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Introduction 

This report is to advise coininittee of the inaiii fiiidiiigs of the 'Supporting People' 
review of the Housing and Property Services Depai-tiiieiit's directly provided tenancy 
suppoi-t liousitig suppoi-t seivices. 

Background 

*Supporting People' is tlie integrated policy and fuiidiiig framework for housing 
support services introduced in April 2003. The aiiii of Suppoi-ting People is to provide 
good quality housing suppoi-t sei-vices, focused 011 the iieeds of users, to enable 
vulnerable people to move to iiidepeiideiit living or to sustain independent living in 
their homes. 

Housiiig suppoi-t service reviews are required by the Scottish Executive to ensure that 
tlie housing suppoi-t seivices meet the legislative requireinerits of the Housiiig 
(Scotland) Act 200 1. (Housing Support Seivices Regulations. 2002) and tlie 
Regulation of Care (Scotland) Act 2001. Iii addition to eiisure that they provide Best 
Value as required by the Local Government (Scotland) Act 2003. 

Scottish Executive guidance advises that all Iiousiiig support service providers are to 
be reviewed before 31 March 2007. Committee will recall tlie repoi-t of 2 August 
2004 outliiiiiig the service review process for tlie Teiiaiicy Siippoi-t Service. 
Coininittee noted that a final findings repoi-t oii tlie outcome of the seivice review 
with recoiiimendatioIis would be available. 

Proposals 

During tlie review process, services are required to ineet criteria, listed below, in 
order to continue to receive funding, or be able to demonstrate tlie poteiitial aiid 
williiigiiess to ineet tlieiii witliiii an agreed time scale. The review of the Council's 
directly provided teiiaiicy suppoi-t service fouiid that the service: 

Operates in accordaiice with tlie Suppoi-tiiig People Plan. 

Meets identified current, and aspires to meet. future demands for seivices. 

Is cost beneficial. 

Is provided by aii organisation that demonstrates coriipeteiit fiiiaiicial management. 

Is registered with tlie Care Coininissioii. 
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Tlie Tenancy Support Service requires to improve, on current practice, to deliver 011: 

Providing a quality service, which comprehensively meets the Natioiial Care 
Standards, for Housing Support Services, and the needs/preferences of service users 
and potential users. 

Tlie range of prescribed services in the Housiiig (Scotland) Act 2001 (Housing 
Support Services Regulations, 2002). 

3.2 

b 

b 

b 

b 

b 

b 

b 

b 

b 
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Appendix 1 to this report suminarises the inaiii fuidings and recoinineiidatioiis of the 
review. The review found that the main areas that require iinproveinent are: 

Developing a detailed Business Iriiproveiiient Action Plan. 
Developing service structure and financial accounting. 
Iiiiprovirig service capacity. 
Iriiproviiig Quality Maiiageiiient arid Seiv ice Iiiiproveiiient processes. 
Improving record keeping procedures. 
Delivering national housing suppoit standards. 
Improving staffing policies and procedures. 
Developing and delivering a planned staff training programme. 
Accessing specialist support. 
Improving service user consultation. 

3.3 Appendix 2 to this report provides greater detail 011 how the service is to develop a 
detailed Business Improvement Action Plaii leading to iinproveineiit in aeas  
highlighted as requiring improvement. 

As the review findings show. the service meets the iiiaiii requirements of the Scottish 
Executive’s review guidance, and therefore it is proposed that *Supporting People’ 
funding should continue for this service. 

3.4 

4. Corporate Considerations 

4.1 The service review is colisistent with tlie priorities as contained within the Council‘s 
Local Housing Strategy, Supporting People Strategic Plan and Joint Community Care 
Plan. 

3.2 The Director of Social Work has been consulted upon the content of this report 

4.3 The proposals can be met within existing Supporting People allocations. 

5.  Recommendations 

5.1 It is recommended that the Committee: 

(a) note the content of this report. 

(b) agree tlie proposals contaiiied in section 3 

(c) refer to Social Work Cominittee for information. 



6. Background Information 

Available witliiii the Housing and Propei-ty Services Department 

\ T. McKenzie 
Director of Housing and Property Services 
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Introduction 

This service review is concerned with service quality and improvement and 
this section outlines the main recommendations, for service improvement 

This service review acknowledges the particular issues that face the provider 
of the service. The main client groups present a challenging and changing 
environment in which day to day operational business is constantly and 
continually tested. 

It is recognised that since the first draft of this report was made available to 
the service provider’s management, substantial efforts have been made to 
address some of the review’s findings. This combined with work undertaken to 
meet the challenges of the Care Commission and Communities Scotland’s 
Single Regulatory Framework inspection regimes has led to service 
improvement progressed through recently established bodies such as the 
‘Continuos Improvement Group’. This improvement requires to be maintained 
and strengthened. Part A of this report illustrates how this should be done. 

Meeting Service Review Requirements 

The service meets the basic review criteria and does: 

0 Operate in accordance with the Supporting People Plan. 

0 Meets identified current, and aspires to meet, future demands for services. 

0 Is cost beneficial. 

0 Is provided by an organisation that demonstrates competent financial 
management. 

0 Is registered with the Care Commission. 

However, the service requires to improve, on current practice, to deliver on: 

Providing a quality service, which comprehensively meets the National 
Care Standards (NCS), for Housing Support Services and the 
needdpreferences of service users and potential users. 

0 The range of prescribed services in the Housing (Scotland) Act 2001 
(Housing Support Services Regulation 2002). 
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A. Developing a Business Improvement Action Plan 

It is essential that the findings and recommendations of this review be 
developed into a detailed Business Improvement Action Plan with timescales 
identified for quality and performance improvement. Clear accountability for 
improvement requires to be identified. Responsibility for developing this 
should lie with the service senior management in co-operation with North 
Lanarkshire Council’s Head of Housing Services and Supporting People 
Team. The Plan should be agreed and monitored by the Head of Housing 
Services. The plan requires to focus immediately on range of highly important 
issues identified as ‘B - M’ below. In addition a number of important issues 
require to be tackled in the short - to medium term (next six months). These 
are labeled ‘N - 0’. Issues of a slightly more longer-term nature are identified 
as ‘P - Q’. 
It is essential that progress made within the Business Improvement Action 
Plan be reported to North Lanarkshire Council’s Head of Housing Services 
and North Lanarkshire Council’s Supporting People Team at regular intervals 
(minimum 6 monthly). Evidence should be made available by the service 
provider demonstrating progress in meeting the recommendations of this 
review. If suitable evidence of progress is not available, then the Council’s 
Head of Housing Services and/or Council’s Supporting People Team should 
instruct audits, of specific features of the service, to establish whether 
progress has been achieved. 

B. Strategic Relevance 

The support service strategically fits with the Scottish Executive’s and North 
Lanarkshire Council’s strategic priorities and is consistent with national and 
local planing arrangements. 

The service’s strategic relevance cannot be overstated as it plays a main part 
in delivering key features of both the Scottish Executive’s national and North 
Lanarkshire Council’s corporate priorities. 

The primary objectives of the service are to provide housing support to 
homeless and potentially homeless people, to enable them to sustain their 
tenancy or housing status. Housing management services and additional 
housing support services to other vulnerable client groups are also provided. 
Secondary client groups provided for include women experiencing domestic 
abuse, people with addictions, people with mental health problems, young 
people, people with an offending history and people discharged from hospital. 

The service’s aims and objectives complement other major plans and 
strategies including the Community Plan, Corporate Plan, Local Housing 
Strategy, Departmental Service Plan, Homelessness Strategy, Joint Health 
Improvement Plan and Joint Community Care Plan. 
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C. Strategic Demand 

There are particular issues that face the provider of the service. The main 
client groups present a hugely challenging set of demands and the service 
operates within a continually changing environment in which day to day 
operational business is constantly and continually tested. For example recent 
legislative changes have increased demand significantly on the service both in 
qualitative and qualitative terms. These additional demands have arisen 
subsequent to service establishment with its then resource allocation. To 
adequately address the new and emerging situation, the service will either 
require additional resources or become more efficient in using existing 
resources. 

It is evident that there is significant, ongoing and increasing demand for the 
service. However major issues, which require to be addressed, include the 
variable demand on the service across the six branches despite each having 
a standard structure and set of resources which is diverting the service, in 
part, from its core business. Referral procedures require to be clarified, 
formalised and possibly re-negotiated. 

Future service delivery should take account of the level of resources, 
particularly staffing, including relevant skills mix, attached to the varying levels 
of demand (e.g. imbalance between resources provided and demands on 
service across the branches with a standard staffing structure). Focussing on 
essential core business should be looked at, with a possible re-negotiation 
with partner bodies, with regard to referral procedures and protocols. 

The large numbers of potential clients refusing the service and ‘losing contact’ 
requires to be investigated. Information on how to access the service and 
assessment of services may be areas, which require improvement with regard 
to this issue. 

The increased demands on the provision of temporary accommodation and 
the council’s statutory duty to secure such accommodation for homeless 
people has notably adversely affected the provision of basic housing support 
services for people who require it. 

D. Service Structure and Budget 

The financial structure of the current service is unnecessarily complex and 
requires to be simplified. Financial co-ordination and administration requires to 
be enhanced. 

In future years as the Scottish Executive have indicated the overall SP budget 
will not increase in ‘real’ terms. To maintain current service levels it is 
preferable that the service is better aligned in accordance with the respective 
service and corresponding staffing profile. This may mean that some posts 
that may be providing, in the main, landlord duties are funded from HRA. 
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However the impact of this on wider HRA funding and services will require to 
be fully assessed and receive Council approval. If this cannot be realised, it is 
possible that service resources will have to be reconfigured. 

E. Service Capacity 

Service capacity, is the level of service provided compared to the notional 
‘maximum’ levels (e.g. no absenteeismho staff turnover). The service 
capacity is significantly undelivered. This is a major issue, which requires to 
be tackled immediately. Across all post types, but with particular reference to 
frontline delivery of housing support, capacity is IOW. 

In all service branches significant under capacity is being delivered with a 
corresponding and inevitable adverse impact on frontline housing support 
services The main sources of under-capacity are absence through illness, 
staff turnover and non-filling of vacancies. With under capacity levels as they 
are, this inevitably increases demand/ worklcase loads on those providing 
services with a resulting drop in volume and quality of services available. This 
issue is adversely impacting in a significant way service delivery. 

F. Quality Management and Performance Improvement 
The service requires to improve its Quality Management and Performance 
Improvement culture. Service standards and targets, implementation of same 
and reporting indicators require to be developed. It is recommended that a 
resource is established to develop and co-ordinate this role alongside co- 
ordinated financial and budgetary control. 

The service has difficulties providing routinely available and reliable 
management information. The service is currently introducing a new IT system 
(HSMS), The IT system will need to meet the above mentioned requirements 
to provide easily accessible reporting tools. 

G. Record Keeping Procedures 

Housing support planning record keeping procedures require to be 
significantly strengthened. Across the service there is not enough consistency 
in meeting the National Housing Support Standards. In general across the 
whole service client information recorded in the service user case files is not 
consistently accessible and recorded in a consistent manner. Not all service 
users have an individual support plan, which identifies their needs by an 
assessment. 

The housing and housing support needs of service users are generally not 
reviewed periodically on a consistent basis. Very few support plans are 
outcome based. The service, generally on the whole, does not take a 
particularly proactive approach to involving other agencies with clients or 
establishing stronger links or more regular interaction with other relevant key 
agencies. Service users require to be referred to specialist services when 
appropriate. 



Support planning does not, generally, take account of the wider needs of the 
service user which impact upon their need for support, and the extent to which 
these are currently being met by external agencies. 

H. Housing Support Standards 
There is a great degree of variable practise across the service six branches in 
meeting the national housing support standards. However the service requires 
to ensure that the standards are applied always and consistently and it is 
evident from the review that across the six branches that the service does not 
at present demonstrate this consistency in meeting the national standards. 
This should be addressed urgently. 

Informing and Deciding 

All service users require an introductory pack. The current service pack 
requires to be updated in the following ways. The pack should show fully how 
the service works. All information requires to be written in plain English or in a 
language and format that is suitable for service users. 

The service user pack should include information on how to use the service, 
charges for the service, what these are and to whom they should be paid. 
The pack should also show what is available in the housing support service, 
how the quality of housing support service is monitored, the complaints 
procedure, a statement of the service user’s and the service’s rights and 
responsibilities, the policies and procedures for managing risk, recording and 
reporting accidents and incidents. In addition how to access the relevant 
policies and procedures of the housing support service and the most recent 
Care Commission inspection report should be included. 

Service Users’ Rights 

All service users require to be issued with a written agreement that defines the 
service being provided to meet their needs, the services terms and conditions 
and arrangements for changing or ending the agreement in a format that they 
can understand. 

Service policies and procedures require to be enhanced to ensure that both all 
staff and service users are aware of them particularly with reference to abuse 
or neglect, confidentiality and privacy, personal information security and 
access. 

Management and Staffing Arrangements 

Service users should expect that the service be in line with legal requirements 
and best practice guidelines. To achieve this, the service requires to 
significantly improve its staff training at all levels, absence management, 
recruitment, risk assessment and management and record-keeping 
procedures. 
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Housing Support Planning 

Service users require to be fully consulted and involved in the preparation of 
their housing support plan. Service users need to have a personal support 
plan that sets out the way the service is shaped to meet their needs. Included 
in this should be who is contributing to their support and in reviewing it, how 
relatives and carers can be contacted as well as when the housing support is 
provided and who provides it. 

The Plan should show how the service monitors that the service meets the 
service user’s needs that are identified. In addition, the Plan should include 
information on how to contact the service if their Tenancy Support Worker 
does not appear when the service user is expecting her or him and how 
family, carer, friends, staff and managers will be involved (if appropriate). 

Choice and Communication 

The service should better enable service users to make choices about the 
service that is provided and how it links to their personal and social life. This 
should be done by providing information about the choices that are available 
including access to an independent representative or for specialist advice. 
Service policies and procedures require to be enhanced to ensure that both all 
staff and service users are aware of them particularly with reference to 
complaints including complaints directly to the Care Commission. 

Choosing to Leave or End the Service 

Service users require to be fully aware of knowing how to leave or end the 
service and its implications. Not all service users currently experience this. 
Service users require to be made aware, if appropriate about any action that is 
being taken to end a contract, service or housing support arrangement. 

I. Staffing Policies and Procedures 

There is an urgent and significant requirement to improve day to day 
operational procedures. Standard policies, procedures and protocols and 
cross branch joint working require to be improved. The development of 
standard operating procedures should be implemented with some urgency. 

J. Supervision Arrangements 

Formal and informal supervision arrangements for staff are mostly reactive 
rather than planned. Mechanisms are different for each branch as is their 
regularity. Staff development arrangements such as Employee Development 
interviews with tasks and outcomes set and agreed, half-day development 
sessions, team meetings and regular one to one meetings with line managers 
require to be implemented as standard. 
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K. Planned Training Programme 

The service requires to develop a detailed staff development strategy and an 
effective yearly training plan for its entire staff. There is an acute need for staff 
at all levels of the service to be trained to have the necessary skills to be 
sufficient in meeting housing support needs of the client group. This will have 
an impact on budgetary requirements. 

Among the main training requirements are training in Housing Support 
Standards, housing support assessment and planning , health and safety, 
standard operating procedures and standard supervision arrangements. Local 
Housing Services officers should also receive appropriate training on issues 
such as the change in profile of clients, legislative changes and requirements. 

L. Assessment and Support Planning 

There requires to be an improvement in assessment and support planning 
procedures. For example there can be a wide range of time periods between 
presenting or entering temporary accommodation and receiving a support 
needs assessment, on average, depending upon the service branch. In 
addition not all assessments and reviews involve service users, partner 
agencies and take full account of service users own views, goals and 
aspirations. Support plans are not generally outcome based. Support plans 
need to be revised to reflect outcomes of reviews. Support planning does not 
always take account of the wider needs of the service and the extent to which 
these are met by partner agencies. 

Overall, support is not provided as a planned programme and despite Support 
Plans specifying the support required, the delivered service are experienced 
to a significant extent as being a bit unpredictable and ad hoc. These 
processes require overhaul and improvement with training required for 
relevant staff and a monitoring framework developed. There must be a major 
shift to realign the service to ensure that the focus is on the provision of 
housing support. Early identification and individual assessment of housing 
needs and housing support needs is required to target housing support 
resources to those who require it most. 

M. Client Profile, Range of Housing Support Services, Specialist Support 
and Referral Arrangements 
An increasing proportion of clients are vulnerable with a range of potential 
support needs evident indicative of the need for more intensive housing 
support and/or support from other agencies/services. 

A much wider range of provision of housing support is required (e.g. 
budgeting skills, how to be a good neighbour and developing practical skills, 
such as cooking and cleaning). The extent of involvement with a wider 
network of professional services is variable. This requires improvement. 



N. Service User Consultation 

Progress has been made in improving consultation arrangements. However 
consultation mechanisms require to be incorporated systematically into 
service delivery across six branches and in turn inform quality improvement. 
These could include exit surveys, service user forms, surveys, newsletters, 
suggestion boxes and responding to complaints and aggregating information 
gleaned from individual housing support planning, 

0. Service Performance 

The review demonstrates that the service requires to improve performance in 
delivering on business planning, service quality and performance. Senior 
management are aware of many of the issues which require improvement. 

P. Temporary Accommodation 

The review highlights a number of temporary accommodation issues. Service 
users are generally positive about the quality of temporary accommodation 
provided and exhibit reasonably high levels of satisfaction overall. Those living 
in core units are less likely to be very satisfied when compared to those living 
in dispersed units. However there is room for substantial improvement with 
regard to clients experiencing difficulties: 

e 

0 

e 

e 

e 

0 

0 

e 

0 

e 

In accessing informal support from family /friends. 
With child access arrangements. 
Access to GPs and other health services. 
Need to be near schools. 
With the cost of accommodation. 
With the mix of residents in core units. 
With the use of Bed and Breakfast accommodation. 
Being asked, or told, to move at short notice. 
Transport availability to temporary accommodation. 
Varying levels of support on average between clients accommodated in 
core and dispersed. 

Q. Communications Plan 

The service requires to develop a comprehensive communications plan taking 
account of issues such as access to IT resources, HSMS, E-care / Single 
Shared Assessment, developing better links between teams, how best to 
involve stakeholders, enabling good public relations and provide information 
to existing and potential clients (e.g. Touchscreen network). 
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North Lanarkshire Council 
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Review of Directly Provided 
Tenancy Support Services 

Areas for Development in 
Improvement Plan 
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Review 
Recommendation 

Developing a 
detailed Business 
Improvement 
Action Plan 

Strategic Demand 

Service 
Structure/ 
Financial 
Management 

Main Issues 
to be Addressed 

Business Improvement 
Plan to be developed 
including details of 
monitoring and auditing 
arrangements. Business 
Plan will reflect the 
availability of funding. 

Increasing demand on 
service provision due to 
in part, legislative and 
policy changes, has 
challenged the existing 
resources and requires a 
strategic assessment of 
the housing support 
needs of homeless and 
potentially homeless 
people. 

Financial co-ordination 
and administration 
requires to be enhanced. 

Review funding 
arrangements, including 
balance between Housing 
Revenue Account (HRA) 
and SP Funding to 
ensure effective targeting 
of resources. 

Progress to Date/ 
Areas for Development 

Housing Support Continuous 
Improvement Group (CIG) has been 
established to progress key 
recommendations within the SP 
report. 

Existing structure being reviewed to 
take account of SP review 
recommendations and identified 
service user needs and demands 
on the service. 

Prepare for Care Commission 
Inspections for 20061 2007. 

0 Housing Services Management 
System (HSMS) to identify and 
record service levels across North 
Lanarkshire. Measured levels of 
unmet need will inform allocation of 
future resources. 

0 NLC Homelessness Strategy 
identifying key priorities for Housing 
Support Services as part of the 
strategy. 

Financial co-ordination and 
administration has been enhanced 
through a structured monitoring 
process conducted at regular 
meetings with budget managers, 
Housing Finance Staff and Finance 
Department staff. Co-ordinating 
resource to be established. 

Review funding arrangements of 
posts mostly focussed on ‘landlord’ 
duties realigned to reflect the levels 
of housing support and property 
management assigned to service 
de I ive ry . 

Proposals for any possible service 
reconfiguration to be developed. 



Review 
Recommendation 

Service Capacity 

Quality 
Management and 
Service 
Improvement 

Main Issues 
to be Addressed 

Low service capacity due 
to absenteeism, staff 
turnover and non-filling of 
vacancies has led to 
under capacity levels 
within the service. 

Under capacity levels has 
led to increased demands 
on staff workloads with a 
resulting impact on 
service quality and 
volume. 

Develop Quality 
Management and 
Performance 
Improvement culture. 

Service standards, 
targets and reporting 
indicators are largely 
absent. 

Progress to Date/ 
Areas for Develooment 

New Council new Absence 
Management Policy introduced. 

Standard delivery of 
su pervision/h um an resource 
management procedures 

'Cyborg' system management 
reports to be run to monitor 
compliance with new system. 

Caseloads will be reviewed to 
measure levels of assessed 
housing support needs, housing 
support levels allocated to individual 
support staff and types of housing 
support provided by individual 
support staff. 

Measure the overall levels of unmet 
need by location and type. 

Develop a Commissioning 
framework to meet the needs of 
service users assessed as requiring 
intensive and specialist support 
services. 

Introduce a prioritisation of need 
framework to guide the allocation of 
resources to service users in crisis 
and/ or in greatest need. 

Establish resource to develop and 
co-ordinate this function. 

Quality Assurance systems to be 
developed to collate quantitative 
and qualitative data for analysis. 

Set standards for the support 
service including measurement 
against the National Care 
Standards for Housing Support 
Services 



Review Main Issues 
Recommendation ~ to be Addressed 

Record Keeping 
Procedures 

0 

0 Across the six branches 
there is not enough 
consistency in meeting 
the National Housing 
Support Standards. 

The service cannot 
provide routinely 
available robust and 
reliable data or 
management information. 

Progress to Date/ 
Areas for Development 

Establish reporting indicators, 
including the recording of: 

Location of first point of contact 
Time-scales for referring 
Level and type of referring 
sources 
Time taken to arrange a housing 
support assessment 
Time taken to conduct a housing 
support assessment 
Number of acceptances into 
housing support service 
Number and nature of referrals 
refused access to the service 
Number of housing support 
services required by type and 
volume 
Housing support services 
delivered, by type, volume, 
location and amount of hours 
The amount of housing support 
reviews conducted within time- 
scale 
Measures to identify specific 
outcomes achieved including both 
hard and soft indicators 
Number of service users 
successfully managing a tenancy 

HSMS to provide management and 
reporting information, which meets 
the requirements outlined above. 

0 HSMS developed to electronically 
record assessment information and 
monitor housing support delivery 
arrangements. 

0 Routine audits will be conducted to 
ensure that case files contain 
necessary information, which 
evidences compliance with record 
keeping procedures. 

0 HSMS to produce duplicate support 
plans to be agreed by and issued to 
service users. 
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Review 
Recommendation 

Housing Support 
Standards 

Staffing Policies 
and Procedures 

Main Issues 
to be Addressed 

Not all service users have 
had an agreed housing 
support plan, which 
identifies their needs by 
an assessment. 

Very few support plans 
are outcome based. 

b 

b 

1. 
2. 
3. 

4. 

5. 

6. 

7 .  
a. 

Not all service users are 
issued with an 
Information Pack. 

The pack requires to be 
updated to include the 
requirements of the 
National Housing Support 
Standards namely: 

Informing and Deciding 
Service Users Rights 
Management and Staffing 
Arrangements 
Housing Support 
Planning 
Lifestyle - social, cultural 
and religious belief or 
faith 
Choice and 
communication 
Exercising your rights 
Expressing your views 

9. Cho-osing to leave or end 
the service 

Standard policies and 
procedures require to be 
developed to ensure 
consistent meeting of all 
housing support 
standards. 

There is a systematic lack 
of standard policies, 
procedures and 
protocols, and limited 
cross branch working. 

Progress to Date/ 
Areas for Development 

Housing support assessments will 
trigger individual housing support 
tasks to be included in the agreed 
housing support plan. Objectives to 
be set with time-scales for 
completion and agreed 'sign off' by 
service users. 

Information Pack reviewed by 
Housing support CIG to consider: 

k Recommendations contained 
within Care Commission 
Inspection reports. 

P Future structure will consider 
staffing levels to ensure that 
the provision is sufficient to 
meet demand. 

k Written Agreement to be 
introduced to meet 
requirements of National 
Housing Support Standards 

Standard policies and procedures to 
be developed to ensure consistent 
meeting of all standards. 

Standard policies and 
procedures to be developed. 

Review operational guidance 
manual to extract good practice and 
provide planned training to all staff 
directly delivering housing support 
services. 



Review 
Recommendation 

Supervision 
Arrangements 

Main Issues 
to be Addressed 

Practice and 
communication between 
and within service 
branches variable. 

There are differences in 
how different branches 
operate with a wide 
variance in the range of 
tasks that staff members 
even in the same post, 
perceive to be most 
important or dominant in 
terms of their activity. 

The roles and boundaries 
of the staff are not always 
clearly understood and 
applied and some staff 
report not being fully 
aware of their roles and 
other staff roles. 

Not all staff understand 
operational procedures 
and practices and there is 
limited procedural 
g u id an ce . 

Confidentiality and 
Privacy policies are not 
always understood and 
implemented by staff. 

Formal and informal 
supervision arrangements 
for staff are mostly 
reactive rather than 
planned. 

Mechanisms such as 
employee development 
interviews, monthly half- 
day employee 
development sessions 
and team meetings are 
different for each branch, 
as is their regularity. 

Progress to Date/ 
Areas for Development 

Existing structure to be reviewed to 
ensure the needs of service users 
are effectively met. 

Job descriptions and person 
specifications to be reviewed to take 
account of the required service 
delivery arrangements and the 
Registration Requirements of the 
Scottish Social Services Council. 

Job responsibilities and housing 
support activities to be reviewed 
and aligned with the aims and 
objectives of the Housing Support 
Se rvi ce . 

Guidance manual to be developed 
specifically for housing support staff 
with an emphasis on thorough 
induction training to demonstrate 
competencies prior to working with 
service users. 

Freedom of Information Act, Data 
Protection Act, Community Safety 
and Child Protection Procedures to 
be delivered as standard training for 
all existing and new staff. 

Introduce standard supervision 
policy to ensure all staff receives 
the necessary guidance and 
support from line manager. 

0 Streamline the delivery of Directors 
Core Brief, EDP and half-day 
employee development training 
(EDT). 

Introduce fully planned and 
structured EDT's to meet the 
identified training needs of staff. 

0 Introduce formal feedback 
mechanism for staff views on the 
delivery of same. 
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Review 
Recommendation 

Planned Training 
Programme 

Assessment and 
Support Planning 

Main Issues 
to be Addressed 

Many staff feel that they 
have not received the 
necessary training 
required for them to do 
their job effectively and 
that requests for further 
education are given full 
consideration. 

Among the main training 
requirements are training 
in housing support 
standards, housing 
support assessment and 
planning, health and 
safety, standard 
operational procedures 
and standard supervision 
arrangements. 

Among the main training 
require men ts a re training 
in housing support 
standards, housing 
support assessment and 
planning, health and 
safety, standard 
operational procedures 
and standard supervision 
arrangements (cont’d). 

There is a wide range of 
time periods between 
presenting or entering 
temporary 
accommodation and 
receiving a housing 
surmortneeds 

Progress to Date/ 
Areas for Development 

Develop a staff development 
strategy and conduct a full training 
needs assessment to identify and 
prioritise training for housing 
support staff I 

Identify training required to 
effectively support service users 
with different support needs such as 
offenders, young people, service 
users with mental ill health and 
service users experiencing 
substance misuse etc. 

Introduce a housing support training 
plan, which outlines the skills set 
necessary for each post and its 
associated tasks/ activities. 

Develop individual annual training 
plans for each member of staff 
assessing for or providing housing 
support services. 

Ensure Personal Learning and 
Development folders are updated 
and reviewed. 

Develop a Scottish Social Services 
Council (SSSC) Implementation 
Plan to ensure the requirements of 
the SSSC are met. 

Health and Safety Training to be 
considered by Housing Support 
CIG, Homelessness CIG and 
Temporary Accommodation CIG 

Assessment Tool and Housing 
Support Plans have been included 
in HSMS development. 

HSMS to ensure that assessors and 
support staff will know when support 
plan reviews are required. 
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Review 
Recommendation 

Main Issues 
to be Addressed 

assessment, on average 
depending upon the 
service bran ch. 

It is doubtful if regular 
reviews of housing 
support plans are carried 
out or that support plans 
are agreed and signed off 
by the service user. 

Only sometimes does the 
support plan include an 
individual personal 
housing plan. 

In many cases it is not 
the same member of staff 
undertaking the 
Assessment that 
completes and signs the 
Housing Support Plan. 

Not all reviews involve 
service users, partner 
agencies and take full 
account of service users 
own views, goals and 
aspirations. 

Not all housing support 
plans are revised to 
reflect outcomes of 
reviews, 

The majority of support is 
focussed directly with the 
process of moving into 
temporary 
accommodation, sorting 
out benefit entitlement 
and applying for housing. 

Progress to Date/ 
Areas for Development 

Introduce Personal Housing Plans 
for people who require very low 
levels of housing support or housing 
information and advice only. 

HSMS has been designed to ensure 
that Assessment & Case Manager 
(A & CM) follows strict procedures 
for assessment and housing 
support planning. 

HSMS will identify review dates 
following assessment and highlight 
pending support plan reviews to A & 
CM. 

Service users, partner agencies and 
other relevant stakeholders to be 
formally invited to attend all housing 
support reviews. 

HSMS will record dates and 
outcomes of all service user support 
plan reviews and copies will be 
issued to service users. 

Assessment to identify specific 
housing support needs and housing 
support services to be delivered. 

Assessment tool to be developed to 
incorporate measures for assessing 
service users own risk and to inform 
the range of supports required 
including referral to other specialist 
providers. 

Personal housing plans will identify 
accommodation requirements and 
housing support services required 
to meet assessed needs. 

Assessors to receive intensive 
training to ensure effective and 
thorough assessment procedures 
are applied. 

8 



. 

Review 
Recommendation 

Specialist 
support 

Main Issues 
to be Addressed 

More often than not, 
support plans specify the 
same level of support for 
every service user (I 
hour per week). This 
appears to be standard 
practice and there is no 
apparent attempt to relate 
needs and the support 
programme to the time 
that is allocated to 
delivering support. 

The allocation of a 
standard time allowance 
for each service user 
which bears little 
relationship to the level of 
the delivered service 
makes it impossible to 
monitor and track service 
levels and associated 
costs. 

There requires to be a 
clear understanding 
within the service that its 
core business is a 
housing support service 
for people who require a 
planned programme of 
housing support. 

An increasing proportion 
of service users are 
vulnerable with a range of 
potential support needs 
evident, indicative of the 
need for more intensive 
housing support and/ or 
support from other 
agencies/ services. 

Initial assessment of 
service users needs can 
fail to capture the breadth 
of issues that needed to 
be addressed and 
therefore the necessary 
inter-agency contacts 
were not identified as 
being necessary. 

Progress to Date/ 
Areas for DeveloDment 

HSMS developed to recognise 
actual time spent delivering housing 
support by relevant A & CM, 
support worker and by service user. 

Regular audits to be conducted to 
ensure that all service users 
receiving housing support are 
receiving support as part of a 
planned programme. 

Monitor and measure the range of 
referrals from and to partner 
agencies and support providers. 
Monitor the types of outcomes 
experienced by service users 
assessed as requiring high levels of 
support. 

Introduce training for partner 
agencies and other support 
providers to ensure the wider needs 
of service users are being met. 

Develop protocols and introduce 
service level agreements for 
Supporting People purchased 
specialist support services. 
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Review 
Recommendation 

Service User 
Consultation 

Service 
Performance 

Main Issues 
to be Addressed 

Consultation mechanisms 
require to be incorporated 
into service delivery to 
inform quality 
improvement. 

Need to have greater 
focus on strategic 
management in delivering 
on business planning, 
service quality and 
perform a nce. 

Progress to Date/ 
Areas for Development 

Various methods currently exist to 
ascertain the views of service users 
including service user fora, 
Newsletter and Care Commission 
inspections. 

e Develop framework for service user 
consultation and involvement. 

Introduce a formal recording system 
of all methods of service user 
consultation and involvement. 

HSMS to be developed to collate 
quantitative and qualitative data for 
analysis and future planning. 

Management to introduce 
Performance measures to ensure 
continuous service improvement in 
housing support service is being 
achieved. 

Performance data to be collated 
monthly to monitor performance. 

Service user outcomes to be 
analysed to inform planning 
arrangements for future housing 
support service delivery. 

Service Improvement post to be 
introduced to deliver the required 
quality and performance monitoring 
systems. 

Performance information to be used 
to introduce unit costs and cost 
comparisons for each of the 
secondary client groups e.g. young 
people leaving care, women 
experiencing domestic abuse, 
homeless people with mental health 
problems, ex-offenders etc. 



Review 
Recommendation 

Temporary 
Accommodation 

Communications 
Plan 

Main Issues 
to be Addressed 

Resolve service users 
difficulties in : 

Accessing informal 
support from family/ 
friends 
With child access 
arrangements 
Access to GP's and 
other health services 
Need to be near 
schools 
With the cost of 
accommodation 
With the mix of 
residents in core units 
Being asked or told to 
move at short notice 
Transport availability to 
tem pora ry 
accommodation 
Varying levels of 
support on average 
between service users 
accommodated in core 
and dispersed 
accommodation 

Developa 
comprehensive 
communications plan 

Progress to Date/ 
Areas for Development 

These issues are being addressed 
by the Temporary Accommodation 
CIG. 

In addition, the Temporary 
Accommodation Sub Group has 
made and implemented several 
recommendations. 

A full analysis of temporary 
accommodation needs across the 
six branches has been undertaken 
and local area offices have been 
advised of the requirements. 

Significant progress has already 
been achieved in securing 
additional temporary 
accommodation. 

Bed and Breakfast accommodation 
has not been used for some 
considerable time, 

Transport is currently made 
available to service users who 
require it. 

There are two Continuous 
Improvement Groups (Homeless 
CIG and Housing Support CIG) in 
place to look at the implementation 
of the Communications Plan. 

Communications Plan to be 
developed as part of the overall 
Business Improvement Plan. 
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