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HEALTH SERVICE EXECUTIVE
	HSE Community Healthcare Organisation 
	


and
[THE PROVIDER/Consortium Name] 
	For Consortium Schedules, Lead Company details and each Provider member needs to be separately listed

	Overall Lead Company Name
	

	Overall Lead Company Trading Name
	

	List Consortium members as relevant below
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	Lots
	Members
	Lots

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Any change to the Legal Entity or related particulars of the Provider must be advised to the HSE as per Clause 20 (Voluntary Providers) and Clause 30 (For-Profit Providers).  Please notify the National Office for Older Persons / Procurement on the form provided athttps://www.hse.ie/eng/services/list/4/olderpeople/.  This form should be completed and submitted to HomeSupportServices.Procurement@hse.ie.


	It may be permissible for a successful consortium to change the make-up of the consortium with the prior written consent of the HSE.


	Where a successful tenderer has not proposed a consortium arrangement in partnership with others, then all such new proposals would have to be considered on their individual merits at the time, and subject at all times to complying with the terms and conditions of the Service Arrangement, and complying with tenderer’s commitments given in their tender submission.


SERVICE ARRANGEMENT

PART 2 OF ARRANGEMENT – Home Support Services Tender 2023
14 August 2023 – 13 August 2024
For the Provision of High Quality Home Support Services for Older People in line with Tender 2023 requirements and specifications where HSE directly employed staff are not available to deliver such services
Any references made to Home Support Service Tender documents and/or process may be interpreted as also referring to the Home Support Authorisation Scheme documents and/or process.

These schedules are to be utilised for all Approved Providers Tender 2023 for new and existing home support business delivered by Approved Providers on an individual named client invoice basis at the Rates as outlined in Schedule 3 & Schedule 6 
Note: Home Support Services as defined in Tender Service Specification 2023 (available at https://www.hse.ie/eng/services/list/4/olderpeople/
see HSE National Standard Operating Procedures (available at https://www.hse.ie/eng/services/list/4/olderpeople/
These Schedules are NOT to be used for providers of pre-existing home support business (HCP and /or HH) where the Provider did not apply or was not successful in Home Support Tender 2023. Separate Older Persons Schedules will be required to be completed for this co-hort.
The Schedules include detailed instruction which form part of the conditions of funding and should not be removed, some detailed instruction for schedule completion and examples have been provided which may be deleted.

TABLE OF CONTENTS
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SCHEDULE 1 - Contact Details
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               (For Consortia a separate Schedule 1 Part B will be completed for each individual 
                Service Provider.)
SCHEDULE 2 - Quality and Safety
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THE PARTIES AGREE as follows:

1. 1  TC "
Definitions and Interpretation" \l1 
Definitions and Interpretation
1.1. In this Schedule

“Authorisation Scheme” means this authorisation scheme which consists of a panel of Service Providers from whom the HSE may request relevant Services; 

“CHO” refers to the Community Health Organisation and its administrative successor, where appropriate;
“Grant Funded Arrangement” where grant funding is provided via a Grant Aid Agreement or a Service Arrangement pursuant to the Health Act 2004;
“HSS” refers to the Home Support Service(s) being provided pursuant to the Authorisation Scheme;
“Lots” refers to the nine (9) geographic areas identified across the thirty-two (32) Local Health Offices areas within which Service Providers participating in the Authorisation Scheme shall provide Services;
“Rates” refers to the relevant hourly and 30- minute Authorisation Rates applicable to this Service Arrangement and as set out in the Rate Table in Schedule 6;
 “Arrangement” also referred to as Service Arrangement means these Schedules and the Part 1 hereto, together with any amendments, thereto, agreed in writing between the parties.

“Services” means the services as set out in Schedule 3 (Service Delivery Specification) and to be provided by the Provider in accordance with the terms of this Arrangement;
“Service Users” also referred to as “Clients” means each person who is referred to the Provider as part of the provision of the Services pursuant to the Authorisation Scheme;
“Service Provider”, also referred to herein as Provider or Approved Provider, refers to any provider appointed to the Authorisation Scheme to provide the Services.

  TC "SCHEDULE 1"\l 4 \n SCHEDULE 1

  TC "Contact Details"\l 5 Contact Details

Purpose 

The purpose of this schedule is to set out the key contact details of both the Executive and the Provider.

	Part A – The HSE

	Community Healthcare Organisation Name & Number

	

	Chief Officer Name:

	

	Chief Officer Address:
	

	Telephone Number:
	

	E-mail:
	

	Head of Service Older Persons
	

	Address:
	

	Telephone Number:
	

	E-mail:
	

	Main contact person:

(This is the nominated key contact person who will have operational responsibility in the CHO for the contract)
	

	Authorised signatory:

(This is the person who has been assigned responsibility for signing service arrangements in the CHO)

This should be in line with National Financial Regulations as appropriate)

This should not be confused with the authorised signatory for Garda vetting.
	

	Service Lead: HSE nominated manager to lead on the implementation of this Tender. 
	(Please expand as necessary, for each relevant service category and/or geographical area)

	Department/Specific area of responsibility:
	

	Address:
	

	Telephone Number:
	

	E-mail:
	

	H.R. Contact:
	

	Address:
	

	Telephone Number:
	

	E-mail:
	

	Finance Contact:
	

	Address:
	

	Telephone Number:
	

	E-mail:
	

	CHO’s Head of Service: Quality, Safety and Service Improvement:
	

	Address:
	

	Telephone Number:
	

	Email:
	

	Emergency Contact:

(Ref: Local emergency/crisis protocol)
	

	Address:
	

	Telephone Number:
	

	E-mail:
	

	

Part B – The Provider 
For Consortium a separate Schedule 1 Part B will be completed for each individual Provider in the Consortium

	Details below must pertain to the actual owner and not the Guarantor
	

	Registered Name:

(Legal Entity)

	

	Trading Name:
	

	Address:
	

	Legal Status:


	

	Registered Company Number:
	

	Tax Clearance Number :
	

	Tax Registration Number:

(The Provider is deemed to give permission to the HSE to verify the Tax Cleared position on-line)

	

	Parent organisation Name and Address:

(Where an organisation is a subsidiary of or controlled by another organisation)
	

	Franchise Organisation Name and Address:

(Where the legal entity is operating as a franchise)
	

	Home Support Services Consortium Status:

Applicable to All Providers (Voluntary & Commercial) successful in 2023 Home Support Tender.

Are you a member of a Consortium?
	Yes                No






	Main Contact Person:

(This should be the person who has overall responsibility for execution of the contract and will be the key contact person with the Health Service Executive)

If the provider is a Consortium there will be one key contact person to liaise with the HSE on behalf of the consortium per CHO
	

	Chief Officer/Director or appropriate senior official (please give title):
	

	Chairperson:
	

	Authorised signatory:

(This should be the person authorised by the Board of the Provider to sign the Service Arrangements) 

CEO / Chairperson or Equivalent (Senior Person delegated by the Board)
	

	Address:
	

	Telephone Number:
	

	Email:
	

	Service Lead/s:  Providers nominated manager to lead on the implementation of this Tender on their behalf.
	Expand where appropriate to each service type and/or geographic area.

	Specific area of responsibility:
	

	Address:
	

	Telephone Number:
	

	E-mail:
	

	Clinical Governance Lead: Name  
	

	Address:
	

	Telephone Number:
	

	Mobile Number:
	

	E-Mail:
	

	Finance Contact:
	

	Address:
	

	Telephone Number:
	

	E-Mail:
	

	H.R. Contact:
	

	Address:
	

	Telephone Number:
	

	E-mail:
	

	Emergency Contact: i.e. 24/7 contact as per Tender 2023 requirement-Specification 14. 

(Ref: Local emergency/crisis protocol)
	

	Address:
	

	Telephone Number:
	

	E-mail: 
	


	Any change to the Legal Entity or related particulars of the Provider must be advised to the HSE as per Clause 20 (Voluntary Providers) and Clause 30 (For-Profit Providers).  Please notify the National Office for Older Persons / Procurement on the form provided at https://www.hse.ie/eng/services/list/4/olderpeople/.  This form should be completed and submitted to HomeSupportServices.Procurement@hse.ie.



SCHEDULE 2 

Quality and Safety
Purpose 

This schedule should specify the quality service standards, and service assurance aspects which must be adhered to by the Provider in consideration for the funding (see Schedule 6, Funding) provided by the Executive.

The Web-link document outlining legislation, policies, standards, codes of practice etc. referenced below is available on the following link.  Agencies must download and review this listing, and are required to comply with all relevant regulation.  The listing is relevant at this point in time and you will need to ensure you have appropriate structures and systems to be aware of any updates as relevant to your organisation.

https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
The listing is provided as an aid to Agencies in accessing the pertinent statutory regulation, codes of practice, standards and quality assurance programmes applicable under the Service Arrangement, it is not an exhaustive listing and Providers must ensure that they have adequate systems in place to identify and comply with all their Legal, Regulatory and professional responsibilities with regards codes of practice, standards and quality assurance requirements in the delivery of the services. Where HSE specific policies, standards or codes are included, the Provider must ensure it has equivalent standards /policies /codes in place which reflect the principles outlined, in a manner relevant to the Providers individual structure.
   Information requested of consortia should be provided where relevant in relation to the 
structures of a consortium and also for each individual consortium member.
 1.  Corporate and Quality/Social Care Governance: 

	Corporate, Clinical/Social Care Governance 

This section should provide details of the Corporate, Clinical/Social Care Governance Structure in place. 
All approved providers of Home Support Tender 2023 must have in place robust management and clinical governance arrangements” as per Tender 2023 Service Specification. 

Tender 2023 Service Specification 14: Governance & Accountability states: 

14.1 The service Provider must ensure that there is a management structure and clinical governance oversight in place, including clear lines of accountability, which enables the Service Provider to deliver effectively on a 24hr/7 day week basis. This information including contact details is communicated to all relevant parties - client, provider staff and HSE. Specification 14.1.
Providers found not to be in compliance with the above will be performance managed in accordance with Part 1 of the Service Arrangement. 


	 Supporting documentation required provided as part of the 2023 tender:

1. Organisation Chart Governance (submitted as part of 2023 tender)
2. Management and Clinical Governance Arrangement (submitted as part of 2023 tender)

3. Code of Governance (where appropriate – refer to Schedule 5)

4. Constitution or equivalent (where appropriate – refer to Schedule 5)

 


2. Regulation

Service Providers must ensure they are aware of their statutory obligations with regard to legislation and regulation.

	Regulation:

The following listing sets out those regulations which the Executive wish to highlight as particularly relevant for the services under this arrangement. The list below may not be exhaustive and may be added to as appropriate. 

	Generic may apply to all
	Care Group Specific

	https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
Please ensure that the generic list of documents is examined thoroughly and relevant legislation, policy etc. is complied with.  Click on web link above to access.

Agencies must download and review this listing.  

The listing is relevant at this point in time. You will need to ensure you have appropriate structures and systems to be aware of any updates as relevant to your organisation.

	https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
Please ensure that the Older Persons list of documents is examined thoroughly and relevant legislation, policy etc. is complied with.  Click on web link above to access.



	
	HSS in Ireland are not currently governed by regulation. 

Please note however: 

A joint programme of work between the Department of Health and the HSE is underway for the design and development of the new Statutory Home Support Scheme and Regulation, with the Department of Health leading out on the detailed process to determine the future model of service delivery In Ireland to reform how we provide Home Support to adults (over-18).  HIQA are also developing for publication the National Standards for Homecare and Support Services. 

All Home Care/HSS Providers will be subject to compliance with any relevant legislation enacted and associated regulations and standards.

The outcome of this tender process and the arrangements and agreements arising are subject to any superceding legislation that may impact on HSS in Ireland, even where this arises within the planned timelines of this process and emerging agreements.
In addition, in the event that there are other regulatory changes which come into effect after the award of contracts (and which for example, affect some but not all Approved Providers) the HSE reserves the right to take the appropriate course of action at the relevant time which may include the re-tendering of services the subject matter of this tender process as the HSE considers necessary and appropriate having regard to all relevant circumstances prevailing at the time. (Reference Invitation to Tender 2023).



3. Quality and Standard Codes of Practice

	A: Quality and Standards in Place:

This section should specify the additional particular actions the Provider should be implementing to ensure quality and service standards. This list may not be exhaustive and may be added to if appropriate. Any of the internal policies and procedures may be requested by the Executive for review and approval, in addition the Executive may seek evidence of the Provider’s compliance with same. The Provider shall comply with any such request.

	Generic May apply to all
	Care Group Specific

	https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
Please ensure that the generic list of documents is examined thoroughly and relevant legislation, policy etc is complied with.  Click on web link above to access.

Agencies must download and review this listing.  

The listing is relevant at this point in time. You will need to ensure you have appropriate structures and systems to be aware of any updates as relevant to your organisation.
While it is your responsibility to ensure you are aware of all relevant legislation, regulation and standards applicable to your organisations services the three below have been highlighted as being of particular importance.
	https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
Please ensure that the Older Persons list of documents is examined thoroughly and relevant legislation, policy etc. is complied with.  Click on web link above to access.



	
	HSE Home Support Service for Older People Tender 2023 Service Specification 

Approved Providers Tender 2023 are required to meet the Service Specifications which is based on HIQA Safer Better Healthcare Standards (available at: https://www.hse.ie/eng/services/list/4/olderpeople/


	
	HSE Common Summary Assessment Report Guidance Document 

Pending implementation and rollout of interRAI as the Standard National Care Needs Assessment Tool in their area, the Contracting Authority’s staff will continue to use existing assessment tools such as the Common Summary Assessment Report (CSAR) to contribute to the completion of the Care Needs Assessment  and/or  interRAI Standard Operating Procedures as they are implemented
https://www.hse.ie/eng/services/list/4/olderpeople/nhss/csarguidancedocument.pdf.
The Provider will incorporate the implementation and rollout of interRAI as appropriate.



	Safeguarding Vulnerable Persons at Risk of Abuse National Policy and Procedures (HSE 2014) - Each organisation must cooperate with the HSE in the implementation of the National Policy for Safeguarding Vulnerable Persons at Risk of Abuse which includes:

· Each organisation must ensure that all staff receive, adult safeguarding awareness training.  This training must include recognising and responding to concerns of abuse and neglect.  All staff should be aware of the reporting line to raise concerns of abuse and neglect within their organisation.

· Organisation should ensure that there is a named Designated Officer / Co-ordination / Liaison Person who would respond and inform the HSE of concerns / allegations of abuse or neglect.

· Organisations are also required to work in partnership with the HSE Safeguarding & Protection Teams to ensure that the policy is implemented in a consistent manner across all sectors.

· This will include working with the HSE on the notification requirements of “specified information” to the National Vetting Bureau and future employers – Organisations to follow guidance when provided.

The HSE have undertaken a revision of the Safeguarding Vulnerable Persons at Risk of Abuse National Policy and Procedures (2014). A revised Adult Safeguarding Policy when implemented will have an operation remit for all HSE and HSE funded services. Each Organisation providing Health and Personal Social Services will be expected to be fully compliant when the revised policy is implemented. This revised policy will set out the updated reporting process and the requirement for funded services that certain relevant professionals within their services carry out safeguarding roles.
	HSE National Guidelines & Procedures for Standarised Implementation of the Home Support Service 2018


	
	HSE Home Support Service for Older People Tender 2023 Service Specification

	
	HSE Standard Operating Procedure (SOP) for Home Support Tender 2023

	
	All three documents above can be located at the below link:
https://www.hse.ie/eng/services/list/4/olderpeople/national-guidelines-and-procedures-for-the-standardised-implementation-of-the-home-support-service-hss-guidelines.pdf


	B: Codes of Practice: 

This section should set out additional relevant codes of practice to be adhered to in relation to the services specified in Schedule 3 Service Delivery Specification. This should include any agreed local and national codes of practice associated with such services. This list may not be exhaustive and may be added to if appropriate. Any of the internal policies and procedures may be requested by the Executive for review and approval, in addition the Executive may seek evidence of the Provider’s compliance with same. The Provider shall comply with any such request.

	Code of Practice –Generic may apply to all
	Code of Practice –Care Group Specific

	https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
Please ensure that the generic list of documents is examined thoroughly and relevant legislation, policy etc is complied with.  Click on web link above to access.

Agencies must download and review this listing.  

The listing is relevant at this point in time, you will need to ensure you have appropriate structures and systems to be aware of any updates as relevant to your organisation.

	https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
Please ensure that the Older Persons list of documents is examined thoroughly and relevant legislation, policy etc. is complied with.  Click on web link above to access.



	
	Garda Clearance for all Employees in direct contact with Clients is mandatory.

	
	


	C:   Covid-19

	The HSE, HPSC, HIQA, and Government are managing guidance and reporting requirements for providers for COVID-19 through web pages.

Service Providers must keep themselves informed and up to date in relation to the latest guidance:

Health Protection Surveillance Centre (HPSC)

We recommend that services access the National Public Health Guidance for COVID-19 available at:

Health Protection Surveillance Centre
The most recent additions and updates to guidance are available at:

HPSC: New & Updated Guidance
In particular we draw your attention to the following:

1) Public health advice for the management of COVID-19 cases and contacts, available at: 
Public Health Advice for the management of cases and contacts of COVID-19.pdf 

2) COVID-19 Infection Prevention and Control Guidance for Health and Social Care Workers who visit home to deliver healthcare – available at: 

COVID-19 IPC Guidance for HCW.pdf 

3) Current recommendations for the use of Personal Protective Equipment (PPE) for Possible or Confirmed COVID-19 in a pandemic setting – available at:

Current recommendations for the use of PPE.pdf
4) Public Health & Infection Prevention & Control Guidelines on the Prevention and Management of Cases and Outbreaks of COVID-19, Influenza and other Respiratory Infections in Residential Facilities available at:

IPC and PH guidance for outbreaks.pdf 

5) COVID-19 Guidance on Visitations to Long Term Residential Care Facilities – available at:  

COVID-19 IPC Guidance for HCW.pdf – See pages 22 and 23 (Visitors & Access)

Normalising visiting in nursing homes and residential care facilities.pdf  

You can also find Irish Sign Language (ISL) videos explaining important information about COVID-19 vaccines.

HSE

COVID-19 – Guidance Documentation – for Service Providers.

HSE: Covid-19 information & resources for healthcare workers 

The following guidance documents have been developed by the HSE in collaboration with service providers in the voluntary sector. They have been approved by the HSE's Vulnerable Person's Group.

COVID-19 HSE approved guidance for disability services 

General COVID-19 Overview:

HSE COVID-19 Overview 

COVID-19 Operational Updates:

HSE COVID-19 Updates      

In Particular we would like to draw your attention to the following guidance documents, available on both the HIQA & HPSC websites;

· HSE Guidance on the Transfer of Hospitalised Patients from Acute to Residential Settings – COVID-19 available at:

             HIQA: Providers of Older People's Services 

· Acute Hospital Infection Prevention and Control Precautions for Possible or Confirmed COVID-19 in a Pandemic Setting’ – Page 35 in particular;

Infection Prevention and Control Precautions for Acute Settings.pdf 

· Public Health & Infection Prevention & Control Guidelines on the Prevention and Management of Cases and Outbreaks of COVID-19, Influenza and other Respiratory Infections in Residential Facilities’ – Appendix E (Pages 61-67);

IPC and PH guidance for outbreaks.pdf
HIQA  

HIQA’s HTA team is supporting the National Public Health Emergency Team in its response to COVID-19.

Covid-19 publications are available on the following link: 

https://www.hiqa.ie/areas-we-work/health-technology-assessment/covid-19-publications 

Covid-19  publications specific to older persons are available on the following web link:

https://www.hiqa.ie/areas-we-work/older-peoples-services
In particular we draw your attention to the following guidance documents:-

1. Assurance Framework to support social care services improve infection prevention and control (published 28 September 2020) available at:

https://www.hiqa.ie/reports-and-publications/guide/covid-19-assurance-framework-registered-providers 

2. Assessment Framework of the Preparedness of a DCOP Centre for a COVID-19 Outbreak available at:

https://www.hiqa.ie/reports-and-publications/guide/assessment-framework-preparedness-dcop-centre-covid-19-outbreak 

We also draw your attention to the additional reporting requirements:-

· Notification of notifiable diseases – NF02 and NF02A

· Notification of unexpected death of a resident – NF01

under the following link 

https://www.hiqa.ie/guidance-providers/older-peoples-services/notification-forms-dcop 

Government

https://www.gov.ie/



	D: Flu vaccine

	WHO recommendations and the European Council target that 75% of all Health Care Workers receive the flu vaccine annually.
It is expected that Home Support Providers will promote the uptake of the flu vaccine among Provider personnel.


4. Quality Assurance and Monitoring of Quality and Standards 

	Quality Assurance:

This section should set out the requirements, if any, of the Executive in relation to participation of the Provider in quality assurance programmes e.g. HIQA programmes and engaging in Healthcare Audit conducted by the Internal Audit Division Healthcare Audit Function, the National Centre for Clinical Audit (NCCA) and the National Office of Clinical Audit (NOCA).  Any of the internal policies and procedures may be requested by the Executive for review and approval, in addition the Executive may seek evidence of the Provider’s compliance with same. The Provider shall comply with any such request.

The HSE continues the implementation of the quality assurance process in each CHO with the establishment of Home Support Audit Teams. Providers are required to co-operate with relevant monitoring arrangements and with the Audit Teams. 


	Generic may apply to all
	Care Group Specific

	https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
Please ensure that the generic list of documents is examined thoroughly and relevant legislation, policy etc is complied with.  Click on web link above to access.

Agencies must download and review this listing.  

The listing is relevant at this point in time, you will need to ensure you have appropriate structures and systems to be aware of any updates as relevant to your organisation.

	https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
Please ensure that the Older Persons list of documents is examined thoroughly and relevant legislation, policy etc. is complied with.  Click on web link above to access.



	
	Incident Management 
The Agency Senior Accountable Officer is required to ensure that all incidents relating to patient care and safety; staff safety; accidents, loss or damage to property; incidents involving vehicles are appropriately reported to the CHO’s Head of Service: Quality, Safety and Service Improvement listed in Schedule 1.  

Serious Incidents

The Agency Senior Accountable Officer is also required to immediately notify any Serious Incidents inclusive of ‘Serious Reportable Events’ to the relevant HSE Key Contact and to the CHO’s Head of Service: Quality, Safety and Service Improvement listed  in Schedule 1.

A list of Serious Reportable Events is available on the  QPSIM page of the National Quality and Patient Safety Directorate (NQPSD) website: www.hse.ie/eng/about/who/nqpsd/qps-incident-management/
Safeguarding Concerns

Issues, concerns or allegations of abuse that are Serious Incidents should be notified as above.

Issues, concerns or allegations of abuse that are incidents should be recorded in the appropriate manner.

The Agency Senior Accountable Officer, in the context of the management of an incident, is the person who has ultimate accountability and responsibility for the services within the area where the incident occurred.
Addition of requirements in relation to Incident Management and Open Disclosure.  Service Specification Tender 2023;
10.4 It is the responsibility of all Service Providers to ensure effective governance arrangements are in place for incident management.  The Service Provider must have an effective, person-centred incident management and open disclosure framework/policy, processes and procedures which support staff to practice safely, including identifying and reporting incidents and managing and improving Service User safety in analysis and facilitate the sharing of learning.  Particular emphasis should be placed on supporting the needs of Service Users, families and staff in the aftermath of an incident.  

· Service Providers must ensure that employees understand that they are legally and professionally obliged to report all adverse events promptly and the Service Provider must have in place policies and procedures that conform to the HSE’s Incident Management Framework (2020) and the HSE’s Open Disclosure Policy (2019), available at the following links;

· https://www.hse.ie/eng/about/who/nqpsd/qps-incident-management/incident-management/hse-2020-incident-management-framework-guidance.pdf
· https://www.hse.ie/eng/about/who/tobaccocontrol/tobaccoproductdirective/hse-open-disclosure-policy.pdf 

· Service Providers are responsible for having in place systems and processes for the governance of information arising from Incident Management Processes, Notification of Category 1 incidents to the Contracting Authority within 24 hours of occurrence in order to gain assurance on immediate actions taken and to convene a meeting of the Serious Incident Management Team (SIMT). 

· Incident Management Training programmes must be included in induction and training programmes. 

· Service Providers must conform  to the HSE’s Open Disclosure Policy and the mandatory Open Disclosure of serious incidents to those who have been harmed by them; a legislative requirement under the Patient Safety (Notifiable Patient Safety Incidents) Bill 2019.

· The Patient Safety Bill also provides for reportable incidents to be notified to the Regulators (MHC, HIQA, HSA, TUSLA, HPRA, etc.).

	
	


	Monitoring of Quality and Standards 

	Please outline below how the Agency is monitoring the Quality and Safety of their service and provide a description of the process involved.  The information recorded below should link to Schedule 3 Service Outcomes.

	The HSE has in place monitoring procedures in each CHO to ensure compliance with Tender 2023 requirements as set out in the Service Specification document. The HSE continues the implementation of the quality assurance process in each CHO with the establishment of Home Support Audit Teams. Providers are required to co-operate with relevant monitoring arrangements and with the Audit Teams. 
See also Schedule 4 and Standard Operating Procedure (SOP) Home Support Services Tender 2023 2.4 Audit available at https://www.hse.ie/eng/services/list/4/olderpeople/



SCHEDULE 3 
  TC "Service Delivery Specification"\l 5 Service Delivery Specification

Purpose 

This Schedule is intended to specify the functional details of the health and personal social services which will be provided by the Provider in consideration for the Funding (as set out in Schedule 6 Funding) provided by the Executive.  The performance of the Services will be monitored as set out in Schedule 4 Performance Monitoring.
This Schedule may be augmented by the addition of relevant reports and completion of excel templates to allow for effective information management.  The schedule is divided into four parts:

   Information requested of consortia should be provided where relevant in relation to the 
structures of a consortium and also for each individual consortium member.
Section 1:

	Service Overview:



	Older Persons

	The requirement for HSS is where service users require home supports which the CHO is unable to provide by their directly employed staff. The Service Requirements are as set out in the Tender 2023 documentation including the Service Specification document supplied as part of the Tender and available at: https://www.hse.ie/eng/services/list/4/olderpeople/.
The Home Support Services - “Tender 2023” arrangements will commence on (insert date)
“The HSS being procured in this tender incorporates

 (1) services previously tendered as Enhanced Homecare Services and

 (2)  traditional Home Help Services which have been part of the single funded HSS since 1st January 2018, and 

(3) HSS provided through Intensive HCP & Complex Home Support funded arrangements when HSE directly - employed staff are not available to deliver the services, and

 (4) Consumer Directed HSS. 

All of the above requirements relate to when HSE directly employed staff are not available to deliver the services.” 

The outcome of the tender 2023 process will apply to any new HSS provided to clients receiving a HSS allocated from the commencement of the new Agreement (insert date) where HSE directly employed staff are not available to deliver the Service.
The following should be noted:

1) New HSS clients (not already in receipt of any HSS) will have their HSS provided by their chosen single Approved Provider under Tender 2023 arrangements, when HSE directly employed staff are not available to deliver the Services.

2) Existing HSS clients -The HSE is agreeing to an increase in the contracted rates paid to all Approved Providers (i.e. those providers successfully appointed to this Authorisation Scheme) under existing Home Support Arrangements established on foot of previous Home Support Tenders to align with the Rates. See Schedule 6 of this Arrangement for further information in this regard.
In the event that a provider does not become an Approved Provider under this Authorisation Scheme then all existing rates that the provider is in receipt of for services provided under previous tender arrangements will remain as per the rates set out in those previous arrangements
3) Grant Funded Arrangements:


Specific arrangements apply in relation to Grant Funded providers. 

No service provider shall use grant funding to discharge the cost of Services performed under this Service Arrangement.  In respect of any provider providing services under the Service Arrangement which is currently in receipt of grant funding for providing those Services, it is intended that the grant funding for that service provider shall be reduced by the amounts invoiced by them to the HSE for the provision of services under this Service Arrangement. 
For example, a service provider is delivering five (5) HSS hours from grant funding, and from a given date will also deliver ten (10) additional home support hours by virtue of being an Approved Provider, then all fifteen (15) hours performed by that service provider for that individual client (in respect of both grant funded traditional Home Help Services and additional HSS hours) will be paid for on an invoiced basis at the Rates. Grant funding for the relevant Services will, in this case, be reduced based on the five (5) HSS hours. 
Where an Existing HSS client receiving Services funded through grant funded arrangements is approved for additional HSS, both the existing service and the additional HSS must be provided by an Approved Provider.  

(a)
If the existing provider is a grant funded provider and is an Approved Provider in Tender 2023 and is chosen by the client/allocated the Service, the grant funding for that provider will be reduced.  

(b)   If the existing provider is a grant funded provider and is not allocated the service (not chosen/not allocated the Service/not an Approved Provider) then the grant funding is reduced having regard to the existing hours and the grant funding rate per hour that applies to that grant aided provider. 

(c)   If client insists, they can stay with an existing grant funded provider but can do so only for 
  existing hours (i.e. hours in place on commencement date of these arrangements) in which case the grant funding will not be impacted until client ceases or alternative arrangements are made. When grant funded clients cease, the grant funding will be reduced having regard to the existing hours and the grant funding rate per hour that applies to that grant aided Provider. 

Consumer Directed Home Support

4)    CDHS is available across the 9 CHO’s as an additional service delivery mechanism as set out  the HSE National Guidelines & Procedures for Standardised Implementation of the Home Support Service 2018. Documents available at https://www.hse.ie/eng/services/list/4/olderpeople/. 

Range of Anticipated Duties –See Tender 2023 Invitation to Tender available at https://www.hse.ie/eng/services/list/4/olderpeople/





	If applicable, list additional documents appended:

Please include any major review of services, governance or finances undertaken or commissioned by your organisation.


Section 2:

	Premises at which service will be delivered
	The HSS will be managed from the office of the Provider and delivered in the service user’s home during a 24/7 period as agreed with the Executive or directly with the client in the case of CDHS approved clients.

	Description of Services 


	Home Support, for the purpose of this service arrangement, is defined as the additional home supports, purchased where the individual requires services in excess of CHO direct service delivery and/ or appropriate service provision for an individual.

	Scope and Quantum of Services to be Provided (Quantitative)

· New Home Support for new clients from the date of commencement of the Agreement until the Expiration Date and in accordance with the National Service Plan. 


	The scope & quantum of HSS, if any, to be provided to each client in line with the individual’s Home Support Care Plan will be approved by the HSE and advised to the provider following the application & assessment process set out by the HSE. The process for allocating services to Approved Providers is set out in the HSE Standard Operating Procedure (SOP) for Home Support Tender 2023 available at: https://www.hse.ie/eng/services/list/4/olderpeople/   
NOTE – see Section 1 above for further details regarding changes (if applicable) to the existing rates

	No. of Service Users Availing of the Service

· Will be within the parameters for the Service within the National & CHO service plans 2023 and following years, for the service.
	The number of clients availing of the service will depend on resources and demand for the service at local level. Approved clients and quantum of service will be notified by the nominated HSE staff to the Provider following the process set out in the HSE Standard Operating Procedure (SOP) for Home Support Tender 2023. Data on approvals and service delivery will be provided by the Provider monthly on the appropriate template.

	Associated Staffing Resource

· As per tender submission / or updated information
	Service Provider must provide on a six monthly basis a list of staff associated with the delivery of the service to the HSE.

The list must include details of individual staff member’s garda clearance, qualifications, competency assessment and training plan including safeguarding training as per Schedule 9. The first staff listing is required to be returned with this schedule. (Return as per Local Service Delivery Response Document Tender or updated). 
Management & Clinical Governance Arrangements – must be in place on commencement of Tender 2023for all Providers.

	Associated Costs - All existing pre tender 2023 Arrangements which are invoiced on an individual client basis. 
	NOTE – see Section 1 above for further details regarding changes (if applicable) to the existing rates.
The HSE is agreeing to an increase in the contracted rates paid to all Approved Providers (i.e. those providers successfully appointed to this Authorisation Scheme) under existing Home Support Arrangements established on foot of previous Home Support Tenders to align with the Rates. See Schedule 6 of this Arrangement for further information in this regard.
An individual company Addendum must be completed (if relevant) where this schedule document relates to a Consortium.

These schedules MUST NOT be used for Grant Funding.


	Approved Provider Lots

	HSS to be provided within the entire Community Healthcare Organisation as per Tender 2023 requirements, specifications, submission and outcome.

Where these Schedules are for a consortium see specific arrangements in header section of these schedules which detail the Lead Agencies, members and lots covered by each.  
Where the service provider approved under the Tender 2023 arrangements is a consortium the consortium is jointly and severally liable to HSE for the fulfilment of the terms of this Service Arrangement. 
The Provider will provide the services in the Lots that the Providers indicated in the response to the Authorisation Scheme as follows: 
Providers must ensure that they can immediately provide the relevant Services in the foregoing Lots.  Failure to do so may result in the Provider being subject to the Performance Clause 12 of Part 1 of the Service Arrangement (For-Profit Providers) or Clause 14 of the Service Arrangement (S39 Voluntary Providers), as applicable.  In addition to the provisions of Clause 12.3 of Part 1 of the Service Arrangement (For-Profits Providers) or Clause 14.3 of Part 1 of the Service Arrangement (S39 Voluntary Providers), the HSE may impose the following;
1. Suspension from the agreement for a defined period of time (one / three / six months) for new packages.

2. Removal of existing packages due to a Provider’s non-responsiveness to requests for Services under the Authorisation Scheme, a Provider’s failing to meet response times, a Provider’s failure to deliver the required services and/or duty of care concerns.

Where a Service Provider is part of a consortium then any action imposed by the HSE will apply to all members of that consortium.  


Section 3:
	a) Service Outcomes

	This section needs to indicate the anticipated outcomes that the service will deliver so that they can be monitored and evaluated. This is on the basis of an increasing emphasis on outcomes.

Do you have a Framework in Place to Measure Quantitative and Qualitative Outcomes?  If so please give details.  It should be noted that:

· Cognisance needs to be taken not to marginalise the most disadvantaged or complex cases in order to achieve better outcomes.

· Initial intermediate outcomes e.g. number of persons signing up for training awareness programmes, may be set out.

The information recorded below should link to Schedule 2 Quality and Safety.

	(a) The HSE requires, at a minimum, quarterly reports on the following outcome indicators:

Complaints 

· Number of complaints received (as per schedule 8)

(b) The HSE requires successful providers to complete a self-declaration on a quarterly basis on following outcome indicators:

The HSE will operate (7) key performance indicators (KPIs) in the contract management of any service arrangements / contracts that are awarded as a result of this Tender with the successful providers.

The KPIs have been developed with reference to the Quality Standards set out in the Home Support Tender Specification included in the Invitation to Tender suite of documents.
Successful providers will be required to complete a self-declaration on a quarterly basis (see Appendix 6 of the HSE Standard Operating Procedure (SOP) for Home Support Tender 2023 available at https://www.hse.ie/eng/services/list/4/olderpeople/ to accompany their monthly invoice submitted to the HSE for payment. The HSE paying authority must sign the declaration and file as part of its payment & quality assurance systems. 

The HSE reserves the right to audit & quality assure the self-declarations return at any time.

The (7) KPIs are as follows:
Appendix 3 – Key Performance Indicators – Home Support Tender 2023
The HSE will operate 7 Key Performance Indicators (KPIs) in the contract management of any service arrangements/contracts that are awarded as a result of this Tender with the successful Service Providers.

The KPIs have been developed with reference to the Quality Standards set out in the Home Support Tender Specification included in the Invitation to Tender suite of documents.

Successful Service Providers will be required to complete a self-declaration on a quarterly basis to accompany their monthly invoice submitted to the HSE for payment. The HSE paying authority must sign the declaration and file as part of its payment & quality assurance systems. 

The HSE reserves the right to audit & and quality assure the self-declarations returns at any time.

The 7 KPIs are as follows:

1. Training /Qualifications
This KPI refers to the qualifications standard required by the HSE in relation to the Home Support Worker providing HSS to HSE clients and has two parts.

New Entrants to Home Care Industry & Staff with < 1yr Experience: 

All new entrants to the Home Care industry and those with less than one year of paid Home Care industry experience in the last 3 years must, prior to working on this HSE Contract, have as a minimum; 

· Obtained at a minimum QQI Level 5 Modules - Care Skills and Care of the Older Person and certification in Infection Prevention & Control and

Unqualified Existing Home Care Staff: 

All staff with paid Home Care industry experience of more than 1 year in the last 3 years, who do not hold a recognised relevant qualification, must prior to working on this HSE Contract, have as a minimum;

· Committed to obtaining at a minimum QQI Level 5 Modules - Care Skills and Care of the Older Person within 11 months of first working on this HSE contract (irrespective of employer) and

KPI Detail: Service Providers must self-declare the % of their staff working on HSE contracts that have successfully completed the 2 modules - Care Skills and Care of the Older Person modules in the required timescales.

a) % of New Entrants to Home Care Industry & Staff with < 1yr experience this quarter who have completed the two modules prior to commencement on HSE contract 

· Denominator – total number of new entrants employed for first time on HSE contract this quarter

· Numerator – total number of new entrants this quarter who had obtained the required modules prior to commencement on HSE contract

· Calculation -  Numerator divided by Denominator multiplied by 100

· Target 100% at any time

b) % of Unqualified Existing Home Care Staff who are compliant with commitment on commencement on HSE contract this quarter and have not exceeded timeline of 11 months for obtaining the 2 required QQI modules 

· Denominator – total number of unqualified staff employed this quarter on HSE contract who committed to qualification requirement

· Numerator – total number of unqualified staff employed on HSE contract remaining within the terms of their agreement i.e. have not exceeded time commitment (11 months) for qualification requirement

· Calculation -  Numerator divided by Denominator multiplied by 100

· Target 100% at any time i.e. all unqualified staff members who committed to 2 modules within 11 months of commencement of employment remain compliant at the end of reporting quarter  

Service Provider’s records must be available for data validation for 12 months following conclusion of this contract. 

2. Carer Competency Assessment  
This KPI refers to the requirement that all new Home Support Staff providing HSS to HSE Service Users must have a fully completed National Carer Competency Assessment following his/her initial appointment to their role. The Service Provider will carry out the Carer Competency Assessment on all new employees to satisy the Service Provider  and Contracting Authority that the new staff member has the required and necessary skills to deliver care. 

KPI will be as follows: 
(a) New Staff - The HSE will require the Service Provider  to self-declare the % number of new staff who are have completed the National Carer Competency Assessment This helps the HSE to ensure that Service Providers are recruiting appropriately skilled staff to deliver care as specified.

· Denominator – total number of staff newly recruited this quarter – each episode counted once.

· Numerator – total number of staff with completed Carer Competency Assessment (each episode counted only once) this quarter.

· Calculation - Numerator divided by Denominator multiplied by 100. This will provide % of “staff with completed Carer Competency Assessment” e.g. 0% so insert 100% on template to report % of all newly appointed staff with completed Carer Competency Assessment.

· Target 100% at any time i.e. all newly appointed staff with completed Carer Competency Assessment.

(b) Existing Staff - The HSE will require the Service Provider to self-declare the % number of existing staff who have completed an updated National Carer Competency Assessment following each year of complete service. This helps the HSE to ensure that Service Providers are recruiting appropriately skilled staff to deliver care as specified.

· Denominator – total number of existing staff who require an annual Carer Competency Assessment review this quarter – each episode counted once.

· Numerator – total number of existing staff with completed annual Carer Competency Assessment review (each episode counted only once) this quarter.

· Calculation - Numerator divided by Denominator multiplied by 100. This will provide % of “existing staff with completed annual Carer Competency Assessment review” e.g. 0% so insert 100% on template to report % of existing staff with completed annual Carer Competency Assessment review.

· Target 100% at any time i.e. all existing staff with completed annual Carer Competency Assessment review.

3. Garda Vetting/Police Clearance  
This KPI refers to the requirement that all new Home Support Staff providing HSS to HSE Service Users have completed an up to date Garda Vetting and/or Police Clearance at the time of appointment. The Service Provider will carry out Garda Vetting/Police Clearance on all new employees to satisy the Service Provider  and Contracting Authority that such an appointment does not pose a risk to Service Users and employees. 

KPI will be as follows: 
The HSE will require the Service Provider to self-declare the % number of staff who are in possession of an up to date Garda Vetting/Police Clearance. This helps the HSE to ensure that Service Providers are recruiting appropriate staff to deliver care as specified.

· Denominator – total number of staff newly recruited this quarter – each episode counted once.

· Numerator – total number of staff with up to date Garda Vetting/Police Clearance (each episode counted only once) this quarter.

· Calculation - Numerator divided by Denominator multiplied by 100. This will provide % of “Staff with Garda Vetting/Police Clearance” e.g. 2% so insert 98% on template to report % of staff who have Garda Vetting/Police Clearance.

· Target 100% at any time i.e. all newly appointed staff in the quarter with up to date Garda Vetting/Police Clearance. 

4. Home Support Care Plans – Service Delivery in accordance with Plan – “No Show”

This KPI is a quality assurance measure related to delivery of care in accordance with the clients Home Support Care Plan. The metric for the attendance KPI is ‘NO SHOW’ as follows & is an indicator of reliability and an important quality indicator of service provision:  

No show by provider care staff - as per the quality standards the provider must ensure that the Home Support hours accepted by the provider are delivered as agreed at the specified time. 

KPI will be as follows: 

The HSE will require the provider to self-declare the number of episodes of staff not showing up for an episode of Home Support or showing up late. This helps the HSE to ensure that Providers are delivering care as specified.

· Denominator – total number of episodes of care this quarter – each episode counted once 

· Numerator – total number of episodes of staff not showing up for an episode of Home Support or showing up late (each episode counted only once) this quarter

· Calculation - Numerator divided by Denominator multiplied by 100. This will provide % of “No Shows” e.g. 2% so insert 98% on template to report % of clients whose services are delivered on time.

· Target 100% at any time i.e. all episodes of care should be delivered as specified

This KPI must be accompanied with a statement detailing missed calls to include number of incidences, number of associated hours of service and reasons for same. 

“In the event of the agreed Home Support Care Plan – Schedule of Service not being delivered (e.g. missed calls, unforeseen absences) the Service Provider must provide a statement of all missed calls and related reasons when submitting monthly invoices for payment.”
5. Home Support Care Plans – Service Delivery in accordance with Plan – Timely acceptance of work and delivery to Plan  

This KPI refers to the Service Provider’s acceptance or rejection of offers of work promptly, and to delivery of the required Home Support in line with the client’s plan following acceptance of the offer of work. The metric is an indicator of responsiveness and an important quality indicator of service provision:   
KPI will be as follows: 

a) Response to Offer of Hours The HSE will require the Service Provider  to self-declare its timely responses to HSE requests and is based on the number of offers responded to (whether accepting or refusing offer of work is not relevant to this KPI) within the time scale determined by the HSE Service Manager. This helps the HSE to ensure that Service Providers accept or reject offers of work in a timely manner so as to enable HSE to arrange care for its clients without undue delays.

Time scale for response following request for Service is determined by the HSE Service Manager. 

· Denominator – total number of offers of business this quarter – each client counted once. 

· Numerator – total number of offers (each client counted only once), that were responded to (accepted or rejected) within HSE determined timeline this quarter.

· Calculation - Numerator divided by Denominator multiplied by 100.

· Target 100% at any time i.e. all offers of hours should be accepted or rejected within HSE requirements.

b) Response time to deliver services when work has been accepted by Provider: The HSE will require the provider to self-declare its ability to deliver service following acceptance of the work, and is based on the number of offers accepted by the Service Provider  that have been delivered within the time scale determined by the HSE Service Manager.

· Denominator – total number of offers of hours accepted this quarter – each client counted once. 

· Numerator – total number of offers (each client counted only once) where service was delivered within HSE timeline this quarter.

· Calculation - Numerator divided by Denominator multiplied by 100.

· Target 100% at any time i.e. all offers of hours accepted should be delivered within HSE timelines.

6. Complaints Management 

These KPIs refers to quality assurance measures related to Service Provider’s Complaints Management policies and procedures. The metrics are an indicator of responsiveness and an important quality indicator of service provision and compliance with Tendered requirements.  

KPI will be as follows: 

1. The HSE will require the provider to self-declare the number of episodes of complaints received this quarter, and the number of complaints resolved within 30 days, as set out in the HSE Your Service Your Say - The Management of Service User Feedback for Comments, Compliments and Complaints (2017). This helps the HSE to ensure that Providers are delivering care as specified.

· Denominator – total number of complaints received this quarter – each episode counted once 

· Numerator – total number of complaints resolved within 30 days – each episode counted only once, this quarter

· Calculation - Numerator divided by Denominator multiplied by 100. This will provide % of compliance, on template to report % of clients whose complaints were resolved on time.

· Target 100% at any time i.e. all complaints should be resolved on time. 

7. Quantum of Service Delivered 

This KPI refers to the Service Provider’s overall capacity to deliver HSE offers of work. The metric is an indicator of responsiveness and an important quality indicator of service provision and compliance with Tendered requirement to deliver capacity across the CHO.  

KPI will be as follows: 

The HSE will require the Service Provider to self-declare its non-acceptance/non-response or refusals of services offered by the HSE, and is based on the number of offers not-accepted/not-responded to or refused by the Service Provider. The KPI only considers offers and refusals as outlined below. 

Records of refusals and non-responses will be also be retained by HSE to validate self-declarations and to support any decision relating to KPIs.

 Number of Offers of Services Refused Include; 
1. refusals of offers based on client choice, and

2. offers not responded to (where HSE has not advised that service has been allocated to an Approved Provider i.e. no provider responded in timeline), and

3. where offer was accepted but not implemented by Service Provider  (due to Service Provider  issues i.e. excludes services not implemented for client or HSE reasons e.g. client deceased or admitted to long stay care). 

Each such refusal 1, 2 and 3, will count as 1 refusal. 

· Denominator – total number of offers (new and/or additional) this quarter defined relating to (1) (2) and (3) above. 

· Numerator – total number of offers (new and/or additional) this quarter as defined above that were refused.    

· Calculation - Numerator divided by Denominator multiplied by 100.

· Target less than 30% of offers in the above categories were refused in the reporting quarter.

The Reporting Template can be found at the following link:
https://www.hse.ie/eng/services/list/4/olderpeople/
Please note: Key Performance Indicators, in accordance with the required services, have been identified. Actions for non-performance or under-performance in relation to the KPI’s listed above and the service specifications located at https://www.hse.ie/eng/services/list/4/olderpeople/ may result in the Provider being subject to the Performance Clause 12 of Part 1 of the Service Arrangement (For-Profit Providers) and Clause 14 of the Service Arrangement (S39 Voluntary Providers), as applicable.  In addition to the provisions of Clause 12.3 (For-Profits Providers) and Clause 14.3 (S39 Voluntary Providers), the HSE may impose the following:
1. Suspension from the agreement for a defined period of time (one / three / six months) for new packages, and/or
2. Removal of a Provider’s existing packages due to a Provider’s non-responsiveness to requests for Services under the Authorisation Scheme, a Provider failing to meet response times, a Provider’s failure to deliver the required Services and/or duty of care concerns.

Where a Service Provider is part of a consortium then any action imposed by the HSE will apply to all members of that consortium. 
A detailed explanation of the calculation of the KPI’s and the Reporting Template is provided in the Tender 2023 Service Specification document and within the Standard Operating Procedures and which forms part of the Service Arrangement documentation.  Both Tender documents are available athttps://www.hse.ie/eng/services/list/4/olderpeople/

.  



	b) Access, Referrals, Admissions & Discharge Procedures

	As per the Home Support Tender Specific Requirements 2023 including

· Provision and access to services will be determined by the HSE only in line with available resources. 

· The care needs assessment will be undertaken by the HSE and the Home Support Plan will be developed by the HSE in consultation with the service user and where appropriate with their family/representative. 

· CDHS is available across the 9 CHO’s as an additional service delivery mechanism as set out in the HSE National Guidelines & Procedures for Standardised Implementation of the Home Support Service 2018. 

· CDHS does not replace existing mechanisms of service delivery as they currently stand, but rather enhances service delivery options for individual suitable clients.

· The Service Provider ensures that a home environmental risk assessment is undertaken prior to the delivery of service.

· The Home Support Plan and Schedule of Services are provided to the Service User and Service Provider and a copy is kept in the Service Users home. Based on the Home Support Plan and Schedule of Services the home support worker completes and signs the Service Provider’s Record of Service Delivery at the end of every period worked. A copy of the Service Provider’s Record of Service Delivery shall be kept in the Service Users home and be available for monitoring and inspection. 

· All HSS will be subject to regular reviews in accordance with National Home Support Guidelines 2023 by the relevant healthcare professional. Each Home Support Plan must have a review date and changes to Home Support Plan can only take place in context of a review. 

· In the event that the circumstances/needs of the Service User change, the Service Provider will report the details to the appropriate HSE health professional who will arrange a review.

· The Service Provider must have contingency plans in place in the event that a worker does not turn up for work in a service user’s home.

· The Service Provider shall not withdraw services from a service user without prior consultation with the appropriate HSE staff member and if Services are to be withdrawn the Service Provider shall provide at least three (3) months’ written notice to the HSE in advance of such Services being withdrawn. This written notice must include the Service Provider’s proposals as to how it will manage the hand back of the Service User to ensure continuity of Services and the least disruption to the Service User. 
· Services will be offered to the Approved Providers Tender 2023 in line with the approach set out in the Authorisation documentation relating client choice and non-preferential listing of providers, and as set out in the HSE Standard Operating Procedure (SOP) for Home Support Tender 2023.


	Generic may apply to all services
	Care group Specific

	Please ensure that the generic list of documents is examined thoroughly and relevant legislation, policy etc is complied with.  Click on web link below to access.

https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
Agencies must download and review this listing.  

The listing is relevant at this point in time, you will need to ensure you have appropriate structures and systems to be aware of any updates as relevant to your organisation.

	Please ensure that the Older Persons list of documents is examined thoroughly and relevant legislation, policy etc is complied with.  Click on web link below to access.

https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html

	
	All Policies and procedures must reference integration to the Primary Care Teams where appropriate

	
	

	https://www.hse.ie/eng/about/who/national-office-human-rights-equality-policy/consent/
· Addition of requirements in relation to Incident Management and Open Disclosure https://www.hse.ie/eng/about/who/nqpsd/qps-incident-management/open-disclosure/national-open-disclosure-policy-and-guidelines.html

	· HSE Home Support Service for Older People Tender 2023 Service Specification

· HSE Standard Operating Procedure (SOP) for Home Support Tender 2023



	c) Performance Indicators 



	This section should specify the Performance Indicators needed by setting out details appropriate to the service. This should include any relevant local and national standards and indicators, where appropriate. 

	Home Support Services Tender 2023
(a) Information to be supplied on a monthly basis as per the invoice submitted at the end of each calendar month in respect of Home Support provision under this arrangement: 

· Number of Home Support clients (named) this month 

· Number of hours approved to named Home Support client this month 
· Number of hours delivered this month 

· Applicable Tender 2023 rate per client 

· Cost of service per client this month 

(b) The HSE will require service provider staff listings at regular intervals –Go live Date of Tender 2023 the first staff listing is to be submitted with this schedule) and 6 monthly thereafter – for capacity and monitoring of service specifications purposes  

(c) The HSE will operate the Key Performance Indicators as set out in Section 3 (Service Outcomes) above. Self-declaration form and mechanism for calculation of metrics are set out in HSE Standard Operating Procedure (SOP) Home Support Services Tender 2023 available at https://www.hse.ie/eng/services/list/4/olderpeople/.


	d) Third Party Contracting

	This section should provide full particulars of any third parties who are engaged by the Provider to provide any part of the service (Please note that all new third party arrangements require prior approval by the HSE in accordance with relevant Clause of the Part 1 Service Arrangement)

	This is for services as specified under this arrangement.  It does not include non service user contracting arrangements such as cleaning or catering etc.

Third party contracting is only allowed on the explicit written agreement of the HSE National Older Persons Office.
 


Section 4:
	Additional Services 

	Where the scope of the Services provided pursuant to this Arrangement is increased, whether by developing existing Services or introducing new Services, the increase must be authorised in advance in writing by the Executive utilising the Change Control process in Schedule 10 (Change Control).
A detailed specification for the Additional Services must be agreed in writing between the parties to this Arrangement prior to any Additional Services being provided by the Provider, including the range, type, and volumes of Services, together with the amount and timing of payments due in respect of the Additional Services utilising the Change Control process in Schedule 10 (Change Control).
The contract Change Note under Schedule 10 shall be appended to this Arrangement and should be in the general format of the functional headings as set out earlier in this schedule.

	


  TC "SCHEDULE 4"\l 4 \n SCHEDULE 4

  TC "Performance Monitoring"\l 5  Performance Monitoring
Purpose

This schedule states the agreed performance management requirements. These have been developed with reference to the Performance Indicators detailed within Schedule 3 (Service Delivery Specification). This schedule also contains the associated reporting timetable regarding reports and meetings. The level of performance monitoring will depend on the type of service and the level of functions. 

Information requested of consortia should be provided where relevant in relation to the structures of a consortium and also for each individual consortium member.
	Information Requirements 

	The following table should outline the key information required to monitor the activity and performance levels (tick as appropriate). This section aims to set out the list of reports that the Provider must provide to the Executive to facilitate the performance management function. (Please note that separate guidance as to the format / frequency of the individual reports i.e. financial, activity data, P.I.s etc. will be provided). Guidance on frequency available in Schedule example/guide.

	Ref No.
	Report Required


	Applicable √
Non Applicable X

(Ensure there is a process in place before you √)
	HSE – Department for returns

For multi-area agencies this should also indicate the Lead CHO where the documentation is held
	Annual


	Bi-annual


	Quarterly


	Monthly



	1
	Annual Audited Financial Statements – AFS


	√


	Key Financial Contact
	
	
	
	

	2
	Financial Report/Management Accounts – Activity 

(Recommended monthly >€20M, Quarterly €5M, Bi-annual >€1M, Annual < €1M)

For Profit Agencies: These financial Reports are not normally required unless your individual funding arrangement requires same).


	
	Key Financial Contact
	
	
	
	

	3
	Financial Report – Governance (Linking Balance Sheet to Profit and Loss)

(Recommended Annual covered by AFS where no issues, at least Bi-annual where there are concerns)

For Profit Agencies: These financial Reports are not normally required unless your individual funding arrangement requires same

	
	Key Financial Contact
	
	
	
	

	4
	Activity Report as per monthly invoice 
	√


	Key Contacts in CHOs
	
	
	
	√



	5
	Quarterly Complaints reporting (As per Schedule 8).
	√


	 National Complaints Governance and Learning Team (NCGLT)
(see Schedule 8)
	
	
	√
	

	Ref No.
	Report Required


	Applicable √
Non Applicable X

(Ensure there is a process in place before you √)
	HSE – Department for returns

For multi-area agencies this should also indicate the Lead CHO where the documentation is held
	Annual


	Bi-annual


	Quarterly


	Monthly



	6
	Report on Complaints received by the Provider involving alleged or suspected client abuse involving staff or volunteers.  Any complaints dealing with the above should be advised to the key contact immediately. (As per schedule 8) 
	National Complaints Governance and Learning Team (NCGLT)

(see Schedule 8)
Also copy to Key Contact
	As relevant

	7
	Returns as required to facilitate HSE Covid Tracking Systems.


	
	To be advised

	8
	Key Performance Indicators:  

The Provider shall provide the performance data in relation to the relevant Key Performance Indicators as set out in the template issued to the Provider by the HSE.   The template will be based on those relevant Key Performance Indicators set out in the service specification tender document 2023 and Schedule 3of this arrangement.  The Provider shall return this template as required with the relevant performance data in respect of the services provided for the funding received from the HSE, to the appropriate HSE contact. 


	
	Key Contact
	As required

	9
	
	Insert   √ into relevant box below
	

	
	Management & Clinical Governance Arrangements-
	
	Clinical Governance – Management Arrangements in place- supporting documentation must accompany this schedule.  

	10
	List of staff associated with delivery of the service. (Refer to Schedule 3 Section 2 ‘Associated Staffing’)

	
	
	
	√
	
	

	11
	Reporting Template Self Declaration to accompany monthly invoices submitted. (See Home Support Tender 2023 Standard Operating Procedure Appendix 6 available at 
Invoices submitted should detail actual service provision to include , date of call duration of call, applicable rate 
https://www.hse.ie/eng/services/list/4/olderpeople/.
 Refer also to Schedule 3 Section 3 ‘Service Outcomes’)

	
	CHO Finance Manager
	
	
	√
	

	Ref No.
	Report Required


	Applicable √
Non Applicable X

(Ensure there is a process in place before you √)
	HSE – Department for returns

For multi-area agencies this should also indicate the Lead CHO where the documentation is held
	Annual


	Bi-annual

	Quarterly


	Monthly



	12
	Review the Web Link document referenced in Schedules 2 & 3 outlining legislation, policies, procedures and standards.  Download all relevant documents as necessary
	
	
	As required



	13
	Incident Management

The Agency Senior Accountable Officer is required to ensure that all incidents relating to patient care and safety; staff safety; accidents, loss or damage to property; incidents involving vehicles are appropriately reported to the CHO’s Head of Service: Quality, Safety and Service Improvement listed in Schedule 1.  
Serious Incidents

The Agency Senior Accountable Officer is also required to immediately notify any Serious Incidents inclusive of ‘Serious Reportable Events’ to the relevant HSE Key Contact and to the  CHO’s Head of Service: Quality, Safety and Service Improvement listed  in Schedule 1.
A list of Serious Reportable Events is available on the QPSIM page of the National Quality and Patient Safety Directorate (NQPSD) website: www.hse.ie/eng/about/who/nqpsd/qps-incident-management/
Safeguarding Concerns

Issues, concerns or allegations of abuse that are Serious Incidents should be notified as above.

Issues, concerns or allegations of abuse that are incidents should be recorded in the appropriate manner.

The Agency Senior Accountable Officer, in the context of the management of an incident, is the person who has ultimate accountability and responsibility for the services within the area where the incident occurred.
	
	CHO’s Head of Service:  Quality, Safety and Service Improvement
	As relevant


	Ref No.
	Report Required


	Applicable √
Non Applicable X

(Ensure there is a process in place before you √)
	HSE – Department for returns

For multi-area agencies this should also indicate the Lead CHO where the documentation is held
	Annual


	Bi-annual

	Quarterly


	Monthly



	14
	National Policy and Procedure Safeguarding Vulnerable Persons at Risk of Abuse

An annual audit is a requirement of the National Policy and Procedure Safeguarding Vulnerable Persons at Risk of Abuse.


Compliance with Safeguarding Vulnerable Persons at Risk of Abuse - National Policy and Procedures

· Implementation Checklist to be completed bi-annually.
· Reports on safeguarding concerns, trends, issues etc Quarterly
	
	To be retained by the Provider and available upon request to the HSE

As above

CHO’s Head of Service: Quality, Safety and Service Improvement and Key Contact


	√
	√
	√
	

	15
	Children First

Please refer to the ‘Children First’ website for information:  
https://www.hse.ie/eng/services/list/2/primarycare/childrenfirst/childrenfirstnationaloffice/ 
Compliance with Children First Act 2015 and Children First National Guidance for the Protection and Welfare of Children 2017.
Complete ‘Implementation and Compliance Self-assessment Checklist for HSE funded Agencies’ available at: 
https://www.hse.ie/eng/services/list/2/primarycare/childrenfirst/hsefundedagencies.html
	√
	
	Checklist is to be completed annually in line with declaration at Schedule 5. It is not required by the HSE, however, it must be retained by Service Provider for HSE review, on request.



	
	Other – List


	
	
	


Reporting Requirements – Significant Issues

In line with the Service Arrangement Part 1 

1. In the event that issues are anticipated or arise during the duration of this Arrangement, which result in the Provider having difficulties in delivering, or maintaining delivery of, the Services, the Provider shall at the earliest possible time notify the Executive in writing of such issues.  This written notice must include the Provider’s proposals as to how it will manage the issues to ensure that the Services are provided by the end of this Arrangement.

2. Under Clause 3.2(c)(xi) immediately or as soon as practicable, and in compliance with the DPA, notify the Executive in writing of the occurrence of any significant matters which may affect the delivery, provision or level of the Services. In the case of a serious incident which is categorised as a Serious Reportable Event, the Chief Executive Officer or equivalent should immediately notify the Executive, and all other applicable parties. 
3. Where an issue of serious concern in relation to governance is identified, it shall be notified in writing to the Executive promptly together with a proposal for dealing with the issue and a timetable within which the issue will be addressed
	Review Meetings (See Standard Operating Procedure Section 2)

	 This section should set out the schedule of review meetings appropriate to the level of funding provided. (Please note that separate guidance is available in this regard).

	Month
	Description
	Location  
	Attendees
	Mandatory Agenda Items

	Date of Meeting
	Review of compliance with SA
	Relevant CHO
	As directed by CO/ Head of Older Persons  (see SOP section 2) 
	See Templates Appendices 6, 7, & 8 in SOP Home Care Tender 2023 available at https://www.hse.ie/eng/services/list/4/olderpeople/


	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


	Annually 
	Audit See details below in note 
	
	Nominated staff as directed by CO / Head of Older Persons
	See Templates in SOP Home Care Tender 2023 

	
	
	
	
	


Note: There will be an onsite assurance visit at least once a year but the HSE reserve the right to undertake additional visits where they consider it appropriate. Refer to Standard Operating Procedure for monitoring compliance with the Home Support Service Tender 2023 requirements.

SCHEDULE 5

Information Requirements
Information requested of consortia should be provided where relevant in relation to the structures of a consortium and also for each individual consortium member. 
Purpose
This schedule sets out wider information requirements in the context of the service in question and the obligations for the Provider to provide business critical information to the Executive i.e. Annual Reports, Audited Accounts and other evaluation reports.
Information provided will be reviewed by the Executive for compliance with the terms of this Service Arrangement

The requirements set out in this schedule are without prejudice to the requirements set out in relevant of Part 1 of this Arrangement.
	The Home Support Tender 2023 specific templates as per the Standard Operating Procedure (available at https://www.hse.ie/eng/services/list/4/olderpeople/ must be submitted to the HSE as outlined. 



For-Profit Agencies:
	Annual Accounts

	Companies Incorporated in the Republic of Ireland:

The Provider shall submit to the HSE a copy of its accounts for the prior year as filed with the Companies Registration Office (CRO), at the same time that the organisation uploads the final version of its accounts to the CRO’s online filing system (“CORE”) as part of the annual return filing process.

For clarity please note:

· Abridged Accounts are acceptable provided the company is entitled to file abridged accounts with the CRO under the Companies Acts.

· Unaudited Accounts are acceptable provided the company is entitled to claim the audit exemption under the Companies Acts.

· Typesigned accounts are acceptable as the CRO annual return submission process ensures that the accounts are appropriately approved.

The latest due date that can arise for the submission of accounts to the HSE is the 26th of November in the current year, this arises in the case of a company with a 31 December year-end and an Annual Return Date of 30th of September.

Companies that file their annual accounts late with the CRO will be deemed to have failed to submit their Annual Return on-time with the CRO and will be deemed to have submitted their accounts to the HSE late.

Unlimited companies (which fall outside the above on the basis that unlimited companies are not required to file accounts with the CRO), are required to submit a copy of the balance sheet signed by two directors, together with a confirmation from their auditors that the accounts have been prepared on the going concern basis. 

Companies Incorporated outside of the Republic of Ireland:

The requirements for companies incorporated outside the Republic of Ireland mirror these requirements as far as practical.  

For clarity, the latest possible due date for submission of accounts to the HSE is 26 November in the current year.

Expenses of Audit

For the avoidance of doubt, where applicable the expenses of the audit of the Provider’s accounts shall be payable by the Provider. 




Voluntary Agencies:

	Annual Report                          Details of the format required

	The Provider shall provide an Annual Report to the Executive in respect of the services no later than 30 September in each Year. The Annual Report will include the following minimum information:
· A general statement on the services provided; 

· Governance arrangements;

· Report on the implementation of the Business Plan or equivalent;

· Report required by Part 9 Section 55 (Complaints) of the Health Act 2004; 

· The Annual Audited Accounts.

	Audited Accounts                      Details of the format required

	The Provider shall submit a copy of its final signed audited accounts to the Executive, together with a copy of the auditor’s management letter (if issued), and organisation separate response to the auditor’s management letter (if issued), by 31st May for periods ending at or prior to 31st December of the prior year. For the avoidance of doubt, the expenses of the audit of the Provider’s accounts shall be payable by the Provider. The detailed Income and Expenditure account should be included in your submission; the detailed Income & Expenditure account does not need to be audited.

The Provider shall publish the annual audited accounts for each financial year on the website of the Provider (or where the Provider does not have a website, in such other manner as agreed with the Executive).
Please note that the accounts are required to be audited regardless of exemptions under S358 of the Companies Act 2014.  It should also be noted, while organisations may fall within the abridged reporting and audit exemption thresholds of the Companies Act, the accounts to be submitted to the HSE, filed with the CRO, and published on the organisations Website must be the audited unabridged version and contain the detailed Income & Expenditure account referred to above and the disclosure requirements outlined below. In the case of companies, the Annual Return to the CRO should be submitted by the 31st May or as soon as possible thereafter.

Please note that where organisations have adopted the SORP for Charities that the funding provided is considered a performance Grant and should be shown as restricted income.

The Provider shall ensure that the published annual audited accounts comply in all respects with the disclosure requirements in respect of the Funding set out in the Department of Public Expenditure and Reform Circular 13/2014 Management of and Accountability for Grants from Exchequer Funds  (including any interpretations or clarifications of such requirements issued by the Department of Finance, Department of Public Expenditure and Reform, Department of Health and/or the Executive), and as set out in that circular that the annual audited accounts include the information outlined in Part 1 of the Service Arrangement.
· Additionally, the Provider shall ensure that the published annual audited accounts separately identify: 
· Salaries should be disclosed as per requirements of Part 1 in bands of €10K from €65K (Grade 8) disclosure as per SORP will be accepted as alternative i.e. bands from €60K.

· C.E.O. or equivalent salary should be disclosed  

· Where your organisation is funded over 50% from Exchequer Funding this should be noted. 


	Annual Financial Monitoring Return


	An Annual Financial Monitoring Return (AFMR) is required to be returned with your AFS which provides detail of the Service Arrangement Funding which can be directly linked to your Audited Financial Statements.

	Annual Compliance Statement



	Where required by the Executive, a Major Provider shall furnish a statement confirming compliance with governance requirements to the Executive in such form, manner and intervals as directed by the Executive.

“Major Provider” means a Provider who is in receipt of Funding of €10 million or greater per annum or receives 50% or more of its gross receipts from the Executive (or similar State or Government body).


	Cyber Security Awareness

	The National Cyber Security Centre (NCSC), in conjunction with the Office of the Government Chief Information Officer (OGCIO), have developed a Cyber Security Baseline Standard for Government ICT.  The Baseline Standards are intended to create an acceptable security standard and form a broad framework for a set of measures which can be revised over time. 

The Standards model follows a holistic and comprehensive approach to the issues related to Cyber Security, which combines the best of various standards to address the needs of key stakeholders.

It is expected that all Provider organisations will be aware of these standards as set out in the Department of the Environment, Climate and Communications document, Public Sector Cyber Security Baseline Standards.



	Audits, Evaluations, etc  



	This section should set out details of any audit, evaluation, inspection, investigation or research undertaken by or on behalf of the Provider or any third party in connection with the quality of any or all of the services.

Provide Title of each in Template attached to this schedule

	The Service Provider must provide details of all quality programmes including quality audits to the Contracting Authority on an annual basis



	Other Information

	This section should set out any other information requirements relevant to the particular services being provided.

· Provide Title of each in Template attached to this schedule.

· Please include any major review of services, governance or finances undertaken or commissioned by your organisation

	HIQA National Standards for Safer Better Healthcare 2012

	Incident Management

The Agency Senior Accountable Officer is required to ensure that all incidents relating to patient care and safety; staff safety; accidents, loss or damage to property; incidents involving vehicles are appropriately reported to the CHO’s Head of Service: Quality, Safety and Service Improvement listed in Schedule 1. 
Serious Incidents

The Agency Senior Accountable Officer is also required to immediately notify any Serious Incidents inclusive of ‘Serious Reportable Events’ to the relevant HSE Key Contact and to the  CHO’s Head of Service: Quality,, Safety and Service Improvement listed  in Schedule 1.

A list of Serious Reportable Events is available on the QPSIM page of the National Quality and Patient Safety Directorate (NQPSD) website:

www.hse.ie/eng/about/who/nqpsd/qps-incident-management/
Safeguarding Concerns

Issues, concerns or allegations of abuse that are Serious Incidents should be notified as above.

Issues, concerns or allegations of abuse that are incidents should be recorded in the appropriate manner.

The Agency Senior Accountable Officer, in the context of the management of an incident, is the person who has ultimate accountability and responsibility for the services within the area where the incident occurred.



	Governance Information Requirements

Declarations on Compliance / Provision of Information Template




	Annual Declarations 

By signing these Schedules and indicating ‘Yes’ below you are affirming these declarations.

Mandatory
	Yes
	No
	N/A
	Comment If not provided details / reasons / steps taken to address etc. In separate submission

	I confirm that I have complied with requirements of the National Policy and Procedure Safeguarding Vulnerable Persons at Risk of Abuse

(i) Policy in Place
(ii) Designated Officer in Place
(iii) All staff have received adult safeguarding awareness training
	
	
	
	

	I confirm that I have downloaded and am compliant with all relevant legislation, policies, procedures and standards contained within the Web link documents referenced in the schedules.
	
	
	
	

	I confirm that I have a Risk Management Policy and operational procedures in place consistent with the size and scale of the organisation and that it is consistent with HSE Policy.
	
	
	
	

	I confirm that I have Safety Statements in place for all relevant service locations.
	
	
	
	

	I confirm that I have insurance policies in place which are consistent with the requirements as outlined in Part 1 and Schedule 7 and that the policies include an indemnity in favour of the HSE.
	
	
	
	

	I confirm that I have complied with requirements of reporting requirements for all Serious Reportable Events.
	
	
	
	

	I confirm that I have complied with requirements of the National Vetting Bureau (Children and Vulnerable Persons) Act 2012
	
	
	
	

	I confirm that I have complied with the Data Protection Act 2018
Note: With regard to Data Protection, Data Sharing and the EU General Data Protection Regulation (Regulation (EU) 2016/679) (the GDPR) legislation, Providers shall comply with all relevant legislative provisions and obligations thereunder, in particular, but not limited to Data Processing Agreements, Data Sharing Agreements and Data Protection Impact Assessments where applicable and/or as required by the Executive.
	
	
	
	


	Annual Declarations 

By signing these Schedules and indicating ‘Yes’ below you are affirming these declarations.

Mandatory
	Yes
	No
	N/A
	Comment If not provided details / reasons / steps taken to address etc. In separate submission

	I confirm that I have complied with all requirements of the Children First Act 2015.

(i) A Children First Risk Assessment has been carried out (this applies to relevant services as per Schedule 1 of the Act) 

(ii) A Child Safeguarding Statement is in place (this applies to relevant services as per Schedule 1 of the Act) 

(iii) Mandated Persons (as per Schedule 2 of the Act) have been identified and informed of their role (applies to all services) 

(iv) A Child Protection & Welfare Policy is in place (applies to all services) 

(v) All staff and volunteers have completed the HSE e-Learning Module “An Introduction to Children First” (applies to all services) 

(vi) The HSE Children First Self-Audit Checklist has been completed and is available on request (applies to all services) 
Please refer to the Children First: ‘Children First’ website for information https://www.hse.ie/eng/services/list/2/primarycare/childrenfirst/childrenfirstnationaloffice/
	
	
	
	

	List additional as required
	
	
	
	


	Governance Information Requirements

Provision of Information Template
Information requested of consortia should be provided where relevant in relation to the structures of a consortium and also for each individual consortium member. 

	Documentation Required
	
	
	Commentary: (If documentation not provided, reasons for non provision)

	2023
HSE Procurement confirmed that for 2023 Independent confirmation of Financial Viability & Tax Clearance was received as part of the HSE Tender application. 

These are held nationally by Procurement & can be made available   by contacting the HSE Procurement Department at HomeSupportServices.Procurement@hse.ie
	
	
	

	
	
	
	Applicable
	Date to be Submitted
	

	Annual Audited Financial Statements as referenced at the beginning of this Schedule

(Mandatory annual Requirement)
	
	√
	√
	31st May each year
	

	* Where previous years’ reports/accounts not yet available, the latest available should be provided with a date agreed for receipt of the previous years.  

	Tax Clearance 

(Mandatory annual Requirement where no charity number exists. May also be required in addition to charity number).
This requirement may be achieved by HSE verifying online at Revenue.ie, if Agency Registration number and Tax Clearance Number is provided in Schedule 1 Part B.
   
	Included in the 2023 tender submission
	√
	√
	1st September each year or ongoing as per HSE payment requirements
	

	List additional as required

	
	
	
	

	Documentation Required
	Tick box if document provided, or give date to be provided.
	√
	Date to be received (where delay is agreed)
	Commentary: (If documentation not provided, reasons for non provision)

	
	Date received 
	
	
	

	Submissions as required (may not be annual)
	
	
	
	

	Constitution (formerly Memorandum and Articles of Association) or other governing document
(Mandatory Requirement, Schedule 2 section 2)


	To be submitted to the Highest Funding CHO.
	
	
	

	Code of Governance
	To be submitted to the Highest Funding CHO.
	
	
	

	Complaints Procedures (as per Schedule 8)

(Mandatory Requirement, managed through Consumer Affairs)
	As per Tender Requirements and as may be notified by NCGLT
	
	
	

	Structure

Provide 

 (a) Management and Clinical Governance Organisation Chart

 (b) Description of the Management and Clinical Governance arrangements 


	Submitted as part of 2023 tender.
Submitted as part of 2023 tender.
Notification of any significant changes to be notified to the HSE as per Part 1 SA.
	
	
	

	Incident Management 
The Agency Senior Accountable Officer is required to ensure that all incidents relating to patient care and safety; staff safety; accidents, loss or damage to property; incidents involving vehicles are appropriately reported to the CHO’s Head of Service: Quality, Safety and Service Improvement listed in Schedule 1.  
Serious Incidents

The Agency Senior Accountable Officer is also required to immediately notify any Serious Incidents inclusive of ‘Serious Reportable Events’ to the relevant HSE Key Contact and to the CHO’s Head of Service: Quality, Safety and Service Improvement listed  in Schedule 1.

A list of Serious Reportable Events is available on the QPSIM page of the National Quality and Patient Safety Directorate (NQPSD) website: www.hse.ie/eng/about/who/nqpsd/qps-incident-management/
	When relevant

and in accordance with national policy & guidelines
	
	As relevant
	


	Documentation Required
	Tick box if document provided, or give date to be provided.
	√
	Date to be received (where delay is agreed)
	Commentary: (If documentation not provided, reasons for non provision)

	Safeguarding Concerns

Issues, concerns or allegations of abuse that are Serious Incidents should be notified as above.

Issues, concerns or allegations of abuse that are incidents should be recorded in the appropriate manner.

The Agency Senior Accountable Officer, in the context of the management of an incident, is the person who has ultimate accountability and responsibility for the services within the area where the incident occurred.
	
	
	
	

	List additional as required

	
	
	
	


SCHEDULE 6

  TC "Funding"\l 5 Funding  
Purpose 
This Schedule is intended to specify details of funding, payments and financial monitoring for the health and personal social services which will be provided by the Provider. The performance of the financial management will be monitored as set out in Financial Reporting Schedule 4 Performance Monitoring.

Total Payments

Subject to Clause 4 of Part 1 of this Arrangement, the Funding shall be paid by the Executive to the Provider in consideration for the provision of the Services in accordance with the terms of this Arrangement for an initial term of twelve (12) months’ duration (or until such time as terminated by the HSE on the giving of one month’s notice) from the Commencement Date.  The term may be extended, at the absolute discretion of the HSE, for a further period of twelve (12) months (which may be subject to a rate review at the HSE’s discretion), such extended term subject always to termination by the HSE on the giving of one month’s notice. 
RATE DETAILS (specific to this set of Schedules)
The table below sets out details on the applicable rates for the Services pursuant to this Authorisation Scheme (the “Rates”). See Section 1 of Schedule 3 above for further details regarding changes (if applicable) to existing rates of an Approved Provider. 
	 2023 Rates

	Authorisation hourly Day rate 08.00 to 22.00 Monday to Saturday

Authorisation hourly Day rate 08.00 to 22.00 Sundays and bank holidays

Authorisation hourly Night rate 22.00 to 08.00 Monday to Saturday

Authorisation hourly Night rate 22.00 to 08.00 Sundays and Bank holidays

30 minute rate 08.00 to 22.00 Monday to Saturday only 

30 minute rate 08.00 to 22.00 Sundays and Bank Holidays

€31.00*
€38.75
€26.29
€32.13
€21.70
€26.26
*The foregoing rate is inclusive of, and contingent upon, the Provider meeting its legal obligations vis-à-vis employees in relation to the payment of travel time, payment for which is included in the above rate. The HSE reserves the right to undertake an audit exercise where necessary to ensure that this mandatory requirement is being met. 

*It is the HSE’s requirement that, at a minimum, the “living wage” (i.e., the hourly wage rate that should provide employees with sufficient income to achieve an agreed acceptable minimum standard of living) will be paid by the Approved Providers to its employees providing HSS. The HSE reserves the right to undertake an audit exercise where necessary to ensure that this mandatory requirement is being met.
A cancellation fee shall not be paid to Providers in circumstances where the HSE or the client provides eight (8) hours’ notice of cancellation to the Provider and the Provider is not then required.  If the client or the HSE does not provide the eight (8) hours’ notice to the Provider, the HSE will pay the Provider 50% of the charge applicable to the cancelled call only and no further charge shall be payable to the Provider



	The HSE is agreeing to an increase in the contracted rates paid to all Approved Providers (i.e. those providers successfully appointed to this Authorisation Scheme) under existing Home Support Arrangements established on foot of previous Home Support Tenders to align with the Rates. 
An individual company Part 1 Addendum must be completed (if relevant) where this schedule document relates to a Consortium.



Payments as per authorised process by invoice including self-declaration and rates agreed as set out above
*Fixed Cash profile is outlined below:

	"\l 4 \n 
Schedule of Payments to Provider Account Number: __________

	Date
	Details
	Amount
	Method

	Monthly if service provided in previous month
	All approved HSS hours delivered (or monetary amount if CDHS) provided to approved clients in the previous calendar month and as appropriately validated in line with NFR
	Various: As per approved client hours delivered and at agreed hourly rates.
	On the basis of certified invoices by Electronic Funds Transfer (EFT)


* will be issued in accordance with the rules applicable to the Health Service Executive’s Vote (Vote 40) appropriated by the Exchequer each year.

	Charging of Service Users

	This section refers to the non-charging of clients. 

	No charges will be imposed by the Provider in respect of any services approved and funded by the HSE. The Provider, or his employees, will not accept any contributions from HSE approved clients for services covered by this agreement. 

Where a client purchases additional services from the Provider from his/her own funds the Provider will make absolutely clear which service is funded by and provided on behalf of the HSE, and the costs relating to the additional service being purchased privately. 



	Patient Private Property



	 Where an organisation has charge of client’s private property, then an appropriate system of administration and control needs to be in place to ensure compliance with regulations.  Provide details below or append appropriate documentation.

	· Refer to Home Support Services Tender Specific Requirements 2023  


SCHEDULE 7
 Insurance 
Purpose
1. This schedule sets out the mandatory minimum requirement that the Provider must have in relation to insurance and liability cover, in addition to the indemnities provided under relevant clause of Part 1 of the Service Arrangement. The requirement must be fulfilled by each individual member within a consortium. 
2. Public Liability insurance with a limit of indemnity of €6,500,000 (€6.5 million) for any one claim or series of claims arising out of a single occurrence and with an indemnity to the Executive arising from the provision of the Services, which insurance will also cover claims arising from the activities of any sub-contractor engaged by the Provider.

3. Employers Liability insurance with a limit of indemnity of €12,700,000 (€12.7million) for any one claim or series of claims arising in a calendar year and with an indemnity to the Executive arising from the provision of the Services.  

4. Motor Insurance (if services involve use of motor vehicle by service provider on business of the HSE) with a third party property damage limit of

● €2,600,000 (€2.6million) where Service Provider turnover is under €40 Million 

● €6,500,000 (€6.5million) where Service Provider turnover is €40 Million or over
any one occurrence with an indemnity to the HSE arising from the use of motor vehicle in

the provision of the Services.

5. Professional Indemnity
To the extent professional service is provided and not otherwise covered have Professional Indemnity and/or professional medical services indemnity insurance in accordance with the following thresholds or such other thresholds as may be specified by the Executive from time to time:  
€6.5 million any one occurrence in a calendar year and in the aggregate.
Other Insurances
Service Providers are responsible for ensuring that all appropriate insurances are in place, insurances other than those outlined in this schedule may be required.
SCHEDULE 8

  TC “Complaints”\l 5 Complaints        
   Information requested of consortia should be provided where relevant in relation to the 
structures of a consortium and also for each individual consortium member.
The National Complaints Governance and Learning Team has developed systems with the Non-Statutory sector for the submission of Policy and Procedure Documents and reporting schedules. This document and reporting templates and explanations of headings are available for download from 
https://www.hse.ie/eng/about/who/complaints/ysysguidance/resources-for-voluntary-agencies-providers/           
Please note that where a Service Provider has access to the National Incident Management System (NIMS) they shall use the Complaints Management System (CMS) module on the NIMS platform to record and manage complaints.
Purpose

This schedule specifies the requirement for the Providers to have in place a complaints policy in compliance with Part 9 of the Health Act 2004, and Health Act 2004 (Complaints) Regulations 2006 (S.I. 652 of 2006) and 2018 (S.I. No. 519 of 2018). The Provider’s performance in complaints handling and resolution will be monitored as set out in this schedule.

	Timetable for submission of Policy & Procedures Document The Provider shall submit a copy of their complaints policy to their relevant Consumer Affairs (CA) Area Office, who link in directly with the Provider if any changes/ amendments are required for approval and will validate the policy.  The CA Area Office contact will advise the Provider and the Community Healthcare Organisation when the policy has been approved.
In the case of a national service provider, a copy of the complaints policy must be submitted to the National Complaints Governance and Learning Team.
Consumer Affairs / National Complaints Governance and their Learning Team contact details are provided as an attachment to this Schedule

	Date to be Submitted by Provider
	Date to be Reviewed by Executive 
	Amendments

(Yes/No)
	Comments

	The Key contact should agree the date the policy should be submitted.  Alternatively, if the report has already been submitted, enter the date it was received.

The Providers complaints policy should be submitted to the Key contact within 3 months  of commencement of the tender
	The policy should be submitted to the relevant Consumer Affairs Officer / National Complaints Governance and Learning Team as appropriate.
	This section will be advised by the relevant Consumer Affairs Officer / National Complaints Governance and Learning Team contact as appropriate.
	This section will be advised by the relevant Consumer Affairs Officer / National Complaints Governance and Learning Team contact as appropriate.


	General Report on Complaints Received by the Provider in accordance with Section 55(2) of the Health Act 2004. Report to be submitted to National Complaints Governance and Learning Team and the key contact person as set out in Schedule 1 (contact details).  Standard Template must be utilised.

The Provider will submit returns on an agreed template to the National Complaints Governance and Learning Team on a quarterly basis for the periods of January-March, April-June, July-September, October-December for the duration of this Arrangement. The deadline for the return of these templates are set out in the below table.  Any queries arising from the templates will be followed up by the National Complaints Governance and Learning Team.
The National Complaints Governance and Learning Team will liaise directly with the Providers to ensure that statistics are submitted on time and a reminder will issue one month prior to the deadline for submission.

	Date to be Submitted by Provider 
	Date to be Reviewed by Executive 
	Comments

	17th August, 2023 - (2nd  Quarter 2023)

16th  November, 2023 – (3rd  Quarter 2023)

16th February, 2024 – (4th  Quarter 2023)

17th May, 2024 – (1st  Quarter 2024)

15th August, 2024 – (2nd  Quarter 2024) 
	This section will be advised by NCGLT
	This section will be advised NCGLT


	Complaint Reporting 
A self declaration (see template in SOP Appendix 7) on all complaints received is required at quarterly intervals on the dates specified below.  The completed template should be submitted to the Key Contact in the relevant CHO at the same time as the General Report on Complaints (statistics) is being returned to NCGLT (requirement outlined above). This report provides summary details of complaints received and the status of same.

	Date to be Submitted by Provider

	17th August, 2023 - (2nd  Quarter 2023)

16th  November, 2023 – (3rd  Quarter 2023)

16th February, 2024 – (4th  Quarter 2023)

17th May, 2024 – (1st  Quarter 2024)

15th August, 2024 – (2nd  Quarter 2024)


	General Report on Reviews assigned to the Provider by the Executive under Section 49(4) of the Health Act 2004.  A Provider must report on the number, nature and outcome of any reviews it undertakes. 

	Date Submitted by Provider
	Date Reviewed by Executive 
	Comments

	17th August, 2023 - (2nd  Quarter 2023)

16th  November, 2023 – (3rd  Quarter 2023)

16th February, 2024 – (4th  Quarter 2023)

17th May, 2024 – (1st  Quarter 2024)

15th August, 2024 – (2nd  Quarter 2024)
	This section will be advised by the National Complaints Governance and Learning Team.
	This section will be advised by the National Complaints Governance and Learning Team.


	Report on Complaints received by the Provider involving alleged or suspected client abuse involving staff.  Any complaints dealing with the above should be advised to the key contact immediately.  A record of same should be kept by the provider as follows.  This should also be submitted with the general report above. 

	Date Submitted to Provider
	Referred to HSE (Yes/No and Date)? If No, please comment
	Summary of Action Taken
	Date Reviewed by Executive 
	Comments


Contact – National Complaints Governance and Learning Team

Contact Details:

Ms.Anne Danaher





Tel: 061 483209

Senior Executive Officer,




email: nationalcglt@hse.ie
NCGLT,

Patient and Service User Experience, Operational Performance and Integration
31/33 Catherine Street, Limerick.

Contact Details – Consumer Affairs  (Consumer Affairs to update with any changes)
	CHO 1, CHO 2, Mid-West Community Healthcare and Saolta Hospital Group
CONTACT  DETAILS




Mr. Liam Quirke,
Area Manager,
Consumer Affairs,
HSE West,
Merlin Park University Hospital,
Galway.
Tel:     091 775373 

Email:  consumeraffairs.west@hse.ie 
	CHO 7, Dublin Midlands Hospital Group and Ireland East Hospital Group

CONTACT DETAILS

Ms Debbie Keyes,

Regional Manager,
Consumer Affairs,

HSE Dublin Mid-Leinster,
Third Floor Scott Building,

Midland Regional Hospital Campus,

Arden Road,

Tullamore,

Co. Offaly.

Tel :  057 93 57876

Email:  Deborah.keyes@hse.ie 

	Cork & Kerry Community Healthcare, CHO 5, UL Hospital Group and South South-West Hospital Group
CONTACT DETAILS

Ms. Martina Walsh,

Consumer Affairs Area Officer,

Consumer Affairs,

HSE South,

HSE Offices, Model Business Park,

Model Farm Road,

Cork. T12HT02

Tel: 021-4928702   
Email: MartinaB.Walsh@hse.ie    
	Dublin North East, cho 6, cho 8, cho 9, rsci Hospital Group and Children’s Hospital Group
Contact details
Ms. Rosalie Smith-Lynch,
Regional Manager,
Consumer Affairs,
HSE Dublin North East,
Bective Street,
Kells,
Co.Meath.
 
Tel:     046 9251264 / 049 4377343
Email: consumeraffairs.hsedne@hse.ie   


SCHEDULE 9

Staffing

Purpose

The purpose of this schedule is to ensure that there is an effective monitoring process in place to maintain the funded workforce (employment numbers and pay costs) within the agreed levels for the delivery of the services specified in Schedule 3.

Information requested of consortia should be provided where relevant in relation to the structures of a consortium and also for each individual consortium member.
	Employment Monitoring Report 


	Service Provider must provide a list of staff associated with the delivery of the service to the HSE with these schedules, then in January 2024 and on a six monthly basis thereafter. 
The list must include details of individual staff members’ garda clearance, qualifications, competency assessment, training plan including safeguarding training etc.  Template available at https://www.hse.ie/eng/services/list/4/olderpeople/.


	This section sets out the timetable for return of the employment monitoring report.



	
	Date Due



	Baseline Staff List
	The first staff listing is required to be returned with this schedule. (Return as per Local Service Delivery Response Document Tender or as updated) 

	Staff List
	12th  January, 2024

	Staff List
	12th July, 2024


	Key Personnel

	If required by the Executive, this section should list the persons who are to be regarded as Key Personnel (within the meaning of the Service Arrangement) for the purposes of providing the Service.  The role(s) which such persons perform should also be set out:  This will include Key Management & Clinical Oversight personnel. 

	Name 
	Role
	


	Staff Qualifications   



	Service Providers must refer to Specification 17 Training and Development Home Support Tender Specific Requirements (Tender 2023

	Service Provider must provide on a six monthly basis a list of staff associated with the delivery of the service to the HSE (As set out above).

The list must include details of individual staff member’s qualifications, competency assessment, etc. to comply with Specification 17 (See Employment Monitoring Report table above) 

	Children First Training

· The ‘Children First’ elearning Module which has been developed by the HSE is now available through HSeLanD - http://childrenfirst.hseland.ie.

· All staff in HSE funded and contracted agencies including those in agencies supporting adults must complete the HSE ‘Children First’ eLearning Module, which is available through HSELanD – http://childrenfirst.hseland.ie.  
· Staff must complete the online module prior to commencement of work or as soon as practicable on commencement.  
· The training must be completed every 3 years.



	Code of Conduct for Provider Personnel  

	The Provider shall have a code of conduct in place, with notification of same to all Provider Personnel that reflects the Specifications outlined in the HSE Tender 2023 Service Specification Document. 


Voluntary Agencies Only:

	Senior Staff                 MANDATORY REQUIREMENT



	Please provide details of all staff in your organisation in receipt of salaries above €75,420 as at 01.03.2023 (equivalent to Grade 8 on consolidated salary scales). Where your organisation is part of a group company any staff member who participates in the management/administration of the services or agency funded under this Service Arrangement should be included.
Please complete one Template for your organisation and submit to your delegated HSE manager (or as instructed), where your organisation has activity crossing more than one Area each relevant copies may also be requested by each local Community Health Area.  

A National standard Excel Template is available where numbers are high and should be used instead of this section. 
Note: (1) Each Individual Salary should be entered separately; (2) all payrolls should be included to show each individual total salary package; (3) there is no requirement to name or uniquely identify the entries but each individual salary should have a separate line.

	Provide Date of information provided -(
	
	Annual Equivalent
	

	Position / Title


	Grade (equivalent to HSE consolidated Pay scales)
	Salary €

(annual gross salary for 2023
	Allowances €
	Pension €

(employers contribution)
	Other Benefits Cash equivalent €
	Provide details of benefits provided
	% Funded by HSE 
	Detail the CHO areas funding the position
	Comments

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	


TUPE

It should be noted that the application of the E.C. (Protection of Employees on Transfer of Undertakings) Regulations 2003 (as amended) (the “Regulations”) is determined by operation of law and on a case-by-case basis and, as such, the Approved Provider should satisfy itself regarding the application of the Regulations based on its own legal advice having regard for the manner in which the Approved Provider proposes to deliver the Services. To the extent that the Regulations apply then the obligations and cost that arise therefrom shall be a matter to be agreed between the transferor and the transferee (not the HSE).
SCHEDULE 10

Change Control

All requests for a variation to the arrangement should be accompanied by a completed and signed copy of the Contract Change Note which is fully automated through the HSE Service Provider Governance (SPG) Online System.
Note 1: 
Where service activity and payment are not determined but are managed by an agreed approval process this should be detailed in schedule 3 and a change control is not required.

Note 2:
Where the services are in the main static but subject to changes as service users exit and enter it is important that the Access, Referrals, Admission and Discharge Policies are agreed with the Provider and include an authorisation process with the HSE (see schedule 3 section 3 d).  
Note 3: 

For consortium members, each individual member is required to SEPARATELY sign. 

A separate sign off sheet needs to be created for each individual Provider to match the consortium set of Schedules. Both the individual Provider and the HSE need to sign for each Provider.

Note 4:  

Where a Provider approved under the Home Support Service Tender 2023 arrangements, is a consortium member, the consortium members are jointly and severally liable to the HSE for the fulfilment of the terms of this Service Arrangement. 
	Any change to the Legal Entity or related particulars of the Provider must be advised to the HSE as per Clause 20 (Voluntary Providers) and Clause 30 (For-Profit Providers).  Please notify the National Office for Older Persons / Procurement on the form provided at https://www.hse.ie/eng/services/list/4/olderpeople/.   This form should be completed and submitted to HomeSupportServices.Procurement@hse.ie



IN WITNESS WHEREOF this Arrangement, including declarations contained in Schedule 5, is executed by the parties as follows:-
Signed by





…………………………………………

for and on behalf of [PROVIDER]:











Name: …………………………………
Date


……………………………………….


Title: …………………………………..
Signed by





…………………………………………

for and on behalf of the 

Health Service Executive:

Name: …………………………………

Date


……………………………………….
Title: …………………………………..

Legislation, Policies, Procedures, Codes of Practice
The web link documents provide a hyperlink to all relevant documentation and have been devised to provide a “generic” listing which is relevant for all funding arrangements and a separate document for Older Persons. It is important that both documents are considered, and relevant Legislation, regulation, standards, policies, procedures and codes of practice are adhered to. 

Please ensure that the Generic and Older Persons Specific list of documents referenced in both Schedule 2 and Schedule 3 is examined thoroughly and relevant legislation, policy etc is complied with. 

Click on web link below to access

https://www.hse.ie/eng/services/publications/non-statutory-sector/policies-procedures-guidelines-codes-of-practice-legislation.html
Policies and Procedures – Specific to Home Support Tender 2023
The following list of policies and procedures in accordance with the Minimum Required Standards should be in place (list not exhaustive):

	· Mission statement outlining ethos of organisation
	· Delivery of the Home Support Care Plan


	· Service user’s Service Guide 


	· Dealing with Challenging Behaviour

	· Confidentiality & Data Protection


	· Medication Management

	· Complaints Process and Management to include review  processes

	· Recruitment Policy to include reference checks, Garda vetting/Police Clearance, minimum qualifications, copies of Employee Contract & Job Descriptions & Specifications

	· 
	· HR Policies to include Grievance and Disciplinary Policies. 

	· Safeguarding Vulnerable Persons at Risk of Abuse 
	· Staff Development and Training

	· Protection of Children 
	· Induction 

	· Financial Abuse
	· Mandatory Training

	· Security of the Home
	· Supervision of Staff

	· Consent
	· Health and Safety

	· Autonomy Guidance (HIQA)
	· Record Keeping

	· Home Environment Risk Assessment
	· Quality Controls

	· Risk Management 
	· Incident Management & Open Disclosure

	· Infection Prevention & Control including COVID 19 related policies & procedures
	· Managing Service User Private Property/Cash Handling 

	· Lone Worker Policy 
	· Manual Handling  and People Handling


Tender Specific Documentation and essential templates mentioned throughout this Service Arrangement are available for download at the following web-link
https://www.hse.ie/eng/services/list/4/olderpeople/ 

All are integral to the requirements in the operation of the Home Support Service Tender 2023 Service Arrangements and include the following:

(a) HSE Home Support Service Tender 2023 Service Specification
1. HSE Home Support Tender 2023 Service Specification – PDF document
2. Template:  Home Support Key Performance Indicators Reporting Template – Self Declaration by Providers Quarterly – Word Document  

3. Template:  Home Support Tender 2023National Carers Competency Assessment – Word Document
4. Template: Complaints Log – Word Document

(b) HSE Home Support Service Standard Operating Procedure Tender 2023 PDF Document  

(c) National Guidelines and Procedures for the Standardised Implementation of the Home Support Service (HSS Guidelines) September 2018
(d) Invitation to Tender 2023
(e) Staff Listing Template - Excel Sheet















1
Home Support Service Tender - August 2023

1

