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Introduction 
1.1
NHS workers experience abuse ranging from verbal abuse to serious physical assaults. In 2007/08, statistics showed that there were 55,993 physical assaults involving NHS staff, resulting in 992 criminal sanctions against attackers. Although it is not known what proportion related to attacks on lone workers, it is widely recognised that this group of staff may face significantly increased risks because they do not have the immediate support of colleagues or others, such as security staff, if an incident occurs.  

1.2
Those who work without the immediate support of colleagues may inevitably face higher risks. Throughout this document the term “lone worker” is used to describe a wide variety of staff who work, either regularly or only occasionally, on their own.
1.3
Lone working may be defined as any situation or location in which someone works without a colleague nearby; or when someone is working out of sight or earshot of another colleague. This could be outside of a hospital or similar environment or internally, where staff care for patients or service users on their own. Other descriptions commonly used include community or outreach workers. Lone working may be a constituent part of a person’s usual job or it could occur on an infrequent basis, as and when circumstances dictate. Lone working is not unique to any particular groups of staff, working environment or time of day.
[image: image4.emf]1.4
This guidance aims to provide information necessary to any NHS body that wishes to procure Lone Worker services through this Framework Agreement. 

The relevant procedures and responsibilities are highlighted for ease of reference:
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1.5
Each NHS organisation has an obligation to protect its employees including lone workers. To support this requirement the Department of Health commissioned the NHS Business Services Authority (NHSBSA) to procure a Framework Agreement for Lone Worker Services. 

1.6
The NHSBSA acting on behalf of the Secretary of State for Health has carried out a competition in accordance with EU Directives. The evaluation criteria used in this competition were designed to ensure that the Framework Agreement has been awarded to the supplier submitting the most economically advantageous tender, taking into account attributes including price; quality; capacity and track record.
1.7 
A glossary of the commonly used terms referred to in this document is provided at Appendix 1.

Overview of the Lone Worker Solution

2.1
From contract commencement the range of devices, mobile phone options and a managed service listed will be available to NHS organisations under Lone Worker Services Contracts and will offer an appropriate solution for their staff. The solution will provide a complete end-to-end solution including a device, user training in a primarily face-to-face environment, and subsequently a 24-hour helpdesk to provide support to the staff and NHS bodies.  

2.2
Throughout the life of the contract the supplier will be obliged to review the performance of the existing devices and in order to keep up to date with the latest technological advances complete regular reviews of appropriate devices available in the market in order to ensure that the best solution is provided to the NHS bodies and their staff.
2.3
The Lone Worker Service is provided by the Supplier to NHS bodies to support NHS lone workers. As part of this service Customers are provided with devices with which the User can send an alert to an Alarm Receiving Centre (ARC). The ARC can then notify the NHS body’s escalation points and/or emergency services as required and record incidents in a format that can be used in a court as evidence. Where the lone worker activates a Red Alert and instigates a recording process, there is no requirement placed on them to inform any persons present that they are being recorded. 
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2.4 The Service desk provided by the Supplier to support the lone worker services deals with all enquiries in relation to the service and can be accessed through a non-geographical, non-premium number. 
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2.5 The lone worker service includes the provision of face-to-face and where required web-based training. 
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2.6
The training will include: 
· The rationale for the Department of Health’s objective for the protection of NHS staff together with the User’s responsibilities for their own safety and the use of the Service. Key Services constituents (Devices, ARC, Service Desk, Service Maintenance)
· How to use the Device
· When to use the Device
· Alarm handling process and escalation through to the emergency services
· Dynamic risk assessment process linking the Customer’s lone worker
· Risk Assessment with the Supplier’s Solution.
· Customer responsibilities
· User responsibilities
· Go live process
· Ongoing User support (post-training)
2.7 Only a lone worker can instigate the recording of an incident through activation of a Red Alert on their Device. 
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2.8
The Supplier will provide both the Authority and the Customer with a range of Management Information reports. Further information is available in the Customer Lone Worker Service Contract. 

Devices and Accessories

3.1
The core of the lone worker solution is a selection of devices and/or a managed service that will be provided to NHS staff with a mechanism that can be used to inform the Customer’s escalation points and/or the emergency services at the time of verbal and physical assaults, and also potentially provide evidence for prosecutions. A diagram of the Lone Worker Solution is shown at Appendix 2.
3.2
At the commencement of the Lone Worker Framework Agreement the following devices and solutions will be supplied. It should be noted that for the 30,000 devices part-funded by the NHS, the Identicom i750 has been selected as the most appropriate and will be the only device offered.

	Identicom i750
	Discreet GSM based Device for Users whose primary risk is verbal abuse or physical attack

	Identicom i757
	Discreet GSM based Device for Users whose primary risk is verbal abuse or physical attack, with added benefit of GPS location for Users operating in more rural locations or where Amber Alerts are not always possible

	Identicom i770
	Discreet GSM based Device with ‘man down’ functionality for Users who also have working environment risks (e.g. slips, falls, chemicals, travel in rural locations)

	Identicom i777
	Discreet GSM based Device with ‘man down’ and GPS location for Users with environmental risks and where more accurate location is required

	User/Trust supplied Mobile Phone
	Any mobile phone capable of having speed dials set up on keys 5 & 8. Mobile phones with touch-screens, auto key-locks or flip phone mechanisms are excluded


3.3 The Lone Worker Solution also provides the facility for the pooling/sharing of devices. This allows for a maximum of 10 Users to share a device e.g. in a job share. Further details on the pooling/sharing of devices can be provided by the Supplier Account Manger. (Note: pooling/sharing of devices is not provided for under Centrally Funded Lone Worker Contracts).
3.4 The Lone Worker Solution provides, along with the device, mandatory accessories which are included within the price of the Services.  The Customer also has the option to purchase Optional Device accessories at their own cost. 
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3.5
In addition to the above, the supplier will look to make available, after thorough technical review, other devices in addition to the Identicom range subsequent to the initial roll out.  These devices will meet in all respects the full functionality required by the NHS and will provide NHS organisations with flexibility and choice in their buying options in order to meet the diverse requirements of their staff.

3.6
The supplier will also support: 

· NHS staff provided mobile phone handsets where the mobile technology is of a standard supportable by the Alarm Receiving Centre (ARC) and the recording requirement, and meets specific mandatory requirements.  
· Existing devices in use by NHS organisations which are deemed fit for purpose by the supplier, and therefore suitable for inclusion in this Framework Agreement. Once again there will be mandatory requirements for these devices.
Ownership of Devices
4.1 Where Devices are supplied under this contract they remain the property of the Supplier throughout the term of the contract and shall be returned to the Supplier when no longer required by the Customer for safe disposal by the Supplier. Where a Device is not returned to the Supplier the Customer will be responsible for the arrangements and cost for destruction of the device under the WEEE regulations
4.2 Where a Customer chooses the Managed Service Option for the services (where the Supplier does not provide devices) the devices that are used shall remain the property of whoever has provided such devices.
4.3 Devices are safety equipment and provided to Users by the Customer and Supplier in support of providing a safe working environment as required under Health and Safety legislation. 

[image: image13.png]



What is a Framework Agreement?
5.1 A Framework Agreement is a contractual vehicle that allows purchasers to order goods or services under the terms and conditions specified in that Framework Agreement.
5.2 The Authority has entered into a Framework Agreement with the supplier so that NHS bodies may obtain value for money in their purchasing whilst being assured that their procurement is compliant with UK and EU legislation.
5.3 One benefit of this Framework Agreement is that NHS bodies do not need to carry out any further competition but are able to obtain Lone Worker Services using the ordering procedure in the Framework Agreement.
5.4 Using framework agreements saves time and money for customers and ensures that the terms and conditions of their contract are robust and follow best practice.
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5.5 Relevant information pertaining to the Framework Agreement has been included in these Guidance Notes. 
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How to order Services through the Lone Worker Framework Agreement
6.1 There are two routes to the ordering of Services through the Framework Agreement:
a. Joint Funded – where the Authority, on behalf of the Department of Health, funds the first two years of an agreed set amount of an NHS body’s devices, with the NHS body concerned being required to fund a minimum of a further one year Note: The respective NHS bodies will be advised by the Authority if they have been allocated initial funding. 

A flowchart explaining the Joint Funded Order Route is provided in Appendix 4.
b. NHS body Directly Funded – A flowchart explaining the Directly Funded Order Route is provided in Appendix 5. 
6.2 NHS bodies can place an order for services by following either of the two ordering routes outlined in Item 5.1 above. 
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6.3 The Supplier may accept, reject or request clarification of any Order and will also provide the Authority with a copy of any communications relating to an Order pertaining to NHS body directly funded services.
6.4 For joint funded services, a binding agreement for the provision of the services will be formed on receipt by all parties of the fully signed copy of the Contract (signed by the Authority, the Customer and the Supplier).
6.5 For directly funded services, a binding agreement for the provision of the services will be formed on the Customer’s receipt from the Supplier of the countersigned copy of the Contract.
6.6 The Customer has the option to cancel the contract within 10 days of all parties signing the Lone Worker Services Contract, with no charges being applied. If the Customer wishes to cancel, the Customer should send e-mail notification to the Supplier’s Service Desk at servicedesk@relitech.co.uk. Upon Cancellation, any equipment received by the Customer/User shall be returned to the specified address.
6.7 In the event that a Customer wishes to cancel the Contract after more than 10 Days of all parties signing the Lone Worker Services Contract, then early termination fees would apply.
6.8 Under the terms of the Framework Agreement the Supplier is not entitled to change the terms of the Lone Worker Services Contract and NHS bodies should not request changes to the Contract.   
6.9 For Lone Worker Services Contracts that are part funded by the Authority with the Authority as a signatory, the Authority shall be responsible for payment of services in years 1 and 2 and the Customer shall be liable for all subsequent years.
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Contract Term
7.1 Lone Worker Services Contracts are available over varying durations.
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7.2 Customers receiving central funding will have the option of signing up to a standard term contract of either 3, 4 or 5 years, with the first two years being funded by the Authority and all subsequent years funded by the Customer.
7.3 All other Customers will have the option of either a standard term contract or a short term contract.
7.4 Standard term contracts can run from either 1 year to 5 years. This can then be extended by the Customer on up to two occasions, by a further year, provided that the maximum term does not exceed 5 years. 
7.5 Short Term Contracts can run from 6 – 12 months. However it should be noted that Short Term contracts;
a. Are not capable of extension beyond twelve months.
b. Cannot utilise ‘Temporary Suspension of Devices’ available on a standard term
c. Require payment of the full contracted charge if the contract is terminated early
d. Will be provided with devices from a specific pool of short-term devices i.e. will not necessarily be new
Invoicing
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8.1 Joint Funded – the Authority, on behalf of the Department of Health, funds the first two years of the agreement, with the NHS body concerned being required to fund a minimum of a further one year.
a. For the first two years of the agreement, the Supplier shall invoice the Authority for the Charges at the end of each calendar month. 
b. A summary of this invoice (information note) will also be sent to the Customer at the end of each calendar month. 
c. This summary or ‘Information Note’ issued to the Customer is for information and reference purposes only as the Authority is responsible for payment during this period.
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d. For jointly funded agreements the Authority is responsible for payment of the services in years 1 and 2 of the contract and the Customer is liable for payment for services in all subsequent years. Therefore, from year three onwards the invoicing procedure outlined at 6.2 will apply to the Customer.
e. A flowchart explaining the Invoicing procedure for Jointly Funded agreements in years 1 and 2 is provided below.
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8.2 NHS Body Directly Funded – A Lone Worker Service Contract between the Customer and Supplier.
a. The supplier will issue an invoice directly to the Customer for payment within 30 days of the invoice date.
[image: image22.png]



b. It should be noted that the Supplier will accept payment by BACS. 
c. The Supplier may accept other forms of payment and discount is available for early payment by direct debit. If the Customer chooses this option, the Supplier will issue an invoice directly to the Customer for payment within 5 days of the invoice date.
d. A flowchart explaining the Invoicing procedure for directly funded agreements is provided below.
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The Customer’s (NHS body) Lone Worker Services Contract 
9.1 The Customer (NHS body’s) Lone Worker Services Contract will be based on the terms and conditions of either the Joint Funded or Direct Call off Contracts which have been negotiated by the Authority and form part of the Framework Agreement between the Authority and the Supplier. It will constitute the entire understanding between the Customer (and Authority for joint funded services) and the Supplier relating to the Lone Worker services ordered.
9.2 The Customer is obliged to abide by the terms of the Lone Worker Services Contract. To assist the Customer in this obligation, the Authority strongly recommends that the Customer follows this Guidance. These Guidance Notes will assist the Customer in complying with their obligations. 
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The Authority's Role and Responsibilities
10.1 The Authority has established this Framework Agreement via a fully EU compliant competition.  The Authority's roles in the relationship are those of:
a. The award of the Framework Agreement
b. Overall contract management including:
i. monitoring of service levels and application of service credits (where applicable);
ii. provision of guidance; 
iii. management of the overall solution, including Supplier development reviews, audit and compliance checks and benchmarking; and
iv. the activities identified below.
10.2 To cover the cost of these activities, the Authority levies a management charge on the Supplier.  The charge is currently calculated at 3% of all charges for services invoiced to customers (net of VAT) by the Supplier. This management charge will be included in the charges that are published and invoiced.
10.3 The Authority is responsible for acceptance of Supplier materials and amendments to Supplier materials which are provided for delivery of the Lone Worker services including:
a. Service desk training material;
b. Service desk protocols, process maps and scripts to deal with service desk transactions;
c. Supplier User feedback form;
d. Content of User feedback and User Satisfaction Surveys;
e. All User training materials;
f. Standard Operating Procedures (SOPs), scripts and process maps relating to the ARC;
g. ARC Supplier Personnel training material;
h. Lone Worker publicity and marketing materials.
10.4 The Authority has procured a robust solution for NHS bodies. In order to ensure the provision of consistent revenue across the NHS, the Authority will be responsible for the ongoing control of these elements of the solution and as such NHS bodies will not be able to request changes to the Services or the Lone Worker Services Contract. 
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10.5 The contractual relationship between the Authority, the health body and the Supplier is shown below:
[image: image27.bmp]
10.6 The Authority will require management information relating to the management of the Framework Agreement examples of those requirements are indicated below. 
a. Information surrounding each Complaint made to the Supplier in relation to delivery of the lone worker service.
b. Information on Disputes between Customer and Supplier.
c. Change requests.
d. No faults found information in relation to the Device.
e. Information on damaged Devices.

Publicity 
11.1 There is a requirement for the Authority, Customer and Supplier to promote the delivery of the National Framework Agreement for Lone Worker Services. 
11.2 The Authority and the Supplier will undertake a national publicity campaign when the Framework Agreement is in place. 
11.3 At commencement and throughout the contract period for delivery of Lone Worker services, Customers and the Supplier shall publicise widely to patients, service users, stakeholders and the public, the use of lone worker services by NHS staff. 
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RELIANCE INTERNAL USE ONLY

Client No. User No. (CRM)

LONE WORKER USER PROFILE

Reliance offer a comprehensive 24 hour, 365 days per year monitoring service for every lone worker user registered with us.

NB: Shaded boxes indicate minimum/mandatory information requirement

USER DETAILS

Please complete this form using BLOCK CAPITALS and black ink

Title Mr Mrs Miss Ms Other Surname

First Name Known as/nickname DOB D D M M Y Y

Password 

(no more than 10 characters)

Password Prompt (eg mother's maiden name)

CONTACT DETAILS

Work Mobile No Work email

Yes No Personal Mobile No.

WORK DETAILS

Trust Name

Your Position Department

Normal Working Pattern (state days & hours if possible)

Do you often work outside this pattern? Yes No If yes, please provide further information

Site Based If site based, please provide address Site Contact No.

Name of Direct Manager Manager's Contact No.

PERSONAL INFORMATION

Sex Hair Colour Brunette Other

Ethnic Origin Other

Approx Height Yes No Make/Model

ft & in

or .

metre

Approx Weight Registration Colour

St & lbs

or

kg

Medical Conditions (please state any condition you may have that you think we should know about)

your consent  for Reliance Security Group Limited to obtain your location, solely for the purpose of providing you with emergency assistance in the case of a Red Alert from your device.

Date D D M M Y Y User Signature

Toensurethemosteffectiveandefficientresponsetoalarmsraisedfromloneworkerdeviceswerequireinformationspecifictoindividualusers. Theinformation

provided will be used solely for this purpose.

Every user equipped with a lone worker device must complete one of these forms. If a lone worker device is pooled, each user must complete a form.

Do you have a 

personal mobile?

Bangla-

deshi

Male Female Blonde Black Grey

For security purposes, when contacting the Service Desk we will ask you to 

verify your password.  Please provide a password

For the 

majority of 

time are you

Mobile

Red

White

Black 

African

Black 

Caribbean

Asian 

Chinese

Asian

Asian 

Indian

Asian 

Pakistani

please contact us at the address below or email servicedesk@relitech.co.uk.  Please initial here to confirm you have read and agree to this

Please return the completed form to: Reliance Security Group Limited, 1st Floor, BT Exchange Building, Newgate, Pontefract, West Yorkshire WF8 1NB 

Email: servicedesk@relitech.co.uk     Telephone: 0800 840 7121     Fax: 01977 801 356

Do you use a car 

for work?

Withyourconsent,RelianceSecurityGroupLimitedcanobtainyourapproximatelocationfromthemobilephonenetworkshouldyousignalaRedAlert. Thisinformationcanbevaluableinensuringthebestsupportforyouduringany

incident.  You may remove this consent at any time by contacting the Service Desk on 0800 840 7121 or servicedesk@relitech.co.uk.  Please initial here to indicate

Werecognisethattheinformationyouprovidetousisconfidential,andwewillonlyuseitinaccordancewiththeDataProtectionAct1998. Wewillholdsecurelyanyinformationyouprovidetousinconnectionwithourloneworker

monitoringserviceanduseitsolelyforthepurposeofprovidinganeffectivemonitoringandescalationservice. WewillnottransferyourpersonalinformationtoanypartyoutsidetheRelianceSecurityGroup, excepttotheemergency

serviceswherenecessary toinformthemofaspecificincidentinorder tosafeguardyoursecurity,orwhereotherwiserequiredbylaw. Wewillonlyretainyourpersonalinformationforaslongasyouareregisteredwiththelone

worker monitoring service.  If you have any concerns about how we use your personal information,


11.4 Publicity material will be provided to the Customer by the Supplier at the commencement of a call of contract. 
Customer Responsibilities


12.1 The customer should also ensure that the following people are available and committed to support the Lone Worker Services implementation process:
a. Authorised Customer Representative/LSMS
b. Customer Associate Director
c. Union Representatives (at Customer’s discretion)
d. Department Managers (at Customer’s discretion)
e. Customer Administration Representative

12.2 The Customer should understand the consents which are required from Users before they can use the Lone Worker Services. 
12.3 All Users of Lone Worker Services must complete and sign a User details form included at Appendix 3, which includes consent for the use of active location fixing in the event of a genuine alarm. 
12.4 Users will only be located through their Device and Lone Worker Services when the User indicates the need by the activation of a genuine alarm.
12.5 All Users must successfully complete the Supplier’s Lone Worker training programme before they can utilise the lone worker services.
12.6 A diagram showing a summary of the contractual roles and responsibilities of the Customer, Authority and Supplier can be found at Appendix 7.
Role of the LSMS and Data Protection Issues 
13.1 The information gathered as part of the Lone Worker Services will be subject to the Data Protection Act and the Customer needs to comply with that act. This guidance outlines the procedures which will assist the Customer in complying with the act.

13.2 Recordings are to be retained only for the purpose of taking a criminal, civil or local sanction against an alleged offender.  Once the relevant retention period has expired the recording will be destroyed.
13.3 Recordings of genuine alarms will be retained by the ARC for the Police and the Local Security Management Specialist to access for 12 months. 

13.4 In exceptional circumstances on the request of the LSMS, the Supplier will retain recordings of genuine alarms beyond the 12-month period.
13.5 Where a genuine alarm is activated but closed safely by the User without the 
Police being called the recording of the genuine alarm will be retained by the ARC for the Police and LSMS to access for 12 months. 
13.6 The LSMS must review the recording and take one of the following actions:
13.7 Where a genuine alarm is activated, closed safely and no formal action is to be progressed against the alleged offender but the User considers that the alleged offender's health will be adversely affected by the notification of the existence of a recording, the LSMS must review the recording and agree with an independent senior clinician that notification to the User of the recording is not appropriate for clinical reasons. If the decision is made not to notify then this must be recorded
13.8 Where a False alarm is activated, procedures should be followed by the Supplier’s ARC (Alarm Receiving Centre) to close the alarm with the User’s agreement, such False alarm recordings will be destroyed (including being deleted from the Supplier’s ARC operating software) within 24 hours. 
13.9 Where the ARC Supplier Personnel believe that an incident has taken place even though the User has agreed to close the alarm, the ARC should notify the LSMS who will listen to the recording to ascertain if any further action is required including re-categorising the alarm) before the recording is deleted, for example where the User may have closed the alarm under duress. 
13.10 Access to recordings of incidents must only be made by LSMS through the defined process. The Supplier will provide secure access to a web link for the LSMS to listen to the recording.
13.11 Amber alerts associated with Red alerts will be retained for 12 months, Amber alerts not associated with Red alerts will be retained for the purposes of quality checking and deleted within 3 months.
13.12 Where a request is made to the NHS body for recordings or transcripts of recordings from Users, patients and members of the public, these should be dealt with through the local process. 

Contact Details
If you have any further queries in relation to the Lone Worker Service or would like to find out how to sign up to the framework please contact:

	Dan Thomas

Sales and Marketing Director

Reliance Secure Task Management



	Tel: 0208 391 22 00

Email:  dan.thomas@relitech.co.uk
Web:   www.relianceprotect.com



Customers currently receiving services under the Lone Worker Services Contract should contact the Reliance Account Manager specified in your contract, or alternatively contact the Reliance Service Desk:
Email: servicedesk@relitech.co.uk
Tel: 0800 840 7121
Appendix 1

    
Glossary of Terms
	ARC
	The Alarm Receiving Centre - capable of monitoring Users Red Alerts, Amber Alerts and Status Checks covering every geographical location where NHS lone workers need to operate within England. 

	Authorised Customer Representative
	Customer appointed representative who has the authority to act on the Customer behalf 

	Authority
	The NHS Business Service Authority acting on behalf of the Secretary of State for Health

	BACS
	Bankers' Automated Clearing Services – the electronic transfer of funds between banks

	Contract
	The binding agreement for the provision of Ordered Services entered into by the Supplier and a Customer (and where relevant the Authority) in accordance with the provisions of the Framework Agreement. 

	Customer
	Means a Potential Customer that has entered into a Contract or has made an Order

	Devices
	A lone worker device as specified under the contract

	DPA
	The Data Protection Act 1998

	False Alarm
	Is a Red Alert  signal that is accidentally or unintentionally activated

	Genuine Alarm
	Device activated due to User’s perceived personal safety risk

	Help desk/Service desk
	Is the Suppliers second line technical support team that deal with technical failures or issues with lone worker Devices

	Location Fix
	Means last known good position obtained either by an Amber Alert, location based tracking service or GPS unit

	Lone Worker
	Used to describe a wide variety of staff who work, either regularly or only occasionally, on their own.

	Lone worker services
	The provision of a service whereby Users are provided with a device with which they can activate discreetly when faced with potentially violent or intimidating situations, and signal for help to the ARC. The ARC is able to listen to and record events in a way that is legally admissible in prosecution cases that arise from incidents.

	LSMS
	Local Security Management Specialist

	Service Credit
	Is the credit which shall be payable to the Customer by the Supplier in the event that the Service Levels are not met in respect of Ordered Services

	Service Level
	Is the agreed standard of delivery for the Lone Worker Service at the contracted level

	SOP’s
	Standard operating procedures - the drilled down day to day operational procedures and process maps that describe, in detail, each activity carried out to deliver the Services

	Supplier
	The Supplier of the Lone Worker Services – Reliance Secure Task Management Ltd

	Supplier Personnel
	All employees, agents, consultants and contractors of the Supplier and/or of any Sub-contractor

	User Information Form
	Means the form issued to all Users to capture User, contact and work details, and personal information. In addition, signed agreement of the User’s consent for the Supplier to obtain an approximate location fix in the event of a Genuine Red Alert, and the consent for the Supplier to hold the information contained on the form in accordance with the Data Protection Act 1998

	Users
	The individual user to which a Device is issued

	VAT
	Value Added Tax

	WEEE
	Waste Electrical and Electronic Equipment Regulations 2006 – disposal of devices
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Appendix 6: 


Contractual Roles and Responsibilities









NHS Body either (1) requests meeting with Supplier’s Account Manager; or (2) the NHS Body will access/download Lone Worker Solution overview (rates/Service Levels etc) from web-site; or be provided with information by e-mail on application








Meeting arranged with NHS Body; or NHS Body is provided with access to Lone Worker Solution Overview Lone Worker Services Contract, completion instructions and rates.





NHS Body completes Lone Worker Lone Worker Service Contract defining contract length, number of Users/subscriptions required – completing all mandatory fields on Lone Worker Order form & schedules, attaching NHS Body’s official Order (with both forms being approved/authorised in accordance with NHS Body’s standing financial instructions).





Supplier reviews Lone Worker Services Contract and liaises with NHS Body’s authorised representative(s) to arrange training and finalise arrangements





Supplier signs Lone Worker Services Contract; retaining one copy & sending second copy back to NHS Body as Confirmation of Order.





Signed Lone Worker Services Contract retained by Supplier for records





Signed Lone Worker Services Contract retained by NHS Body for records





NHSBSA (SMS) reviews and signs copies of Lone Worker Services Contract, retaining one copy for records and forwarding other (2) copies to NHS Body and Supplier





NHS Body Reviews and signs (3) copies of Lone Worker Services Contract and forwards to NHSBSA for final signature.





Three copies of Lone Worker Services Contract produced for NHS Body. Signed by the Supplier (quoting NHSBSA unique contract reference and NHS Body’s order/contract reference –Note: These references will be used for payment control)





Supplier arranges meeting(s) with NHS Body authorised representatives





NHS body/Supplier finalise all arrangements and agree final version of (joint funded) Lone Worker Services Contract 














Supplier populates draft Lone Worker Services Contract (from initial proforma forwarded by NHSBSA)











NHSBSA formally advises NHS Body and Supplier that NHS Body has been allocated: £x (2 year funding) for ‘x’ no. of devices and that this funding is subject to 3rd year funding by NHS Body








ORDER PROCESS: JOINT FUNDED (NHSBSA/NHS BODIES) LONE WORKER SERVICES (FUNDING: NHSBSA: YEARS 1& 2 - NHS BODY: YEAR 3 ONWARD)


























NOTE: If NHS Body wants to order further Devices (funded directly by them) then a separate Lone Worker Service Contract will have to be created (See Order Process in Appendix 5)





Signed Contract (1 copy)





Signed Contract (1 copy)





Supplier Advised





Meeting(s) Arranged





NHS Body Advised





SUPPLIER





NHS BSA








Payment of charges for services under the Lone Worker Services from year 1 onwards (and year 3 onwards for centrally funded subscriptions)





Shall provide the customer with a written progress report at intervals 





Shall invoice customers (and the Authority) for charges at the end of each calendar month 





Authority must invoice the Supplier each month for the 3% management fee





Provide the Authority and Customer with detailed Management information reports





The supplier must pay a 3% management fee to the Authority 





The supplier is obliged to assist the customer in meeting any requests for information in relation to the Lone Worker Services





All correct invoices shall be payable by the Authority within 30 days of the date off issue by BACS.





Responsible for acceptance of and amendments to supplier materials, such as training/publicity materials





Can terminate the contract at any time by giving written notice to the supplier. (Termination charges may be payable)





All correct invoices shall be payable by the customer within 30 days of the invoice date. (Unless centrally funded)
































�





�





�





Shall not request changes to the Lone Worker Services Contract and can only request changes to the services via the Authority.








The supplier is not entitled to change the terms of the Lone Worker Services Contract





Has the option to cancel the contract within 10 days of all parties signing the call off





Shall provide devices that are free from defects during normal use





Invoicing Procedure – Centrally Funded (Years 1 and 2)





Training





The supplier shall deliver a training programme to all Users defined by the Customer





Customers must not use devices until users have received and passed their training





Undertake a national publicity campaign to promote and publicise the service





Shall repair/replace any lost/damaged/ faulty devices at no charge to the customer


















































































































































































































































































































































































































































































































































































































































A tripartite agreement exists between all three parties for all Lone Worker Services Contracts relating to centrally funded devices





Authority





Supplier





Individual contract under the framework containing details of the service, using terms agreed in the framework





Trust





Lone Worker Service Contract





Sets out the terms and conditions under which Customer Lone Worker Services Contracts can be made





Framework Agreement





Contractual Relationship


































































































































































































































































































































































































































































































Information note sent to the Customer for information and review





The Authority checks a % of the invoices received with the Customer to ensure that invoices are appropriate for payment.





Invoices are payable by the Authority to the Supplier within 30 days of the date of issue of the invoice








Payment made to the Supplier via BACS








Customer reviews the information note to assess that the charges detailed are payable and contacts the Authority if any of the information is incorrect (within 15 days of the date of issue of the invoice)





Note: For Centrally Funded Devices this invoicing procedure will apply from month 25. 





Payment made to the Supplier via BACS








Invoices are payable by the Customer to the Supplier within 30 days of the date of issue of the invoice








Customer reviews the invoice to assess that the charges detailed are payable and contacts the Supplier if any of the information is incorrect.





Customer receives an invoice with details of the payment due for the service period and any service credits applicable (if any)








Supplier submits the Invoice directly to the invoice address








Supplier raises an Invoice for payment at the end of each calendar month





Customer/Supplier completes Lone Worker Services Contract (see order process) for (x) devices, specifying their invoice address in the Contract. Charges commence once Users receive their device and have passed their training.








Invoicing Procedure – NHS Body Directly Funded/Centrally Funded Year 3 onwards








�





Guidance on what the process should include is will be provided by the NHS Security Management Service to the LSMS through their Security Manual.








�





	However, they do not contain full details of the terms of the Customer’s Contract and the Customer should ensure that they have read, fully understood and are willing and able to comply with the terms of their Contract before entering into it.





�





Where a requirement for change is identified that might improve the overall Lone Worker Service provision the request can be made in writing and directed to the Authorities Lone Worker Service Contract manager for consideration at  � HYPERLINK "mailto:loneworkerprotection@cfsms.nhs.uk" ��loneworkerprotection@cfsms.gsi.gov.uk�





�





	9.3   Some elements of the Contract to be aware of include:


9.3.1	Both the Customer and the Supplier are obliged to duly observe all the Customer’s obligations under the Data Protection Requirements which arise in connection with the Lone Worker Services Contract;


9.3.2	Under the Lone Worker Services Contract, both the Customer and the Supplier are asked to take all necessary precautions to ensure that all confidential information is treated as confidential and not disclosed or used other than for the purposes of the Contract by the Customer’s employees, servants, agents or sub-contractors;


9.3.3	The Customer is entitled to pay the Supplier for services ordered by BACS.  The Supplier may also accept other forms of payment and there is a discount for early payment by direct debit;


9.3.4	Under the Lone Worker Services Contract, the Supplier is obliged to assist the Customer in meeting any requests for information in relation to the Contract. The Supplier commits that they shall use all reasonable endeavours to ensure that their sub-contractors also assist the Customer in meeting any requests for information relating to the Contract.


9.3.5	For the purposes of the Lone Worker Services Contract, the Customer may disclose confidential information to any other health service body or contracting authority, provided that the Customer has:


9.3.5.1	Required beforehand that such information is treated as confidential by such bodies and their staff, and;


9.3.5.2	Requested that staff enter into a confidentiality agreement with the Supplier where appropriate.








�





	The invoices should be reviewed, and any discrepancies should be referred to the Supplier for resolution.





�





	The Customer is however obliged to review these information notes on a monthly basis, and report any discrepancies to the Authority. This should be done within 15 days of the invoice date.





�





There are two separate invoicing procedures available under the framework agreement, depending on the type of funding (Jointly Funded or NHS body directly funded)





�





When a genuine alarm is activated by a lone worker and the ARC contact the relevant police service to attend the incident, offenders and witnesses will be made aware of the recording through the process of evidence gathering, witness statements and interviewing process.  








�





Recordings are stored securely and are then used as required for the purposes of criminal, civil or local sanctions against alleged offenders. The police or the Local Security Management Specialist (LSMS) can access the recordings for these purposes, using agreed standard procedures.





�





This training must be completed successfully before a lone worker can access the services.





�





	The NHS bodies using this service should ensure that this number is not blocked on their telephone systems so as to ensure lone workers have access to adequate ongoing information and support.





The Customer shall ensure that their local lone worker policy is in place and compliant with guidance issued by the Authority and relevant Health and Safety legislation.


� HYPERLINK "http://www.nhsbsa.nhs.uk/SecurityManagement/2460.aspx" ��www.nhsbsa.nhs.uk/SecurityManagement/2460.aspx� 	


 








Details of the publicity material can be found at  


� HYPERLINK "http://www.nhsbsa.nhs.uk/SecurityManagement/2460.aspx" ��www.nhsbsa.nhs.uk/SecurityManagement/2460.aspx� 	











�





Lone Workers must complete a User Form and provide their details to the supplier to be able to use the service.  A user form can be found at Appendix 3. Procedure to follow








a.	Send a letter of sanction (e.g. warning letter) to the offender which includes notification that a recording of the incident exists and how requests to obtain the recording can be made;


b.	Refer the incident to the police for action and inform them that a recording exists;


c.	Contact the NHS Security Management Service’s Legal Protection Unit to progress a private prosecution or civil action and inform them that a recording exists; or


d.	Where no sanction is to be progressed at that time a letter shall be sent to the offender informing them of the existence of a recording and how requests to obtain the recording can be made








�





	The Customer has a Legal responsibility to comply with the provisions of the Data Protection Act.





�





The LSMS must review the recording and, in liaison with the Police, take all reasonable steps to notify an alleged offender that a recording of the incident exists and how a transcript of the recording can be obtained on request.








�





�





	The Customer will support the Authority and Suppliers marketing and publicity strategy and ensure that NHS facilities to which the public access contain information on the use of lone worker services in that NHS body.





�





�





Procedures to be followed








Further Information Available








Customer and User Responsibility








The order form and call off contracts pertaining to (1) the Joint Funded devices; and (2) NHS body directly funded services are included at  � HYPERLINK "http://www.nhsbsa.nhs.uk/SecurityManagement/2460.aspx" ��www.nhsbsa.nhs.uk/SecurityManagement/2460.aspx� 	











Information about the NHS Lone Worker Service can be found at:  � HYPERLINK "http://www.nhsbsa.nhs.uk/SecurityManagement/2460.aspx" ��www.nhsbsa.nhs.uk/SecurityManagement/2460.aspx�		
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	All due care shall be taken by Users to maintain the Device in good working order.





NHS BODY





	It should be noted that optimum pricing is achieved when Customers enter contracts over a longer term.





�





	The Authority shall not be liable for any other costs that arise in years 1 and 2 as a result of Customer requests or actions including:


Optional Device Accessories


Non Service related mobile calls


Cancellation charges


Additional termination assistance charges


Additional pooled/shared user costs


These items shall be payable by the Customer directly, where due.





� INCLUDEPICTURE "http://ppa_int/publish/corporate_/nhsbsaidentity_/nhsbsalogos2008_/securitymanagem-1/securitymanagem.jpg" \* MERGEFORMATINET ���





Supplier





NHS Body





Discussion (if required)





 ORDER PROCESS: NHS BODY DIRECTLY FUNDED ORDERS FOR LONE WORKER SERVICES (NO NHSBSA FUNDING)








Notes:


1.	A separate Lone Worker Services Contract will be created for additional subscription(s) the NHS Body wishes to place.


2.	The NHS Body (in consultation with the Supplier (if required)) will be responsible for managing/overseeing the total number of subscriptions and the respective terms/rate being applied for their organisation – ensuring that the most cost effective solution is being employed.


3.	The Lone Worker Services Contract Terms & Conditions will apply to all Orders (NHS Body’s Terms & Conditions will not apply).








Implementation commences in accordance with agreed plan





Lone Worker Services Contract (signed by both parties) returned to NHS Body, including schedule confirming key dates, training arrangements etc.





The Framework Agreement has been created primarily for the benefit of NHS Bodies, but due to the process applied by the NHSBSA, the framework can also be accessed by local authorities, other Government Departments or non-departmental public bodies. 





This means that the Terms and Conditions of contract negotiated with the NHS, including prices, service levels and quality standards are available to public bodies to access directly, without the need to undertake their own EU procurement to secure these services.





It is important that the legal consequences and specific obligations in this Agreement are clearly understood. Non NHS bodies who are looking to make use of the framework agreement may wish to obtain independent legal advice before signature.








Copy 2





Copy 1





Invoice sent to the Authority with details of the payment due for the service period and any service credits applicable (if any)








Supplier submits two simultaneous copies of the Invoice








Supplier raises an Invoice for payment at the end of each calendar month





�





The Customer must ensure that all users of its services and NHS patients are notified through mail shots and appointment letters of the use of the lone worker services in their area. This notification should include the following statement;


"[ABC Trust] has a responsibility to protect its staff from incidents of violence, threatening behaviour and verbal abuse. Our staff can now use devices to monitor and record incidents where they feel their safety is threatened. Evidence, including audio recordings, obtained through these devices may be used in criminal and civil proceedings and/or to take local sanctions against alleged offenders. [ABC Trust] is responsible for the use of the devices and any recordings. [ABC Service Provider] manages this service on behalf of [ABC Trust]. For more information call [XYZ]. [ABC Trust] will continue to take any necessary steps to safeguard patient confidentiality." 











�





For a list of mandatory/optional accessories please refer to the Supplier Catalogue








Shall report any device that is lost/ stolen/ damaged/faulty, promptly to the supplier





Shall provide publicity information to the customer 





Promote and publicise the use of Lone Worker Services by NHS staff at commencement and throughout service








Authorisation and negotiation of any changes to the Lone Worker Service





Payment of centrally funded subscriptions (years 1 and 2)





All due care shall be taken by users to maintain the devices in good working order





Review of Management Information





Shall ensure that any system on which the supplier holds any customer data, including back-up data, is secure





Auditing and compliance checks





Supplier development reviews





Monitoring service levels and application of service credits





Provision of Lone Worker Guidance to NHS 





Treat all confidential information as confidential, ensuring it is not disclosed, and it is used only for the purposes of the Lone Worker Services





Observe all obligations under the DPA which arise in connection with the contract.





Customer/Authority completes Lone Worker Services Contract (see order process) for (x) centrally funded devices, specifying their invoice address in the Contract. Charges commence once Users receive their device and have passed their training.








Overall responsibility for management of the framework and the overall solution





Provision of services in accordance with the provisions of the Framework Agreement





Must ensure that the Lone Worker policy is in place and that they are compliant with guidance issued by the Authority





Provision of Management Information





Can place Lone Worker Services Contracts under the Framework Agreement 








Supplier





Authority





NHS Body/Customer





Termination and Cancellation





Invoicing and Payment





Changes to service and reporting





Devices





Marketing 


and publicity





Data Protection





General Obligations
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