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1 introduction and audit outcome
East Ayrshire Citizens Advice Bureau is based in Kilmarnock town centre, with a satellite office in Cumnock and an outreach project, which delivers surgeries in the coalfields areas of the south of the local authority area.

The remit of the service is to provide specialist housing advice to citizens of Ayrshire local authority area.  
1.1
Audit Outcome

The on-site quality of advice audit visit took place on Thursday 18 January 2007. 
The separate membership audit carried out for all CABx by Citizens Advice Scotland covers the HomePoint audit elements except for the following Standards: 2.1 (agency remit), 4.4, 4.5, 4.6 (covering casework procedures and systems) 5.3, 5.5 and 5.6 (covering adviser competence, training and development and advice work supervision).

Following the audit visit it was concluded that the housing advice service provided by East Ayrshire CAB meets the requirements of the Scottish National Standards and Good Practice Guidance for Housing Information and Advice Services (the Standards).  
Accreditation will run until January 2009 with interim validation taking place around 18 months after accreditation (June 2008).

1.2
Areas of Law accredited 
	Area of Law/Range of Types
	Applied for
	Accredited to

	1
Housing Benefit, I, II & III
	III
	III

	2
Discrimination in Housing, I, II & III
	I
	I

	3
Disrepair: Private Sector, I, II & III
	I
	I

	4
Disrepair: Public Sector, I, II & III
	I
	I

	5
Harassment & Illegal Eviction, I, II & III
	I
	I

	6
Homelessness: Priority Need, I, II & III
	II
	II

	7
Homelessness: Non-Priority, I, II & III
	II
	II

	8
Mobility & Transfers, I & II
	I
	I

	9
Mortgage Arrears, I, II & III
	III
	III

	10
Housing Options: General, I
	I
	I

	11
Housing Options: Local Authority, I, II & III
	II
	II

	12
Housing Options: Private Rented Sector, I, II & III
	II
	II

	13
Housing Options: Owner Occupation, I
	I
	I

	14
Housing Options: Registered Social Landlords/ Housing Associations, I, II & III
	I
	I

	15
Relationship Breakdown, I, II & III
	II
	II

	16
Rent: Private Sector, I, II & III
	I
	I

	17
Rent Arrears, I, II & III
	III
	III

	18
Repair & Improvement Grants, I, II & III
	I
	I

	19
Security of Tenure, I, II & III
	II
	II


2 AUDIT FINDINGS

2.1
strengths
The auditors were impressed with the degree of support provided to the volunteers in the bureau.  The bureau’s support worker system allows for volunteers to receive instant support from full-time advisers.  All advice given by volunteers is checked via. the daily sheets, with possible knowledge gaps/training needs being identified immediately, as opposed to at some stage down the line as part of a supervision/appraisals cycle.  There is furthermore a good internal communications culture within the bureau, and the staff seemed well motivated and committed.

2.2
Areas for development and recommendations 
The auditors noted that the bureau premises were cramped, with case file storage to be particularly problematic.  It was noted that the bureau has direct access into a suite of rooms that are owned by the Council, the bureau’s landlord, that are lying unused, and that the bureau hopes to be able to secure the use of these rooms, in order to gain more storage space.

Nevertheless, the auditors noted that the bureau was able to retrieve the case papers a randomly selected case number within five minutes of the request being made.  Notwithstanding that the auditors would agree that the bureau needs more space, the case file management and storage systems were found to be compliant with the standards generally.

In relation to the casework system, the auditors noted that the bureau worked to an entirely paper-based system – the exact opposite of the paperless office model - in which no casework details were kept on the computer system, and all case files exist in hard copy only.  All case notes are handwritten.  Auditors sometimes found it hard to make out what had been written, and it was suggested to the manager that some half-way house between the two extremes of ‘paperless’ and entirely paper-based’ case files might help with to relieve the storage problem, as well as making casework review an easier process.          
           Standard 4.4
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