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PRACTICAL ASSISTANCE IN IMPLEMENTING THE SCOTTISH NATIONAL STANDARDS 

USER BRIEFING NOTES

3 – INDEPENDENT REVIEW AND EVALUATION
These notes are designed to help advisers in implementing the National Standards. They have been designed to answer issues frequently raised in feedback and support sessions, and can be used together with the guide Practical Assistance in Implementing the Scottish National Standards. The notes address the experience of both statutory and voluntary sectors.

Support and information on using the National Standards is available from HomePoint at Communities Scotland on telephone 0131 479 5262 or via email at: Homepoint@communitiesscotland.gov.uk
*
*
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Briefing Note 3  

Independent Review and Evaluation
Standard 2.6: ‘All services must be subject to regular independent review and evaluation.’

Why do we have this Standard?

You cannot provide an effective service if you do not make provision to regularly review its remit and boundaries in line with stated aims and objectives. For example, are you sure the service you are providing is still the service that is needed . You should use the information gathered for your community profiling, and from the analysis of all the monitoring data and management information that has been provided over the year including user feedback, to confirm whether any changes are needed.  

Evaluation is necessary to ensure effectiveness, efficiency and relevance and is linked to the future management and planning of the service. Evaluation is carried out to identify how well you provide that service against your stated aims and objectives. 
HomePoint have produced two guides on evaluation – one for providers of front line housing information and advice services and the other for providers of second tier housing information and advice services. 

When do we apply it?

An independently conducted review and evaluation should be commissioned either internally or externally and undertaken at least once every three years. Its main purpose is to consider whether or not the service has met and, how well it has performed and is continuing to perform against, the long-term objectives in the three year plan.   If organisations are seeking to be audited against the National Standards for Housing Information and Advice Services the audit will consider the quality of the service provided but not whether stated objectives have been met over a period of time. Having a  review and evaluation carried out will evidence to the auditors that the service has subjected itself to scrutiny and assessment by an independent body in order to fulfil its long term aims and objectives in the most efficient and effective way. 

How do we apply it?

Independent reviews can be conducted by the organisation’s own umbrella body, local authorities, independent consultants or a number of other bodies.  Sufficient consideration should be given to an appropriate body that can cover the aims and objectives of the review process. Once this has been carried out an evaluation should be done to evidence the relevance, efficiency and effectiveness of the service.
Written conclusions can be demonstrated as evaluation/review reports, best value reviews of the service or evaluations of housing information and advice strategies. They may consider the view of staff and users of the service to inform its findings.  If this is the case, findings might be circulated to staff and users to ensure that a positive approach is maintained to the continuous reflection on purpose and performance of service and how this feeds into the strategic planning and management of the service.

It may be that the appraisal or external audit process will satisfy this requirement but organisations should seek the most appropriate means of achieving regular independent reviews for their organisation. (Case Study Evaluation Report on London Borough of Southwark, Advice Supervision Project)
Reviewing the process

Once you have all the results of the review and evaluation for the service you will need to decide how this influences the strategic planning of the service and the way in which the service is delivered.  Take care you are interpreting results correctly and that you are accountable and clear in reporting your findings. Send out a summary of results to staff and users and invite them for further feedback on the evaluation of those results. You might include these results and recorded progress on the decisions reached in your annual report or post them in a public area.

Summary of key principles

Independent review and evaluation increases your knowledge base, helps monitor service quality, and gives users confidence in your service. It also informs future service planning and direction.  If findings from the review and evaluation- based decisions made on these findings are publicly accessible this builds trust and confidence in the service.
Links to other Standards

Standard 2.1 – All service providers must be clear about the remit of their service and the boundaries of their service

Standard 2.2 – All service providers must develop long-term plans that cover a period of three to five years. 

Standard 2.3 – All services must undertake a regular exercise to determine the profile of their local community and any special needs that may exist.
Standard 2.4 All services must produce an annual service plan that seeks to ensure the best match between the needs of service users and the resources available to provide the service

Standard 2.5 All services must regularly review their work against the aims and objectives for their service and make the results of these reviews available in a publicly accessible format at least once a year.

All the standards of accessibility and customer care (equity, respect, physical accessibility, delivery methods, service hours, information format, confidentiality, rights of complaint) link to this standard.









An assessment was given of the impact of the Supervision Project, the elements of the process were reviewed and the possibility of extending the service was considered.  Various comments and recommendations were made by people involved in the evaluation process and these findings were published in an evaluation report for consideration by Southwark Council.


 





Case Study Evaluation Report on London Borough of Southwark, Advice Supervision Project:





Southwark Council has an advice strategy that is based upon the principle that high quality, free, impartial, independent and appropriate advice should be available to all sectors of the community.  This is delivered by a range of generalist and specialist advice providers and other agencies that provide advice as apart of a wider range of services.





The Supervision project has been running since January 1988 with the aim of supplying organisational and technical support to agencies that provide advice as part of a wider range of services.  A total of seven organisations were participating in the Project at April 1999 and they were supported by two contractor organisations.  





An evaluation of this Project was commissioned in February 1999 and carried out by Michael Bell Associates. The aim of this was to assess the impact of the Supervision Project on the capacity and effectiveness of the organisations involved and to gauge improvements in the quality of the service provided; to review the elements of the process and to assess the feasibility of extending the Project.











