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SERVICE LEVEL AGREEMENT

A Grant Agreement between the Crime and Disorder Reduction Division of Solihull Metropolitan Borough Council and the Make a Better Life Trust [Solihull].  [MABL Trust]
1.
Purpose

To set out the responsibilities and intentions of the relevant parties to ensure economic, efficient and effective use of financial assistance [including assistance in kind] from the Crime and Disorder Reduction Division.

2.
Relevant Legislation & Policies of the Council

This Agreement has been developed to facilitate the discharge of responsibilities towards Children in Need under Section 17 of the Children Act 1989 and Section 17 of the Crime & Disorder Act 1998.  The arrangements provided for within this Agreement are also believed to be consistent with the provisions of the Human Rights Act 1998 and the discharge of responsibilities under Article 8.

The Strategic Aim is to reduce the number of victims of domestic violence in Solihull.  The relevant objectives of the Crime and Disorder Reduction Division are:

· To safeguard and promote the welfare of vulnerable children and adults and enable them to live their lives without fear.

· To facilitate and enable the exercise of rights and responsibilities by individuals, families, parents, carers and promote social inclusion.

· To establish effective partnerships with other agencies and the independent sector and to encourage and enable the development and provision of accountable services to meet needs.

· To work towards the achievement of overall Council objectives.

3.
Commissioning for Best Care Value Policy

This partnership agreement has been developed within the framework provided by Commissioning for Best Care Value; including the provisions on the management of diversity approved in February 2000.  

4.
Crime and Disorder Strategy

This partnership agreement reflects the current approved Crime & Disorder Strategy 2005-2008.  This sets out the overall framework for responding to Domestic Violence in Solihull and in addition, Solihull’s Domestic Violence Strategy, currently under review.

5.
People Served

Adults and children, normally resident within the Metropolitan Borough of Solihull, who are affected by problems likely to give rise to or result from domestic violence so that they may live their lives without fear and in the way they would wish and to help prevent such abuse from occurring. 
6.
Service to be Provided
Assistance in kind and funding provided will be used to:

a)
Enable a Project Leader to be seconded by the Council or Solihull Primary Care Trust to the MABL Trust [Solihull] and will be accountable as provided for in an agreed Job Specification.

b)
Provide a telephone information service and develop a helpline.

c)
Provide information and related materials and respond to referrals under the local domestic violence protocol.

d)
Maintain and update the Mabl Web-site with appropriate links to those of relevant statutory agencies.

e)
Secure media coverage designed to raise awareness of issues relating to domestic violence.

f) Participate within the work of the Solihull Crime & Disorder Partnership with special reference to groups established in relation to domestic violence.

g) Maintain effective liaison with local benefits and advice agencies.

h) Maintain appropriate records and make appropriate use of information technology.

i) Identify and recruit sessional volunteers in the operation of the service as appropriate and when timely to do so in order to ensure delivery of services.

j) Secure independent funding to develop support and information services in relation to domestic violence and to deliver actions within the Domestic Violence Strategy.

k) Employ further staff once funding has been accessed ensuring that all resources to deliver projects have been secured.

l) Provide audited accounts, and an annual report detailing activities, progress against targets, and areas of potential information need and development with partnership or independent sources of funding.

m) Undertake customer feedback exercises on a regular basis and include the information obtained in an annual report. 

7.
Service Availability

The following services will be provided by the MABL Trust [Solihull]:

a) Telephone answering service at New House Mon-Weds 8.30-4.30 (excluding Bank Holidays).  Project leader will attend meetings, seminars, conferences as needed outside of these hours.

b) Telephone message taking service (24 hrs).

c) Fax facility.

d) Web Site.

e)
Employ a Co-ordinator for 22½ hours per week.  [Holidays and Sickness Cover provided by New House]

8.
Assessment

It will be the responsibility of the MABL Trust [Solihull] as the provider of service to be satisfied that people referred, or referring themselves, for service are able to be assisted within the resources available in a manner consistent with available skills and consistent with its charitable objectives.

9.
Criteria for Service

The MABL Trust [Solihull] in partnership with the Domestic Violence Strategic Group and the Domestic Violence Co-ordinator, will apply the following criteria to determine priority for help:

a)
Is normally resident in Solihull and is at risk of domestic violence, or relates to a child at risk of harm or is an adult who may meet the criteria for local vulnerable adults procedures.

b)
Is the carer or relative of an adult or child affected by domestic violence living in Solihull.

c)
Is an agency working in Solihull for the benefit of Solihull residents.

d)
Is a professional working with children in need or victims of domestic violence in Solihull.

Any other callers will be redirected to the relevant agency or Authority.  


10.
Level of Funding

a) Subject to the receipt of an annual report, audited accounts, and satisfactory performance against service targets defined within this Agreement, assistance in kind and cash will be provided as follows:-


2006/07




21,562



b)
The Council will act as the employer of the Project Leader and discharge the normal employment responsibilities as if it were the employer.  Annual pay awards will be paid but incremental progression will be subject to consistency with the Council’s Single Status Agreement. 
c)
All assistance must be applied for the purpose outlined in the Service Level Agreement and/or consistent with the charitable objectives of the MABL Trust.  Variations must be agreed with the Joint Head of Crime and Disorder Reduction.  Should the MABL Trust cease to operate any balance of any Crime and Disorder funding is returnable in the proportion paid.

e)
The annual approved rate of inflation allowed for during the period of the Conditions of Grant may be discounted to allow any interest advantage received by single annual or advanced payments.  Any surplus of income may be carried forward from one financial year to another. 

Notes:

[1]
Payments to be made in accordance with Council’s Single Status Agreement by Council.

[2]
The Trust will be responsible for the provision of consumables [eg stationery etc].

[3]
The Council will provide a computer and basic software.  Specialist software is the responsibility of the Trust but must be purchased through and installed by the Council.  Provision is made for annual maintenance costs.  Replacement of the computer is the responsibility of the Trust but any replacement must be purchased through the Council and be subject to annual maintenance arrangements.

11.
Payment of Funding

Payment is to be claimed on a quarterly basis.
12.
Charges
No charges may be made for the service but contributions towards the costs of materials (eg photocopying etc) may be requested at the discretion of the Trust.  All such income will be retained by the Trust.

13.
Commencement
This Service Level Agreement will date from 1 April 2006.
14.
Expiry
Unless renewed, this Agreement will terminate on 31 March 2007.

15.
Variation
The terms of this Conditions of Grant may be varied by agreement in writing between the Board and the Joint Head of Crime and Disorder subject to continued consistency with the principal purposes for which it has been established and the objects of the Trust.

16.
Review/Termination
Either party to this Agreement may request earlier review/termination of the provisions of the Agreement if it should appear that the service is not working properly and/or is not achieving the purposes for which it was established.

17.
Insurance

The MABL Trust [Solihull] as provider of services will make arrangements to ensure against public liability in the sum of 2m.
18.
Premises
Premises and facilities will be provided without charge at the New House. 

19.
Health and Safety

The MABL Trust [Solihull] shall ensure the safety of users and staff and shall maintain and comply with its duties and obligations under the Health and Safety at Work Act 1974 and related regulations and guidance. 

The Council’s Policies will apply in respect of staff seconded to the Trust under this Agreement but not to any staff who may be employed directly by the Trust.  The Council’s policies are available for inspection at New House.  Information on such policies will be supplied to seconded employees in the same way as for other Council Employees. 

20.
Complaints

The MABL Trust [Solihull] shall have a clearly defined and well publicised procedure for receiving comments and complaints from Users.

Users referred by a Council Social Worker may be entitled to access the Council's own 
Complaints Procedures.

The MABL Trust [Solihull] shall respond to a complaint from a User subject to this Agreement or their representative within ten working days, and will advise the complainant of their entitlement to refer their complaint to this Local Authority should they be dissatisfied with the response by the provider.
Where a complaint is referred to this Local Authority, the complaint shall be dealt with under Stage 2 of this Local Authority's complaints procedures and an investigating officer will be appointed. 

The MABL Trust [Solihull] will co-operate with the investigation and will allow access to records, files etc as appropriate.

Where a complaint alleges that a user has suffered, or is likely to suffer, significant harm due to neglect or abuse, the complaint must immediately be passed to the appropriate social work team.

21.
Child Protection & Vulnerable Adults Procedures [Solihull]

The Trust will comply at all times with relevant provisions of local inter-agency child protection and vulnerable adults protection procedures.  Copies of both procedures shall be available for staff.

22.
Data Protection Act 1998

The Trust will comply with all relevant requirements in relation to data protection and shall register as a data holder for this purpose.

23.
Monitoring, Evaluation & Disagreements
The provision of services as outlined in this Agreement may be subject to monitoring and evaluation by an appointed officer and the MABL Trust [Solihull] will co-operate with any such monitoring exercise.

Areas that may be monitored could include: targets set in this Agreement, systems for client 
feedback, complaints/customer satisfaction and adherence to access criteria.  


The MABL Trust [Solihull] will provide:

One Annual monitoring statement.

One set of Audited accounts (meaning accounts in the form which are produced for the statutory return to Companies House and the Charity Commission).

Quarterly, a statistical return in respect of complaints from clients which should detail the client group, number of complaints, how many upheld, how many not upheld, how many partially upheld, how many were dealt with within the ten working day requirement, and how many were referred to the Local Authority for further investigation.
Both the MABL Trust and the Community Safety Manager will identify link-persons to whom reference should be made in the event of difficulties or disagreements arising from this Conditions of Grant and performance under it.  The aim of this arrangement is to facilitate clarification or resolution of issues.

In the event of disagreements not being able to be resolved the matter will fall to be considered by the Board of the MABL Trust [Solihull], Joint Head of Crime and Disorder and the Community Safety Manager with a view at arriving at a resolution.
24.
Staff

The number of posts established and arrangements for the appointment and allocation of duties to staff will be matters for the MABL Trust [Solihull] to determine. 

The arrangements under this Agreement involve the secondment of a member of staff employed by the Council.  The Trust has for this purpose resolved to adopt all relevant Council Personnel Procedures in relation to staff seconded to it by the Council.  Advice will be available from the Council on such issues and a copy of the relevant policies is available for inspection at the Council House.

Under this arrangement day to day and professional line management will rest with the Management Board.  New House will provide cover for the help-line. 

All relevant Council's personnel, health and safety and fair employment procedures will apply to seconded staff.  In the event of disciplinary action arising the Trust Chairman [or a person appointed by the Board] would form part of any Panel convened at Stage Two of the Council procedure.  Appeals would fall to be determined in accordance with the Council’s procedure and lie either to a Chief Officer or to a Panel of Members of the Council

25.
Training and Staff Development

Staff [including seconded staff] of MABL Trust [Solihull] will be advised of relevant in-house courses provided by the Council.  Arrangements for the take up of places and release of staff or volunteers is to be determined by the Community Safety Manager.  Where multi-disciplinary training has been organised on a self-financing basis, normal charges will be payable.  In-house training organised by the Council may incur a minimal charge.

26.
Key Appointments
The appointment of the Project Leader will be undertaken by the Council in partnership with the MABL Trust.  The Panel will consist of The Chairman of the Trust, The Community Safety Manager [currently also a Board Member] and the Joint Head of Crime and Disorder Reduction. All appointments must be made on merit subject to two satisfactory references including one from the current or most recent employer.  Police checks will be undertaken.

27.
General Conduct

The Council’s policies covering gifts, inducements and misconduct will apply along with the Codes of Practice approved by the Council.  Staff skills must match the needs of service users and the stated aims of the service.  Staff should be responsive, tactful, non-patronising and sensitive to the needs feelings and wishes of users.  Their approach should reflect the principle of promoting and maintaining non-discriminatory practice adopted by the Council for its own direct services.

28.
Confidentiality
(a)
The MABL Trust [Solihull], its representatives and employees, and any persons connected therewith, shall not divulge maliciously or without consent to any person or persons, information of a confidential nature, including any information pertaining to or arising from this Agreement.

(b) The MABL Trust [Solihull], its representatives and employees, and any persons connected therewith, will use their best endeavours to ensure that information provided is used only for the purposes for which it is given, except where statute or the public interest otherwise requires.

(c) The Public Interest Disclosure Act 1998 will apply and the Council’s “Speak Out” policy will apply.

29.
Note of Explanation

This Service Level Agreement t is not intended to create legal obligations on either party nor does it represent a formal contract between the Crime and Disorder Reduction Division and The MABL Trust [Solihull] for the provision of services.  Rather, it is a statement of understanding of the purposes for which funding is provided and what is expected to be achieved.  As such it will form the basis for monitoring and evaluation of performance by the Council.

Implicit in the Agreement is an understanding that the MABL [Solihull] is an independent organisation seeking to meet its charitably defined objectives, and as a separately constituted charity and voluntary organisation it is responsible for the internal management of its own affairs.

Signed:
-------------------------------

-------------------------------

Joint Head



Chairman

Crime and Disorder Reduction 
MABL Trust [Solihull]

Division


Date: ------------------------

Date: -------------------------


Board Approval: ………………………..

…………………………….
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