Scottish National Standards for Information and Advice – Summary Accreditation Report

Moray Citizens Advice Bureau 
Michael Bell Associates

September 2007

1 introduction and audit outcome
Moray Citizens Advice Bureau is based in Elgin town centre.  At the date of the audit, the bureau had a full-time manager and deputy manager, plus part-time administrative support.  There was also a salaried training/outreach worker (funded through Big Lottery funding) and a Macmillan Project worker (part of a project funded by the Macmillan Cancer Support charity in Aberdeen, Aberdeenshire and Moray to provide holistic advice and information to persons affected by cancer.  This project was not considered as part of the audit.)
At the date of the audit, the bureau had 18 advice volunteers with a further 6 in training.  There were also six volunteers to assist with the bureau administration (by, for example, helping with the reception function).
The bureau provides outreach services in Buckie (in the library, every fortnight), RAF Kinloss (in the chaplaincy office, every fortnight), Lhanbryde (in the village hall, every Monday) and Lossiemouth (in the Community Centre, every Tuesday).

1.1
Audit Outcome

The on-site audit visit took place on 14 August 2007. It was undertaken by Douglas Bain, lead auditor and John Mulholland, support auditor.

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 Moray Citizens Advice Bureau meets the requirements of the Scottish National Standards and Good Practice Guidance for Housing Information and Advice Services (the Standards).

Accreditation will run until August 2010 with interim validation taking place 18 months after the initial award of accreditation (February 2009).
1.2
Areas of Law accredited
	Areas of Law/Range of Types
	Type applied for (I, II or III)
	Type accredited to (I, II or III)

	2.1
Rent Arrears
	II
	II

	2.2
Mortgages/Secured Loans 
	II
	II

	2.3
Housing Benefit and Council Tax Benefit
	III
	II

	2.4
Disrepair in Rented Housing
	I
	I

	2.5
Housing Options
	III
	II

	2.6
Discrimination in Housing
	I
	I

	2.7
Eviction
	II
	II

	2.8
Anti-Social Behaviour
	II
	II

	2.9
Harassment and Illegal Eviction (including Race Discrimination)
	II
	II

	2.10
Homelessness
	III
	II

	2.11
Relationship Breakdown
	II
	II

	2.12
Rent: Private Sector
	I
	I

	2.13
Security of Tenure
	III
	II

	2.14
Statutory Tenancy Rights
	III
	II

	2.15
Repair and Improvement Grants
	I
	I


2 AUDIT OUTLINE

2.1
strengths
Bureau opening hours

The auditors were impressed with the extensive access arrangements offered by the bureau.  The bureau office is open to the public six days a week, with 23 hours ‘drop-in’/telephone availability and a further 6 hours ‘telephone only’ availability.  The bureau operates four outreach surgeries.  During the four-month period 01/04/2007 to 31/07/2007 the bureau dealt with 2696 ‘issues’ raised by 1170 individual client contacts.  Two hundred and seventy five of these issues (just over 10% of the total) were in the field of housing.
3.2
Areas for development and recommendations
This section highlights the areas for development identified by the quality of advice auditors. 

a)
Case recording
A number of casework recording issues were noted.  Firstly (1) it was considered that casework outcomes were not adequately recorded.  Secondly (2), the levels of casework documentation were overly variable.  Thirdly (3) the system currently in operation does not easily allow for all of the case papers relating to a particular service user to be co-located.  Fourthly (4) the case management system does not allow for time spent on individual cases to be logged.  This is a Type II and III requirement.
Recommendation: In respect of (3) and (4) above, the auditors note that these issues may be common to most CABx, having their roots in the system used, and that the matter may be in hand within CAS.  No recommendations are therefore made for these two issues.  In respect of (1) above, the auditors recommend that the bureau should develop a system for logging outcomes and ensuring that the requirements at Standard 4.5 key indicator 4 are met.  In respect of (2) above, auditors recommend that the bureau should review its casework procedure.  In both cases it is noted that staff training may be necessary.  No timescale is attached to these recommendations, not is the award of accreditation being made dependent upon their being implemented.  The auditors would however caution that these matters may be returned to in any future audit.
(Standard: 4.4, 4.5)
b) Staff training
The auditors saw no evidence of staff training development plans, or of spreadsheets or other documents showing the training delivered to individual advisers each year. The recording of training is an important indicator in terms of organisational and individual development, see comments in (d) below.
Recommendation: The necessary systems and documentation should be developed and put in place.
(Standard: 5.3)
c) Case checking
Auditors found that whilst the ‘day sheets’ were all subject to review on a daily basis, and there was a procedure for checking all correspondence going out from the bureau. There was no evidence to be found in the case files inspected that case checking was being undertaken in terms of Standard 4.6.  Auditors are of the view that this issue has been allowed to slip within the bureau as a result of pressure of work and demands upon the time of the manager/full-time advice staff.
Recommendation:   Periodic case checking should be reinstated as per Standard 4.6.  A template should be devised for the logging and evidencing of case-checking activity


(Standard: 4.6)
d) Team meetings

It was noted by the auditors that the Bureau has quarterly ‘all staff’ meetings.  Staff meetings, and internal communications generally, tangentially link in with the Standards on competence at 4.6 and 5.3.  Auditors would question whether a quarterly meeting is adequate.  It is however accepted that, as is commonly the case with CABx, there is a high level of direct person to person communications in the bureau, and that the full-time staff are readily available for advice and support. Auditors commented on the role which team meetings can play in terms of staff training and development.
Recommendation: That the bureau should review the frequency of its staff meetings The Standards on internal communications fall outwith the list of standards considered in CAB ‘national standards’ audits, although, as noted, the training issue is relevant.  This recommendation is advisory only.
(Standard:  5.3)
3 POINTS for future audit
The agency is currently working to Type III level in a number of areas of law but auditors were of the view that this was only possible due to the efforts of a small core of full-time workers who appeared to be going outwith the boundaries of sustainable caseload management.  Their efforts to meet what might otherwise be an unmet need for advice at Type III in the Moray area demonstrated a laudable commitment to providing a service to local people – something also reflected in the opening hours and outreach arrangements for the bureau. 
However, auditors were of the view that the cost of this extra effort was reflected in the issues identified as areas for development in Section 3 above.  
For the agency to work safely and sustainably to Type III across a range of areas of law it should increase its full-time staff establishment, failing which it might need to consider cutting back on customer access hours or the level of service offered to customers.

[image: image1.wmf]

EMBED Unknown \s[image: image2.wmf]

EMBED Unknown \s[image: image3.wmf] 
Michael Bell Associates   Research & Consultancy
Edinburgh Office: 26 (2F) Forth Street, Edinburgh EH1 3LH. Tel: 0131 477 8637
London Office: 11-12 Copper Row, Tower Bridge Piazza, London SE1 2LH. Tel: 020 7407 4010
www.mba4consultancy.co.uk 

[image: image1.wmf][image: image2.wmf][image: image3.wmf]_1032684514.bin

_1032684515.bin

_1032684511.bin

