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We have included examples of services provided at levels A and B to give an indication of what is expected of services delivered to such standards. 

These examples are not intended to act as a checklist or to prescribe the services that home improvement agencies would be providing if they were judged by validation officers to have an ‘excellent (A)’ or a ‘good (B)’ service. 

Therefore, when assessing compliance with level A and B standards, it is acceptable to cite alternatives to the listed examples if these demonstrate that the standards are being met by other means.
National HIA Quality Mark – Support for Choice Module

Home Improvement Agencies carry out a wide range of functions across all tenures working across Health, Housing and Social Care. The client lies at the heart of all these processes whether it be facilitating a Disabled Facilities Grant or repairing a dripping tap. 

The effectiveness of the agency depends upon how much difference the intervention makes to the client’s life. Making a difference requires a clear understanding of the client’s circumstances and understanding what they want. The agency’s role is to inform and guide clients through the decision making process as real choices are based upon complete knowledge of all available options.

The caseworker usually makes the first contact with the client and is tasked with explaining the role of the agency, understanding what the client wants and enabling them to decide upon the course of action to make it happen.

This module will look at the processes the agency has set up to facilitate these processes and how the casework function links with other services offered by the agency. Firstly it examines the general role of the caseworker and then drills down to specialist functions, Housing Options, Crisis Support and Advocacy. The common theme throughout the module is how the agency works with the client and how staff are inducted, trained and supervised to provide a person centred service.

Scoring method

The assessment framework contains 6 objectives, each containing a number of clauses (total number of clauses = 7).

During self-assessment the organisation needs to evidence its performance in each clause as being grade A, B or C (A being the highest grade).

A = 3 points, B = 2 points an C = 1 point

Not being able to evidence at least Grade C will result in a fail. 

There is no overall score for the module – you will receive either a pass or fail, and your scores for the module will not be published, but you may share these with 3rd parties if you wish.

The following table shows the number of points needed to obtain grade ‘A’, ‘B’ and ‘C’ for each objective. 

Objective S4C 1: Client assessment

	Clause
	Number of points & grade

	1:1 Assessing the current situation
	2-3 = C
	4-5 = B
	6 = A

	1:2 Assessing the desired situation
	
	
	


Objective S4C 2: Housing Options service
	Clause
	Number of points & grade

	2:1 Housing options
	1 = C
	2 = B
	3 = A


Objective S4C 3: Caseworker skills and development
	Clause
	Number of points & grade

	3:1 Caseworker skills and development
	1 = C
	2 = B
	3 = A


Objective S4C 4: Clients with complex needs

	Clause
	Number of points & grade

	4:1 Clients with complex needs
	1 = C
	2 = B
	3 = A


Objective S4C 5: Advocacy

	Clause
	Number of points & grade

	5:1 Advocacy
	1 = C
	2 = B
	3 = A


Objective S4C 6: Duty of care

	Clause
	Number of points & grade

	6:1 Duty of care
	1 = C
	2 = B
	3 = A


The ‘Performance’ section will not be formally scored but will give an agency an idea of how they compare to similar agencies on the specified performance measures.

	Objective S4C 1: Client assessment

	The first meeting usually requires the agency to gather detailed and qualified information about the client’s circumstances. Agencies should use a client questionnaire eliciting the sort of information detailed below. 
Listening with empathy and attention is the key to understanding what the client wants and what problems they want to address. These are skills that should be addressed through training and supervision. Wider knowledge of what is available to clients locally should underlie all caseworker visits.


1.1 Assessing the current situation

Finding out what problem the client wants to solve. Is the client eligible for any further income? In certain circumstances, increased income can pay for building work itself or contribute towards paying interest or full repayment on a loan borrowed to fund work. Having a structured discussion with the client to discuss what are their concerns and objectives. Agencies are not expected to offer all the required competencies in-house but need to be able to signpost clients to agencies that can offer the appropriate services (e.g. Welfare Rights Advice Services).
	Basic minimum requirements for an adequate service (performance level C)
	Evidence

	The agency checks, where appropriate, the following.
Finance:

· Relevant reference numbers, such as the client’s National Insurance number, are noted.

· If the client is a homeowner, basic information about mortgages, the approximate value of the property and the amount of free equity in the property. (Free equity is the difference between the value of the property and the value of any loans, mortgages and other financial charges registered against it.) 

· Is the client is receiving the correct level of State Pension, if any.

· Whether the client is receiving the relevant means-tested and disability benefits they are entitled to, for example:  

· Pension Credit (Guarantee Credit)

· Income Support

· Council Tax Benefit

· Housing Benefit

· Working Families Tax Credit

· Disability Living Allowance

· Carers Allowance.

· Whether the client is receiving all the private pensions that they contributed to?  (The DWP offers a free tracing service.)

· Whether the client is paying the right level of tax. Her Majesty’s Revenue and Customs (HMRC) can assist to ensure that clients are not paying more tax than they should.

· Whether increasing income from one source may impact and reduce income from another source. This is particularly relevant if a client is receiving means-tested welfare benefits or if the additional income may affect tax liabilities. 


	

	The agency will discuss in detail where appropriate:

Health and mobility:

· Problems getting to and from the property.

· Problems getting around inside the property.

· Care needs and entitlements.

· Likely future care needs and entitlements.


	

	Property:

· The location (for example, is it in a rural or urban area, is there a lot of noise or crime in the area?).
· Outside area (for example, is there a garden or yard?).
· Comfort (bathing, security, laundry, heating).
· Accessibility.
· Transport (parking requirements, public transport links)

· Facilities nearby (hospitals, doctors, dentists, opticians, Post Office, shops, pubs/clubs, cinema, library, hairdressers, banks/building societies).
· Repairs and maintenance.

	

	Other issues:

· Family, friends, carers, neighbours, pets.

· Brief details of the client’s ‘life history’, e.g. previous occupations, forces service history.
	

	
	Pass / Fail / Unsure

	Level B  
	Evidence

	Advisers only elicit enough information to offer informed choices that will resolve the client’s problems. The assessment procedures and questionnaire being used reflect this. 


	

	The agency checks, where appropriate, the following.

Finance:

· Benefits - sometimes eligibility for benefits is a passport to other forms of support (such as access to the Social Fund to pay for one-off items). Those in receipt of Pension Credit, Jobseeker’s Allowance or Income Support may be eligible for help with the interest on a loan taken out to fund repairs.


	

	· Annuities - many local and specialist charities and trusts make small pensions or annuity payments to people who qualify. The agency is aware of relevant trusts (often employment related) and charities 
· operating in their area which may be able to assist clients.


	

	Property:

· Information about the client’s property. For example, whether they are a freeholder, leaseholder or tenant and what sort of lease or tenancy they have (options could vary from tenancy to tenancy). Other occupants of the home might have tenancy rights and other people may be named on the property deeds or tenancy, or a lender may have a charge on the property.


	

	Care:

· Is the client receiving all the care and support services they are entitled to. The agency checks how this affects the client’s options?
Social Network

· The assessment will include other issues affecting client health and well being including level of isolation, ability to travel etc.
	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	For all clients, the agency establishes whether the client’s immediate household is receiving all the welfare benefits and financial help they are entitled to, in cases where this may affect the client’s housing options / choices.
	

	The home improvement agency is an integral part of a single assessment process operating locally.  If there is no single-assessment process, the home improvement agency has made an attempt to work closely with other agencies in the area to reduce duplication.
	

	The assessments extend to carers, where appropriate.


	

	A written plan detailing agreed actions, expected outcomes and analysis of current situation will be provided to the client in summary of  the initial visit.
	

	Training and regular supervision for front-line staff is mandatory with clear induction and Personal Development Plans.(See Mental Capacity, Vulnerable Adults, Conflict Resolution etc).
	

	Sufficient time is allowed within the first visit to allow client to explore their situation and the choices available to them.(A minimum of 1.5 hours would be expected).
	

	
	Pass / Fail / Unsure


1.2 Assessing the desired situation

This should be carried out as part of a holistic discussion in which the client can express their concerns and objectives. The caseworker should set the boundaries according to their local knowledge of what is possible, allowing clients to make informed choices.
	Basic minimum requirements for an adequate service (performance level C)
	Evidence

	Agencies will address the following issues:

· better access to their home

· better access within their home

· extra facilities (added or converted)

· repairs and future maintenance of property

· better security

· better heating

· additional help and support(including carers and statutory services)

· social and health improvements(day centres, exercise)

· increased income through equity release, possible benefits

· whether to stay put or move house.

(This menu is not intended as a complete list of options).
	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	Agencies help clients prioritise their requirements, and encourage discussion and information sharing with friends and family
	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	Agencies advise clients about the implications of:

· staying put or moving house
· adapting the property
· repairs and future maintenance
· efforts when appropriate will be made to involve the family in the process.
	

	The client will receive a written summary of the discussion with possible outcomes clearly outlined.


	

	The agency can evidence that sufficient time is available to the client to explore the options.
	

	
	Pass / Fail / Unsure


	Objective S4C 2: A Housing Options service

	The primary purpose of a Housing Options service is to allow a client to explore in depth the reasons why they are considering moving and what choices they have according to their individual circumstances. If after going through this decision making process the client decides to move on, the agency can offer the required level of support to make this happen. Some clients will only require limited support and others will need assistance with the entire process of the move from viewing properties to arranging removals. To operate an effective HO service an agency will have to provide trained staff with enough time to enable clients to realise their choices and ambitions.


2.1 A Housing Options service
	Basic minimum requirements for an adequate service (performance level C)
	Evidence

	The agency offers the support and expertise to enable client to explore all the implications of staying put or moving on.


	

	The agency liaises with health and social care staff on behalf of clients. Caseworkers have the knowledge and awareness of options available and can signpost on to agencies that can facilitate the move. This can be evidenced orally and through information kept within the agency.


	

	The agency also provides some support for clients to move on when required. 

	

	
	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	The agency will explore in detail the options available to the client and will be available for follow up visits to review decisions and meet with family members. The agency provides advice or signposts clients on to other agencies that can carry out the following as a minimum for this level.

· Taking clients to view a potential new home 

· Dealing with estate agents (both in the purchase of a new home and the sale of the current home) 

· Help with packing up

· Help with unpacking

· Help with changing address details

· Help with the gas and electricity supply

· Help with establishing/re-establishing cooking facilities

· Help with establishing/re-establishing laundry facilities

· Help with establishing TV reception

· Help with establishing telephone services

· Help with establishing internet services

· Help with installing security alarm services

· Help with carpets and curtains 

· Help to organise furniture disposal

· Help to organise removals 

· Help to submit a housing application form

· Help liaising with solicitors and conveyancers

· Help with informing the relevant organisations about the client’s change of circumstances.  
	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	The agency produces a full written action plan on all implications of decisions, including consideration of the following implications:

· financial changes relating to the decision

· building work

· benefits

· moving costs.


	

	The agency comprehensively helps clients with the tasks in Level B.

This is an integral part of the agency’s service.

A significant number of clients receive this extensive service each year evidenced through agency reports.


	

	The agency can evidence training and induction plans showing that caseworkers can are competent to offer this extensive service.


	

	The agency measures outcomes prior to and after the intervention of the agency to assess the efficacy of the service. It also measures client outcomes for periods after the intervention.


	

	The agency offers support to the client after the move to enable them to settle in or resolve initial problems arising from the move.


	

	
	Pass / Fail / Unsure


	Objective S4C 3: Caseworker Skills and Development

	The caseworker sits at the heart of the Support for Choice agenda enabling the client to explore choices and dilemmas to arrive at solutions best suited to their needs and circumstances.  The Caseworker therefore needs the requisite level of skills acquired through training and experience. The Agency will need to evidence its contribution to this process through the provision of sufficient staff resources, supervision, comprehensive induction programmes and regular case management to ensure that this role can be competently delivered.


3.1 Caseworker Skills and Development
	Basic minimum requirements for an adequate service (performance level C)
	Evidence

	All caseworkers have the skills and expertise to offer a holistic person centred service. 

	

	There is a comprehensive induction plan and ongoing training based upon a current Personal Development Plan.


	

	Caseworkers directly supporting clients have been trained (or are experienced) in assessing needs.


	

	Caseworkers are able to describe the assessment and support planning processes.


	

	Caseworkers are knowledgeable about the range of services and support provided by their own organisation that may meet the needs of clients.


	

	Caseworkers understand and are sensitive to the diverse needs of clients.

	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	Caseworkers are able to attend appropriate and regular training. 

· Mental Capacity Act

· Vulnerable Adults

· Crisis Intervention

· Welfare Rights and Income Maximisation.


	

	Caseloads are closely monitored to ensure that caseworkers can offer adequate time and focus to client assessments.

	

	The agency can evidence regular detailed one to ones and case management supervision.


	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	There is evidence of continuing CPD.


	

	Caseworkers are encouraged to pursue career development through NVQs etc.


	

	A career structure, where practical exists within the agency such as Senior Caseworker, Assistant Manager. 


	

	Caseworkers can evidence a close working relationship with appropriate statutory and 3rd Sector agencies.


	

	Local information files are available to include all local agencies, contacts and resources.


	

	Team members have received advocacy training. 


	

	
	Pass / Fail / Unsure


	Objective S4C 4: Clients with complex needs

	‘Complex needs’ means situations where clients have a combination of problems (examples include learning disabilities, mental-health problems, Autism spectrum disorders such as Aspergers, and physical disabilities). As a consequence of the combination of problems, a more holistic and long-term approach to improving the housing situation is needed. This approach should encompass brokering links to a range of agencies and support services, dealing with issues such as debt, financial advice and daily living assistance, as well as addressing pressing building-related problems.  Clients with complex needs may often need a high level of support.


4.1 Clients with complex needs
	Basic minimum requirements for an adequate service (performance level C)
	Evidence

	All staff have a positive attitude to dealing with people with complex needs, including people with mental-health problems and learning disabilities.
	

	Agency staff are aware of specialist services (Adult Social Care, voluntary groups and so on). Staff interact with these services and refer clients with complex needs to them when appropriate.
	

	Agency staff are able to demonstrate capacity to advise on housing care and support options with regard to clients who:

· are extremely isolated

· need a high level of daily care and support

· are difficult to communicate with

· have homes that are in an exceptionally poor state (for example, in the case of people who hoard)

· exhibit challenging behaviour.
	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	The agency can evidence high-level person-centred planning for people with complex needs.
	

	At least some staff have been trained in working with vulnerable groups, awareness of mental health issues, and learning disability issues.
	

	In cases of isolation, agency staff are able to introduce clients to relevant services (for example, a befriending service).
	

	The agency works proactively with specialist statutory and voluntary services in the mental health and learning disability sectors to ensure that the agency service is well known as an organisation that can assist with housing problems faced by special needs groups.
	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	The agency has a specialist caseworker trained to deal with clients who have complex needs. This caseworker is able to support and advise other caseworkers within the agency so they are better able to deal with complex cases.
	

	The home improvement agency has a member of staff with specialist financial knowledge who can advise on debt issues.
	

	All staff have received training on working with vulnerable groups, awareness of mental-health issues, and learning disability issues.
	

	The agency supports people to develop or access support to gain key life skills that enable independent living.
	

	Staff know how to address compulsive hoarding to avoid repeated clearance and re-clutter of the client’s home.
	

	The agency works with the client, and outside agencies if necessary, to try to resolve the problem.
	

	The agency has links with specialist services, including mental-health and learning disability social care teams and third sector organisations.

	

	
	Pass / Fail / Unsure

	Objective S4C 5: Advocacy

	Advocates provide people with a voice and help them to make their needs known. They become involved in decisions affecting people’s lives and welfare. Reduced contact with family and friends, poor health and mobility or a lack of confidence can make it difficult for people to deal with statutory agencies and they may feel vulnerable trying to find their way through complex systems to get access to a service or benefit.  This is where the advocacy service comes in.

There are a number of emerging specialist roles linked to high-level, personalised advice and information services, including advocacy and brokerage. Personalising the care system, and empowering people to take control of their lives, has led to the rise in new types of support organisations to assist people in asserting their rights.


5.1 Advocacy

The right to appeal against a decision made by a statutory service provider is now enshrined in many operating processes.  This may start with a request for a case review and extend to the use of an organisation’s complaints procedure, with escalation to various Ombudsman services or a legal challenge.

Making appeals at any stage can be daunting to some people and advocacy services can often independently guide and support clients through the process.
	Basic minimum requirements for an adequate service (performance level C)
	Evidence

	The agency:

· helps clients to fill in forms

· writes letters on behalf of clients (for example, complaints letters) to relevant agencies 

· helps clients to clarify their views and wishes

· makes phone calls on behalf of clients.
	

	The agency represents their client and conveys their opinions and views in the appropriate forums.
	

	The agency recognises the personalisation agenda and how this links in to providing advocacy services.
	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	Where appropriate, the home improvement agency challenges decisions by their own funders if it is in the best interest of their client.


	

	The agency links in with local voluntary groups to ensure that the advice they provide is of the whole picture.
	

	The agency has access to legal advice when appropriate.
	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	The home improvement agency helps clients with the following (other similar points will also be considered):

· Accompanying clients to meetings.

· Attending case meetings and tribunals on behalf of clients.

· Helping clients to make insurance claims.
	

	The agency has a specific service devoted to supporting people to a greater degree than the standard home improvement agency service.
	

	At least one member of staff has a qualification in an advocacy-related subject. 
	

	Staff have been trained on areas relating to advocacy.
	

	
	Pass / Fail / Unsure


	Objective S4C 6: Duty of care

	All HIA staff have a duty of care towards their clients and they must try to minimise the risks their clients face.


6.1 Duty of care
	Basic minimum requirements for an adequate service (performance level C)
	Evidence

	The agency makes sure that the client fully appreciates the implications of the decision they are making, and the consequences if they wish to change their course of action at a later date.


	

	Case notes show evidence that clients’ views are at the centre of the assessment process and have guided and changed initial views and recommendations.


	

	Caseworkers are aware of a wide range of services in order to advise clients of all options.


	

	Agency staff act at all times as agents for the client and nobody else.


	

	Staff never pressure or advise clients to take a particular course of action.


	

	With the client’s permission, family members are encouraged to become involved in the decision-making process.

	

	Agency staff are familiar with FEMIS or a comparable Management Information System.
	

	
	Pass / Fail / Unsure

	Level B
	Evidence

	The agency checks with the client from time to time that the information the client based their choice on is still relevant. This is particularly important in relation to a client’s financial and health circumstances.


	

	There is a procedure for measuring client satisfaction with the service. (For clients who have moved, this should preferably be done approximately six months after the move.)


	

	The agency makes sure they are advising clients within the law. Training and PDP plans should evidence these skills.

	

	Agency staff inputs case information into FEMIS or a comparable Management Information System, and are able to produce activity reports from the system.
	

	
	Pass / Fail / Unsure

	Level A
	Evidence

	The agency has a procedure for measuring client outcomes as a result of using the service. (This involves a procedure that compares the client’s circumstances and perceptions before and after they use the service).

	

	The agency informs clients of the agency’s duty of care once the client receives a substantial service.  This could be in the form of a rights and responsibilities statement that is affirmed on entry to the service.
	

	The agency ensures that staff devote enough time to explain the implications of all forms and contracts completed for and on behalf of the client.
	

	The duty of care has been discussed with stakeholders so they are aware of the agency’s responsibilities.

	

	The agency inputs case information onto FEMIS or a comparable Management Information System, and can demonstrate that they can produce a comprehensive range of reports from the system which they use to inform future decision making with regards to service development or targeting specific client groups / needs.
	

	
	Pass / Fail / Unsure


Appendix A - Breadth and depth of coverage

For each topic, please indicate whether your agency provides signposting (for example, an organisation’s name, address, phone, email or website), information (for example, through leaflets or a phone conversation) or actual advice and or advocacy (in person with the client).

	Topic
	Signposting
	Information
	Advice
	Advocacy

	Homelessness
	
	
	
	

	Social care
	
	
	
	

	Bereavement support
	
	
	
	

	Mortgage or rent arrears
	
	
	
	

	Volunteering
	
	
	
	

	Benefits
	
	
	
	

	Leisure and friendships
	
	
	
	

	Problems with private rented accommodation
	
	
	
	

	Social housing
	
	
	
	

	Other accommodation providers
	
	
	
	

	Grants/loans
	
	
	
	

	Equity release
	
	
	
	

	Moving in with family or friends
	
	
	
	

	Suitable properties for rent/sale
	
	
	
	

	Retirement housing to rent/buy
	
	
	
	

	Shared-ownership accommodation
	
	
	
	

	Sheltered housing (without care)
	
	
	
	

	Sheltered housing (with care)
	
	
	
	

	Shared ownership or part rent / part buy
	
	
	
	

	Cluster flats
	
	
	
	

	Extra care accommodation
	
	
	
	

	Residential and nursing homes
	
	
	
	

	Schemes which match up older or disabled people with those who are able to offer care, support or companionship (such as the Homeshare scheme)
	
	
	
	

	Disputes with neighbours
	
	
	
	


Self Assessment form

Use this page to record the grades for each clause and calculate the grade for each objective

Objective S4C1: Client assessment

	Clause
	Clause Grade
	Number of points (A=3,  B=2,  C=1)
	S4C1 Grade
(Points 2-3 = C, 4-5 = B, 6 = A)

	1.Assessing the current situation
	
	
	

	2.Assessing the desired situation
	
	
	

	
	
	Total points =
	Grade =


Objective S4C2: Housing Options service

	Clause
	Clause Grade
	Number of points (A=3,  B=2,  C=1)
	S4C2 Grade
(Points 1 = C, 2 = B, 3 = A)

	1.Housing Options 
	
	
	

	
	
	Total Points =
	Grade =


Objective S4C3: Caseworker Skills and Development

	Clause
	Clause Grade
	Number of points (A=3,  B=2,  C=1)
	S4C3 Grade
(Points 1 = C, 2 = B, 3 = A)

	1.Caseworker skills and development
	
	
	

	
	
	Total Points =
	Grade =


Objective S4C4: Clients with complex needs

	Clause
	Clause Grade
	Number of points (A=3,  B=2,  C=1)
	S4C4 Grade
(Points 1 = C, 2 = B, 3 = A)

	1.Clients with complex needs
	
	
	

	
	
	Total Points =
	Grade =


Objective S4C5: Advocacy

	Clause
	Clause Grade
	Number of points (A=3,  B=2,  C=1)
	S4C5 Grade
(Points 1 = C, 2 = B, 3 = A)

	1.Advocacy
	
	
	

	
	
	Total Points =
	Grade =


Objective S4C6: Duty of care

	Clause
	Clause Grade
	Number of points (A=3,  B=2,  C=1)
	S4C6 Grade
(Points 1 = C, 2 = B, 3 = A)

	1.Duty of care
	
	
	

	
	
	Total Points =
	Grade =


Performance indicators

The information needed is for the agency’s last financial year, although we will accept the latest four quarters if necessary. Please state which is being supplied.  This information will be compared against other similar home improvement agencies.

	1
	Number of service users where substantial advice has been given

(SP Workbook)


	

	2
	Outcomes for service users who have received substantial advice

(SP HIA Outcomes Framework)

	

	3
	Client feedback on satisfaction surveys 

(HIA’s own indicators)
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