Freedom of Information Act 2000 – domiciliary care services
Your request for information has now been considered. The Council holds the information requested.

You asked:
Service Overview

1.
Approx. how many service users do you provide domiciliary care to via providers directly contracted to the Local Authority?

Answer:
1672
2.
Approx. how many care calls are delivered each week?

28,205

3.
Approx. how many hours of care are delivered each week?

17,681

4.       Could you give a brief description of your local authority area to give an idea of the concentration of care delivery in your area?(e.g. rural, high-density urban etc.)

High-density, urban
5.       How do you commission individual care packages? (e.g. via a Care Brokerage team / social work team / IT mini-competition system etc.)

We have a care brokerage team
6.       Do you block purchase any dom care services (emergency night sits, day time rotas) etc. to increase capacity availability?

Leicester City Council block purchases support at lunch time and during the night at its extra care scheme – Danbury Gardens. 

7.       Do you commission specific start times for dom care calls, or do you indicate an appropriate time banding / time of day for the call to be delivered? (Eg between 8:00 – 9:00am, ‘morning call’ etc)

We commission a time, but the provider is expected to meet the call within 15 minutes

Commissioning of Services

8.       Do all of your dom care service users fall under the same contract, or do you have separate contracts for Learning Disability dom care, Mental Health dom care etc?

We have an overarching framework, but each provider is contracted to us separately. This is not based on the type of service received.

9.       Could you give a brief description of your model of domiciliary care provision?

Leicester City Council’s domiciliary support service aims to provide support on a short or ongoing basis to re-able people to their maximum ability and potential and, if required, to support on-going maintenance of health and wellbeing. This is achieved through the provision of a framework of 13 domiciliary care providers. Provision is commissioned city wide, based on the assessed needs of individuals.  

Quality Monitoring

10.
 What various forms of monitoring are utilised to evaluate the quality of the service?
We have an internal Quality Assurance Framework, which all providers within this sector will undertake

We monitor performance and continuity of care data submitted from the providers Electronic Care Monitoring (ECM) systems

11.
What are your KPI’s?

KPI’s are monitored through the use of Electronic Care Monitoring. Targets were originally set for providers to meet these targets 100% of the time, however, the Council assessed this as being unachievable and now monitor on a 80% achievement rate for all but the critical call standard (which is 90%)

Number of early / late calls – no more than 30 minutes (15 minutes for critical calls) early or late based on the agreed start time. 

Continuity of Care Standard - The standard will vary depending on the number of visits a service receives in every overlapping 2-week period: the standard for the number of carers is set at no more than 1 plus a factor of 0.15 times the number of visits received in the two week period, rounded up where this is not a whole number.  E.g. if a service user receives 14 visits during a 2 week period, the standard will be set at: 1+roundup (0.15*14) = 4

12.
How do you monitor missed calls? Do you rely on providers reporting this to you, or do you monitor their electronic call monitoring systems independently / run reports?
We rely on providers reporting this to us.

13.

What time period do you apply to deem a care call as ‘missed’? e.g. any call delivered 1 hour earlier / later than the agreed commissioned call time is a ‘missed’ call.
· Early / Late Calls – No more than 15 minutes early / late for critical calls & no more than 30 minutes early / late for standard calls.

· A visit is classified as missed where it is not attended by provider staff when the visit was required. Visits that were not completed due to a non-access, hospital admission, or other similar reason are not counted as ‘missed’ but as a planned visit

Payments

14.   What is your average hourly rate for standard day time dom care? 
£14.01

15.   Do you pay the providers on commissioned hours, or actual hours delivered? 
Actual Hours

16.
Do you pay in “blocks” of time? (e.g. 15 minute minimum, 30 minute minimum, minute-by-minute etc.) Have you found this method to have any advantages/drawbacks?
We pay in bands – calls of up to 25 minutes are paid for 15 minutes, calls of 26 to 40 minutes are paid for 30 minutes, calls of 41 minutes to 55 minutes are paid at 45 minutes and calls over 56 minutes are paid for an hour.

17.   Do you use Electronic Call Monitoring (ECM) to calculate payments for dom care packages, or are invoices still used?
We use ECM.

General Information

18.
What difficulties are you finding that face the dom care market currently? (Eg staff recruitment and retention, appropriate management at local level, communication, staff wages etc) Has there been any activity (successful or unsuccessful) taken to try and resolve this, and what was the result?
Leicester City Council has not undertaken specific analysis of staff recruitment and retention and market difficulties. Anecdotal evidence from providers has indicated that there are issues, though providers have been able to recruit staff and no significant issues have been encountered as yet. Leicester City Council’s awaiting care list for home care is at a manageable level. 

The joint commissioning of domiciliary care with the NHS seeks to address one of the issues within Leicester which is the competition between the council and health to secure packages, which in the past has been reported as an issue.

Can I also request that a copy of your current service specification / contract for your domiciliary care services is attached to your response?
Please find attached


You may re-use the information under an Open Government Licence.
If you are dissatisfied with the handling of your request please write to: 

Information Governance & Risk Team

Leicester City Council

Legal Services

4th Floor, City Hall 
115 Charles Street

Leicester LE1 1FZ
e-mail: info.requests@leicester.gov.uk 

