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1. 

2. 

PURPOSE OF REPORT / INTRODUCTION 

1.1 The purpose of this report is to advise Committee of the progress of Reception Services 
Teams within the Social Work Department. 

BACKGROUND 

2.1 

2.2 

2.3 

2.4 

The introduction of Reception Services followed an initial review of assessment and 
care management arrangements within the Department. The review established that 
systems to deal with initial enquiries from the public varied from area team to area 
team. Consequently the service received by the public varied from area to area. 

In most teams there were no designated staff to deal with initial enquires. All staff, 
including Senior Social Workers, offered the service on a “rota” basis. There are 
obvious difficulties associated with this method of operating including confusion for the 
public, being required to deal with more that one staff member, disruption to normal 
working patterns etc. 

The initial review established that, for the most part, public enquires related to requests 
for information and advice which, with a change to the system of operation, could be 
dealt with to conclusion at the time of contact or within a short space of time thereafter. 

A short-term Departmental working group was convened and given the remit to design 
consistent Reception Services across the Department embracing the principles contained 
in the Modernising Government Agenda. The working group reported on method of 
operation, tasks appropriate to Reception Services, levels of staffing and necessary 
training to equip staff to deliver the service. The overall recommendation of the group 
was that designated Reception Services Teams be established in each of the six area 
team across the Authority. 
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2.5 It was recognised that a new post of Reception Services Senior Social Worker was 
required. As part of the overall re-structuring of the Social Work Department, Social 
Work Committee approval was sought to create these posts. In addition, 6 posts of 
Social Work Assistant were approved to facilitate the introduction of the service, The 
full staff complement of the teams was achieved by transferring existing posts of Social 
Work Assistant and Occupational Therapy Assistant to Reception Services teams. 

2.6 Recruitment to the newly approved additional posts and training for all staff to operate 
Reception Services took place between December 2001 and March 2002. 

3. CURRENT SITUATION 

3.1 

3.2 

3.3 

3.4 

3.5 

3.6 

Reception Services Teams became operational in each of the six area teams on lSt April 
2002. 

To oversee the implementation of the service, a group comprised of an Operational 
Manager and the six Area Service Managers was formed. This implementation group 
meets monthly to deal with any practice issues arising from provision of the service. It 
provides a means of disseminating best practice across the authority and ensures 
consistency of service. 

During the week beginning 5th August 2002 all reception services teams took part in a 
Service Users Survey. Service users were asked to complete, on a voluntary basis, a 
service standards monitoring form, The form sought to gain users views on staff 
attitudes, reliability, punctuality; action by staff dealing with enquires; the organisation 
of the reception area etc. On average 90% of responses returned were positive. 

Detailed statistics for the period gth September 2002 till 4th October 2002 show that each 
of the teams deals with 18 - 20 referrals per day. This is a considerable workload and 
all teams have increased the original staffing complement by the transfer of existing 
posts to Receptions Service Teams. 

More specialised referrals, such as Child Protection or referrals for Mental Health 
Officer intervention are now made to the relevant care group for action. 

Reception Services have enabled a more effective use of qualified staff and have helped 
ensure a more consistent service across the Authority. 

4. DEVELOPMENT 

4.1 The role of Administration staff within the teams is currently being developed to collate 
and maintain up to date public information bank. This will enable some enquires to be 
dealt with by a wider range of staff, thus targeting resources more efficiently. 

4.2 There is a protocol in place concerning links between Reception Services teams and 
First Stop Shops to ensure quick and efficient service provision to the public. 
Preliminary discussions have taken place with North Lanarkshire Direct to develop 
liaison further. 
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4.3 The Councils Race Equality Working Group is currently considering action needed to 
ensure the department complies with the Race Relations (Amendment) Act 2000. As 
Reception Services teams will be the first point of contact for service users from black 
and ethnic minorities, it is proposed that this should be the staring point for the 
Department’s examination of service provision in relation to mainstreaming equalities. 
A group will be set up to carry out a review using the STEPS process (Strategic 
Equality Plans and Service Delivery). This will be discussed further at the next 
implementation group meeting with a proper briefing being prepared for teams. 

5 RECOMMENDATIONS 

5.1 Committee is asked to : 

i) Note the progress of the introduction of Reception Services within the 
Department 

(ii) Request the Director of Social Work to bring forward to a future Committee a 
further report on the progress and operation of the teams 

Director of Social h o r k  
13 November 2002 

For further information on this report please contact Tom Sage, Operations Manager, South Division. (TEL: 
01698 348369) 
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