t 
a
w
a
it
in
g
 s
u
p
p
o
rt
in
g
 p
e
o
p
le
 

re
v
ie
w
 

•
 
1
0
0
%
 c
u
s
to
m
e
rs
 w
it
h
 k
e
yw
o
rk
e
r.
 

•
 
8
3
.3
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 t
h
e
ir
 o
w
n
 b
a
n
k
 a
c
c
o
u
n
t.
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7
. 
P
E
R
S
O
N
A
L
 D
IG
N
IT
Y
 

 •
 
In
d
iv
id
u
a
ls
 a
re
 c
o
n
fi
d
e
n
t 
a
b
o
u
t 

th
e
ir
 p
la
c
e
 i
n
 t
h
e
 l
o
c
a
l 
c
o
m
m
u
n
it
y
 

a
n
d
 t
re
a
te
d
 a
s
 f
u
ll 
c
it
iz
e
n
s
  

 •
 
In
d
iv
id
u
a
ls
 h
a
v
e
 a
c
c
e
s
s
 t
o
 

a
p
p
ro
p
ri
a
te
 l
o
c
a
l 
c
o
m
m
u
n
it
y
 b
a
s
e
d
 

s
e
rv
ic
e
s
  

 •
 
In
d
iv
id
u
a
ls
 h
a
v
e
 t
h
e
ir
 p
e
rs
o
n
a
l 

b
e
lie
fs
 a
n
d
 r
ig
h
ts
 r
e
s
p
e
c
te
d
 

   

•
 
C
u
s
to
m
e
r 
F
ir
s
t 

•
 
T
re
a
ti
n
g
 w
it
h
 r
e
s
p
e
c
t 

•
 
P
.C
.P
’s
 

•
 
C
a
re
 P
la
n
 

•
 
R
e
a
c
h
 S
ta
n
d
a
rd
s
 

•
 
H
o
u
s
in
g
 P
a
th
w
a
y
s
/S
e
rv
ic
e
 C
e
n
tr
e
 

•
 
W
e
lf
a
re
 B
e
n
e
fi
ts
 A
d
v
is
o
rs
 

•
 
W
id
e
n
in
g
 N
e
tw
o
rk
s
 

•
 
P
o
lic
e
s
 a
n
d
 P
ro
c
e
d
u
re
s
 

•
 
S
ta
ff
 T
ra
in
in
g
/A
w
a
re
n
e
s
s
 

•
 
In
-h
o
u
s
e
 S
Q
S
 

•
 
C
Q
C
 r
e
p
o
rt
s
 a
n
d
 S
u
p
p
o
rt
in
g
 P
e
o
p
le
 

R
e
v
ie
w
s
 

•
 
A
s
s
is
ti
v
e
 T
e
c
h
n
o
lo
g
y
 

•
 
S
k
ill
s
 D
e
v
e
lo
p
m
e
n
t 

•
 
R
is
k
 &
 N
e
e
d
s
 A
s
s
e
s
s
m
e
n
t 

•
 
S
Q
S
 Q
u
a
lit
y
 A
u
d
it
s
 

•
 
E
q
u
a
l 
O
p
p
o
rt
u
n
it
ie
s
 P
o
lic
y
 

•
 
C
Q
C
 R
e
g
u
la
ti
o
n
s
 

  

•
 
1
0
0
%
 o
f 
s
ta
ff
 h
a
v
e
 r
e
a
d
 a
n
d
 s
ig
n
e
d
 h
e
a
lt
h
 a
n
d
 s
a
fe
ty
 p
o
lic
y
. 

•
 
9
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 2
 s
ta
r 
ra
ti
n
g
 o
r 
g
o
o
d
 r
a
ti
n
g
. 

•
 
S
u
p
p
o
rt
e
d
 l
iv
in
g
 a
re
 a
b
o
u
t 
to
 i
m
p
le
m
e
n
t 
th
e
 R
E
A
C
H
 s
ta
n
d
a
rd
s
. 

•
 
S
u
p
p
o
rt
e
d
 L
iv
in
g
 a
re
 a
t 
p
re
s
e
n
t 
a
w
a
it
in
g
 s
u
p
p
o
rt
in
g
 p
e
o
p
le
 

re
v
ie
w
 

•
 
7
7
%
 o
f 
c
u
s
to
m
e
rs
 w
it
h
 c
a
re
 p
la
n
s
 r
e
v
ie
w
e
d
 i
n
 l
a
s
t 
1
2
 m
o
n
th
s
. 

•
 
M
o
v
e
 o
n
/ 
tr
a
n
s
it
io
n
 t
e
a
m
 a
d
v
ic
e
 o
n
 b
e
n
e
fi
ts
 a
n
d
 s
u
p
p
o
rt
 

c
u
s
to
m
e
rs
 t
o
 a
c
c
e
s
s
. 

•
 
1
0
0
%
 o
f 
s
ta
ff
 h
a
v
e
 r
e
a
d
 a
n
d
 s
ig
n
e
d
 p
o
lic
y
 a
n
d
 p
ro
c
e
d
u
re
 f
ile
. 

•
 
1
0
0
%
 o
f 
s
ta
ff
 h
a
v
e
 r
e
a
d
 a
n
d
 s
ig
n
e
d
 s
ta
ff
 c
o
d
e
 o
f 
c
o
n
d
u
c
t.
 

•
 
1
0
0
%
 o
f 
s
ta
ff
 h
a
v
e
 r
e
a
d
 a
n
d
 s
ig
n
e
d
 h
e
a
lt
h
 a
n
d
 s
a
fe
ty
 p
o
lic
y
. 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 q
u
a
lit
y 
a
u
d
it
 a
n
d
 a
c
ti
o
n
 p
la
n
. 

•
 
1
0
0
%
 o
f 
s
c
h
e
m
e
s
 w
it
h
 E
q
u
a
l 
O
p
p
o
rt
u
n
it
ie
s
 p
o
lic
y
. 

•
 
1
0
%
 o
f 
s
ta
ff
 w
it
h
 a
p
p
ra
is
a
l 
o
r 
le
a
rn
in
g
 a
n
d
 d
e
v
e
lo
p
m
e
n
t 
p
la
n
 

d
o
n
e
 i
n
 l
a
s
t 
1
2
 m
o
n
th
s
. 

•
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