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1. Introduction

This guidance sets out the Supporting People Performance Framework for 2004/05. 

ODPM has key minimum information requirements that it would expect to be collected by AAs, and therefore all the performance indicators in this guidance will be mandatory from April 2004, irrespective of whether or not a service has been reviewed. ODPM strongly recommends use of the specific Quality and Monitoring tools produced by ODPM to collect the PIs.

Three minimum interim contract performance indicators were introduced in April 2003 under the Supporting People Performance Framework. These, together with a number of discretionary performance indicators, were piloted in eight Administering Authority (AA) areas during 2003. As a result of the feedback received a number of significant changes have been made to the Performance Framework. These are as follows:

· The calculation of the staffing levels performance indicator has been changed so that ‘like for like' comparisons can be made.

· The indicators on support planning and complaints are no longer included in the framework as these issues can be picked up through the Quality Assessment Framework.

· The ‘out of hours’ indicator has been omitted and instead management information is collected on the type of ‘on call’ service provided.

· The indicator on cost/price has been omitted and instead this data can be used as management information to assess value for money.

· More detailed guidance has been produced to clarify the main questions that have arisen.

· A new electronic performance workbook has been developed to collect performance data from providers.

Underpinning the Performance Framework is the concept of common management information. The intention is that providers should supply Administering Authorities with a common data set from which performance indicators can be derived. This will considerably reduce the workload for providers operating across a number of authority areas. 

2. Scope of the Indicators

The performance indicators in this guidance are intended for the following services:

· supported housing;

· very sheltered housing;

· sheltered housing with warden support;

· floating support services;

· peripatetic warden services;

· outreach services;

· residential care homes;

· adult placements;

· women’s refuges;

· foyers;

· direct access accommodation;

· almshouses;

· supported lodgings;

· resettlement services;

· leasehold schemes; and

· teenage parent accommodation.

Home Improvement Agencies are subject to a separate performance framework, which reads across to many of the indicators within this guidance. Providers of community alarm services are not required to comply with this Performance Framework.  

Sole traders and supported lodging schemes will not have to provide information on the staffing performance indicator. This will considerably reduce the reporting workload for these types of providers and services.

3. Structure of the Indicators

The performance indicators are structured into three areas or domains. In addition the quality and monitoring tools for Supporting People allow information to be provided on a further two domains. These domains are similar to those used for the Performance Assessment Framework (PAF) for Personal Social Services, which have been based on those defined by the Best Value regime. The five domains are as follows:

	Domains


	Indicators and Guidance

	National priorities and Supporting People objectives
	· Service users who have established or are maintaining independent living, OR

· Service users have moved on in a planned way 

	Fair access


	· Service users who have accessed Supporting People through non host referral routes

· Service users from BME groups who have accessed Supporting People services

	Efficient and effective services


	· Service availability 

· Utilisation levels

· Staffing levels

· Throughput 

	Cost


	· See the ODPM Value for Money Guidance and related cost tables

	Quality

 
	· See the ODPM Quality Assessment Framework




The Performance Framework consists of two groups of indicators – Key Performance Indicators (KPIs) and Service Performance Indicators (SPIs). From April 2004 all the indicators in this guidance will be a minimum requirement and Administering Authorities will need to collect the relevant performance data.

4.
Key Performance Indicators

The KPIs involve aggregating data on performance at an Administering Authority level. There are two outcome indicators, only one of which should be apply to each service.

The KPIs are as follows:

· Service users who are supported to establish and maintain independent living OR 

· Service users who have moved on in a planned way from temporary living arrangements

· Fair access to people who are eligible for Supporting People services (as measured by non host and BME access)

The two outcome KPIs are important as they are intended to measure the extent to which the programme prevents service users from moving into institutional care or helps service users move onto a more independent outcome in a planned way. These indicators essentially provide information on what happens to service users at the point when the support service ceases.

These KPIs make a distinction between services provided to people who are living independently and services provided to people living in temporary or short term accommodation. The data for these two indictors will need to be broken down by service type to allow for a more meaningful analysis.

The KPI on fair access is broken down into two indicators both of which measure access to Supporting People services, one through non host referral routes and the other for black and minority ethnic (BME) groups. The data source for these indicators is the SP client record system, which is managed by the Joint Centre for Scottish Housing Research (JCSHR). 

These KPIs can provide a considerable amount of management information at a service level. For instance the outcome indicators can provide information on the destination of service users and the SP client record data can provide information on the characteristics of those accessing services e.g. age, sex, ethnicity, client group.

5.
Service Performance Indicators

The SPIs are indicators which focus on the performance of individual services. The indicators are intended to be used by Administering Authorities to monitor services and for service reviews. 

The SPIs are as follows:

· Service Availability

· Utilisation Levels

· Staffing Levels

· Throughput

The indicators on availability, utilisation, staffing and throughputs are important as they provide performance information on the efficiency and effectiveness of a service. 

The SPIs generate a lot of management information that can be used in other ways. For instance the staffing indicator can provide information on staff to service user ratios that can be used when assessing value for money.

6.
Data Sources


The data sources for the performance indicators are summarised in the table below

	Performance Indicators


	Data Source

	Establishing and maintaining independence
	Quarterly Performance Return



	Planned moves
	Quarterly Performance Return



	Fair access (non host) 
	SP Client Record Form



	Fair Access (BME)
	SP Client Record Form



	Service Availability
	Quarterly Performance Return



	Utilisation Levels
	Quarterly Performance Return



	Staffing Levels
	Quarterly Performance Return



	Throughput
	Quarterly Performance Return




Administering Authorities will need to collect performance data from providers using a standard performance return. In addition the JCSHR produces quarterly and annual reports for the ODPM and AAs, which also supply the data for assessing performance on fair access. 

7.
The Frequency of Collection


Administering Authorities should collect performance data from each service on a quarterly basis. This data should not be collected more frequently as the additional work involved would be onerous for providers. The performance data should be collected using the ODPM’s standard performance return or its equivalent.

The ODPM has prescribed the reporting periods for the return so that there is consistency between Administering Authorities and to reduce the workload for providers.

8. The Performance Workbook and SPLS Systems

An electronic ODPM performance workbook has been produced for collecting performance data from providers. This workbook is intended to simplify the process for collecting and analysing the performance data as it automates complex calculations. The workbook produces a performance return that can be sent to authorities electronically. The return shows year to date information so that cumulative performance can be assessed.

The performance workbook contains a data tab that stores all the raw data for the performance indicators. This data can either be manually or electronically transferred to Administering Authorities’ SPLS systems. This will enable Administering Authorities to extract the data for the ODPM and to analyse and interrogate the performance data in more detail at a local level.

9. Management Information

In addition to processing data to calculate the performance indicators the ODPM performance workbook will also collect management information for monitoring key service areas. This information will provide data on the following:

· The on call services provided under the contract and whether these have changed during the reporting period.

· The length of stay of residents (to assess whether block gross contract should become block subsidy).

· Staff who provide an input to the service but do not provide housing related support (to provide a context for monitoring and service reviews).

· Destination details of service users who have left the service.

The data collected by the performance workbook can also provide data for Administering Authorities to calculate their own Local Performance Indicators (LPIs).

There are a number of other data sources that Administrative Authorities can use to inform service reviews (see Appendix 2). Some of this data can provide a wider context for service reviews. The sources for this data include the following:

· SP Client Record database;

· SPLS data on supply;

· contractual information;

· data from using the Quality Assessment Framework; 

· Department of Health Performance Assessment Framework (PAF) for Personal Social Services;

· Department of Health Performance Assessment Framework for the National Health Service; and

· Home Office data on re-offending rates.


In particular it will be important for Administering Authorities to use the financial information from the contract schedules to benchmark the price of different types of services and to assess each service within the context of the level of support staff provided.

10. Targets

Administering Authorities will be responsible for agreeing targets with service providers for SPIs and LPIs, taking into account any guidance issued by the ODPM. The performance data extracted from Administering Authorities’ SPLS systems will provide the ODPM with an overview of the programme and provide some understanding of performance levels.  At this stage it is not proposed to establish national targets, but over time it may be possible to produce indicative targets based on benchmarking data from each authority.

11. Auditing Performance Data

Providers will need to ensure that the information supplied to the Administering Authority is accurate and up to date. Poor quality data is of little value to Administering Authorities and may distort the assessment of performance for contract monitoring and service reviews. 

Administering Authorities will need to carry out audits to check on the quality of the data supplied by providers, as part of their contract monitoring responsibilities. This will include examining records of who has used a service and destination details. Providers will need to ensure that they retain appropriate evidence for audit visits.

12.
The Role of Stakeholders

The Supporting People Commissioning Body has an overarching role to commission services under the programme. In carrying out its role the Commissioning Body will need to ensure that services are performing effectively and standards are improving. The Commissioning Body is therefore responsible for determining the quality and monitoring framework for Supporting People, within the context of national guidance. 

The Administering Authority will be responsible for the implementation of the framework agreed by the Commissioning Body. The Administering Authority will need to keep the Commissioning Body informed of service performance and produce reports that provide an overview of performance improvement. 

13.
Assessing Performance

In assessing performance Administering Authorities will need to ensure that performance information in placed within a broader context. Performance will vary for different types of services and Administering Authorities will need to make like for like comparisons when comparing performance. In addition, Administering Authorities should cluster performance indicators together to enable them to tell a story - for instance availability, utilisation and staffing, levels; staffing levels and outcomes (and management data on price).

Performance indicators provide useful information for service reviews and these indicators should be used alongside other information, such as stakeholder feedback and QAF validation reports. Performance indicators can only provide an indication of where a problem may exist and identify areas where further investigation is required. In particular performance indicators are a useful tool for contract monitoring as they can alert Administering Authorities to areas of concerns that can be addressed outside of the service review process.

In assessing performance, Administering Authorities will need to take account of the difficulties new services may have in achieving a high level of performance immediately. It can often take time for new services to become established and indicators such as staffing levels and utilisation will need to be examined over a longer period of time.

The performance framework should not act as a disincentive for providers to take high risk clients. It will be important for Administrating Authorities to have a statement on the needs that are being met within the contract specification, so that it is clear whether services are intended to cater for high risk groups. Furthermore the SP client record system is intended to identify whether individuals have been assessed as high risk under statutory frameworks, so that this information can be taken into account when reviewing services.

14. Future Developments

The ODPM has commissioned research projects into profiling the needs of services users and tracking services users who leave Supporting People services. The profiling research aims to develop person centred tools for assessing needs and support planning. This will have implications for measuring the extent to which services users achieve person centred outcomes. The tracking research will assess the feasibility of tracking services users once they have left a service and will inform the development of the proposed tracking system within Hub. 

These research projects will enable a more sophisticated understanding of the needs that have been assessed and the extent to which support services have met these needs. Outcomes for service users could then be measured in terms of how successfully they have achieved their support goals and what happens to them when they leave a service. Where services currently have tracking mechanisms in place it will be essential to continue to collect this type of outcome information so that it can be fed into service reviews. 

Appendix 1

DATA DEFINITIONS AND CALCULATIONS

Key Performance Indicators

Indicator 
KPI 1 Service users who are supported to establish and maintain independent living

Definition
The number of services users who have established or are maintaining independent living as a percentage of the total number of service users who have been in receipt of support services during the period. 

Independent living is defined as someone living in their own home or in long-stay accommodation. A care home (both residential and nursing care), a hospice, long stay hospital and prison are not defined as independent living.


The number of service users living independently includes service users currently in receipt of support services, as well as service users who are living independently at the point when the support service ceases. Those service users who have died are counted as no longer requiring support (other than suicides which should be shown in data item C).


This KPI will be analysed according to the following types of services, all of which are intended to support people to live independently:

· sheltered housing;

· very sheltered

· accommodation based services (other than sheltered housing) with an intended stay of over two years;

· floating support; and

· resettlement services.

The analysis of accommodation based services can be broken down further, if necessary (e.g. adult placements, supported lodgings).

Data source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A Service users currently in receipt of support to maintain independence
B Service users who have established independence or no longer require the support

C Service users who are no longer living independently 

Calculation
Percentage of service users who have established and are maintaining independent living =
(A + B) x100 






A + B + C

Indicator
KPI 2
 Service users who have moved on in a planned way from temporary living arrangements

Definition
The number of service users who moved on in a planned way (from temporary living arrangements to a more independent outcome, with or without support) as a percentage of service users who departed from the service. Deaths are excluded from the calculation (apart from suicides which are defined as unplanned).

The KPI will be analysed according to the following types of services:

· direct access/emergency;

· short term accommodation based services (less than 2 years); and

· outreach services.

Data Source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A Number who have moved on in a planned way             

B Total number of service users who have moved on  

Calculation    
Percentage of service users who moved on in a planned way 

 = A x 100 

        B

Indicator
KPI 3 Fair access to people who are eligible for Supporting People services (Non Host)

Definition
The percentage of service users who have accessed Supporting People through non host referral routes, divided by the percentage of service users in the baseline survey who were from outside the host authority area. (Sheltered housing is not to be included as it is not intended to meet cross authority needs.)

Data Source
Client record information system. Quarterly and annual reports will be provided by the JCSHR (Joint Centre for Scottish Housing Research) to Administering Authorities and the ODPM. 

Baseline data from the ODPM cross authority survey.

Data Items
A The total number of service users that have accessed SP services through referral routes other than host (during the period) 

B The total number of service users that have accessed SP services (during the period)

C The percentage of service users that have accessed SP services through referral routes other than host (during the period)

D The percentage of service users who are from outside the authority area (baseline cross authority survey) 

Calculations
Percentage of new service users that have accessed SP through referral routes other than host  = A x 100    (management information for AAs)      

        B

Ratio of the percentage of service users that have accessed SP through referral routes other than host divided by the percentage of cross authority referrals = C     (for ODPM to calculate)

      
         D

Indicator
KPI 3 Fair access to people who are eligible for Supporting People services (BME groups)

The percentage of people from BME groups who have accessed Supporting People services, divided by the percentage of people in the local population who are from BME groups (over the age of 16). 

Data Source 
Client record information system. Quarterly and annual reports will be provided by the JCSHR (Joint Centre for Scottish Housing Research) to Administering Authorities and the ODPM. 

ONS population data on BME groups. (The same population figures as those used for the PAF for Personal Social Services.)

Data Items 
A The number of people who have accessed SP services and are from a BME group (during the period)

B The total number of service users that have accessed SP services (during the period)

C The percentage of service users that have accessed SP services and are from a BME group (during the period)

D The percentage of people in the local population aged over 16 from a BME group (ONS data)

Calculations
Percentage of new service users that have accessed SP and are from a BME group 
 = A x 100     
(management information for AAs)      

B

Ratio of the percentage service users from a BME group divided by the percentage of people from a BME group in the local population aged over 16 = C         (for ODPM to calculate)

                D

Service Performance Indicators

Indicator
SPI 1 Service availability (accommodation based services)

Definition 
The number of units available for letting as a percentage of the number of units included in the support contract. Units not available for letting are those which require works before a service user can move in (minor relet works such as redecoration cannot make a unit unavailable for letting).

This indicator is not applicable to support-only services. Instead staffing levels can act as an indicator for support service availability.

Data Source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A The total number of days each unit was available for letting in the reporting period 

B The number of units included in the contract 

C The number of days in the reporting period 

Or 

A The total number of weeks each unit was available for letting in the reporting period 

B The number of units included in the contract 

C The number of weeks in the reporting period 

Calculation
Percentage availability = 
A x 100

 B x C

Indicator
SPI 2 Utilisation levels (accommodation based services)

Definition 
Number of units occupied as a percentage of the number of units available.

Data Source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A The total number of days each unit was occupied in the reporting period

B The total number of days each unit was available for letting in the reporting period

Or

A The total number of weeks each unit was occupied in the reporting period

B The total number of weeks each unit was available for letting in the reporting period

Calculation
Percentage utilisation (accommodation based) =
 A x 100

    
B

Indicator
SPI 2 Utilisation levels (support services)

Definition
Number of days of support provided as a percentage of the number days of support contracted (capacity of the service). Where appropriate this indicator can be calculated in weeks.

The number of days support provided to a service user is defined by the number of days a support plan applies to an individual during the reporting period. The number of service users for whom the service is contracted, multiplied by the number of days in the reporting period, defines the capacity of the service.

Data Source 
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A The total number of days that a support plan applies to each service user  during the reporting period.

B Number of service users specified in the support contract

C Number of days in the reporting period (where a contract for support is in place)



Or

Data Items
A The total number of weeks that a support plan applies to each service user during the reporting period.

B Number of service users specified in the support contract

C Number of weeks in the reporting period (where a contract for support is in place)

Calculation 
Percentage utilisation (support)
=
 A x 100

    






 
  B x C

Indicator
SPI 3 Staffing levels

Definition
Number of support hours worked in providing the service as a percentage of the ‘adjusted establishment support hours’. The ‘adjusted establishment support hours’ are defined as the number of planned support hours provided by contracted staff, taking into account average levels of holidays, other leave, planned locum cover and actual bank holidays.

The number of hours worked include those worked by agency staff and other cover staff. It does not include staff who are on holiday, jury duty, sick or absent from work for any other reason.

Volunteers are not included in this calculation.

Data Source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Data Items
A The total number of support hours worked in providing the support service (during the reporting period).  Includes locum, cover and agency staff.

B Total number of ‘adjusted establishment support hours’ to be worked by each member of staff in providing the support service during the period.

Calculation
Percentage staffing levels = 
A x 100


B 

Indicator
SPI 4 Throughput

Definition
The number of service users using the services during the period as a percentage of the number of units or support placements contracted. The calculation takes account of the number of service users who have departed as well as those that continue to use the service.

Data Source
The data for this indicator is obtained by the provider sending a quarterly return to the Administering Authority. 

Date Items
A The number of service users at the end of the period

B The number of service users who departed during the period
C Capacity of the service (number units or placements)

Calculation
Percentage throughput =   (A +B) x 100





     
C

Appendix 2

MANAGEMENT INFORMATION

	Sources of Data


	Illustrative Outputs

	Quarterly performance returns by providers to Administering Authorities


	The management information could be used to develop tailor made LPIs

	Client record system for Supporting People


	Reports could be made on the following:

· percentage of clients from different client groups

· percentage of service users that are subject to services under a statutory framework;

· percentage of high risk clients; and

· type of accommodation.

	SPLS Supply Database


	Reports could be made on the supply of services e.g.:

· for different client groups;

· for the proportion of accommodation based to non accommodation based services; and

· for the proportion of very sheltered housing.

	Contractual Information


	· Contract price

· Services provided

· Staff involved in the delivery of the service

· Client data

	Data from QAF


	Reports could be made on: 

· proportion of services that are at the different levels within the QAF; and

· trend analysis of a services against the different levels for each service objective.

	PAF for personal social services
	The following PIs could provide a broader context:

· emergency psychiatric re-admissions (PAF A6);

· delayed discharge from hospital (PAF D41);

· admissions of supported residents aged 65 or over to residential/nursing care (PAF C26);

· admission of supported residents aged 18-64 to residential/nursing care (PAF C27);

· intensive home care (PAF C28);

· adults with physical disabilities helped to live at home (PAF C29);

· adults with learning disabilities helped to live at home (PAF C30);

· adults with mental health problems helped to live at home (PAF C31); and

· older people helped to live at home (PAF C32).



	PAF for the National Health Service
	The following PIs could provide a broader context:

· delayed discharge (mental health);

· delayed discharge (older people) (NB: the definition of older people is different from that for the PAF for PSS);

· suicide rate; and

· self harm.

	Home Office


	The following PI could provide a broader context:

· actual reconviction rates (only available on a police authority area basis).
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