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INTRODUCTION
Are you considering implementing the Scottish National Standards for Information and Advice Services?  If so, this publication will tell you how to prepare, where to get support, how to apply the Standards to your own level of service, and what training is available to your organisation.  It aims to provide you with a complete picture of what applying the Standards will mean to your organisations, and how to go about it in the simplest way.  It will also give you a picture of how the Standards link logically to each other in ways that can help you at implementation.  The publication has been developed from the experience of agencies, from both the statutory and voluntary sectors who have worked towards implementing the National Standards within their organisations. 

At the start, the process may seem onerous and cumbersome but in fact, the standards really only ask the organisation to look at some basic questions:
1. Do you have a clear idea of the remit and boundaries of your information and advice service (i.e. to what level are you involved, e.g. just basic advice and information or do you take on casework, diagnostic interviews and laying out options for people), who you give advice to (e.g. specific client groups) and why you have identified a need for that provision of service (e.g. link to records of users, gaps in provision etc.)

2. Have you got support mechanisms in place for staff to undertake training and development and to refresh their skills and knowledge through available resources and literature.  Are there clear delineated areas of responsibilities amongst the staff for whom to refer to?

3. What referral arrangements, protocols and agreements are in place with other service providers and what knowledge exists of the housing and/or money and welfare benefit related information and advice provision of other providers so that judgements can be made about who staff should signpost clients to when you do not have the resources or knowledge to deal with an enquiry?

4. Are there established user feedback techniques and do these feed into the planning of the service provided?

5. How is recording of service-wide activity measured and does the organisation review its remit taking this into account or is there any sort of review and evaluation process in place for the service itself, the advice and information given by staff, methods of delivery and access to the service by disabled people or those users whose first language is not English depending on their perceived and actual users.

Once you have answered all of these questions and then pick up the Standards manual for the first time, you will see how you can evidence that these measures are in place.
If you are currently developing or using a Housing Options Guide, the pack also maps the close links between the Guide and the Standards. Some of this development work will be directly linked to the implementation of the Standards. This will help to avoid duplicating efforts.

The housing specific competences within the Standards are supported by a Training Programme designed to recognise and improve knowledge of housing law for advisers.  This pack describes the training and its aims, scope and format, together with pre- and post-training requirements and the support available to motivate and encourage trainees through their assessment process.

Training for the other competences are provided by, amongst others, MATRICS, Child Poverty Action, Group (CPAG) and the Legal Services Agency (LSA).  For information on MATRICS’ Code of Practice, visit
http://www.moneyadvicescotland.org.uk/downloads/MATRICS_Code_of_Practice.pdf
Finally, you will find templates at the end of the pack to assist you in defining the remit of your service and your training needs as you prepare to take on the Standards.


SUPPORT TO ORGANISATIONS TO IMPLEMENT THE SCOTTISH NATIONAL STANDARDS FOR INFORMATION AND ADVICE PROVIDERS 
HomePoint is the unit within Communities Scotland that works with organisations to improve the quality and accessibility of  information and advice across Scotland. One of the ways we do this is through the promotion of The Scottish National Standards for Information and Advice Providers.

As a service that has decided to implement the Standards you may be wondering what support is available and how to access it. HomePoint plays a key role in this, and this note is intended to tell you how to use our services to help you in the most productive way. 

HomePoint Support

There is a team that can provide support to your organisation:  In the first instance contact:
· Judi Reid (0131 479 5305)
If you are aiming to implement the National Standards in your service, HomePoint can provide:

· Assistance in interpreting the Standards

· Advice in planning implementation for your service

· Input to briefings or seminars you may plan for your service on the Standards

· A seminar programme that brings together services involved in implementation

· Materials that support implementation

· Support for networking between services to ensure learning from and sharing of best practice

· Publications to assist you

· A route in to the Standards Training Programme for Housing Advisers for members of your team

Direct support to services

The sort of support that is appropriate will vary from service to service. However a typical programme of support may be something like this:

· Initial contact should be made with HomePoint. At that point we can check our database to see whether there is anyone else in your organisation that has been in touch with us already, or who is working on other related projects, for example the development of an information and advice strategy in your area, or the development of a Housing Options Guide. If you do not already have a copy of the National Standards Manual, we can send it to you. The manual includes Good Practice Guidance to help you think of ways that your service might approach implementation and a self-assessment checklist to allow you to plan the process.

· Where to start? - We can have an initial discussion with you about what you are aiming to do and we will normally suggest arranging a time for a meeting to talk through where you should start from. This is to allow you to talk through any issues/problems you might foresee in the process, and to hear from us about lessons learnt from other services. We will also help you to look at how you can best use the Standards Manual and the checklist, as well as other resources designed to support the implementation process.

· Ongoing help and advice - You can use us in an ongoing way for help and advice on specific issues. We work with a whole range of services that are actively implementing the Standards. We are therefore aware of different ways of interpreting the Standards in different settings. That is not to say we will always have the solution for you but we should be able to point you in the right direction.

· Training - We can link you in to the Standards Training Programme for Housing Advisers. The programme is accessible to services that are actively implementing the National Standards. Please see the enclosed information about the pre-training requirements. The training has been developed as a support to implementation, particularly related to the requirements around the competence of advisers. 

· Information about accreditation – we can help you through to the point at which you would seek accreditation to confirm your service’s achievement in implementing the Standards. We can also help if your audit finds that some areas require further work to achieve accreditation.

Resources to support implementation

The support that we provide to organisations implementing the National Standards has helped us to see the types of resources that are needed. This has resulted in the following set of resources being developed. Enclosed with this pack are:

· Template for work-planning - This pack provides you with a guide to the planning of implementation, including identification of the other people who will have key roles in making it happen. This will be one of the papers that we can talk you through at an initial meeting.

· Templates for definition of service remit, staffing and areas of advice covered - These templates are to assist you to clarify the remit of the advice and information service that your organisation provides. We have found that this provides the strongest starting point for implementation, and avoids a lot of abortive work later. We will be able to assist you to complete them in the most effective way.

· Links between the Standards - It became clear to us through our support to services that the Standards are not something you start at the beginning and implement one at a time, but that there are direct links between the sort of action that is needed across different sections of the Standards. This publication is designed to help you to identify these links.

· The Standards Training Programme - The programme was developed to support services that are implementing the National Standards. The training is web or CD-ROM based, with support and assessment of the modules provided by Shelter Scotland. The programme can be tailored to the needs of your particular service, and will be directly linked to the remit of the service that you define. This publication gives you more information about access to the programme. 
· Links between Implementing the Standards and work to develop Housing Options Guides - The HomePoint website is the access point for information on the range of housing options available in Scotland. The HomePoint Guide to Housing Options in Scotland gives details about provision such as housing from Local Authorities and Housing Associations and provision for special needs groups. These guides form an invaluable source of information about housing in defined areas, and are therefore linked to the work that implementing the National Standards also involves.

In addition to these resources, HomePoint produces a series of publications including a quarterly newsletter. You should make sure that you are on our mailing list. Our website which can be accessed on www.homepoint.communitiesscotland.gov.uk
hosts the Housing Options Guide for Scotland, including the guides that have been completed by local authorities for their areas. There are hyperlinks to appropriate external websites and to local versions of the guide. This site also offers basic housing text in a range of languages including Punjab, Urdu, Cantonese, Arabic, French, Farsi and Kurdish (Sorani), Polish and Gaelic. A list of our publications can be found here along with a news section that will give you details of any forthcoming events, such as seminars that we are hosting.



GUIDE TO WORK PLANNING 
Co-ordinator’s Workplan

There are three key elements to workplanning:

· what have you to complete

· when is it to be completed and 

· who is to be involved 

As co-ordinator you should be clear that you are responsible for getting the organisation to a position of confidence that they are providing a service to the quality measured by the National Standards. The people involved will vary from organisation to organisation. You should also apply the key elements to each stage of the process. Timing is the key. If you do not set dates, things will inevitably slip. Even with dates set there may well be slippage but there is an incentive to get back on track.  

Stage 1

Identify service element to implement the Standards

You must decide 

What is the remit for your organisation’s information and advice service? (See Standard 2.1)

Are the Standards going to be implemented across the whole organisation at once or initially piloted in one or two teams? Most Local Authorities, for example, start by implementing the Standards in a section that has a specific advice responsibility.

Which Type of service is appropriate for your organisation to provide?  Is it Type I, II or III? (See Annex 1 and use the competences section in the Standards manual to help you decide.) 

This will require personal input and informed opinion from the co-ordinator but will also involve discussion with appropriate personnel from any part of the organisation which is going to be in the pilot so:

	TASK

· Identify the appropriate people.

· Set up meetings with them to agree a way forward.

· The output from the meetings could be a paper with proposals for future action and involvement. 

· Circulate this to senior staff or committee for information and / or approval.




It is worth making a presentation of your paper. Often the personal touch and delivery is the crucial difference which can help to confirm agreement of senior staff or committee. Think carefully of who within the organisation will benefit from the proof of improved standards. HomePoint are happy to present the national context if you think this will help. If you are going to do this make time to:

	TASK

· Prepare presentation.

· Set up the meeting and give your presentation of proposals.




Stage 2

When your proposals have been accepted, and you have got the go ahead, then you need to get the self-assessment checklist completed for all the teams or departments that are implementing the Standards.  It is important to encourage joint working at this stage as people have different experience and knowledge.  The completed checklist  will help you identify any gaps or weaknesses in your current service that now need to be addressed, so:

	TASK

· Identify all key areas for action.

· Prepare a timetable and key stage meeting dates. The key stages will vary from organisation to organisation but should be fairly obvious. They could be timed to coincide with reports to committee, for example, or they could be key stages in meeting elements of the standards.

· Agree a time recording system so that everyone can be clear about how much time they need to devote to this, and remember to include thinking and planning time. 

· This will also help you to be realistic in your expectations of others. 




The next steps are: 

	TASK

· Prioritise key areas for action.

· Confirm individuals responsible for each area of activity.

· Set out an outline workplan with dates for each individual involved.  Make sure they understand what you want them to do and get them to fully develop their workplan.

· Set up a meeting for everyone involved, share workplans to avoid duplication of effort.   Agree the workplan for each person concerned.

· Co-ordinate workplans to fit with key stage meetings.




Stage 3

Compile all workplans into an overall project management plan, and check the timescales are reasonable.

	TASK

· Keep in touch with your HomePoint contact, attend seminars, use HomePoint , tell them what you need.  Help is available. 

· Ask for a demonstration of the training material from HomePoint.

· Check when you will be ready to apply for training.  Check the details of the pre training requirements (see page 24). Use the results to assemble your outline training needs assessment.  

· Keep in touch with other organisations that are implementing the Standards. If something seems to be working elsewhere, pinch the idea.




Stage 4

Start thinking about how you will know that the Standards have been fully implemented. Speak to your HomePoint contact about applying for an audit for accreditation. 

	TASK

· Set a timescale for completion of all outstanding items.

· Set a date for the audit.




Stage 5 


Completion! You are an accredited provider of information and advice services, Users of your service have the best quality of service available within the remit of your organisation type and available resources. 

	TASK

· Prepare another presentation.

· Deliver it to as many senior staff or committees as possible.

· Demonstrate the value of the exercise and get everyone keen to be the next team to carry on the process.

· Take all the credit that is going!





LINKS BETWEEN STANDARDS
	When you are completing the checklist you should be aware that each standard has a link with at least one other standard. Here is a list of the links identified by HomePoint, to help with planning for implementation.




General Management Standards
1.1
All service providers must have clear management structures that identify the roles and responsibilities of all post holders involved in the planning, management and delivery of the service

Link 

1.5 – allocation of responsibility for ensuring compliance with all relevant legislation 

4.2  - allocation of responsibility for upkeep of information materials

4.6  - responsibility for case-file review 

5.6 – responsibility for supervision of staff involved in advice and information provision

1.2
All standards office procedures must be documented

Link 

3.2 – customer care policy

3.7 – procedures for providing information in alternative formats/translation

3.8 – procedures for interpreting

3.9 – confidentiality policy

3.10 – procedures for safe maintenance of files

3.11 – complaints policy and procedures

3.12 – feedback procedures

4.3 – referral procedures 

4.4 – procedures for service user and case information well organised 

4.5 – casework recording procedures

4.7 – procedures for recording service-wide activity and service use

1.3
All service providers must have robust systems for financial management

Link  

6.3 – ensuring budget meets needs for service

1.4
There must be clear lines of internal communication

1.5
Each service provider must be able to demonstrate that it is complying with all relevant general legislation

Link  

1.1 – staff structure should identify this responsibility

Standards for Planning
2.1 All service providers must be clear about the remit of their service and the  boundaries of their service

Link 

2.2 – community profiling – findings should inform the remit of the service

2.5 – review of work against aims and objectives

3.4 – reviewing methods of delivery of service

3.6 – ensuring potential service users are aware of the service that is provided

4.1 – providing an independent service

4.3 – contact with other agencies in the area (need to know how the remit of the service fits with these)

5.2 – systems to identify the skills and knowledge required of staff

5.3 – ensure the members of staff have adequate training – this should fit with the requirements of the service

5.4 – ensuring that staff have core competencies

5.5 – ensuring that members of staff are competent in areas of law within the service remit

2.2
All services must undertake a regular exercise to determine the profile of their local community and any special needs that may exist

Link 

2.1 – being clear about the remit and boundaries of service you are providing will inform your community profile
2.3 & 2.4 – long-term plans and annual service plans should reflect the community profile

2.5 & 2.6 – reviews and evaluations of the service must consider how the service is meeting the needs of the user defined by the community profile

3.1 – the community profile will assist you to see whether all groups identified have equity of access.

3.4 – review of methods of delivery of service – this should take into account the findings of the community profile

3.5 – review of hours of service – this should also take account of the findings of the profile

3.6 – identifying potential service users is drawn from the findings of the community profile

3.7 & 3.8 – the community profile will assist you to see whether there are particular needs for the use of translation/provision in alternative formats and interpreting services

4.7 – ensure methods of recording service –wide activity and service use

5.2 – identification of skills and knowledge that are required to meet users’ needs

5.4 – ensuring members of staff have core competencies – these should relate to findings of the community profile as to the advice needs of the community

6.1 – service is to be accessible to all members of community and meet needs of service users – the community profile should inform this process

2.3
All service providers must develop long-term plans that cover a period of three to five years

Link

2.2 – information from the community profile should be used to make decisions on long-term planning priorities

2.6 - link the requirement for independent review as this would give the basis for the review exercise

6.2 – paying attention to human resource planning

6.3 – ensuring that annual budget meets commitments made in service plans

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

Link

6.3 – annual budget meets commitments made in service plan to the standards set

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

Link

3.6  – making users and potential users aware of the service that is provided

3.11 – complaints procedures and how this information is used

3.12 – active promotion of customer feedback

4.7 – recording of service-wide activity

2.6
All services must be subject to regular independent review and/or evaluation

Link 

2.1 – being clear about the boundaries and remit of your service will inform the review and evaluation process

2.2 – the community profile will inform the review and evaluation process

2.3 – long-term plans will give the basis for the review to be carried out

2.4 - annual service plans will reflect the basis on which the review is to be carried out

2.5 – internal review should mirror the independent review

Standards of Accessibility and Customer Care
3.1
All service providers must be committed to providing equity of access to services for all

Link

2.2 – community profile may be a source of information about potential barriers to service use

3.5 – reviewing hours of service will indicate whether service meeting the needs of all potential service users

3.7 – providing information in a range of formats and languages increases equity of access for all potential service users.

3.8 – having arrangements to access interpreters increases equity of access for all potential service users

3.12 – feedback will illustrate whether there are any gaps in access

6.1 – ensuring accessible premises ties into equity of service to all users
3.2
All service providers must have a clear commitment to treat service users with respect and be clear about any expectations of behaviour they have of service users

Link 

1.2 – all standard office procedures should be documented

3.3
All service providers must have procedures to review their premises at least once every three years

Link

6.1 – details the indicators regarding accessible premises

3.4
All service providers must regularly review the methods of delivery for their service to ensure both accessibility and the effective use of resources

Link

2.1 – remit and boundaries of service

2.2 – community profiling – does this show any need for particular methods to be used to reach the community?

3.5
All service providers must regularly review their hours of service to ensure that these meet the needs of their current and potential service users

Link 

2.2 – community profiling – findings should inform the review

3.6
All service providers must ensure that potential service users are aware of the service that is provided

Link

2.1 – remit and boundaries of the service

2.2 – community profiling

2.5 – review of service against aims and objectives to be available to the public

3.7
All service users must be able to provide information in a range of formats and community languages that are appropriate to the needs of disabled people and the local community

Link

2.2 – community profile should assist with planning for this

3.8
Services must not disadvantage users whose first language Is not English.  All Type II and Type III services must have access to interpreters in appropriate languages and clear procedures for the use of interpreters

Link

2.2 – community profile should assist with planning for this

3.9
All service providers must have effective and appropriate policies on confidentiality and access to information

Link

1.2 – all procedures should be documented

4.4 – case files and service user information should be well organised 

4.5 – casework procedures should be in place

3.10
Service providers must have procedures for the safe maintenance of files and for file destruction
Link

1.2 – all procedures should be documented

3.11
Service providers must have an effective complaints procedure and adequate insurance to provide rights of redress

Link 

1.2 – all procedures should be documented

2.5 – data regarding complaints should be fed in to review processes

3.12
All service providers must have procedures that actively encourage feedback from service users

Link 

2.5 – feedback should be used in the annual review of the service against its aims and objectives

4.4 – service user information can help to plan best way of approaching this

Standards for Providing the Service
4.1
All service providers must provide an independent and impartial service that can represent the interests of their service users

Link 

4.3 – organisations should maintain contact with other providers to cover situations where independent advice could not be given

4.4 – case file procedures could include this by recording that this has been explained to the user

4.2
All services must have arrangements to ensure that their service has access to up-to-date reference materials and appropriate journals
Link 

5.3 – ensuring advisers have adequate training – this includes having the resources to use that training

Section 2 of Standards Manual– the agency competencies provide details of the information resources recommended to support the provision of advice for each of the areas of housing law.
4.3
All service providers must maintain regular contact and liaison with other provides in their locality. Referral agreements must be established between agencies to ensure that service users receive a consistent and seamless service

Link 

3.9 – need for confidentiality policy to cover situations where referral is made 

4.1 – if an agency is unable to provide independent advice there should be arrangements for referral/signposting to other sources of advice

5.3 – adequate training should include the knowledge of other services and also could be done in conjunction with other services

5.7 – all services should understand the work of other agencies in their localities

4.4
Type II and Type III services must have systems that ensure that service user information and case files are well organised

Link

5.3 – training/induction should include the processes for organising case files and user information

5.4 – core competencies include the ability to implement these processes

4.5
Type II and Type III services must have a casework procedure that can be applied consistently to all service users

Link 

5.3 – training/induction should include the processes for organising case files and user information

5.4 - core competencies include the ability to implement these processes

4.6
Type II and Type III services must ensure that casework files of individual advisers are subject to suitably qualified, independent review

Link 

4.4 – case review should include how well case files are organised

4.5 – case review should include whether casework procedures have been followed

5.4 – case review should include how well advisers use core competence to advise client

5.5 – review should include whether the adviser is demonstrating competence in the relevant area of law

5.7 - outcomes of case review should feed in to supervision processes

4.7
All service providers must have robust means of recording service wide activity and service use

Link 

2.1 – remit and boundaries of service

2.2 – community profiling – the two standards should be informing each other

Standards Around Competence
5.1
All service providers must have a clear commitment to equal opportunities in employment practice

5.2
All service providers must ensure that they have systems to identify the skills and knowledge required to meet users’ needs and the procedures to match these requirements with staff and volunteers delivering the service

Link 

1.1 – staff structures should support this identification of skills and knowledge required by staff

1.4 – clear lines of internal communication are important for making this a transparent and ongoing process

2.1 – remit and boundary of the service should help to give the skills and knowledge clarity

2.2 – community profiling – this will give an indication of the needs of the client base you will be serving and particular skills, for example in core competencies, that staff may require

5.3
All service providers must ensure that those delivering the service are provided with adequate training and development

Link 

1.1 – roles and responsibilities will be laid out for standard 1.1 – this will lead you to the training needed by staff members in order to carry out these roles

2.1 – service remit will give you the areas of law and the core competencies that the staff will require training on

4.2 – in order to transfer training into practice, there will need to be sufficient up-to-date reference materials 

4.4 – advisers should be trained in procedures for organising case files

4.5 – advisers should be trained in casework procedures

5.2 – identification of skills required will be an ongoing process and may influence the training and development required by members of staff

5.4 – training does not just mean training on technical knowledge, but also includes core competencies

Section 2 of the Standards Manual– training for the areas of law in order to develop adviser competence is detailed

5.4
All service providers must ensure that all staff involved in delivering the service have core competencies before they advise the public

Link 

2.1 – the remit of your service should make clear the core competencies expected of advisers

2.2 – community profile will give guidance on any particular core competencies that should be added or amended

4.4  - core competencies include the ability to organise case files effectively

4.5 - core competencies include the ability to use the service’s casework procedure

4.6 – case review should include consideration of how core competence is demonstrated

5.5 - core competencies form the basis for development of competence of advisers in areas of law

5.5
All service providers must ensure that all cases are dealt with by an adviser competent in that area of law

Link 

2.1 – the remit of your service will guide you for the areas of law that advisers will have to cover

2.2 – the community profile will allow you to judge whether your remit is meeting the needs of your users and potential users

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

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

3.3 – all service providers must have procedures to review their premises at least once every three years

4.6 – independent case review will provide evidence of achievement of adviser competence

5.3 – training will play an important part in development of and maintenance of adviser competence

Section 2 of the Standards Manual – adviser competencies for each area of law are detailed

5.6
All service providers must ensure that all information and advice work is supervised by a suitably qualified individual, either from within or outwith the service

Link  
1.1 – the staff structure should include details of who has responsibility for adviser supervision

4.6 – the supervisor may also be responsible for the case file review element of work, but this is not a requirement

5.4 – supervision should include consideration of achievement of core competencies

5.5 – supervision should include consideration of achievement of adviser competencies

5.7
All service providers must ensure that they understand the work of other relevant agencies in their localities

Link 

4.3 – this requires services to maintain links with other service providers in their area

Resourcing Standards
6.1
All service providers must have premises that ensure that the service can be accessible to all members of the community and meets the needs of service users

Link 

2.2 – the community profile should provide some insight into the needs of the community

6.2
Service providers must pay sufficient attention to human resource planning to maintain service outputs and inform future planning

6.3
All services must be able to demonstrate that their annual budget (Standard 1.3) is sufficient to resource the requirements of these Standards and sufficient to resource the commitments established in the service plan (Standard 2.4)
Link 

2.4 – requires there to be a matching of needs of the service user with the resources available to provide the service

USER BRIEFING NOTES
HomePoint have started this series of Briefing Notes in response to feedback and queries from organisations seeking to interpret and implement the National Standards.  They further clarify individual Standards and, in particular, why the Standard exists, when and how to implement it and reviewing the process.  They also make explicit the links to other Standards (as detailed in Section 5) and use Case Studies to give examples of how to apply the Standard in practice. 

The notes address the experience of both the statutory and voluntary sector and should answer some of the questions that are frequently raised by organisations.

If any organisation would like a User Briefing Note on another individual Standard that is not covered in this section please contact Judi Reid (0131-479-5305) or e-mail homepoint@communitiesscotland.gsi.gov.uk 

Briefing Note 1 - User Feedback Techniques

	Standard 3.12: ‘All service providers must have procedures that actively encourage feedback from service users.’




Why do we have this Standard?

You cannot provide a service if you don’t know who is using it or how they respond to it. Feedback from users helps make both service provider and user aware that the user’s views matter. It is important to show users that their views lead to real outcomes, giving them confidence in you and in the advice process. To be accessible, responsive and accountable to users’ needs you must give users some ownership of the process. 

When do we apply it?

When should you conduct feedback exercises? What you are trying to achieve will determine when to engage users in the feedback process and which users you want to contact. You also need to decide whether it is necessary to consult every user, a representative sample or a cross-section of the whole community? 

How do we apply it?

Feedback research takes two forms: quantitative (how many) and qualitative (why/how). Questions should not reflect the bias of the people asking the questions; be sure you ask what you need to know, not what you want to know. 

Quantitative research can be statistically analysed and compared, but the questions are determined by the interviewer. They are also subject to time and cost restrictions. Qualitative research includes more open-ended questions that encourage user feedback. A mixture of both types may be best. Whichever you choose, remember to reflect the social and physical diversity of users, to provide questions in different formats and languages if necessary, to use clear language everyone can understand, and to respect the need for confidentiality in replying. 

Questionnaires are a simple feedback method and can be done as exit surveys or postal surveys with pre-paid envelopes to encourage response. Try to ensure you include the hardest-to-reach sections of the community such as people with a physical or mental disability, unemployed people, lone parents and young people. Attach a note to the questionnaire to explain why you are carrying out the research, what you hope to achieve, the groups you are consulting and the outcomes you expect. Also indicate any constraints you anticipate to the outputs of the research. Advisers may also approach users directly with a questionnaire, explaining that it is designed to obtain their views and not to assess the quality of advice given by an individual adviser. Remember to include space for additional comments. The user must always have the right to withhold consent. Questionnaires must avoid sexist, racist, and homophobic language or any language that could cause offence.

If you give advice over the telephone, you might ask the client to agree to respond to a short postal or telephone survey. However, remember to consider the cost implications!

If you provide information in leaflets or other publications think about including a simple feedback form for users to return to you with their comments. (Case study HomePoint publications). 

Focus groups and citizens’ panels give participants the chance to take part informally in discussions and feedback. This method gives participants a chance to exchange ideas. However, some members of groups may dominate talk, and certain sections of the community may not be represented. It may also be difficult to recruit participants or to get people to speak honestly without skilled facilitation. 

The way in which you collect feedback will depend on cost and time resources. But remember to maintain records showing feedback results, together with how and when it was carried out and resulting decisions. 

Reviewing the process

Once you have all your feedback information you will need to analyse it and make decisions based on results. 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 everyone who participated and invite them for further feedback on the evaluation of those results. You might include these results in your annual report or post them in a public area.

User feedback is a continuous process and you will want to review its findings constantly to ensure your service is meeting user needs. Be sure you have procedures in place that direct user feedback into your service plan. Any decisions agreed as a direct result of the feedback should be made public and you should record progress on these decisions.

You may also find it instructive to obtain the views of people who do not use your service. Why do they not use your service? Are they aware of your remit? Does it fit the needs of the community? What is their impression of your organisation? Local and community groups may provide places to contact these people. Their feedback will assist in planning future service. 

Summary of key principles

User feedback increases your knowledge base, helps monitor service quality, and gives users confidence in your service. Feedback is a two-way process and if carried out responsibly builds trust and recognition between the service provider and the community. Keep the process appropriate, stimulating, informative and respectful so all groups within the community have the chance to take part.

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 services must undertake a regular exercise to determine the profile of their local community and any special needs that may exist.

Standard 3.12 – All service providers must have procedures that actively encourage feedback from service users.

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.

	Case Study

HomePoint Publications:

HomePoint publishes and disseminates a series of information booklets called HomePointers. The subject matters vary as do the targeted client group. Each is produced with a tear-off return postcard which allows readers to indicate the value of the publication to them. 

A brief message advises that HomePoint likes to know who reads the publications and if they are useful. Readers are asked to complete the card with their name and address, their organisation if relevant, and to tick comment boxes. The comments listed are “Very Useful”, “Informative”, “Interesting”, “Dull” and “Not Very Useful”. Readers are also asked to indicate whether they would like to receive notice of other publications. 

HomePoint collates the responses to review: any reaction to the subject matter which would be useful to relay to policy colleagues in the Scottish Executive. The quality of the information is used to inform decisions on any future reprint requirements. Anyone indicating they want notice of other  publications is added to the HomePoint contacts list to receive the quarterly newsletter.




Briefing Note 2 - Recording Service Wide Activity in Type 1 Services

	Standard 4.7: ‘All service providers must have robust means of recording service wide activity and service use.




Why do we have this Standard?

One of the key principles in providing information and advice is that the service must be user centred, and provide a service in response to user needs. But you cannot be sure that you are providing a service suited to users’ needs if you don’t know who is using the service or what they are using it for. For Type 1 agencies recording of activity is particularly important because generally they do not have case files to evidence the range of topics that users seek advice on. For Type 1 services’ records of service wide activity are a valuable reference to show how far the objectives for the service are being met and how well the profile of users of your service reflects the local community profile.  

When do we apply it?

If you are a Type 1 service you need to decide the level of recording that your service will sustain. The Standards require that as a minimum Type 1 providers should gather data on the numbers of people using the service, the areas of housing law and/or money and welfare benefits related advice consulted on and the service activity provided. This should include a record of any follow-up activity provided for the client. Agencies should also think about recording information for equality proofing. This doesn’t necessarily mean that you need to record details of every single enquiry and type of intervention on a day-to-day basis, although some agencies do plan to do so.

However, you may feel that workers in your service will find this level of record keeping difficult to sustain, especially if the majority of interventions are answering questions or giving out information leaflets.  You are best placed to judge the scale of the recording activity that you need to provide an accurate picture of your service delivery without being overly bureaucratic. 

For example an acceptable alternative would be to set up a timetable of activity recording perhaps one week per quarter when every enquiry is recorded in detail. Users of the service should be advised that the purpose of the recording exercise is to  contribute to improved services. The data gathered could be collated over a full year to give the robust picture of activity that you need for reviewing your service. A 

long-term record like this would be acceptable for audit purposes. Information gathered in short bursts of concentrated activity is also more likely to be accurate than ongoing data-gathering that is perceived as getting in the way of delivering the service. 

How do we apply it?

Using the information you have gathered to analyse service activity gives you evidence for planning future service delivery. 

Local authority Type 1 services can use this evidence to demonstrate how their provision contributes to the overall provision in the area. This in turn contributes to compliance with their statutory duty to ensure that the provision of information meets the needs of the local area. 

Voluntary and independent agencies can provide evidence on how their services contribute to meeting identified needs thus supporting any applications you are making for funding.

If you intend your service to be audited against the National Standards in the future your service delivery records will help you to identify to auditors the type of information and the range of advice you provide.

Reviewing the process

Analysis of your data measured against the profile of the local community will identify who is using your service and who is not, and you can match it against your remit to confirm whether the service you are providing is still the service that is needed. If you are aiming to provide a service for all members of the community, and your records show that some client groups do not use the service, you need to be able to identify why. Why do they not use your service?  Is there something about your service that needs to change? Does your remit still fit the needs of the community? 

Summary of key principles

Recording service wide activity increases your knowledge base, and provides clear evidence of who your clients are and what they use your service for. It enables you to review your remit and the aims and objectives of your service to ensure your service reflects the needs of users. 

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 services must undertake a regular exercise to determine the profile of their local community and any special needs that may exist.

Standard 3.4– All service providers must regularly review the methods of delivery for their service to ensure both accessibility and effective use of resources. 

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.



	Case Study 

Money Advice Casework System & Highland Council
(Excerpt from MACS & Scottish National Standards for Information and Advice Providers - Good practice in the Money Advice sector using an electronic casework system by Patricia Sproul, Highland Council.  See  for full text).
Highland Council has been using the Money Advice Casework System (MACS) to evidence compliance with the Standards on a variety of levels.  In part, MACS is used for the Standards for Providing the Service relating to casework.  Some examples are shown below.

· Standard 4.5: standardised casework procedure.  The forms and structure in MACS ensure that all casework is standardised, provided appropriate controls, procedures etc are set up within the agency.    This is of benefit in Highland, where our Council team has a networked MACS.  Our money advisers are located in 3 widely spread locations and as we cover an area roughly the size of Belgium, we need to have all client data in one system to ensure we are able to assist clients, even if their adviser is absent for any reason.  

Development of MACS is user driven and therefore MACS complies with good practice in the sector e.g. the Case Progress Sheet mirrors the paper tool in the MATRICS Good Practice Guide.  We have ‘Approved’ advisers in the Highland Council team and we have set MACS up to provide an audit trail for case submissions and spot checks.  We also submit our cases for accreditation electronically, using MACS Transfer programme.  

· Standard 4.6: casework review.  We currently use MACS Survey and Audit database to provide an audit trail for casework review and reports can be derived from this database to evidence the amount of work undertaken over the year with regard to audits etc.  Discussions have taken place at the MACS User Group however with regard to updating this database.  The aim would be to provide more evidence of ‘end to end’ connectivity with regard to how reviews link into advisers’ development plans.    In Highland, we also use MACS to record advisers’ learning, related to casework.  This is particularly useful for monitoring the progress of new workers.

· Standard 4.7: recording service activity.  MACS collects all data needed for the Scottish Executive statistical returns and this is easily accessed and submitted via the ‘plug-in’ reporting tool.  Again, in Highland, we need to be able to provide information on local issues e.g. our Housing Type contains a breakdown of the major social landlords in the area and MACS can provide both local and national statistical information.  

· Adviser competencies.  Work is ongoing to identify the best way to ‘tag’ MACS cases for easy retrieval to identify which areas of law are dealt with by the agency and individual advisers  MACS has a widespread user group and discussions have already taken place regarding this.  




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.

	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.







Briefing Note 4 - Community Profiling

	Standard 2.2: ‘All services must undertake a regular exercise to determine the profile of their local community and any special needs that may exist.’




Why do we have this Standard?

This Standard is about making sure all your users in your area, whether current or potential, have access to your service. 

A Community Profile is an essential planning tool. It ensures a fit between your service and your users and any special needs that may exist.  It also forces you to consider the overall information and advice provision in your area when assessing how these needs are met..

Awareness of both users and providers builds a picture of area and identified need.  Using the information you have gathered for your community profile gives you evidence for the ongoing development and planning of future service delivery. 

When do we apply it?

When you consider implementing the National Standards you will be reviewing many aspects of your service.  This is a good time to consider whether or not you have carried out a Community Profile to ensure your service is relevant to users and effective and efficient in meeting their identified needs.  

Organisations need to be clear about the service they are providing, who they are providing it for and why they are making that provision.

The Community Profile should be maintained and up-dated every two years.  Type II and Type III services should prepare an annual statement identifying any specific advice needs anticipated for their communities and should incorporate this into the Service Plan. Significant changes in community demographics will mean that a new Community Profile should be prepared.  

How do we apply it?

The Standards outline the data that a Community Profile should include in order to assess your users and their needs. 

Local Authorities are under a statutory duty to be strategic planners and to assess local need and the provisions put in place to meet those needs.  They will hold a lot of statistical information about their geographical community that other providers can access.  This information can be used as a planning tool either to extend or tailor services for future need or other provision in the area. (See Case Study – Relationship between East Dunbartonshire Council and East Dunbartonshire CAB)

However, this information may be for a range of purposes and not just for the provision of information and advice.  So what do you do if the information held by the Local Authority is scant or difficult to access or analyse in relation to the information you are seeking?  An acceptable alternative would be to access useful websites which hold data on people and places such as SCROL, Scottish Neighbourhood Statistics, Scottish Executive Local Authority Economic Statistics and Scottish Enterprise Future Skills Scotland.

Once you have prepared your Community Profile you can compare it to the current users of your service by looking at your recording system (For Type I services – see User Briefing Note 1).  From this consider other users who may need your service but are not using it.  Do they need your service or is this information and advice provision already being carried out by another service provider in your area?

Local authority services can use this evidence to demonstrate how their provision contributes to the overall provision in the area. This in turn contributes to compliance with their statutory duty to ensure that the provision of information meets the needs of the local area. In addition, the Community Profile ensures that you consider how effective free information and advice services are for homeless and potentially homeless people as required by the Communities Scotland Performance Standards.

Voluntary and independent agencies can provide evidence on how their services contribute to meeting identified needs thus supporting any applications you are making for funding.

If you intend your service to be audited against the National Standards in the future your Community Profile will help you to evidence to auditors the type of information and the range of advice you provide and how this reflects the needs of current and potential users of your service.

Reviewing the process

Reviewing the profile of the local community against your records will identify who is using your service and who is not, and will help you to confirm whether the service you are providing is still the service that is needed. If you are aiming to provide a service for all members of the community, and your records show that some client groups do not use the service, you need to be able to identify why. Why do they not use your service?  Is there something about your service that needs to change? Does your remit still fit the needs of the community? 

Summary of key principles

A Community Profile is vital to ensure that your provision of information and advice best meets the needs of current and potential users of your service. It increases your knowledge base of the needs of your local community and specific target groups that you seek to service. It enables you to review your remit and the aims and objectives of your service to ensure your service reflects the needs of users. 

Changes in indicators, such as population makeup, may appear over a long period of time and changes to the remit of the service or methods of delivery of the service may also take a long time to be required.  However, a change in demographic indicators should impact on the service itself and the way the service is delivered.  

Links to other Standards

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

Standard 2.3 – All service providers must develop long-term plans that cover a period of three to five years

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

Standard 2.6 – All services must be subject to regular independent review and evaluation 

Standard 3.4 – All service providers must regularly review the methods of delivery for their service to ensure both accessibility and effective use of resources 

Standard 3.5 – All service providers must regularly review their hours of service to ensure that these meet the needs of their current and potential service users

Standard 3.7 – All service users must be able to provide information in a range of formats that are appropriate to the needs of the disabled community and the local community

Standard 3.8 – Services must not disadvantage those users whose first language is not English.  All type II and III services must have access to interpreters in appropriate languages and clear procedures for the use of interpreters 

Standard 4.7 – All service providers must have robust means of recording service-wide activity and service use 

Standard 5.2 – All service providers must ensure that they have systems to identify the skills and knowledge required to meet users’ needs and the procedures to match these requirements with staff and volunteers delivering the service

Standard 5.4 – All service providers must ensure that all staff involved in delivering the service have core competencies before they advise the public

Standard 6.1 – All service providers must ensure that they understand the work of other relevant agencies in their localities

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.

	Case study 

Relationship between East Dunbartonshire Council and East Dunbartonshire Citizens Advice Bureau:

East Dunbartonshire Council have published Area, Settlement and Ward Profiles since January 2003.  They contain a wide range of information relating to the social, demographic and environmental condition of the area.  They are available to the public and other organisations through the Council website and are distributed to other service providers in the area. Information is gathered around corporate priorities of East Dunbartonshire Council and under each theme topics are explored such as population, employment, housing, learning, deprivation and local perceptions.  Each topic has a summary page followed by the tables and geographical representation of the data.  This provides a range of statistical information which can be used to highlight community needs, identify pockets of deprivation, inform policy and budgetary decisions and inform service provision in the area.  The Profiles are constructed by consultation with services within the Council to identify information available and through liaison with partner agencies to identify appropriate information for inclusion, identification of Best Practice information from other Councils and research on statistical websites available through the Internet. 

The profile information is updated and reviewed annually to identify improvements and improve ease of access.  Work is being carried out with partner agencies to improve the range of information available and to overcome the barriers to data sharing. The Council intend to respond to consultations from the Scottish Executive on the future of statistical information in Scotland.

East Dunbartonshire Citizens Advice Bureau do a statistical breakdown on the advice queries that they receive into the categories Benefits, Consumer, Employment, Housing, Legal, Relationship Issues, Tax and Utilities.  They then have tailored specialist services for Housing, Benefits Representation/Appeals, Elderly Services, Money Advice and Employment Representation/Appeals. They

use the information supplied by East Dunbartonshire Council and other partner organisations such as Job Centre Plus, Scottish Enterprise, Benefits Agency, Local Health Care Co-operative and Council for Voluntary Services to give them information on the local community such as resident population and age structure and to assess needs on housing, employment and disability issues.  They use this information to review the service they provide and to ensure that provision meets the needs of the local community. 









Briefing Note 5 – Conflict of Interest
Standard 4.1: ‘Service providers must be able to demonstrate that they are placing the interests of the service user before their own or a third party’s interests:  this includes a conflict of interest where different family members require advice.’

This briefing note should be read in conjunction with the sample conflict of interest procedure in Appendix 4.  It is intended to provide direction to staff in situations where there may be real or perceived conflicts of interest in the delivery of information and advice to service users. 

1. Conflict of Interest Policy

An information and advice provider should not knowingly act for two or more parties in matters where there is a conflict of interest between the parties or where there is a conflict between the interest of the client and that of the adviser or the service provider. Examples where there is a potential for conflict of interest include, a landlord and their tenants, creditors and their debtors, partners in dispute.

A conflict situation will not arise where parties approach a service provider for basic information such as is contained in official leaflets explaining the law and procedure governing the matter in dispute. e.g. entitlement to benefits; rent arrears procedure 

The following are examples of situations where a conflict of interest situation is likely to arise:

· where a client approaches the service provider for advice or assistance the provision of which to that client would prejudice the interests of another client. Examples may include, providing:

· Advice on the options available for them to pursue or defend a case in respect of the other client, and/or 

· Practical assistance, tactical advice, or negotiation on their behalf.

· where a client approaches the service provider for advice and assistance the provision of which could be in the direct interests of the service provider. Examples may include

· (As a service provider that is a landlord) providing advice on debt which includes rent arrears

· (As a service provider that is a local authority) providing advice on challenging a housing benefit decision

· where an adviser has a personal connection or relationship with a client there is the potential for the impartiality of the service to be compromised

It is for the service provider’s management to make a judgement on the point at which a conflict situation arises. 

2. Identifying a conflict situation 

The service provider should take all reasonable steps to identify and avoid conflict situations. It is for the service provider to decide what is reasonable in the light of their particular circumstances and resources. 

A sample conflict of interest procedure  is given to be adapted for local use, i.e. what is relevant for an urban-based service provider will not necessarily be the case for a rural one.

Action which may be taken to assist the service provider to identify conflict situations include: 

· Ensuring that advisers, when advising a client, record the details of any other party to the dispute on the case record 

· Training advisers to recognise conflict situations and potential conflict situations and to follow the service provider’s procedures for dealing with them 

· Frequent, regular monitoring of case records will assist in identifying conflict situations. 

3. Dealing with a conflict situation

Once a conflict situation is identified and if the service provider’s manager or his/her delegate consider that it would be proper for the service provider to continue to act for one of the parties it can only act for the first party who contacted the service provider.  

The second party should where possible be referred to another appropriate service provider. The insurers should be consulted in any case where the possibility of a claim for negligence could arise. 

It is understood that informing the second party of the service provider’s inability to deal with the issue will involve disclosing the fact that the service provider is already involved on behalf of the other party. In this case the issue of conflict of interest takes precedence over issues of confidentiality. However, no information beyond this basic disclosure may be given. 

In some circumstances it may not be possible to inform one party that the other has also sought advice as it may be damaging to one or both of them e.g. domestic abuse; cultural issues.  These cases will need to be identified at an early stage and should follow the protocol suggested in the procedure for situations where there is no other agency to whom a client can be referred. 

Full details of these transactions should be recorded in the relevant case record.

HOUSING LAW FOR ADVISORS TRAINING PROGRAMME
Introduction

An on-line training programme focusing on the 15 areas of housing law has been designed to support the work of services that are implementing the Standards, in particular focusing on the housing competence-related Standards.

The programme is online based, and can be tailored to the needs of each service.  The programme recognises prior learning, as well as acting as a tool to improve knowledge of housing law.

This section is designed to provide you with information about the Standards Training Programme, how it links to the wider agency standards, and the support that agencies and individual advisers can access from the Training Support Provider.

Access to the programme itself is through the HomePoint team, who will refer you to the Training Support Provider once you have confirmed that your service meets the pre-training requirements (see Appendix 3).

Scope of the Training Programme

The training programme addresses the knowledge component of the individual competency requirements in the Scottish National Standards.  The areas of housing law are covered in 15 topics (see table below). Assessment and certification are designed to test and accredit the knowledge attained by individuals, not their capacity to apply this knowledge to advice work.

However, the training should not be seen in isolation from the other requirements placed upon agencies implementing the Standards. 

This training material is divided according to the three types of service (see Appendix 1).

There are two compulsory courses:

Core Housing Knowledge and Security of Tenure

These must be completed by all trainees.  There are also  optional courses to suit the needs of the agency:

	Standards Training Programme Topics
	Areas of Law within each Topic

	Housing Benefit and Council Tax Benefit
	Housing Benefit and Council Tax Benefit

	Harassment and Illegal Eviction (including Race Discrimination
	Discrimination in Housing
Harassment and Illegal Eviction

	Homelessness
	Homelessness Priority Need
Homelessness non Priority

	Discrimination in Housing
	Discrimination on (on grounds of, amongst others) f age, disability, faith, gender, race, sexuality 

	Mortgages/Secure Loans
	Mortgage Arrears

	Rent Arrears
	Rent Arrears

	Security of Tenure
	Rent Private Sector 
Security of Tenure

	Disrepair in Rented Housing
	Disrepair Public Sector
Disrepair Private Sector 
Housing Associations

	Housing Options
	Housing Options General
Housing Options Local Authorities
Housing Options Private Rented Sector
Housing Options Owner Occupation
Housing Options RSLs & Housing Associations
Mobility and Transfers

	Relationship Breakdown
	Relationship Breakdown

	Repair and Improvement Grants
	Repair and Improvement Grants

	Statutory Tenancy Rights
	Statutory Tenancy Rights

	Eviction
	Eviction

	Anti-Social Behaviour
	Anti-Social Behaviour

	Rent:  Private Sector
	Legal issues affecting rent in the private sector


These courses should be selected for each adviser by their supervisor based upon the work of the agency and any training needs assessment exercise undertaken.

The Training Support Provider

HomePoint have contracted a Standards Training Programme Support Provider.

The Training Support Provider has a number of key roles:  

1. A Pre-Training Role
a. Introducing the Training Programme to individual agencies

b. Working with individual agencies to assess their training needs

2. Ongoing Support For Trainees
a. Providing telephone support

b. Motivating and encouraging trainees

3. Certificating The Training
a. Assessing the work of individual trainees and approving the self-assessment certificates submitted by supervisors/managers

4. Ongoing Development
a. Updating training materials

b. Incorporating feedback from managers and trainees

There are particular roles and responsibilities for managers and supervisors. The HomePoint team can discuss this with you, and details are available online.
THE ASSESSMENT AND CERTIFICATION PROCESS
Assessment And Certification

Pre-Training
There are a number of pre-training requirements that an agency must undertake before entry to the training programme: 

The agency should have undertaken the work to comply with Standard 2.1 – to be clear about the remit and boundaries of their service.

The agency should have undertaken the work to comply with Standard 5.2 – to identify the skills and knowledge required to meet users’ needs (in the context of 2.1) and match these requirements with staff and volunteers delivering the service. This will normally make use of a Training Needs Analysis exercise. The training support provider should support you in this process specifically for the training programme.

The agency should have undertaken the work to comply with Standard 5.4 – to ensure that advisers have the core competencies to advise the public in the agency’s identified areas of law. 

Support should be provided by the supervisor named as part of compliance with Standard 5.6 – a suitably qualified individual to supervise all information and advice work either from within or outwith the service.

Supervisors and managers will have developed an individual’s training needs based upon the work of their agency and in consultation with the Standards Training Provider.

Each adviser should be provided with an individual training plan.

Assessment For Type I
Knowledge Competency – Assessment for Type I advisers in all areas of law is based solely upon the multiple choice test contained in the training programme materials for the area of law selected.

Certification For Type I

The supervisor should submit the completed multiple choice for external assessment to the HomePoint Training Support Provider who will issue a certificate of attainment.

Assessment For Type II & III
Knowledge Competency – Assessment for Types II and III advisers in all areas of law is based upon the multiple choice test and the extended learning test contained in the training programme materials for the area of law selected.

Certification For Type II & III
The supervisor should submit the completed multiple choice and the unmarked extended learning test for external assessment to the HomePoint Training Support Provider for external assessment, who will issue a certificate of attainment.

Professional Development Award (PDA)

In addition to the HomePoint training, Shelter Training also offer a Professional Development Award (PDA) which closely mirrors the HomePoint training.  The PDA is a recognised qualification which is accredited by the Scottish Qualifications Authority and is available at SCQF Level 6, 7 and 8.  Staff who have already completed HomePoint training back to April 2006 are also eligible to upgrade to the PDA.  If you would like further information about the PDA please contact Shelter on 0844 515 2477.

To comply with the Standards supervisors and managers will have agreed a process of observation with the trainee to test the way in which individuals put their knowledge learning into practice.

Please see Appendix 3 – Pre–Training Requirement Form

Post Training
Post training involves both practising what has been learnt and observation by a supervisor of that practice. Clearly attainment of the certification of knowledge is not sufficient in itself to demonstrate compliance with the competency requirements in the standards. To comply with Standards 5.4 and 5.5 a commitment from the agency in which the adviser is working will be required to provide the trainee with an opportunity to undertake no less than 3 hours per week of information/advice work and the opportunity to apply the knowledge in an appropriate way. The Certificates and Forms on the Managers’ Disk should be completed to confirm the agency’s commitment. A copy should also be sent to the training support provider for their records.

Alongside the certificate of training supervisors are required to observe workers in the area of topic for a period of 6 months. The written confirmation of the agency’s undertaking to carry out this observation (this form can be found on the Managers’ disk under Supervisors’ and Managers’ Notes) should be signed copied and sent to the Training Provider and made available to the Standards Auditor.  

It will be useful to have trainees keep a personal record of enquiries for purposes of monitoring, unless they already keep case records. The next section, Putting Knowledge into Practice, gives suggestions for how this can work in practice. 

Putting Knowledge Into Practice
An advice agency will have to meet a number of requirements in order to implement the National Standards. Among these, the online training and certification for advisers shows that they have met the core knowledge competencies. The online training involves three stages: pre-training; the training itself; and post-training monitoring and support. It is at the post-training stage that the adviser and agency must demonstrate they possess the skills required to put the training into practice. 

The ways in which advisers can demonstrate they are putting knowledge into practice appropriately will vary from one organisation to the next. However, discussion and consultation with a number of agencies has suggested the following basic process. 

In order to ensure an adviser is delivering accurate information to service users, some written record of each case is necessary. In Type II and Type III services, case notes are automatically kept as part of the advice process. However, in Type I services where the information provided may simply take the form of answering enquiries or giving out appropriate leaflets, it may be harder for advisers to demonstrate how they have put their knowledge and skills into practice. 

We have devised a simple Enquiry Form that you may find useful. On this form, the adviser notes the date, type of enquiry, what the problem was, and the action taken, and completes a self-assessment against the competencies in the Standards. These can be used as a record of advice work with clients.

Examples of both of these forms are in Appendix 3. For agencies that keep formal case notes, the adviser only needs to complete the self-assessment form and make a cross reference to the case notes. There is no need to record it twice.  

The process requires regular review and updating between the adviser and supervisor. The supervisor reviews the notes for accuracy and appropriateness against the competencies required, as well as observing the adviser with clients. Some organisations undertake monthly reviews and appraisals with staff; certainly regular meetings with a supervisor are recommended for purposes of staff support as well as for appraisal. These meetings would be used to discuss any training or support needs identified either by advisers themselves or the supervisor.  The adviser will retain the training record that will include any further training or support agreed to be necessary.

The whole process will look something like this flowchart:
[image: image2.emf]


HOUSING OPTIONS GUIDES – LINKS WITH THE SCOTTISH NATIONAL STANDARDS FOR HOUSING ADVICE AND INFORMATION SERVICES
	The National Standards and Housing Options Guides are closely linked. This section outlines the key Standards that are linked to the Guide. This is on two different themes:




A. If your local authority is in the process of developing a Housing Options Guide, some of that work may be directly linked to the implementation of the Standards. You could save on duplication of effort by linking with the people involved in the development process.

B. If a Housing Options Guide has already been developed, the way it is used could help with the implementation of the Standards. The second group of Standards is there to give you ideas for how this could be done. 

A – Links To The Development Of The Housing Options Guide
1.1
All service providers must have clear management structures that identify the roles and responsibilities of all post holders involved in the planning, management and delivery of the service

The Housing Options Guide could be used to include details of the structure of the advice and information service provision in the area – this does not have to be confined to the local authority provision, but could include shared information about contacts in different services.

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

Details of the service provided could be included as part of the information available in the Guide for members of the public or other services to access. This could usefully be in a printable format.

4.2
All services must have arrangements to ensure that their service has up- to- date reference materials and appropriate journals

The development of a Housing Options Guide involves the collation of a huge valuable resource that can be used by all staff in the provision of housing information and advice. It can include a large amount of the information that is required from the agency competencies for the areas of housing law in the Standards. It is important that if you are involved in the implementation of the Standards within the service  you link up with the person responsible for this.

5.7
All service providers must ensure that they understand the work of other relevant agencies in their localities

The development of a Housing Options Guide involves gathering information from a wide range of sources, including other organisations that provide housing advice and information. This contact can be used to develop knowledge about how these services link together. 

B - Using The Housing Options Guide – Links To Implementing The Standards
3.6
All service providers must ensure that potential service users are aware of the service that is provided

The Housing Options Guide is to be available on the internet, and thus provides another means of ensuring potential service users are aware of the information and advice service you provide.

3.7
All services must be able to provide information in a range of formats that are appropriate to the needs of the disabled community and the local community

The National Housing Options Guide will have translated text available on it. This is intended to be downloaded and available to other services when advising people whose first language is not English. In addition the local guides could include details of arrangements to make information available in alternative formats.

4.2
All services must have arrangements to ensure that their service has up to date reference materials and appropriate journals

The Housing Options Guide is intended to be a practical tool, used by staff involved in the provision of housing information and advice. It is designed to provide one consistent source of up-to-date information about housing options in your area. This can be expanded to include other information that is locally relevant to the service that your organisation provides, or that is relevant to the local context, for example information about the range of advice services in your area. You are the best people to know what will make the guide most effective in your own service.

4.3
All service providers must maintain regular contact and liaison with other providers in the locality. Referral agreements must be established between agencies to ensure that service users receive a consistent and seamless service

The Housing Options Guide provides a useful home for information that would previously have been held in a separate service directory. It can be used to ensure that all services in your area are aware of the remit of your own housing information and advice service, as well as ensuring that referral or signposting between agencies can be made effective for the service user.

5.7
All service providers must ensure that they understand the work of other relevant agencies in their localities

Once the details of other service providers are on the Housing Options Guide, it is then a tool that can be used by members of staff to ensure that they can access up-to-date knowledge about the whole range of housing advice and information services. This could be used as part of induction and training and ongoing support for the development and maintenance of the competence of members of staff.




PEER SUPPORT GROUPS
What are Peer Support Groups?

Peer Support Groups involve representatives from organisations that are at roughly the same stage of the process in applying the Standards to their service.  The organisations may be peers because they are operating in the same geographical area or are from the same type of background, for example, local authorities or housing associations and therefore have working practices in common. The peer support is based on participation by group members and the focus is on the particular needs of the group as established at the first group meeting.  At that initial meeting, group objectives and ground rules are drawn up after discussion with members in order to identify some goals and to make sure each member feels confident in discussing his/her skills, knowledge and experience with other group members. The ideal maximum number of participants should be 10.

Why have Peer Support Groups?

In a group environment, members may not feel so isolated in working through their own experiences and making sense of those experiences in order to apply the Standards to their service. Although the Standards are a robust quality framework the way in which they can be interpreted and implemented has an inbuilt flexibility in order for every organisation to apply them to their specific way of working and the needs of their users.  Working with others in a peer support group can be very beneficial.  It allows people to see more clearly, think creatively and to learn from others during the process.  Group members give each other mutual support and sessions are used to discuss issues, problems and rewards in the implementation of the Standards. It is important to set clear personal and group objectives for each session and to ensure adequate work is put into planning and prioritising in order to make the best use of group time.   The sessions are only of benefit if people participate, are open and honest and develop relationships of mutual support and respect.

What role does HomePoint have in Peer Support Groups?

HomePoint can be contacted to assess if any other organisations within your area or type have made enquiries about implementing the Standards.  If this is the case, it may be appropriate to liaise with these organisations to ascertain if a Peer Support Group would be useful.  The Peer Support Groups can be split geographically or by type of organisation, although, because of the practical arrangements involved in convening joint meetings, a geographical split may be more appropriate.  HomePoint can act as facilitator to help the members of the group achieve joint goals by supporting and enabling group members and providing assistance and resources where appropriate.  

HomePoint can take notes of the meetings and circulate them to members   together with action points and dates for future meetings agreed in advance.  It is important for participants to attend each meeting to progress. If you need to discuss attendance with a line manager you should try to do so before committing yourself to the group.

Being in a Peer Support Group facilitated by HomePoint does not prevent members from contacting HomePoint on an individual basis if the need should arise.

If you feel that a Peer Support Group is a viable proposition for your particular organisation in implementing the Standards or if you have further queries on existing Peer Support Groups, Judi Reid (0131-479-5305).

DESCRIPTION OF MONEY ADVICE CASEWORK SYSTEM (MACS)

Good Practice in the Money Advice sector using an electronic casework system

By Patricia Sproul, Highland Council

In recent years, the money advice sector has gone through a period of great change and now there is much more onus on providers of money advice to evidence the quality of their service.

MACS (Money Advice Casework System) can assist agencies to evidence compliance with the Standards – however the system must be used correctly to provide this evidence and the agency must also ensure that an appropriate infrastructure is in place i.e. procedures, training backups, etc.

In The Highland Council, MACS is used on a variety of levels to comply with the Organisational Standards and we are also looking at ways of ‘tagging’ the areas of law covered by the advisers.  Some examples are shown below.

· Standard 2.2:  community profiling.  This will never be the sole responsibility of money advisers, however statistical data derived from MACS is sent to our Chief Executive’s office to be collated.  It can be compared with other data e.g. with regard to benefit take up, levels of Council Tax debt, etc.  The HC Money Advice Service must also ensure that the service provided fits into community planning, but the money advice team can also provide intelligence regarding those seeking help with regard to debt issues in the Highlands and the type of problems faced.  Currently, for example, the HC advisers are seeing more clients who are home owners with large amounts of consumer debts; Debt Payment Plans as per The Debt Arrangement (Scotland) Regulations 2004 are becoming more prevalent.

· Standard 3.4: review of methods of delivery.  MACS enables users to derive a great deal of data about how clients make contact and also how the service is ‘placed’ within the greater network of Highland agencies.    

· Standard 4.3: all service providers must maintain regular contact and liaison with other providers in their locality.  MACS provides agencies with the ability to:

· Track referral patterns

· Evaluate referrals

· Identify issues regarding referrals from agencies

· Report on referrals in and out over set time periods

There is also a facility to record contacts between agencies e.g. discussions regarding referral protocols, etc.  When the advice sector in Highland was being reviewed, we were able to provide detailed information regarding sources of referrals, contacts with other agencies, etc. to the consultants involved in the review.  New developments in Dundee, where a referral tracking system is being implemented will enhance agencies’ referral capabilities and this development will be compatible with MACS.

· Standard 4.5: standardised casework procedure.  The forms and structure in MACS ensure that all casework is standardised, provided appropriate controls, procedures etc are set up within the agency.    This is of benefit in Highland, where our Council team has a networked MACS.  Our money advisers are located in 3 widely spread locations and as we cover an area roughly the size of Belgium, we need to have all client data in one system to ensure we are able to assist clients, even if their adviser is absent for any reason.  

Development of MACS is user driven and therefore MACS complies with good practice in the sector e.g. the Case Progress Sheet mirrors the paper tool in the MATRICS Good Practice Guide.  We have ‘Approved’ advisers in the Highland Council team and we have set MACS up to provide an audit trail for case submissions and spot checks.  We also submit our cases for accreditation electronically, using MACS Transfer programme.  

· Standard 4.6: casework review.  We currently use MACS Survey and Audit database to provide an audit trail for casework review and reports can be derived from this database to evidence the amount of work undertaken over the year with regard to audits etc.  Discussions have taken place at the MACS User Group however with regard to updating this database.  The aim would be to provide more evidence of ‘end to end’ connectivity with regard to how reviews link into advisers’ development plans.    In Highland, we also use MACS to record advisers’ learning, related to casework.  This is particularly useful for monitoring the progress of new workers.

· Standard 4.7: recording service activity.  MACS collects all data needed for the Scottish Executive statistical returns and this is easily accessed and submitted via the ‘plug-in’ reporting tool.  Again, in Highland, we need to be able to provide information on local issues e.g. our Housing Type contains a breakdown of the major social landlords in the area and MACS can provide both local and national statistical information.  

· Adviser competencies.  Work is ongoing to identify the best way to ‘tag’ MACS cases for easy retrieval to identify which areas of law are dealt with by the agency and individual advisers  MACS has a widespread user group and discussions have already taken place regarding this.  



APPENDIX 1 – INTRODUCTION TO THE TYPES OF SERVICE
Type I  – Active Information, Sign-posting and Explanation

Type I work refers to activities such as providing information either orally or in writing, sign-posting or referring the user to other available resources or services, and to the explanation of technical terms in official document such as a tenancy agreement or a possession order. We make a distinction between the “passive” provision of information through leaflets and flyers in public places, libraries, etc. and “active” provision of information directly to the individual. These Standards are aimed at “active” providers.

Type II - Case work 

Initially this work will include:

· A diagnostic interview where the problem and all relevant issues are identified

· Making a judgement on whether the individual has a case that can be pursued.

Once it has been established that the individual has a case that can be pursued activities may include:

· Setting out an individual's options or courses of action

· Encouraging the user to take action on their own behalf

· Providing practical aid with letters or forms

· Negotiating with third parties on the user’s behalf

· Introducing the enquirer by referral to another source of help 

· Support to users in making their own case

Type III - Advocacy, Representation and Mediation at Tribunal or Court 
This work includes a range of actions arising from the casework undertaken above. This may have been undertaken by the adviser preparing the tertiary work or may have come to the adviser by referral from another organisation or adviser.

The principal activities may include:

· Advocacy and Representation - where the adviser may prepare a case for the user and represent or speak on their behalf at a tribunal or court. 

· Mediation - where the adviser may act on behalf of the user by seeking to mediate between the user and a third party.

Type III work includes some activities that can only be undertaken by lawyers.

Use this sheet to identify the areas of housing law and/or money and welfare related benefits related advice in which your organisation will provide advice.

	Areas of housing/money or welfare benefits related advice within the remit 

	Housing Specific 

	

	Rent Arrears

	

	Mortgages/Secured Loans
	

	Housing Benefit and Council Tax Benefit
	

	Disrepair in Rented Housing
	

	Housing Options
	

	Discrimination in Housing
	

	Eviction
	

	Anti-Social Behaviour
	

	Harassment and Illegal Eviction (including Race Discrimination)
	

	Homelessness
	

	Relationship Breakdown
	

	Rent:  Private Sector
	

	Security of Tenure
	

	Statutory Tenancy Rights
	

	Repair and Improvement Grants
	

	
	

	Money and Welfare Benefits Related Advice Competences – Foundation Knowledge
	

	Administrative Structure of the Benefits and Tax Credits Systems
	

	National Insurance Scheme
	

	Claims and Backdating
	

	Decision Making, Revisions, Supersessions and Appeals
	

	Benefit and Tax Credit Overpayments
	

	Assessment, Initial Decision-Making and Holding Activity in Debt Cases
	

	
	

	Money and Welfare Benefits Related Advice Competences – Specialist Areas
	

	Means-Tested Benefits
	

	Housing Benefit and Council Tax Benefit
	

	Tax Credits
	

	The Social Fund
	

	The Impact of Work on Benefits
	

	Child Benefit and Guardian’s Allowance
	

	State Retirement Pension
	

	Disability Living Allowance and Attendance Allowance
	

	Benefits for People who are Incapable of Work
	

	Benefits or Work-Related Illnesses and Disabilities
	

	Benefits for Veterans
	

	Carers Allowance
	

	Jobseeker’s Allowance
	

	Benefits for Maternity, Paternity and Adoption
	

	Bereavement Benefits
	

	Benefits for People in Public Care
	

	Benefits for Students
	

	Benefits for People from Abroad and/or who are Subject to Immigration Control
	

	Ancillary Benefits
	

	Financial Statements
	

	Liability for Debts, Extortionate Credit, Unfair Contract Terms, Unenforceable Debts, Creditor Malpractice, Codes of Practice, etc.
	

	Identifying and Agreeing Options in Debt Cases
	

	Negotiating and Making Offers to Creditors
	

	Diligence, Diligence Stoppers and Court Proceedings
	

	Bankruptcy and Sequestration, Voluntary Trust Deeds
	

	Recalls and Appeals against Court Decrees and Orders
	

	Utility Debts
	

	Local and National Tax Debts
	

	Rent Arrears
	

	Mortgages and Secured Loans
	

	Civil and Criminal Fines and other Financial Penalties
	

	Business Debts
	


APPENDIX 2 – DEFINING THE REMIT OF YOUR INFORMATION AND ADVICE SERVICE
	Our experience in supporting services to implement the Standards has shown that it is vital to start with a clear definition of what your organisation’s housing information and advice service is.




Template A

These templates are designed to provide a structure for this process. We can assist you to complete them as part of our internal support.

	STATEMENT OF SERVICE

	Name of organisation
	

	Team/Dept/Section/Project delivering information & advice (if different from above)
	

	Location/s of service
	

	Type of service (I, II, III) (see Appendix 1)
	

	Methods of delivery (refer to page 10 in the Standards manual)
	

	Remit/purpose of service
	


Sample Remit A
Name of organisation
Melville Housing Association

Team delivering information
Welfare Advice Service

and advice

Location of Service
The service is provided at the Melville Housing Association office 
at 7 Eskdaill Court, Dalkeith. Where this is not convenient or 
suitable the Welfare Advice Officer can make a visit to see the 
customer in their own home. The service is available Monday to 
Friday, from 9.00am to 12.30pm.

Type of service
Type II. The Welfare Advice Officer will actively work with 
individual customers. Problems and entitlements regarding 
their Welfare Benefits are identified, and a course of action agreed. 
Practical assistance is provided according to the individual’s needs. 
Where necessary and appropriate the customer is referred to other 
relevant agencies.

Methods of delivery
Case work is carried out face to face at our office or where 
necessary at the customer’s home. General information is also 
provided by leaflet, newsletter, and on the Melville web-site.

Remit/purpose of the service
Melville Housing Association’s Welfare Advice Service provides 
information and advice to Melville tenants, and members of their 
households. The service is provided to ensure that customers are 
aware of their entitlement to benefits, and are able to maximise 
their income by claiming and receiving the benefits that they are 
entitled to. The service: 

· provides information about Welfare Benefits

· provides practical assistance including explaining decisions, writing letters, completing forms

· representing at appeals


When assistance cannot be given, the customer is referred to 
another local agency.


Information and advice is provided in the following areas:

· Housing and Council Tax Benefit

· Tax Credits

· Pension Credits

· Disability Living Allowance and Attendance Allowance

· Benefits for people who are incapable of work

· Carer’s Allowance

· Bereavement Benefits

· Benefits for Students

· Ancillary benefits

Sample Remit B
ORGANISATIONAL

HOUSING ADVICE REMIT

Name of Organisation
Sample Organisation

Team Delivering

Housing Options Team

Information  And Advice

Location of Service & 
The service is provided at the Sample Organisation’s office at

Methods of Delivery

91 Haymarket Terrace, Edinburgh EH12 5HE and our hours of 


operation are Monday to Friday 9:30 am to 4:30 pm.  Our 




advice line telephone number is 0131 313 0044 and our email 




address is sample@org.uk.  Where this is not convenient, we 


can arrange for an
Advice Officer to meet you at a venue of your choice and at a time which suits you.

Remit/Purpose of

Sample Organisation provides information and advice to all

the Service


people to help them access housing and prevent homelessness.
Type of Service

We will provide advice and assistance to individuals, make 





written information available or refer you to the appropriate





specialist in the following areas:





Housing Benefit







Discrimination in Housing





Disrepair 








Harassment and Illegal Eviction





Mobility and Transfers 






Mortgage Arrears





General Housing Options 






Relationship Breakdown





Rent Arrears 








Repair and Improvement Grants





Security of Tenure





We will interview you and confirm with you whether you have




a case that can be pursued.  We will set out your options and 




can provide practical help with letters or forms or negotiate on 




your behalf.  We can do this for you in all of the areas 





mentioned above.





We can also take further action arising from the case including 




advocacy, representation or mediation and court of tribunal in 




the following areas:





Housing Benefit




Disrepair





Mortgage Arrears






Rent arrears





Rent problems within the private sector

Template B
	Use this sheet to identify numbers of staff and the areas of housing law/money or welfare benefits related advice they cover

	Members of staff involved in the delivery of information and advice



	Name/reference
	Job title 

(please note if volunteers or if supervisor)
	Length of experience
	Areas of advice competent in
	Hours per week spent on information and advice work

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	





APPENDIX 3 – PRE-TRAINING REQUIREMENT FORM
When completed, this form should be returned to:

HomePoint


E-Mail: homepoint@communitiesscotland.gsi.gov.uk

Communities Scotland
Tel: 0131 313 0044

Thistle House

91 Haymarket Terrace

EDINBURGH EH12 5HE

	NATIONAL STANDARDS IN HOUSING ADVICE AND INFORMATION

TRAINING PROGRAMME

CONFIRMATION OF ACHIEVEMENT OF PRE-TRAINING REQUIREMENTS


	1. Agency name 

This relates to the name of the organisation that is working to implement the National Standards




	2. Service Name (Team or unit if applicable) and Address 

Complete this if you are a team or unit within the overall organisation.  For example, if you are part of a Local Authority that is working to implement the Standards, or a team within a voluntary organisation.  You should give details of the location of the team.



	3. Name and contact details of training supervisor

This is the person within your organisation who will be responsible for supervising the progress of trainees.  S/he should understand the nature of the role as s/he will be the main contact person for the training provider.

Name: 

Job title: 

Phone Number: 

E-mail:  




	4. Details of Trainees

You should provide the name and job title for each trainee.  It would also be useful to know if all trainees are located on one site or if they will be undertaking the training at different locations.

Please give name, and job title for each trainee




	5. Other relevant information 

This might include:

· Arrangements that you have in place to enable trainees to access appropriate IT equipment to access the training.  (The minimum IT spec is Internet Explorer 5.5 with flash player 8).

· Details of the person who is leading on the implementation of the Standards in your organisation.

· The structure of your organisation and you team’s place in it




Modules Available

The modules in the programme are related to the 15 areas of housing law identified within the Standards. Some of them have been grouped together. The crossover is identified in the table below for your information. 

	
	Area of law

(from the 15 areas of

law within Part II 

of the standards)


	Training course / module

where this area is covered in the HomePoint Award


	Training course / module where this area is covered in the Professional Development Award

	1
	Rent Arrears
	Rent Arrears
	Finance

Arrears, Repossession & Housing Benefit

	2
	Mortgages / Secured Loans
	Mortgage Arrears
	Finance

Arrears, Repossession & Housing Benefit

	3
	Housing Benefit and Council Tax Benefit
	Housing Benefit
	Finance

Arrears, Repossession & Housing Benefit 

	4
	Disrepair in Rented Housing
	Disrepair
	Repair & Disrepair

	5
	Housing Options
	Housing Options
	Housing Issues

	6
	Discrimination in Housing
	Discrimination & Harassment
	Housing Issues

	7
	Eviction
	Security of Tenure
	Security of Tenure

	8
	Anti-Social Behaviour
	Security of Tenure
	Security of Tenure

	9
	Harassment and Illegal Eviction (including Race Discrimination
	Discrimination & Harassment
	Housing Issues

	10
	Homelessness
	Homelessness
	Homelessness

	11
	Relationship Breakdown
	Relationship Breakdown
	Homelessness

	12
	Rent:  Private Sector
	Security of Tenure
	Security of Tenure

	13
	Security of Tenure
	Security of Tenure
	Security of Tenure

	14
	Statutory Tenancy Rights
	Security of Tenure
	Security of Tenure

	15
	Repair and Improvement Grants
	Repair & Improvement Grants
	Repair & Disrepair

	
	Core Housing Knowledge (Compulsory)
	
	


HOMEPOINT AWARD

HomePoint Course Abbreviations

	Course
	

	Core Housing Knowledge  (Compulsory)
	CHK

	Security of Tenure (Compulsory)
	SOT

	Homelessness 
	HLN

	Housing Options
	HO

	Mortgage Arrears
	MA

	Repair and Improvement Grants
	R&IG

	Disrepair 
	DIS

	Housing Benefit 
	HB

	Discrimination and Harassment
	D&H

	Relationship Breakdown
	RB

	Rent Arrears
	RA
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 The above diagram is a flowchart of the courses, the top two are compulsory and homelessness and housing benefit are a prerequisite to the courses below them.

Topics to be covered and number of trainees

This information will be used as a starting point for discussions with the training provider.  Please give the names of trainees you think will be participating in each of the modules at each Type.  If you are uncertain, please contact either Kirstie, Jill or Pauline in the training team on 0844 515 2476.  

Trainees do not all have to cover the same modules or at the same Type.  The training should be tailored to the needs of the agency and the roles of individual trainees.   

Please use the table below to name the staff you are putting forward for the HomePoint training (including the level) in the relevant boxes.  Add more boxes if appropriate.  An example is given in the first box.

	Name & Email Address


	CHK
	SOT
	HLN
	HO
	MA
	R&I
	DIS
	HB
	D&H
	RB
	RA

	E.g. Mary Smith

mary_smith@shelter.org
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	1
	1
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You should be certain that trainees will have access to appropriate information resources for these topics – examples are detailed within the Agency Competencies in Part II of the Standards Manual. Please consider this prior to starting the training programme.

Professional Development Award

The modules in this programme are related to the 15 areas of housing law identified within the Standards as detailed on page 3 of this document.  The modules are as follows:-

Mandatory Units at SQA Level 6

	Unit Title
	Credit

	Housing Law for Advisors: Introduction to Housing Issues
	1

	Housing Law for Advisors: Introduction to Security of Tenure
	1


Optional Units at SQA Level 6

	Unit Title
	Credit

	Housing Law for Advisors: Introduction to Homelessness
	1

	Housing Law for Advisors: Introduction to Arrears, Repossession & Housing Benefit
	1

	Housing Law for Advisors: Introduction to Repair and Disrepair
	1


Mandatory Units at SQA Level 7

	Unit Title
	Credit

	Housing Law for Advisors: Housing Issues
	1

	Housing Law for Advisors: Security of Tenure
	1


Optional Units at SQA Level 7

	Unit Title
	Credit

	Housing Law for Advisors: Homelessness
	1

	Housing Law for Advisors: Finance
	1

	Housing Law for Advisors: Repair and Disrepair
	1


SQA Level 8

	Unit Title
	Credit

	Housing Law for Advisors: Representation at Hearings
	1


This Unit can only be accessed by candidates who are working in a role that requires them to represent candidates at Hearings.  Candidates in the Housing Advice sector will be working at Type 3 and should normally have completed the mandatory units of the PDA Certificate in Housing Law Advice (level 7) and one of the following option Units:

· Housing Law for Advisors: Homelessness

· Housing Law for Advisors: Finance 

· Housing Law for Advisors: Repair and Disrepair
Units to be covered and number of trainees 

(Professional Development Award only)

This information will be used as a starting point for discussions with the training provider.  Please give the names of trainees you think will be participating in each of the Units at each Level.  If you are uncertain, please contact either Kirstie, Jill or Pauline in the training team on 0844 515 2477.   (Important:  All personal information provided is confidential to Shelter with the exception of the SQA who require this information for registration purposes).

SQA Level 6

	
	
	
	
	
	Mandatory
	Mandatory
	Optional
	Optional
	Optional

	Name 


	Email Address
	Home Address
	Date of Birth
	SQA 

Candidate Number
	Intro to Housing Issues
	Intro to Security 

of Tenure


	Intro to Homelessness
	Intro to 

Arrears, Repossession & Housing Benefit
	Intro to Repair & Disrepair

	EG: 

Mary Smith
	mary_smith@shelter.org
	35 White Street

Edinburgh

EH1 4DD
	14/12/75
	1234560
	6
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SQA Level 7

	
	
	
	
	
	Mandatory
	Mandatory
	Optional
	Optional
	Optional

	Name 


	Email Address
	Home Address
	Date of Birth
	SQA 

Candidate Number
	Housing Issues
	Security of Tenure


	Homelessness
	Finance
	Repair & Disrepair

	EG: 

Mary Smith


	mary_smith@shelter.org
	35 White Street

Edinburgh

EH1 4DD
	14/12/75
	1234560
	7
	7
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SQA Level 8*

	
	
	
	
	
	Mandatory

	Name 


	Email Address
	Home Address
	Date of Birth
	SQA 

Candidate Number
	Representation at Hearings

	EG: 

Mary Smith


	mary_smith@shelter.org
	35 White Street

Edinburgh

EH1 4DD
	14/12/75
	1234560
	8

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


*Candidates in the Housing Advice sector will be working at Type 3 and should normally have completed the mandatory units of the PDA Certificate in Housing Law Advice (level 7) and one of the following option Units:  Housing Law for Advisors: Homelessness; Housing Law for Advisors: Finance; Housing Law for Advisors: Repair and Disrepair.

Confirmation of Achievement of Key Standards

In order to access the training programme, you must confirm that the following Key Standards have been achieved in the team which is to undergo the training.  We also need to know what evidence you will provide to demonstrate this although you do not need to send us the evidence at this stage.

	STANDARD


	EVIDENCE OF ACHIEVEMENT



	Standard 2.1

It is important that you are able to identify the housing information and advice role that your service has eg who you provide the service for, what service you provide and why you provide that service.  This should relate to the function of the team that will be undertaking the training. This is to help you identify the issues you would be looking for training on.

	2.1 – definition of the remit and boundaries of your housing information and advice service


	

	Standard 5.2

Before you meet with the training provider you should have carried out a basic training needs analysis for the members of staff that will be participating in the training programme. You should be able to identify the areas of law that they are expected to advise on in their posts, the type of training they would require, and also whether they will be taking part in the training as experienced advisers or whether they will be new to the topic. This helps to make the initial meeting with the training provider more straightforward.  Please note that trainees undertaking Type III topics are expected to have experience of working at this level.

	5.2 – you have identified the skills and knowledge needed by staff to meet service users’ needs for housing information and advice (training needs analysis)


	

	Standard 5.4

The training programme has been designed to help advisers meet the knowledge elements of adviser competencies within the Standards. The training provider needs to know that trainees already have a degree of core skill, which they can then use to apply this knowledge. The core competencies in this Standard provide the detail of the skills that all advisers would be expected to have (see Part II of the Standards Manual). 

	5.4 – you have ensured that advisers meet the core competencies


	

	Standard 5.6 

The training programme is online based with support available from the training provider by phone or e-mail. However, it is vital that there is a named supervisor responsible for trainees in the service. Experience from the programme has shown that the supervisor has a central role to play in ensuring that trainees feel confident in progressing through the programme. The supervisor is also the person with whom the training provider will meet to have initial planning of the training programme for the service.

	5.6 – supervision arrangements are in place for the housing information and advice service


	





Record of Enquiry
Enquiry / Self-Assessment 

Example:  Relationship Breakdown Enquiry at Type 1

	Date
	Type I, II or III
	Type of Enquiry
	Presenting Enquiry
	Actual Problem
	Action Taken
	Self Assessment against Adviser Competency

	
	1
	(eg No. 9 – see codes below)


	
	
	(eg referred to Women’s Aid)
	Basic understanding of security of tenure with especial reference to rights of spouses and cohabitees and ability to explain it to users

Basic understanding of law as it affects relationships: marriage, cohabitation, separation, domestic violence, divorce, children’s rights, lesbian and gay relationships and ability to explain these to users

Understanding of homelessness options 

Understanding of local authority and social landlord policies on relationship breakdown and ability to explain to users

Training:  relationships and legal rights 1 day initially + security of tenure 1 day initially plus updating as necessary (at least ½ day p.a.)
	(
(
(
(
(


Code:

1.
Housing Benefit







6.
Security of Tenure

2.
Discrimination in Housing, Harassment and Illegal Eviction


7.
Disrepair

3.
Homelessness







8.
Housing Options

4.
Mortgage Arrears







9.
Relationship Breakdown

5.
Rent Arrears







10.
Repair and Improvement Grants
APPENDIX 4 – SAMPLE POLICY DOCUMENTS
This section contains sample policy and procedure documents which can assist you when writing or implementing a policy or procedure.  Where applicable, these can be copied and tailored to your own organisation.

Other excellent example policies as well as other comprehensive information can be found on the City of Edinburgh Council website at:

  http://www.edinburgh.gov.uk/internet/housing/edinburgh_housing_advice_network/CEC_shared_reference_library#PoliciesandProcedures2
HomePoint extends grateful thanks to Ayr Housing Aid Centre, the City of Edinburgh Council, Melville Housing Association, Citizens Advice Scotland and all those concerned for allowing us to reproduce these documents within this publication.



Introduction to Policy and Procedures Manual
This manual contains all the relevant policy and procedures operated within …... It should be read with the Office Manual and is part of the induction process for new members of staff.

The Management Committee of …….. establishes the Policy and Procedures for ……, a date of approval is found in each policy and any amendments are also approved or otherwise by the Management Committee.

Policy and Procedures are regularly reviewed and discussed at team meetings and any potential changes are referred to the Management Committee. 

The Co-ordinator of ……. has the responsibility of keeping this manual up to date and reporting to the Management Committee on Policy and Procedure matters.


Policy and Procedure Statement 1  - Recruitment of Ex Offenders

In recruitment of staff/volunteers ………. shall act fairly and not discriminate unfairly against an applicant subject of a disclosure on the basis of conviction or other information revealed.  We will only request a Standard or Enhanced disclosure where it is necessary any relevant to the position sought.

Where a position requires a disclosure we will make this clear on the application form, job advert and any information provided about the post. If …….. is recruiting jointly with another organisation which is registered for disclosure purposes it may accept that organisation has sought disclosure of relevant matters.

At interview we will ensure that open and measured discussions can take place on the subject of offences.  Failure to reveal information at interview, that is directly relevant to the position sought could lead to withdrawal of an offer of employment.

At interview or when receiving a disclosure which shows a conviction, we will take into consideration:-

· Whether the conviction is relevant to the position being offered.

· The seriousness of the offence revealed.

· The length of time since the offence took place.

· Whether the applicant has a pattern of offending behaviour.

· Whether the applicants circumstances have changed since offending took place.

We will ensure that all our staff involved in the recruitment process are aware of this policy and have received relevant training and support.  We undertake to make a copy of this policy available to any applicant for a post with ………. that requires a disclosure.

Policy and Procedure Statement 2 - Secure Handling, Use, Storage and Retention of Disclosure Information

In accordance with the Scottish Executive Code of Practice, for registered persons and other recipients of Disclosure Information ………… will ensure the following practice.

· Disclosure will only be requested when necessary and relevant to a particular post and the information provided on a disclosure certificate will only be used for recruitment purposes.
· ………… will ensure that an individual’s consent is given before seeking a disclosure, and will seek their consent before using disclosure information for any purpose other than recruitment.
· Disclosure information will only be shared with those authorised to see it in the course of their duties.
· Where additional disclosure information is provided to …….. and not disclosed to the applicant, …….. will not disclose this to the applicant, but will inform them of the fact that additional information has been provided, should this information affect the recruitment decision.
· Disclosure information will be stored in a locked non-portable container, for a maximum of six months.  Only those authorised to see the information in the course of their duties will have access to the container.
· Disclosure information will be destroyed by shredding.
· No image or photocopy of the disclosure information will be made, however the following details will be retained :-
i.
Date of issue of disclosure.

ii.
Name of subject.

iii.
Disclosure Type.

iv.
Position for which disclosure was requested.

v.
Unique reference number of disclosure.

· Recruitment decision taken.

· will ensure that all staff with access to disclosure information are aware of this policy and have received relevant training and support.

· ……….e undertake to make a copy of this policy available to any applicant for a post with ………. that requires a disclosure.


Policy and Procedure Statement 3 - Protecting Vulnerable People
……………… aims to ensure that any vulnerable people, whether children, young people or vulnerable adults, are protected and kept safe from harm while they are with staff and volunteers in this organisation.  In order to achieve this we will ensure our staff and volunteers are carefully selected, screen, trained and supervised.

Selection

· All applicants to our organisation will complete an application form.

· Shorted listed applicants will be asked to attend interview.

· Shorted listed applicants will be asked to provide references and these will always be taken up prior to confirmation of an appointment.

· Where relevant to the post, the successful applicant will be asked to agree to an appropriate disclosure.  Disclosure will be requested prior to the applicant taking up post.

Training

· The successful applicant will receive induction training, which will give an overview of the organisation and ensure they know its purpose, values, services and structure.

· Relevant training and support will be provided on an ongoing basis, and will cover information about their role, and opportunities for practicing skills needed for the work.

· Training on specific areas such as health and safety procedures, identifying and reporting abuse, and confidentiality will be given as a priority to new staff and volunteers, and will be regularly reviewed.

Supervision

· All staff and volunteers will have a designated supervisor who will provide regular feedback and support.
· Every member of staff and volunteer will attend an annual review, where their performance, skills, motivation and expectations will be discussed.  Annual reviews will be minuted and copies made available to the member of staff/ volunteer.
……….. will ensure that all members of staff and volunteers involved in recruitment, training and supervision, are aware of this policy and have received appropriate training and support to ensure its full implementation.

This policy should be read with policy and procedure statements 4, 7, 13 and confidentiality form number 1.
Policy and Procedure Statement 4 - Recruitment Statement
………… is committed to providing the best possible recruitment service and are committed to removing barriers to equality of opportunity at all stages of the recruitment process.
Our commitment to you as a job applicant is:

· We will treat you in a polite, helpful and friendly manner at all times.

· When we write to you, we will give you the name and telephone number of the member of staff who will deal with your enquirers.

· We will treat information you provide in confidence.

· We will normally send you an application form the day we receive the request or at the latest the next day.

· Your application will be acknowledged in writing.

· Every applicant will complete the standard application form.

· Any disabled applicant who meets the minimum criteria for the job vacancy will be invited for a interview.

· We will normally advise you if you are being invited for an interview within two weeks of the closing date.

· We will give reasonable notice of the date of the interview.  If you are asked to make a presentation to the interviewing panel, we will give a minimum of one weeks notice.

· We would attempt to provide all reasonable measurers for you to attend a interview.

· We ask you to provide personal details such as first name, date of birth, gender, ethnic origin on the Equal Opportunities Monitoring Form.  This information is not revealed to the selection panel but is used to monitor our process.

· The information provided on your application form will play a vital part in deciding whether you will be called for interview, it is important that you take your time to complete the form.

· If you are invited to interview, we will contact your references prior to interview.

· After interview, we will contact the successful applicant as soon as possible and normally within five working days. If relevant to the post sought we shall seek a Standard or Enhanced criminal records check, this will have been stated in the job advert, this may extend the notice period.

· If you are unsuccessful at an interview, we will normally advise you within two weeks.

Policy and Procedure Statement 5 - Customer Care

………. is an independent charity providing an independent service which represents the interest of our callers. ………. will at all times ensure impartiality from Caseworkers and respect confidentiality of callers in terms of Policy and Procedure Statement 7.  ……… is committed to providing equality of service to all those in housing need without bias to race, religion, disability, sex, sexual orientation, age or politics.

We shall at all times treat callers with respect and courtesy.  While recognising that callers will often be under pressure we do not condone any abusive or threatening behaviour against staff.  ……. has prepared a Statement on this and these are displayed throughout.  If there is any indication or history of such behaviour ……. would initially attempt to interview with 2 members of staff, failing which ……….will interview by indirect means.  See policy and procedure statement 14 on appointments. (inserted in December 2005) It will always be the last resort that a caller is refused entry.  Any caller who is unsatisfied with the service can make a complaint under Complaints Procedure 6.

If a caller is under the influence of drugs or alcohol which would impair the interview or the member of staff considers there to a potential danger, policy and procedure statement 12 shall apply. The same shall apply to our housing support service
In the event of a caller taking ill on the premises the member of staff shall call the appropriate emergency services to deal with the situation.  The local emergency numbers are displayed on the notice board in the main office. (please note inserted into statement on 10th October 2003) In the event that a client takes ill during a home visit (including our housing support service) the member of staff shall contact the appropriate emergency service and/or GP. If a caller is in a distressed state or unable to communicate policy and procedure 12 shall apply.

………… shall periodically review the premises used to provide the service including rural locations. In addition to this Housing Support worker will complete a risk assessment form for home visits. (inserted December 2005)  We shall use our statistical systems to review the methods of delivery and the effective use of resources.  The service shall up-date an information leaf
let on our services.

Policy and Procedure Statement 6 - Service User Complaints Procedure

…………. is committed to providing a high quality service to all service users.  We would encourage feedback from our service users and this procedure forms part of this process.  ……. hopes to deal with any complaints about the service or its delivery without the need to follow a formal procedure, as such the Co-ordinator would be available to discuss informally any issue raised by a service user.  The Co-ordinator and …… information leaflet will detail the formal procedure to service users outlined below.

First Stage

This procedure allows service users of ……… who have a complaint to intimate their complaint to the organisation in writing or using complaint form 1 provided.  All complaints will initially be dealt with by the Co-ordinator unless the complaint is directly related to that person.  All first stage complaints will be responded to in writing by the organisation within four weeks of receipt of the complaint.

Second Stage

If the complaint is related to the Co-ordinator or the service user is not satisfied with the response to the first stage they shall request that the complaint is dealt with by the Management Committee of ……..  Such a request should be directed to the Chairperson of the Management Committee, this should be addressed to ……… who will forward it to the Chairperson.  This should normally be in writing detailing the complaint.  

The Management Committee may seek to make any further enquires necessary to deal with the complaint, which could include seeking additional information from the service user and ……….

The Management Committee will deal with the matter at their next meeting and will respond in writing thereafter within four weeks of the meeting.
Housing Support Cases
In the event of a complaint from a service user, complaint form 2 shall be used and the service user shall be informed of their right to make a complaint direct to the Care Commission. Their address and telephone number is at the bottom of this form. 

All complaints shall be held in a central file within ……...  Responses to complaints and ultimate outcomes will be attached to file. 

Policy and Procedure Statement 7 - Confidentiality Policy

i. Information held by ………. in terms of casework is strictly confidential between …….. and the user of the service.  No information for any purposes will be shared with other organisations or authorities without the consent of the user of the service.  A user of the service can nominate a contact person concerning his case who will be able to receive relevant information; this should normally be in writing.

ii.
Users of the service have the right to view anything recorded (written or saved on to a computer) about them by request to the Co-ordinator.  This in most cases will be provided within 40 days of the request. ………..will not release third party information to a user unless the third party gives permission. See third party release form.  

iii. 
Caseworker will ensure that a data protection consent form (confidentiality form 1) is completed and the 8 principles of the Data Protection Act is explained to the user.

iv.
……. shall pass information to the relevant authorities if there are issues concerning the safety of a child or a vulnerable adult. This includes any allegations or charges brought against service user in relation to children or vulnerable adults. 

v.
If it is in the interests of the caller the Caseworker shall discuss referral in part for additional support or the whole case, policy and procedure statement 9 shall apply. 

vi.
As part of monitoring and quality assurance a selection of case-files are audited by external auditors.  The user of the service must be advised of this process if they do consent this will be noted on confidentiality form 1. 

vii. 
If a user of the service or a member of staff considers that there has been a breach of confidentiality, this matter should be raised initially with the Co-ordinator who will investigate the matter and report to the Management Committee.  The user will be kept informed of any developments concerning the case.

Form to be used are :-

1.
Confidentiality Policy Form 1 – Data Protection Act Consent Form (amended 11.12.03)

2.
Confidentiality Policy Form 2 – General Consent Form

3.
Confidentiality Policy Form 3 – Homeless Consent/Notification Form

4.
Third party consent for release of information. (inserted in December 05)

Policy and Procedure Statement 8 - Caller Feedback

………… is committed and values caller input.  We have developed a Service User Feedback Form which will be used to influence and monitor the service we provide.  

The feedback form covers:-

· How they heard about us

· Accessing …….
· Friendliness of staff

· Information given

· Is the service worthwhile

· Did it help

We also welcome any other comments relating to all aspects of the service.

We keep forms in the reception/waiting area for callers to fill in at their leisure.  We also post out forms to clients on a monthly basis to analyse their responses.  Stamped addressed envelopes are used for this purpose.  

The feedback is discussed at general team meeting and housing support team meetings.  It is also considered in the Annual Reports. 

Policy and Procedure Statement 9 - Referrals

……….. shall encourage the development of referral arrangements with Statutory and Voluntary organisations.  ………….. is committed to the establishment of a Housing Advice and Information network and formulating referral procedures in the network.

· ……… shall refer callers to other organisations with their consent if their needs could be better served.

· ………. recognises that there may be situation that part of a callers needs could be better served by another organisation while they deal with other relevant matters.  They will encourage partnership working if it is in the interests of the caller.

· In all cases referred by …… to another organisation ……. shall brief that organisation with the consent of the caller on relevant issue concerning the referral.

· In all cases of domestic abuse …….. shall advise the caller of other agencies who can provide support services.

· In cases particularly homeless cases involving children …….. shall advise callers of family support services in the area, such as Barnardos Homeless Service.

· If a case is being referred to solicitors ……….. shall discuss the case with the Solicitor and if appropriate provide a briefing.

Policy and Procedure Statement 10 - Casework

Introduction
………… is an independent charity providing an independent services that represents the interest of our callers. ……….. will at all times ensure impartiality from Caseworkers and respect confidentiality of callers in terms of Policy and Procedure Statement 7.  ………. is committed to providing equality of service to all those in housing need without bias to race, religion, disability, sex, sexual orientation, age or politics.

We shall at all times treat callers with respect and courtesy.  While recognising that callers will often be under pressure we do not condone any abusive or threatening behaviour against staff.  If there is any indication or history of such behaviour …….. would initially attempt to interview with 2 members of staff, failing which …….. will interview by indirect means.  It will always be the last resort that a caller is refused entry. Policy and procedure 12 shall apply.  Any caller who is unsatisfied with the service can make a complaint under Complaints Procedure 6. …….. will refer callers to another services if appropriate, policy and procedure statement 9 shall apply to referrals. 

Case Maintenance

Caseworkers on opening a case shall advise the caller of Confidentiality and Data Protection Policy and Procedure 7.  They shall request the caller to sign the Data Protection Consent Form (confidentiality form 1) or if the case is opened by other means, such as telephone the Caseworker will sign the form after advising of the issues.  Thereafter the Caseworker will make an initial assessment of the issues and plan the appropriate action if any.  The Caseworker shall number the case file and advise the caller of the case number for reference. 

Caseworkers should plan a course of action for their caseload, which includes targeting and noting relevant dates and responses.  If necessary the Caseworker will seek consent from the caller to access information held on them from third parties who are relevant to case, (confidentiality  form 2).

If homeless review procedure is relevant confidentiality form 3 should be used.

Correspondence

All correspondence sent or received concerning a case shall be noted in the mail book on computer, then attached onto the case file.  The Caseworker shall decide on any follow-up action required.  

Training

………. is committed to providing training opportunities for its staff.  There is a dedicated budget within our overall financial structures for training.  ……. will ensure all staff are informed of any relevant changes in their area of competencies.  Staff meet on a 4 weekly basis to discuss matters which are relevant to their duties.  

Support Materials

……….. will regularly review it’s library and subscriptions to allow staff access to all relevant materials.  Staff can also access the intra and internet for information relevant to their casework.  Staff shall at all times ensure that the material and/or resources they use are the most up-to-date. 

Case Process
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INITIAL ASSESSMENT


  BASIC ADVICE

 
DETAILED ADVICE

ADVOCACY



REGULAR REVIEW 

FRONT OF CABINET/DIARY


CASE CLOSED

Case Reviews

The Co-ordinator reviews cases on a regular basis to see if they require further action by …….. or if they can be closed.  This may be also be triggered by a diary entry to check the case.  It is normal for basic advice cases to be closed relatively soon after opening and more detailed advice and advocacy cases may remain current for many months.  A Caseworker can raise a relevant issue with the Co-ordinator at any time and could use the fortnightly meeting for this purpose.

As a cross check the caseworker shall set a date to check a case and this will be inserted into the date system for checking.  Admin shall print a report at the beginning of each week on cases due to be followed up.

Cases requiring ongoing input are located at the index in the case-file cabinet and are controlled by the Caseworker.

Caseworkers shall liase with the Co-ordinator in any cases they consider input useful.  The Co-ordinator shall review cases at his/her discretion.

The Assistant to the Co-ordinator shall review the case-files of the Co-ordinator.

All reviews, comments and actions required should be written up on the case file.  The Co-ordinator or Assistant to the Co-ordinator shall review a selection of cases.  They shall note in blue ink on the file the outcome of the review and any action required.  They shall note date of review and name of reviewer, case number and any action required in …….. yellow review case file.  Caseworkers shall refer to file and initial after becoming aware of review. As a target around 20% of all cases opened should be reviewed by another caseworker, this is notwithstanding the procedures already in place.

Case maintenance procedures are found on pages 7 –8  of the Office Manual. 
Case Closure 
On the completion of a case ….. shall write to the caller advising that the case has been closed. ……. will use standard case closed letter  The exceptions to this rule are:

· Basic telephone advice and information cases which require no follow-up

· Caller has expressed a wish for no direct contact for example in domestic abuse cases

· Loss of contact of the caller or the caller is N.F.A.*

If any of the above exceptions apply they should be recorded in the case notes

* In loss of contact cases after work has been undertaken unless exceptions apply …… shall write to caller outlining any outstanding matters requiring attention by caller
Destruction of Cases

Cases will only be held in the office for a period of 3 years.  Once cases have reached this age they shall be periodically shredded in the interests of security and data protection.  The procedure for this can be found in the Office Manual at page 8.

Conflict of Interest      

On opening a case the caseworker shall ask the caller whether they have had any previous contact with ……...  If during interview there appears to be any conflict of interest in terms of the advice sought the caseworker shall advise the caller of the potential conflict and should discuss the same with the Co-ordinator of ……..

If there is a conflict the caseworker taking into account our confidentiality policy will advise the caller of this and that they should seek alternative advise from for example a Solicitor. 

Examples of Potential Conflicts

· One party seeking to exclude the other from the matrimonial home, ……. is already advising one of the parties.

· Neighbour disputes and anti-social behaviour issues.

· Transfer of tenancies. 

……… periodically will check address given on our information systems as check on potential conflicts of interest.

Please note section above inserted following the dummy audit report issues in July 2003 and received by ……… in September 2003.  Written into policy on 9th October 2003.

Policy and Procedure Statement 11 - Housing Support Services

This service is an important part of …….. overall operations.  The service will adhere to all the policy and procedure statements of ……..  The Housing Support Service’s primary aims and objectives are :-
· To work with people who are homeless or threatened with homelessness

· To provide a good quality service to people

· To be aware of the needs and aspirations of the individuals involved

· To prevent homelessness

· To maximise income

· To encourage stable tenancies

· To work with all relevant agencies and organisations in meeting our aims and objectives

Opening Cases

Prior to the start of Support ………… shall seek to identify any potential risks to the Support Worker and the service user. Risk assessment form shall be completed by the Support Worker and discussed with the Co-ordinator or Assistant to Co-ordinator.  This should be reviewed on a 6 monthly basis or if circumstances change, (inserted in December 05).  For example if the service users has health problems which the support worker needs to know.  In such cases the case file should include contacts numbers for relevant people, (see policy and procedure 12). 

At the start of a case the Support Worker in consultation with the service users will identify the most immediate needs in terms of support. The service user and …….. shall entry a written agreement which outlines the service to be provided and the obligations of the parties to the agreement. (inserted December 05) The service users will be kept fully informed of progress in meeting the needs identified in the agreement.  Support worker will ensure that start up check list is completed within the timescales set.

During the Service
Issues raised during the support, if appropriate will be added to the support being provided.  Written records of the service shall be kept and regularly updated.  Correspondence relevant to the service shall normally be discussed with the service user.

Procedure for Closing Cases

If a service user (changed December 05) has been linking in with the service and the case is coming to a natural end, discussion is held with the service user and thereafter (inserted December 05) with co-ordinator prior to (changed December 05) closing the case. Ensuring all work has been carried out and closure checklist has been completed and letters sent to client and supporting people ending the support detailing work done to date and any matters the service user needs to deal with.

If a service user has not been engaging with the Housing Support Service:

· letter 1 is prepared and sent to them giving another appointment. 

· if service user still not engaging letter 2 is then prepared and sent to them giving another appointment and informing them the importance of linking in with the support we are providing.

· if service user still not engaging, letter 3 is prepared and sent emphasising the importance of linking in with the support we are providing and if they do not link in we will have to close their case with no further work being carried out.

After these 3 letters have been sent out to a service user, a discussion is held with Co-ordinator to discuss closing the case. If the case is (changed December 05) closed a detailed letter is sent to the service user informing them of what work we have done to date and what they still need to do to try and resolve their problems. 

Policy and Procedure Statement 12 - Health and Safety at Work etc. Act 1974

…………… recognises and accepts its responsibilities as an employer, so far as is reasonably practicable, the health, safety and welfare of its entire staff.  …….. will pay particular attention to the provision and maintenance of :-

a. a safe place of work and safe access to it;

b. a healthy working environment;

c. adequate welfare facilities;

d. sufficient information, instruction, training and supervision to enable all staff to avoid hazards and contribute positively to their own health and safety at work; and

e. administrative arrangements designed to promote effective safety management.

………… will provide a Health and safety notice board within …….. and will work with other users of the building to promote health and safety therein.

Local Safety Rules

Where possible workers who are working alone in the Office or on a home visit they will make contact with the Co-ordinator or other designated colleague at the end of the day or visit. If a home visit overlap closing of office the support worker in the first instance text or phone………, failing which …………. Workers on home visits must leave the name, address and approximate duration of their visit with their contact for that day. Service users contact number should be included in the log book and the case list on computer number 4.  This also includes completion of the log book and putting names on the board.  All staff shall retain contact numbers and in the event of no contact the Coordinator shall be contacted failing which the police.

All workers on home visits shall be supplied with a mobile phone, a backup phone card, torch and a panic alarm. 

In the event of a client being unable to communicate through alcohol or drug consumption the support worker on a home visit shall leave the home of the client.  If a client is in a distressed condition for example threatening to harm themselves, the support worker should if safe contact the appropriate support service for example GP or CPN. If not safe the Support Worker should leave the house and contact ……..  (See policy and procedures 5 & 11)

Unknown Callers

When working alone in the building in the first instance workers will not go to the front door to face callers.  They shall use the intercom system to communicate and try and make a suitable appointment time.  In emergency situations they will use the intercom then make an assessment whether to have direct contact or not.  Workers will not inform callers they are in the building alone.

Known Callers

When working alone in the building the intercom system shall be used and the worker will assess whether or not the caller is accompanied or pose a risk on the basis of previous contact.  If this is the case they shall make an appropriate appointment for them when they will not be in the building alone.  If the worker is satisfied there is no risk they shall deal with the caller accordingly.  

If while with a caller there is any indication of threatening behaviour the worker’s safety is paramount and shall:-

1.
Attempt to pacify situation if safe to do so

2.
Request the caller leaves and makes alternative appointment

3.
Evacuate the interview room and seek assistance from neighbours and/or call police

4.
If threat is imminent panic buttons should be used to raise the alarm

It will always be the last resort that a known caller is refused entry or asked to leave.  Any caller who is unsatisfied with the service can make a complaint under Complaints Procedure 6.  Any matter regarding health and safety should be initially brought to the attention of the Co-ordinator.

Risk Assessment
All workers on home visits shall complete risk assessment form, these shall be discussed with the co-ordinator or assistant to co-ordinator.  Copy shall be put in to the risk assessment file with another in casefile.
These assessment shall be reviewed every 6 months or if the circumstances change with regards to the visit, see statement 11.

Internal Risk Assessment
Advice and information workers shall complete and internal risk assessment form if they consider that there is a perceived risk.

All housing support workers providing support in ……….. shall complete an internal risk assessment form.

Incident Reporting
Staff shall report any relevant incidents by completing an incident report.  This report shall be submitted to the Co-ordinator and recorded in the case notes.  The Co-ordinator will decide on what action if any should be taken.  In terms of vulnerable adults or children Policy and Procedure 7 shall apply.
Policy and Procedure Statement 13 - Induction

This policy should be read with Statements 1, 2, 3 and 4.  …….. is committed to supporting new staff into their posts.  

The induction shall include:-

· Introduction to Colleagues

· Meeting with Co-ordinator

· Discuss Health and Safety policy and Equal Opportunities

· Discuss Policy and Procedures

· Outline commitment to staff development

· Discuss Office Manual

All members of staff shall be supplied with a full copy of policy and procedures within their staff handbook.

Housing Support Staff

All new housing support staff shall in first week of employment or as near as possible to their start date shall discuss with the Co-ordinator or Assistant to the Co-ordinator;

· National care standards

· Code of practice on social service workers

· Internal procedures for support cases

· Policy and procedures in particular health and safety, risk assessment, incident reporting

On completion of each part of induction Line manager shall sign the induction checklist.

 Induction Check List

Name :-






Date Started_________________

	Date
	Topic
	Signed

Employee
	Signed

Manager
	Comment

	 
	Introduced to

Colleagues


	
	
	

	
	Meet co-ordinator


	
	
	

	
	Health and Safety


	
	
	

	
	Equal Opportunities


	
	
	

	
	Policy and Procedures


	
	
	

	
	Staff 

Development


	
	
	

	
	Office Manual


	
	
	

	
	Care Standards *


	
	
	

	
	Code of Practice SSW*


	
	
	

	
	Support work procedures*


	
	
	


* Please note these only apply to Housing Support Workers



   Introduced in June 2006

Policy and Procedure Statement 14 - Appointments

Background

This policy sets the procedure to be adopted in ………… with regards to appointments. 
General Rule

The general rule with the exception of Housing Support home visits is ;

Appointments will be at ……. or one of its outreach services currently held in ……….  There are generally no home visits with respect to housing information and advice services.

Exception to the General Rule

………. will consider a home visit for housing information and advice services if the service user is,

· Disabled for example in receipt of DLA mobility and/or care at high rate

· Elderly and unable to come to ……or outreach service

· Suffers from ill health which makes it very difficult to attend ……. or outreach service.

The decision to make a home visit will take into account policy and procedures 5, 10 and 12.  If a case can be dealt with over the phone or with an authorised person acting on behalf of the service user this will be in most case preferable to a home visit.

Timing of Appointments

Within …….. appointments will be made from 9:15 am until 12:30 pm, appointments will normally be allocated 30 minutes unless longer time is required.

There will be normally two appointment slots allocated in the afternoon at 2:00 pm and 3:00 pm to accommodate service users who cannot attend appointments in the mornings.

No other appointments will normally be made outside these times.

Exceptions to Timing Rule

At the discretion of ……….. appointments shall be made out-with the allocated times normally in the cases of emergency or urgent cases.

Definitions

Emergency :- Street Homeless, Temporary accommodation just about to be withdrawn, eviction/repossession is imminent (within 3 days), threatened with illegal eviction, date to respond to summons due to expire within 3 days.

Urgent :- Due to be evicted within 7 days, Harassed by landlord, severe neighbour harassment, mortgage repossession notices, need to respond to summons within 7 days,  negative decision in terms of homelessness taking into account 21 day rule.

These are not exhaustive and ……… will use its discretion taking into account the circumstances of the caller.

Timing of Appointment at Outreach Services

The General rule is appointments shall be made taking into account the period allocated for the service.  30 minutes shall be allocated to each appointment.

10:00 am – 2:00 pm

10:30 am – 1.45 pm

9:30 pm – 2:00 pm

This service shall accommodate drop in callers as far as it can taking into account appointments made. 

Date of Policy :-


5th December 2005

Approved by Committee :-
  
20th December 2005

Policy and Procedure Statement 15 - Whistle blowing
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1.
INTRODUCTION

1.1 
The principles and guidance outlined in this policy and procedure have been developed to implement 
the Public Interest Disclosure Act 1998 ( the so called “whistle-blowers” Act). The Act seeks to protect 
workers who make disclosures of information in the public interest and allow such individuals to bring 
an action in respect of victimisation or detriment suffered as a result of making a protected disclosure.

1.2
In the course of your employment, you may become aware of what you reasonably believe to be serious wrongdoing in ………. or you may have information regarding malpractice. …………treats breaches of Health and Safety and malpractice very seriously and the disclosure of such matters is clearly in the public interest. This procedure outlines the steps you should take to bring serious situations to the attention of the Management.  It has been designed to provide guidance on reporting incidents of malpractice or wrongdoing and indicates how matters can be expedited thoroughly, discreetly and in a confidential way. 

The procedure outlines:

· what sort of concerns may be reported

· the employees covered by this procedure

· the appropriate steps to be taken to report serious wrongdoing or malpractice

· how a matter may be raised in confidence

· the rights of employees who are the subjects of disclosures

· any obligations placed on an employee in terms of bearing witness

· the interests of ……..
· the  right to raise matters of concern and not be subject to any detriment

· the actions ……..may take when an employee does not comply with the stipulated reporting procedure

1.3
For the purposes of this procedure, not only are employees protected, but agency contract workers; homeworkers; NHS practitioners, e.g. GP’s; and certain work experience and vocational trainees.

1.4
This procedure for reporting concerns at work is based on the following principles:

· fair and reasonable treatment at work

· the right to report concerns in the public interest (See section 2.1)

· confidentiality

· openness and accountability

· honesty and integrity

1.5
The disclosure of information in the public interest involves the reporting of certain acts or omissions which give cause for serious concern, which may have been committed by an individual, more than one individual in.  The information broadly falls into 2 categories: 


i) Wrongdoing in terms of a breach of the criminal or civil law or 

i) Maladministration which may amount to a breach of the civil or criminal law.

1.6
This procedure has been developed in full consultation with staff and the Management Committee of ……..
2.
REPORTING CONCERNS

2.1
There are existing procedures in place to enable you to lodge a grievance relating to your own employment. This procedure is intended to cover major concerns that fall outside the scope of other procedures. If you are concerned about an aspect of individual behaviour or corporate practice it may fall under one (or more) of the following categories:   

· a criminal offence

· a failure to comply with a legal obligation (for example, an officer not being in possession of a required professional qualification when the job requires them to have one). 

· a miscarriage of justice (for example a manger instructs an employee to do something which s/he knows is illegal and as a result, the employee faces legal action.) 

· danger to the health and safety of an individual

· damage to the environment

· the unauthorised use of public funds

· possible fraud and corruption

· sexual or physical abuse of clients, or

· the deliberate concealment of information tending to show any of the matters above is being deliberately concealed

2.2
Under the terms of this procedure, you can report a matter on a confidential basis to your line manager, Co-ordinator regarding any of the categories above. The categories are by no means mutually exclusive.   For example, you may be aware of a health and safety failure that is also a criminal offence. The information disclosed may relate to an incident that has occurred in the past, in the present, or likely to occur in the future.  If you are not sure whether the concern you wish to raise falls into one of the above categories, then you should contact your line manager,  the Co-ordinator.

2.3
As a guide to assessing whether to report your concern, is it something that:

· makes you feel uncomfortable in terms of known standards, your experience or the standards you believe ……….. subscribes to;

· is against ………. policies, procedures and practice;

· falls below established standards of practice

· amounts to improper conduct 


2.4
If you have a concern that does not fall within the scope of any of the categories listed above, then another procedure should be considered, such as the Grievance or Disciplinary procedures.  If you are in any doubt about the matter concerned, then you should consult your line manager.

2.5
Where the line manager or nominated Senior Officer are in any doubt over specific issues, direction should be sought from the Management Committee. 

2.6 
The Act does not protect employees who commit a criminal offence by making such disclosure, for 
example, a breach of the Official Secrets Act would not qualify as a protected disclosure of information 
in the public interest. 

3. 
CONFIDENTIALITY

3.1
For the reporting process to have credibility, employees must have confidence that any matter they draw to the attention of their line manager will be handled with discretion and tact.  

3.2 Once an employee has made a report he/she will be updated on the next steps and any applicable timetable within 10 working days of a concern being raised.

3.3
In some cases, it may not always be possible to preserve the confidentiality between the employee and the individual the matter has been reported to, as the matter may be serious enough to involve agencies such as the Police or the Health and Safety Executive.

4.
REPORTING PROCEDURE

4.1
If you wish to report a matter that is covered by the categories stated in Section 2.1, you should contact your line manager, Head of Service however this may depend on the seriousness and sensitivity of the issues involved and who is suspected of the malpractice.  For example, if you believe that management is involved, you should approach the Chair of the Management Committee.

4.2
Concerns may be raised verbally or in writing, employees who wish to make a written report are invited to use the standard form in Appendix 1.  The earlier you express the concern the easier it is to take action.

4.3
Although you are not expected to prove beyond doubt the truth of an allegation, you will need to demonstrate to the person contacted that there are reasonable grounds for your concern. You may wish to discuss your concern with a colleague first as you may find it easier to raise the matter if there are two (or more) of you who have had the same experience or concerns.

4.4
You may wish to have your trade union representative, a friend or a work colleague present during 
meetings or interviews in connection with the concerns you have raised.

5.
HOW ………. WILL RESPOND

5.1
Once a report has been submitted, your line manager will have responsibility for ensuring concerns are investigated. They will advise you in writing of the next steps and any applicable timetable within 10 working days of a concern being raised.  The overriding principle which ……… will have in mind is the public interest, therefore concerns or allegations which fall within the scope of specific procedures will normally be referred for consideration under these procedures.

5.2
At this stage in the process, it is important that confidentiality is maintained by both parties to ensure that the matter can be dealt with in the appropriate way, avoid prejudice and protect individual rights.  The names of the people concerned will only be divulged to those closely involved in the investigation, who have a need to know.

5.3
The report will then be considered and a decision taken as to whether the matter should proceed.

5.4
Should your line manager, Head of Service or Departmental Director decide not to take any action, you will be notified and given the reasons for this decision.

5.5 If your line manager decides to act on the basis of your report, then you will be notified, where possible, of the decision.

5.6 Once the matter has been concluded and the appropriate action taken in response to your report, you will be notified of the outcome.

5.7
Under the terms of this procedure, you may seek a progress update from your line manager regarding the status of your report, subject to any action being taken by …….. and the bounds of appropriate conduct.

5.8
……… will take steps to minimise any difficulties which you may experience as a result of raising a concern.  For instance, if you are required to give evidence in criminal or disciplinary proceedings, …….. will arrange for you to receive advice and support with the procedure.

6. 
SAFEGUARDS

6.1 
Employees who are raising a concern under this procedure may fear being victimised for speaking out, 
they may fear not being taken seriously and they may feel that their employment may be threatened in 
some way.  ……. recognises that the decision to report a concern can be a difficult one to make. 

Under the terms of this procedure, …….. will ensure that any employee making a report based on Section 2.1 is safeguarded against any detriment in the course of their employment.  ……….. will also ensure to take all complaints seriously, treat all parties involved fairly, exercise confidentiality wherever possible and treat victimisation as a disciplinary offence. 6.2
Under this Act, if an employee is dismissed for making a protected disclosure, this is automatically unfair, and there is no qualifying period of service or age restriction if the employee wishes to make a claim to an Employment Tribunal.

7.
FALSE REPORTING

7.1
There may be instances when a report is submitted, based on a genuine belief by the employee that something is wrong at a particular time, which is subsequently demonstrated to be false or inaccurate.  In such circumstances, employees will be informed of the discrepancy between their report and the facts at hand.  Provided that ………. is satisfied that the employee acted in good faith and had a genuine belief that such a situation should be reported, no further action will be taken.

7.2
If an employee has deliberately submitted a report that they know not to be true or unfounded, then they will be subject to the rules of ………. Disciplinary procedure.

8.
CONTACT WITH THE MEDIA

8.1
This procedure has been developed to enable employees to express what they reasonably believe to be concerns on the basis that it is in the public interest to make such matters known to their line manager or nominated member of the Management Committee.  
However, reporting your concerns does not mean that such matters should be made available for public consumption through the media, in addition, employees must not criticise …….. through the media, in another public forum or written communication with the public. Therefore, contact with the media is prohibited unless you are authorised to do so.

8.2
All matters covered by Section 2.1 must be reported to your line manager.

8.3
Failure to comply with sections 8.1 and 8.2 of this procedure may result in disciplinary action being taken.

9. 
HOW THE MATTER CAN BE TAKEN FURTHER

9.1 
This policy is intended to provide employees with an avenue to raise concerns and hopes that any action 
taken will be satisfactory.  However, If the internal process does not resolve the matter the following 
professional bodies and regulatory authorities may be contacted.

Accounts Commission for Scotland

Her Majesty’s Commissioners of Customs and Excise 

Her Majesty’s Commissioners of the Inland Revenue

Health and Safety Executive


The information Commissioner


Scottish Environment Protection Agency


Care Commission


OSCR


Communities Scotland


Police

9.2 As detailed in 8.1 and 8.2, employees should ensure that they do not disclose confidential information and may only contact the media if authorised by management. 

10.
HOW TO REPORT A CONCERN – FLOW CHART

	If you wish to report a matter that is covered by the categories stated in this policy on Page 3 (section 2.1) you should contact your Line Manager or nominated management committee member – this can be done in writing using the form attached in appendix 1 or can be reported verbally



	
	

	When reporting a concern you will need to be able to demonstrate to the person contacted that there are reasonable grounds for your concern.

You may wish to have a Trade Union Representative or a friend present during any meetings or interviews in connection with the concerns you have made.



	
	

	Once a report has been submitted, your Line Manager or nominated management committee member will have responsibility for ensuring concerns are investigated.



	
	

	You will be advised within 10 days of your concern being raised of the next steps and any applicable timetable.



	
	

	At this stage of the process confidentiality must be maintained by both parties to ensure that the matter can be dealt with in the appropriate way, avoid prejudice and protect individual rights.



	
	

	If your Line Manager or nominated management committee member decide to take act on the basis of your report, you will be notified where possible of the decision.



	
	

	Once the matter has been concluded and the appropriate action taken in response to your report, you will be notified of the outcome.



	
	

	Should your Line Manager or nominated management committee member decide not to take any action you will be notified and given the reason for the decision.



	
	

	………. will take steps to minimise any difficulties, which you may experience as a result of raising a concern.  For instance, if you are required to give evidence in criminal or disciplinary proceedings, ……… will arrange for you o receive advice and support with the procedure.

 


11.
INCIDENT REPORT FORM
	Public Information Disclosure Act
REPORTING CONCERNS AT WORK

Incident Report Form
	

	
	CONFIDENTIAL

	

	
	

	Personal details:

	Name:
	
	Department:
	

	
	
	Section:
	

	Home Address
	
	Work Location:
	

	
	
	Phone (Work)
	

	
	
	Name of 


	

	Phone No (home):
	
	Supervisor/Manager
	

	
	

	Trade Union Details:

	Name of Trade Union:
	
	TU or other 

Representative:
	

	Incident details:

	Please provide the following information on the alleged incident:

	Incident date(s):
	

	Date:
	Date:
	Date:
	Date:

	Name of the person(s) the complaint concerns:



	Name
	Designation
	Work Location
	Tel No

	
	
	
	

	
	
	
	

	Comments:

	Name of any witnesses:



	Name
	Designation
	Work Location
	Tel No

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Nature of incident (Please tick appropriate box):


	CATEGORY
	
	Comments

	Criminal offence
	
	

	Failure to comply with legal obligation
	
	

	A miscarriage of justice
	
	

	Health and safety issue
	
	

	Damage to the environment
	
	

	Unauthorised use of public/…….. funds


	
	

	Possible fraud or corruption
	
	

	Sexual or physical abuse of clients
	
	

	Please give specific details of incident:



	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


	I fully understand that if I make unwarranted or malicious allegations and this is found to be the case, this may render me liable to formal disciplinary action.

I therefore certify that the information provided is correct

	

	Signed:
	Date:

	

	To be completed by the line manager or nominated management committee member after investigation into alleged incident:

	Action Taken:

As a result of the investigation, please indicate what action will be taken.  (Please tick the appropriate box)


	Action:
	
	Comment:

	No Action taken
	
	

	Invoke Disciplinary Procedure
	
	

	Report given to professional Organisation/Police
	
	

	Other (Please specify)
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	Signed:
	Date


Policy and Procedure Statement 16 - Finance

This Policy and Procedure should be read with section VII of the Office Manual. The day to day financial management of ……….. is delegated to the Co-ordinator and in his/her absence the Assistant to the Co-ordinator. All our procedures must adhere to the requirements of the Office of the Scottish Charities Regulator and relevant regulations.

Cheques 

Require to be signed by authorised members of the Management Committee.

Expenditure

All expenditure will be allocated into one of the 14 headings used within our annual accounts. The Co-ordinator and in his/her absence the Assistant to the Co-ordinator is authorised to spend up to and including £1,000 (one thousand pounds). Expenditure of up to £2,000 and including (two thousand pounds) requires the consent of the Chairperson and/or Treasurer, Expenditure beyond this requires the consent of the Management Committee.

The exception to the above is the payment of the wages account to South Ayrshire Council, the Committee authorise payment of this account on receipt of the same.

Petty Cash

The Co-ordinator or in his/her absence the Assistant to the Co-ordinator has the power to draw a maximum of £250 (two hundred and fifty pounds) into petty cash. All expenditure under this heading must be allocated the relevant expenditure heading and noted in the petty cash spreadsheet.

Welfare Payments

Under expenditure heading 4 the Co-ordinator or in his/her absence the Assistant to the Co-ordinator is authorised to make one off emergency welfare payments not exceeding £20 per payment. This budget heading is restricted and payment should only be made in exceptional circumstances.

Income

All income not directly deposited into ……….. account shall be as soon as possible after receipt of same.

Policy and Procedure Statement 17 – Conflict of Interest

Sample - Conflict of interest procedure

(Adapted from Citizens Advice Scotland)

A conflict of interest may occur when Wolford Advice Agency is approached by two parties seeking assistance with an issue that is common to both but the parties are in opposition.  Examples where there is a potential for conflict of interest include landlords and their tenants (including where the service provider is the client’s landlord), creditors and their debtors, partners in dispute.

In order to identify such issues:

· The Supervisor must be alert to any conflict of interest situations and intervene in the transactions

· The Supervisor responsible for the daily monitoring of the case records must be alert to any possible conflict of interest situation.

Action to be taken:

· The Deputy Manager will examine and investigate the circumstances

· If a conflict of interest is established, the client/s must be informed of this but only that there is a conflict, no further details are provided (the issue of conflict of interest normally takes precedence over issues of confidentiality)

· If it is obvious that the situation will cause problems, then the second party/client seeking assistance must be informed that Wolford Advice Agency cannot assist in this matter and referred to other appropriate agencies (this may be dependant on the subject matter and location, consult the Supervisor)

· If the issue is unlikely to cause problems for Wolford Advice Agency or client/either client, then the client/s will be given the option of continuing with this agency or referred to other appropriate agencies

· Full details of these transactions must be recorded in the case record

· In all circumstances the Deputy Manager must be consulted.

There may be circumstances, especially due to locality, where Wolford Advice Agency is unable to refer a client to another appropriate local service.  In this situation the following protocol will be applied.

1. Protocol to be followed if both parties on-going cases are being handled by Wolford Advice Agency


· Different advisers will be assigned to each case if possible

· Informal case discussion will cease immediately

· On-going case records to be stored in separate filing cabinets

Any follow-up appointments being arranged will be done in discussion with the Supervisor for example to ensure two clients in opposition are not likely to meet on the premises.


Policy and Procedure Statement 18 – Reception Questionnaire

[image: image1.png]



Please help us to help you

RECEPTION QUESTIONNAIRE

DATE :


ARRIVAL TIME :

LEAVING TIME :



NAME :



ADDRESS :



REASON FOR VISIT :


HOUSING MANAGEMENT
(1) HOUSING OFFICER :
(
(2) ALLOCATIONS

(



 

(3) HARASSMENT/DOMESTIC ABUSE



(
(4) RENT ACCOUNT :
(
(5) NEIGHBOUR COMPLAINTS
(
(6) OTHER :____________
(
(7) WELFARE ADVICE :
(


(8) REPAIRS :

(
(9) FINANCE :

(
(10) ANY OTHER : ______________
(
NAME OF MEMBER OF STAFF :



Policy and Procedure Statement 19 – Equalities Statement
Equalities Statement (compiled by Eleanor Clark, EMC Quality Services)
We are committed to providing a service which is open to all and in which no person will suffer discrimination or disadvantage on the grounds of sex or marital status, on racial grounds, disability, age, sexual orientation, language or social origin, or of other personal attributes, including beliefs or opinions such as religious beliefs or political opinions.

We will ensure that this commitment extends to all areas of our operations, policies and procedures.

We will ensure all workers, involved in the delivery of this service, understand, embody and promote the ethos of equal access for all in accordance with the requirements of the Race Relations (amendment)Act 2000, Sex discrimination Act 1975 and Disability Discrimination Act 1995.

Upon request we will provide written documentation in a format that is suitable for your needs, for example large font, braille and in languages other than English.






















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.
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National Standards In Housing Advice And Information


TRAINING PROGRAMME


CONFIRMATION OF ACHIEVEMENT OF PRE-TRAINING REQUIREMENTS


1. Agency name 


North Lanarkshire Council 


Housing and Property Services


2. Service Name (Team or unit if applicable) and Address 


Airdrie First Stop Shop


1st Floor


Coats House


Gartlea Road 


Airdrie


ML6 9JA


Tel 01236 758035


3. Name and contact details of training supervisor


Name Karen Hagerty


Job title Assistant Service Manager


Phone number 01236 758005


E-mail HagertyK@northlan.gov.uk


4. Details of Trainees


Please give name, and job title for each trainee


MAXINE FOY SENIOR HOUSING OFFICER


DONNA SLOAN SENIOR HOUSING OFFICER


FIONA FOX HOUSING OFFICER


IRENE PHILIPS HOUSING OFFICER


KAREN KEEGANS HOUSING OFFICER


STEPHEN CAIRNEY HOUSING OFFICER


CATHERINE BALMER CLERK


CRAIG COOKE MAINTENANCE OFFICER


LYNSEY FRAME CUSTOMER SERVICE ASSISTANT


5. Other relevant information 


THE OFFICER COORDINATING THE IMPLEMENTATION OF THE NATIONAL STANDARDS FOR THE DEPARTMENT IS TOM HESTER 


HOMELESSNESS RESOURCE OFFICER (01236 812719)


ALL STAFF HAVE ACCESS TO CD ROM COMPATIBLE COMPUER AND PRINTING  EQUIPMENT AT THEIR WORKSPACE.


AIRDRIE FIRST STOP SHOP IS ONE OF 10 FIRST SHOPS OPERATING ACROSS THE NORTH LANARKSHIRE AREA . THEY PROVIDE A FULL RANGE OF HOUSING SERVICES AND INFORMATION /ADVICE  TO ALL LOCAL RESIDENTS AS WELL AS ACTING AS A FIRST POINT OF CONTACT FOR MANY OTHER LOCAL AUTHORITY SERVICES.


Topics to be covered and number of trainees


(Please note that this is as a starting point for discussions with the training provider)


		Topic 




		Number of Type I trainees

		Number of Type II trainees

		Number of Type III trainees






		Core Housing Knowledge (compulsory)




		3

		5

		



		Security of Tenure (compulsory)




		3

		5

		



		Homelessness 




		3

		5

		



		Housing Options




		2

		5

		



		Mortgage Arrears




		2

		5

		



		Repair and Improvement Grants




		2

		6

		



		Disrepair 




		6

		2

		



		Housing Benefit 




		2

		5

		



		Discrimination and Harassment




		8

		0

		



		Relationship Breakdown




		2

		6

		



		Rent Arrears




		0

		7

		





You should be certain that trainees will have access to appropriate information resources for these topics – examples are detailed within the Agency Competencies in Part II of the Standards Manual. Please consider this prior to starting the training programme.


Confirmation of Achievement of Key Standards


Please confirm that these Standards have been achieved in the team that is to undergo the training, and the evidence that you will provide to demonstrate this. You do not need to send us the evidence at this stage.


		Standard




		Evidence of achievement






		2.1 – definition of the remit and boundaries of your housing information and advice service




		The Airdrie first stop shop team is a part of North Lanarkshire council housing and property services department ..our role is to provide a comprehensive housing service to all residents of north Lanarkshire .


In doing so we provide information and advice on a whole range of housing related subjects. These services are free and available to all residents of north Lanarkshire .


Where circumstances arise that we cannot provide the information required we will refer or obtain information from other council departments or service providers appropriate to the information requested.






		5.2 – you have identified the skills and knowledge needed by staff to meet service users’ needs for housing information and advice (training needs analysis)




		THE SKILLS AND KNOWLEDGE REQUIRED FOR EACH POST IS CONTAINED IN THE RELEVANT JOB DESCRIPTIONS AND PERSON SPECIFICATIONS


ALL STAFF ARE RECRUITED IN LINE WITH THESE DOCUMENTS


THE EMPLOYEE DEVELOPMENT PROCESS ALSO IDENTIFIES TRAINING NEEDS AND AREAS FOR INDIVIDUAL DEVELOPMENT.



		5.4 – you have ensured that advisers meet the core competencies




		STAFF ARE RECRUITED IN LINE WITH COUNCIL PROCEDURES TAKING INTO ACCOUNT JOB DESCRIPTIONS AND PERSON SPECIFICATIONS.,ALL STAFF PARTICIPATE IN A VARIETY OF KNOWLEDGE AND AWARENESS RAINING SESSIONS.IN ADDITION THE EMPLOYEE DEVELOPMENT PROCESS IDENTIFYS INDIVIDUAL AREAS OF CONCERN FOR ACTION






		5.6 – supervision arrangements are in place for the housing information and advice service




		ALL STAFF HAVE A NAMED SUPERVISOR WHO WILL PROVIDE ADVICE GUIDANCE AND SUPPORT IN ALL ASPECTS OF THEIR WORK .IN ADDITION THE OVERALL SERVICE IS SUBJECT TO SELF ASSESSMENT AND AUDIT BY OUR TENANCY SERVICES SECTION IN LINE WITH THE REQUIREMENTS OF THE SRF STANDARDS.


THE LOCAL MANAGEMENT TEAM REVIEWS SERVICE PROVISION REGULARLY USING CUSTOMER COMMENT CARDS FILE CHECKS AND COMPLAINT FORMS FOR REFERENCE 








Guidance for completion of pre-training confirmation


Information about the service and trainees


Agency Name 


This relates to the name of the organisation that is working to implement the National Standards. 


Service Name


Complete this if you are a team or unit within the overall organisation. For example if you are part of a council that is working to implement the Standards, or a team within a voluntary organisation. You should give details of the location of the team.


Training supervisor


This is the name of the person who will be responsible for supervising the progress of trainees in your team. The supervisor should understand the nature of their role, particularly as they will be the main contact person for the training provider.


Details of trainees


You should provide the name and job title for each trainee. It would also be useful to know if all trainees are located on one site or if they will be undertaking the training at different locations.


Other relevant information


Information that is useful includes:


· Details of the person who is leading on the implementation of the Standards in your organisation


· The structure of your organisation and your team’s place in it


· Arrangements that you have in place to enable trainees to access appropriate computer equipment to use the CD ROM


Topics to be covered


The topics in the programme are related to the 19 areas of housing law identified within the Standards. Some of them have been grouped together. The crossover is identified in the table below for your information. 


You should give the numbers of trainees that you think will be participating in each of the modules. Trainees do not all have to cover the same topics or at the same Type. The training should be tailored to the needs of the agency and the roles of individual trainees. 


		

		Area of law


(from the 19 areas of law within Part II 


of the standards)




		Training course in which this area is covered






		1

		Housing Benefit

		Housing Benefit



		2

		Discrimination in Housing

		Discrimination and Harassment



		3

		Disrepair: Private Sector and Housing Associations

		Disrepair



		4

		Disrepair: Public Sector

		Disrepair



		5

		Harassment and Illegal Eviction

		Discrimination and Harassment



		6

		Homelessness: Priority Need

		Homelessness



		7

		Homelessness: Non-Priority

		Homelessness



		8

		Mobility and Transfers

		Housing Options



		9

		Mortgage Arrears

		Mortgage Arrears



		10

		Housing Options: General

		Housing Options



		11

		Housing Options: Local Authorities

		Housing Options



		12

		Housing Options: Private Rented Sector

		Housing Options



		13

		Housing Options: Owner Occupation

		Housing Options



		14

		Housing Options: Registered Social Landlords/ Housing Associations

		Housing Options



		15

		Relationship Breakdown

		Relationship Breakdown



		16

		Rent: Private Sector

		Security of Tenure (compulsory)



		17

		Rent Arrears

		Rent Arrears



		18

		Repair and Improvement Grants

		Repair and Improvement Grants



		19

		Security of Tenure

		Security of Tenure (compulsory)



		 

		 

		 



		 

		Introductory course

		Core Housing Knowledge (compulsory)





Achievement of Key Standards


Standard 2.1


It is important that you are able to identify the housing advice information role that your service has – this should relate to the function of the team that will be undertaking the training. This is to help you identify the issues you would be looking for training on.


Standard 5.2


Before you meet with the training provider you should have carried out a basic training needs analysis for the members of staff that will be participating in the training programme. You should be able to identify the areas of law that they are expected to advise on in their posts, the type of training they would require, and also whether they will be taking part in the training as experienced advisers or whether they will be new to the topic. This helps to make the initial meeting with the training provider more straightforward.


Standard 5.4


The training programme has been designed to help advisers meet the knowledge elements of adviser competencies within the Standards. The training provider needs to know that trainees already have a degree of core skill, which they can then use to apply this knowledge. The core competencies in this Standard provide the detail of the skills that all advisers would be expected to have. 


Standard 5.6 


The training programme is CD ROM-based with support available from the training provider by phone or e-mail. Because of this it is vital that there is a named supervisor responsible for trainees in the service. Experience from the programme has shown that the supervisor has a central role to play in ensuring that trainees feel confident in progressing through the programme. The supervisor is also the person who the training provider will meet with to have initial planning of the training programme for the service.


When completed, this form should be returned to:







HomePoint			e-mail: homepoint@communitiesscotland.gov.uk



Communities Scotland	tel:	0131 479 5251



Thistle House



91 Haymarket Terrace



EDINBURGH  EH12 5HE
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