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Summary

This report provides scrutiny with an update on the performance of the
Discovery contract. It includes overall measures of the contract, and also
provides wider information on the delivery of the contract. It includes specific
updates on:

e Key Performance Indicators and general performance

e transformational activity, including day services, employment support

and reviews of people supported

¢ financial update of the contract

e challenges to delivery and quality performance

e stakeholder update

Issues for consideration / Recommendations

Scrutiny is asked to note the current performance of the Discovery contract as
set out in section 5.1

Scrutiny is asked to note the wider engagement with stakeholders, including
parent carers and volunteers. This group has had a particular focus on contract
performance and quality but also how learning and developments can be
utilised across other learning disability services commissioned by SCC.

Scrutiny is asked to note the progress of the reviews of people supported by
Discovery.

Scrutiny is asked to note the financial position of the contract and the
community fund set up from the social value element of the enterprise

Key Performance Information

A summary of the Key Performance Indicators (KPI) associated with the
delivery of the ‘Discovery’ contract is provided in Section 8 below. A narrative
has been included to provide context for the data.

Somerset (SCC) commissioners remain satisfied that Discovery overall are
delivering a safe service that is meeting the required standards set out in the
contract and striving to deliver a quality service. However, commissioners have
been made aware of staffing difficulties and its impact on quality in the period
leading up to and following Discovery’s restructure. From the detailed work
between both commissioners and Discovery, it is expected (inline with the
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experiences elsewhere) that this is a temporary issue.

SCC commissioners are currently discussing amending and strengthening the
Performance Indicators and Target Service Levels for Contract Year three with
Discovery. The intention at this time is to commence a move to outcome-based
measures with more focus on individuals and personalisation, which will apply
across the whole learning disability provision in Somerset not solely Discovery.
This year SCC will also include a review of the Performance Management
regime and reporting to ensure it is still fit for purpose for both organisations,
whilst improving the oversight of the contract.

CQC inspections

CQC continue to carry out unannounced inspections of ‘Discovery’ locations in
line with their planned inspection regime and in response to concerns raised
directly to them from Stakeholders.

The last service to have its first CQC inspection was Amberleigh, which has
received a “good” rating overall and noted some areas of good practice,
particularly in people supported having good choice and control over their lives,
staff who were caring and kind and the service had been making good links
and relationships with families and carers. There were areas for improvement,
namely keeping up to date on people's medication changes, which was
particularly important where people come for periodic respite stays and how
medication is stored and recorded.

Further inspection reports on the second round of inspections will be advised
through later Scrutiny updates.

Crisis Support

As has been reported previously to the Scrutiny committee, the Crisis Support
Service provided at Oak House had been identified as providing a poor level of
service, prior to transfer to Discovery. SCC commissioners and Somerset
Clinical Commissioning Group have been developing a new delivery model for
the Crisis Support Service and to facilitate this the Service will be closed on
March 1612019. SCC is supporting Discovery as it moves the last 2 customers
who are currently within the Service. Both SCC and Discovery have believed
since transfer that the move will deliver better outcomes for the individual
concerned, including a very positive development of home ownership for one
person.

As advised to scrutiny previously SCC agreed to the suspension of the KPI's
linked to this element of the contract whilst the new Service delivery model is
being developed and implemented.

Employment Services

The employment services’ new staffing and management structure has now
been in place since November 2018. This was the last step in resolving long
standing Service issues that were impacting on the delivery of this component.
This service is improving month on month despite the challenges and there are
number of some excellent outcomes that have been achieved for people.
Scrutiny is asked to review the examples of this can been found in Section 8 of
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the report.

The number of referrals that Adult Social Care has made to the service over
the last 12 months, due to social workers’ knowledge of what is provided by
the employment service and the wider challenge of raising the aspirations for
people, has not been as high in year 2 as in year 1. Discovery have been
successful in converting the people that have been referred, but the volume
has been lower.

Adult Social Care has been working with Discovery during the period of January
to March, to not only refer more people into the employment service, but also
support the people who are seeking other options as an alternative from
traditional day services, for example Six Acres and Fiveways.

Transformation and Reviews update

Alongside the staffing and management changes, Discovery have been
progressively changing services, with the successful completion of three
residential homes de-registering. These services are now providing supported
accommodation; meaning that the people supported within have a legal right
of tenancy; experience greater choice and control over how their support is
delivered and are able to access a wider range of benefits and income. The
people in these services are being regularly consulted with and early indication
is that people are happier and getting better lives. The landlord, Golden Lane
Housing is also supporting people to understand their new responsibility as
tenants as well as providing the housing related support they will provide to
people.

There is a plan in place to deregister three further services and tenancies to
start 8t April 2019. The CQC de-registration process has already started. The
project plan in place to identify key responsibilities and milestones. This is
monitored and actioned weekly by SCC and Discovery. Reviews are being
undertaken and in one locality are almost complete.

A learning event has been undertaken from the first phase of de-registrations
and this learning has been incorporated in the next three homes to transfer to
supported accommodation. The learning set identified that services and
families needed a greater understanding of supported living services. To
address this in phase 2 all services will have a baseline audit jointly
undertaken by SCC commissioning, operations and Discovery locality
managers using Reach and NDTI supported living standards and
methodology. The first audit of Springview was carried out on 19/2/2019 and
has identified further team learning which is being addressed by a Discovery
coach. A further update will be provided to Scrutiny once these homes have
transferred.

Day Time support update

The transformation of all the traditional, building based day services is
underway within Discovery. SCC and Discovery share an aim of people being
supported to have meaningful, progressive and community-based activities or
learning. The first two services to go through this process are Six Acres in
Taunton and Fiveways in Yeovil, with closure dates for these buildings of March
29t 2019 and August 30t 2019 respectively.
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Discovery have identified a suitable community venue in Taunton, to support
people from the surrounding area and give much better community presence,
being based in a mixed-use space. This furthers the aim of people with a
learning disability having true community inclusion and presence. For those
accessing support within Yeovil they will continue to have the St. James
provision available and Discovery are continuing to source, in partnership with
family members and people supported at least one other community venue in
Yeovil and the surrounding areas.

Of the 96 people supported at Six Acres, everyone has at least one other option
made available to them and most have more. Already the positive outcomes of
moving from a traditional model of day care are being evidenced, with 27
individuals (or 28%) people accessing universally available community
provision (for example health and wellbeing activities), more people taking up
routes into employment and those that do need higher levels of support, it being
provided in a much more person-centred way. A good example of this is a
gentleman that had been attending Six Acres for over 15 years, whilst provided
by the LDPS, who was an elective mute. Discovery have been helping him to
have a greater level of community presence and exploring alternative options.
Since he has moved away from the large and bustling Six Acres site, he has
started speaking for the first time in 12 years as well as learning a range of new
independence skills, including cake baking.

The transformation of the day services has also provided an excellent
opportunity for local business and organisations, who had not previously
thought about being more inclusive, to do so and flourish and grow. Although
there has been some negativity in the press, the reality is that there is a level
of disruption and uncertainty for people which does cause distress, people do
now have the opportunity for better lives and outcomes after this disruption.

There are still some transformation areas that have not been as successful, for
example Seahorses in Minehead. The intention is to build this up to a
community hub venue, with a great deal more community inreach and outreach
for people. This has not worked well, as people are not yet getting the outcomes
all would want. Part of this response is Discovery and commissioners will be
looked to put additional help and resources into this service to effect the desired
changes and we will look to work alongside the people supported and their
families.

Reviews update

A focus has been given on achieving the aim of everyone within Discovery
being reviewed by December 2018. Adult Social Care has completed the clear
majority of the reviews, where these reviews have not been completed, this is
due to wanting to make sure that the person supported, or their family are able
to attend at a time convenient to them. A summary of the current position of
reviews across all of the locality social work areas is provided below.

South Somerset has been a particularly area of difficulty, due to the large
number of Discovery services located within this locality area, as well as
working in partnership with the people and families at Fiveways to get the
assessments agreed, meaning some have taken longer to complete than



expected.

Day Services

Six Acres
Fiveways
Beckery
Colliers Court

Sea Horses
Rollercoaster
Laurels
Huntspill

Residential to
Supported
Living

Russet
Eldermere
Old Farm
House
Newholme
Cherry Trees
Spring View

Supported
Living

Mendip

Mendip have
completed
reviews with
individuals
and families.
On-going
work
ensure
outcomes are
being
achieved.
Looking at
support from
Community
Agents.

to

Eldermere
Competed
Care orders
completed
and Finance
and Benefits
referrals.

Cherry Trees

Met with
individuals
and families
hours have
been agreed
with
individuals
and families.

Jasmine -
Reviews have
been
completed
with
individuals
and family

Sedgemoor
and West
Somerset

All
services
completed
apart from 1
who attends
Huntspill
project.

day

None
identified for
SAWS

SAWS
completed

all

1 in hospital
2 arranging
with family.

South
Somerset
Fiveways all
done and St
James and
The Beckery
booked,

The Laurels
not yet
booked

All  will be
allocated next
week / 18t
Feb.

47 in total, 33
completed
and 14

outstanding

Taunton

Six Acres
completed

Newholme -
all completed,
follow up
review.

Taunton  all
completed

apart from 2,
booked in

with JT



Residential

Dom Care

Respite

In total:

members.
Care orders
to be
completed.

4 outstanding
reviews - all
have
allocated
workers.

Amberleigh -
6 outstanding
reviews, all
booked in for
next week.

Oak

allocated
worker -
actively
working with.

SAWS all
completed

Amberleigh -1
allocated

12 in total, 7 | All allocated -
completed, 5| 3 outstanding
outstanding | to complete

All allocated | All

completed.
Amberleigh No respite
Respite all | provision

allocated and
in progress or
completed

e Taunton have completed 167 assessments, with people having a care
plan and Personal Budget produced after (PB)
e South Somerset have completed 147 assessments, with people having
a care plan and a PB produced after
e SAWS have completed 150 assessments, with people having a care
plan and PB produced after
e Mendip have completed 177 assessments, with people having a care
plan and PB produced after

It is expected that following the completion of an Adult Social Care assessment
of need, ASC staff should completed a care plan with agreed outcomes for or
with the person, based on their assessment of need. Discovery are then
responsible for co-producing a personal support plan, based on the information
from the assessment and care plan. This should include the individual
outcomes for people and the activities and support to do this. A detailed update
on the number of provider support plans will be given in a future update to

Scrutiny.



5.0

5.1

5.2

Financial update

The contract is performing as expected, within the financial modelling, with a
relatively small underspend in year 1 that was returned to the County Council
and a projection of being on budget in year 2. The underspend in year 1 was
resultant of the local authority not purchasing at the level expected, for example
within the Crisis service, short break service or where there were vacancies
within services post transfer.

In line with the service specification commissioned by SCC built in to the
Discovery cost model is the requirement to produce a surplus. At present this
is 3.7% of the total contract cost, which is consistent with the expected surplus
of any not for profit or charitable organisation. This surplus amount is split
equally, with half being spent within Somerset on social value activities. This
is also meeting a key requirement of achieving ‘Social Enterprise’ status. The
remainder of the surplus is to be kept in reserve by Discovery.

The reserve amount is to be build up or used as required over the lifetime of
the contract and will ensure that the company is financially robust and resilient
and able to withstand any unforeseen change to market factors. The actual
surplus generated in year one of the contract was £1.260m, meaning £630,000
will be invested into social value activities through a social value fund.

The social value fund is being administrated by Somerset Community
Foundation on behalf of Discovery, with any individual or organisation able to
meet the criteria able to submit bids that will directly positively impact on the
lives of people with a learning disability. This fund will be a valuable tool for
Somerset as a whole to improve the lives of people with a learning disability,
allowing investment at grass roots level as well as the valuable infrastructure
that might support growth.

The fund has been widely advertised creatively by Discovery throughout
Somerset, including through social media and BBC Radio. It is hoped that this
first round will have a good amount of applications, although there will be further
rounds of bidding throughout the year.

Behind the fund sits a Strategic Partnership Board, that has representation from
Discovery and Somerset County Council and forms part of the delivery of the
contract. This board will be the final decision makers on the fund and agree the
final disbursement of the social value fund, if the value of the bids exceeds the
amount available.
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diccoveoer:

Get more from life
Do
you need
funding for a
community project to
help improve the lives of adults
with learning disabilities in Somerset?

The Discovery Community Fund will support improvements to the
health and independence of people with learning disabilities and autism across
‘Somerset. The Discovery Community Fund will provide grants from around £500 to
£30,000 to groups, organisations or individuals operating in Somerset that are delivering work
that is complementary to Discovery's own vision.

The window for applications lasts from 9th Jan 2019 to 22nd Feb 2019, and the application process is
being managed by the Somerset Community Foundation.

To find out more, visit www.somersetcf.org.uk/discovery

A small amount of the social value fund has been ring-fenced for the “All
Together Better” programme, which is a journey of understanding, information,
rights and how to work well with health and social care. The course will bring
people who need support, family, carers, voluntary and third sector
organisations and practitioners to learn together and make key changes in their
local area in order that people get a life rather simply a service.

The Benefits:

* Create a local network actively working in co-production together to help effect
positive change within their communities

* Give participants an understanding of history, images of what is possible and
how change happens within a local and national context

» Engage people to have different conversations about what works

* Unite people to support, learn and share with each other and their groups

* Give real and grounded information, advice and support to people around the
current health and social care agenda

* Give a good mix of inspiration and information around all the most relevant
up to date models, theories and policies.

Questions have been raised through council and cabinet regarding the use of
“‘equalisation reserve” for Discovery and the funding that has been set against
it as “savings” within the Medium-Term Financial Planning. This funding is not
a cut or additional funding to Discovery, but a change in the way that the
Council accounts for the cost of the Discovery contract over the 6-year term.

It was recognised by the LD Programme Board before the inception of the
contract that costs, particularly in the early years would exceed the previous
LDPS budget availability and that staying in house or externalising would both
bring additional financial pressures in years to come. Whilst either option would
bring financial pressure to the authority, the Board felt that the creation of the
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SEV would give greater flexibility and freedom to modernise, bringing greater
value for money in the longer term and most importantly, providing an improved
level of service to people supported.

Given the financial pressures on the authority at the time, the Board agreed to
the creation of an Equalisation reserve to smooth the projected additional early
year costs over the lifetime of the contract. It was recognised however that
further transformation would be required throughout the contract in order to
bring spend down further, thereby making the contract affordable over its
lifetime. This Equalisation reserve is a mechanism that the local authority uses
to spend more in the early years of the contract and pay off in later years, when
the contract value reduces.

At the end of year 1 of the contract, the amount transferred to the equalisation
reserve was £4.910m. The original plan was for this to be added to during year
2 and for efficiencies to be achieved over the contract year 3 onwards, so that
the equalisation reserve was returned to zero by the end of year 6. However,
due to greater efficiencies achieved by Discovery in year 1 & 2 and across Adult
Social Care as a whole, has meant that it is now intended for the £4.910m to
repaid at the end of 2018/19 and for the contract to be fully funded within the
budget available going forward. This demonstrates that the creation of the SEV
was not only better to improve people’s lives, but also more cost effective than
retaining it within the local authority, which only had a projection of annual
increases.

Challenges to delivery and quality performance

As described in section 3.0, Discovery have had a whole service management
restructure that concluded in November 2018. Leading up to this and during
this restructure, Discovery have experienced a much higher than normal level
of staff leaving or retiring, which has caused impacts on performance in some
areas of the service.

Where these challenges in staffing are occurring, for example where a manager
or assistant manager has left, there has been a resultant effect of direct care
staff deciding that they also wish to leave. For clarity, Discovery have not made
any direct contact care staff redundant, but some staff have decided to leave.
This is very common in the care sector, where direct care staff that have formed
a close working relationship to a manager choose to follow or are encouraged
to leave and work for the manager in another setting. For example, 19 staff
have left Discovery to work at just three organisations that have recruited
managers that either left Discovery or have been made redundant.

This loss of staff has meant that the performance within particular services has
dropped, where bank staff or agency staff have been used. This impact has not
been universal, but has been experienced in some residential care, supported
accommodation and day services.

Adult Social Care has been fully aware of this developing situation and as with
any other provider in the social care market, is taking both inspection action
and supportive action to ensure that Discovery remedy any drops in
performance or quality of their delivery. Where increased safeguarding activity
or self-reporting of problems is occurring, ASC social workers, social work staff
and quality monitoring officers are implementing improvement plans.
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The CQC and the local authority has also had notification from a set of family
members about concerns in the performance and most importantly, the safety
of the people supported. In one instance, the local authority has supported
Discovery to ensure safe staffing levels in a service where it felt it was needed.
This service has stabilised, and the staffing levels or safety of residents is no
longer of concern.

Discovery currently has three separate improvement plans in place and is fully
complying with the actions contained within. ASC staff in both safeguarding
and quality monitoring have noted that Discovery staff and managers have
been open and transparent with any investigation or information gathering and
implement fully any recommendations. Somerset CC had already recognised
some of the concerns raised in the family’s letter and had been working with
Discovery to address them.

As a result of the concerns, CQC have met with family members as well as
inspecting some sites and Discovery are awaiting the result of this. No
immediate action has been requested of Discovery by CQC, indicating there
were no concerns at a regulatory level. Managers of the Safeguarding team
will also be meeting with the families to hear in person and ASC will provide
further reporting by exception to Scrutiny on any further concerns raised.

Where individual safeguarding concerns are raised, these are being dealt with
as per our statutory duty and responsibility, as with any other provider. The
level of individual safeguarding does not represent a deviation from any other
provider of the size of Discovery or supporting this number of people.

The Safeguarding team manager for Somerset County Council has meet with
all of the Discovery team managers and senior staff because of the letter from
family members and felt that the level of understanding and compliance to
safeguarding practice of Discovery staff was good. She has no concerns
organisationally about Discovery.

Somerset County Council is proud of the fact that Somerset’s providers have
bucked the national trend and have an overall 92.9% good or outstanding rating
with CQC, of which Discovery have helped play a part with many good rated
services across their registered bases.

Stakeholder feedback — this section has been supplied by the stakeholder
group

The Stakeholder Engagement Group has had regular, constructive, meetings
with senior Commissioners and Discovery Executives. These meetings are
scheduled to continue throughout the coming year.

The Group has agreed the following initiatives.

Post Social Worker Review/Initial Needs Assessment (INA) Questionnaire.

Stakeholders are aware of anecdotal evidence that some customers and carers
have felt their review/INA has not been conducted as thoroughly as they would
like. This questionnaire has been designed to capture factual evidence on the
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views of customers and carers following their Social Worker Review or INA. It
seeks to ascertain the level of satisfaction of customers and their families on
completion of the process and will provide a useful benchmark against which
to judge the effectiveness of the review/INA process. It will be introduced for all
LD Social Worker Reviews and or INAs from April 2019. Completion of the
questionnaire is completely optional; however, customers and carers are
encouraged to make use of this opportunity to record their experiences so that
the Review process can be refined and improved in future.

Quality Checking.

Independent Quality Checking of services is an essential component of
Performance Monitoring. Commissioners have agreed to set up a Quality
Checking Group which will carry out visits to a range of provider (not just
Discovery) venues to make an assessment of the quality of service delivery
from a user perspective. The Quality Checking team will include, but not be
limited to, customers (experts by experience) and carers. Their findings will be
made public. The Quality Checking visits are planned to commence in April
2019. However, within Discovery they have already designed and led a quality
checking initiative which has been visiting their own services, sharing the
learning and experience with SCC to help develop wider checking across
Somerset. These quality checkers have presented to the Learning Disability
partnership board and Discovery contract meeting and update on their work.

Customer Mapping.

An exercise is underway to digitally map the geographical location of all LD
customers across the County. The purpose is to identify potential groups of
customers and make them aware of each other’s proximity, so that customers
who are trying to achieve similar outcomes can learn together and share their
support. Being aware of other LD customers in the vicinity will also open up the
possibility of sharing support from volunteers, families and friends in the local
community. This exercise is due to be completed by mid-March 2019

Outcome Based Performance Assessment.

Currently the performance of Discovery is measured largely in inputs. Inputs
only measure volumes of activity, in most cases hours of support or numbers
of referrals. They give no indication of the effect the activity is having on
customers who receive the activity. It is perfectly possible for a provider to
deliver 100% of the contracted hours of support, without having any positive
effect on the customer. The effect on the customer should be progress towards
achieving the outcomes in their Care and Support Plan, for example living a
more independent life, or progress towards achieving generic outcomes
applicable to all customers, such as having equal opportunity to be part of their
community. Only by measuring progress towards the achievement of individual
and generic outcomes can the effectiveness and therefore the value for money
of a provider's performance be meaningfully assessed. Commissioners have
agreed with the Stakeholder Group that Outcome Based Performance
measurement of all providers, including Discovery, should become an essential
element of performance assessment.

The stakeholder group have asked that a range of further Information be
presented to Scrutiny, giving a wider breadth of information than the KPI and
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Pl information, it is supplied as an appendix and will be provided at each
scrutiny update

Feedback and further information:

Although Somerset County Council and Discovery recognise that there is still
some way to go to ensure that every single person supported by Discovery
gets a consistent, excellent service, there are some examples that Discovery
and commissioners would like to share with Scrutiny Committee to recognise
not only the changes happening, but also the day to day, positive examples of
excellent support that is going on in Discovery.

# & lnterns

~  Travel Training (Semerset Passenger Solutions)
» On-Boarding

# CITB - Operatives Test

#  Job Matching

»  InWork Support

Meet Finn...

Finn is 20 years old and been a diagnosis of Sotos-Like Syndrome and experiences associated difficulties e.g. poor concentration,
word finding problems, problems with short term memaory, behavioural difficulties including ritualistic behaviours, seclal difficulties.

Finn had undertaken lots of volunteering role before being referred to the traineeship, but non of these had led to paid
employment and both Finn and his family were becoming very frustrated with the lack of cutcomes despite his hard work ethic,

Finn worked really well in his role as Storesman. Picking orders, loading orders along with completing relevant paperwaork. He has
been warking on deliveries and using the internal computer system to process the paperwork to completion.

Finn had to be on site ready for work at 7:00 which means he has to leave home 2 hours due to the travel to site.
Due wo all his hard-work he was successful at interview and gained a 40 hour- Full time position with Byler earfing £ 2FpH
Finn's Quote = | really enjoyed the programme and | love my job, we go for breakfast every morning,

Steve's Quote (Bylor Manager) = Finn Is a hard worker and has really changed and improved ourteams dynamics

Miranda’s Quaote (Mum) - |tis great to see a happy and independent Finn, this has made a huge difference to our family life:

Hi Z

I would like to commend the staff at Selwyn for the good work they are carrying
out with MS.

| have seen him today and he looks like a new man he is relaxed, looks ten
years younger, he is clean he has shaved, skin is now clear, he is losing weight.
His family, myself and Dr G cannot believe the difference and this is down to
the staff at Selwyn.

Many thanks
Social Worker

Also included is a narrative from a member of staff in Discovery that wished to
have their story told to the Scrutiny committee

My name is Adam Walker | worked for Somerset County Council for about 8
years before moving across to Discovery with the rest of my colleagues in April
2017. Shortly after this | decided to apply for a job with the Quality and
Compliance team, seeing it as a great opportunity for me to learn and improve
my skills and hopefully have a positive impact on the wider organisation.

My role involves me visiting different homes around Somerset and reviewing
their paperwork, speaking to staff and relatives about how they feel the service
is doing, and speaking with people supported to ensure their voices are heard.



I put all of my findings into a report for the locality manager and advise them
on key areas of compliance that they need to focus on, for example their risk
management process or their fire safety systems.

Under Somerset County Council this job simply didn’t exist, so essentially a lot
of homes had no one really checking the quality of the service provided.

Needless to say the job can be difficult at times, when we find something that
isn’t as it should be and then we have to work hard to find solutions. However,
this extra focus on safety, quality and accountability within Discovery has
undoubtedly led to some massive improvements for the people we support.

A good example of this is at a service | visited recently. I first visited this service
in 2017 and had a lot of concerns about the quality and safety of the service
provided and had to escalate these concerns to senior management. When |
visited recently, | was so pleased to see that the behaviour support team had
been in and supported the team, the health and safety team had been in and
reviewed the service and the recommendations raised in my report had been
actioned. This had resulted in a sharp drop in the frequency and severity of
incidents at this home and big improvements in the safety for staff and people
supported.

Also | must mention Quality Checkers, these are people who we provide
support to, who are employed by Discovery to support me with feedback about
the services, it is such a lovely experience to have people supported involved
in the organisation, having a say in how things are done, being part of the team,
breaking down those barriers between people supported and staff.

Adam Walker

Quality & Compliance Reviewer - Discovery

9.0 Background papers

9.1 Scrutiny report — May 2018 and October 2018
http://democracy.somerset.gov.uk/documents/s6699/LD%20TaskFinish.pdf
http://democracy.somerset.gov.uk/ieListDocuments.aspx?Cld=186&MId=564
&Ver=4

9.2 Balance scorecard for the period of October 2018 to January 2019 & Key
Performance Indicator information

These are supplied under Appendix A — E

Note For sight of individual background papers please contact the report author


http://democracy.somerset.gov.uk/documents/s6699/LD%20TaskFinish.pdf
http://democracy.somerset.gov.uk/ieListDocuments.aspx?CId=186&MId=564&Ver=4
http://democracy.somerset.gov.uk/ieListDocuments.aspx?CId=186&MId=564&Ver=4

Appendix A — Scrutiny Key Performance Information

Key Performance Indicator Summary table

Target Service Level -
0-2%

Target Service Level -
95 - 100%

Target Service Level -
90 - 100%

Target Service Level -
95 - 100%

. 44/80 45/80 47/80 47/80 48/80 50/80 50/80 54/80 55/80 59/80
Target Service Level -
85 - 100% 55.00% 56.00% 59.00% 59.00% 60.00% 62.50% 62.50% 67.50% 68.75% 74.75%

Target Service Level -
90 - 100%

*Two referrals were not accepted — one referrals was from an individual who did not
have a Learning Disability and was therefore not eligible the other had serious health
and other issues that needed to be addressed before any employment support.



Appendix B — January Scorecard

Suppi Contract SCC Contract
upplier
Expiration: March SCC Contract Commissianer: Contract
Contact: Contract Value:
Luke Joy-Smith £205,911,399 s Ouner: Steve eference:
5 75 e ! Length of contract; Dale Newland CCG Lead Commissioner: DNF0274
onna Sm
fre=rms Eelle Zoestbergen
‘Areas of concem Py Areas of success
remains a key priority within Discovery znd current recruitment and retention inicatives are under review and we| Y ) )
S ) - . [} The wandow lor '&ll Together Better’ hay now closed and approumately 30 spphssnts have been
expect to be frequently reviewed in what is clearly 2 candidate-led environment. In the meantime, Discovery continues to %},1" it 10 [0 e course, Starting i March The aftendess ae o ecusl mis of peophe with &
attract a large number of applications every manth and are seeing a notable reduction in leavers, now that the re-organisation » %. e learning driabisty, famier/friends and profetuonsh |COMMILIONET, WpPOr workers, manager]
work has concluded. Associated to this, experienced resources from the Dimensions group have increased supporting local
eivery Th Deidiwery Commndy Fund remans open unlil 17 Febvudry, 3 The Timd of writing, 18 Sferent
apph anti Rave Wlarted the appication proceil. with aopr ouamatedy 1) whmitting an appid ation
The fund has been promoted on BEC Radio Someret.
Performance & Oufco
Messure Period Risk | Previous | Current| DOT |1. Training compliance continues to rise Measure Both Amberleigh and Newholme were inspected by GQG in January. This is the first time these locations
RAG among ional challenges. have been inspected under Discovery. At the time of writing this report, we have not received the draft
Contract Risk & Issues Profile (Top 3 ‘s with last month, the key risk remain on Quality and People matters Number of CQC inspection and inspection for Newholme. For Amberieigh, the draft report has been received and shows that a thorough
i for delivery of the outcomes and mitigation inspection has been carmied out by an experienced CQC inspector. The report also picks up on the scrutiny
contract) Discovery has been under since the contract transfer and therefore is a more datailed report than may be
usually expected. I its draft format the report rates the location as requiring improvements in the safe
January ‘domain, but rates all other domains as ‘Good' and the lecation as overall ‘Good™.
Contract Charge vs Contract Reporting by Excaption: Progress Revised Change Control document to be.
Actual Spend Contract Charge v Contract Spend Jan 2019 against Transformation milestones ereated to refiect transformation plans
andlor key dates for any
projects/plansideliverables
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True Up Activity - service charges Discovery remains on track with all overall contractual obligations
and sleep insisleep in top-up
NiA January
Overall Revenue srformance against the suppliers
Contract Revenue Jan ligation to pay s Sub-coniractors
thin 30 days of an undisputed
2019 foee
1500000 < W Registersd Care:
January e e January Fulflled
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£ HlomCzre
00000 - W Employment Suppart
Dy Time Support
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Reporting of sustainability and energy Discovery is committed to ensuring all systems and processes consider the sustainability
efficiency indicators Jaay | o energy efficiencies within their decision making.
Social Value Outeomes The Strategic Partership Board is estabished with SCC presence. The first round of
Y | applications is t be reviewed mid March. 'All Together Better funded by SPB to commence
Summary of Employment Support There were no areas of concam in the quarter. However, there have been some great
quartery report highiighting areas of | sucessses in employment, especially at Hinkley Paint C.
concem ey
Number of CQC inspection and Discovery and 5CC G0’ approach scovery
outcomes and mitigation January | Servicas inthe first Quarter of ly i y the expected
e A phocty hoe e 3 thie kP




Workforce & Partnerships

Period | Result Msasyrs (Comments/Statement
Staff Absence (Average days lost fo Asiag O oo o Skt Reporting of Supplier Satisfaction All 4 surveys closed and shared on the website and with all stakeholders. Action plans have
team staff sickness| I Results or any propased Satisfaction been developed on 'you said, we did’ framewark and are being well managed by Discovery.
un Surveys to be launched for any of the
Ll services delivered under the contract.
itn |_|_ EEEERERE | (inciuding complaints)
"
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Starters & Leavers Analysis R Compliance with Contract Cument confractual compliance is on frack although mezfing schedules have been changed
Goverance in agreement between CC and Discovery.
[r——
Workforee Totals - Excluding Refief : Statement of relationship with the People we suppart seem positive from front-fine delivery to senior management and largely
" Pt Hows e Mo g vl e suppliers hey stakehclders demonsiratedin recent surveys and feeback rom Qualty ConsutantsiCheckers
i Collaagues - some transferred colleagues remain concemed by transformation ackity but
] mare colleagues ar focussed on looking forward. Loeality Managers very much focussed
- on the future.
F: Temain around tion aciivty, especially Day Senvices
. and tumover of calleaguss,
e 5CC - Partnership between Discovery and SCC s postive to ensure the contractis a
SUCEESS.
L
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Ageney Staff Analysis in Hrs Events - number No Never Events held in january
1600 of incidents and mitigation
January
Business Confinuity and/or Disaster
Recovery Plans are in place and Sy In place
have been provided o SCC

Appendix C — December Scorecard




Balanced Scorecard December 2018

Supplier Contact|
Luke Joy-Smith
Donna Smith

Contract
Contract Value: E"’"::;"’""
£205911,399
1 Length of contract;
b years

Areas of concem

Discovery continues to address the long standing qualiy issues in addtion to the recruitment challenges). At the time of
writing 25 Discovery locations have now recsived a second nternal quality review and the scores show consitent increase in
compliance (bar 2 locations). |n some locations these have been signficant increases. However. the scores remain consistently
lower than across the rest of the Dimensions Group. It kel this would have been different were it net for the required
colleague transformation work i restructure). however, it aso underlines the dpth and breadth of qulityisues which
transferred and have previcusly been reported on. Discovery are confident that with the restructure now in plsce it provides
the required strang and reliable plstform to buld good qualiy suppert upon.

SCC Contract
SCC Contract ‘Commissioner: Contract
Owner: Steve Veevers Reference:
Dale Newdand €CG Lead Commissioner: DN90IH4
Eelke Zoastbergen
Aress of success
The Strategc | first round of appicat th

I {ie. . The first round wil

applicatons from a potof around £200, 1 acfiton tothe already comisioned Al Together
Better’ course, “‘All Together Better', 1s a nation ally recognised course designed by In-Control, has

Somerset, They will

rrangements hive b
the Somerset alults B

and somerset Ce

y p training on
Hate Crime, based on positive training courses they have facilitated nationally, In additien to last
‘month's ntreduction to Amanda Watsan, Discovery's Assoclate Family Consultant, Positive

January,

[ [ in

Finance & Risk Performance & Outcomes
Measure Period Risk | Previous | Curent| DOT |1. Training compliance continues to rise among |Measure [No CQC ingpections held in December
RAG RAG compedi fonal ch 3
Contract Risk & lssues Profile (Top 3 | As with last menth, the key risk remain on Quality and People matters Number of CQC inspection and
risks/issues for delivery of the outcomes and mitigation
contract)
Desember
Contract Charge vs Contract Actual Reporfing by Exceplion: Progress Revised Change Confrol document to be:
Spend against Transformation milestones created to refiect transformation plans
Contract Charge v Contract Spend Dec andicr key dates for any
2018 projects/plans/defiverables
W Crisiz Support
December 0y Trme Suport 3
Employment Support
mDom Care.
nss
WShort breaks
ContractDec  Contractspend. WRegisered Care
Dec
Service Dedivery Volumes - 3 Months ﬁmymmmwskey
Data excluding Nights and Residentid areas. (Greenway Cottages, Sehwyn,
Short Breaks Fosse Park)
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- leooiosios | [
December ™. December “ . ,
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True Up Activity - service charges Discovery remaing on frack with all overall contractual obligations
and sleep ins/sleep in top-up
Qct- Nov
18 Sleep in Top up
Oct and Nov W Additional Income due to December
Discanery
WSleepiniopun
0
Overall Revenue [Performance against the suppliers
Contract Revenue Dec cbfigation to pay fte Sub-contractors
within 30 days of an undisputed invaice
2018
WRegsterzd Gare.
December o bresiz December Fufiled
L4
MDom Care
MEngloyment Support
mDay Time Support
Contract Revenue Dec
Repariing of ity and energy Digcovery is committed o ensuring all systems and processes consider the sustainabilty and
efficiency indicators December | onerqy efficiencies within their decision making.
Social Value Outcomes The Strategic Partnership Board is estabished with SCC presence. The first round of
December | appiationsis likely to take place before the end of December 2018 and ‘Parners for
[Summary of Employment Support There were no areas of concem in the quarter. However, there have been some great
quarterly report highlighting areas of successes in employment opportunities at Hinkley Point C.
ccncem December

[Number of CQC inspection and
Joutcomes and mitigaion

fecovery and 5CC G have agreed the CQC's approach of inspecting al of Discovery’s
Sanviees In the irst Quarter of 2018 Discoveny's abily the expacted

ol ao e sk e Sudnoah b




Workforce & Partnerships Customers & Communication

Memue Perad Resu Mezsure Perod Canmenty/Siatement
St Absence (Aveage das st o Average Doyt Lont o Team Sckness Feportig of Suppier Sefectin AL srveys cosedand shard on heveksteand ith ol Acten plans e
{eam sif sickness) ey Resuts o any proposed Saifacion een devebped on you s, we i Framewerk and are being el menaged by Discovery.

o Sumhbeh.rmedfwmm

] | services delivered under the confract.

(inchuding coplnts)
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g R of s sk per Coleage —=Natonal g (D)

Starters & Leavers Andlysis Startorsvs Leavers Compianee with Confract Govemance Cumrent contractual compliance is on track athough mesting schedules have been changed in
™ agreement between SCC and Discovery.

December
Workdarce Totas - Excudng Relef Statenent o retionship with the Customess - Customer reitionship seems posive rom frontine delivery o seir managemenl|
Targec Hours va Acual Hours ngainge Overall Trrges wm kwm mmm“mm
e Collaques - same transferred colleagues remain concemed by transformiation activty but more
g collzagues are focussed en looking forward.

=

g

' Families/Advocates - concems remain around transformation activiy, especially Day Services.
i SCC - Relationship stays posifve between Discovery and SCC.

i Decembar

Wl

W

ek fabld Ml Apeld Mapls Aeld WbE Apdi Sioll (0B Nel Del

T i mAcval b

Staff Retenfion - newstarters who . )
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card November 20

Supplier Contact]
Luke Joy-Smith
Donna Smith

Contract
Contract Value: E""'mn;';"‘""
£205,911,399 e
6 years

Areas of concem

writing 25 Discovery

now received a

Discovery continues to address the long standing qualty sues (in addition to the recrutment challenges). At the time of
quality review and the scores show consistent increase in
compliance (bar 2 locations). In some locations these have been significant increases. However, the scores remain consistently
lower than across the rest of the Dimensions Group. It s likely this would have been different were it not for the required
collesgue transformation work (.. restructure). however. it also underlines the depth and breadth of quality ssues which
transferred and have previously been reported on. Discovery are confident that with the restructure now in place it provides
the required strong and reliable platform to build good quality support upon

Finance & Risk

SCC Contract.
SCC Contract Commissioner: Contract
Owner: Steve Veevers Reference:
Dale Newland €CG Lead Commissioner: DN90274
Eelke Zoestbergen
[Areas of success
first round of tothe new

Flte. b

applications from a pot of around £200k, In addition to the already commissioned "All Together
metter’ course, *All Together Better', IS & nationally recognised course designad by In-Control, has

Somerset, They will

Somerset.

conference,

Hate Crime,
month's Introduction 1o Amanda Watson, Discovery's Assorlate Famly Consultant, Positive

training on

nationally,In addition to

January.

i to announce in

Performance & Outcomes

Measure Period Risk | Previous | Curent| DOT |1. Training compliance confinues to rise among | Measure [No CQC inspections heid n December
RAG | RAG competing operational challenges
Contract Risk & Issues Profile (Top 3 As with last manth, the key risk remain on Qualty and People matiers Number of CQC inspection and
i for defivery of the outcomes and mitigation
contract)
December
Contract Charge vs Contract Actual Reporting by Exception: Progress Revised Change Control document to be
Spend against Transformation milestones: created to reflect transformation plans
Contract Charge v Contract Spend Dec andior key dates for any
2018 projectsipians/defiverables
Gz Suport
ber sy Tome Sumport >
= Emplogmen Support
Dom Care
omss
W Short breaks.
ComtractDec  Contract spend W Regisizred Care:
Dec
|Service Delivery Volumes - 3 Montns | Ciscovery Audit outcomes by S key
Data excluding Nights and Residential areas. (Greenway Coftages, Sehwyn,
Short Breaks Y Fosse Park)
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Suppartediving  Registeec Care oy
Servces/lom
Care
True Up Activity - service charges Discovery remains on track with all overal contractual obligations
and sleep ins/sleep in top-up
Oct- Nov
18 Sleep in Top up
Oct and Nov B citional ncome due o December
Dissovery
Sieenintopun
Overall Revenue Performance against the suppliers
Contract Revenue Dec  cbigation to pay its Sub-contractors
within 30 days of an undisputed inveice
2018
1500000+~ MRegstered Care
December . Finararedka December Futfled
1000000 LEY
£ p M Dom Care
spo000 - WEmaloyment Supsom
| mDay Time Sugport
ok 7
Contract Revenue Dec.
Reporting of sustanabilty and energy Discovery is committed to ensuring all systems and processes consider the sustanabiity and
efficiency indicators December | enery efficiencies within their decision making.
Social Valus Outcomes The Strategic Partnership Board is estabished with SCC presence. The first round of
December | anpications is likely to take place before the end of December 2018 and 'Partners for
Summery of Employment Support There were no areas of concem in the quarter. However, there have been some great
quarterly repart highiighting areas of successes in employment cpporturities at Hinkley Pait C.
concam December
Number of CQC inspection and Discovery have agreed the CQC ach of inspecting all of Discovery's
outcomes and mitigation December o 2018 o .

Services.
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Workforce & Partnerships

Customers & Communication

Measire Resut Comments/Statement
Staff Absence (Average days lostto AnegeDanlosaTan e 14 surveys closed and shered on the webiste and with al stakeholders. Action plans have
team staff sickness) - ¥ been developed on 'you said, we i ramework and are being well managed by Distovery.
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e bmber of digs s per Colbagee  ===aioial Avg |Chas)
Starters & Leavers Andiyss Staries s Loaiors Compiance with Confract Govemance Current conlractual compliance is on track athough meeting schedues have been changed in
agreement between SCC and Discovery.
o
' iniE Mol Wed A0l ey b
g M3 BN o " w i ¢ &
-
Workforce Tofals - Excluding Relief Statement of relaionship with the: Customers - Customer reiafionship seems posive from frant-ine defvery to senior menagement]
Torpet Hoirs v Acual Heurs nguin Qvenal Twegee suoplies hey sahehokdes and el demonsivated n resent surves.
s Coleaues - some trnsfere coleagues remai concemed by ransformation actiy but mre
i calleagues are focussed on looking forward.
Famiies/Advocates - concems remain around trensfomation actity, especialy Day Services.
i SCC - Relaionship stays posifive between Discovery and SCC.
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Appendix E — October Scorecard

Discovery LD Co

ct Balanced Scorecard October 201

Contract SCC Contract
Supplier Contact] o Expiration: March SCC Contract Commissioner: Contract
Luke Joy-Smith 205,911,399 w3 Ovwmer: Steve Veevers Reference:
911, D Dale Newland CCG Lead Commissioner: DNINT4
b years Eelke Zoestbergen
[ Areas of concem [Aress of suceess
" N Historcial cultu The launch of the new management structure on 1 November hu mmdod a focus on the
P the NDTireport Decovery. future q This concludes a signiicant
ey priority within i3 the contract. albeit necessary change.
The recently formed Strategic Partnership Board {SPB) st expect that the first round of
awards wil be made before the end of Diecember 2010, The SPB have supported the
application to fund In Controfs "Partners in Policmaking! which provides the opportunity
10 benet many staksholders within Somerset, with the view to promote and comimence
this opportunity in aarly 1019
s bout the changes at Six Acres have been cascaded 10
with & positive mesting with circa 45 families held on 14° November, answering a Nl’lblr
of concerns.
e &R Performance & Outcomes
Measure Period Risk Pmml Curment| DOT ‘ITmmnmhnmﬁmbmm Measure | All expected Discovery Care Quality Cc (CQC) through their first
RAG RAG inspections is as follow:
Cortract Risk & ssues Profie (Top 3 No further changes to the risk register as reported last month. Number of CQC inspection and
for delivery of the: b rated ‘Good and final reparts have been received, with location (The Maples, having an
contract) ‘outstanding’ domain).
[+ Two locations rated ch\nighplwarﬂu\ﬂﬂrepnmlmehm received (Ashbury and Saplings)
[+ One locati from SCC to
Discovery, ikedy to take place in spring 2019.
Al cther RCH by T due to de- closure (Oaks).
Contract CI s Contract Actual Reporting by Exception” Progress Revised Change Confral document to be
Spend e Contract Chargev Contract Spend Oct 2018 MT:mwmm reated to refect transtormation piars
and/or key dates for any
projectsiplans/deliverables
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|E-xnuy is dll systems and ider
m\y efficiencies within their decision making.
Partnership Board is estabished with SCC presence. The first round of awards is
nwwmmmmm«mmnm "Partners for Policymaking is likely lo
There were no areas of concem in the quarter.
Discovery and SCC Cx agreed the CQC's Discovery’
Services in the first Quarter of 2018 i y
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Workforce & Partnerships
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Business Continuty andlor Disaster
Recovery Plans are in place and have

Inplace

Compiance with Caniract Govemance Cument contractual compliance s on frack atiough meefing schedules have been changed in
agreemen between SCC and Discovery.

Staement of relatonship with the Customers - Customey relationship sesme posite from front-Ine defvery o senior managemen)

supplers key slakeholers and largely demanslrated i recent surveys.

Coleagues - some transfemed colleagues remai concemed by transformiation acfivty but more
coleagues are focussed on looking forward.
SCC - Relatonship stays positive betwezn Discovery and SCC.




