CARLISLE CITY COUNCIL                                                                                                                    Appendix One

REVIEW OF HOMELESSNESS SERVICE AND HOSTEL PROVISION 2004/05

OUTLINE DRAFT SERVICE IMPROVEMENT ACTION PLAN – 12/7/05 for period 2005 -07

Area for Improvement


Specific

Improvement Action

(If Required)


Measurable
Attributable

(Source)
Resourced
Time bound

Phase 1 – end 31/8/06

Phase 2 – 1/9/06 – 31/12/07
Risk Assessment 

If No Action 

Impact/

Likelihood*
Priority For Improvement Quick Win

Medium Term

Longer Term**

Key Themes for Partnership Development

1. Approaches to allocations and lettings (social housing) may be impacting adversely on homelessness/temporary accommodation – blockages regarding accepted households moving into permanent accommodation
1.1 District wide review of approaches to allocations and lettings

1.2 Review with RSL’s introduction of a common Housing register / Property shop / advice centre
Reducing numbers in temporary accommodation/ hostels

Reducing time spent in temporary accommodation/ hostels 

Enabling households to move into permanent housing – bringing empty property back into use (pilot scheme with CHA)

Development of Register / property shop / advice centre
Self assessment and external review

As above
Staff time

Partner time

Housing Strategy Capital funding

As Above
Phase 1 

Start process by Nov 05

August 2005

Start process by Jan 06
9

6
Medium term

Long term

2. Provision and need may not be in balance
2.1 Mapping of provision of temporary accommodation/move on accommodation/ supported housing against need

2.2 Mapping of provision of homeless service against current and predicted homeless presentations
Balance between service provision and need
Self assessment and external review
Not yet clear
Phase 2

By March 2007
6
Medium term

3. Overall provision of support and accommodation – specialist and temporary service throughout the area
3.1 Looking at the Value aspects within service provision which are assessed as part of the Supporting People Review process – Review has stated that service needs to move from level C provision to level B over the lifetime of the 3 year contract *
Value for money review carried out by Supporting People team in line with ODPM national guidelines on Quality Assessment for Support Services
Self assessment and external review – Supporting People contract review
To be established
Phase 2

By end 2007

* Quality Assessment Framework – ODPM 03
6
Medium term

KLOE Sub Theme: Access, Customer Care and User Focus

4. Gaps in staff knowledge in relation to full range of enquiries and referrals to other agencies


4.1 Staff training using case study scenarios

4.2 Integration of the team

4.3 Use of logging system

4.4 Performance manage to improve the service
Demonstrable knowledge of full range of enquiries and ability to access appropriate information/make referrals
Self assessment and external review against KLOE No 8
Training budget

Establishment of systems – staff time
   Phase 1

By April  2006
9
QW

5. Service standards are underdeveloped 


5.1 Develop challenging service standards, consult with service users, develop and implement monitoring system to ensure standards are met and performance communicated


Timescale standards met

Positive feedback from service users


Self assessment and external review against KLOE No 8


Minimal cost

Staff time to develop and implement


Phase 1

By end August 2006


4


QW

6. Arrangements to identify and prevent potential cases of threatened (or imminent) homelessness are weak (e.g. CHA only notify once legal and only if tenant agrees)


6.1 Develop improved “early warning” systems and procedures in partnership with RSLs, private landlords and mortgage lenders homelessness amongst ex-offenders and those with mental health issues

6.2 Continue partnership with probation and the CDRP (Crime and Disorder Reduction Partnership) to tackle offender accommodation problems

6.3 Continue and strengthen use of RESOLVE to prevent homelessness amongst young people


Prevention of homelessness (numbers of cases)

As Above

As Above

As Above
Self assessment and external review against KLOE No 8

As Above

As above

As Above
Staff time

Staff time 

Staff time / ODPM Grant

Staff time / ODPM Grant
Phase 1

By March of 2006

2006 (to fit in with the Supporting People strategic review of Floating Support services)

Immediately

Immediately
9

9

9

9
Medium

Long term

Quick Win

Quick Win

7. Interview rooms not always equipped for the job
7.1 Develop clear specification as part of re-building
Interview rooms are private, high standard and allow access to IT case files etc.
Self assessment and external review against KLOE No 8
As part of post-flood refurbishment
Phase 1

In accordance with refurbishment programme timescales – end 05
9
Medium term

8. Not currently gaining customer feedback on homelessness service or using to develop service delivery or improvements


8.1 Implement and use customer satisfaction measurement
Positive feedback from service users

Suggestions, complaints routinely used to develop service delivery
Self assessment and external review against KLOE No 8
Costs of data analysis – staff time

Postage costs
Phase 2

By (suggest end August 2007
4
QW

9. Out of Hours (OOHs) service:

· Inconsistency of provision

· Quality not checked


9.1 Resolve job description/single status issues

9.2 Gain staff commitment

9.3 Test effectiveness of OOHs service through mystery shopping

9.4 Publicising OOHs service

9.5 Profile OOHs service by assessing numbers and complexity of OOHs calls

9.6 Produce clear guidance and procedures for OOHs service


Effective OOHs service

Positive feedback from service users


Self assessment and external review against KLOE No 8


Costs of testing service through mystery shopping (explore potential for reciprocal arrangement with another district)
Phase 2

By end August 2007


6




KLOE Sub Theme: Diversity

10. Written information does not have community language straplines or offer of large print, Braille or audio versions


10.1 Ensure all customer-facing material advertises availability of translations, large print, Braille and audio 
All material routinely carries relevant strap lines (and customers can request information in alternative formats as required)
Self assessment and external review against KLOE No 8
As leaflets, letters etc. re-printed (or add sticker at low cost)
Phase 2

By end of 2007
4
QW

KLOE Sub Theme: Housing Advice, Homelessness Prevention and Options Services

11. Significant repeat homelessness (many with history of ASB, criminality or dependency)
11.1 Analyse and review causes as well as continued partnership working with other involved agencies

11.2 Establish safety net mechanisms and targeted preventative work
Reduction in repeat homelessness
Self assessment and external review against KLOE No 8
Staff time
Phase 1

By Nov 2006
12
Medium term

12. Linkage between general housing advice and proactive welfare benefits advice need to be strengthened
12.1 Further develop information sharing protocols and liaison meetings to discuss debt and benefits advice and case reviews of homeless/potentially homeless clients 
Improved welfare benefits advice to homeless/potentially homeless clients and reduce incidence of homelessness/increase prevention
Self assessment and external review against KLOE No 8
Staff time
Phase 1

By August 2006
9
Medium term

13. Approach to prevention of homelessness in partnership with other advice agencies (often ad hoc) could be structured and implemented better
13.1 Develop and implement clear protocols with partner agencies (RSLs, CAB, Shelter, PROP, Probation, CASS, Housing/Council Tax Benefit, Jobcentre, health, etc))
Protocols developed and implemented

Reduction in homelessness
Self assessment and external review against KLOE No 8
Staff time

Partner time
Phase 1

By August 2006
9
Medium term

14. Advice services not yet compliant with community legal service standards
14.1 Investigate and pursue CLS standards
CLS accreditation
Self assessment and external review against KLOE No 8
Staff time 

Accreditation costs?
Phase 2

By June 2008
4
Longer term

15. Web site information not reviewed
15.1 Review and update website with current service practices and standards
Content updated (and regularly reviewed)

On-line application

On-line advice
Self assessment and external review against KLOE No 8
Staff time

ICT resources
Phase 2

By June 2008
2
QW

16. Cumbria-wide arrangements seen as cumbersome and slow
16.1 Review appropriateness with Cumbria-wide Homeless Group
Decisions of review of arrangements
Self assessment and external review against KLOE No 8
Staff time
Phase 2

June 2008
4
Medium term

17. Targets for homelessness officers are not linked into corporate appraisal system 
17.1 Ensure that service targets are cascaded and reviewed as part of individual performance appraisal 
Targets are set and being met 
Self assessment and external review against KLOE No 8
No cost 
Phase 2

By end 2007
4
Medium term

KLOE Sub Theme: Homelessness Services

18. No case load reviews and case loads per officer are high
18.1 Implement management case load reviews and ensure work is allocated consistently

18.2 Consider resourcing requirements using analysis of homeless presentations and projections
Reviews of caseloads and specific cases undertaken

Staffing numbers appropriate to level of homelessness
Self assessment and external review against KLOE No 8
Management time 
Phase 1

By end  2005 
9
QW

19. further Appeals process is currently unhelpful and not timely
19.1 Look at best practice in appeals elsewhere


Appeals process conforms to best practice standards 
Self assessment and external review against KLOE No 8
Staff time

Member training/Member time?
Phase 1

By August 2006 
6
Quick win

20. Protocols with social services and health are insufficiently developed
20.1 Build relationships through continuation of review groups as homelessness key partners liaison group
Effective relationships?
Self assessment and external review against KLOE No 8
Staff time

Partner time
Phase 1

On-going / immediate
12
Medium term

21. Paperwork to support appeals process insufficiently robust to withstand legal challenge 
21.1 Establish and implement standard paperwork (IT based if feasible) to support legal process 
Reduced legal challenges 
Self assessment and external review against KLOE No 8
Staff time

Legal advice
Phase 1

By December 2005
12
QW

22. Procedures have not recently been  updated to reflect current practices 
22.1 Undertake process mapping exercise and update procedures to reflect all aspects of the service 
Procedures developed and systematically implemented 
Self assessment and external review against KLOE No 8
Staff time

Internal/external consultancy support
Phase 2

By September 2007
4
QW

23. Staff training/induction on procedures, processing applications, interviewing skills or general good practice could be developed 
23.1 Use process maps and procedures to train and update existing staff and to induct and train new staff

23.2 Interview skills training Training on wider homelessness issues 
Training plan developed and delivered
Self assessment and external review against KLOE No 8
Staff time

External training costs
Phase 2

By June 2007
6
Medium term

24. No quality assurance/monitoring in place to ensure robustness and consistency of decision-making
24.1 Implement quality assurance checks on 10% of decisions
Consistency of decision-making

Reduction in appeals
Self assessment and external review against KLOE No 8
Management time 
Phase 2

By end September 2007 
4
QW

25. Letters/communication have not been assessed for plain language
25.1 Develop standard letters and have them Crystal Mark validated

25.2 Link to computer-based process maps/procedures
Clear standard paperwork in place and used consistently
Self assessment and external review against KLOE No 8
Staff time

Cost of Crystal Mark assessment
Phase 2

By end September 2007
4
QW

KLOE Sub Theme: Temporary Accommodation for Homeless Households

26. No open access accommodation - to be linked with future models of support and accommodation provision assembled under phase 2
26.1 Review need and resources through homelessness key partners liaison group including Supporting People (SP) services and the SP 5 year strategy
Development of project
Self assessment and external review against KLOE No 8
Staff time

Cost of establishment or change of use?
Phase 1

End 2006
12
Longer term

27. Significant gaps in specialist provision e.g. young people leaving care, women’s refuges, last chance accommodation - to be linked with future models of support and accommodation provision assembled under phase 2

28. Engage partner organisations in a debate regarding housing and support provision for vulnerable people


27.1 Map existing provision and review scale and appropriateness compared to need and resources through homelessness key partners liaison group including Suppoportng people services 

28.1 A partnership vision and plan for housing and support provision in Carlisle
Identifying provision needs and project development
Self assessment and external review against KLOE No 8
Staff time

Cost of establishment
Phase 1

End  2006

June 2006
12
Longer term

29. Significant gaps in “move on” provision and lack of floating support - to be linked with future models of support and accommodation provision assembled under phase 2
29.1 Map existing provision and review scale and appropriateness compared to need and resources through homelessness key partners liaison group including Supporting People services
Identifying provision needs and project development
Self assessment and external review against KLOE No 8
Staff time

Cost of establishment
Phase 1

Start 2006
12
Longer term

30. Scope for increased dispersed properties – to be linked with future models of support and accommodation provision assembled under phase 2
30.1 Map existing provision and review scale and appropriateness compared to need and resources through homelessness key partners liaison group including Supporting People services
Identifying provision needs and project development
Self assessment and external review against KLOE No 8
Staff time

Cost of establishment
Phase 1

Start 2006
12
Longer term

31. “Buck passing” the most difficult clients
31.1 Improve communication between agencies to proactively deal with these clients
Improved working  between agencies
Self assessment and external review against KLOE No 8
Staff time
 Phase 1

Start 2006
16
Medium term

32. Legal challenge issues relating to provision of accommodation even when difficult clients evicted
32.1 Reconsider legal position and establish clear criteria
Criteria established
Self assessment and external review against KLOE No 8
Staff time

Legal advice costs
Phase 1

By Dec 2006
12
Medium term

33. Lack of clear standards for Temporary Accommodation and no regular checks made
33.1 Establish clear standards (including H&S assessment) and set targets for checks to be made
Checks undertaken and any follow up action implemented
Self assessment and external review against KLOE No 8
Staff time
Phase 1

By March 2006
9
QW

34. Lack of risk assessment of staff working in hostels - staff feel under-valued and exposed to risk
34.1 Undertake risk assessment and develop action plan to minimise risk 
Action plan produced and implemented 
Self assessment and external review against KLOE No 8
Staff time


Phase 1

Immediate
16
QW

35. Increasing use of B&Bs


35.1 Undertake analysis to identify if short term blip or longer-term trend

35.2 Establish standards and checks for B&Bs where used

35.3 Develop action plan to reduce B&B through other means (as above)
Reduction in use of B&B
Self assessment and external review against KLOE No 8
Staff time
Phase 1

immediate
12
Q/W

36 Lack of budgets for storage of peoples belongings
36.1 Consider if budgets needed and allocate or explore alternative proposals e.g use of hostel storage facilities,alternative council provision
Clear policy on storage of people’s belongings 
Self assessment and external review against KLOE No 8
Staff time

Potential budget for storage established
Phase 1

By April 2006 
12
QW

37. . Budgets for repairs and maintenance held by technical services 
37.1 Consider if this budget should be held by hostel service and work commissioned by them 


Budget clarified
Self assessment and external review against KLOE No 8
No cost
Phase 2

By end 2007
4
Medium term

KLOE Sub Theme: Value for Money

38. Issue of potential procurement options for both temporary accommodation and homelessness assessment have not been fully explored
38.1 Undertake full options appraisal for all elements of service and develop procurement approach
Decisions taken on procurement options and implemented
Self assessment and external review against KLOE No 8
Staff time

Cost of tender exercise if required
Phase 2

By end 2007
9
Medium term

*Risk Assessment - Impact: 1= Negligible: 2 = Marginal: 3 = Critical: 4 = Catastrophic Likelihood: 1 = Extremely Remote: 2 = Remote: 3 = Reasonably Probable 4 = Probable

** Priority for Improvement – QW: Quick Win. Medium term and long term

























Carlisle City Council Homelessness and Hostels Review – Outline Draft Improvement Action Plan

karen baildon consulting – April 2005


