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Introduction to the Manual
This publication builds upon the National Standards produced by HomePoint in 1995 and revised and
re-issued in 2000 and 2006. It is in three sections: Section 1 contains the National Standards; Section 2
contains the Competences for Advisers and agencies in which they work; Section 3 contains the Good
Practice Guidance. Contact the Scottish Government for a self-assessment checklist.
Since the original Standards were published there have been considerable developments in the advice
world and these are reflected in this new edition which covers housing money and welfare rights related
advice. These Standards have been tested in practice with services providing debt counselling, as well as
advice on money, housing, income maximisation and welfare rights/benefits.
This introductory section reflects the experience of services that have been actively implementing
the Standards. This has allowed us to develop an awareness of the key issues that impact on the
implementation process for the range of services that provide housing information and advice in Scotland.

One of the factors relates to the make-up of the advice sector in Scotland. The sector is diverse, with an
identifiable four-way split in the structure of organisations providing an advice service. The differences
are related more to the range of functions that an organisation has than to the sector it belongs to.
These groups are identified below:
n organisations with a specific core function of provision of information and advice;
n organisations that have a central advice function, but provide advice on a range of issues, for
example, CABx, law centres or money advice centres;
n organisations that have multiple functions, one of which is provision of advice or information
and that have dedicated staff for this task, for example, housing associations that employ
welfare rights advisers; and
n organisations that have multiple functions, and that have staff with generic roles, for example,
local authority local housing offices or homelessness teams, or voluntary sector services that
provide support to a particular client group across a range of issues.
The Standards are designed for providers and funders in the voluntary, private and statutory sectors
with an interest in developing effective information and advice services. The Standards recognise that
people access information and advice from a range of agencies. These agencies range from those that
deliver a service specialising in specific topics of advice, for example, housing or money or welfare
rights, income maximisation and generalist advice services offering their services to all members of the
public to agencies where information and advice form only a small part of their work. Agencies include
those whose main business is, for example, the provision of housing, such as housing associations, local
authorities with their range of responsibilities but with a statutory duty relating to advice as well as a
tradition of providing advice through consumer services, social work and welfare rights services. Some
agencies may only serve a single disadvantaged community.
In each of these scenarios, while there are different issues for interpreting and demonstrating
achievement of the Standards, the Standards themselves stay the same.

Scottish National Standards for Information and Advice Providers

How the Standards relate to your own service delivery
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The Implications for Implementation
The range of delivery methods for advice and information services means that there are some key
implications for interpreting and implementing the Standards.
You need to decide what your advice and information service is. This is because you will be applying the
Standards to the advice and information element of your work, rather than to the whole organisational
activity.
You should also decide what Type of information and advice service you provide. The three Types of
service are defined in this manual. You should seek advice regarding interpretation if you are unsure how
they relate to your own service.
There has to be a degree of flexibility in interpretation of the Standards. You need to look at how they
apply to the context you are operating in. Your first point of reference should be the Standard itself. You
should consider how it relates to your organisation’s way of working and how you would understand it.
You should always remember that the Good Practice is there to provide guidance and to give you ideas
and examples from real services. If the practice in your own organisation does not match the examples in
the good practice guidance this does not mean that you have failed to achieve the Standard. You should
seek further advice on interpretation if you are unsure.
There is a degree of flexibility within the Standards to allow for the different settings in which advice and
information are provided. The differences will lie in the sort of evidence that you will have available to
demonstrate achievement of the Standards, not in the Standards you will be meeting.
A key factor in implementing the Standards is to realise that there is support there for you. There is a
comprehensive programme of support, including direct consultancy and advice on interpretation, and
a training programme linked to the housing competence requirements of the Standards. Contact the
Scottish Government for further information.

Accreditation for Advice Services
The Standards are backed up by a system of accreditation. The accreditation model was developed
through consultation and active involvement of advice and information services across all sectors.
Accreditation is awarded to services rather than individual advisers. The process has been designed to
provide independent recognition of achievement of the Standards.
For further information on the process you should contact the Scottish Government.
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About the Standards
The Standards are divided into six key areas:
1.
2.
3.
4.
5.
6.

General Management
Planning of Services
Accessibility and Customer Care
Providing the Service
Competences for Staff and Agencies
Resources

Each of the Standards is followed by a set of ‘indicators’ that highlight the evidence services will
need to provide to demonstrate compliance with the Standards. Indicators for each Standard may
differ depending upon the type of service offered by the provider. Type I indicators are relevant for
information providers that wish to comply with the Standards, Type II for those offering a case service
and Type III indicators for those offering representation and advocacy services. Our definitions of
service by type of intervention are provided on page 6 (‘Defining Information and Advice’).

n
n
n
n
n
n
n
n
n

Is client oriented
Is private and confidential
Diagnoses the problem
Is accurate
Provides options
Provides for referral
Provides for follow-up action
Provides redress to service users and
Is adequately publicised

This manual is written to be relevant to all agencies, large and small, urban and rural. Some agencies
may see themselves as being too small or too under-resourced to meet the Standards or to use these
guidelines. Resource limitation should not be seen as a reason for not striving for the highest possible
standards. However, the level and quantity of service provided will be affected by the level of resources
available to a service. The Good Practice Manual in Section 3 provides guidance on maximising existing
resources whilst developing a quality service.
Similarly, we stress that the Standards are not solely the responsibility of individual agencies. By working
together agencies can greatly enhance their capacity to meet the needs of their communities.

Indicators
Each of the Standards is followed by a set of indicators that highlight the evidence services will need to
provide demonstrate compliance with the Standards. Indicators for each Standard may differ depending
upon the Type of service offered by the provider. Type I indicators are relevant for information providers
that wish to comply with the Standards, Type II for those offering a casework service and Type III for
services providing users with advocacy, representation and mediation at tribunal or court action level.

Scottish National Standards for Information and Advice Providers

The Standards are designed to be applicable to agencies in all sectors and should assist them to provide
a service that:
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Passporting
These Standards recognise that many services may already be operating to other recognised
management Standards. Where the service complies with other appropriate standards which are subject
to external inspection or validation we provide a ‘passport’ E for that section in the ‘Indicators’ of these
Standards. For example, ‘E IIP’ means that services with Investors in People can be confident they are
complying with this Standard.
The Standards continue to provide a ‘passport’ for SQMS, which was previously promoted by Scottish
Enterprise. The external accreditation of compliance with SQMS ceased in 2006. For organisations whose
external accreditation against this scheme is more than four years old this passport no longer exists.
Unless the external accreditation of this scheme is reinstated this passport will be removed from future
editions of the Standards.
In earlier editions of the Standards compliance with the Scottish Accessible Information Forum’s Advice
and Information for Disabled People’s standards was accepted as a passport. As these standards are not
subject to external inspection or validation this passport no longer exists. However, it should be noted
that any evidence gathered to support compliance with the SAIF standards will support accreditation
against these standards.
It is anticipated that passporting for certain standards will be extended to other externally inspected or
validated standards over time to reduce the burden of regulation upon agencies whilst still assuring a
quality service.

Defining Information and Advice
In considering advice it is important to stress that when people visit an advice centre the product they
seek is not the service but the outcome. For example, if they go to an advice centre with a homelessness
enquiry the product they want is not advice but a home. If they go for welfare benefits advice the
product they want is the benefit. It is important to be able to manage these expectations and to be clear
about the broader outcomes from receiving advice which are a better understanding of the options,
rights and responsibilities and assistance taking action to resolve a problem.
Advice is likely to comprise some or all of the following components:
n
n
n
n
n
n
n
n
n

Listening to clients
Diagnosing the problem
Giving information
Advising on the options available
Taking action on behalf of clients
Negotiating on their behalf
Representing clients’ cases at tribunals and courts
Referral where appropriate and
Enabling or empowering the individual to take informed action on their own behalf

We have broken these activities down into three principal categories or types of intervention:

Type I – Active Information, Sign-posting and Explanation
This work refers to activities such as providing information either orally or in writing, sign-posting or
referring the user to other available resources or services, and, the explanation of technical terms or
clarifying an official document, such as a tenancy agreement or a possession order.
We make a distinction between the passive provision of information through the availability of leaflets,
for example, in public places, libraries and so on, and active provision of information through providing
assistance to the individual seeking assistance. These Standards are aimed at ‘active’ providers.
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Type II – Casework
This includes:
n A diagnostic interview where the problem and all relevant issues are identified and
n Making a judgement as to whether the individual has a case that can be pursued
Once it has been established that the individual has a case that can be pursued, activities may include:
n
n
n
n
n
n

Setting out an individual’s options or courses of action
Encouraging the user to take action on their own behalf
Providing practical aid with letters or forms
Negotiating with third parties on the user’s behalf
Introducing the enquirer by referral to another source of help and
Support to users in making their own case

Type III – Advocacy, Representation and Mediation at Tribunal or Court Action Level
This work includes a range of further actions arising from the casework undertaken above. This may have
been undertaken by the adviser preparing the tertiary work or may have come to the adviser by referral
from another organisation or adviser.
The principal activities may include:
n Advocacy and Representation – where the adviser may prepare a case for the user and represent
or speak on their behalf at a tribunal or court.
n Mediation – where the adviser may act on behalf of the user by seeking to mediate between the
user and a third party.
Type III work includes some activities that can only be undertaken by lawyers.

Advice and information providers often undertake a range of activities beyond one-to-one work with
individuals in need. Often they may act for groups of individuals facing the same problems, such as a
group of tenants on a particular estate facing similar problems of disrepair. They may also undertake
other work, such as community development, where they may act a resource to other groups in their
communities.
All information and advice providers are likely to undertake ‘social policy’ work at some level. We use a
narrow definition of ‘social policy work’ commonly used in the advice sector. This definition suggests that
advice agencies should collect information generated by individual casework activities and aggregate
this in order to identify trends and emerging issues. It is likely that in many cases advice agencies will be
able to gather considerable local intelligence through this route that would be of use to the providers
or planners of other services. An example of this approach could include an increase in enquiries at
an advice agency following recent changes in the administration of Housing Benefit. By making this
information available to the managers of that service the advice agency may be able to secure changes
and therefore prevent the problem affecting other individuals.

Scottish National Standards for Information and Advice Providers

Other Work
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Methods of Delivery
The traditional, and still most common, method of delivering information and advice is from office or
shop based premises. Normally, such services are static and provided from a single site. However, to
expand service provision a number of organisations have developed other methods of delivery.
Surgeries or outreach sessions, where advice is delivered using other organisations’ premises, has proved
an effective means of targeting services at particular parts of the community. For example, if young
people are not using a service it may be appropriate to offer advice sessions at a youth club.
Other methods of delivering advice may include offering a home-visiting service to those who could not
otherwise attend a traditional advice centre, such as the elderly or those with impaired mobility. Homevisiting services have sometimes been applied in sparsely populated rural areas.
Mobile advice centres, where the advice is taken into different localities in a caravan or adapted van, have
also been used in rural areas or other places where local transport is problematic.
The principles represented in these Standards are common to all of these means of delivery, although
the way in which the principles are interpreted may be different. For example, if providing a homevisiting service, providers need to respect the conventions of the person whose home they are in. Further
examples are given in the Good Practice guidance in Section 3 under the specific standards.
In addition, electronic means of delivering information and advice have proliferated in recent years, most
notably those delivered by telephone. More recently there has been a growth in the use of the Internet
and other digital technology to deliver information and advice.
This development is in line with the Government’s vision as set out in ‘Modernising Government’ to
ensure that, by 2008, all government services should be deliverable electronically.
To date, most use of IT has concentrated upon automating processes, such as case records, for example;
the challenge for the future is to see how IT may be used to innovate processes to achieve the ‘product’
that the service user requires.
Alongside ‘Modernising Government’, the wider context for change is driven by a number of other
factors.
The rate of take-up of this new technology is much faster than preceding technologies, such as the
telephone. With the introduction of digital TV, the internet and television will begin to converge, taking
access to information into every home.
The introduction of Broadband has increased the speed and portability of information.
The consequences for information and advice providers are likely to include:
n Information, guidance and expertise all being available for current advice topics over the
internet, expanding the reach of services to areas where needs are currently unmet
n The continued development of the Internet as the first port of call for information for many.
This is likely to lead to ‘disintermediation’, a move away from information brokers, where
one-to-one services will have to provide a more sophisticated service with value added to any
information given. For example, people may use travel agents to book a holiday where they
are seeking advice on a destination, but will use on-line services to book a flight
n Routine and repetitive advice being systematised
n Raised expectations of what advice centres can provide with more high value and complex
work being required from advice centres and
n Advice becoming more pro-active, getting information across at the right time in a legal
process, before problems become complex or insurmountable
However, even with these new methods of delivery, the principles represented in these Standards remain
relevant, though the way in which the principles are interpreted may be different.
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Section I The Organisational Standards

The Standards in Summary
1 General Management Standards
This section of the Standards is designed to ensure that there is effective management of the service and its
resources.
Standard 1.1

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

Standard 1.2

All standard office procedures must be documented

Standard 1.3

All service providers must have robust systems for financial management

Standard 1.4 There must be clear lines of internal communication
Standard 1.5

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

2 Standards for Planning
These Standards aim to ensure that all members of the community have access to high quality information
and advice. The planning of services is a key component of developing a quality service.
Standard 2.1

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

Standard 2.2 All services must undertake a regular exercise to determine the profile of their local
community and any special needs that may exist
Standard 2.3 All service providers must develop long-term plans that cover a period of three to five
years
Standard 2.4 All services must produce an annual service plan that seeks to ensure the best match
between the needs of service users and the resources available to provide the service
Standard 2.5 All services must regularly review their work against the aims and objectives for their
service and make the results of these reviews available in a publicly accessible format at
least once a year

The Organisational Standards

Standard 2.6 All services must be subject to regular independent review and evaluation
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3 Standards of Accessibility and Customer Care
Services operating to these Standards should be accessible to all members of the community and operate
with the highest standards of customer care.
Standard 3.1

All service providers must be committed to providing equity of access to services for all

Standard 3.2 All service providers must have a clear commitment to treat service users with respect and
be clear about any expectations of behaviour they have of service users
Standard 3.3 All service providers must have procedures to review their premises at least once every
three years
Standard 3.4 All service providers must regularly review the methods of delivery for their service to
ensure both accessibility and the effective use of resources
Standard 3.5 All service providers must regularly review their hours of service to ensure that these meet
the needs of their current and potential service users
Standard 3.6 All service providers must ensure that potential service users are aware of the service that
is provided
Standard 3.7 All service providers must be able to provide information in a range of formats and
community languages that are appropriate to the needs of disabled people and the local
community
Standard 3.8 Services must not disadvantage users whose first language is not English. All Type II
and Type III services must have access to interpreters in appropriate languages and
clear procedures for the use of interpreters
Standard 3.9 All service providers must have effective and appropriate policies on confidentiality and
access to information
Standard 3.10 Service providers must have procedures for the safe maintenance of files and for file
destruction
Standard 3.11 Service providers must have an effective complaints procedure and adequate insurance
to provide rights of redress
Standard 3.12 All service providers must have procedures that actively encourage feedback from
service users
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4 Standards for Providing the Service
Services operating to these Standards must have processes that ensure an effective and efficient service for
their users.
Standard 4.1 All service providers must provide an independent service that can represent the interests
of its service users
Standard 4.2 All services must have arrangements to ensure that their service has access to up to date
reference materials and appropriate journals
Standard 4.3 All service providers must maintain regular contact and liaison with other providers in
their locality. Referral agreements must be established between agencies to ensure that
service users receive a consistent and seamless service
Standard 4.4 Type II and Type III services must have systems that ensure that service user
information and case files are well organised
Standard 4.5 Type II and Type III services must have a case-work procedure that can be applied
consistently to all service users
Standard 4.6 Type II and Type III services must ensure that the case work files of individual advisers
are subject to suitably qualified, independent review
Standard 4.7 All service providers must have robust means of recording service wide activity and service
use

5 Standards around Competence
Services using these Standards must ensure that all staff gain, maintain and develop the skills and
knowledge necessary to meet the needs of their service users. The general competency requirements in this
section are supplemented by those in Part II of this manual.
Standard 5.1

All service providers must have a clear commitment to equal opportunities in employment
practice

Standard 5.2 All service providers must ensure that they have systems to identify the skills and
knowledge required to meet users’ needs and the procedures to match these requirements
with staff and volunteers delivering the service
Standard 5.3 All service providers must ensure that those delivering the service are provided with
adequate training and development

Standard 5.5 All service providers must ensure that all cases are dealt with by an adviser competent in
that area of law
Standard 5.6 All service providers must ensure that all information and advice work is supervised by a
suitably qualified individual, either from within or outwith the service
Standard 5.7 All service providers must ensure that they understand the work of other relevant
agencies in their localities

The Organisational Standards

Standard 5.4 All service providers must ensure that all staff involved in delivering the service have core
competences before they advise the public
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6 Resourcing Standards
This section provides Standards for the resources necessary to underpin the delivery of the service.
Standard 6.1 All service providers must have premises that ensure that the service can be accessible to
all members of the community and meets the needs of service users
Standard 6.2 Service providers must pay sufficient attention to human resource planning to maintain
service outputs and inform future planning
Standard 6.3 All services must be able to demonstrate that their annual budget (Standard 1.3) is
sufficient to resource the requirements of these Standards and sufficient to resource the
commitments established in the Service Plan (Standard 2.4)
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The Standards
1. General Management Standards
This section of the Standards is designed to ensure that there is effective
management of the service and its resources.

Standard 1.1
All service providers must have clear management structures that identify
the roles and responsibilities of all post holders involved in the planning,
management and delivery of the service.
All staff and volunteers should know the boundaries around their roles and the roles of other people
in their service. These should include, where appropriate, management committee members, paid
managers, all paid and unpaid staff.

Indicators for Type I, Type II and Type III
A document identifying all of those involved in the planning, management and delivery of the
service
A document detailing special responsibilities, terms of reference and decision making authority
All staff and volunteers should be able to describe the scope of their role and, where appropriate,
identify to whom, when and how they could refer matters for decision.
E CAS Membership Conditions, SQMS

Standard 1.2
Procedures and practices vary greatly between agencies and are subject to constant modification and
improvement. The smooth running of a service depends upon all of those involved in its delivery being
fully conversant with the practices and procedures of the service.

Indicators for Type I, Type II and Type III
n All policies and procedures should be collated (normally compiled in an Office Manual).
n Responsibility for the maintenance of this manual should be clearly assigned in the
management structure.
n All staff and volunteers should have access to this manual and it should form a distinct part of
the induction of all individuals involved in the delivery of the service.
E CAS Membership Conditions, SQMS, ISO 9001

General Management Standards

All standard office procedures must be documented
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Standard 1.3
All service providers must have robust systems for financial management
In order that both funders of services and service users can be confident that a service can survive and
meet its obligation they need to be assured that all monies are properly accounted for and that the
service is financially viable.

Indicators for Type I, Type II and Type III
There should be clear documentation on how responsibility for financial management is exercised.
In addition, voluntary organisations should be able to demonstrate that accounts are monitored at
least quarterly by their management committee / board of trustees.
All organisations should ensure that they maintain the following information:
n an annual Budget;
n quarterly variance of income and expenditure against budget;
n an annual profit and loss account or Income and Expenditure account; and
n an annual balance sheet.
E CAS Membership Conditions, SQMS

Standard 1.4
There must be clear lines of internal communication.
Good lines of internal communication are important to ensure the efficient operation of the service and
as a mechanism for updating all staff in policies, procedures or priorities.

Indicators for Type I, Type II and Type III
n Regular meetings for all individuals involved in the delivery of the service
E CAS Membership Conditions, SQMS
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Standard 1.5
Each service provider must be able to demonstrate that it is complying
with all relevant general legislation
All agencies must stay within the law to protect those responsible for the planning, management and
delivery of the service from the risk of prosecution and to maintain public confidence in the service
delivered.

Indicators for Type I, Type II and Type III
n Knowledge of the legislation relevant to the agency (for example, Company Law, Charity law)
and its role as a service provider (for example, Public Liability Act) and as an employer (example,
Health and Safety)
n Evidence that current insurance provides the necessary protection – for example, Public Liability,
employers’ insurance, and so on

General Management Standards

E CAS Membership Conditions, SQMS
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2. Standards for Planning
These Standards aim to ensure that all members of the community have access to
high quality information and advice. The planning of services is a key component
of developing a quality service.

Standard 2.1
All service providers must be clear about the remit of their service
and the boundaries of their service.
The effective delivery of a service and the ability of that service to assess its work depends upon
the service establishing clear strategic aims and operational objectives.

Indicators for Type I
A statement that identifies the strategic aims and operational objectives for the service
that includes:
n why the service is provided;
n who the service is for; and
n the type of service to be provided.
All of those involved in the planning, management and delivery of the service should be able
to summarise these aims and objectives.

Indicators for Type II and Type III
A statement that identifies the strategic aims and operational objectives for the service
that includes:
n why the service is provided;
n who the service is for;
n the type of service to be provided, including any criteria for selecting different Types
of intervention; and
n what each Type of intervention aims to achieve.
All of those involved in the planning, management and delivery of the service should be able
to summarise these aims and objectives.
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Standard 2.2
All services must undertake a regular exercise to determine the profile
of their local community and any special needs that may exist.
Services should be relevant to the needs of the community that they serve.

Indicators for Type I
A community profile should be maintained and updated at least once every two years. It should
provide the service with indicators of:
n income deprivation;
n work deprivation; and
n housing deprivation.
The suggested, readily available measures are demographic data on:
n the number of people who are workless and claiming benefit within the service’s catchment
area;
n the number of households in receipt of Housing Benefit / Council Tax Benefit / Income Support;
n the number of people from minority ethnic communities; and
n the proportion of households in owner occupation, private rented accommodation and social
housing.
These may be adjusted depending upon the community that the service aims to target.

Indicators for Type II and Type III

The suggested, readily available measures are demographic data on:
n the number of people who are workless and claiming benefit within the service’s catchment
area;
n the number of households in receipt of Housing Benefit / Council Tax Benefit / Income Support;
n the number of people from minority ethnic communities;
n the proportion of households in owner occupation, private rented accommodation and social
housing;
n the number of people over 60;
n the number of lone parent families;

Standards for Planning

A community profile should be maintained and updated at least once every two years. It should
provide the service with indicators of:
n income deprivation;
n work deprivation; and
n housing deprivation.

17

n
n
n
n
n
n
n
n
n

the number of people with long term limiting illnesses;
the number of homeless persons;
the number of single households;
the number of households lacking two or more basic amenities;
the number in rent arrears;
the number in Council Tax arrears;
the take up of Working Tax Credit;
the take up of Child Tax Credit; and
the take up of Pension Credit.

However, these may be adjusted depending upon the community that the service aims to target.
In addition, services should produce an annual statement identifying any specific advice needs
anticipated for these communities. This should be incorporated into the Service Plan required in
Standard 2.4 (opposite).

Standard 2.3
All service providers must develop long-term plans that cover a period of
three to five years.
The maintenance of a quality service that is able to apply its resources in response to local needs is
dependent upon that service planning for the future.

Indicators for Type I
n An outline forward plan or strategy document that anticipates future resources and service
patterns
This should be supported by evidence that those responsible for the planning and management
of the service monitor the service against this plan at least annually. This might be evidenced, for
example, by management committee minutes.
E CAS Membership Conditions and SQMS

Indicators for Type II and Type III
An outline forward plan or strategy document that anticipates future resources and service
patterns. This should include:
n estimates of future need; and
n consideration of the availability of other services in the locality.
This should be supported by evidence that those responsible for the planning and management
of the service monitor the service against this plan at least annually. This might be evidenced, for
example, by management committee minutes.
E CAS Membership Conditions and SQMS
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Standard 2.4
All services must produce an annual service plan that seeks to ensure the
best match between the needs of service users and the resources available
to provide the service.
The effective delivery of services is greatly assisted by the careful planning of services.

Indicators for Type I
An annual service plan should be produced which:
n identifies current resources;
n identifies the service that will be provided, including location, and hours of operation; and
n identifies the service’s relationship with other service providers in their locality.
This should be supported by evidence that those responsible for the planning and management
of the service monitor the service against this plan at least once every six months. This might be
evidenced, for example, by management committee minutes.
The service plan should be summarised and available to service users and potential service users.

Indicators for Type II and Type III
An annual service plan should be produced which:
n identifies current resources;
n identifies the service that will be provided, including location, and hours of operation;
n specifies methods of service delivery including office based, surgeries, home visits, telephone
enquiries, and so on;
n identifies the estimated number of service users by Type I, Type II and Type III ; and
n identifies the service’s relationship with other service providers in their locality.
This should be supported by evidence that those responsible for the planning and management of
the service monitor the service against this plan at least once every three months. This might be
evidenced, for example, by management committee minutes.

Standards for Planning

The service plan should be summarised and available to service users and potential service users.

19

Standard 2.5
All services must regularly review their work against the aims and
objectives for their service and make the results of these reviews
available in a publicly accessible format at least once a year.
The maintenance of a quality service requires that those providing the service monitor and evaluate their
work and integrate any findings into the future development of their service. All services complying with
Standards 2.1 to 2.2 (pages 16 to 17) should have developed mechanisms for review. This standard seeks to
ensure that services are accountable in their planning and review to their stakeholders.

Indicators for Type I, Type II and Type III
n Documented evidence of collation of service statistics, analysis and consideration by those
responsible for planning the service;
n Documentation available on public accessibility of this information (for example, inclusion
in Annual Report, Service Review, and so on).

Standard 2.6
All services must be subject to regular independent review and/or
evaluation.
Reviews or evaluations are tools for ensuring the relevance, efficiency and effectiveness of a service. They
are an essential management tool to ensure the ongoing development of a quality service and provide
means of demonstrating an agency’s competence to the public and other stakeholders.

Indicators for Type I, Type II and Type III
n An independently conducted review or evaluation, commissioned either internally or externally,
should be undertaken at least once every three years.
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3. Standards of Accessibility
and Customer Care
Services operating to these Standards should be accessible to all members of the
community and operate with the highest standards of customer care.

Standard 3.1
All service providers must be committed to providing equity of access to
services for all.
A quality service is dependent upon services being available to those members of the community most
in need without discrimination either at the point of delivery or in the planning of which services are to
be delivered and how those services are to be delivered. This does not preclude providers from identifying
particular client groups or ensuring their services are targeted at those in greatest need.

Indicators for Type I, Type II and Type III
All service providers should have a clear statement of intent with regard to meeting the needs of
all parts of the community including disadvantaged groups and those experiencing discrimination.
This should apply except where the aims and objectives clearly define them as a specialist service
for a defined sector of the population.
The statement should explain how the service intends to implement this policy and how it intends
to measure its effectiveness in meeting this policy.
All of those involved in the planning, management and delivery of the services should be able to
explain the service’s policy and how this impacts upon their role.

Standard 3.2
All service providers must have a clear commitment to treat service users
with respect and be clear about any expectations of behaviour they have
of service users.
Ensuring access to the service and ensuring that the user of services may apply the information or advice
given is greatly assisted by a service provider maintaining a level of courtesy to all. This is particularly
true in cases where users of services may come to the service provider in considerable distress or may
not be able to present themselves in the most favourable light. The courtesy commitment is a two way
process and service providers should expect a level of courtesy in return which includes an absence of
abusive behaviour which may threaten staff or restrict the access of other service users.

Standards of Accessibility and Customer Care

E CAS Membership Conditions
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Indicators for Type I, Type II and Type III
Services should be able to evidence their commitment to this standard by a written policy that
requires all of those involved in the delivery of service, including non-technical staff, such as
reception staff, to relate to the public in a courteous and respectful way. Compliance with the
service’s policy may be evidenced by:
n a statement of customer care displayed in public spaces (such as reception areas);
n customer care training for staff;
n telephone skills training for staff; and
n diversity training for staff.
Any expectation that the service has of its service users, in particular what may cause the service
to be removed, including meeting appointment times, the use of verbal abuse and so on, should be
documented and prominently displayed.
E CAS Membership Conditions

Standard 3.3
All service providers must have procedures to review their premises at
least once every three years.
The quality and maintenance of premises play a crucial role in ensuring access to a service. Access in
this context means not only physical access, but also people’s willingness to use a service because of its
location and its appearance. This Standard does not apply to Telephone Helplines.

Indicators for Type I
All information providers should have procedures to review the premises from which the service
is delivered (including own offices, outreach and surgery locations) at least once every three years.
This should include:
n physical accessibility for those with physical and sensory impairments; and
n location to ensure that it is relevant to the service provider’s catchment area.
This should be produced as an action plan or strategy paper.
E CAS Membership Conditions

Indicators for Type II and Type III
All advice providers should have procedures to review the premises from which the service is
delivered (including own offices, outreach and surgery locations) at least once every three years.
This should include:
n physical accessibility for those with impaired mobility and/or sensory impairments such as
hearing or sight impairments;
n adequacy of resources such as confidential interview rooms; and
n location to ensure that it is relevant to the agency’s catchment area.
This should be produced as an action plan or strategy paper.
E CAS Membership Conditions
Further Standards relating to the minimum requirements for premises can be found in subsequent
sections.
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Standard 3.4
All service providers must regularly review the methods of delivery
for their service to ensure both accessibility and the effective use of
resources.
Access to services and the effective use of resources can be ensured by reviewing the methods of delivery
against the aims and objectives of the service.

Indicators for Type I
Service providers should be able to demonstrate that the service has a process for reviewing each
method of delivering information at least once every two years.
E CAS Membership Conditions

Indicators for Type II and Type III
Service providers should be able to demonstrate that the service has a process for reviewing each
method of delivering advice at least once every two years. This should include consideration of:
n traditional office based information and advice;
n telephone help-lines and advice;
n e-mail enquiries;
n internet information;
n surgeries and outreach in other service providers’ premises; and
n home visits.
Service providers should be able to demonstrate that this review includes consideration of the
services provided by other agencies and the views of different groups of current and potential
service users.
E CAS Membership Conditions

All service providers should regularly review their hours of service to ensure
that these meet the needs of their current and potential service users.
Traditional office hours of opening may exclude many people most in need of services from accessing
that service.

Indicators for Type I, Type II and Type III
Service providers should be able to demonstrate that the service has a process for reviewing hours
of service at least once every two years.
E CAS Membership Conditions

Standards of Accessibility and Customer Care

Standard 3.5
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Standard 3.6
All service providers must ensure that potential service users are aware of
the service that is provided.
Services should ensure that their target service users are aware of the services available. To ensure
that this is the case, services should regularly publicise their services using appropriate media (such as
leaflets, posters and referral networks).

Indicators for Type I, Type II and Type III
A marketing plan or promotional summary should be produced that details how the service’s
target users will be informed of the existence of the service. This should be clearly linked to the
community profile and needs assessment requirement in Standard 2.2.
A separate promotional budget should be identified.
E CAS Membership Conditions

Standard 3.7
All service providers must be able to provide information in a range of
formats and community languages that are appropriate to the needs of
disabled people and the local community.
Services should ensure that all written information can be produced in a way that is impact assessed
to ensure it is accessible to disabled people and people whose first language is not English. This may
include provision for the translation of leaflets or the development of all alternative means of ensuring
accessibility. It should be noted that, with regard to disabled people only, this Standard is a statutory
requirement.

Indicators for Type I, Type II and Type III
Service providers should have plans for meeting the needs of people in their communities for
information in accessible formats / appropriate languages. This may include self-production of the
material or partnerships with other providers.
Where such formats/languages are not automatically available, the plan should include a means
to ensure the provision of information in alternative formats/languages to be timely, with people
being able to receive such information within a time agreed between the service user and the
information provider. This may include provision of the information directly or sign-posting
agreements to other services that agree to undertake this work on the service’s behalf.
E CAS Membership Conditions
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Standard 3.8
Services must not disadvantage users whose first language is not English.
All Type II and Type III services must have access to interpreters in
appropriate languages and clear procedures for the use of interpreters.
Services should be accessible to all members of their communities and individuals should not be
excluded from service use, or receive a qualitatively different service, because of their mother tongue. The
use of interpreters should be consistent with other policies, in particular those regarding confidentiality.

Indicators for Type I
Service providers should demonstrate that they can provide an ‘active’ sign-posting service to all
members of the community. Referral sources in appropriate languages should be maintained by
service providers.
E CAS Membership Conditions

Indicators for Type II and Type III
Service providers should have clear policies and procedures on the use of interpreters.
Service providers should maintain contracts or other arrangements with interpreters in community
languages appropriate to their catchment area.

Standards of Accessibility and Customer Care

E CAS Membership Conditions
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Standard 3.9
All service providers must have effective and appropriate policies on
confidentiality and access to information.
Every user of service has the right to expect that the service they receive is provided in confidence and
that any records about them kept by the service provider are fair and accurate.

Indicators for Type I
Service providers should have policies that cover:
n the way in which information is provided by the service and any provision for carers, if
appropriate;
n details of any information that may be held about the service user by the service provider;
n the circumstances in which this may be passed on; and
n how the service user may access any information held about them.
E CAS Membership Conditions

Indicators Type II and Type III
Service providers should have policies that cover:
n the way in which the service will be provided (such as a private interviewing space) and any
provision for carers, if appropriate;
n details of any information that may be held about the service user by the service provider;
n the extent of the policy and any limitations to it (such as statutory requirements on disclosure);
n what any exceptions are and why;
n breaches of confidentiality and how these will be dealt with;
n forms of authority enabling the agency to speak or act on behalf of the user of service; and
n how the service user may access any information held about them.
E CAS Membership Conditions

Standard 3.10
Service providers must have procedures for the safe maintenance of files
and for file destruction.
Careful storage of information is essential both to maintain the confidentiality of users’ case notes and
to ensure the efficiency of the service provider. Users of service should feel confident that information
on their enquiry or case will not be stored indefinitely, and that care will be taken in disposing of old case
records. This includes both paper and electronic records.

Indicators for Type I, Type II and Type III
Any case notes must be kept safe and secure.
All services maintaining case notes must have a policy for the length of time case notes are stored
and which details how and when these notes will be destroyed.
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E CAS Membership Conditions

Standard 3.11
Service providers must have an effective complaints procedure and
adequate insurance to provide rights of redress.
Complaints provide a valuable means of service user feedback on the service provided. Service users
should feel confident that if mistakes are made by the service provider they can be dealt with promptly
and that there is sufficient provision for redress.

Indicators for Type I
Agencies should have a complaints procedure that:
n explains to the service users who to complain to and how the complaint will be dealt with;
n is publicised; and
n is monitored by those responsible for managing and planning the service.
There should be adequate Professional Indemnity Insurance to ensure that service users are not
disadvantaged by any mistakes the service may make in the delivery of its services.
E CAS Membership Conditions

Indicators for Type II and Type III
Agencies should have a complaints procedure that:
n explains to the service users who to complain to and how the complaint will be dealt with;
n is publicised;
n is monitored by those responsible for managing and planning the service;
n ensures information from complaints is incorporated into the Services Plan; and
n ensures changes that have been made to the Services Plan as a result of complaints are
publicised.
There should be adequate Professional Indemnity Insurance to ensure that service users are not
disadvantaged by any mistakes the service may make in the delivery of its services.

Standards of Accessibility and Customer Care

E CAS Membership Conditions
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Standard 3.12
All service providers must have procedures that actively encourage
feedback from service users.
Service providers must have documented procedures that will enable service users to provide feedback
on the quality of service they have received.

Indicators for Type I
The procedures should include a feedback mechanism that addresses the following issues:
n How easy was the service to access in terms of location, hours of service, and so on?
n Was the service approachable and friendly?
n Was the service delivered in a competent and timely manner?
n Was the information and advice explained sufficiently?
n How and when should service users provide feedback?
n The frequency and way in which feedback is analysed
n The way in which this will be used to influence the Services Plan
E CAS Membership Conditions, ISO 9001

Indicators for Type II and Type III
The procedures should include a feedback mechanism that addresses the following issues:
n How easy was the service to access in terms of location, hours of service, and so on?
n Was the service approachable and friendly?
n Was the service delivered in a competent and timely manner?
n Was the information and advice explained sufficiently?
n Was the service user informed of progress in the case?
n How and when should service users provide feedback?
n The frequency and way in which feedback is analysed
n The way in which this will be used to influence the Services Plan
E CAS Membership Conditions, ISO 9001
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4. Standards for Providing the Service
Services operating to these Standards must have processes that ensure an effective
and efficient service for their users.

Standard 4.1
All service providers must provide an independent and impartial service
that can represent the interests of its service users.
Service users should have confidence that the service provider is acting in the interests of service users
and not for the advantage of the agency itself or for some other third party. Where this is not possible,
for example, where the service provider is a local authority and unable to advise the service user to take
action against the local authority, the service user should be advised of alternative sources of help. All
service providers must be able to identify conflicts of interest and have procedures in place for managing
them.
Service providers have a duty to disclose any illegal activity.

Indicators for Type I, Type II and Type III
Service providers should be able to demonstrate that they are placing the interests of the service
user before their own or a third party’s interests; this includes a conflict of interest where different
family members require advice.
Services should have a written policy and staff training. Where the service provider may be
providing a service that places their own agency or other third parties’ interests above the service
user’s interests, the service should be able to demonstrate that the service user is made aware of
these constraints and that alternative, independent sources of help are sign-posted.
E Member of the main advice networks (CAS, DIAL UK, AdviceUK, Shelter, SAIF)

Standard 4.2

Good information and advice is based upon the adviser’s ability to readily access up to date and accurate
information.

Indicators for Type I, Type II and Type III
All information and advice providers should have up to date reference materials and journals
relevant to the service that they provide.
A separate and adequate budget should be maintained for this purpose.
All services should clearly designate responsibility for maintaining and updating information within
their Services Plan.
E CAS Membership Conditions

Standards for Providing the Service

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

29

Standard 4.3
All service providers must maintain regular contact and liaison with
other providers in their locality. Referral agreements must be established
between agencies to ensure that service users receive a consistent and
seamless service.
The provision of good quality information and advice is not the responsibility of any single service. In any
given locality there will be a range of providers meeting different needs. Liaison and regular contact are
essential to ensure that all people within the community have access to good quality services.

Indicators for Type I
Service providers should be able to demonstrate a good knowledge of other relevant service
providers in their locality.
A directory with contacts of relevant service providers should be maintained by the service and
updated no less than once every twelve months.
E CAS Membership Conditions

Indicators for Type II and Type III
Service providers should be able to demonstrate a good knowledge of other relevant service
providers in their locality.
A directory with contact of relevant service providers should be maintained by the service and
updated no less than once every twelve months.
Formal referral agreements should be established between service providers and referral of service
users between providers should be subject to the terms of these agreements. Formal referral
agreements should include:
n how the referral will be made, including that it is to a named individual and the date of any
appointment;
n grounds for acceptance or rejection;
n acceptable timescales for referral;
n the respective responsibilities of referrer and referee;
n any information the referring body can expect at the end of a particular case; and
n the right of the individual to return to the agency if they are not satisfied with the referral.
It should be noted that referral may be into or out of an agency.
E CAS Membership Conditions
Agencies should have clear selection criteria for referrals to other agencies, where possible the
agency should consult with the service user, and in complex cases provide written instructions
to the referral body.
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Standard 4.4
Type II and Type III services must have systems that ensure that service
user information and case files are well organised.
In order to ensure that information can be accessed quickly and easily by all of those involved in
delivering the service it is important that records are stored in an organised way.

Indicators for Type I
This Standard does not apply to those services providing only Type I services.

Indicators for Type II and Type III

Standards for Providing the Service

Service providers will be expected to have a case management system that:
n can identify and trace all documents and correspondence relating to a case;
n identifies any conflict of interest;
n records centrally any key dates in cases (for example, expiry of a time limit) to ensure that action
is taken by the adviser or, in their absence, by the service in appropriate time;
n ensures that casework is kept in a way that the records are clear to another caseworker;
n records the advice that has been provided to ensure that the status of a file and any action taken
can be easily verified;
n ensures that there is proper authorisation and monitoring of undertaking given on behalf of the
service provider; and
n can generate data that allows for monitoring the number of cases, time spent and type of case
undertaken by each adviser to ensure that they are within their capacity.
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Standard 4.5
Type II and Type III services must have a casework procedure that can
be applied consistently to all service users.
Systematic casework procedures ensure a consistent service to all users to ensure that the service user
is kept involved and informed during the progress of their case.

Indicators for Type I
This Standard does not apply to those services providing only Type I services.

Indicators for Type II and Type III
The procedures should cover the three phases of the case: the outset, progressing the case and
closing the case.
At the outset of a case procedures should identify:
n the requirements of the client;
n what action is to be taken;
n if someone is to be responsible for the case who this will be;
n key dates in the matter;
n any expectations of the service provider on the user of service (for example, any fees that may
be charged including disbursements, commissions, and so on); and
n management information relevant to the service (such as clients’ ethnic origin, housing tenure).
and will ensure, in progressing casework, that:
n if the case is complex a case plan will be prepared;
n information on progress is passed to the user of service at appropriate intervals; and
n information on any changes is communicated promptly to the user of service.
and at the end of a case will:
n report and confirm in writing to the service user on the outcome, explaining any action the user
of service should now take; and
n return to the user of service any original documentation except where the user of service has
agreed that the agency should maintain this information. In this case, the user of service should
be informed of storage arrangements and how they can access this information.

Standard 4.6
Type II and Type III services must ensure that the casework files of
individual advisers are subject to suitably qualified, independent review.
Independent review enables services to test the quality of advice and advice procedures to enable
them to identify strengths, deficiencies and individual training needs. This Standard should be read in
conjunction with Standard 5.6 that specifies the competency requirements of advice work supervisors.
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Indicators for Type I
This Standard does not apply to those services providing only Type I services.

Indicators for Type II and Type III
Service providers should have arrangements for case files to be reviewed by a supervisor or other
adviser under the control of the supervisor who has not been involved in the day to day conduct
of the case.
These procedures should ensure that:
n samples of work are reviewed to ensure quality of advice and adherence to the service’s
procedures; and
n the number of cases, time spent and type of case undertaken by each adviser are within their
capacity.
The file review policy should be written as a plan for undertaking internal reviews and should
include:
n responsibility for undertaking file reviews;
n the frequency of such reviews;
n a record of the outcomes of reviews; and
n a record of any corrective action taken.

Standard 4.7
All service providers must have robust means of recording service wide
activity and service use.
The recording of service use and activity provides essential management information to inform the
review of service and assist the planner of the service to assess how far the service objectives are
being met.

As a minimum, service providers should gather the following data on service users:
n the location of the service user’s home (e.g first part of post-code and/or ward of residence);
n gender;
n age; and
n ethnic origin.
In addition, whilst it is not a requirement of this Standard consideration should also be given by
Type I agencies to routinely or systematically gathering data on service users against the other
equality groups not included above for which there is legal protection against discrimination in the
provision of services:
n Disability
n Faith
n Sexuality
E CAS Membership Conditions

Standards for Providing the Service

Indicators for Type I
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Indicators for Type II and Type III
As a minimum, service providers should gather the following data on service users:
n the location of the service user’s home;
n gender;
n age;
n family composition;
n employment type;
n housing tenure;
n ethnic origin;
n disability;
n income
For agencies providing a money advice service, the amount of debt dealt with, split by type of debt
For agencies providing a money advice service, the debt strategy chosen by the client
In addition, whilst it is not a requirement of this Standard consideration should also be given by

Type II and Type III agencies to routinely gathering data on service users against the other

equality groups not included above for which there is legal protection against discrimination in the
provision of services:
n Faith
n Sexuality
As a minimum service providers should gather activity data on the following:
n Type I, Type II and Type III (where appropriate) interventions by topic. This should include
a breakdown by time spent in client contact to follow-up work.

This should specify the count by either the number of service users, the number of cases and/or the
number of episodes of advice.
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5. Standards Around Competence
Services using these Standards must ensure that all staff gain, maintain and
develop the skills and knowledge necessary to meet the needs of their service users.
The general competency requirements in this section are supplemented by those in
‘Section 2: Competences for Advisers’.

Standard 5.1
All service providers must have a clear commitment to equal opportunities
in employment practice.
The service provider should have policies and procedures that ensure that all of those individuals
involved in the planning, management and delivery of the services are not discriminated against on the
grounds of age, ethnicity, gender, religion, disability or sexual orientation.

Indicators for Type I, Type II and Type III
An equal opportunities policy, in effective operation, that precludes discrimination in the selection,
recruitment, and treatment of staff and volunteers. This should include:
n open recruitment process (whether internal or external) that evaluates the skill, knowledge and
experience of those applying for posts against the job description and person specification; and
n a means of ensuring that all those involved in the planning, management and delivery of the
service are aware of this policy and its procedures.
E CAS Membership Conditions

Standard 5.2

Service users and funders should be confident that the service has mechanisms to ensure that the skills
and knowledge required are available and being properly applied.

Indicators for Type I
n Systems that document the skills, knowledge or experience required by those delivering the
service and the tasks they are required to perform (usually in the form of job descriptions and
person specifications);
n Procedures which can ensure that the work undertaken by the post holder is within their
capacity and competence; and
n Processes for ensuring that those delivering the service are briefed in any relevant changes to
legislation, regulation, and so on, relevant to their area of service.

Standards Around Competence

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

E CAS Membership Conditions, IIP
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Indicators for Type II and Type III
n Systems that document the skills, knowledge or experience required by those delivering the
service and the tasks they are required to perform (usually in the form of job descriptions and
person specifications);
n Procedures which can ensure that the work undertaken by the post holder is within their
capacity and competence;
n Procedures are in place for advisers to inform their supervisor if the case is beyond their
competence; and
n Processes for ensuring that those delivering the service are briefed in any relevant changes
to legislation, regulation, and so on, relevant to their area of service.
E CAS Membership Conditions, IIP

Standard 5.3
All service providers must ensure that those delivering the service are
provided with adequate training and development.
Attention needs to be given to staff and volunteers delivering the service to ensure that they gain,
maintain and develop the appropriate mix of skills and knowledge to satisfy the needs of service
users within the aims of the service. Those using volunteers need to demonstrate that their training
programmes recognise special factors in their training plans including higher turnover and different
support and supervision needs.

Indicators for Type I
n Induction procedures;
n Technical competence, customer care and service policies and procedures should be in place
for all paid and unpaid staff joining the service;
n Systems for review/appraisal on personal performance should be undertaken at least once
a year;
n Training and development plans to support the needs of the service to be produced and
reviewed at least annually. These should also detail any special provision made by those
services using volunteers;
n A budget for training to be maintained; and
n All training to be recorded on training records.
E IIP
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Indicators for Type II and Type III
n Induction procedures, covering technical competence, customer care and service policies and
procedures, should be in place for all people joining the service;
n Systems for review/appraisal on personal performance should be undertaken at least once a
year;
n All advisers with less than 5 years of experience undertake no less than 35 hours of training per
year;
n All advisers with more than 5 years of experience undertake no less than 20 hours of training per
year;
n Training and development plans to support the needs of the service to be produced and
reviewed at least annually. These should also detail any special provision made by those services
utilising volunteers;
n A budget for training to be maintained;
n All training to be recorded on training records; and
n Adequate contingency plans in the event of new legislation being instituted that affects the
areas of advice undertaken by the service.
E IIP

Standard 5.4
All service providers must ensure that all staff involved in delivering the
service have core competences before they advise the public.
Service users should be confident that all of those delivering the service have the basic skills and
knowledge to provide assistance or to identify where further assistance may be available.

Service providers should ensure that those delivering the service have the following core
competences:
n understand the aims and values of the service in which they are operating;
n recognise that users of service facing discrimination by virtue of their ethnicity, sex, sexual
orientation or other circumstances may give rise to special needs;
n be aware of and able to effectively use the service’s information resources;
n meet the Generic Competences set out in ‘Section 2: Competences for Advisers’ of the Standards;
n have appropriate knowledge of the subject area as set out in ‘Section 2: Competences for
Advisers’ of the Standards;
n recognise their own limitations in any particular case and be aware of the internal and external
sources of assistance that may be available (referral); and
n be able to effectively operate within the service’s case recording system.

Standards Around Competence

Indicators for Type I
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Indicators for Type II
Service providers should ensure that those delivering the service have the following core
competences:
n understand the aims and values of the service in which they are operating;
n recognise that users of service facing discrimination by virtue of their ethnicity, sex, sexual
orientation or other circumstances may give rise to special needs which should be recognised
and addressed;
n be aware of and able to effectively use the service’s information resources;
n meet the Generic Competences set out in ‘Section 2: Competences for Advisers’ of the Standards;
n have appropriate knowledge of the subject area as set out in ‘Section 2: Competences for
Advisers’ of the Standards;
n acknowledge the feelings of users of service about their problem and respond appropriately;
n be able to explore and identify problems and key areas of enquiries;
n be able to apply this information to the specific problems encountered by the user of service;
n be able to explain options to users of service and explain the consequences of such choices;
n be aware of the distinction between what constitutes an individual’s rights and what
constitutes good advice;
n be able to take action – for example, drafting correspondence, preparing notes, and so on;
n recognise their own limitations in any particular case and be aware of the internal and external
sources of assistance that may be available (referral); and
n have the ability to effectively operate within the agency’s case recording system.

Indicators for Type III
Service providers should ensure that those delivering the service have the following core
competences:
n understand the aims and values of the service in which they are operating;
n recognise that users of service facing discrimination by virtue of their ethnicity, sex, sexual
orientation or other circumstances may give rise to special needs which should be recognised
and addressed;
n meet the Generic Competences set out in ‘Section 2: Competences for Advisers’ of the Standards;
n have appropriate knowledge of the subject area as set out in ‘Section 2: Competences for
Advisers’ of the Standards;
n acknowledge the feelings of users of service about their problem and respond appropriately;
n be able to explore and identify problems and key areas of enquiries;
n be aware of and able to effectively use the agency’s information resources;
n be able to apply this information to the specific problems encountered by the user of service;
n be able to explain options to users of service and explain the consequences of such choices;
n be aware of the distinction between what constitutes an individual’s rights and what
constitutes good advice;
n have the ability to take action – for example, drafting correspondence, preparing notes,
and so on;
n have the necessary skills to undertake tribunal, court or other relevant representation, mediation
or negotiation activities;
n recognise their own limitations in any particular case and be aware of the internal and external
sources of assistance that may be available (referral); and
n have the ability to effectively operate within the agency’s case recording system.
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Standard 5.5
All service providers must ensure that all cases are dealt with by an adviser
competent in that area of law.
It is essential that information and advice work is undertaken by someone with the relevant skills and
knowledge. Those applying this Standard should make reference to ‘Section 2: Competences for Advisers’.

Indicators for Type I
The service must demonstrate that the adviser meets the requirements in Section 3 of these
Standards for the relevant area of law.
The service must demonstrate that the adviser, whether paid or unpaid, undertakes information
and advice related work no less than three hours per week.
Supervision arrangements should be in place to oversee the work of the adviser.

Indicators for Type II
The service must demonstrate that the adviser meets the requirements in Section 3 of these
Standards for the relevant area of law.
The service must demonstrate that the adviser, whether paid or unpaid, undertakes information
and advice related work no less than six hours per week.
Supervision arrangements should be in place to oversee the work of the adviser in this area in line
with the Standard 5.6.

Indicators for Type III
The service must demonstrate that the adviser meets the requirements in Section 3 of these
Standards for the relevant area of law.
The service should demonstrate that the adviser, whether paid or unpaid, undertakes information
and advice related work or activities no less than twelve hours per week.

Standards Around Competence

Supervision arrangements should be in place to oversee the work of the adviser in this area in line
with the Standard 5.6.
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Standard 5.6
All service providers must ensure that all information and advice work is
supervised by a suitably qualified individual, either from within or outwith
the service.
This Standard links to the standard for File Review (4.6) and aims to ensure that the service maintains
overall control of its work. This requires service providers to ensure that advisers have access to another,
suitably qualified adviser, not directly involved in the delivery of the service to a particular service user,
who can oversee the service, provide guidance and manage the conduct of the case. Small organisations
may have to seek supervisors outwith their service.

Indicators for Type I, Type II and Type III
The service should demonstrate that the supervising adviser meets the requirements in Section 2
of these Standards for the relevant area of law.
The service should demonstrate that the supervising adviser, for Type I whether paid or unpaid,
undertakes information and advice related work no less than six hours per week and for Type II
and Type III no less than twelve hours per week.

Standard 5.7
All service providers must ensure that they understand the work of other
relevant agencies in their localities.
The provision of quality information and advice is not the sole responsibility of a single service.
The quality of service can be greatly enhanced by working with other providers.

Indicators for Type I, Type II and Type III
Service providers should ensure that they have adequate mechanisms to share experiences and
knowledge with other agencies operating in similar fields. This will be evidenced by attendance
at conferences and seminars which should be recorded as part of the service’s training record.
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6. Resourcing Standards
This section provides Standards for the resources necessary to underpin the
delivery of the service.

Standard 6.1
All service providers must have premises that ensure that the service can
be accessible to all members of the community and meets the needs of
service users.
Indicators for Type I
Service providers should be able to demonstrate that their premises:
n are located in an area that is appropriate to their current and potential service users;
n have private facilities where individuals may request information;
n are physically accessible to people with impaired mobility or that they have developed adequate
alternative means of delivering their service outside the premises to people with impaired
mobility;
n are safe and accessible for people with impaired vision; and
n have sufficient adaptations to ensure that they may be used by people with impaired hearing.
Service providers should consult with service users and potential service users, including disability
groups, about the adequacy of their premises at least once every three years.

Service providers should be able to demonstrate that their premises:
n are located in an area that is appropriate to their current and potential service users;
n have sufficient private interviewing facilities that are sound-proofed and not visible to other
service users;
n are physically accessible to people with impaired mobility or that they have developed adequate
alternative means of delivering their service outside the premises to people with impaired
mobility;
n are safe and accessible for people with impaired vision;
n have sufficient adaptations to ensure that they may be used by people with impaired hearing;
n have a private office for follow-up work;
n provide adequate public reception and waiting room;
n have means of keeping children accompanying their parents occupied, such as crèche facilities
or toys; and
n have toilet facilities to meet the needs of both the staff and the public.
Service providers should consult with service users and potential service users, including disability
groups, about the adequacy of their premises at least once every three years.

Resourcing Standards

Indicators for Type II and Type III
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Standard 6.2
Service providers must pay sufficient attention to human resource
planning to maintain service outputs and inform future planning.
The maintenance of service delivery is important if service users are to have confidence in the service’s
capacity to address their problem.

Indicators for Type I
Procedures should be in place to minimise disruption in the event of staff and volunteer sickness,
including the provision of cover to maintain levels of service.

Indicators for Type II and Type III
Procedures should be in place to minimise disruption in the event of staff and volunteer sickness,
including the provision of cover to maintain levels of service.
All service providers should be able to demonstrate that they monitor and analyse the time spent
by staff on the different Types of activity undertaken and the topics as a tool for future planning.

Standard 6.3
All services must be able to demonstrate that their annual budget
(Standard 1.3) is sufficient to resource the requirements of these
Standards and sufficient to resource the commitments established
in the Service Plan (Standard 2.4).
Service users, funders, and those involved in planning and delivering the service need to be assured
that the service and quality plans can be met and be sustained.

Indicators for Type I, Type II and Type III
Each element of the Services Plan and the plan to meet these Standards should be costed, identified
as one-off or ongoing requirements and included within the service’s annual budget.
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Introduction
TheScottishNationalStandardsforInformationandAdviceProviders(theStandards)requireservicesto
considerthequalityofprocessesthatareinplacetomanageanddelivertheservice,butcruciallytoalso
giveseriousconsiderationtothesupportmechanismsthatareinplacetoensurethequalityofadvice
delivered.
Thecompetencesdetailedinthissectiongiveyoutheframeworkforsupportingthedevelopmentand
maintenanceofcompetenceinyourorganisation.Section2oftheStandardsincludes:
n thegeneric competencesrequiredbyadvisersandbyagenciestoensureeffectiveservice
delivery
n thetopic specificor knowledge competencesrelatedtoareasoflawrequiredbyadvisersandby
agenciestoprovidequalityofadviceintheseareas.Thissectionisdividedintothoserelatingto
housingissuesandthoserelatedtotheprovisionofmoneyandwelfarerightsadvice
Youshouldbelookingathowpracticewithinyourservicematchesuptotheactivitiesoutlinedineach
ofthecompetences.Youshouldnotethatdependinguponthesortofserviceandmethodsofservice
deliverythatyouprovide,therangeofactivitiestoachievetheStandardsmayvary.
InallcasesthecompetencesaresetagainsttheTypeofinformationoradviceworkthattheadviseris
undertakingandthatyouragencyhaselectedtoprovide.
InadditiontothecompetencesinthispartoftheStandards,referencematerialsrequiredtosupportthe
knowledgerequirementsareavailableonboththeScottishGovernmentandMichaelBellAssociates
websites(www.scotland.gov.ukandwww.mba4consultancy.co.uk).

A note on using this section of the Standards
TheScottishGovernmenthasdevelopedastructuredapproachtolookingatthemeaningofcompetence
inpractice.Thisinvolvesbreakingcompetencedownintoitskeycomponents,whichare:
n Generic competencewhichincludesbothskillsandknowledgerequirementsforadvisersand
agenciestoensureeffectiveservicedelivery
n Knowledge competenceofrelevantareasoflaw
n Theapplicationofcore skills and knowledge in practice
Youshouldalreadyhavedecidedtherangeofareasoflawthatarecoveredbyyourorganisation.You
shouldalsohavedecidedtheTypeofservicethatisprovided.Thishasimplicationsforthesetsof
competencesthatstaffwillneedtoachieve.
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Generic Competences

Thefollowingcompetencesaregenericcompetencesforalladvisers,andtheagenciestheyworkfor,and
whichprovideadviceabouthousingissuesand/ormoneyrelatedadvice.

1.1 Effective Interviewing
Adviser Competence
Interviewsclientseffectivelyaspartofholisticadvice-giving.Thisincludesevidenceofthefollowing:

n
n
n
n
n
n
n
n
n
n
n
n

n
n
n

n
n
n
n
n
n

Behavesinawelcomingmannerandgivestheclientfullattention
Ifinterviewingbytelephone,callsclientsbackimmediatelywhentelephoned
Explainsserviceandownroletoclients
Putsclientsatease,evenwhenclientsmaybedistressedorchallenging
Enablesclientstoexplaintheproblemanditscontext
Acknowledgesclients’feelingsandperceptionabouttheproblem
Doesnotjudgeclientsortheirattitudesandvalues
Usesarights-basedperspectivethroughouttheinterviewwhenexploringlegalissues(e.g.acts
onclients’instructionsandwishesandseekstowidenboundariesofentitlement)
Exploresandexplainsoptionsindebtcases
Exploresfullyandclarifiesthepresentingproblem,andanyotherproblems,thecontextand
clients’feelings
Gathersrelevantkeyinformation,suchinformationbeingdrivenbytheadvicecategory
Rephrasesanyquestionswithinformsinordertoenableclientstoprovidemoreeasilyaccurate
andconciseinformationwhichsupportstheircaseorprovidesrelevantinformationwhichhas
notbeensoughtviathequestionsontheform
Probesandfollowscommunicationcuestoidentifyadditionalproblems
Helpsclientstoidentifykeyissues,priorities,goalsandinformationneeds
Byuseofappropriatelanguageandnon-verbalcommunication,demonstratesasensitivity
towardsdiversity,equalityanddiscriminationissues,includingcross-culturalanddisability
awareness
Identifiesrelevantdatesandactiontakenonanyproblemssofar
Exploresclients’situationtoidentifyanybarrierstoexercisingrightsormeetingcommitments
andliabilities
Identifieswhenaninterviewviatrainedinterpreterisappropriateandabletomeetthese
competenceswhenusinginterpreter
Summarisesactionstobetaken,nextstepsandanyfollowupwork.Explainsboundariesand
roleofservice.Agreesrolesandresponsibilitiesofadviserandclient.
Closesinterviewinappropriatemanner,agreeingfuturecontactarrangements.Issuesany
standardpaperwork(e.g.consenttoactforclient)
Abidesbyagencyconfidentialitypolicy

Generic Competences

For Type I
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For Types II and III
As for Type I plus:
n Asksspecificquestionsandprobessurroundingfactstogathersufficientinformationfrom
clientstoundertakelegalresearch(i.e.a“diagnosticinterview”)andwhereappropriateoffersa
benefitcheck,wherethisisdeclined,itshouldberecordedclearlyinthecasenotes
n Identifieswhereinformationisinsufficientforproperdiagnosisandassistsclientstogather
furtherinformationormakeappropriatereferral
n Checksclients’understandingoftheirresponsibilitieswhenusingtheservice
n Checksclients’understandingofadvicegivenandactiontobetaken

Agency Competence
Providestheinfrastructureforeffectiveinterviewing.Thisincludesevidenceofthefollowing:

For Types I, II and III
n Providesaccessibleinterviewfacilitiesandadequatesystemsforrespondingtoincoming
telephonecallswherepremisesallow
n Hasproformasorcomputersoftwareforcarryingoutabenefitcheck
n Hasinterviewfacilitieswhichareadequatelysoundproofed,comfortableandpleasing
n Wherespaceallows,hassuitablefacilitiesforanychildren(toys,readingmaterials)whomay
accompanyclients
n Hasarrangementsformanagingincomingenquiries/work
n Facilitatesorprovidestrainingandsupervisionarrangementswhichenableadviserstomeet
andmaintaintheircompetenceininterviewing
n Hasarrangementsforaccesstointerpretersandfacilitiestoenableinterpreterstowork
effectively
n Encouragesanorganisationalculturewhichisbasedonrespectforclients,non-judgementalism
andanappropriaterightsperspective
n Hasstandardpaperworkforinitialinterviews(e.g.aleafletexplainingtheservice,consenttoact
forms)
n Hasaclientconfidentialitypolicy
n Complieswithdataprotectionandhealthandsafetyrequirements

48

1.2 Recording and Managing Casework
Adviser Competence
Recordsadviceandadvocacyeffectively.Thisincludesevidenceofthefollowing:

For Types I, II and III
n Onpaperbasedsystems:makeslegible,succinctnoteswhichenableotheradvisers,supervisors,
auditorsandclientstounderstandallkeyinformationinthecase.Thesenotesshouldinclude
advicegiven;actionstaken;copyofthebenefitcheckifappropriate;rolesandresponsibilities
andtheoutcomeofthecase.Caserecordingshouldalsoclearlysetoutthecontextoftheadvice
givenandactionstakeni.e.inrelationtotheinformationprovidedbytheclient.Caserecording
shouldalsoprovideevidenceof1.1 Effective Interviewing
n Oncomputerbasedsystems:makesappropriateuseofanyagencycomputerisedrecord
systemtomakesuccinctnoteswhichenableotheradvisers,supervisors,auditorsandclients
tounderstandallkeyinformationinthecase.Thesenotesshouldincludeadvicegiven;where
appropriateacopyofbenefitcheck;actionstaken;rolesandresponsibilitiesandtheoutcomeof
thecase.Caserecordingshouldalsoclearlysetoutthecontextoftheadvicegivenandactions
takeni.e.inrelationtotheinformationprovidedbytheclient.Caserecordingshouldalso
provideevidenceof1.1 Effective Interviewing
n Recordskeysocialpolicyissueswhichariseincaseworkandcomplieswithanyagencysystem
foractioningorrecordingthese
n Records/notesanyagencystatistics
n Records/notesanydeadlines/keydates(includinganydatesforfollowupaction)
n Retainscopiesofanyimplementationplansgiventoclients
n Whereappropriatecopiescorrespondencetoclients
n Makescopiesofanyrelevantdocuments(includingclaimforms)andkeepswithcaserecords
n Recordsoutcomesofcase
n Communicatetoclientwherenofurtheractionwillbetakenbytheagencye.g.caseclosing
procedure

Agency Competence
Providestheinfrastructureforeffectiverecording.Thisincludesevidenceofthefollowing:
n Hasadequateofficefacilitiesanduserfriendlyguidelinesandstationery
n Providesaccesstophotocopyingfacilities
n Hassufficientaccesstocomputersforanycomputerisedcaserecordingsystemwithsuitable
software
n Providesadequatesupport/administrativestafftoenablesystemstominimiseimpacton
adviser
n Hasapolicyandtrainingtoenableadvisertorecordcompetently
n Monitorstoenableadvisertomaintainadequaterecords
n Hasaprocedureforcaseclosure
n Hasapolicyaboutaccesstorecordse.g.clientagreementtocasebeingaudited;mandateoropt
outboxoption
n Usessystemsforsecurityand/orback-upofcaserecords
n Complieswithrelevantlegislation(e.g.dataprotection)

Generic Competences

For Types I, II and III
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1.3 Time Management
Adviser Competence
Managestimeeffectively.Thisincludesevidenceofthefollowing:

For Types I, II and III
Ensuresdeadlinesaremet
Timeouslyinformsserviceuserofoutcome
Prioritisesworkinanappropriatemanner
Appropriatelyusesappointmentswithsufficienttimetoundertakethetasksassociatedwith
advicework
n Wherecontractuallyrequired(e.g.forLegalAid),accuratelyrecordstimespentonenquiries/
cases
n
n
n
n

Agency Competence
Providestheinfrastructureforeffectivetimemanagement.Thisincludesevidenceofthefollowing:

For Types I, II and III
n Facilitatesorprovidestrainingandsupportwherenecessarytoenableadvisertomanagetime
effectively
n Hasoperationalsystemstomakeeffectiveuseofadvisertimewhichhasabalancedapproach
takingaccountoftimeforcaserecording,caseworkandresearch
n Hassystemstomanageincomingworkincludingabalancedpolicyonappointments,drop-in
andhomevisits,andwhichtakesintoconsiderationtimerequiredforcaserecording,casework
andresearch
n Wherecontractuallyrequired(e.g.LegalAid),hassystemsforrecordingtimespentonenquiries/
cases

1.4 Legal Research and Feedback
Adviser Competence
Undertakeslegalresearcheffectively.Thisincludesevidenceofthefollowing:

For Type I
n Locatesandretrievesinformationrelevanttoclients’enquiries
n Withsupport,locatesandretrievesinformationrelevanttoclients’enquiriesinastandard,
currenttextbookand/orinformationsystem
n Usessecondtieradviceand/orspecialistservicestohelpresearchthelaw
n Diagnosesclients’legalpositionwherepossibleandwithinthelimitationsofTypeIadvice
n WithadviceandsupportfromaTypeIIorIIIadviser,discussesoptionswithclients
n Identifieswhereurgentactionisnecessaryincludingtomeettimelimits
n Recognisesneedformoreskilledadviceorwhencannotadvise,forpractical,legalorethical
reasons
n Providesappropriateandsufficientinformationforclientsandexplainsitclearlyandaccurately
inawaytheycanunderstand
n Helpsclientstore-assesstheirsituationandgoalsinthelightoftheinformation
n Providesclientswithsign-postinginformation
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For Type II
As for Type I plus:
Undertakeslegalresearcheffectively.Thisincludesevidenceofthefollowing:
n Gathersand/orclarifiesrelevantfactsbyinterview,telephoneore-mailwiththirdparties
n Researchesrelevantlegislationandcaselaw,government,regulatoryandindustryguidanceand
CodesofPractice,policystatements,etc
n Assessesthechancesofsuccessofdifferentoptionsandprovidesfeedbackandadviceaboutthe
possibleoptionswhicharise
n theadvisorhasanunderstandingofthelegislation,caselawetc
n Discussesalloptionsandtheirconsequenceswithclients
n Helpsclientstoassesstheappropriatenessoftheoptionsandtomakeaninformedchoice
n Whereclientsareunabletomakeaninformedchoiceadvises,ifpossible,ongatheringfurther
informationandfurtherconsiderationofoptions
n Checksclients’understandingoftheadvicegivenandwherenecessary,providesawritten
summary

For Type III
As for Types I and II plus:
n Researchesrelevantlegislationandproceduralprotocolsforlitigation

Agency Competence
Enableseffectivelegalresearch.Thisincludesevidenceofthefollowing:

For Types I, II and III

Generic Competences

n Hasadequatesuppliesofup-to-datehandbooksandannotatedlegislationandotherbooksor
CD-ROMversionswhichareappropriatefortheTypeofadviceworkbeingundertaken
n HasadequateInternetaccess
n Providesaccesstoanylawreports,journals,articles,etcwhichareappropriatefortheTypeof
adviceworkbeingundertaken
n Hasaccesstosecondtierand/orspecialistadvice
n Hasaccesstosupervisionwhichincludestechnical/legaladviceandhelp(seeIntroductionto
thesecompetences)
n Hasarrangementsforcheckingthequalityofadvicegivenandrecorded
n Promotesaworkingatmospherewhichencouragescarefullegalresearchandprovidesgood
qualityfeedback
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1.5 Form Completion
Adviser Competence
Effectivelycompletesformsforallareasofadvice.Thisincludesevidenceofthefollowing:

For Types I, II and III
n
n
n
n
n
n
n

Understandsthepurposeofeachformandwhenitshouldbeused
Usesarightsperspectivewhenpresentingevidence
Includesconcise,relevantstatementsofevidence/information
Attachesadditionalrelevantinformation/evidencewhereappropriateorrequirede.g.LILA
Ensuresclientsagreetheinformationandhowitispresented
Makesarrangementsforfollow-upofformswhicharesubmitted
Checksaccuracyofinformationonformscompletedbythirdparties

Agency Competence
Providestheinfrastructureforeffectiveformcompletion.Thisincludesevidenceofthefollowing:

For Types I, II and III
n HasInternetaccess
n Hasinformationtoenablecorrectformstobeobtainedbyadvisers
n Hasarrangementsforcheckingthequalityofformcompletion

1.6 Effective and Appropriate Referrals
Adviser Competence
Recognisesownandagency’slimitsandmakeseffectiveandappropriatereferrals.Thisincludesevidence
ofthefollowing:

For Type I
n WithadviceandsupportfromaTypeIIorIIIadviser,recogniseslimitsofexpertiseandaccurately
identifieswhenaninternalorexternalreferralmaybeneeded
n Givesclientsallrelevantinformationaboutpossiblereferraltohelpthemtodecidewhetheritis
appropriate
n Givesclientsanyhelpneededtominimiseanybarrierstopursuingareferral
n Makesreferraltoanotheragencywhichisbetterplacedtodealwiththematterafter
ascertainingavailabilityofservice,accesstimes/arrangements,communicatingwiththeother
agency
n Informsclientsoflikelycostsoreligibilityforhelpwithcostsifagencybeingreferredtomakes
chargesforservices

For Types II and III
As for Type I plus:
n Recognisescaseswhichareeitherbeyondthescopeoftheagencyorwhichtheadviserdoesnot
havesufficientknowledgeandexperiencetoadviseabout
n Liaiseswithotheragencytoensureasmoothtransferofthework
n Suppliesrelevantfactualdetailsanddocuments
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Agency Competence
Providestheinfrastructureforeffectivereferrals.Thisincludesevidenceofthefollowing:

For Types I, II and III
Fostersanorganisationalculturewhichenablesadviserstoacknowledgelimitationsopenly
Hasinformationaboutotherlocalandnationalagencieswhichmayhelp
Hasaninternalandexternalreferralprocedurewhichincludesfeedbackon.
Hasregularcontactandliaisonwithotheradviceagenciestoimproveknowledgeofservices
theymayoffer
n HasinformationonLegalAideligibilityandpossiblecontributionstocosts
n
n
n
n

1.7 Negotiation/Advocacy
Adviser Competence
Negotiateswhenappropriateandeffectively.Thisincludesevidenceofthefollowing:

For Type I
n Withaccesstoadviceandsupport,intervenesonbehalfofclientsinlesscomplexsituationsand
withthepersonwhocanmakedecisionsintheclient’scase

Types II and III
As for Type I plus:
n Intervenesinmorecomplexsituations
n Distinguisheswhennegotiation/advocacyisandisnotappropriate
n Distinguisheswhennegotiation/advocacyshouldbeinwritingorbyphoneandconfirmsverbal
negotiationsinwriting
n Usesanappropriatenegotiation/advocacytechniqueorhashadtrainingordevelopmentin
negotiationskillstosecurebestoutcomeforclients
n Establisheseffectivecommunicationchannelsthroughliaisonwithrelevantbodies

Agency Competence
Providestheinfrastructureforeffectivenegotiation/advocacy.Thisincludesevidenceofthefollowing:

For Type I
n Hasarrangementsforadviceandsupporttoenableadviserstointerveneinlesscomplex
situations

For Types II and III
n Hasguidance,supportandsupervisionarrangementssothatotheradviserscandetermine
whennegotiation/advocacyisappropriate
n Providessupportandhelpwhennegotiations/advocacyareunsatisfactoryandtoenable
adviserstonegotiateeffectively
n Hasaccesstonegotiation/advocacyskillstraining

Generic Competences

As for Type I plus:
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1.8 Representation and Litigation
Adviser Competence
Representsandlitigateseffectively.Thisincludesevidenceofthefollowing:

For Type I
n Notrelevant

For Type II
Understandswhenaconflictofinterestmayariseandfollowsagencypolicy
Understandstheroleandethicsofadvocacyinrepresentationandlitigation
Accuratelyjudgeswhenrepresentationand/orlitigationisanoptionforclients
Recogniseswhenskilledlegalhelpisrequired
Meetsalldeadlinesinvolvedinlitigationandunderstandandusesanyruleswhichallow
litigationafteranormaldeadline
n Understandsthecorrectlegalremedy(ies)forparticularproblems
n Understandsandexplainsanyrisksassociatedwithlitigationtoclients
n Usesthepossibilityoflitigationtostrengthenclients’positionduringnegotiation
n
n
n
n
n

For Type III
As for Type II plus:
n UndertakesrepresentationatCourtaccordingtorightsofaudience,subjectareaofexpertise
andanylocalpracticesaboutrepresentation
n Undertakesrepresentationattribunals
n UnderstandsrelevantCourtrules,protocolsandproceduresandbasicprinciplesofrulesof
evidence(e.g.hearsay)
n Hasimpactandcredibilityasarepresentativebecause:
• hasagoodknowledgeofsubjectarea
• canshowlinkswithotherrelevantareasoflaw
• hasagoodunderstandingofrelevantevidence
• retainsobjectivity
• andpresentstheaboveinastructured,coherentandpersuasivemannerbothinwritingand
orally
• demonstratesanabilityto“thinkontheirfeet”inaCourt/litigationenvironment
n Challengesnegativedecisions,actionsorlegalinterpretationwhichmaybeadversetoclients
n Ispreparedtopursueanappeal/casetoaconclusionwhereresourcesallowandwhere
competenttodoso
Note: Some Type III activities may only be performed by lawyers

Agency Competence
Providestheinfrastructureforeffectiverepresentationandlitigation.Thisincludesevidenceofthe
following:

For Types II and III
Hasapolicyonmanagingconflictsofinterest
Providessupervisoryhelpandsupportwhenrepresentationorlitigationiscomplex
Providesaccesstosufficientspecialistreferencebooks
Usessecondtieradviceandadvocacywhereavailableandappropriate
Hasregularcontactandliaisonwithotheradviceagenciestoimproveknowledgeofservices
theymayoffer
n Providesaccesstotraininganddevelopmentopportunitiestoenableadviserstodevelopand
improverepresentationalskillsandtoaccesssourcesofrepresentation

n
n
n
n
n
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n Hasadministrativesystemstoenablekeydeadlinestobemetandwrittensubmissionstobe
made
n HasliaisonarrangementswithCourts,toresolvedifficultieswhichmayarise

1.9 Information Technology (in addition to where
covered above)
Adviser Competence
Makeseffectiveuseofinformationtechnologyforadviceandadvocacy.Thisincludesevidenceofthe
following:

For Types I, II and III
n Providesmoredetailedandpreciseadviceaboutfutureoptionse.g.betteroffcalculation
n Usesanycaserecording,socialpolicyordebtadvicesoftwarerequiredbyagency

Agency Competence
Enablesadviserstomakeeffectiveuseofinformationtechnology.Thisincludesevidenceofthe
following:
n Hassufficientaccesstocomputerswithup-to-date,relevantsoftware,Internetaccessand
CD-ROMS(ifthelatterareused)
n ProvidesaccesstorelevantITtrainingandsupport
n HasapolicyonITuse

1.10 General Benefits Checking, Income Maximisation &
Information Gathering
Adviser Competence
Undertakesaholisticassessmentofbenefitsandtaxcreditsandgathersrelevantinformationinorderto
begintheprocessofincomemaximisation.Thisincludesevidenceofthefollowing:
n Asksquestionstocheckwhichbenefitsand/ortaxcreditsarebeingreceived
n Identifiescommonsituationswherepeoplemaybeabletoreceiveabenefitorahigherrateof
benefit
n Identifiescommonchangesofcircumstanceswhichcanaffectbenefitentitlement
n Identifiessituationswhereurgentactionisneededandensuresthatappropriateactionistaken
n Identifiescommonsituationswhereclaimingmayhaveadverseconsequences(e.g.ifclientora
familymemberissubjecttoimmigrationcontrol)andseeksadvice
n Inpossiblefraudcases,followstheagency’sprocedure
n Identifiespossibleclaimsforbackdating
n Identifiesneedforotheradviceinotherareas
n Identifiessocialpolicyissuese.g.localofficepractice,implicationsofchangestothelaw
n Withadvice,supportandsupervision,assistsclientswithclaimsforbenefitsandtaxcredits
n Progresschasesbenefitandtaxcreditsapplicationsandpayments

Generic Competences
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For Type II
As for Type I plus:
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Withadvice,supportandsupervision,writesstraightforwardlettersofappeal,revisionor
supersessionorcompletesappealforms
n Afterseekingadvice,identifiescasesforreferraltoamorespecialistadviser
n Collectsinformationfromclient,socialsecurity/taxcreditsourceswhichenablesanaccurate,
multiplebenefit/taxcreditchecktobedonemanuallyoroncomputeranddetailskeptonfile.
Assessesthestrengthsandweaknessesofthecase,thepotentialoutcomesandconsequences
ofdifferentstrategiesandreassessestheseinthelightofthefacts,possiblecounter-arguments
andtimelimits
n Researchesentitlementtobenefitsandhigheramounts
n Hasagoodworkingknowledgeofchangesofcircumstanceswhichaffectbenefitentitlement
n Contactsbenefitandtaxcreditofficesbyphoneandletter

For Type III
As for Types I and II plus:
n Writesdetailedlettersofappeal,revisionandsupersession

Agency Competence
Enablesadviserstoundertakeholisticbenefit/taxcreditassessments.Thisincludesevidenceofthe
following:

For Types I, II and III
n
n
n
n
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Haspro-formasorcomputersoftwareforcarryingoutabenefits/taxcreditscheck
Hasapolicyonadvisingincasesofactualorsuspectedfraud
Participatesinliaisonarrangementsbetweenrelevantagencies
Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

2. Housing Specific Competences
2.1 Rent Arrears
Adviser Competence
Advisesandassistspeoplewhohaverentdebts.Thisincludesevidenceofthefollowing:

For Type I
n Hasanunderstandingofthemaintypesofhousingtenureandanabilitytoexplainthese`
clients
n Understandsinoutline,thelegalandadministrativeproceduresforrentarrearsandevictions
n Hasabasicunderstandingoflocallandlords’policiesandproceduresrelatingtorentarrearsand
evictions,inparticularmainsociallandlords
n Understandstheconsequencesofrentarrearsbeingincludedinbankruptcyandtheeffectafter
discharge
n Understandstheneedtorespondintermsofsection11noticesunderHomelessnessetc
(Scotland)Act2003
n Knowsthelikelytriggersfordebt(e.g.illness,relationshipbreakdown,unemployment),checks
onthesesensitivelyandhasknowledgeofagencieswhichmayhelp
n Isawareofthescopeforpossibledefencesagainstpossessionactionsandexistenceof
proceduresforbringingacasebackbeforeacourt(e.g.recallofdecree)
n Hasabasicknowledgeofdisrepairandproceduresforfilingcounterclaimsinordertorefertoa
specialistadviser.Hasanunderstandingoftheconceptofrentlawfullydue,withholdingofrent
andabatementprocedures
n RecognisescommondocumentssuchasavalidNoticetoQuitorNoticeofProceedingsand
isabletoidentifyemergencysituationsandwithhelpfromaTypeIIorIIIadviser,cangive
immediate“firstaid”adviceaboutoptionsandreferstoaTypeIIorIIIadviser
n Helpsdebtortoapplyfordeductions(“ThirdPartyPayments”)frommeanstestedbenefits
n CanidentifyiftheclientisvulnerableandabletogetLocalHousingAllowancepaiddirectlyto
landlordtopreventarrears

For Types II and III
n Hasgoodunderstandingofthelegalproceduresforrentdebtbytypeofresidentialtenancy
(e.g.SummaryCauseRules)
n Hasgoodknowledgeofpoliciesandproceduresusedbymainlocalsociallandlords
n Understandtheconsequencesofrentarrearsbeingincludedinbankruptcyandtheeffectafter
dischargeandcanliaisewithlandlordifseekingrepayment
n Hasknowledgeofhistoricdebtsandprescriptionandcanrespondtodebtors
n Hasgoodknowledgeofallrelevantmattersforrentarrearsinprivaterentedsectorandthe
significanceoflevelowed
n AssiststheclientapplyforHousingBenefit/LocalHousingAllowance/DiscretionaryHousing
Benefit.Assistsclientwith“goodcause”backdate
n Understandstheneedtorespondintermsofsection11noticesunderHomelessnessetc
(Scotland)Act2003(seealsoHousingSpecificCompetence2.10Homelessnessinparticular
prevention)
n Takesrelevantactionfollowingfromclient’sreceiptofcommondocumentssuchasNoticeto
QuitorNoticeofProceedings
n Contactslandlordtoseekemergencyactionorsuspensionofeviction(seealsoHousingSpecific
Competence2.7,Eviction)
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n Hasgoodknowledgeofthescopeforpossibledefencesagainstpossessionactionsand
existenceofproceduresforbringingacasebackbeforeacourt(e.g.recallofdecree)andisable
toimplementsuchproceduresortorefertoasolicitor(or,wheretheoptionispermitted,toa
suitablyqualifiedandexperiencedlayrepresentative)whoisskilledandknowledgeableinthis
area
n Negotiatesverballyandinwritingwithlandlordtoprotectclients’positionandmake
repaymentoffers(andinaccordancewithScottishNationalCompetencesforMoneyRelated
Advisers,4.20,4.21,4.22,4.23)
n Identifiescommonlegaldefencesorcounterclaimsandreferstoasolicitor(orwheretheoption
ispermitted,toasuitablyqualifiedandexperiencedlayrepresentative)whoisskilledand
knowledgeableinthisarea
n Identifiespossibleissuesforcounterclaim(e.g.disrepair,rentabatement)(seealsoHousing
SpecificCompetence2.4DisrepairinRentedHousing)andreferstoasolicitor(orwherethe
optionispermittedtoasuitablyqualifiedandexperiencedlayrepresentative)whoisskilledand
knowledgeableinthisarea
n Identifiesappropriatestrategiesandactionstopreventhomelessnessandstabilisetenancies
acrosssectors.UnderstandsthepotentialofhousingSupporttoachievepositiveoutcomesfor
clients
Note: Where possible, clients facing eviction should be referred to a solicitor (or where the option is
permitted, to a suitably qualified and experienced lay representative) who is skilled and knowledgeable in
this area at as early a stage as possible

Agency Competence
Enablesadviserstoprovideadviceandadvocacyaboutrentdebts.Thisincludesevidenceofthe
following:
n Hasleaflets,referencebooksand/oraccesstoelectronicsourcesonsecurityoftenureandCourt
procedurese.gShelterLegal
n Hasinformationaboutpossessionprocedures,preferablyinaformatwhichcanbecopiedor
giventoclients
n Ifagencydoesnotprovidedebtadvice,hascontactdetailsinordertomakeappropriatereferrals
n Hasdatabaseorcontactinformationandreferralformsforsolicitorswhowilltakeonrent
arrearscases,orappropriateType111services
n HascontactdetailsforSheriffOfficers,localregisteredsociallandlordsandmajorlocalprivate
landlordsandcopiesofcurrentCodesofPracticeandrentarrearspolicies
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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2.2 Mortgages/Secured Loans
Note:ThecorrectterminScotlandissecuredloan.Howeverthetermmortgageiswidelyusedandhas
enteredstatuteviatheMortgageRights(Scotland)Act2001.Thetermsmortgageandsecuredloanare
usedinterchangeablyinthissection.

Adviser Competence
Advisesandassistspeoplewhohavemortgage/securedloandebts.Thisincludesevidenceofthe
following:

For Type I
n Hasanunderstandingofthedifferenttypesofmortgage/securedloanandanabilitytoexplain
thesetoclients
n Knowsthelikelytriggersfordebt(e.g.illness,relationshipbreakdown,unemployment),checks
onthesesensitivelyandhasknowledgeofagencieswhichmayhelp
n Understandsinoutline,theproceduresformortgage/securedloanarrearsandejections
n HasanunderstandingofpotentialassistancethattheHomeOwnerandDebtorProtection
(Scotland)Act2010cangivetoHomeOwnersandEntitledResidentsinthecontextofactionsto
recoverypossession,sequestrationandtrustdeeds
n RecognisescommondocumentsandidentifiesemergencysituationsandwithhelpfromaType
IIorIIIadviser,cangiveimmediate“firstaid”adviceaboutoptionsandreferstoaTypeIIorIII
adviser
n Helpsdebtortoapplyfordeductions(ThirdPartyPayments)frommeans-testedbenefits
n BasicunderstandingofHomeOwnersSupportFund(MortgagetoRentSchemeandMortgage
toSharedEquitySchemeimplementedinMarch2009)Inadditionhavebasicunderstandingof
theHomeownersMortgageSupportaUKwidescheme

For Type II
n KnowsinoutlinetheproceduresandCodesofPracticeformortgage/securedloanarrearsand
ejections
n KnowsindetailtheappropriateuseofPart1andPart2oftheHomeOwnerandDebtor
Protection(Scotland)Act2010intheinterestsofHomeOwnersandEntitledResidents
n KnowsindetailtheeligibilitycriteriaintermsofHomeOwnersSupportFund(MortgagetoRent
SchemeandMortgagetoSharedEquitySchemeimplementedinMarch2009).Inadditionhave
detailedunderstandingoftheeligibilitycriteriaHomeownersMortgageSupportaUKwide
scheme
n Contactslenderstoseekemergencyactionorsuspensionofejectionunderstandingsummary
applicationprocedurerelatingtorecallofdecreeandconditionsrelevanttorecall
n Understandstheneedtorespondintermsofsection11noticesunderHomelessnessetc
(Scotland)Act2003)andrecognisetheextensionofthisdutytoTrusteesinBankruptcyandTrust
Deeds
n Knowsinoutlinearrangementsforregulatingmortgages/securedloans.Negotiatesverballyand
inwritingwithlendersinordertoprotectclient’spositionandmakerepaymentoffers
n Identifiesappropriatestrategiesfordealingwithmortgage/securedloanpossession
n Hasagoodunderstandingofthelegalaidsystemandfinancialeligibilitycriteria

For Type III
As for Types I and II plus:
n Hasagoodunderstandingoftheconsumercreditlegislationandunfaircontracttermsdefences
tosecuredloansandsmallmortgagesincludingprescription/limitationsandinhibition
n Identifiespossibledefencessuchasundueduress
n Hasagoodunderstandingofproceduresusedbymainlenders
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n HasdetailedknowledgeofthepotentialassistancethattheHomeOwnerandDebtorProtection
(Scotland)Act2010cangivetoHomeOwnersandEntitledResidentsinthecontextofactionsto
recoverypossession,sequestrationandtrustdeeds
n Hasdetailedknowledgeoftheprocedureforacreditortoseekremediesondefault,understand
thepotentialdefencesinsuchactions
n Hasdetailedknowledgeofpreactionrequirementsoncreditorsintermsofrelevantactions
n Hasdetailedknowledgeoftheconditionsandprocedureforrecallofdecree
n Identifiespossiblelegaldefencesandreferstoasolicitororwheretheoptionispermittedtoa
suitablyqualifiedandexperiencedlayrepresentativeinternallywithintheirserviceorexternally
whoisskilledandknowledgeableinthisarea(seeagencycompetencebelow)
n ApprovedlayrepresentativemustcomplywithalltherequirementsoftheHomeOwnersand
DebtorProtection(Scotland)Act2010,allsubsequentregulationsandcodesofguidance.
n KnowsindetailtheeligibilitycriteriaintermsofHomeOwnersSupportFund(Mortgageto
RentSchemeandMortgagetoSharedEquitySchemeimplementedinMarch2009)Inaddition
havedetailedunderstandingoftheeligibilitycriteriaHomeownersMortgageSupportaUK
widescheme.Ifapprovedundertheschemewhereappropriateassistwithapplicationifnot
approvedrefertoanapprovedproviderinthecontextofthescheme
n Hasagoodunderstandingofthelegalaidsystemfinancialeligibilitycriteria
Note: Where possible, clients facing ejection should be referred to a solicitor ( or where the option is
permitted to a suitably qualified and experienced lay representative) who is skilled and knowledgeable in
this area at as early a stage as possible

Agency Competence
Enablesadviserstoprovideadviceandadvocacyaboutmortgage/securedloandebts.Thisincludes
evidenceofthefollowing:
n Hasinformationaboutmortgages/securedloans,preferablyinaformatthatcanbecopiedor
giventoclients
n Hasinformationaboutpossessionprocedures,preferablyinaformatwhichcanbecopiedor
giventoclients
n ApprovingAgenciesauthorisinglayrepresentativemustcomplywithalltherequirementsofthe
HomeOwnersandDebtorProtection(Scotland)Act2010,allsubsequentregulationsandcodes
ofguidance
n ApprovingAgenciesmustensurethatapprovedlayrepresentativesareskilledandableto
satisfySheriffsthattheadviseriscompetenttorepresenttheinterestsofthedebtororentitled
personasanapprovedlayrepresentativewithinthelimitationsoftheHomeOwnerandDebtor
Protection(Scotland)Act2010
n Hasinformationaboutprioritycreditors,theirCodesofPracticeandtheirlegalresponsibilities
andasystemforupdatingthese
n HascontactdetailsforSheriffOfficers,commonlendersandcopiesofcurrentCodesofPractice
n AgencyhasgoodprofessionalrelationshipwiththeSherriffClerksoffice/offices
n AgencyhasaccesstoalltherelevantanduptodaterulesoftheCourt
n Haslistofspecialistlegaladvisers,knowledgeofthelegalaidsystemfinancialeligibilitycriteria
n Hasgoodlinkswithlocalmoneyadviceandwelfarerightsserviceproviders
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

60

2.3 Housing Benefit and Council Tax Benefit
Adviser Competence
AdvisesandadvocateseffectivelyaboutHousingBenefitandCouncilTaxBenefit.Thisincludesevidence
ofthefollowing:

For Type I
n Hasabasicunderstandingofmeans-testedbenefitsandtherelationshipwithHousingBenefit
andCouncilTaxBenefitandisabletoexplainthesetoclients
n HasbasicunderstandingofeligibilityrulesforHousingBenefitandCouncilTaxBenefitandhow
tomakeaclaim
n Hasabasicunderstandingofrulesrelatingtobackdating,‘goodcause’andoverpayments
n HasbasicunderstandingofentitlementfornonUKnationalsincludingEUnationals
n Hasanunderstandingofwhateligiblehousingcostsare,therelationshiptodifferenttypesof
tenure/tenancy,non-dependantdeductionsandtheabilitytoexplainthemtoclients
n HasanunderstandingtheLocalHousingAllowanceandthelocalrentlevels
n CanidentifyifaclientisvulnerableandabletogetLocalHousingAllowancepaiddirectto
landlordtopreventarrears
n HasabasicknowledgeofDiscretionaryHousingPaymentssystem
n Hasabasicknowledgeofthedisputesandappealssystemandappealssystem,including
timescalesrelatingtoHousingBenefitandCouncilTaxBenefit
n Hasabasicknowledgeoflocalauthorityduties,policiesandappeal/decisionmakingprocedures
n KnowshowtocalculateHousingBenefitandCouncilTaxBenefitusingapapercalculationsheet
orcomputersoftwareandcanexplainbenefitentitlementtoclientsandkeepacopyonfile

For Type II
n Isabletonegotiatewithrelevantbenefitofficerstotrytosecurepromptandaccuratepayments
ofbenefitsdue
n HasdetailedknowledgeofeligibilityrulesforHousingBenefitandCouncilTaxBenefitandhow
tomakeaclaim,thisincludesinformationrequirementsandtimescalestosubmit
n Hasdetailedknowledgeofrulesrelatingtobackdating,‘goodcause’,maximumlimitsfor
backdating.Understandsdetailedrulesonoverpaymentsincludingrecoverabilityandofficial
error
n IsabletooutlineeligibilityrulesforLocalHousingAllowanceandcalculateentitlement
n Hasaknowledgeofotherbenefitsandpassportingimplications
n HasaknowledgeofScottishPublicServicesOmbudsmanserviceandprocedures
n Hastheskillsandknowledgetoaccessinformationonthistopic(e.g.DWPHousingBenefit
Manual)andisabletorespondtoclients
n Hasadetailedknowledgeandunderstandingoflocalrentlevelsandwhoiseligibleforlocal
housingallowance
n CanidentifyvulnerabilityforLocalHousingAllowancetobepaidtolandlordandcanassistwith
formcompletion
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n Hasadetailedknowledgeofthedisputes andappealssystemincludingtimescales
n Draftsletterstorelevantagencieswhichputacrosstheabovepointssuccinctlyandpersuasively
n Hasgoodunderstandingofexclusiontoentitlementduetoimmigrationstatus,rulesapplying
toEUA8andA2nationals.Hasagoodunderstandingofhabitualresidencetestanditsimpact
onentitlement
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n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Types I and II plus:
n Hasagoodknowledgeoflocalauthorityreconsiderationappealsandcomplaintsprocedures
includingcomplaintstotheOmbudsman
n DraftssubmissionstoTribunalswhichcontainbothastatement/summaryofkeyevidenceand
legalsubmissionscitinglegislationandcaselawwhichsupportsclients’cases
n UndertakesrepresentationbeforeTribunals(seeGenericCompetence1.8,Representationand
Litigation)
n Hasaworkingknowledgeoflegislationandcaselaw
n Knowsthekeylinkswithotherareasoflaw

Agency Competence
For Types l, ll and lll
EnablesadviserstoadviseandadvocateeffectivelyaboutHousingBenefitandCouncilTaxBenefit.
Thisincludesevidenceofthefollowing:
n Hasleaflets,referencebooksand/oraccesstoelectronicsourcesonHousingBenefitandCouncil
TaxBenefitsuchasShelterLegalandassociatedbooks
n HasdatabaseorcontactinformationandreferralformsfortypeIIIagencies
n Promotesanorganisationalculturewhichsupportscontinuouslearningandregularupdateson
thistopicanditsimportanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingasandwhenregulationschange
whichisappropriatetotheTypeofadvicebeinggiven

2.4 Disrepair in Rented Housing
Adviser Competence
Advisesandadvocatescompetentlyaboutdisrepairissuesaffectingtenants.Thisincludesevidenceof
thefollowing:

For Type I
n Hasanunderstandingofhowdisrepaircontributestowardshomelessness
n Hasanunderstandingofdifferenttypesoftenancyagreementsandarrangementsandthe
likelyconsequencesofanytenantactionforeachtypeoftenancyandhastheabilitytoexplain
theseclearly
n Hasanunderstandingofdifferenttypesofdisrepairandbasiccommonandcontractuallaw
obligationsoflandlords,knowsthatlegalremediesmaybeavailableandhastheabilityto
explaintheseclearly
n Hasanunderstandingofroleoflocalauthorityenvironmentalhealthdepartmentsandhasthe
abilitytoexplaintheseclearly
n HasanunderstandingofminordisrepairandtheRighttoRepairscheme,asappropriatetothe
particulartenancytypes
n HasanunderstandingoftheRepairingStandard,asappropriatetotenancytype,andtheroleof
thePrivateRentedHousingPanel
n HasanunderstandingofroleofRighttoRepairSchemeandRegulations,ScottishPublicServices
Ombudsman,tenantsassociations,environmentalhealthdepartmentsandlocalcouncillors,as
appropriatetotheparticulartenancytypes,andisabletoexplaintheseclearly
n Hasanunderstandingofoptionsforclienttotakelegalactionondisrepair,isabletoexplain
theseclearlyandalsoexplainhowtogetaccesstolegalservices
n Hashadbasicinitialtrainingcoveringtenancytypes,securityoftenureanddisrepairoptions
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andhasregularupdatingoraccesstoaninformationservicewhichprovidesupdatingwhen
majorlegislativechangeoccurs
n HasabasicunderstandingofgassafetyregulationsandroleofHealth&SafetyExecutive
n Hasbasicunderstandingintermsofcommonrepairobligationsintermsofmixedtenure
accommodation
n Hasanunderstandingofrentabatementandcanrefertotype111agencyforassistance

For Type II
n Isabletoidentifywheredisrepairmayresultinorhaveresultedinhomelessness,andtoidentify
strategiesinordertopreventortoremedythathomelessness
n Knowswhenitisappropriatetorefertheclienttoasolicitor(orwheretheoptionispermittedto
asuitablequalifiedandexperiencedlayrepresentative)
n Hasanunderstandingoftheinitialstepsthatcanbetakeninordertosecureevidenceto
supportpossiblefutureclaimsforcompensation(orcounterclaims)(e.g.byensuringthat
photographsaretakenofthedisrepairordamageditemsthathavetobethrownaway)
n HasanunderstandingofrentabatementproceduresandcanrefertotypeIIIagencyfor
assistance
n IsabletoidentifywhenaclientcantakeactionintermsoftheRepairingStandard,andthe
PrivateRentedHousingPanel
n HasagoodunderstandingoftheproceduretotakeacasetoPrivateRentedHousingCommittee
andunderstandthepotentialroleofmediationintheprocess
n CanactonbehalfofandassistwithliaisingwiththeRepairScheme&Regulations,Scottish
PublicServicesOmbudsman,tenantsassociations,environmentalhealthdepartmentsandlocal
councillors,asappropriatetotheparticulartenancytypes
n Understandsandisabletoexplainthedifferenttypesoftenancyagreement,theirimplications
forsecurityoftenureandtheoptionsavailableforactionondisrepair
n Canidentifymaincommontypesofdisrepairandtheircauses,identifyanydamageto
possessionsorhealthandwriteareportonthemoutliningoptionsforactionunderrelevant
legislation(e.g.Housing(Scotland)Act1987,theRegulationsonHousesinMultipleOccupation)
n Negotiatesfurtheractionwithtenant,ensuringthats/heisawareofthelikelyhousingand
financialimplications
n Negotiateswithlandlord,environmentalhealthdepartment,othercouncildepartmentsand
lawyersasnecessary(including,whereappropriate,ScottishPublicServicesOmbudsman)to
ensurethattenants’aspirationsareputtothemclearlyandinthecontextoflegalentitlements
n HasanunderstandingoftheEnvironmentProtectionAct1990andmattersrelatingtostatutory
nuisance
n Hashadinitialtrainingonsecurityoftenureintheprivatesector,securityoftenureinthesocial
rentedsectoranddisrepair.Alsohastrainingtoupdateonsecurityanddisrepairoraccesstoan
informationservicethatcoverslegaldevelopmentsandwhichprovidesupdatingwhenmajor
legislativechangeoccurs
n HasagoodunderstandingofgassafetyregulationsandroleofHealth&SafetyExecutive
n Hasgoodunderstandingintermsofcommonrepairobligationsinmixedtenure
accommodation

For Type III
As for Types I and II plus:
n Understandsthepotentialroleofothertenantsandtenants’organisationsintakingaction
n Isabletocontactthem,adviseandnegotiateplansofactionandliaiseonclient’sbehalfwithan
thirdpartyoragencyandcanassistinseekingcompensation
n Whereappropriate,andwithintheremitoftheagency,isabletosupportthedevelopmentof
tenants’associations
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n Hasanunderstandingofthepotentialroleofotheroccupants/householdmembersintaking
action
n Hasadetailedunderstandingofprocedureintermsofwithholdingrentandseekingrent
abatementinappropriatecircumstancesandcanassistclient
n HasangoodunderstandingoftheEnvironmentProtectionAct1990andmattersrelatingto
statutorynuisanceandcantakeappropriateactionforclient
n Understandstherolesandobligationsoflandlordsandenvironmentalhealthdepartmentsand
theHealth&SafetyExecutive
n Isabletonegotiatealternativestoenforcementactionwithrelevantpeople
n HasagoodknowledgeofCourtproceduresandpracticeismaintainedbytrainingandannual
updating
Note: This is a complex area and advocacy will, in most cases, be best done by solicitors skilled
and knowledgeable in the area of law. The competences presume the involvement of a skilled and
knowledgeable solicitor (or where the option is permitted, a suitably qualified and experienced lay
representative) available to give advice on the relevant area of law

Agency Competence
Enablesadviserstoadviseandadvocateeffectivelyaboutdisrepairinrentedhousing.Thisincludes
evidenceofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Referencesourcesontenancytypes(suchasCASinformationsystem,ShelterInformation
System,ScottishGovernmentbooklets),wherepossibleinaformatthatcanbegiventoclients
n Referencesourceonrepairingobligations(suchasCASinformationsystem,ShelterInformation
System,ScottishGovernmentbooklets),wherepossibleinaformatthatcanbegiventoclients
n InformationabouttheRighttoRepairschemethatcanbegiventoclients
n InformationaboutaccesstotheScottishPublicServicesOmbudsman,localcouncillors,tenants’
associationsandenvironmentalhealthdepartmentsandleafletstogivetoclientsaboutthe
services
n Referenceguidestoactiononprivaterentedsectorandsocialrentedsectordisrepair(suchas
CASinformationsystem,ShelterInformationSystem,ScottishGovernmentbooklets)andalist
oflocalsolicitorsandotherlegaladviceagenciesabletotakeaction,wherepossibleinaformat
thatcanbegiventoclients
n Informationaboutaccesstorelevantenvironmentalhealthdepartmentsandleafletstogiveto
clientsabouttheservice
n InformationongassafetyregulationsandHealth&SafetyExecutive
n Informationservicethatcoversdisrepairandtenureissuesandmechanismstoensureadvisers
areupdatedonmajorlegislativechanges
n Resourcestosupportbasictrainingondisrepairandtenureissuesandmechanismstoupdate
advisersonmajorlegislativechanges

For Type II
As for Type I plus:
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n AccesstoastandardtextonsecurityoftenureanddisrepairinScotland
n Providesresourcestosupporthomevisitswherenecessary(mobilephone,staffcoversystemto
ensurestaffsafety)andanadequatebudgetfortransportwhererelevant
n InformationaboutLegalAid,sourcesoffreelegalhelpandsolicitors(or,wheretheoptionis
permitted,suitablyqualifiedandexperiencedlayrepresentatives)experiencedinthisareaand
preparedtotakecasesonLegalAidon“nowinnofee”basis

n Photographicequipmentsoastobeabletocollectimmediateevidenceofdisrepair
n Providesadequateaccesstothenecessaryinfrastructure(wordprocessing,telephone,message
taking,etc)
n Informationservicethatcoversdisrepairandtenureissues(e.g.SCOLAGandButterworth’s
updatingserviceGreen’sHousingLawReports)andasystemforensuringadvisersarekept
informed
n Resourcestosupportadvisertrainingontheseareaswithannualupdatesforadvisersandalso
updatingonmajorlegislativechanges

For Type III
As for Types I and II plus:
n Resourcestofindothersaffectedbydisrepairinthesamebuilding/area(viacaseworkrecords,
visits,letters)
n Stafftimeforcourtappearancesandpreparation
n Informationavailableonrolesandobligationsoflandlordsandenvironmentalhealth
departments,preferablyinaformthatcanbecopied/passedtoclientsandlandlords
n Providesresourcesfortrainingandannualupdating

2.5 Housing Options
Adviser Competence
Advisescompetentlyaboutdifferenthousingoptionsforclients.Thisincludesevidenceofthefollowing:

n Isabletoconductabasicdiagnosticinterviewtoidentifyaspirationsandotherpotential
housingissuessuchasdisrepair,homelessness,harassmentandhousingdebt(alsoseeGeneric
Competence1.1,EffectiveInterviewing)
n Hasabasicunderstandingofbenefits,rentsandmortgagesandisabletoexplaintheseto
clients
n Hasanunderstanding,withintheremitoftheserviceandneedsoftheclients,oftenuretypes
(including,forexample,thoseusedinlocalauthorities,registeredsociallandlordsandthe
privatesector),andabilitytoexplainthem
n Hasknowledge,withintheremitoftheserviceandneedsofclients,oftheapplicationsand
allocations/transferspoliciesandpracticesoflocalhousingauthoritiesandlocalregistered
sociallandlords
n Hasanunderstandingoflocalhousingmobilityschemesandcanexplainthesetoclients
n Hasaknowledge,withintheremitoftheserviceandtheneedsoftheclients,aboutentitlement
toRuralHomeOwnershipGrants
n Hasaknowledge,withintheremitoftheserviceandtheneedsoftheclients,abouteligibility
forschemessuchasLIFTandexplaindifferenttypesoflowcostofhomeownershipschemes
includingsharedownership
n Hasaknowledge,withintheremitoftheserviceandneedsofclients,oflocalrentandhousing
benefitslevelsandcanexplainthesignificanceofthesetoclients
n Hasaknowledge,withintheremitoftheserviceandneedsofclients,aboutlocalrentdeposit
and/orguaranteeschemes
n Isable,withintheremitoftheserviceandneedsofclients,toexplaindifferenttypesof
mortgages
n Isable,withintheremitoftheserviceandneedsoftheclients,toexplainprocessofhome
purchase,therespectiverolesofsolicitors,conveyancers,surveyors,lendersandthegeneral
financialimplicationsofpurchase
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n HasknowledgeofHomeOwner’sSupportfundwhichincludestheMortgagetoRentand,
SharedEquitySchemes.InadditionhasknowledgeoftheUKwideHomeOwnersMortgage
Support())andcanrefertoagencywhocanassistwithapplicationand/orsupport
n Hasunderstandingofexclusiontosocialhousingandrightsunderhomelessprovisiondue
toimmigrationstatus,rulesapplyingtoEUA8andA2nationals.Hasagoodunderstandingof
habitualresidencetestandtheimpactthishasoneligibility.Hasknowledgeonrelationship
breakdownrelatingtooccupancy,forexampleMatrimonialHomes(FamilyProtection)
(Scotland)Act1981andCivilPartnershipAct2004
Note: Only a qualified financial adviser can advise on mortgages/lending options. Debt and benefits
advice is covered by the Money and Welfare Benefits Related Advice Competences

For Type II
As for Type I plus:
n Isable,withintheremitoftheserviceandneedsofclients,toadviseclientsonconsequences
ofacceptance,refusalandwithdrawalofoffers.Isabletogiveinformationonlikelyeffectson
benefits,furtherhousingoptionsandotherrights
n Isabletoexplainthedifferencebetweennumberofoffersofre-housingviahomelessand
waitinglistapplicationsandassociatedrights
n Isabletoexplainhighandlowdemandareasandhowtomaximisetheirwaitinglist
application.Canexplainhowallocationsaremadeandhowpointsareawarded
n Isable,withintheremitoftheserviceandneedsofclients,todrawupandpresentappealson
offersandhasadequateknowledgeoftheScottishPublicServicesOmbudsmanserviceand
procedures
n Isabletoassistclientsinmakingnewbenefitclaimsorinformingaboutchangesin
circumstances
n HasagoodunderstandingoftheLocalHousingAllowancelevelsfortheirlocalareforprivate
sectortenancies
n Isable,withintheremitoftheserviceandneedsofclients,toadviseabouttheimplicationsof
differenttypesoftenancyagreementforsecurity,repairsandotherrelevantissues
n Whereappropriate,referstorentdeposit/guaranteeschemes
n Isabletowritereferralornominationreport,liaisingwithotheragenciesasnecessary,inorder
tomaximiseclient’schancesofacceptance
n Isabletowritereportsinsupportofapplicationfortransferwhereappropriateandtoassist
tenantinappealingorchallenginganydecision
n Isabletoexplaintenureandrelatedrightsandimplicationsofanymoveorexchange
n Hashadtraininginreportwriting
n Hasagoodunderstandingofexclusiontosocialhousingandrightsunderhomelessprovision
duetoimmigrationstatus,rulesapplyingtoEUA8andA2nationals.Hasagoodunderstanding
ofhabitualresidencetestandtheimpactthishasoneligibility
n HasknowledgeofHomeOwner’sSupportFundwhichincludestheMortgagetoRentand,
SharedEquitySchemes.InadditionhasknowledgeoftheUKwideHomeOwnersMortgage
Support())andcanrefertoagencywhocanassistwithapplicationand/orsupport
n Isabletoadviseonrelationshipbreakdownrelatingtooccupancy,forexampleMatrimonial
Homes(FamilyProtection)(Scotland)Act1981andCivilPartnershipAct2004

For Type III
As for Types I and II plus:
n Withintheremitoftheadviceagencyandsubjecttoclients’wishesandneedsisableto
befriendandsupportclientsnewtotenancyarrangements(resettlementwork)andhas
availabilityoverfirstthreemonthsoftenancy
n Isabletomediatewithlocalauthorities,theDepartmentforWorksandPensionsandother
relevantagenciestoensuretenancyarrangementsaresatisfactoryforclients
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Agency Competence
Enablesadviserstoadvisecompetentlyonhousingoptions.Thisincludesevidenceofthefollowing:

For Types, I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Hassufficientresourcestosupportinterviewing(includingpossiblechecklists)andinformation
aboutotheragencieswhichcandealwithproblemsandissuesidentified
n Haswritteninformationtogivetoclientsaboutbenefits,rentsandmortgages
n Hasbasicinformationaboutdifferenttypesoftenure,preferablyinaformatthatcanbecopied
orgiventoclients
n Hasinformation,appropriatetotheremitoftheserviceandneedsofclients,aboutlocal
housingauthorities’andregisteredsociallandlords’housingapplicationproceduresand
allocations/transferspolicies,preferablyinaformatthatcanbecopiedorgiventoclients
n Hasinformationaboutlocalmobilityschemespreferablyinaformatthatcanbecopiedorgiven
toclients
n Hasinformation,appropriatetotheremitoftheserviceandneedsofclients,aboutlocal
maximumeligiblerentlevelsforhousingbenefitandwaystochallengethesepreferablyina
formatthatcanbecopiedorgiventoclients
n Hasinformation,appropriatetotheremitoftheserviceandneedsofclients,aboutlocalrent
depositand/orguaranteeschemespreferablyinaformatthatcanbecopiedorgiventoclients
n Hasinformation,appropriatetotheremitoftheserviceandneedsoftheclients,aboutdifferent
typesofmortgages,preferablyinformatsthatcanbecopiedorgiventoclients
n Hasinformation,appropriatetotheremitoftheserviceandneedsofclients,aboutlowcost
homeownershipschemesinformatsthatcanbecopiedorgiventoclients
n Hasinformation,appropriatetotheremitoftheserviceandneedsofclients,aboutrelevant
grantschemese.g.crofters,homeimprovement,energy,etc
n Hasinformation,appropriatetotheremitoftheserviceandneedsofclients,aboutrolesof
solicitors,conveyancers,surveyorsandlenders,and,whereappropriate,listsoflocalpractitioners
andinformationabouttherelevantprofessionalbodies,allinformatsthatcanbecopiedor
giventoclients

For Type II
n Hasinformation,appropriatetotheremitoftheserviceandneedsofclients,aboutoffers
policiesoflocalhousingauthorities’homelessnessprocedures,andlocalhousingauthorities’
andregisteredsociallandlords’allocationsproceduresandpoliciesinrelevantareas
n Hassufficientresources,appropriatetotheremitoftheserviceandneedsofclients,tosupport
appealsactivity,includingpossibleoutofhoursworkpresentingcasestocommitteesetcand
hasinformationabouttheScottishPublicServicesOmbudsmanservice
n Hasaccess,withintheremitoftheserviceandneedsofclients,toinformationaboutbenefits,
localofficesandproceduresandaccesstocopiesofrelevantforms
n Hasaccess,withintheremitoftheserviceandneedsofclients,toanuptodatereference
resourcescoveringprivaterentedsectorsecurity,disrepairandotherrelevantissues
n Hasagreedreferralarrangements,appropriatetotheremitoftheserviceandneedsofclients,
withrentdeposit/guaranteeschemes
n Isable,withintheremitoftheserviceandneedsofclients,tosecurenominationorreferral
rightsfromlocalregisteredsociallandlordsorliaiseeffectivelywithotherreferralagencies
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For Type III
As for Types I and II plus:
n Withintheremitoftheservice,hasadequateresourcestosupportresettlementwork
n Hasadequateresourcestosupportmediationandinformationaboutrolesandresponsibilities
ofagenciesconcernedinformatsthatcanbecopiedtothemandtoclients

2.6 Discrimination in Housing
Adviser Competence
Toadvisecompetentlyaboutdiscriminationinhousingmattersandpossibleremedies.Thisincludes
evidenceofthefollowing:

For Type I
n HasanunderstandingofthescopeofcurrentdomesticandEuropeanUnionlegislationon
discrimination;hastheabilitytoidentifydiscrimination(e.g.ongroundsof,amongstothers,age,
disability,faith,gender,genderreassignment,pregnancy,race,sexuality)
n Hasanunderstandingoftheimplicationsofvarioustypesofdiscriminationandalsoofthe
conceptsofdirectandindirectdiscrimination
n Isabletoidentifyinstancesofpossiblediscriminationandrefersuchinstancesonforadviceby
specialists
n Hasanunderstandingoftheroleofstatutoryenforcementbodieswithresponsibilityfordealing
withdiscriminationissues,adequateknowledgeoflocalofficesandinitiativesandisableto
identifyandexplaintheirfunctionsclearlytoclients
n Hasanunderstandingoftheexistenceoflegalremediesagainstdiscriminationand
understandstheimportanceofspecialistlegaladviceincasesinvolvingdiscrimination
n Directsclientstowardssolicitorsskilledandexperiencedinthisareaoflaw
n Issensitivetotheequalopportunitiesissuesraisedbypotentialdiscriminationandtothewayin
whichclientsmayperceivethelimitationsofthelawindealingwiththis
n Hasadequateknowledgeofthepoliciesofthelocalauthoritiesandmainregisteredsocial
landlordsinthearea,inrelationtodiscrimination
n Hashadinitialtrainingondiscriminationissuesandhasaccesstoinformationandadditional
trainingonchangesinthelawandpracticeastheyoccur
n IsawareoftheEqualitiesActandcanrefertoappropriateagencyforassistance

For Type II
As for Type I plus:
n Canidentifyandexplainthedifferenttypesofdiscrimination,possibleremediesandoptionsfor
action,andexplainthemtotheclient
n Hasagoodunderstandingoftheconceptofreasonableadjustment
n Canidentifytheoptionsforaction,theirsecurity,financialandotherrelevantimplications,and
tonegotiatewiththeclienttodeterminehowbesttoproceed
n Writeslettersandnegotiatesonbehalfofclientswithlandlordsandotherserviceprovidersas
necessary,inordertochallengediscriminationandpromotetheclient’sinterests
n Hashadinitialtrainingindiscriminationlegislationandalsohasaccesstoinformationserviceor
annualupdatingtraining,aswellasaccesstoadditionalupdatingiftherearemajorlegislative
changes
n IsawareoftheEqualitiesActandcanrefertoappropriateagencyforassistance
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For Type III
As for Types I and II plus:
n Understandsthepotentialroleofotheragenciesororganisationsintakingaction
n Contactsthem,advisesandagreesplansofaction
n Hasadequateknowledgeofcourtproceduresandpracticesmaintainedbytrainingandan
annualupdate
n Understandstheappropriateactionstobetakentochangediscriminatorypracticesand
compensatefordiscrimination
n Isabletonegotiatealternativestoenforcementactionwithrelevantparties.
n CanassistclientswithissuesregardingtheEqualitiesAct
Note: This is a complex area and advocacy will, in most cases, be best done by a solicitor (or where the
option is permitted by a suitably qualified and experienced lay representative) who is knowledgeable and
experienced in this area of law

Agency Competence
Enablesadviserstoadviseandadvocateeffectivelyaboutdiscriminationinhousing.Thisincludes
evidenceofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Haswritteninformationaboutdiscriminationlegislation,preferablyinaformthatcanbecopied
orgiventoclients(e.g.leafletsfromstatutoryenforcementbodies)
n Hasaccesstouptodatecopiesofallrelevantcodesofpracticeandguidance
n Hasinformationabouttheroleofstatutoryenforcementbodies,preferablyinaformthatcanbe
copiedorgiventoclients
n Has copiesof,oraccessto,thepoliciesrelatingtodiscriminationofthelocalauthoritiesand
mainregisteredsociallandlordsintheareacoveredbytheadviceservice
n Providesequalopportunitiestrainingforallstaffwhichcoversdiscriminationandasupervision
andsupportstructurethatencouragesstafftocontinuelearningintheseareas
n Hasaccesstoaninformationservicethatprovidesinformationaboutanychanges
n Hastheresourcestosupportinitialtrainingforallnewadvisersandprovidesannualupdating,
plusadditionaltrainingifmajorchangesoccur

As for Type I plus:
n Hasaccesstouptodateinformationandreferencesources(andanupdatingservice)covering
securityoftenure,discriminationinhousingandrelevantActs
n Hasinformationaboutavailableresourcesforchallengingdiscrimination,including
representationbystatutoryenforcementbodiesorsolicitors(or,wherepermitted,suitably
qualifiedandexperiencedlayrepresentatives)skilledandexperiencedinthisarea
n Hasinformationaboutlocalcommunitygroupsthatmayoffersupporttoclients
n Hastheresourcestosupportinitialtrainingforallnewadvisers,withannualupdatingand
additionaltrainingifmajorchangesoccur
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For Type III
As for Types I and II plus:
n Hasresourcestofindotheragenciesororganisationswhichmaytakediscriminationaction
n GivesstafftimeforCourtappearances
n Hasinformationavailableonrolesandobligationsoflandlordsandotherserviceprovidersin
offeringnon-discriminatoryservices,preferablyinaformthatcanbecopiedorpassedtothem
n Hasresourcesforinitialtrainingforallnewadvisersandannualupdatingandadditional
trainingifmajorchangesoccur

2.7 Eviction
Adviser Competence
Advisescompetentlyaboutevictions.Thisincludesevidenceofthefollowing:

For Type 1
n HasanunderstandingoftheofdifferenttypesoftenancyinScotland(ScottishSecure,Short
ScottishSecure,Assured,ShortAssured,Regulated(Protected),MobileHomesandCommon
LawTenancies)
n Isawareofthevariousdifferent“grounds”forevictionactionsacrossalltenancytypes
n Understandssecurityoftenureandawarenessof“thirdparty”rights(forexample,therights
undertheMatrimonialHomes(FamilyProtection)(Scotland)Act1981andCivilPartnershipAct
2004)andalsounderstandstherightsofqualifyingoccupiersintenanciesundertheHousing
(Scotland)Act2001).Hastheabilitytoexplainthesetoclients
n Hasadequateknowledgeofpossessionprocedurestoexplaintoclients
n Understandstheroleofcontinuationandsistinginpossessioncourtproceedings
n Knowsoftheexistenceofpost-possessionremediessuchasminuteforrecallofdecree,
reponingnote,applicationforsuspensionandinterdict,andanabilitytorefertopractitioners
whoareknowledgeableandexperiencedinsuchprocedures
n Knowsthelikely“triggers”fordebt(forexample,illness,relationshipbreakdown,
unemployment),checksonthesesensitively,andknowsandcanrefertosuitablesourcesof
moneyadviceorotherappropriateagencies
n Knowstheother“triggers”forevictionproceedingsandunderstandsthedistinctionbetween
‘mandatory’and‘discretionary’groundsforpossession
n IsawareofillegalevictionandharassmentandassociatedlegislationandreferralofLocal
AuthorityEnforcementOfficer,PoliceandSolicitor(seeStandard2.9)
n Understandstheneedfordueprocessinevictioncasesformosttenantsandresidential
occupiersandcanidentifyinvalidnotices
n Isabletoidentifyrightstopreventevictionifrighttoremainandnottenante.g.succession
n IdentifyifclientisvulnerableandabletogetLocalHousingAllowancepaiddirecttolandlordto
preventarrears
n Hashadinitialtraining,annualupdatesandadditionaltrainingaboutanymajorlegislative
change

For Type II
As for Type I plus:
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n Hasanunderstandingofincomemaximisationthroughclaimingbenefitentitlementsand
assistsclientsinclaiming
n Understandsdebtprioritisation,abilitytoexplaintoclientsandtonegotiatewithcreditorsand
negotiateswithlandlordwherefeasible
n Drawsupfinancialstatementsandexplanatoryreportsinconsultationwithclients,and
makessuitablepaymentofferstoprioritycreditors(andinaccordancewithScottishNational
CompetencesforMoneyRelatedAdvisers,numbers4.20,4.21,4.22,4.23)

n Knowsaboutdisrepairandproceduresforfilingcounterclaimstopossessionproceedings.Has
anunderstandingoftheimportanceofcollectingandpreservingevidenceinsupportofsuch
counterclaimsandunderstandsabatementofrentwhenappropriate
n Understandstheneedfordueprocessinevictioncasesformosttenantsandresidential
occupiersandcanidentifyandactoninvalidnotice.Understandsthevariouspre-courtnotices
requiredinalltypesoftenancyandtheeffectoferrorsinthosenotices
n Understandspossibledefencesandremedialstrategiesinarrearsandpossessionactions(e.g.
defencesbasedonreasonablenessinrespectofrentarrears),explainsthesetoclientsand
negotiateswiththelandlordwherefeasible
n Understandspossibledefencesorremedialstrategiesinnon-arrearspossessionsactions(e.g.
actionsbaseduponconduct),explainsthesetoclientsandnegotiateswithlandlordwhere
feasible.IsawareofAnti-SocialBehaviourLegislationandcanexplainthistoclient(see
Standard2.8)
n CanadviseonCourtcostsandotherchargespayableandnegotiatepaymentarrangements
n Understandsimportanceofadmittingornotadmittingtodebtintermsofcompletingornot
completingandreturningsummonsresponsetoCourt
n IsawareofHousingSupportagenciesandtheirroleintermsofpreventingevictionand
preventionofhomelessnessandcanreferwhenappropriate
n Isabletoidentifyrightstopreventevictionsuchassuccessionandtonegotiatewithlandlord
and/orformulatewrittenappeal
n Hashadinitialtrainingonmoneyadviceandpossessionproceedingsinrentedaccommodation,
anannualupdateandadditionaltrainingforanymajorlegislativechange

For Type III
As for Types I and II plus:
n UnderstandsCourtpossessionproceduresandrepresentsor(subjecttocourtrules)actsas
friendinSheriffCourt(seeGenericCompetence1.8,RepresentationandLitigation)
n Understandstheroleofofficersofthecourt,forexamplesheriffofficers
n HashadinitialtrainingonpossessionproceduresandSheriffCourtproceduresandupdatingas
necessary
n Understandstheneedfordueprocessinevictioncasesformosttenantsandresidential
occupiersandcanidentifyandactoninvalidnotice.Understandsthevariouspre-courtnotices
requiredinalltypesoftenancyandtheeffectoferrorsinthosenoticesandcanadvocateon
client’sbehalfindetail
n NegotiateswithcreditorstosecureacceptablerepaymentschedulestopreventDecreebeing
granted

Agency Competence

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Hasinformationaboutsecurityoftenure(e.g.ScottishGovernmentleaflets,CASinformation
systemandShelterLegal),wherepossibleinaformatthatcanbecopiedorgiventoclients
n Hasinformationaboutpossessionprocedurespreferablyinaformatthatcanbecopiedorgiven
toclients
n Hasinformationaboutmoneyadviceandotheragenciesandadequateprivatespacewhere
clientscantalktoadvisers
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For Type II
As for Type I plus:
n Hasuptodatebenefitshandbooks,leafletsandaccesstoclaimforms
n Hasinformationaboutprioritycreditors(landlords,utilities,HerMajesty’sRevenueandCustoms,
CouncilTax),theirpoliciesandlegalresponsibilitiesandasystemforupdating(e.g.throughMAS
newslettersorCASinformationsystem)
n Haschecklistsorformsforfinancialstatementsandcalculatorsorspreadsheetsorsuitabledebt
advicesoftware
n HasanuptodatetextbookondisrepairinrentedaccommodationandCourtprocedures
handbook

For Type III
As for Types I and II plus:
n Providessufficientresourcestoprovidemoreintensivesupportwherenecessary
n ProvidessufficientresourcestosupportCourtappearancesandpossibleinclusioninlocal
SheriffCourtschemeandhasuptodatetextbooksonCourtproceduresandsecurity
n Providessufficientresourcestosupportnegotiationwork

2.8 Anti-Social Behaviour
Adviser Competence
Advisescompetentlyaboutanti-socialbehaviourandtheremediesavailabletodealwithsame.This
includesevidenceofthefollowing:

For Type I
n Understandsandisawareofthelegaldefinitionofanti-socialbehaviourcontainedinrelevant
statutes
n Understandsandisabletodifferentiatebetweenpersonssufferingfromanti-socialbehaviour
andthoseallegedtobeperpetratinganti-socialbehaviour
n Isawareofagencieswherethoseaccusedofanti-socialbehaviourcanbereferredto
n Understandsandisawareoftherangeofresourcesprovidedbylocalauthoritiestodealwith
anti-socialbehaviour
n Understandsandisawareofthevariousnon-courtremediesavailabletodealwithanti-social
behaviour(e.g.housingmanagementinvolvement/acceptablebehaviourcontract/mediation)
n Isawareoftherangeofcourtbasedremediesavailabletodealwithanti-socialbehaviour(antisocialbehaviourorders/eviction)
n UnderstandsandisawareofremediescontainedwithintheAntisocialBehaviourEtc(Scotland)
Act2004todealwithanti-socialbehaviourandawarethattheseremediesareonlyavailableto
specificauthorities(e.g.closureorders/dispersalofgroupsavailabletoPolice)
n Understandstheimpactofanti-socialbehaviourorderontenureinsocialhousingsector
n Hashadinitialtraining,annualupdateandadditionaltrainingaboutanylegislativechange,as
required

For Type II
As for Type I plus:
n Isabletoliaisewithappropriateauthoritiestoadviseindetailoftheconsequencesofanantisocialbehaviourorderservedonexistingpublicsectortenantorpotentialpublicsectortenant
n Isabletoadviseindetailtheconsequenceofananti-socialbehaviournoticebeingservedona
landlord

72

n Understandsandcanexplainlegalremediesonbehalfofpersonssufferingfromtheanti-social
behaviourofothers
n Understandsandisawareofpossibledefencesorremedialstrategiesinactionsraisedagainst
allegedperpetrators(e.g.anti-socialbehaviourordersandevictionactions)
n UnderstandstherelevantCourtproceduresinvolvedinactionsdealingwithanti-social
behaviourandstandardofproof
n CanexplaintoclientpossibleoutcomesfromAnti-SocialBehaviourandgivehomelessadvice
whereappropriate(seestandard2.10)

For Type III
As for Types I and II plus:
n UnderstandsCourtproceduresinconnectionwithremediesundertheAntisocialBehaviourEtc
(Scotland)Act2004includingproceduresrelatingtoclosureorders,dispersalofgroups,antisocialbehaviourordersandanti-socialbehaviournoticeandunderstandsstandardofproofe.g
civilorcriminaltests
n UnderstandsCourtproceduresinconnectionwithevictionactionsrelatingtoanti-social
behaviourandrepresentsoractsasafriendintheSheriffCourtofthepersonfacingeviction
n HashadinitialtrainingonpossessionproceduresandSheriffCourtproceduresandupdatingas
necessary
n Negotiateswithlandlordtosecurealternativeresolutiontoactionseekingevictionforantisocialbehaviour
n WherehomelessnesshasbeencausedbyallegationsofAnti-SocialBehaviourexplainandif
necessarychallengeintentionaldecisionifappropriate
n Isabletomakeappropriatereferraltoassistpersonscomplainingaboutanti-socialbehaviourto
accesspotentialcourtremediestopreventanti-socialbehaviour

Agency Competence
Enablesadvisorstoadviseandadvocateeffectivelyaboutanti-socialbehaviour.Thisincludesevidenceof
thefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
n Hasinformationaboutanti-socialbehaviour(e.g.copiesofrelevantactsandScottish
GovernmentGuidance)wherepossibleinaformatthatcanbecopiedorgiventoclients
n HasinformationaboutCourtproceduresandCourtbasedremediespreferablyinaformatthat
canbecopiedandgiventoclients
n Hasinformationaboutlocalauthorityservicesdealingwithanti-socialbehaviourwhichcanbe
providedinaformatthatcanbecopiedorgiventoclients

For Type II
As for Type I plus:
n Hasuptodatebooks,orelectronicinformation,leafletsandaccesstoappropriateScottish
Governmentguidance
n Providesresourcesrequiredtosupportnecessarytraining
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For Type III
As for Types I and II plus:
n Providessufficientresourcestoprovidemoreintensivesupportwhennecessary
n ProvidessufficientresourcestosupportcourtappearancesandpossibleinclusioninlocalSheriff
Courtschemeandhasup-to-datetextbooksorelectronicequivalentonanti-socialbehaviour
andrelevantlawandpractice
n Providessufficientresourcestosupportrequiredtraining
n Providessufficientresourcestosupportnegotiationwork

2.9 Harassment and Illegal Eviction (including Race
Discrimination)
Adviser Competence
Toadvisecompetentlyincasesofpossibleoractualharassmentoftenants.Thisincludesevidenceofthe
following:

For Type I
n Understandsdifferenttypesoftenancyandthelikelyconsequencesofanytenantactionfor
eachtypeoftenancyandcanexplaintheseclearly(seealsoHousingSpecificCompetency2.13,
SecurityofTenure)
n Understandsdefinitionsofharassmentandillegalevictionandcanexplainthese
n Understandsthatharassmentandillegalevictionissuesmayunderlieorbeacounter-issuein
otherhousinglegalproblems(e.g.rentarrears,housingbenefit,homelessness)
n Understandstheroleofofficersinthelocalauthority(e.g.,TenancyRightsOfficers,orofficers
exercisingarelevantfunctioninrelationto,amongstotherthings,landlordregistration)andcan
explaintheseclearly
n Understandsandcanclearlyexplaintheoptionsforclientswishingtotakelegalactionabout
harassmentandillegaleviction,suchascontactingthePolice,Councilandorsolicitor
n Understandsandcanclearlyexplaintoclientshowtoaccesslegalservices
n Hasadequateknowledgeofthestatutoryregistrationregimesforprivatesectorlandlords
n Knowsabouttheprovisionsforthosewhoareactuallyhomelessorthreatenedwith
homelessness
n IsawareoftheEqualitiesActandcanrefertoappropriateagencyforassistance

For Type II
As for Type I plus:
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n Understandsdefinitionsofraciallymotivatedcrimeandracialharassment,thelegalprovisions
availableandhastheabilitytoexplainthemclearlytoclients
n Hashadbasicinitialtrainingcoveringtenancytypes,securityoftenureandharassmentand
illegalevictionoptionsandalsoregularupdating(everytwoyearsatleast)oraccesstoan
informationservicetoprovideupdatingandadditionaltrainingwhenmajorlegislativechange
occurs
n Understandsandcanexplaindifferenttypesoftenancyagreementandarrangementsandtheir
implicationsforsecurityoftenureandtheoptionsavailableforactiononharassmentandillegal
eviction,includingthatpossibledamagesmaybepayableandinterdictssought
n Understandsandcanexplainthedefinitionsofracialharassmentandraciallymotivatedcrimes
andtheremediesavailabletothoseaffectedbythem
n UnderstandstheroleoftheLocalAuthorityEnforcementOfficer,PoliceandProcuratorFiscalin
relationtoillegalevictionandharassment
n Identifieswhereharassmentandillegalevictionissuesunderlieotherhousingproblems(e.g.
rentarrears,housingbenefit,homelessness)

n Isabletoidentifythedifferentformsofharassment/illegaleviction,explaintheappropriate
legalandotheractionandwriteareportoutliningoptionsforactionunderrelevantlegislation
(e.g.Rent(Scotland)Act1984)
n Negotiatesalternativeemergencyaccommodationforclientvialocalauthorityorelsewhere,
andhassufficientknowledgeofrelevanthomelessnesslegislationandprovisiontodothis(see
alsoHousingSpecificCompetence2.10,Homelessness)
n Negotiatesfurtheractionwithtenant,ensuringthats/heisawareofthelikelyhousingand
financialimplicationsandrefersonforspecialistlegalrepresentation
n Understandstheimportanceofgatheringandprotectingevidence
n Understandsthestatutoryregistrationregimesforprivatesectorlandlords,theimplications
forlandlordsoffailingtosecurealicenceandtheopportunitiesforbadlandlordpracticetobe
broughttotheattentionofthelicensingauthority
n WhereappropriateinformslandlordoflegislationandnegotiateswithLandlordwherepossible
topreventharassmentorillegalevictionandhomelessness
n Negotiateswithlandlord,localauthority,Policeandsolicitorsasnecessarytoensurethat
tenant’saspirationsareputtothemclearlyandinthecontextoflegalentitlements
n Hashadinitialtrainingonsecurityoftenureintheprivatesector,harassmentandillegal
eviction,andracialharassment.Hasannualupdatingonsecurityoftenureandharassment,
oraccesstoaninformationservicethatcoverslegaldevelopmentsinthisareaandadditional
trainingforanymajorlegislativechange
n IsawareoftheEqualitiesActandcanrefertoappropriateagencyforassistance

For Type III
As for Types I and II plus:
n Understandsthepotentialroleofotheroccupants/householdmembersintakingactionon
harassment/illegaleviction
n Contactsthem,advisesandnegotiatesplansofaction
n HassufficientknowledgeofCourtproceduresandpracticesmaintainedbytraining:initial
trainingandannualupdate
n Understandstherolesandobligationsoflandlordsandtenancyrelationsofficers
n Negotiatesalternativestoenforcementactionwithrelevantparties
n CanassistclientsundertheEqualitiesActandcanactontheirbehalf
Note: It is unlikely that mediation will be an appropriate action in cases of racial harassment
This is a complex area and advocacy will, in most cases, be best done by solicitors (or, where the option is
permitted, by a suitably qualified and experienced lay representative).

Agency Competence

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Providesreferencesourcesontenancytypes(suchasCASinformationsystem,Shelter
InformationSystem,ScottishGovernmentbooklets),wherepossibleinaformatthatcanbe
giventoclients
n Hasreferencesourceonharassmentandillegaleviction(suchasCASinformationsystem,
ShelterInformationSystem,ScottishGovernmentbooklets),wherepossibleinaformatthatcan
begiventoclients
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n HasinformationabouthowtoaccesstoTenancyRelationsOfficers/Sections(orofficers
exercisingarelevantfunctioninrelationto,amongotherthings,landlordregistrationand
enforcement)andleafletstogivetoclients
n Hasanuptodatereferenceguidetoactiononharassmentandillegaleviction(suchasCAS
informationsystem,ShelterInformationSystem,ScottishGovernmentbooklets),wherepossible
inaformatthatcanbegiventoclients
n Holdsanuptodatelistandreferralproceduresforlocalsolicitorsandotherlegaladvice
agenciesabletotakeaction
n Hasinformationaboutemergency/directaccesshostelsandlocalhomelessnessprovision
n Hasanuptodatereferenceguidetoracialharassmentandoptionsandalistoflocalagencies
abletotakeaction,preferablyinaformatthatcanbegiventoclients

For Type II
As for Type I plus:
n Hasaninformationservicethatcoversharassment,illegalevictionandtenureissues,plusa
mechanismtoensureadvisersareupdatedonchanges
n Hasadequateresourcestosupportbasictrainingontheseareasandregularupdating(atleast
everytwoyears)oraccesstoaninformationservicewhichprovidesupdates,plusadditional
trainingwhenmajorlegislativechangeoccurs
n Hasaccesstoanuptodatereferencesourceonsecurityoftenureandharassmentandillegal
evictioninScotland
n Hasaccesstoreferencesourcesthatcoverracialharassmentandrelatedissuesandinformation
aboutlocalagenciesworkinginthisarea
n Providessufficientresourcestosupporthomevisits,(mobilephone,staffcoveravailable,system
toensurestaffsafety),andhasanadequatebudgetfortransportwhererelevant
n Providesresourcestosupportemergencyactionifnecessary(e.g.staffcover)andhas
informationaboutemergencyprovisionintheareaandreferralagreementstodirectaccess
provision
n HasinformationaboutLegalAid,sourcesoffreelegalhelp,andsolicitors(or,wheretheoption
ispermitted,bysuitablyqualifiedandexperiencedlayrepresentatives)experiencedinthisarea
preparedtotakecasesonLegalAidandatshortnoticeifnecessary.
n Providesthenecessaryinfrastructure(wordprocessing,telephone,messagetaking,etc)
n Hasaninformationservicewhichcoversharassmentandtenureissues,asystemforensuring
advisersarekeptinformed,resourcestosupportadvisertrainingontheseareas,i.e.initial
trainingforeachadviser,anannualupdateandadditionalupdateformajorlegislativechange

For Type III
As for Types I and II plus:
n Providesresourcestofindotherpeopleaffectedbyharassmentinthesamebuilding/area(via
caseworkrecords,visits,letters)
n Providessufficientresourcestoidentifycommunityandotherorganisationsthatmayoffer
supporttovictimsofracialharassmentanddealwithitscauses
n ProvidessufficientstafftimeforCourtappearancesandorsupportthroughouttheprocess
n Hasinformationavailableonrolesobligationsandresponsibilitiesoflandlordsandtenancy
relationsofficers,preferablyinaformthatcanbecopied/passedtoclientsandlandlords
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2.10 Homelessness
Adviser Competence
Advisescompetentlyabouthomelessness.Thisincludesevidenceofthefollowing:

For Type I
n Isabletoidentifywhenearlyinterventioncanpreventhomelessnessandcanrefertoan
appropriatetypeIIorIIIagencyquickly
n Hasabasicunderstandingofthemeaningandsignificanceofthelegislativedefinitionsof
homelessness,priorityneed,intentionalityandlocalconnectionandtheabilitytoexplainthese
toclients
n Understands“hidden”homelessnessandidentifies,throughinterviewing,whereaclientmay
qualifyashomelessalthoughpresentinginrespectofanotherproblem
n Understandslocalauthoritypolicyandfacilitiesforhomelessapplicants,hasanawareness
ofwherethesemayfallshortofwhatisrequiredofthemandunderstandsproceduresfor
accessinglocalauthorityhomelessnessservices
n Understandstheimportanceofindependentadviceandtheearlyavailabilityofspecialisthelp
incasesinvolvingnegativehomelessdecisionsandhasknowledgeoftimescalesforreview
n Understandsthelegaldutiesoflocalauthoritiesandregisteredsociallandlords,thesourcesof
thoseduties(e.g.legislation,regulations,CodeofGuidance)andwhenthosedutiesaretriggered
n Understandstheoptionsforthosethreatenedwithhomelessness(seeotherrelevantHousing
SpecificCompetencese.g.2.1RentArrears,2.9HarassmentandIllegalEviction)
n Hassufficientknowledgeofvoluntarysectorprovisionfornon-priorityhomelesspeople,
includinglocalregisteredsociallandlordallocationpoliciesandservicesforthestreethomeless
n Knowswhatemergencyprovisionisavailableintheareaincludingsocialservices
n Hasabasicunderstandingofeligibilitycriteriaforhomelessnessservices(i.e.theoverall
eligibilitycriteriathatapplyinordertodeterminewhetheranapplicationmaybemade,as
distinctfromthefourhurdles:homelessness;priorityneed;intentionalityandlocalconnection).
Knowswhichdocumentationanapplicantmayneedtoproveeligibility
n Knowssourcesofspecialistadviceandreferralforthosedeemednoteligible,orwhoseeligibility
maybesubjecttoquery(e.g.ScottishRefugeeCouncil,NationalAsylumSupportService)
n Hashadbasictrainingonhomelessnesslawandprovisionandhasaccesstoupdating
informationortraining

For Type II
n Understandsandexplainsrelevanthomelessnesslegislation,practiceandprovision
n Identifiesrelevantpreventativeactionwhereappropriateifclientisthreatenedwith
homelessnessandcaneitherinitiatesuchactionorrefertoanappropriateagencytodoso
n Refersclientstolocalauthorityhomelessnessservicesasappropriate
n Negotiateswithlocalauthoritytosecureappropriateemergency,interimandlong-term
accommodationfortheclientandisawareofnewRegulationsforexceptionsandtransitional
accommodation
n Understandspossiblechallengestolocalauthoritydecisionsonhomelessnesscases,isawareof
timescalesandexplainstheseandrefersappropriatelyifclientwishestochallenge
n Understandsandexplainsallocationspoliciestoclients,inordertoassisttheminobtaining
accommodationandisabletoexplainprocess,aspirations,availability,timescalesand
differencesbetweenhomelessnessandwaitinglistapplications
n Knowshowtoreferornominateclientstoalternativeschemesorprovisionnotformingpartof
thehomelessnesslegislation(e.g.rentguaranteeschemes)
n Negotiatewithlandlords,benefitsofficersandothersasrelevanttosecureaccommodationand
rentpayments

Housing Specific Competences

As for Type I plus:
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n Understandsrelevantcommunitycareandchildprotectionlegislation(e.g.theChildren
(Scotland)Act1995),explainsthistoclientsandnegotiatesprovisionwithrelevantdepartments
n Hashadtrainingonbasicandadvancedhomelessnesslawandaccesstoupdatinginformation
serviceortraining
n Hashadtrainingonmeanstestedbenefits/housingbenefit,socialservicesprovisionand
allocationsandupdating
n Hasagoodunderstandingofrightsunderhomelessprovisionduetoimmigrationstatus,rules
applyingtoEUnationals.Hasagoodunderstandingofhabitualresidencetestandtheimpact
thishasoneligibility
n Hasagoodunderstandingoftheagendaforchangeintermsofhomelessnessrightsand
provisionsforexamplethephasingoutofpriorityneed

For Type III
As for Types I and II plus:
n Understandsthelikelyeffectsofhomelessnessonallaspectsofclients’lives,andisabletooffer
referraltoagencieswhomayprovideappropriatesupport
n Isawareoflocalagenciesabletosupportclients,adviseandnegotiateplansofaction
n Knowslocalauthorityreviewandcomplaintsprocessforhomelessapplicants
n Draftsandpresentsreviews.KnowsCourtproceduresandpracticesandthisismaintainedby
trainingandupdating
n Knowsoptionsforjudicialreviewandrefersappropriatelywhennecessary
n Isawareoflegislationtopreventstreethomelessnesssuchasinterimordersandcanwhere
appropriaterefertoasolicitor
n Understandstherolesandobligationsoflocalauthoritiestohomelesspeople
n Mediates,whereappropriate,betweentheclientsandlandlordsacrossallsectors
n Negotiatesalternativestoenforcementactionwithrelevantpeople

Agency Competence
Enablesadviserstoadviseandadvocateeffectivelyabouteviction.Thisincludesevidenceofthe
following:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Hasareferencesourceonmakinganapplicationashomeless(e.g.localauthorityleaflet,Shelter
InformationSystemorCASinformationsystem,ScottishGovernmentCodeofGuidance)
n Hascopiesoflocalauthoritypracticemanualsonhomelessnessandcontactdetailsofrelevant
offices
n Hasreferencesourcesonrelevantareas,preferablyinformatsthatcanbecopiedorgivento
clients
n Hasinformationaboutaccesstoemergencyprovisionincludingoutofhoursservices
n Hasinformationabouteligibilitycriteria(e.g.fromScottishGovernmentCodeofGuidance),and
aboutaccesstoservicesforthosenoteligible(e.g.ScottishRefugeeCouncil)
n Hasinformationaboutallocationspolicies,rentdeposits,benefits,otherprovision,preferablyin
formatsthatcanbecopiedorgiventoclients
n Providessufficientresourcestosupportinitialtrainingandasystemforupdating
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For Type II
As for Type I plus:
n Hasaccesstoupto datetextbooksorelectronicequivalentcoveringhomelessnesslaw,theCode
ofGuidanceandanupdatingserviceoncaselawandtheChildren(Scotland)Act1995
n Hasinformationaboutagenciesinareadealingwithmoneyadvice,harassment,domestic
violence,etc
n Hasinformationaboutlocalallocationspolicies
n Hasdevelopedreferralornominationrightstorelevantschemes
n Hasasetofuptodatebenefitstextbooksorelectronicequivalent
n Hasaccesstouptodateandreliablereferencematerialsonthelawoncommunitycareand
informationaboutlocalsocialservicespoliciesandprovision
n Hasinformationaboutprovisionforhomelesspeopleinthearea,includingoutofhoursand
emergencyprovision,andsufficientresourcestodealwithemergenciesasnecessary(e.g.staff
coverandtransport)
n Providesadequateresourcestosupportthis(e.g.telephones,wordprocessing,messagetaking)
n Hasinformationaboutagenciesthatcanprovideadvocacyservicesforhomelessapplicants,
solicitors(or,wheretheoptionispermitted,suitablyqualifiedandexperiencedlay
representatives)withexperienceinthisareaandLegalAideligibilityandcanrefertothem
quickly

For Type III
As for Types I and II plus:

n
n

n
n

Providesresourcestoprovidemoreintensivesupporttohomeless clients
Hasinformationaboutagenciesdealingwithhealth,debt,employment,education,etcinarea
Hasinformationonlocalauthorityreview/appealsprocess
Providessufficientstafftimetodrawupandpresentreviews/appeals(includingafterhoursfor
councilcommittees)
Providessufficientstafftimeforappealshearingsorcourtappearancesorboth
Hasinformationaboutagenciesorsolicitors(or,wheretheoptionispermitted,suitably
qualifiedandexperiencedlayrepresentatives)whocantakecasessuchasjudicialreviewinterim
orders
Hasinformationavailableonrolesandobligationsoflocalauthorities
Hasinformationonrolesandobligationsoflandlordsinformatsthatcanbecopiedorpassedto
them

Housing Specific Competences

n
n
n
n
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2.11 Relationship Breakdown
Adviser Competence
Advisescompetentlyaboutrelationshipbreakdownandhousingmatters.Thisincludesevidenceofthe
following:

For Type I
n Hasabasicunderstandingofsecurityoftenureforrightsofspouses,registeredcivilpartners,
cohabitingpartnersinbothsame-sexandheterosexualrelationshipsandexplainsthisto
clients
n Hasabasicunderstandingofthelawaffectingrelationships:forexamplemarriage,civil
partnerships,cohabitingpartners,separation,domesticabuse,divorce,dissolutionofcivil
partnership,children’srights,andexplainsthesetoclients
n Understandshomelessnessoptions(seealsoHousingSpecificCompetence2.10,Homelessness)
n Understandslocalauthorityandsociallandlordpoliciesonrelationshipbreakdownandexplain
thesetoclients
n Understandstheimportanceofspecialistlegaladviceincasesinvolvingrelationshipbreakdown
(e.g.inrelationtorightsundertheMatrimonialHomes(FamilyProtection)(Scotland)Act1981,
CivilPartnershipAct2004,FamilyLaw(Scotland)Act2006)
n HasanawarenessoftheemergencyremediesthatareavailableundertheMatrimonial
HomesandCivilPartnershipandrelatedlegislationandotherstatutoryprovisionsconcerning
protectionfromharassment(e.g.interiminterdict,exclusionorderetc)
n Canreferclientstosolicitors(or,wheretheoptionispermitted,suitablyqualifiedand
experiencedlayrepresentatives)skilledandexperiencedinthisareaoflaw
n HasknowledgeoflocalsupportservicessuchasWomen’sAidandcanreferwhenappropriate
n Wheredomesticabuseislinkedtoaddictioncanprovideinformationandcontactdetailsfor
localsupportservices
n Hashadinitialtrainingonrelationshipsandlegalrights,securityoftenure,homelessnessand
annualupdating

For Type II
As for Type I plus:
n Understandstherangeofmediumtolong-termoptionsavailabletopeopleleaving
relationships,e.g.transferoftenancyandexplainsthistoclients
n Isawareoflocallandlordpoliciesonrelationshipbreakdownandifappropriaterentarrears
n Hassufficientknowledgeofemergencyproceduresandoptionsavailabletothoseindangerof
domesticabuseorhomelessasaresultofrelationshipbreakdown.Thisincludeshomelessness
legislationandemergencyremediesundertheMatrimonialHomesActandCivilPartnershipAct
andrelatedlegislationplusotherstatutoryprovisionsconcerningprotectionfromharassment
(forexample,interdict,exclusionorder).Canexplainthesetoclientsandofferreferralto
specialistlegaladvice
n Negotiateswithlandlordstosecureaccommodationwhereappropriate
n Hashadinitialtraininginfamilylaw,securityoftenure,relationshipbreakdownandhousing
rights,homelessnessandhasanannualupdating
Note: Advocacy in this area would normally be undertaken by a solicitor (or, where the option is
permitted, by a suitably qualified and experienced lay representative) who is skilled and experienced in
this area
Mediationinthisareawouldnormallytakeplacewithinthemediationprocessthatisnowpartof
divorce/dissolutionorseparationproceedingsorviarelationshipcounselling.
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Agency Competence
Enablesadviserstoadviseandadvocateeffectivelyabouthousingandrelationshipbreakdown.This
includesevidenceofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Hasinformationonsecurityoftenureandrelationshipbreakdown,preferablyinaformatthat
canbecopiedorgiventoclients
n Hasinformationonmarriage,civilpartnerships,cohabitingpartners,separation,domesticabuse,
divorce/dissolution,children’srights,preferablyinaformatthatcan becopiedorgiventoclients
n Hasinformationonhomelessnessprocedures,policiesandprovisioninthearea,preferablyina
formatthatcanbecopiedorgiventoclients
n Hasinformationonlocalauthorityandregisteredsociallandlordpoliciesonrelationship
breakdown,preferablyinaformatthatcanbecopiedorgiventoclients
n Providessufficientresourcestosupportinitialandupdatetraining

For Type II
As for Type I plus:
n Hasaccesstoupto datereferencesourcesonfamilylawandsecurityoftenure
n Hasaccesstoupto datereferencesourcesonemergencyprocedures,especiallyinjunctionsand
informationaboutlocalpoliciesandproceduresonhomelessness
n Hasinformationaboutlawyersintheareawithexperienceinthistypeofwork
n Hasinformationaboutlocalregisteredsociallandlordpoliciesonrelationshipbreakdown

For Type III
Note: Advocacy in this area would normally be undertaken by a solicitor (or, where the option is
permitted, by a suitably qualified and experienced lay representative)who is skilled and experienced in
this area

Housing Specific Competences

Mediationinthisareawouldnormallytakeplacewithinthemediationprocessthatisnowpartof
divorceorseparationproceedingsorviarelationshipcounselling
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2.12 Rent: Private Sector
Adviser Competence
Advisescompetentlyaboutlegalissuesaffectingrentintheprivatesector.Thisincludesevidenceofthe
following:

For Type 1
n Hasabasicunderstandingofsecurityoftenureinprivaterentedsector,andanappreciationthat
particulartenancy-relatedissuesmayimpactuponthepracticaloptionsavailabletotenants
(e.g.ashortassuredtenantmayneedtotakeintoaccountcertainpracticalconsiderationswhen
facedwithaproposedrentincreasecomparedto,forexample,anassuredtenant)
n Hasabasicunderstandingofrole,responsibilitiesandproceduresofRentOfficerandPrivate
RentedHousingCommittee.Hasanunderstandingoflandlordregistrationscheme
n Usescomparableandmarketrentsintheareatoarguefortenants’desiredrentwhenpossible
incontextofLocalHousingAllowance
n IsawareofthemainprovisionsofLocalHousingAllowanceandrentlevels(HousingBenefit)
includingvulnerabilitycriteriatohaveitpaiddirecttolandlord
n IsawareofthevariousATformsandwhentheyshouldbeused,e.gAT2forrentincrease
n Hashadinitialtrainingonsecurityoftenureinprivaterentedsectorandannualupdating
n IsawareofRentReliefOrdersmadebyPrivateRentedHousingCommittee

For Type II
As for Type I plus:
n
n
n
n
n

AdvisesandsupportsclientsinRentOfficerorPrivateRentedHousingCommitteeproceedings
Hasagoodunderstandingofthelandlordregistrationscheme
UnderstandsandcanexplaintheLocalHousingAllowancescheme
Hashadtrainingonadvancedprivatesectorsecurityrentsettingandannualupdating
CanexplaintoclientssignificanceofRentReliefOrdersmadebyPrivateRentedHousing
Committee

For Type III
As for Types I and II plus:
n RepresentsclientsindealingswithRentOfficerorPrivateRentedHousingCommittees
n Mediateswithlandlordasnecessarytonegotiaterentlevelsacceptabletoclients

Agency Competence
Enablesadviserstoadviseandadvocateeffectivelyaboutrentforprivatesectortenants.Thisincludes
evidenceofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Hasinformationaboutsecurityoftenureintheprivaterentedsector(e.g.ScottishGovernment
leaflets,CASinformationsystem)wherepossibleinformatthatcanbecopiedorgiventoclients
n HasinformationaboutRentOfficerandPrivaterentedHousingCommittee(e.g.Scottish
Governmentleaflets,CASinformationsystem)wherepossibleinformatthatcanbecopiedor
giventoclients
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n Hasaccesstoinformationaboutcomparableandmarketrents(orprovidessufficienttimeto
visitRentOfficerand/orlocallibrarytoexamine)
n Hasaccesstoregulations,guidanceandinformationrelatingtoLocalHousingAllowance
n Providessufficientresourcestosupporttraining

For Type II
As for Type I plus:
n Hasaccesstoupto dateandreliablereferencesourcesonprivatesectorsecurityoftenurethat
coverrentsettingmechanismsandupdatinginformation

For Type III
As for Types I and II plus:
n HasproceduremanualsforRentOfficerandPrivateRentedHousingCommitteeservicesand
sufficientresourcestosupportattendance
n Hassufficientresourcestosupportandprovideinformationaboutlandlords’legal
responsibilities,preferablyinaformatthatcanbecopiedorgiventolandlords

2.13 Security of Tenure
Adviser Competence
Advisescompetentlyaboutsecurityoftenure.Thisincludesevidenceofthefollowing:

For Type I
n
n
n
n
n

Identifiesmaintypesoftenureacrossallsectorsandexplainsthesetoclients
Identifiesroleofnotices,courtproceduresandimplicationsforclients
Identifiesotheroptionsforthosethreatenedwithhomelessnessorlinkstoappropriateagency
Topreventhomelessness
Hashadinitialtrainingonsecurityoftenureandannualupdating

For Type II
n Canidentifyrightswhereclientisnotthetenantandnegotiatewithlandlord,e.g.succession
n Understandsandexplainsdifferenttypesoftenancyagreementandarrangementsandthe
implicationsforsecurityoftenureandtheoptionsavailableforaction
n Understandscorrectuseofnoticesandcanexplainthemtoclients
n Understandspossessionproceedingsandexplainstoclients
n Negotiatesfurtheractionwithtenant(includingoffersofalternativeaccommodation),ensuring
thats/heisawareofthelikelyhousingandfinancialimplications
n Negotiateswithlandlord,councilofficersandlawyersasnecessarytoensurethattenant’s
aspirationsareputtothemclearlyandinthecontextoflegalentitlements
n Hashadinitialtrainingonsecurityoftenureacrossallsectorsandannualupdating

Housing Specific Competences

As for Type I plus:
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For Type III
As for Types I and II plus:
n Understandsofthepotentialroleofotheroccupants/householdmembersintakingaction
n UnderstandsroleofLandlordRegistrationandsignificanceoflandlord’sfailuretoregisterand
liaiseswiththelocalauthorityoffice
n Contactsthem,advisesandnegotiatesplansofaction
n Knowscourtproceduresandpracticesmaintainedbytraining:initialtrainingandanannual
updating
n Understandsrolesandobligationsoflandlordsandlocalauthorities
n Negotiatesalternativesinlinewithclients’aspirationsandrelevantparties
Note: This is a complex area and advocacy will, in most cases, be best done by a solicitor (or, where the
option is permitted, by a suitably qualified and experienced lay representative)

Agency Competence
Enablesadviserstoadviseandadvocateeffectivelyaboutsecurityoftenure.Thisincludesevidenceofthe
following:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Hasinformationaboutsecurityoftenure,ScottishGovernmentleaflets,CASinformationsystem,
wherepossibleinaformatthatcanbecopiedorgiventoclients
n Hasinformationaboutcourtprocedures,preferablyinaformatthatcanbecopiedorgivento
clients
n Hasinformationabouthomelessness,preferablyinaformatthatcanbecopiedorgivento
clients

For Type II
As for Type I plus:
n Hasaccesstoareferencesourceandupdatingserviceonsecurityoftenure
n Hasaccesstoanuptodateandreliablereferencesourceoncourtproceduresandanywritten
informationabouthowthecourtservicesworkthatcanbegiventoclients
n HasinformationaboutLegalAid,sourcesoffreelegalhelpandsolicitors(or,wheretheoptionis
permitted,suitablyqualifiedandexperiencedlayrepresentatives)skilledandexperiencedinthis
area
n Providesthenecessaryinfrastructure(e.g.wordprocessing,telephone,messagetaking,etc)
n Hasaninformationservicethatcoverstenureandasystemforensuringadviserkeepsinformed,
resourcestosupportrequiredadvisertrainingontheseareas

For Type III
As for Types I and II plus:
n
n
n
n
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Providesresourcestofindothersinthesamebuilding/area(viacaseworkrecords,visits,letters)
ProvidessufficientstafftimeforCourtappearances
Providessufficientresourcestosupportrequiredadvisertrainingontheseareas
Hasinformationavailableonrolesandobligationsoflandlordsandlocalauthorities,preferably
inaformthatcanbecopied/passedtoclientsandlandlords

2.14 Statutory Tenancy Rights
Adviser Competence
Advisescompetentlyabouttenants’rightscontainedwithinrelevantstatuesincludingRent(Scotland)
Act1984,Housing(Scotland)Act1988andtheHousing(Scotland)Act2001.Thisincludesevidenceofthe
following:

For Type I
n UnderstandsandisawareoftheexistenceofthedifferenttypesofstatutorytenureinScotland
(ScottishSecure,ShortScottishSecure,Assured,ShortAssured,andRegulated(Protected)
Tenancy)
n Understandsandisawarethatrelevantstatutescangivespecificrightstocertaintenants
n Understandsandisawarethattheserightscannotbeexcludedbycontract
n Understandsandisawareoftheextentoftheserightsandinparticularrightsrelatingtorent
setting,assignationoftenancy,successiontotenancyandrightstocarryoutimprovementsand
alterations,standardofrepairintheproperty
n Understandsandisawarethattenancycontractscangiveadditionalrightstothoseprovidedby
statute
n Understandsandisawarethatsomeresidentialoccupiershavenoorlimitedrightsinterms
ofthesestatutes(e.g.adultswhoresideinanotherperson’shomeandwhoarenotina
relationshipwiththatother)andisabletoofferareferraltoaspecialistadviserinsuchcases
n IsawareoftheroleofthePrivateRentedHousingPanel
n Hashadinitialtrainingandannualupdating,plusadditionaltrainingaboutanymajor
legislativechange

For Type II
n Hasanunderstandingofthespecificrightsgrantedtotenantsintermsofstatute
n Hasanunderstandingofthedifferencesintherightsgrantedinthestatutetothedifferent
typesoftenant
n Understandsandisawareofthepotentialimpactofthetenancyagreementincreatingtenancy
rights
n Hasanunderstandingofthedifferenttypesoftenancyandtheirimplicationswithregardto
rightstosuccession,assignation,rentsetting,rightstocarryoutalterationsandimprovement
andtherighttohavethetenancymaintainedinanadequatestateofrepair
n Understandsandisabletoexplainthedifferenttypesandthedifferentrightsavailable
n Isabletonegotiatewithlandlordsrelatingtothesematters
n Isawareoftherelevantlegalprovisionsregardingcourtchallengeswheredecisionsonthese
mattersareadversetotenants
n Understandstheimportanceofgatheringandprotectingevidencewithregardtotheserights
n Understandsandisawareofthestatutoryschemesinvolvedinrentsettingintheassured
tenancysectorandtheexistenceoffairrentprovisionsforregulatedtenants
n Abletonegotiatewithlandlord,localauthorityandlawyersasnecessarytoensurethat
thetenant’srightsareexpressedclearlyandinthecontextofthetenant’srelevantlegal
entitlements
n Hashadinitialtrainingonthevarioustypesoftenureandvarioustypesofstatutorytenants’
rightsandrightsavailabletootherresidentialoccupiers.Hasannualupdatingonthemplus
accesstoappropriateadditionaltraininginrespectofanymajorlegislativechange

Housing Specific Competences

As for Type I plus:
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For Type III
As for Types I and II plus:
n UnderstandsandisawareoftheexistenceofCourtandtribunalbasedremediesincluding
summaryapplicationstotheSheriffCourtandtheexistenceofthePrivateRentedHousing
CommitteeandthePrivateRentedHousingPanel
n Abletoadviseandnegotiateplanofaction
n HassufficientknowledgeofrelevantCourtandtribunalproceduresandpractisesandmaintains
thembyinitialtrainingandannualupdating
n Understandstherolesandobligationsoflandlordsinconnectionwiththestatutoryrights
n Understandsandisabletonegotiatewithlandlordstoensuretenants’rightsaremaintained

Agency Competence
Enablesadviserstoadviseandadvocateeffectivelyonstatutorytenants’rights.Thisincludesevidenceof
thefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Providesreferencesourcesontenancytypes(suchasCASinformationsystems,Shelter
informationsystem,ScottishGovernmentbooklet)wherepossibleinaformatthatcanbe
copiedorgiventoclients
n Hasreferencesourceonstatutorytenants’rightswherepossibleinaformatthatcanbecopied
orgiventoclients
n Hasanuptodatereferenceguidetostatutorytenants’rightswherepossibleinasystemthat
canbegiventoclients
n Holdsanuptodatelistoflocalsolicitorsandotherlegaladviceagenciesabletoassistintaking
actiontoenforcetenants’rights

For Type II
As for Type I plus:
n HasaccesstoanuptodatereferencesourceonrelevanttenuresinScotland
n Abletoprovidesufficientresourcestosupport,ifnecessary,homevisitstotenantsandan
adequatebudgetfortransportasrequired
n Providesresourcestosupportemergencyactionifnecessaryandhasinformationabout
emergencyprovisionintheareaandreferralagreementstoappropriateagency
n HasinformationaboutLegalAid,sourcesthatarefreewithyourhelp,andsolicitorsexperienced
inthisareapreparedtotakeonLegalAidcasesatshortnoticeifnecessary
n Providesthenecessaryinfrastructureforsupportingtenant
n Hasaninformationsystemwhichensuresadvisersarekeptinformed
n Providesresourcestosupportadvisertrainingandadditionalupdatesinrespectofanymajor
legislativechange

For Type III
As for Types I and II plus:

86

n ProvidessufficientstafftimetoenableCourtappearances
n Providessufficientresourcestoenablestafftraining
n Hassufficientinformationavailableontherulesandobligationsoflandlordsinrespectofthese
matters,preferablyinaformthatcanbecopiedorgiventoclients

2.15 Housing Repair Improvement and Adaptations
Adviser Competence
Advisesandadvocatescompetentlyaboutgrantsandothermeansavailabletoownersandtenantsfor
housingimprovements,adaptationsanddealingwithdisrepair.Thisincludesevidenceofthefollowing:

For Type I
n Knowledgeofimprovement,adaptationandrepairgrantentitlements,proceduresandpolicies
andabilitytoexplaintoclients
n Knowledgeoflocalrenewalareas,anyspecialschemesandspecialist(egCareandRepair)
n Abilitytoidentifycasesinvolvingenergyawarenessissuese.g.heatingandinsulationandto
makeappropriatereferrals
n Hashadtrainingonavailablefundingsourcesplusupdatingasnecessary

For Type II
As for Type I plus:
n Hasanunderstandingofsecurityoftenureanddisrepairlegislationinrelationtoresponsibility
forrepairs
n Isabletoassistuserswithformsformeanstest,calculateeligibilityandmakeapplicationsfor
grants
n Isabletoadviseusersonalternativemeanstosecurerepairs,improvementoradaptations
(egCommunityCare,benefits,commercialloans)
n Hashadtrainingonavailablefundingsourcesplusupdatingasnecessary

For Type III
As for Types I and II plus:
n Isabletoadviseusersthroughoutrepairsprocess,includingdealingwithbuildersandother
professionals
n Abilitytomakefurtherrepresentationsonbehalfofclientsagainstrefusalsofimprovement,
adaptationandrepairgrants
n Assistclienttosourceandaccessalternativemeanstosecurerepairs,improvementor
adaptations
n Abilitytomediatewithbuildersandotherprofessionalsinsupportofclients’interests
throughoutthecontractperiod

Agency Competence

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Type I
n Hasinformationaboutimprovementandrepairgrants,preferablyinaformatthatcanbecopied
orgiventoclients
n Hasinformationaboutlocalrenewalareas,specialschemesandspecialistagencies,Careand
Repairleaflets,wherepossibleinaformatthatcanbecopiedorgiventoclients
n Hasinformationaboutlocalagenciesandotherinitiativesdealingwithheatingandinsulation
issues,includingtheCentralHeatingProgramme,WarmDealandEnergyEfficiencyAdvice
Centres,wherepossibleinaformatthatcanbecopiedorgiventoclients,andknowledgeof
referralarrangementscoveringsuchagenciesandinitiatives

Housing Specific Competences

Enablesadviserstoadviseandadvocatecompetentlyaboutgrantsavailabletoownersandtenantsfor
housingimprovementsanddealingwithdisrepair.Thisincludesevidenceofthefollowing:
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For Type II
As for Type I and II plus:
n HasaccesstoastandardtextonsecurityoftenureanddisrepairinScotland
n Holdsrelevantforms,calculationsheets,calculators,proceduremanualsforlocalauthority
grantsdepartments
n Hastextbookoncommunitycareandbenefitshandbooks
n Providesnecessaryinfrastructureforsupportingclients

For Type III
As for Types I and II plus:
n ProvidesresourcestosupportgreaterinvolvementandcopiesofrelevantCodeofPracticeand
informationaboutprofessionalbodies
n Providesresourcestosupportrepresentationsonbehalfofclientsagainstrefusalsof
improvement,adaptationsandrepairgrants,includinguptodateandadequatereference
materialcoveringthelawonimprovementetcgrants,copiesoflocalauthorityappealsand
complaintsprocedures
n Providesresourcestosupportmediation
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3. Money and Welfare Benefits Related
Advice Competences – Foundation
Knowledge
3.1 Administrative Structure of the Benefits and Tax
Credits Systems
Adviser Competence
Knowstheadministrativestructuresofthebenefitsandtaxcreditssystems.Thisincludesevidenceof
thefollowing:

For Type I
n KnowstherelevantdecisionmakingresponsibilitiesofDWP,HMRC,andLAs
n Knowswhichagenciesandofficesadministereachbenefitandhowtocontactthem

For Types II and III
n Knowshowtocontactcustomerservices/complaintsmanagers,ScottishPublicServices
Ombudsmanservices
n Knowsthestructureoftheappealprocessandwhichservices/officesadministerthese

Agency Competence
Enablesadviserstoknowthestructureofthebenefitsandtaxcreditssystems.Thisincludesevidenceof
thefollowing:

For Types I, II and III
n Holdslocalandnationalcontactnames,addresses,openinghours,etc
n Providesorfacilitatessupervisiontrainingandupdatingonthistopicwhichisappropriatetothe
Typeofadvicebeinggiven

3.2 National Insurance Scheme
Adviser Competence
KnowstherulesaboutNationalInsurancepaymentsandtheeffectonbenefits

For Type I
n KnowswhichbenefitsarebasedonNationalInsurancepayments

For Types II and III
As for Type I plus:
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n KnowsthedifferentclassesofNationalInsurancecontributions
n Knowstheeffectonbenefitentitlementofclassofcontribution
n Identifiesbenefityears

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

As for Type I plus:
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n
n
n
n

Knowsupperandlowerearningslimits
Knowsthefirstandsecondcontributionsconditionsforbenefits
KnowswhichgroupsqualifyforNationalInsuranceCreditsandHomeResponsibilitiesProtection
Advisesaboutvoluntarycontributions

3.3 Claims and Backdating
Adviser Competence
Knowshowtomakeeffectiveclaims,backdatingrequestsandresolvingissueswhichariseduringthe
claimsprocess.Thisincludesevidenceofthefollowing:

For Type I
n Knowswhichforms,tele-claims/e-claimsandotherclaimstriggersapplytoallbenefitsandtax
credits
n KnowstheNationalInsurancenumberrequirementandresolvesdelaysandcaseswhereclients
haveinsufficientevidencetoobtainaNationalInsurancenumber
n Knowsthecommonformsofevidenceandinformationrequiredforclaims,inparticular:capital
income,earnings,family/householdbankingdetails
n Knowstimelimitsforclaimingallbenefitsandtaxcreditsandevidence/informationand
exceptions
n Withaccesstoadvice,supportandsupervision,completesclaimforms
n Registersclaims
n KnowscoupleclaimrulesforJobseeker’sAllowanceandcommonexceptions
n Knowswhichbenefits/taxcreditscanbebackdated,howtodothisandthecriteria
n Ascertainswhyaclaimhasbeendelayedorrejectedonevidence/informationgroundsand,with
advice,effectivelychallengesthis
n Withadvice,supportandsupervisionknowsthequalifyingbenefitrulesforbackdatingbenefit
claims
n Knowstimelimitsforprocessingclaims,interimpaymentsandrelatedmatters

For Type II
As for Type I plus:
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Researcheslegislationandcaselawonclaims,evidenceandinformationandbackdating
n Draftscorrespondenceaboutbackdatingevidenceandinformation,includingchallengeswhen
matterisrefused,borderlineorcontentious
n Knowshowtochallengeunduedelayinprocessingclaims
n Knowswhatlegalremediesareavailableforresolvingproblemswithclaims,evidenceand
informationandbackdating
n Interveneseffectivelywithcreditorswhendebtorsexperiencedelayswithbenefitclaims

For Type III
As for Types I and II plus:
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n Knowsrelevantaspectsoflawgoverningdataprotection,humanrightsandEuropean
Community,discrimination
n Isfamiliarwithlegislationandcaselawonclaims,evidenceandinformationandbackdating
n WriteseffectiveletterstoMSPs,MPs,councillors,ScottishPublicServicesOmbudsman,etc
n Makesinformedandappropriatereferralstolawyersonpossiblejudicialreviewmatters
n Knowsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstodealwithclaims,informationandevidenceandbackdating.Thisincludesevidenceof
thefollowing:

For Types I, II and III
n Providesorfacilitatessupervisiontrainingandupdatingonthistopicwhichisappropriatetothe
Typeofadvicebeinggiven
n Hassupervisionandqualityassurancearrangementswhichcoverthesetopics
n Hasaccessibleinformationonlocalandnationalcontactsforcustomerservices/complaints
manager,Ombudsmanservices

3.4 Decision-Making, Revisions, Supersessions and
Appeals
Adviser Competence
Advisesandadvocateseffectivelyondecision-making,revisions,supersessionsandappeals.Thisincludes
evidenceofthefollowing:

n Knowsthelegalsignificanceofdecision-makingonbenefit/taxcreditmatters
n Knowsthetimelimits(andcommonexceptions)forexplanations,revisions,supersessionsand
appealstotheFirst-tierTribunalandUpperTribunal.Knowshowclientscanappealandseeka
revisionand/orsupersession
n Withadvice,submitsbasiclettersofappeal,supersessionandrevision

For Type II
As for Type I plus:
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Knowsthedifferencebetweensupersession,revisionandappeal
n Draftsandsubmitsappealapplications,includinglateapplications
n Userevisionrequestsinordertogenerateanewright ofappeal
n Undertakesrepresentationandadvocacybyletter,telephone,orameetingoutsideanylitigation
environment(seeGenericCompetence1.8,RepresentationandLitigation)

For Type III
As for Types I and II plus:
n DraftssubmissionstotheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforetheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n IdentifieserrorsoflawindecisionsoftheFirst-tierTribunalinordertofindgroundsforappeal
n DraftsrequestsforLeavetoAppealandNoticesofAppealtoUpperTribunal
n IdentifiesoutlinepointsoflawindecisionsofUpperTribunalwhichmightbegroundsforappeal
toCourtofSession.Referssuchcasestoalawyerskilledinsocialsecuritylaw
n DeploysargumentsbasedonHumanRights,Europeananddiscriminationlawastheyapplyto
socialsecurity/taxcredits
n Knowsthekeylinkswithotherareasoflaw

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

For Type I
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Agency Competence
Enablesadviserstoprovideahighqualityservicebymakingeffectiveuseofdecisionmaking,revisions,
supersessionsandappeals.Thisincludesevidenceofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectivewelfarerightsadviceandadvocacy
n Providesorfacilitatessupervisiontrainingandupdatingonthistopicwhichisappropriatetothe
Typeofadvicebeinggiven
n Hasstandardletters
n Advisershaveaccesstoin-houseorexternalconsultancy

3.5 Benefit and Tax Credit Overpayments
Adviser Competence
Advisesandadvocateseffectivelyaboutbenefitoverpayments.Thisincludesevidenceofthefollowing:

For Type I
n Knowsthatoverpaymentscanbechallenged
n Aftertakingadvicesubmitsbasiclettersofappeal,supersessionandrevision

For Type II
As for Type I plus:
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstoDWP/HMRC/LAswhichputtheabovepointssuccinctlyandpersuasively
n SeeksexerciseofdiscretiontowaiverecoveryusingDWP/HMRCguidanceandadministrative
lawprinciples
n Understandspossibledefencestoextra-statutoryrecovery,includinganoutlineunderstanding
ofpersonalbarandprescriptionrules
n DraftslettersofcomplainttoMSPs,MPsandScottishPublicServicesOmbudsman

For Type III
As for Types I and II plus:
n DraftssubmissionstotheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforetheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselawaboutoverpayments
n Knowsthekeylinkswithotherareasoflaw
n IdentifieswhenJudicialReviewmaybeanoptionincaseswherediscretiontowaivehasnot
beenexercisedandmakesaninformedreferraltoalawyerwhoisskilledandknowledgeablein
thisareaoflaw
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Agency Competence
Enablesadviserstoadvisecompetentlyaboutoverpayments.Thisincludesevidenceofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervisiontrainingandupdatingonthistopicwhichisappropriatetothe
Typeofadvicebeinggiven

3.6 Assessment, Initial Decision-Making and Holding
Activity in Debt Cases
Adviser Competence
Carriesoutanassessmentwhichincludesaninitialdecisionaboutanyholdingactionwhichshouldbe
taken.Thisincludesevidenceofthefollowing:
n Identifiesdebtproblems
n Withadvice,supportandsupervision,issuesagencystandardholdingletters,lettersseeking
detailsofdebts,repliestocourtdocumentsorrefersalldebtissuestoaspecialistdebtadviseror
foremergencylegalhelpinmoreserioussituation(e.g.aforthcomingeviction/ejection)
n Ifnotreferred,demonstratesthatsufficientcreditorinformationisavailableforthedebtortobe
offeredafullrangeofoptions.Thismayincludeanyofthefollowingwhicharereadilyavailable
including:
• Nameofcreditor
• Nameofdebtcollector
• Accountnumber(s)
• Addressandtelephonenumbers
• Principaldebt
• Debtoutstanding
• Interestrate
• Defaultinterest
• Amountofinterestbeingapplied
• Term
• Contractualpayments
• Anyarrears
• Anychargesthatmaybeincurred
• Anypaymentprotection
• Stageofanyrecoveryactionbycreditorordebtcollectionagencyorwheredebthasbeen
boughtbyathirdparty
n Identifiesprioritydebts
n Identifiesclients’wishesandassesseshowrealisticand/orsafetheseare.Providesfeedback
n Assesseswhetheranyemergencyactionisrequiredtoprotectdebtors(foraTypeIadviser,by
consultingaTypeIIorIIIadviser)
n Confirmsadvicewithclientsandmakesappointmentsforfurtherwork,explainingtheservice’s
aims,boundaries,principlesandpoliciesandthattheserviceisappropriate

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

For Type I
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For Types II and III
As for Type I plus:
n AccuratelyidentifiescaseswhichmaybesuitableforreferraltoaDebtArrangementScheme
ApprovedAdviseranduseofaDebtPaymentPlanorinsolvencypractitioner
n Knowswhentoconsultalawyertoprotectdebtor’sposition

Agency Competence
Enablesadviserstoassessandtakeinitialholdingactioncompetently.Thisincludesevidenceofthe
following:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtodebtadvice
n Providesorfacilitatessupervisiontrainingandupdatingonthistopicwhichisappropriatetothe
Typeofadvicebeinggiven
n Hasstandardlettersforholdingactionandseekingfurtherinformation,appropriatecourt
forms,commoncreditorcontactdetails,etc
n Ensuresthatalladvisershaveaccesstointernalorexternalsecondtieradviceinemergency
situations
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4. Money and Welfare Benefit Related
Advice Competences – Specialist Areas
Thefollowingcompetencescovertheparticularareasoflawgoverningwelfarerights,income
maximisationanddebtsinScotland.

4.1 Means-Tested Benefits
Adviser Competence
Advisesandadvocateseffectivelyaboutmeans-testedbenefits(IncomeSupport,Income-based
Jobseeker’sAllowance,Income-relatedEmploymentandSupportAllowance,PensionCredit).(For
HousingandCouncilTaxBenefit,seeHousingSpecificCompetence3.3.)Thisincludesevidenceofthe
following:
n Providesinformationbasedonthefollowingknowledge,recogniseskeyprinciplesandknows
whenandwheretoseekfurtherhelp
n Knowscommoneligibilitycriteriaforthesebenefits
n Knowsmainprinciplesaboutassessmentofcapital,income,earnings,notionalcapitaland
incomeanddisregards
n KnowsbasicrulesabouthousingcostsforIncomeSupport,Income-basedJobseeker’sAllowance,
Income-relatedEmploymentandSupportAllowance,andPensionCredit
n Knowsconceptssuchasmembershipofhousehold,couples,CivilPartnership,temporary
absence,Applicable/AppropriateAmountandtheeffectofchangesofcircumstances
n KnowshowtocalculateIncomeSupport,Income-basedJobseeker’sAllowance,Income-related
EmploymentandSupportAllowance,andPensionCreditusingapapercalculationsheetor
computersoftware
n Knowswhichdebtscanberepaidbydeductions(ThirdPartyPaymentsandSocialFundloans)
n Knowstheinteractionwithotherbenefits

For Type II
As for Type I plus:
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstoDWPwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw
n DraftsletterstoDWPwhichputtheaboveargumentssuccinctlyandpersuasively

For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Knowsthekeylinkswithotherareasoflaw

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

For Type I
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Agency Competence
Enablesadviserstoadviseandadvocateeffectivelyaboutmeans-testedbenefits.Thisincludesevidence
ofthefollowing:
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

4.2 Housing Benefit and Council Tax Benefit1
Adviser Competence
AdvisesandadvocateseffectivelyaboutHousingBenefitandCouncilTaxBenefit.Thisincludesevidence
ofthefollowing:

For Type I
n Hasabasicunderstandingofmeans-testedbenefitsandtherelationshipwithHousingBenefit
andCouncilTaxBenefitandisabletoexplainthesetoclients
n Hasabasicunderstandingofeligibilityrulesandhowtomakeaclaim
n Hasabasicunderstandingofrulesrelatingtobackdating“goodcause”andoverpayments
n Hasanunderstandingofwhateligiblehousingcostsare,therelationshiptodifferenttypesof
tenure/tenancy,non-dependantdeductionsandtheabilitytoexplainthemtousers
n HasabasicknowledgeofDiscretionaryHousingPayments
n Hasabasicknowledgeoflocalauthorityduties,policiesandappeal/decision-makingprocedures
n Hasabasicknowledgeandunderstandingoflocalrentlevelsandwhoiseligibleforlocal
housingallowance
n CanidentifyiftheclientisvulnerableandabletogetLocalHousingAllowancetobepaidto
landlord
n Hasabasicknowledgeofthedisputesandappealssystemincludingtimescalesrelatingto
HousingBenefitandCouncilTaxBenefit
n KnowshowtocalculateHousingBenefitandCouncilTaxBenefitusingapapercalculationsheet
orcomputersoftware,canexplainentitlementtoclientsandkeepacopyonfile

For Type II
As for Type I plus:
n Isabletonegotiatewithrelevantbenefitofficerstotrytosecurepromptandaccuratepayments
ofbenefitsdue
n HasadetailedunderstandingofeligibilityrulesforHousingBenefitandCouncilTaxBenefitand
howtomakeaclaim,thisincludesinformationrequirementsandtimescalestosubmit
n Hasadetailedunderstandingofrulesrelatingtobackdating“goodcause“andoverpayments
includingrecoveryandofficialerror
n IsabletooutlineeligibilityrulesforLocalHousingAllowanceandcalculateentitlement
n Hasknowledgeofotherbenefitsandpassportingimplications
n HasknowledgeofScottishPublicServicesOmbudsmanserviceandprocedures
n Hastheskillsandknowledgetoaccessinformationonthistopic(e.g.DWPHousingBenefit
Manual)andisbeabletorespondtoclients
n Hasadetailedknowledgeandunderstandingoflocalrentlevelsandwhoiseligibleforlocal
housingallowance
n CanidentifyvulnerabilityforLocalHousingAllowancetobepaidtolandlordandcanassistwith
formcompletion
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1 ThisupdatedcompetencealignswiththeHousingSpecificCompetences2.3onHousingBenefit

n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstoLAswhichputacrosstheabovepointssuccinctlyandpersuasively
n Hasgoodunderstandingofexclusionofentitlementduetoimmigrationstatus,rulesapplying
toEU,A8andA2nationals.Hasagoodunderstandingofhabitualresidencetestandimpacton
entitlement
n Isfamiliarwithrelevantlegislationandcaselaw
n Hasadetailedknowledgeofthedisputesandappealssystemincludingtimescales

For Type III
As for Types I and II plus:
n Hasagoodknowledgeoflocalauthorityreconsiderationappealsandcomplaintsprocedures,
includingcomplaintsottheOmbudsman
n DraftssubmissionstoTribunalswhichcontainbothastatement/summaryofkeyevidenceand
legalsubmissionscitinglegislationandcaselawwhichsupportsclients’cases
n UndertakesrepresentationbeforeTribunals(seeGenericCompetence1.8,Representationand
Litigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Knowsthekeylinkswithotherareasoflaw
EnablesadviserstoadviseandadvocateeffectivelyaboutHousingBenefitandCouncilTaxBenefit.This
includesevidenceofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

4.3 Tax Credits
Adviser Competence
AdvisesandadvocateseffectivelyaboutTaxCredits.Thisincludesevidenceofthefollowing:

For Type I
n KnowsthebasiceligibilitycriteriaandbasicincomeassessmentrulesforChildTaxCreditand
WorkingTaxCredit
n Hasbasicknowledgeabouttheeffectofchangesofcircumstancesandchildcarecosts
n Hasbasicknowledgeofoverpayments,howtheyariseandhowtorespond
n Providesadviceaboutwhenpenaltiesmayarise
n Knowshowtocalculatetaxcreditsusingapapercalculationsheetorcomputersoftware

For Type II
As for Type I plus:
n Negotiatesaboutpenaltiesandappeals
n Seeksexerciseofdiscretioninoverpaymentcases

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

Agency Competence
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n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n Hasanunderstandingofthecodeofpractice
n DraftsletterstoHMRCwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Types I and II plus:
n Hasagoodknowledgeofappealsandcomplaintsprocedures
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Knowsthekeylinkswithotherareasoflaw

Agency Competence
EnablesadviserstoadviseandadvocateaboutTaxCredits.Thisincludesevidenceofthefollowing:

For Type I
n HasdetailsofHMRCadviserhelplines
n HasarrangementsforliaisingandnegotiatingwithHMRC
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

For Types II and III
As for Type I plus:
n Providesaccesstoaccountantsandlawyerswhoareskilledandknowledgeableabouttaxcredits

4.4 The Social Fund
Adviser Competence
ProvidescompetentadviceandadvocacyaboutSocialFundpayments.Thisincludesevidenceofthe
following:

For Type I
n
n
n
n
n
n
n
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KnowsthemaindifferencesbetweenregulatedanddiscretionarySocialFundpayments
KnowsthebroadeligibilitycriteriaforpaymentsfromtheSocialFund
KnowsitemsexcludedfromSocialFundPayments
ExplainstheadvantagesanddisadvantagesofSocialFundloansandgrants
HelpsclientstoapplyforSocialFundpayments
Helpsclientstoapplyforreschedulingofloansorwaiverofrecovery
Withadvice,supportandsupervisionhelpsclientsseekreviewsofdecisionsonthediscretionary
SocialFund

For Type II
As for Type I plus:
n Helpsclientstoseeksecondstagereviewsofdiscretionarypayments
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstoDWPandIndependentReviewServicewhichputacrosstheabovepoints
succinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
n Hasagoodknowledgeofappealsandcomplaintsprocedures
n DraftssubmissionstoIndependentReviewService,TheFirst-tierTribunalandUpperTribunal
whichcontainbothastatement/summaryofkeyevidenceandlegalsubmissionsciting
legislationandcaselawwhichsupportsclients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Knowsthekeylinkswithotherareasoflaw
n IdentifieswhenJudicialReviewmaybeanoptionandmakesaninformedreferraltoalawyer
whoisskilledandknowledgeableinthisareaoflaw

Agency Competence
EnablesadviserstoadviseandadvocatecompetentlyaboutSocialFundpayments.Thisincludesevidence
ofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

4.5 The Impact of Work on Benefits
Adviser Competence
Providescompetentadviceandadvocacyabouttheimpactofworkonbenefitsandtaxcredits.This
includesevidenceofthefollowing:

For Type I
n Knowsthatworkandchangesinworkcanaffectbenefitsandtaxcredits
n Isawareoftherulesaboutworkingwhileinreceiptofbenefits
n KnowsthebroadeligibilitycriteriafortheJobcentrePlusAdvisersDiscretionaryFund,Accessto
WorkScheme,JobGrantandotherDWPwelfaretoworkfundsandhelpsclientstoaccessthese
n KnowsthebroadeligibilitycriteriaforReturntoWorkinitiativessuchasextendedbenefit,
linkingperiodsandEmploymentonTrial
n IsawareofthePermittedWorkrulesforincapacitybenefits

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge
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For Type II
As for Type I plus:
n Doesbetteroffcalculationsforclientswishingtotake-uporchangework/earningsusingeither
suitablecomputerbasedcalculationpackagesorpapersystemsandisabletoexplain/advise
personaccordingly
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n Understandstheimpactofsanctionswherethereisfailuretocomplywithagreedarrangements
n DraftsletterstoDWP/LAswhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

Agency Competence
Enablesadviserstoadviseaccuratelyabout“betteroff”issues.Thisincludesevidenceofthefollowing:

For Types I, II and III
n Providesorfacilitatestrainingandsupporttoundertakebetteroffcalculations
n Providesadequateaccesstoeithercomputerbenefitscalculationpackagesorpapercalculation
sheets
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

4.6 Child Benefit and Guardian’s Allowance
Adviser Competence
ProvidescompetentadviceandadvocacyaboutChildBenefitandGuardian’sAllowance.Thisincludes
evidenceofthefollowing:

For Type I
n IdentifiesmostsituationswhensomeoneisentitledtoChildBenefitandGuardian’sAllowance
n Identifiesspecialcases(e.g.sharedcare,schoolleaversandchildreninpubliccare)andrefersto
aTypeIIorIIIadviser
n Helpspeopletoclaimsuccessfully

For Type II
As for Type I plus:
n Hasagoodknowledgeoftherulesofentitlement,includingsharedcare/changesincare/
absenceofparent,schoolleavers,andthepositionofchildreninpubliccare
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstoHMRCwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw
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For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Knowsthekeylinkswithotherareasoflaw

Agency Competence
EnablesadviserstoadviseandadvocatecompetentlyaboutChildBenefitandGuardian’sAllowance.This
includesevidenceofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

Adviser Competence
ProvidecompetentadviceandadvocacyaboutRetirementPension(RP).Thisincludesevidenceofthe
following:

For Type I
n KnowshowtoobtainaRetirementPensionforecast
n KnowsbroadeligibilitycriteriaforRetirementPension
n Helpspeopletoobtainforecastsandclaimsuccessfully

For Type II
As for Type I plus:
n KnowstheeffectofdeferringRPandcanresearchtheadvantagesanddisadvantagesfor
individualclients
n HasabroadknowledgeaboutentitlementtoAdditionalStatePension
n Hasagoodknowledgeoftherulesofentitlement(includingentitlementofcarers,spouses,
divorcedpeople,peoplewithincompleteNationalInsuranceContributionrecordsandthe
differentcategoriesofRetirementPension)
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstoDWPwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

4.7 State Retirement Pension
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For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutbenefitsforolderpeople.Thisincludes
evidenceofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

4.8 Disability Living Allowance and Attendance
Allowance
Adviser Competence
ProvidescompetentadviceandadvocacyaboutDisabilityLivingAllowanceandAttendanceAllowance
(DLA/AA).Thisincludesevidenceofthefollowing:

For Type I
n HasageneralknowledgeofthemainrulesofentitlementtoDLA/AAandhasabasic
understandingofspecialrules,agerulesandqualifyingperiods
n KnowstheeffectofDLA/AAonotherbenefits
n Helpspeopletoclaimsuccessfullyandwithadvice,supportandsupervision,includerelevant
helpfulevidenceandhelpsclientstoobtainevidence
n Helpsclientsmakecomplaintsaboutinappropriatemedicalexaminations
n KnowswhentoseekadviceorrefertoaTypeIIorIIIadviser

For Type II
As for Type I plus:
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n KnowshowtoseekarevisionorsupersessiontovaryrateofDLA/AAandadvisesclientsabout
risks
n Knowshowtogatherandpresentdetailed,relevantevidenceandhelpsclientstoobtain
evidence
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n UnderstandstheimpactenteringresidentialcareorhospitalwillhaveonDisabilityLiving
Allowance/AttendanceAllowance
n DraftsletterstoDWPwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Type II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutbenefitsforpeoplewithadisability.This
includesevidenceofthefollowing:

For Types I, II and III

4.9 Benefits for People who are Incapable of Work or
have Limited Capacity for Work
Adviser Competence
Providescompetentadviceandadvocacyaboutbenefitsforpeoplewhoareincapableofworkorhave
limitedcapacityforwork.Thisincludesevidenceofthefollowing:

For Type I
n Hasageneralknowledgeofthemainrulesofentitlementtobenefitsforpeoplewhoare
incapableofworkorhavelimitedcapacityforwork
n HasageneralknowledgeofStatutorySickPay
n KnowsthecommonexceptionstothePersonalCapabilityAssessment,andWorkCapability
Assessment
n Knowsthebroadoutlineofincapacityforworkassessment
n CanidentifythePersonalCapabilityAssessmentdescriptorsinatextbook
n KnowsthebroadoutlineoftheWorkCapabilityAssessment
n KnowsthebroadoutlineoftheSupportGroup
n CanidentifydescriptorsinatextbookfortheLimitedCapabilityforWorkTest,andLimited
CapabilityforWorkRelatedActivityTest
n Helpsclientstocompletemedicalquestionnaires
n Helpspeopletoclaimsuccessfullyandwithadvice,supportandsupervision,includerelevant
helpfulevidenceandhelpsclientstoobtainevidence
n Helpsbriefclientswhoaretoattendamedicalexamination
n Helpsclientsmakecomplaintsaboutinappropriatemedicalexaminations
n Submitsstandardlettersofappeal

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

n Providesaccesstomedicalreferencematerials(e.g.byInternet,medicaldictionary)
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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For Type II
As for Type I plus:
n Hasagoodunderstandingoftherulesofentitlementincludingthepersonalcapability
assessment/workcapabilityassessment/workfocusedhealthrelatedassessmentand
exemptions/deeming,linkingrules,SSPpaymentproblems,SDAentitlementandIBinYouth
n Knowshowtogatherandpresentdetailed,relevantevidenceandhelpsclientstoobtain
evidence
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstoDWPwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutbenefitsforpeoplewhoareincapableof
workorhavelimitedcapacityforwork.Thisincludesevidenceofthefollowing:
n Providesaccesstomedicalreferencematerials(e.g.byInternet,medicaldictionary)
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

4.10 Benefits for Work Related Illnesses and Disabilities
Adviser Competence
Providescompetentadviceandadvocacyaboutbenefitsforpeoplewhoseillnessordisabilityisrelated
toemployment.Thisincludesevidenceofthefollowing:

For Type I
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n HasageneralknowledgeofthemainrulesofentitlementtoDisablementBenefitand
associatedbenefits
n Establishesoriginsofdisability/illnesswithclientsinordertocheckpossibleentitlement
n Knowsthebroadoutlineofdisabilityassessment
n Canidentifytheprescribeddegreesofdisablementandprescribedindustrialdiseasesina
textbook
n Helpsclientstocompletemedicalquestionnaires
n Helpspeopletoclaimsuccessfullyandwithadvice,supportandsupervision,includerelevant
helpfulevidenceandhelpsclientstoobtainevidence
n Helpsbriefclientswhoaretoattendamedicalexamination
n Helpsclientsmakecomplaintsaboutinappropriatemedicalexaminations
n Submitsstandardlettersofappeal

For Type II
As for Type I plus:
n Hasagoodunderstandingoftherulesofentitlementincludingtheemployedearnerdefinitions
andtheconnectionwithwork
n Knowstheimpactofaggregatedassessmentsonbenefitentitlement
n Knowshowtogatherandpresentdetailed,relevantevidenceandhelpsclientstoobtain
evidence
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstoDWPwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutbenefitsforpeoplewhoseillnessordisability
isrelatedtoemployment.Thisincludesevidenceofthefollowing:

For Types I, II and III
n Providesaccesstomedicalreferencematerials(e.g.byInternet,medicaldictionary)
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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As for Types I and II plus:
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4.11 Benefits for Veterans
Adviser Competence
Providescompetentadviceandadvocacyaboutbenefitsforpeoplewhoseillnessordisabilityisrelated
toserviceinthearmedforces.Thisincludesevidenceofthefollowing:

For Type I
n KnowsthemaindifferencesbetweentheArmedForcesCompensationSchemeandWar
Pensions
n Hasageneralknowledgeofthemainrulesofentitlementtodisablementbenefitsforveterans
n KnowsaboutlocalrulesontreatmentofincomeforHousingandCouncilTaxBenefits
n Establishesoriginsofdisability/illnesswithclientsinordertocheckpossibleentitlement
n Knowsthebroadoutlineofdisabilityassessment
n Helpsclientstocompletemedicalquestionnaires
n Helpspeopletoclaimsuccessfullyandwithadvice,supportandsupervision,includerelevant
helpfulevidenceandhelpsclientstoobtainevidence
n Helpsbriefclientswhoaretoattendamedicalexamination
n Helpsclientsmakecomplaintsaboutinappropriatemedicalexaminations
n Submitsstandardlettersofappeal

For Type II
As for Type I plus:
n Hasagoodunderstandingoftherulesofentitlementtodisablementbenefitsincludingthe
rulesaboutconnectionswithserviceandtimelimits
n Knowshowtogatherandpresentdetailed,relevantevidenceandhelpsclientstoobtain
evidence
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstotheVeteransAgencywhichputacrosstheabovepointssuccinctlyand
persuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutbenefitsforpeoplewhoseillnessordisability
isrelatedtoserviceinthearmedforces.Thisincludesevidenceofthefollowing:

For Types I, II and III
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n Providesaccesstomedicalreferencematerials(e.g.byInternet,medicaldictionary)
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

4.12 Carers Allowance
Adviser Competence
ProvidescompetentadviceandadvocacyaboutCarersAllowance.Thisincludesevidenceofthe
following:

For Type I
n KnowsthebroadeligibilitycriteriaofCarersAllowance,includinghoursspentcaringand
qualifyingbenefits
n Understandstherulesof“underlyingentitlement”toCarersAllowance
n KnowstheimpactofearningsonCarersAllowance
n Knowsthemostcommonexclusionsfromentitlement
n IdentifiescommonsituationswhereclaimingCarersAllowancemaynegativelyaffectother
people
n Helpspeopletoclaimwithadvice,supportandsupervision

For Type II
n HasagoodunderstandingoftherulesofentitlementtoCarersAllowance
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstotheDWPwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
EnablesadviserstoadviseandadvocatecompetentlyaboutCarersAllowance.Thisincludesevidenceof
thefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

As for Type I plus:
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4.13 Jobseeker’s Allowance
Adviser Competence
Providescompetentadviceandadvocacyaboutbenefitsforpeoplewhoareunemployed.Thisincludes
evidenceofthefollowing:

For Type I
n Understandsthebroadeligibilitycriteriaofbenefitsforpeoplewhoareunemployed.In
particular
n Identifiesspecialcases(forexample,sanctions,youngpeopleaged16or17)
n AwareofalternativebenefitoptionsandBetterOffinWorkCalculations
n UnderstandstheJobseekersAgreementandisawareofsanctionsshouldtherebefailureto
complywiththis
n IsawareofreturntoworkinitiativessuchasTraveltoInterviewScheme,NewDeal,Extended
Benefits,JobGrant,MortgageInterestRunOn,andAdvisersDiscretionaryFund
n Helpspeopletoclaimsuccessfullyandadviseshowtopresentpersonalcircumstances
effectivelytotheDWP

For Type II
As for Type I plus:
n HasagoodunderstandingoftherulesofentitlementtoJobseeker’sAllowance,including
sanctionsandrefusals
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstotheDWPwhichputacrosstheabovepointssuccinctlyandpersuasively
n Submitsstandardlettersofappealincasesinvolvingsanctionsorrefusalofbenefit
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
EnablesadviserstoadviseandadvocatecompetentlyaboutJobseeker’sAllowance.Thisincludes
evidenceofthefollowing:

For Types I, II and III
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
n Hasaccesstoinformationaboutwelfaretoworkschemesaimedatpeoplewhoareunemployed
(includinganyrelevantlocalschemesorpilots)
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4.14 Benefits for Maternity, Paternity and Adoption
Adviser Competence
Providescompetentadviceandadvocacyaboutbenefitsformaternity,paternityandadoption.This
includesevidenceofthefollowing:

For Type I
n Knowsthebroadeligibilitycriteriaofbenefitsformaternity,paternityandadoption
n HasbroadknowledgetoidentifyclientswhoareeligibleforStatutoryMaternityPay,Maternity
Allowance,StatutoryPaternityPayandStatutoryAdoptionPay
n Canidentifyproblemsornon-paymentbyemployersandmakereferralstoaTypeIIorIIIadviser
n Hasbroadknowledgeoftherelationshipsbetweendifferentmaternitybenefits
n Helpspeopletoclaimsuccessfullyandtonotifytheiremployer

For Type II
n Hasagoodunderstandingoftherulesofentitlementtobenefitsformaternity,paternityand
adoptionincludingqualifyingdatesandexcludedgroups
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstotheDWPwhichputacrossthe abovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw
n Knowstherelationshipwithemployment,discrimination,humanrightsandEuropeanlawand
makesinformedreferralstoTypeIIIadvisers

For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutbenefitsforpeoplewhoareunemployed.
Thisincludesevidenceofthefollowing:
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

As for Type I plus:
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4.15 Bereavement Benefits
Adviser Competence
Providescompetentadviceandadvocacyaboutbenefitsforpeoplewhohavebeenbereaved.This
includesevidenceofthefollowing:

For Type I
n Knowsthebroadeligibilitycriteriaofbereavementbenefitsincludingmarriageandcivil
partnershiprequirements
n KnowsthattheremaybeimplicationsbecauseofScotslawaboutcommonlawmarriage,
invalid,disputedanduncertainmarriagesandreferstoaTypeIIIadviser
n Helpspeopletoclaimsuccessfully

For Type II
As for Type I plus:
n Hasagoodunderstandingoftherulesofentitlementtobereavementbenefitsincludingthe
implicationsofthelivingtogetherrules,specialcasessuchasworkrelateddeaths
n Referstolawyerswhoareskilledandexperiencedinfamilylawincasesinvolvingvoid,disputed
oruncertainmarriages
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstotheDWPwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutbereavementbenefits.Thisincludes
evidenceofthefollowing:
n Hasdetailsofdeathregistrationservices
n Contactdetailsforrelevantlocallawpractitioners
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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4.16 Benefits for People in Public Care
Adviser Competence
Providescompetentadviceandadvocacyabouttheimplicationsofpubliccareonbenefitsandtax
credits.Thisincludesevidenceofthefollowing:

For Type I
n Knowsthatpubliccaremayhaveimplicationsforbenefitentitlement
n Helpspeopletoclaimandpresenttheircircumstancesaccurately
n KnowshowcapitalwillbetreatedbyLocalAuthoritiesandDWPwhenapersonenters
residentialcare

For Type II
n Advisesaboutthekeybenefitissueswhicharisewhenpeopleareinpubliccareincludingthe
effectofhospitaladmissions,theeffectofaccommodationprovidedbyalocalauthorityusing
TheChildren(Scotland)Act1995localauthorityresidentialcareprovision/fundingonbenefits
and
n theeffectofbenefitsforprisoner-hasaknowledgeoftheimpactonbenefitsonremand,when
sentencedandonrelease
n Advisesaboutthekeybenefitissueswhicharisewhenpeopleareinpubliccareincludingthe
effectofhospitaladmissionsand/orresidentialaccommodationprovidedbyalocalauthorityusing
TheCommunityCare(ResidentialAccommodation)Act1998,NationalAssistance(Assessmentand
Resources)Regulations1992andTheNationalHealthServiceandCommunityCareAct1990
n Hasagoodunderstandingoftheeffectofpubliccareonbenefits,includingDisabilityLiving
Allowance,AttendanceAllowanceandChildBenefit
n HasagoodunderstandingofKinshipCarersPaymentsandtheirpotentialimpactonbenefit
entitlement
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstotheDWPwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutbenefitsforpeoplewhoareinpubliccare.
Thisincludesevidenceofthefollowing:

For Types I, II and III
n Providesaccesstorelevanttextbooks
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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As for Type I plus:
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4.17 Benefits for Students
Adviser Competence
Providescompetentadviceandadvocacyaboutbenefitsandtaxcreditsforstudents.Thisincludes
evidenceofthefollowing:

For Type I
n Knowsthebroadeligibilityofstudentswhoareeligibleforbenefits
n Identifiesspecialgroups(forexample,peopleonJobseeker’sAllowancestudyingpart-time,
youngpeopleestrangedorlivingawayfromparents/carers,studentswithadisability)andseeks
adviceorreferstoaTypeIIorIIIadviser
n Knowsthatthereareothersourcesoffunding,forexample,EducationMaintenanceAllowance,
DiscretionarySupportFunds,andAccesstoLearningFunds
n Helpspeopletoclaimandpresenttheircircumstanceseffectively

For Type II
As for Type I plus:
n Hasagoodunderstandingofthebenefitentitlementofstudents
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstotheDWPandeducationalinstitutionswhichputacrosstheabovepoints
succinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8,RepresentationandLitigation)
n Hasaworkingknowledgeofthelegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutbenefitsforstudents.Thisincludesevidence
ofthefollowing:

For Types I, II and III
n Providesaccesstorelevanttextbooks
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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4.18 Benefits for People from Abroad and/or who are
Subject to Immigration Control
Adviser Competence
Providescompetentadviceandadvocacyaboutbenefitandtaxcreditentitlementforpeoplefrom
abroadand/orwhoaresubjecttoimmigrationcontrol.Thisincludesevidenceofthefollowing:
Note: this competence does not include advice about immigration law or immigration status. To advise
in these areas, advice agencies will normally have to be registered with the Office of the Immigration
Services Commissioner

For Type I
n Knowsthatclients’immigrationstatusorrecentarrivalfromabroadmayhaveimplicationsfor
benefitandtaxcreditentitlementandreferstoaTypeIIorIIIadviser

For Type II
n Hasagoodunderstandingofthebenefitentitlementofpeoplefromabroad(forexample,the
effectofaclaimonimmigrationstatus,peopleexcludedfrombenefitsandtherighttoreside
andhabitualresidencetests)
n Hasagoodunderstandingofthestatustoaccesspublicfunds
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Understandskeylegalconcepts,researchesrelevantlegislationandcaselawontheabove,
appliesaninterpretationwhichassistsclientsandadvisesonoptions
n DraftsletterstoDWPwhichputacrosstheabovepointssuccinctlyandpersuasively
n Isfamiliarwithrelevantlegislationandcaselaw

For Type III
As for Types I and II plus:
n DraftssubmissionstoTheFirst-tierTribunalandUpperTribunalwhichcontainbothastatement/
summaryofkeyevidenceandlegalsubmissionscitinglegislationandcaselawwhichsupports
clients’cases
n UndertakesrepresentationbeforeTheFirst-tierTribunalandUpperTribunal(seeGeneric
Competence1.8)
n Hasaworkingknowledgeofthelegislationandcaselaw
n KnowshowtoresearchReciprocalAgreementsandEUlaw
n Understandsthekeylinkswithotherareasoflaw

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutbenefitsforpeoplefromabroadand/orwho
aresubjecttoimmigrationcontrol.Thisincludesevidenceofthefollowing:
n Hasdetailsofimmigrationadvisers
n Providesaccesstorelevanttextbooks
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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4.19 Ancillary Benefits
Adviser Competence
Providesadviceandadvocacyaboutancillarybenefitssuchasthoseavailabletohelpwitheducation,
healthcosts,childsupportandconcessions.Thisincludesevidenceofthefollowing:

For Type I
n KnowsgeneralentitlementtoEducationMaintenanceAllowances,freeschoolmeals,grantsfor
schoolclothing,helpwithothereducationrelatedcostsforchildrenandyoungpeopleandhelp
towardshealthcosts.Knowsrelevantlocalvariations,concessionsandthegroupswhichare
passportedtoentitlement
n Helpsclientstoapply
n KnowsthatSocialWorkDepartmentshavedutiesandpowerstomakefinancialpaymentsto
certainpeople
n Referstospecialistadvisersincasessuchasnonpaymentofearnings,non-paymentofNational
MinimumWage,problemswithIncomeTax

For Types II and III
As for Type I plus:
n Hasagoodunderstandingoftheeligibilityforancillarybenefits
n Hastheskillsandknowledgetoaccessinformationonthistopicinordertobeabletorespond
toclients
n Draftsletterstootheragencieswhichputacrosstheabovepointssuccinctlyandpersuasively

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyaboutancillarybenefits.Thisincludesevidenceof
thefollowing:
n Ifalocaladviceservice,hasdetailsoflocalarrangements,concessions,etc
n Providesaccesstorelevanttextbooks
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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4.20 Financial Statements
Adviser Competence
PreparesaccurateFinancialStatementswithclients.Thisincludesevidenceofthefollowing:

For Type I
n Listsincomeandexpenditure(basedoninformationfromclients)andexplainspurposefor
doingso
n Whereproofofincomeorexpenditurehasbeenverified,recordsverificationinformssupplied
byagency

For Type II
n Accuratelyidentifiesandverifiescurrentincome,equity(wherepossibleandnotingsource),
assets,expenditureandliabilityfordebts.Identifiesandrecordsinformationregardingsecured
lending.Recordsverificationofclient’sdetailsinaccordancewithagencypolicy
n Usesstandardagencyformstoprepareafinancialstatementcommensuratewithagencypolicy
or,forexample,usingtheBritishBankersAssociationandMoneyAdviceTrustpartneragencies
incomeandexpenditureform(CommonFinancialStatement).Ensurescopyofstatementis
retainedbyagency
n Makesrealisticallowancesforexceptionalorvariableexpenditure(“unbudgeted”expenditure)
n Satisfactorilyandcrediblyexplainsanycontroversialorexceptionalexpenditure
n Averagesvariableincomeinarealisticandreasonablewaywithanaccompanyingexplanation
n Doesnotincludecurrentcreditrepaymentsinexpenditure,unlesstheseareofanessential
nature,e.g.hirepurchasepaymentsforacarneededtotravelforemploymentorpaymentto
acatalogueforclothingwhereaclientlivesinaremote,ruralarea.Providesexplanationof
inclusionoftheseitemswhencompilingexpenditurefigures

Agency Competence
Enablesadviserstocompleteaccuratefinancialstatements.Thisincludesevidenceofthefollowing:
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
n Haspaperand/orcomputerisedstandardFinancialStatements
n Hasaccesstodataonreasonableexpenditurebydifferenthouseholds
n Hasoperationalguidanceand/orpolicyoncompletingFinancialStatementsandrecordingof
verificationofdocumentationprovidedbytheclient
n HoldsappropriatelicenceunderConsumerCreditlegislation
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4.21 Liability for Debts, Extortionate Credit, Unfair
Contract Terms, Unenforceable Debts, Creditor
Malpractice, Codes of Practice, etc
Adviser Competence
Abletoadviseandadvocateaboutenforceabilityofdebts,creditormalpracticeandrelevantCodesof
Practice/Guidancetoprotectdebtor.Wherenecessary,makeappropriatereferralsinrelationtothese
issues.Thisincludesevidenceofthefollowing:

For Type I
n Understandsthatadebtmaynotbeenforceablebecauseofvariouspointsoflaw
n RefersanysuchcasestoaTypeIIorIIIadviser

For Type II
As for Type I plus:
n Hasagoodgeneralknowledgeofthelegalprinciplesaboutenforceabilityissuesincluding
jurisdictionbeingoutsideScotland,unfair,unclearorfraudulent/misrepresentedcontractterms,
thirdpartyliability,unfairrelationships,prescriptionandlimitation,unlicensedlending,failure
tocomplywithrequirementsofconsumercreditlegislationorcodesofpractice/guidance
n Recognisespossiblecasesofmalpracticebydebtcollectorsand/orcreditorsincludingpossible
criminaloffencesandreferstoappropriateOmbudsman/enforcement/investigatorybodies
(includingDTILoansharkspilot)
n Ensuresthatthesepointsarecheckedatinitialinterviewbeforefurtheractionistakentoassist
debtor
n Withadviceandsupport,accuratelyidentifiescaseswhereadefencetocourtactionordiligence
mightariseusingtheabovepointsoflaw
n Accuratelyexplainsthelegalpositionaboutunlicensedlendingandreferssuspectedcasesto
therelevantTradingStandardsservice.Accuratelyadvisesclientsaboutthelegalandpractical
consequencesofunlicensedlending
n Withadviceandsupportaccuratelyidentifiescaseswheregovernmentandcreditors’Codesof
Practice/Guidance(e.g.OFTGuidanceonDebtCollection)mayhavebeenbreachedandassists
clientstousetheseinanycomplaintorlitigation
n Withadviceandsupport,accuratelyidentifiescreditagreementswhichareunenforceable
(orwhichareonlyenforceablewithleaveofaCourt)becausetheydonotcomplywiththe
requirementsofconsumercreditlegislation
n Withadviceandsupport,accuratelyidentifiescaseswherepossibleprescriptionlimitation,
jurisdiction,misrepresentation,unclearorunfairtermsmayapplyandknowswhentorefertoa
lawyerwhoisskilledandknowledgeableaboutsuchmatters

For Type III
As for Types I and II plus:
n Draftssubmissionsforlitigationwhichcontainbothastatement/summaryofkeyevidenceand
legalsubmissionscitinglegislationandcaselawwhichsupportsclients’cases
n Hasaworkingknowledgeoftherelevantlegislationandcaselaw
n Understandsthekeylinkswithotherareasoflaw
n Knowswhentorefertolawyerswhoareknowledgeableandexperiencedintherelevantareaof
law

Agency Competence
Enablesadviserstoadviseandadvocatecompetentlyonliability,etc,issues.Thisincludesevidenceofthe
following:
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n HaseffectivelinkswithTradingStandards,police,regulatoryandtradebodies,etcinorderto
seekspecialistadviceandtomakeeffectivereferrals

n Hasuptodatelistsofspecialistandlegaladvisers
n HascopiesofcurrentCodesofPractice/Guidance/legislation
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

4.22 Identifying and Agreeing Options in Debt Cases
Adviser Competence
Usesallrelevantinformationprovidedbytheclienttoidentifyviableoptions.Ensuresthatoptionsare
giventotheclientinamannerthatenablestheclienttomakeaninformedchoice.Recordsallfactors
impactingontheclient’schoiceofoptionandanybarrierstotheclient’ssuccessfulimplementationof
theirchosenoption.

For Type I
n Hasknowledgeofvariousdebtmanagementoptionsavailabletoclientsandrefersanysuch
casestoaTypeIIadviser

For Type II
n Hastheskillsandknowledgetoaccessinformationsothatoptionscanbeidentifiedand
explainedfully,clearlyandobjectivelyto clients
n Canaccuratelyidentifytheimplicationsforclientsofoptionsandexplainsthesetotheclientin
amannerthatenablestheclienttounderstandthese.Makesclearnotesofthesediscussions
n Accuratelyidentifiescaseswhererepaymentplans(tokenorpro-rata),write-offs,payment
moratoria,ThirdPartyPaymentsfrombenefits,DebtPaymentProgrammes(DPP2),bankruptcy
(includingtheLowIncomeLowAssetsroute),saleofpropertyandotheroptions,maybeof
assistancetoclients.Isabletoidentifywheretheclientshouldbeadvisedtoseekindependent
financialadviceinrelationtoe.g.re-mortgageofproperty
n RefersanypossibleDPPcasestoanApprovedMoneyAdviser(Note:ApplicationsforaDPP
mustbemadebyanadviserwhoisapprovedtodosoandwhomeetstherelevantstatutory
requirementsassetoutintheMATRICSCodeofPractice)
n Recordstheoutcomeofthediscussionregardingoptionsopentotheclientandtherationalefor
thechoiceofoptionbytheclient.Agreestheactionsneededtoimplementthechoiceofoption

Agency Competence
Enablesadviserstoidentifyanddiscussoptionswithclients.Ensuresthatclearrecordsarekeptdetailing
thediscussionsbetweenadviserandclientandtheoutcomeofthesediscussions.Thisincludesevidence
ofthefollowing:

For Types I and II
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
thetypeofadvicebeinggiven
n Hasaccesstowritteninformationforclientsaboutoptions
n Providestemplatetoenableadviserstorecordoptionsdiscussedandtherationaleforthechoice
ofoption
n HascontactdetailsofDebtArrangementSchemeAdministratorandMATRICS

2 AsperTheDebtArrangementScheme(Scotland)Regulations2004
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4.23 Negotiating and Making Offers to Creditors
Adviser Competence
Accuratelyprioritisesdebtsandundertakeseffectivenegotiationswithcreditorsmakingofferstorepay.
Thisincludesevidenceofthefollowing:

For Type I
n ReferstoaTypeIIorIIIadviser(someTypeIadvisersmaybeabletoundertakeTypeIIactivities
withadvice,supportandsupervisionwhilebeingcompetenttodoTypeIworkelsewhere)

For Type II
As for Type I plus:
n Usesfinancialstatementtomakepaymentofferstoprioritycreditorsbasedonavailableincome
and/orminimumpaymentsterms
n Accuratelyassessesanyavailableincomeforpayingnon-prioritydebts
n Usesfinancialstatementtomakepaymentoffers(includingwriteoffrequests,payment
moratoriaandtokenpayments)tonon-prioritycreditorsbasedonavailableincomeandthe
optionchosenbytheclient
n Hasagoodunderstandingofwhichdebtscanberepaidbydeductionsfrombenefits
n Duringnegotiations,demonstratesanunderstandingoflegaloptionsinordertoreinforce
negotiatingstance
n Hasworkingknowledgeofpaymentsdistributionsystems
n Referstoamoreskilledadviserifcreditorsdonotacceptinitialoffers

For Type III
As for Types I and II plus:
n AppliesthesecompetencesforandduringCourtproceedings(e.g.presentsrepaymentoffersin
undefendedclaimsinSheriffCourtifpermittedtorepresent)
Note: Some Type III activities may only be done by lawyers

Agency Competence
Enablesadviserstoprioritiseandmakeoffers.Thisincludesevidenceofthefollowing:
n HasliaisonarrangementswithSheriffCourt
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadvice,advocacyandrepresentation
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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4.24 Diligence, Diligence Stoppers and Court Proceedings
Adviser Competence
Understandstheoptionsfordiligenceandremediestoprotectclients.Thisincludesevidenceofthe
following:

For Type I
n Accuratelyidentifiesanycourtproceduresanddiligencewhichiscurrentlybeingusedbya
creditor
n Accuratelyidentifiesthecommoncourtformsusedindebtcases
n AssistsclienttorespondtoadmittedclaimsinCourt
n Withadvice,supportandsupervisionhelpsclientstoapplyforsistingofaction

For Type II
n Identifiesthevariousformsofdiligencewhichareavailabletocreditors
n HelpsclientstoapplyforsistingofCourtaction
n Assistsclientstoprepareadefenceincasesofcreditors’actionincourtsthatdonothave
jurisdictiontohearthecase
n HasgoodworkingknowledgeoftheCivilJurisdictionandJudgementsAct1982
n HelpsclientscompleteandregisteranIntimationofIntenttoApplyforaDebtPayment
Programmetopresenttothecourt,toallowtheclientandadvisertimetoformulateasuitable
courseofactiontodealwithclient’ssituation

For Type III
As for Types I and II plus:
n Assistsclientstomakeapplicationsincludingrecallofattachment,restrictionofarrestment,
releaseorredemptionofattachedgoods,recallorreviewofanearningsarrestment,responding
toapossibleoractualconjoinedarrestmentorder,applicationforTimetoPayDirectionor
OrdersorTimeOrdersasappropriate,redeemofattachedarticles,applicationsinrespectof
jointlyownedgoods,buy-backofattachedgoodsatappraisedvalue
n AssistsclientstodealwithapplicationsunderTheArrestmentJurisdiction(Scotland)Order2009
n AssistsclientstorespondtoExceptionalAttachmentOrdersincludingensuringthatSheriff
Officershavefollowedcorrectstepsandaccuratelyidentifiedprotectedgoods
n Advisesclientshowtorespondtoacreditor’sapplicationforanInhibition
n AppliestheaboveremediesinCourt,wherethisispermitted
n KnowsrulesandpracticesaboutrepresentationinCourt
n Knowswhentorefertolawyerswhoareknowledgeableandexperiencedintherelevantareaof
law
Note: Some Type III activities may only be done by lawyers

Agency Competence
Enablesadviserstounderstanddiligencesandrespondtodiligencetoprotectdebtor.Thisincludes
evidenceofthefollowing:
n HasliaisonarrangementswithSheriffCourt
n Haslistsofspecialistlegaladvisers
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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4.25 Bankruptcy and Trust Deeds
Adviser Competence
Accuratelyidentifiescaseswhicharesuitableforbankruptcyaction,toadviseandadvocateincases
wherethereisacreditor’spetition/warranttociteinbankruptcyandtoassistwithTrustDeeds.This
includesevidenceofthefollowing:

For Type I
n Demonstratesabasicknowledgeofbankruptcyandwhenitmayapplytodebtorsandrefersto
aTypeIIorIIIadviser

For Type II
As for Type I plus:
n Understandstheconsequencesofrentarrearsbeingincludedinbankruptcyandtheeffectafter
discharge.
n IdentifieswhenbankruptcyandTrustDeedsmaybeappropriateandfullyexplainsthe
advantagesanddisadvantagesofeach
n Exploresalternativestobankruptcy
n Knowsthefinancialimplicationsofparticularcoursesofactionandexplainsthesetoclients
n Withclient’sinformedagreementandwithadvice,supportandsupervision,preparesaDebtor’s
PetitionforBankruptcyifappropriateandtakesaccountofrequirementsofTheBankruptcy
(CertificateforSequestration)(Scotland)Regulation2010whenimplemented
n IdentifieswheretheclientmaybeabletopetitionforbankruptcyusingtheLowIncome,Low
Assetsroute

For Type III
As for Types I and II plus:
n Identifiesthegroundsforandassistsaclienttorespondtoacreditor’spetition/WarranttoCite
inbankruptcyandaStatutoryDemand
n Providessecondtieradvicetootheradvisersonthissubject
n ProvidesadviceandguidanceontheconsequencesoffailedTrustDeeds
n KnowsrulesandpracticesaboutrepresentationinCourt
n Knowswhentorefertolawyerswhoareknowledgeableandexperiencedintherelevantareaof
law

Agency Competence
Enablesadviserstounderstandsequestrationandrelatedmattersandtoprovideaccurateandwellinformedadviceandhelp.Thisincludesevidenceofthefollowing:
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
n Hasstocksofrelevantformsandcommonlyusedstandardpaperwork
n HascontactdetailsforAccountantinBankruptcyandinsolvencypractitioners
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4.26 Recalls and Appeals against Court Decrees and
Orders
Adviser Competence
Assistsclientswithappeals,minutesofrecallandotherapplicationsinCourt.Thisincludesevidenceof
thefollowing:

Type I
n UnderstandsthattheremaybewaysofrespondingtoCourtOrdersandreferstoaTypeIIorIII
adviser
n CanrecognisecommonlyusedCourtforms

Type II
As for Type I plus:
n Advisesclientsontheoptionsandpossibleoutcomesinrespectofthefollowingapplicationsto
Court:recallofdecree,dismissal,continuation,sisting
n AdvisesclientsabouttheimplicationsofdifferentCourtorders
n IdentifiespossiblegroundsforappealandreferstoaTypeIIIadviserorlawyerwhoisskilledand
knowledgeableinthisareaoflaw

Type III
n Wheregrantedrightsofaudience,andaccordingtolocalpractice,demonstratesanabilitytoact
onbehalfofaclient,eitherbypersonalorwrittenrepresentationinCourt
n Seeksasecondopinionincasesofpossibleappeal
n Referscasestoalawyerwhoisskilledandknowledgeableinthisareaiftheadviserisunableto
dothisworkorlacksexpertise

Agency Competence
EnablesadviserstounderstandgroundsforappealandapplicationsinCourtsandtoprovideaccurate
andwell-informedadviceandhelp.Thisincludesevidenceofthefollowing:
n HascontactdetailsforrelevantCourts
n Hascurrent,relevanttextbooks
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
n Haslistsofspecialistlegaladvisers
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4.27 Utility Debts
Adviser Competence
Advisesandassistspeoplewhohaveutilitydebts:gas,electricity,fixedlinetelephone.Isawareofissues
relatingtofuelpovertyandoftheassistanceavailablefromvarioussuppliersandschemestoassist
individualstomaketheirhomesmoreenergyefficient.Thisincludesevidenceofthefollowing:

For Type I
n Knowswhatactionsmaybetakenbyutilitycreditorsagainstdebtors
n IdentifiesemergencysituationsandreferstoaTypeIIadviser
n Helpsdebtortoapplyfordeductions(ThirdPartyPayments)frommeans-testedbenefitsand
informstheutility,seekingsuspensionofaction
n Understandsfuelpovertyandtheimpactthiscanhaveonahousehold

For Type II
As for Type I plus:
n Advisesclientsabouttheirobligationsandtheprotectionavailableunderutilitysupply
legislationandindustryCodesofPractice
n Identifiesfuelpovertyinhouseholdsandworkswiththeclienttotryandalleviatethise.g.by
accessingsuppliers’andgovernmentschemes
n Understandsindustryregulatorcomplaintsandenforcementproceduresandmakeseffective
useofthesetoprotectclients
n Draftsandsendsinitiallettersbeforelegalactionandreferstoalawyerwhoisskilledand
knowledgeableinthisareaofthelaw

Agency Competence
Enablesadviserstoprovideadviceandadvocacyaboututilitydebts.Thisincludesevidenceofthe
following:
n HascontactdetailsoftheutilityindustryandregulatorybodiesanduptodatecopiesofCodes
ofPractice
n Hascurrent,relevanttextbooks
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
n Haslistsofspecialistlegaladvisers
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4.28 Local and National Tax Debts
Adviser Competence
Providesadviceandadvocacytoclientsaboutrecoveryofnationalandlocaltaxdebts(CouncilTax,
IncomeTax).Thisincludesevidenceofthefollowing:

For Type I
n Understandsinoutlinethesummarywarrantprocedureandthediligenceoptionsfornational
andlocaltaxdebts
n Knowsthatlocalauthorityproceduresandpowersvaryaccordingtothetypeofdebt
n Recognisescommondocumentsandidentifiesemergencysituationsandwithadvicesupport
andsupervision,cangiveimmediate“firstaid”adviceaboutoptionsandrefertoaTypeIIorIII
adviser
n ReferstoataxadviseroraccountantorotherspecialistadvisertocheckassessmentofIncome
Tax
n KnowsaboutCouncilTaxbenefit,discounts,reductionsandexemptionsandhelpsclientsto
apply
n Helpsdebtortoapplyfordeductions(ThirdPartyPayments)frommeans-testedbenefits

For Type II
n Knowsthelegalrelationshipbetweenlocalauthoritiesandtheircollectingagents
n Hasagoodknowledgeoftheproceduresforsummarywarrantsanddiligenceoptions,including
theconditionstobemetforgrantingAttachmentOrdersandExceptionalAttachmentOrders
n NegotiatesverballyandinwritingwithSheriffOfficersand/orlocalornationaltaxationofficials
inordertoprotectdebtor’sposition,includingsuspensionofactioninordertoassessthe
situation
n IdentifiespossiblelegalactionandreferstoaTypeIIIadviserorlawyer
n DraftsletterstoMSPs,MPsandScottishPublicServicesOmbudsman

For Type III
As for Types I and II plus:
n Researchesgroundsforpossiblelegalactiondraftsandsendsanyrequiredlettersbeforelegal
actionandrefersclientstoalawyerwhoisskilledandknowledgeableinthisareaofthelaw

Agency Competence
Enablesadviserstoprovideadviceandadvocacyaboutlocalandnationaltaxdebts.Thisincludes
evidenceofthefollowing:
n HascontactdetailsforSheriffOfficers,debtcollectionagencies,localauthorityandnationaltax
collectionliaisonstaffandcopiesofcurrentCodesofPractice
n HasgoodlinkswithlocalWelfareRightsserviceproviders
n Haslistsofspecialistadvisers
n Hascurrent,relevanttextbooks
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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4.29 Rent Arrears
Adviser Competence
Advisesandassistspeoplewhohaverentdebts.Thisincludesevidenceofthefollowing:

For Type I
n Hasanunderstandingofthemaintypesofhousingtenureandanabilitytoexplaintheseto
clients
n Understandsinoutlinethelegalandadministrativeproceduresforrentarrearsandevictions
n IsawareofwhereHousingBenefit/LocalHousingAllowanceandDiscretionaryHousingBenefit
claimsmaybemadeandalsoofbackdatingrules.ReferscasetoTypeIIadviser
n Hasabasicunderstandingoflocallandlords’policiesandproceduresrelatingtorentarrears
andevictions,inparticularmainsociallandlords(Inparticularhasanunderstandingofthe
consequencesofrentarrearsbeingincludedinbankruptcyandtheeffectafterdischarge)
n Understandstheneedtorespondintermsofsection11noticesunderHomelessnessetc
(Scotland)Act2003
n Knowsthelikelytriggersfordebt(e.g.illness,relationshipbreakdown,unemployment),checks
onthesesensitivelyandhasknowledgeofagencieswhichmayhelp
n Isawareofthescopeforpossibledefencesagainstpossessionactionsandexistenceof
proceduresforbringingacasebackbeforeacourt(e.g.recallofdecree)
n Hasabasicknowledgeofdisrepairandproceduresforfilingcounterclaimsinordertorefer
toaspecialistadviser.Hasanunderstandingofrentlawfullydue,withholdingofrentand
abatementprocedures
n RecognisescommondocumentssuchasavalidNoticetoQuitandisabletoidentifyemergency
situationsandwithhelpfromaTypeIIorIIIadviser,cangiveimmediate“firstaid”adviceabout
optionsandreferstoaTypeIIorIIIadviser
n Helpsdebtortoapplyfordeductions(“ThirdPartyPayments”)frommeanstestedbenefits
n IdentifyifclientisvulnerableandabletogetLocalHousingAllowancepaiddirecttoLandlordto
preventarrears

For Type II
As for Type I plus:
n Hasagoodunderstandingofthelegalproceduresforrentdebtsbytypeofresidentialtenancy
e.g.SummaryCauseRules
n Hasagoodknowledgeofpoliciesandproceduresusedbymainlocalsociallandlords
n Understandstheconsequencesofrentarrearsbeingincludedinbankruptcyandtheeffectafter
dischargeandcanliaisewithlandlordifseekingrepayment
n Hasknowledgeofhistoricdebtorprescription
n Hasagoodknowledgeofrelevantmattersforrentarrearsintheprivaterentedsectorand
significanceofamountowed
n AssiststheclientapplyforHousingBenefit/LocalHousingAllowance/DiscretionaryHousing
Benefit.Assistsclientwith“goodcause”backdate
n Understandstheneedtorespondintermsofsection11noticesunderHomelessnessetc
(Scotland)Act2003seealsoHousingSpecificCompetence2.10Homelessnessinparticular
prevention)
n Contactslandlordtoseekemergencyactionorsuspensionofeviction(seealsoHousingSpecific
Competence2.7,Eviction).
n Hasgoodknowledgeof,thescopeforpossibledefencesagainstpossessionactionsand
existenceofproceduresforbringingacasebackbeforeacourt(e.g.recallofdecree),andwhen
torefertoaType111adviser
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Type III
As for Type I and II plus
n Isabletoimplementpreventionprocedures.
n Negotiatesverballyandinwritingwithlandlordtoprotectclients’positionandmake
repaymentoffers
n Identifiescommonlegaldefencesorcounterclaimsandbriefsasolicitor(orwheretheoption
ispermitted,asuitablyqualifiedandexperiencedlayrepresentative)whoisskilledand
knowledgeableinthisarea
n Identifiespossibleissuesforcounterclaim(e.g.disrepair)(seealsoHousingSpecificCompetence
2.4,DisrepairinRentedHousing)andreferstoasolicitor(orwheretheoptionispermitted,toa
suitablyqualifiedandexperiencedlayrepresentative)whoisskilledandknowledgeableinthis
area
n Identifiesappropriatestrategiesandactionstopreventhomelessnessandstabilisetenancies
acrosssectors.UnderstandsthepotentialofhousingSupporttoachievepositiveoutcomesfor
clients
Note: Where possible, clients facing eviction should be referred to a solicitor (or where the option is
permitted, to a suitably qualified and experienced lay representative) who is skilled and knowledgeable in
this area at as early a stage as possible

Enablesadviserstoprovideadviceandadvocacyaboutrentdebts.Thisincludesevidenceofthe
following:
n HasleafletsandreferencebooksorelectronicresourcesonsecurityoftenureandCourt
procedures
n Hasinformationaboutpossessionprocedures,preferablyinaformatwhichcanbecopiedor
giventoclients
n Ifagencydoesnotprovidehousingorbenefitsadviceandassistance,hascontactdetailsinorder
tomakeappropriatereferrals(e.g.solicitors,lawcentresandincourtadvisers)
n HascontactdetailsforSheriffOfficers,localregisteredsociallandlordsandmajorlocalprivate
landlordsandcopiesofcurrentCodesofPracticeandrentarrearspolicies
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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4.30 Mortgages and Secured Loans
Note: The correct term in Scotland is secured loan. However the term mortgage is widely used and has
entered statute via the Mortgage Rights (Scotland ) Act 2001. The terms mortgage and secured loan are
used interchangeably in this section

Adviser Competence
Advisesandassistspeoplewhohavemortgage/securedloandebts.Thisincludesevidenceofthe
following:

For Type I
n Hasanunderstandingofthedifferenttypesofmortgage/securedloanandanabilitytoexplain
thesetoclients
n Identifieswheretheclientmaybeeligibletoapplyforbenefitstohelpwiththeirhousingcosts
andassiststheclienttoapplyforthis
n Knowsthelikelytriggersfordebt(e.g.illness,relationshipbreakdown,unemployment),checks
onthesesensitivelyandhasknowledgeofagencieswhichmayhelp
n Understandsinoutlinetheproceduresformortgage/securedloanarrearsandejections
n HasanunderstandingofpotentialassistancethattheHomeOwnerandDebtorProtection
(Scotland)Act2010cangivetoHomeOwnersandEntitledResidentsinthecontextofactionsto
recoverypossession,sequestrationandtrustdeeds.
n RecognisescommondocumentsandidentifiesemergencysituationsandwithhelpfromaType
IIorIIIadviser,cangiveimmediate“firstaid”adviceaboutoptionsandreferstoaTypeIIorIII
adviser
n Helpsdebtortoapplyfordeductions(ThirdPartyPayments)frommeans-testedbenefits
n BasicunderstandingofHomeOwnersSupportFund(MortgagetoRentSchemeandMortgage
toSharedEquitySchemeimplementedinMarch2009)Inadditionhavebasicunderstandingof
theHomeownersMortgageSupportaUKwidescheme

For Type II
As for Type I plus:
n KnowsinoutlinetheproceduresandCodesofPracticeformortgage/securedloanarrearsand
ejections
n KnowsindetailtheappropriateuseofPart1andPart2oftheHomeOwnerandDebtor
Protection(Scotland)Act2010.
n KnowsindetailtheeligibilitycriteriaintermsofHomeOwnersSupportFund(MortgagetoRent
SchemeandMortgagetoSharedEquitySchemeimplementedinMarch2009)Inadditionhave
detailedunderstandingoftheeligibilitycriteriaHomeownersMortgageSupportaUKwide
scheme
n Contactslenderstoseekemergencyactionorsuspensionofejectionunderstandingsummary
applicationprocedurerelatingtorecallofdecreeandconditionsrelevanttorecall
n Understandstheneedtorespondintermsofsection11noticesunderHomelessnessetc
(Scotland)Act2003andrecognisetheextensionofthisdutytoTrusteesinBankruptcyandTrust
Deeds)
n Knowsinoutlinearrangementsforregulatingmortgages/securedloans.Negotiatesverballyand
inwritingwithlendersinordertoprotectclient’spositionandmakerepaymentoffers(andin
accordancewithMoney/WelfareRelatedAdviceCompetences,4.20,4.21,4.22,4.23)
n Identifiesappropriatestrategiesfordealingwithmortgage/securedloanpossession
n Hasagoodunderstandingofthelegalaidsystemfinancialeligibilitycriteria

For Type III
As for Types I and II plus:
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n Hasagoodunderstandingoftheconsumercreditlegislationandunfaircontracttermsdefences
tosecuredloansandsmallmortgagesincludingprescription/limitationsandinhibition

Agency Competence
Enablesadviserstoprovideadviceandadvocacyaboutmortgage/securedloandebts.Thisincludes
evidenceofthefollowing:
n Hasinformationaboutmortgages/securedloans,preferablyinaformatthatcanbecopiedor
giventoclients
n Hasinformationaboutpossessionprocedures,preferablyinaformatwhichcanbecopiedor
giventoclients
n ApprovingAgenciesauthorisinglayrepresentativemustcomplywithalltherequirementsofthe
HomeOwnersandDebtorProtection(Scotland)Act2010,allsubsequentregulationsandcodes
ofguidance
n ApprovingAgenciesmustensurethatapprovedlayrepresentativesareskilledandableto
satisfySheriffsthattheadviseriscompetenttorepresenttheinterestsofthedebtororentitled
personasanapprovedlayrepresentativewithinthelimitationsoftheHomeOwnerandDebtor
Protection(Scotland)Act2010
n Hasinformationaboutprioritycreditors,theirCodesofPracticeandtheirlegalresponsibilities
andasystemforupdatingthese
n HascontactdetailsforSheriffOfficers,commonlendersandcopiesofcurrentCodesofPractice
n AgencyhasgoodprofessionalrelationshipwiththeSherriffClerksoffice/offices
n AgencyhasaccesstoalltherelevantanduptodaterulesoftheCourt
n Haslistofspecialistlegaladvisersandknowledgeofthelegalaidsystem
n Hasgoodlinkswithhousingandwelfarerightsadviceproviders
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

n Identifiespossibledefencessuchasundueduress
n Hasagoodunderstandingofproceduresusedbymainlenders
n HasdetailedknowledgeofthepotentialassistancethattheHomeOwnerandDebtorProtection
(Scotland)Act2010cangivetoHomeOwnersandEntitledResidentsinthecontextofactionsto
recoverypossession,sequestrationandtrustdeeds
n Hasdetailedknowledgeoftheprocedureforacreditortoseekremediesondefault,understand
thepotentialdefencesinsuchactions
n Hasdetailedknowledgeofpreactionrequirementsoncreditorsintermsofrelevantactions
n Hasdetailedknowledgeoftheconditionsandprocedureforrecallofdecree
n Identifiespossiblelegaldefencesandreferstoasolicitororwheretheoptionispermittedtoa
suitablyqualifiedandexperiencedlayrepresentativeinternallywithintheirserviceorexternally
whoisskilledandknowledgeableinthisarea
n Identifiespossiblelegaldefencesandreferstoasolicitororwheretheoptionispermittedtoa
suitablyqualifiedandexperiencedlayrepresentativeinternallywithintheirserviceorexternally
whoisskilledandknowledgeableinthisarea(seeagencycompetencebelow)
n ApprovedlayrepresentativemustcomplywithalltherequirementsoftheHomeOwnersand
DebtorProtection(Scotland)Act2010,allsubsequentregulationsandcodesofguidance.
n KnowsindetailtheeligibilitycriteriaintermsofHomeOwnersSupportFund(Mortgageto
RentSchemeandMortgagetoSharedEquitySchemeimplementedinMarch2009)Inaddition
havedetailedunderstandingoftheeligibilitycriteriaHomeownersMortgageSupportaUK
widescheme.Ifapprovedundertheschemewhereappropriateassistwithapplicationifnot
approvedrefertoanapprovedproviderinthecontextofthescheme
n Hasagoodunderstandingofthelegalaidsystemfinancialeligibilitycriteria
Note: Where possible, clients facing ejection should be referred to a solicitor (or where the option is
permitted to a suitably qualified and experienced lay representative) who is skilled and knowledgeable in
this area at as early a stage as possible
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4.31 Civil and Criminal Fines and other Financial
Penalties
Adviser Competence
Advisesandassistspeoplewhoareinarrearswithpaymenttowardsfinesandotherfinancialpenalties.
Thisincludesevidenceofthefollowing:

For Type I
n Recognisessuchdebtsasprioritydebts
n Knowswhatactionmaybetakenagainstclientsfornon-payment
n IdentifiesemergencysituationsandreferstoaTypeIIorIIIadviser

For Type II
As for Type I plus:
n Hasabroadunderstandingofwhichfinesorfinancialpenaltiesmaybeappealedandrefersto
lawyerswhoareskilledandknowledgeableinthisarea
n Helpsclientstoapplyforvariationofpaymentterms
n Helpsclientstoapplyforcriminalfinestoberemitted
n NegotiatesverballyandinwritingwithSheriffOfficersand/orCourtofficialsinordertoprotect
debtor’spositionwhereappropriate
n IdentifiespossiblelegalactionandreferstoaTypeIIIadviser
n DraftsletterstoMSPs,MPsandScottishPublicServicesOmbudsmanwhereappropriate

For Type III
As for Types I and II plus:
n Researchesgroundsforpossiblelegalactionandreferstoalawyerwhoisskilledand
knowledgeableinthisareaofthelaw
n Assistsclientstoapplyforvariationofpaymenttermsorremissionofcriminalfines

Agency Competence
Enablesadviserstoprovideadviceandadvocacyaboutfinesandfinancialpenaltydebts.Thisincludes
evidenceofthefollowing:
n HascontactdetailsforCourtofficials
n Haslistofspecialistlegaladvisers
n Promotesanorganisationalculturewhichsupportscontinuouslearningonthistopicandits
importanceasanaidtoeffectiveadviceandadvocacy
n Providesorfacilitatessupervision,trainingandupdatingonthistopicwhichisappropriateto
theTypeofadvicebeinggiven
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4.32 Business Debts
Adviser Competence
Toidentifycasesinvolvingbusinessdebtandmakeeffectiveandappropriatereferrals.Thisincludes
evidenceofthefollowing:

For Type I
n Accuratelyidentifieswhendebtsincludeabusinessortradingdebt
n Withadvice,supportandsupervision,contactscreditorsinemergencytoseeksuspensionof
action
n Referstoanadviserorotherspecialistwhodealswithbusinessdebts

For Types II and III
As for Type I plus:
n Informsdebtorofthepossibleoptionsfordebtenforcement
n Contactscreditorsinemergencytoseeksuspensionofaction
n AssistsbusinesswithNonDomesticRatesdebtsandadvisesonGovernmentschemesthatcan
providerelief

Agency Competence

n Hasalistofspecialistbusinessadvisers
n HascontactdetailsforBusinessDebtline

Money and Welfare Benefits Related Advice Competences – Foundation Knowledge

Enablesadviserstoaccuratelyidentifybusinessortradingdebtsandmakeappropriateandeffective
referrals.Thisincludesevidenceof:
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Section 3 Good Practice Guidance

Section 3
Good Practice Guidance
Introduction
This section of the Standards Manual is designed to give guidance to those providers
of services who are seeking to develop their service and comply with the Standards.

Good Practice Guidance

This section of the Manual reproduces each of the Standards, and provides good practice
guidance on how services may comply with the Standards. The advice in this section of the
Manual is not designed to be prescriptive and service providers may wish to develop
alternative means of developing their services to comply with the Standards.
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1. General Management Standards
This section of the Standards is designed to ensure that there is effective
management of the service and its resources.

Standard 1.1
All service providers must have clear management structures that identify
the roles and responsibilities of all post holders involved in the planning,
management and delivery of the service.
Whilst some of the language and particulars of this section have highlighted issues for voluntary
organisations, the principles of clarity of role, system and decision-making apply in all types of
organisation.
All staff and volunteers should know the boundaries around their own roles and the roles of others
in their service. These should include, where appropriate, management committee members, paid
managers, all paid and unpaid staff.
To comply with this Standard, service providers will need:
n To have a document identifying all of those involved in the planning, management and delivery
of the service
n To have a document detailing special responsibilities, terms of reference and decision making
authority (delegation procedures) and
n All staff and volunteers to be able to describe the scope of their role and, where appropriate,
identify to whom, when and how they could refer matters for decision
It is important that management structures recognise the often stressful and potentially isolating
environment within which advice staff may be working and that they provide for adequate support
mechanisms to address these factors. For example, by ensuring that advice staff have the requisite
time and resources to manage time-sensitive work without undue or prolonged stress.
Whilst many small services operate on the goodwill and enthusiasm of individuals, the long term
viability of a service as individuals move on is dependent upon the clear definition of roles and the
assignment of responsibilities and expectations. The structure and the delegation of responsibility
need to be clearly understood by everyone, so that there can be no confusion as to how policy and
strategic decisions are made, who is responsible for their execution and for the day to day
management of the service.
In developing management structures, the service provider will need to address a range of questions.
n
n
n
n
n
n
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Who is responsible for making policy and strategic decisions within the service?
What are their responsibilities?
Are there limits to their powers and responsibilities?
How can powers be delegated?
What are appropriate divisions of responsibility between committee members and paid staff?
Whilst there are certain legal requirements in respect of who is ultimately responsible for
certain decisions within a service, there is not necessarily any ‘right’ structure

The Charities and Trustee Investment (Scotland) Act 2005 reforms and modernises charity law in
Scotland. A key provision of the Act is the establishment of the Office of the Scottish Charity Regulator
(OSCAR) which is responsible for the regulation of charities in Scotland. A Scottish charity or a charity
regulated in Scotland is an organisation entered on the Scottish Charity Register. Any organisation
wanting to be entered on to the Register and become a charity will need to apply to OSCAR at
www.oscar.org.uk.

Organisations registered or recognised as charities in ‘foreign’ jurisdictions (for example, in England
and Wales) will have to register with OSCAR if they:
n Occupy any land or premises in Scotland
n Carry out activities in any office, shop or similar premises in Scotland or
n Wish to represent themselves as being charities in Scotland
Further guidance can be sought in the document Guidance on Registration with OSCAR for Charities
in England and Wales available at www.oscar.org.uk.
All voluntary organisations are controlled by a governing body. These can have a variety of names,
including management committee, Board, Council, and so on. Whatever the name, they all carry broadly
the same range of responsibilities. These are discussed below.
All governing bodies are made up of individuals. We refer to them as ‘Trustees’. A Trustee is a person
responsible under the governing document of a service for controlling the management of that service,
regardless of whether they are called committee members, governing body members, non-executive
directors, council members, and so on. These are the people who carry the ultimate legal responsibility
for the stewardship of the assets and resources of the service. Even where a voluntary service is
incorporated (that is, a company limited by guarantee), members of the governing body can still be
personally liable if it can be shown that they have not acted reasonably and prudently in all matters
relating to the service.
The governing body’s duty is to act in the interests of the beneficiaries of the service. In general terms,
its role can be defined as:
n Legal – to safeguard the assets, use them effectively and ensure that the organisation operates
within the law
n Strategic – to set clear objectives and to establish priorities
n Operational – to support and oversee the day to day activities of the organisation (the degree
of involvement in day to day activities varies substantially among different organisations
dependent upon size, culture, and so on)

TIP In developing a management structure, voluntary services should consider the golden rule:
‘Trustees can delegate authority but they cannot delegate responsibility’.

P

n To ensure that the activities of the service are both within the law and within its charitable aims
and objectives
n To determine the mission and purpose of the service
n To develop and agree policies
n To develop and agree strategic plans
n To agree the budget and monitor financial performance, including accountability to funders
n To ensure the service has adequate resources and that these are effectively managed
n To monitor service provision and delivery, ensuring accountability to other stakeholders such
as funders
n To ensure legal accountability
n To act as employer – reviewing staff performance as required, reviewing the performance of
the most senior member of staff, setting salary levels, acting as the appeal body in personnel
matters, and so on
n To regularly review the service’s performance through monitoring and evaluation
n To manage the service’s public relations and represent the views of the service and
n To review its own performance as a governing body

General Management Standards

The main activities of the governing body are likely to include the following tasks:
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It is important that all staff and volunteers understand the role of the governing body and its individual
members. Its members also need to be clear about their roles and boundaries of authority. Increasingly,
good practice suggests that job descriptions should be provided for honorary officers.
The central role of the governing body within a voluntary service is a key component in defining the
management structure and responsibilities for the service. It may decide to delegate some of its work
to sub-committees, and these should also be clearly shown within the service’s organisational chart.
Any sub-committees should have clear written terms of reference and reporting back procedures, as the
delegation of responsibilities to a sub-committee still leaves ultimate responsibility in the hands of the
governing body.
In most services, day to day management is delegated to staff. However, as the governing body remains
ultimately responsible for all decisions taken within the service, the manner in which delegation occurs
and processes for decision-making should be set out clearly. The governing body is the ultimate employer
of all staff, and has to ensure that the service is well managed and operates within agreed policies, its
budgets and the law.

TIP In determining the areas where different people have authority it is also worth considering

who should speak for the agency in public (for example, to the press), and so on.

P

It is important that all stakeholders in the service know how the service is structured, both in terms of
the governing body and staff, and who has what responsibilities. People can be enabled to operate more
effectively if they know who does what. Every service should be able to demonstrate clearly:
n The structure of the service, its committees and sub-committees and how they interrelate and
n Its staffing structure and how this relates to the governing structure
This structure will also indicate accountabilities:
n Who reports to whom
n Who has what delegated responsibilities and
n How decisions can be made and implemented
Services should review their structure regularly. Are there sub-committees that were established for a
specific purpose, but which are now moribund? Does the service need a new sub-committee? Review
can ensure that the governing and managing structure of the service meets the challenges facing the
service. Any new committees and sub-committees established should have clearly defined, written
terms of reference.
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Standard 1.2
All standard office procedures must be documented.
Procedures and practices vary greatly between services and are subject to constant modification and
improvement. The smooth running of a service depends upon all of those involved in its delivery being
fully conversant with the practices and procedures of the service.
To comply with this Standard, the service provider will need to demonstrate that:
n All policies and procedures are collated (normally compiled in an Office Manual)
n Responsibility for the maintenance of this manual is clearly assigned in the management
structure and
n All staff and volunteers have access to this manual and it forms a distinct part of the induction
of all individuals involved in the delivery of the service
Staff and volunteers need to know what is expected of them in relation to overall service standards.
The Office Manual should ensure that policies and these standards are readily available to all, so that
poor performance cannot be attributed by staff to not knowing what is expected. The Office Manual
is a key resource in the induction of new staff, volunteers and committee members.
The Office Manual will detail terms and conditions, all relevant policies and procedures and show how
such policies are made or amended. It should contain the performance standards required within the
service and details of office practice. It is often forgotten that good office practice and administration
is one of the key elements in ensuring that a good service is delivered to service users. The nature and
detail of all the documentation to be included in an Office Manual will depend on the service. However,
there are basic guidelines that should be followed by all services.

Policies
This section covers some of the detail of the policies and procedures required in an Office Manual.

TIP The manual should be clearly divided into sections on what the service will do (policy) and
how it will do it (procedure).

P

n
n
n
n
n
n
n
n
n

Equal Opportunities policy
Confidentiality policy
Health and Safety policy
Grievance and disciplinary policy
Training policy
Case selection strategies and referral arrangements
Policies on service user complaints and rights of redress
Delegations of authority and
New technology (introduction of and health issues) policy

General Management Standards

Policies relate to the regulation of the service’s relationships with the external environment, such as its
responsibilities to its service users; and to how it regulates its internal environment, for example, how it
ensures staff meet the required standards in all aspects of their work. At a minimum, it should include:
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Procedures and Practices
It is very helpful to the efficient running of even a small office with one or two staff, to draw up lists of all
office practices. This area will be subject to regular revision. Office administration practices may include:
n Incoming and outgoing post. Are there any special procedures that need to be followed, for
instance, in dealing with confidential items or with letters including money or cheques?
n Telephone answering – where there is a non-casework/advice line, who answers the phone,
including lunchtime cover arrangements
n Office supplies – detailing ordering and distribution practices
n Equipment maintenance – what is done in the event of equipment breakdown, who should be
called out and who is responsible for calling out engineers
n Office security – who is responsible for overall security and ensuring that the office is locked
when unattended, and so on? Who are the key holders in emergencies?
n First Aid assistance and accident reporting – who is responsible for maintaining adequate first
aid supplies, and how accidents are recorded and reported
n Fire and other emergencies – evacuation procedures

TIP Presenting the procedures guides as a process map rather than pages of instruction can help
some people visualise them better.

P

Some services issue manuals to each member of staff, which can include their personnel records (leave
cards, and so on), arrangements for supervision and appraisal, access to training and training records.
This may be a costly option for some services.

TIP The Office Manual should form a keystone in the induction of all new members of staff,

volunteers and management committee members. Where individual manuals are not issued to
members of staff, the main manual must be available at all times in an easily accessible point in
the office.

P

It is essential that responsibility for the review maintenance and updating of this manual should be
clearly assigned in the management structure.

Standard 1.3
All service providers must have robust systems for financial management.
In order that both funders of services and service users can be confident that a service can survive and
meet its obligations they need to be assured that all monies are properly accounted for and that the
service is financially viable.
To comply with this Standard, there should be clear documentation on how responsibility for financial
management is exercised. In addition, voluntary organisations should be able to demonstrate that
accounts are monitored, at least quarterly, by their management committee / board of trustees.
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All organisations should ensure that they maintain the following information:
n
n
n
n

An annual budget
Quarterly variance of income and expenditure against budget
An annual profit and loss account or income and expenditure account and
An annual balance sheet

TIP In organisations where the budget for information and advice is subsumed within a more

general budget cost centre it is important to be able to identify the cost to the organisation of
providing this element of the service. This can be done through calculating from workplans the
percentage of each worker’s time that is devoted to provision of information and advice, the
percentage cost of office supplies for this area of work, stationery, photocopier, postage, telephone
charges, and so on.
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To meet this Standard, services will need to ensure that there is a clear division between day to day
management and administration of the service’s finances and arrangements for the careful stewardship
of the service’s resources. Services need to develop appropriate means of reporting financial and
management information to the designated decision-making bodies. Stewardship should include both
internal and external checks on the accuracy and honesty of bookkeeping and on the preparation of
accurate and appropriate financial projections.

n Delegations of responsibility – these should define who has day to day management of finances
in the service and the details of responsibility for maintaining financial records and preparing
reports
n Systems and procedures for effective reporting
n Procedures for preparing and approving financial plans and budgets
n Banking arrangements, cheque signatories, and so on
n Arrangements for the payment of staff and other agents of the service
n Policies and procedures for purchasing goods and services
n Procedures for authorising expenditure
n Procedures for controlling, opening, listing and distributing any incoming mail that may contain
money, cheques, and so on
n Procedures for ensuring the security of any cash held on the premises, including access to a
petty cash box or safe, key holders, and procedures to be adopted in the case of loss, for example,
notifying appropriate board or committee member and/or when the police should be called
n Fund-raising procedures and
n Contracting signing procedures, including authorisation of contracts placed for services
purchased by the service and for contracts placed with the service by outside purchasers
Budgets need to be constructed realistically and carefully monitored, to ensure that good management
can be practised. Careful costing of priority areas and any new projects is essential and reviews of overall
financial performance should not only be regular, but regularly reported to the governing body of
the service.
Two areas often overlooked in preparing budgets in voluntary services are the real costs of
administration, and the fact that good personnel practice has a cost. Further details of preparing
budgets in line with Full Cost Recovery guidance can be obtained from the Scottish Council for
Voluntary Organisations [SCVO].

General Management Standards

In preparing a financial management policy the service should ensure that the following areas are
agreed and clearly documented:
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Standard 1.4
There must be clear lines of internal communication.
Good lines of internal communication are important to ensure the efficient operation of the service and
as a mechanism for updating all staff in policies, procedures or priorities.
To comply with this Standard, there should be regular meetings for all individuals involved in the delivery
of the service.
There are two reasons for this Standard. The first is to ensure the efficient operation of the service and
familiarity of all with its key policies and procedures and any changes to these. The second is to ensure
a good flow of information about changes in case law and practice and other issues that may arise in
advice work among the different advisers in a service.
There are a wide variety of ways in which internal communication can be facilitated. Whatever means are
chosen, services need to consider some fundamental principles. Prior to deciding the most appropriate
means of communication, services need to define:
n What needs to be to communicated and
n Why this needs to be communicated
The means for internal communication may include:
n
n
n
n
n

Team meetings
Office intranet
Memos
Notice boards and
Supervision sessions

For any of these or other means that the service identifies as helpful, clear guidelines will ensure their
effective use. These guidelines should include:
n
n
n
n
n
n
n
n
n
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Agendas for meetings
When meetings will be held to ensure all appropriate staff and volunteers can attend
Length of meetings
The input expected from participants and any limits to their input
Whether meetings are intended to make decisions or are for information only
Any requirements upon staff and volunteers to attend meetings
Circulation lists of publications and updating materials
Procedures for ensuring notice is properly given and
Responsibility for taking and distributing meeting notes

Internal communication is only effective if people feel that it is focused and useful. For this reason,
good practice suggests that:
n Meetings should have clear agendas which are circulated in advance wherever possible. Openended, unstructured meetings can confuse as much as they can enlighten
n Meetings which are overlong are not a good use of resources. Meetings often overrun where
there is no clear agenda and where the facilitation of a meeting is not well controlled. Well
chaired meetings achieve more than meetings which are undisciplined
n Setting the times for meetings is also important. Bear in mind the needs of staff and volunteers
who have caring commitments or work part-time or only at some times during the week
n Where regular team meetings form an important part of internal communication mechanisms,
staff and relevant volunteers should be expected to attend, unless they have very good reason
for absence. Staff and volunteers will make excuses not to attend meetings if they think they
are not worthwhile, because they will normally prioritise their advice specific work, with such
meetings receiving a low priority
n Where internal notice boards are used, the service should ensure that these are regularly
updated

TIP Formal minutes are not always required for team meetings but an agenda and a note of the

main points discussed and any decisions made is a useful record. Notes should be filed for future
reference and shared with anyone not able to attend the meeting to make them aware of decisions
affecting them or their area of work.

P

Standard 1.5
Each service provider must be able to demonstrate that it is complying
with all relevant general legislation.
All services must stay within the law to protect those responsible for the planning, management and
delivery of the service from the risk of prosecution and to maintain public confidence in the service
delivered.
To comply with this Standard, service providers will need to demonstrate:

The need to stay within the law and to protect all of those responsible for the planning, management
and delivery of the service from the risk of prosecution is self-evident. In addition, as a service that
is concerned with protecting the legal rights of service users, service providers should place a special
emphasis on ensuring that they are above reproach.
This Manual does not provide an exhaustive list of the legal requirements placed upon service providers.
These are many and various, dependent in part upon the size of a service, the number of staff employed
and the type of work undertaken. In addition, services that are branch offices of organisations that
are based in England may be subject to English Law as well as Scots Law. All UK law affecting services,
whether passed at Westminster or Holyrood, is now subject to laws approved by the European
Commission.

General Management Standards

n Knowledge of the legislation relevant to the service (for example, Company Law, Charity law)
and its role as a service provider (for example, Public Liability Act) and as an employer (for
example, Health and Safety) and
n Evidence that current insurance provides the necessary protection, for example, Public Liability,
employer’s insurance, and so on
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Other general areas of law that are likely to affect most service providers include:
Offices Shops and Railway Premises Act 1963
Health and Safety at Work Act 1974
Management of Health & Safety at Work Regulations
Health & Safety (Display Screen Equipment) Regulations
Health & Safety (First Aid) Regulations
Employers’ Liability (Compulsory Insurance) Act 1969
Wages Act 1986
Freedom of information Act 2001
Transfer of Undertakings (Protection of Employment) Regulations 1981
Trade Unions & Labour Relations Acts
Employment Protection (Consolidation) Act 1978 (as amended by subsequent
Trade Union and Labour Relations Acts)
Employment Rights Act 1996
Chronically Sick and Disabled Person Act 1970
Disability Discrimination Act 1995 & 2005
Disabled Persons (Employment) Acts 1944 & 1958
Sex Discrimination Act 1975 & 1986 and 1999 Regulations
Race Relations Act 1976
Race Relations (Amendment) Act 2000
Equal Pay Act 1970
Equal Pay (Amendment) Regulations 1983
Human Rights Act 1998
The Scotland Act 1998
Special Educational Needs and Disability Act 2001
The Employment Equality (Religion or Belief) Regulations 2003
The Employment Equality (Sexual Orientation) Regulations 2003
The Charities Acts (for those whose head office is in England or Wales)
Companies Acts (for incorporated bodies)
Law Reform (Miscellaneous Provisions) (Scotland) Act 1990
Local Government Acts
OSCAR – charities regulator
Local fire and planning regulations and bye-laws
Areas of law that are likely to impact upon Information & Advice Services providers include:
The Consumer Credit Act 1974
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If providing any advice on financial matters, particularly debt, services are required to register with the
Office of Fair Trading and secure a licence to undertake this work. More detailed financial planning advice
may bring services within the scope of the Financial Service Acts and will require registration with the
appropriate regulatory body:
n The Debt Arrangement and Attachment (Scotland) Act 2002 and related secondary legislation
n Data Protection Acts
n Covering any information held about service users
n Freedom of information
This is not an exhaustive list and services should seek guidance about any statutory requirements that
may affect the service. Appropriate sources of further assistance include:
n Other advice networks – such as Citizens Advice Scotland, AdviceUK, Money Advice Scotland,
Rights Advice Scotland and Shelter
n Local Councils of Voluntary Service
n Scottish Council for Voluntary Organisations and
n Confederation of Scottish Local Authorities

TIP Individual agencies who are members of for example CAS or AdviceUK may be covered by

P

General Management Standards

group licences – check with your member organisation.
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2. Standards for Planning
These Standards aim to ensure that all members of the community have access to
high quality information and advice. The planning of services is a key component
of developing a quality service.

Standard 2.1
All service providers must be clear about the remit of their service and
the boundaries of their service.
The effective delivery of a service and the ability of that service to assess its work depends upon the
service establishing clear strategic aims and operational objectives.
To comply with this Standard, Type I providers will be required to produce a statement that identifies
the strategic aims and operational objectives for the service that includes:
n Why the service is provided
n Who the service is for and
n The type of service to be provided
All of those involved in the planning, management and delivery of the service should be able to
summarise these aims and objectives.
In addition, Type II and Type III providers will be required to evidence:
n The type of service to be provided, including any criteria for selecting different types
of intervention and
n What each type of intervention aims to achieve, for example, why you have opted for
a telephone service, or why you provide outreach as well as office based services

TIP One local authority serving a large geographical area where many people living in rural

communities have difficulties accessing services worked in partnership to devise and deliver
a homelessness advice phoneline. Using a variety of funding resources the partnership of the
Council, the local advice network and Citizens Advice Direct provide a free and impartial telephone
advice and information service. The service uses a combination of paid staff and volunteers. One
important lesson they learned was the need to be very effective in promoting the service. They
found that ongoing promotion of the service to council staff encouraging them to pass on details
of the resource to clients who approached their offices was a useful way of raising awareness in
the client group they were aiming to help.

P

The effective delivery of a service and the ability of that service to assess its work depends on
establishing clear objectives. What it does and why it does it, who it is for and what it hopes to achieve
are the fundamental questions that any service needs to answer.
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Service providers should also regularly review the remit of their service and the boundaries of their
service. The objectives of services may change over time. In some cases, this can be over quite a short
time period, for instance where a specific need has been identified, action taken and the specific need
has diminished. For other objectives, the time frame may be much longer. Regular review can:
n Refocus the service on what its primary and secondary objectives are
n Be used as an opportunity to examine the relationship of the service to the external
environment, for instance on new and changed levels of need to which the service may
wish to respond and
n Ensure that its vision is understood, by clarifying its objectives, restating its aims and
communicating the outcomes of this review to all stakeholders and partners
The statement does not need to be long but it should incorporate the service’s aims and objectives.
It should be underpinned by the values of the service and should be informed by the service’s
understanding of local needs.

Developing the Statement
If a service does not have a statement defining the service and establishing clear objectives, this should
be undertaken as a priority. There are a number of publications that can guide services in this process.
Services will need to decide who is going to be involved in this process – is it a task for the management
committee or board alone; will staff play a full part in the process; how will other stakeholders be
included in the process and what are their views? It may be appropriate to involve different interests
at different stages.

Standard 2.2
All services must undertake a regular exercise to determine the profile
of their local community and any special needs that may exist.
Services should be relevant to the needs of the community that they serve.
All service providers seeking to comply with this Standard will need to demonstrate that a community
profile is maintained and updated at least once every two years.

TIP Where different agencies are serving the same community it may make sense to share
community profiling information or to pool resources to create a community profile.

P

n Income deprivation
n Work deprivation and
n Housing deprivation

Standards for Planning

A community profile should provide the service with indicators of:
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The degree of depth required in the community profile is dependent upon the Type of service provided.
Type I providers will be expected to gather demographic data on:
n The number of people who are workless and claiming benefit within the service’s catchment
area
n The number of households in receipt of Housing Benefit / Council Tax Benefit / Income Support
n The number of people from minority ethnic communities and
n The proportion of households in owner occupation, private rented accommodation and social
housing

Type II and Type III providers will be expected to gather additional demographic information on:
n
n
n
n
n
n
n
n
n
n
n

The number of people over 60
The number of lone parent families
The number of single households
The number of people with long term limiting illnesses
The proportion of households in owner occupation, private rented accommodation
and social housing
The number of homeless persons
The number of households lacking two or more basic amenities
The number of people in rent arrears / Council Tax arrears
The take up of Working Tax Credit
The take up of Child Tax Credit and
The take up of Pension Credit

These categories may be adjusted depending upon the community that the service aims to target. For
example, a Young Persons project would not be expected to gather data on the number of people over
60, but may be expected to gather more detailed information on the profile of young people in its area.

Type II and Type III services will also be expected to produce an annual statement identifying any
specific advice needs anticipated for these communities. This should be incorporated into the Service
Plan required in Standard 2.4 (page 19).

Services should be informed by the needs of the community or communities that they wish to serve. In
planning a wholly new service, an extension of existing services, or any change in provision that relates
to the overall objectives of a service, providers should conduct research into the profile of the community
it serves, levels of need, existing service provision and likely future demand.

TIP There are other factors which impact on advice needs. For example, research indicates that
high levels of crime in an area increase demands for housing and money advice.
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It is worth noting that these demographic categories have been selected as they are seen as reliable
indicators of advice need, and that information is readily accessible and held by local authorities. When
gathering this information services should be aware that it is likely to be held by other people and huge
resources should not be needed to access other people’s information.
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Standard 2.3
All service providers must develop long-term plans that cover a period of
three to five years.
The maintenance of a quality service that is able to apply its resources in response to local needs is
dependent upon that service planning for the future.
To comply with this Standard, Type I providers will be required to evidence:
n An outline forward plan or strategy document that anticipates future resources and service
patterns
This should be supported by evidence in the form of, for example, management committee minutes, that
those responsible for the planning and management of the service monitor the service against this plan
at least annually.
In addition, Type II and Type III providers’ forward plan should include:
n Estimates of future need
n Consideration of the availability of other services in the locality
The maintenance of a quality service that is able to apply its resources in response to local needs is
dependent upon that service planning for the future. Planning helps to:
n
n
n
n
n

Set a sense of purpose and direction
Establish priorities
Establish how resources should be allocated
Provide a framework for evaluating proposals and opportunities and
Provide a framework for more detailed operational or work plans

The following ‘hierarchy’ of planning may help clarify some of these issues.
The Strategic Plan focuses on longer-term questions, set in the framework of the service’s aims and
objectives. It seeks to answer questions such as ‘Where do we want the service to be in five years’ time?’
and ‘How does our vision of where we want to be reflect on our mission (our aims and objectives)?’
Preparation of a Strategic Plan provides an opportunity to establish the context within which the service
operates. Strategic Plans are prepared at less frequent intervals, and are reviewed at stages during the
life of the plan.

The Service Plan (see Standard 2.4, page 19) is prepared for each year, along with the annual budget, and
will include the items noted in Section 1.5 (see page 135). As discussed in that section, individual work
plans are developed on the basis of the overall Service Plan for the year’s activity.
The Standard does not aim to be prescriptive in respect of forward planning by stating that all services
must have both a strategic and a business plan.

Standards for Planning

The Business Plan focuses on the activities, systems, skills and resources required to achieve the
objectives set out in the Strategic Plan. They are often prepared for a shorter period, usually around three
years, but with considerably more detail in the first year. They are subject to continuous review through
regular monitoring activity.
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There are useful publications that can guide services through the strategic and business planning
processes. We include a summary process below.
Forward planning will start from the basis of defining or reviewing the mission statement and reviewing
the achievements of the service over the last defined period, which may be the period of the last forward
plan, if the service has one, or another period, specifically chosen.
It can be helpful to start the process by involving those responsible for planning, managing and
delivering the service in an environmental review which undertakes a SWOT analysis of the service
(Strengths, Weaknesses, Opportunities and Threats). This can help clarify a wide range of issues that
face the service.
The next stages will involve defining where the service wants to go, for instance new service
development, extending existing services, changing services, ending services and so on. It is important
to look at the balance of activities in the service matched against its aims and objectives. For instance,
it may be a good idea to develop an education project on advice, but how will this type of development
impinge on the main activities of the service in delivering advice and information? Will it extend the
work that can be done, or will resource constraints mean that some existing work will no longer be
carried out? How will this impact on the level of need that exists in the community?
This process should then lead to setting priorities for the future.

TIP Developing an education project using a housing situation and covering issues of money

management, debt and welfare benefits is an opportunity to work with other advice providers
to understand and agree your respective areas of expertise. Developing this kind of working
relationship will help you to meet Standards 4.3 and 5.7.
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Once the service has defined where it wants to go, it will need to define what it needs to get there –
the overall resource needs of the service projected into the future. It will need to look at finance, skills
needs and the costs of achieving the skills required to develop and maintain services into the future.
Investment decisions, such as new computer systems or a move to new premises, also form part of
the plan.

TIP Good practice suggests that whilst planning may seem to be a resource demanding activity,
particularly for smaller services, the investment in planning does pay off enabling the service to
avoid the stresses of crisis management and enabling it to meet its defined aims and objectives
in the most efficient and effective way.
Both strategic and business planning require time. It is important at the start of the process
to set out a clear timetable and build in a realistic amount of time for each stage of the process.
This is particularly important if the service wants to ensure that the process can include all
relevant contributions, from staff and from committee members. Despite the time demands the
planning process is an empowering process within a service and can increase the effectiveness
with which services pursue their objectives.

P
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Standard 2.4
All services must produce an annual service plan that seeks to ensure the
best match between the needs of service users and the resources available
to provide the service.
The effective delivery of services is greatly assisted by the careful planning of services. The service plan
is part of the forward planning process, but specifically focuses on the current strategy for the service.

Type I providers seeking to comply with the Standards will need to produce an annual service
plan which:

n Identifies current resources
n Identifies the service that will be provided, including location and hours of operation and
n Identifies the service’s relationship with other service providers in their locality

Type II and Type III providers will need to ensure that their annual service plan also:
n Specifies methods of service delivery including office based, surgeries, home visits, telephone
enquiries, and so on
n Identifies the estimated number of service users by Type I, Type II and Type III and
n Identifies the service’s relationship with other service providers in their locality
This should be supported by evidence in the form of, for example, management committee minutes, that
those responsible for the planning and management of the service monitor the service against at least
once every three months.

TIP The service plan should be summarised and available to service users and potential
service users.

P

The service plan should follow and be consistent with the service’s Mission Statement or Statement of
Aims (see Standard 2.1, page 138). As with the earlier section, the service plan is needed in order that the
service knows what it is doing, why it is doing it and how it is going to do it.

Effective planning also helps to identify gaps in resources. These gaps can be filled in a number of ways.
The extension of a service through effective planning does not necessarily mean that new financial
resources are needed. It should mean that a service is using its existing resources more efficiently and
effectively, possibly through changes in working practices, through partnership working with other
services or in a number of other innovative ways.
Planning may show that shifting resources from one area of the service to another can achieve
more effective delivery to particular need areas. It can also identify areas where a pooling of skills
and resources, for instance between services or by eliminating duplication of services, can ensure
a more focused or wider service. Planning helps to set the objectives and targets which are essential
in monitoring and evaluating that service.

Standards for Planning

Careful planning means looking at the skills and the resources that are available and employing them
as effectively as possible to meet the needs of the service users, to ensure that the best quality of service
can be provided within the given resources to the greatest number of people. It is a recognition of the
priorities of a service in the deployment of all its resources, financial, physical, and human, including the
best use of the skills of individual staff members.
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Home-visiting services or mobile advice services may be part of a service plan. It should be noted that
whilst these methods of delivery can improve access they are resource intensive. Such services therefore
need clear guidelines on who the service is for. For example, is it for the housebound or for all those who
cannot easily reach the centre because of lack of transport?
The Standard sets clear guidelines for what needs to be included in the service plan. The service plan
enables services to set individual work plans for staff and volunteers as appropriate. It is an opportunity
to establish targets and where these are being set for individual staff, they should be developed as part
of the service plan. Increasing the level of skills available to the service through the recruitment of new
staff and volunteers should be included, as should training plans.
The plan should be developed and published on a regular basis. In many services, staff members
will develop the service plan. This may be a process undertaken by senior staff in a larger service (for
instance by the management team); it may include specifically requested inputs from staff with specific
responsibilities. In smaller services, it may be a designated task for one member of staff, or undertaken
by the staff team together or in partnership with the management committee.
It is the responsibility of the Board or management committee to receive and approve the service plan,
because it involves the strategic direction of the service and carries resource implications. Management
information should be provided regularly to the Board on the progress of the plan, for example, in
meeting any targets set or any adjustments required to respond to emerging needs or pressures.

Standard 2.5
All services must regularly review their work against the aims and
objectives for their service and make the results of these reviews available
in a publicly accessible format at least once a year.
The maintenance of a quality service requires that those providing the service monitor and evaluate their
work and integrate any findings into the future development of their service. All services complying with
Standards 2.1 to 2.2 (see pages 138 to 139) should have developed mechanisms for review. This Standard
seeks to ensure that services are accountable in their planning and review to their stakeholders.
All providers seeking to comply with this Standard will require:
n Documented evidence of collation of service statistics, analysis and consideration by those
responsible for planning the service and
n Documentation available on public accessibility of this information (for example, inclusion
in Annual Report, Service Review, and so on)

TIP Many services are confused about the difference between monitoring and evaluation.
For the purposes of this guidance:

n Monitoring is both a tool for evaluation and a way of providing essential management
information. It is defined as the collection and recording of information relevant to the
operation of the service. It enables regular feedback to be provided on the outputs of a
service, but cannot assess the quality of outputs or outcomes of a service’s work.
n Evaluation is an overall assessment of the performance of the service in meeting its aims
and furthering its values. It can vary from the evaluation of specific activities or parts of a
service through to the review of the service as whole.
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An annual review should look at the work of the past year and evaluate it, to enable the work for the
following year to be planned, building on the successes and remedying the failures of the past year.
As noted above under service planning, each service should set priorities for the year ahead and identify
the key targets which will indicate whether the service is continuing to meet the needs of its service
users. The review is then built into this process as an integral part of the planning cycle.
The annual review will also inform the review process of the strategic/long-term plan. Aspects of the
strategic plan can be assessed against the outcomes for the year, and longer-term assumptions can
be adjusted as a result of this process. At the micro level, the annual review can also be used to adjust
individual work plans and priorities and identify where any gaps in meeting the current needs of the
service are occurring.

TIP Services need to accept that it may not be possible to review every element of the service

at one time. It is important to identify those areas which are key to the service and those areas
on which a special focus should be held in a particular year, for example education and outreach
work, networking, research and publications. A rolling programme of review can then be
developed which will aim to focus in depth on other areas of the service in subsequent years.
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The review should look, however, at both service delivery and the administrative systems which facilitate
and record interventions.
Areas that should be examined in the review process include:
n The annual plan and how far it was achieved; what the shortfall areas were; how any specific
targets were met or not
n The functioning of administrative systems, including data collection methods
n Individual work/caseloads
n Customer feedback, including action taken as a result of complaints
n Staffing records, including leave, sickness, training, and so on
n Publicity and public relations
n Policy and procedure compliance, particularly in respect of equal opportunities and courtesy,
and so on and
n Any special focus areas (as noted above)
Where staff alone are involved in the annual review process, a regular report should be written for those
with overall responsibility for the planning of the service, such as management committees.

TIP It is important to remember that services are being provided for the benefit of users.
The review cycle should also include an impact assessment of this aspect of your service.

P

Standards for Planning

The review process should be part of a wider commitment of a service to ensure that it is providing
value for money and that it is meeting need. It is important, therefore, that service providers find ways
of ensuring that the outcomes of reviews are published and distributed. This may be through an Annual
Report or through specific reports.
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Standard 2.6
All services must be subject to regular independent review
and/or evaluation.
Reviews or evaluations are tools for ensuring the relevance, efficiency and effectiveness of a service.
They are an essential management tool to ensure the ongoing development of a quality service and
provide means of demonstrating an agency’s competence to the public and other stakeholders.
For local authority provided services this could include best value reviews and equality impact
assessments undertaken by another part of that local authority or by an independent contractor.
For local authority or registered social landlord services this could include The Housing Regulator
inspection reports where these have looked in detail at the advice component – however, this would
only be relevant for those agencies offering only homelessness related advice.
For Citizens Advice Bureaux this may include the membership review.
Other evidence may include where advice provision has been reviewed in a locality (for example, as part
of a local authority review of advice provision). An individual agency should be able to demonstrate that
the conclusion in such a review covers their agency and that any recommendations emerging have been
reviewed by their governing body.
If an external review has not been possible, an internal review must involve, as a minimum, consultation
with service users and other stakeholders.
A review should cover:
n Service remit (see Standard 2.1)
n Efficiency – the functioning of administrative systems, data collection methods, staffing records,
case loads and value for money
n Effectiveness – the extent to which the targets in the annual or business plans have been
achieved and future plans for meeting any shortfalls
n Impact – the outcomes of the advice on individual service users and the wider community and
n Relevance – the views of service users and other stakeholders on the future priorities for the
service
All reviews and evaluations (and summaries of reviews and evaluations) should be made publicly
available.
Agencies that are audited through the National Standards accreditation scheme will be able to use the
audit to demonstrate that they have reviewed the quality of outputs and the efficiency of their service.
The audit will also seek to establish that they have systems for ensuring the continued relevance of
their service. However, it does not make a judgement on how relevant the service is – prior to securing
accreditation agencies will need to demonstrate that they have sought the views of service users and
other stakeholders and that this evidence has been used in reviewing the remit of the service.

TIP One advice provider which has achieved accreditation has two Council link officers on

the Board of Directors. The link officers have a role in monitoring the performance of the project
against the service agreement and undertake an annual review of the service agreement acting
as a first point of contact between the advice provider and its funders and working with them
to resolve any difficulties.

P
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3. Standards of Accessibility
and Customer Care
Services operating to these Standards should be accessible to all members
of the community and operate with the highest standards of customer care.

Standard 3.1
All service providers must be committed to providing equity of access
to services for all.
A quality service is dependent upon services being available to those members of the community most
in need without discrimination either at the point of service delivery or in the planning of which services
are to be delivered and how those services are to be delivered. This does not preclude providers from
identifying particular client groups or ensuring their services are targeted at those in greatest need.
All service providers seeking to comply with this Standard are required to have a clear statement of
intent with regard to meeting the needs of all. This applies except where the aims and objectives clearly
define them as a specialist service for a defined sector of the population. The statement should explain
how the service intends to implement this policy and how it intends to measure its effectiveness in
meeting this policy.
All of those involved in the planning, management and delivery of the services should be able to explain
the service’s policy and how this impacts upon their role.
The overall effectiveness of any strategy for information and advice depends upon a range of providers’
ability to serve the whole community and upon recognising the special needs some individuals and
minority communities may have in accessing and benefiting from the service provided. Considerations
of both equity and equality of opportunity must be an essential part of each service’s work.

n Age
n Disability
n Faith
n Gender
n Race
n Sexuality
In addition, good practice emphasises the importance of equal opportunities in underlining all of the
policies, procedures and practices that are a fundamental part of ensuring access – both to the service
and to employment within it.
Training is an essential part of this process, in developing awareness in staff, volunteers and
management committee members about the barriers that can affect people from disadvantaged,
oppressed and marginalised groups. This includes the development of a sensitive approach which
can benefit all service users.
Where a service offers a clearly designed service for a defined sector of the population, this needs to
be indicated in the mission statement. However, any Equal Opportunities Policy needs to show that
practices and procedures within the service are not discriminatory, but reflect the operational objectives
of the service in a public and open way.

Standards of Accessibility and Customer Care

There are legal requirements about equal opportunities in relation to both employment practices (see
Standard 5.1) and service delivery. Legal requirements are focused on six equality groups:
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Equal Opportunities awareness includes addressing the issue that some groups within the community
may not see themselves as oppressed or disadvantaged. Services need to look sensitively at these issues
– they need to aim for a comprehensive approach, which ensures that specific groups are mentioned
where, in the opinion of the service, there may be indirect or hidden discrimination as a result of the
service’s practice or where perceived discrimination may deter members of these communities from
seeking their rights or access to services or employment.
In drawing up an effective and meaningful equal opportunities policy, services must take account
of the fact that discrimination can take many forms, some of which may not be obvious. This is very
different from just acknowledging direct and indirect discrimination. For instance, in the field of
disability awareness, it is important to understand that disability can take many forms, some of which
are not obvious. People with visual and hearing impairments are not obviously disabled in the way that
wheelchair users are, but can be significantly affected by the ways in which services are delivered.
Standards 3.3 and 6.1 provide additional information on ensuring accessible premises. This may be
supplemented by reference to the Standards produced by the Scottish Accessible Information Forum:
www.saifscotland.org.uk/publications/publicat.htm.

TIP Equal Opportunities Policies need to incorporate the following elements:
n A clear statement of policy which should include employment practice, governing structures
and service strategy
n Definitions of direct and indirect discrimination (see below under Legal Requirements)
n What responsibility the service takes in respect of equal opportunities – this section needs to
address the action that the service will take in ensuring compliance with its statement, and
may indicate key activity areas where the policy will be implemented
n What the responsibility of the individual is within the service – clearly, implementing the
policy not only requires the service to commit itself, but also requires the active commitment
of all its staff and volunteers
n Monitoring and review and measuring effectiveness in equal opportunities – the policy
should include reference to the ways in which progress on equal opportunities will be
reviewed and monitored by the service (this may be included in the section above on the
service’s responsibilities)
n Training and awareness development – this area needs to be covered in the policy, including
a commitment to provide appropriate training
n Grievance and disciplinary procedure in respect of breaches of equal opportunities – many
equal opportunities policies contain specific clauses which relate to the grievance and
disciplinary procedures of the service
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Standard 3.2
All service providers must have a clear commitment to treat service users
with respect and be clear about any expectations of behaviour they have
of service users.
Ensuring access to the service and ensuring that the service users may apply the information or advice
given is greatly assisted by a service maintaining a level of courtesy to all. This is particularly true in any
cases where service users may come to a service in considerable distress or may not be able to present
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themselves in the most favourable light. The courtesy commitment is a two way process and services
should expect a level of courtesy in return which includes an absence of abusive behaviour which may
threaten staff or restrict the access of other service users.
All service providers should be able to evidence their commitment to this Standard by a written policy
that requires all of those involved in the delivery of service, including non-technical staff, such as
reception staff, to relate to the public in a courteous and respectful way. Compliance with the service’s
policy may be evidenced by:
n
n
n
n

A statement of customer care displayed in public spaces (such as reception areas)
Customer care training for staff
Telephone skills training for staff and
Anti-discrimination training for staff

TIP Any expectation that the service has of its service users – including what may cause the
service to be removed, for example, meeting appointment times, the use of verbal abuse, and
so on – should be documented and prominently displayed.
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Standard 3.1 stresses a need for service providers to ensure that there are no barriers which exclude
people from access to the highest standards of service provision. In emphasising the need for a courtesy
commitment, good practice suggests that users of a service be treated with the courtesy and respect
that will enable them to feel enough trust to support them through what may be a distressing period
in their lives.
In addition, people wishing to use a service may have their access restricted by the behaviour of other
users. For this reason, it is important to provide explicit information on the behaviour expected from
service users generally and have procedures for dealing with unacceptable behaviour.

Services should ensure that any expectations stated in this policy should also be included in other
appropriate policies and procedures, for instance in the complaints procedure and in employment
procedures. Disciplinary procedures should be reviewed to ensure that they clearly specify how breaches
of this policy will be handled. Training for staff to support the implementation of this policy should be
undertaken.
Services may wish to develop policies that specify the type of behaviour that they will not accept from
service users, for example, behaviour that may endanger their staff or that may restrict access to other
users. This may include physical or verbal violence or aggression, racist or sexist behaviour, remarks
or comments or other threatening behaviour directed at staff or other users. It may also include a
prohibition on the consumption of alcohol by users in waiting room areas or smoking in non-smoking
areas.
Policies aimed at service users should be written in clear language and displayed in a prominent position
in public areas, for instance the reception area, waiting areas, interview rooms, and so on. It should be
presented in a format that will clearly communicate the expectations of the service provider to its users.
Where appropriate, it should be translated into other languages. Sanctions for any breach of the code for
service users should also be displayed. These may include asking people to leave, for instance if they are
abusive or threatening as a result of substance misuse, to the circumstances in which the police would
be summoned.

Standards of Accessibility and Customer Care

The policy should include the explicit standard of behaviour expected from paid and unpaid staff in
dealing with the public, either in person, on the telephone or in any written communications. This will
include the use of appropriate language and behaviour; how the service will deal with offensive remarks
that may be aimed at specific types of users; appropriate conduct in public areas of a centre such as
inappropriate consumption of alcohol whilst at work, or other activities which may diminish the user’s
confidence in the professionalism of the service; things which could cause affront to service users, for
instance inappropriate posters or pictures in public areas; expected standards of dress and cleanliness.
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Services providing advice through home visits should pay particular attention to ensuring that staff
respect the conventions within the homes of the people that they are visiting. Similarly, identification
should be considered for staff and volunteers for individuals attending home visits; some public services
have introduced code words that can be used with the elderly and with visually impaired users of service
to assure them of the visitor’s bona fides. Wherever possible appointments should be made in advance.
The safety and security of the user of service should be considered in all cases.
Services must also consider the safety of staff and volunteers. If there are any doubts about safety,
services should always err on the side of caution. Records should be kept of when and who staff are
visiting. Where staff or volunteers feel that their safety may be jeopardised or their professionalism
compromised, agencies should accept that accompanied visits are appropriate. Some staff carry mobile
phones and use a buddy system with colleagues to keep each other in touch. Where a member of staff
has encountered a difficult situation time should be allocated for debriefing.

TIP Home visits
You must also consider cultural factors in going into people’s homes. For example, it would be
inappropriate for a man to undertake a home visit to an unaccompanied Muslim woman.
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Standard 3.3
All service providers must have procedures to review their premises at
least once every three years.
The quality and maintenance of premises play a crucial role in ensuring access to a service. Access in
this context means not only physical access, but also people’s willingness to use a service because of its
location and its appearance. This standard does not apply to Telephone Helplines.

Type I providers seeking to comply with this Standard will be expected to have procedures to review

the premises from which the service is delivered (including own offices, outreach and surgery locations)
at least once every three years. This should include:
n Physical accessibility for those with physical and sensory impairments and
n Location to ensure that it is relevant to the service’s catchment area
This should be produced as an action plan or strategy paper.
In addition, for Type II and Type III providers this review should include:
n The adequacy of resources such as confidential interview rooms

Further requirements regarding premises can be found in Standard 6.1 and regarding confidential
interviewing space in Standard 3.9. These Standards should be referred to in planning a premises review.
There are four main areas that a review of premises should cover:
n
n
n
n
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Location
Accessibility and adaptations
Services and resources and
Health and safety

The primary consideration for an advice service in terms of premises is its location. The location should
be tested against the catchment area established for the service. Many services will not have any choice
if they already have established premises, but this does not mean that the premises position should not
be regularly reviewed as part of the planning process. Even where there are many constraints within
existing premises, imaginative thought can make them more attractive for current and potential
service users.
Even where the location is appropriate, the premises themselves may not be adequate. The decision
services have to consider in these circumstances are do we move, or do we stay put and make
improvements to the existing premises? It is important to consider whether a move would improve
the whole range of factors that need to be considered in relation to premises – services should prepare
their own checklist of what is important and weigh each consideration. Where standards are not met
at present, services should draw up timetables and costings to achieve the standards within a realistic
time frame.

TIP Where the cost of travel to the service premises is an issue, some providers’ procedures allow
them to pay fares to assist clients to come to the service.
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Accessibility and Adaptations
Improving access is a core aim of these Standards. Physical barriers to access can be one of the most
difficult factors in reducing overall access to information and advice. It is important that services develop
disability awareness in all aspects of their work, and this is particularly critical in relation to premises.

Advice on improving access for disabled people is readily available from local and national groups of
disabled people. Many of these groups already undertake premises audits for a range of service providers
and provide advice on relevant adaptations. It should be noted that there is now a legal requirement
upon all service providers to provide access, or make reasonable alternative provision, for disabled
people. In undertaking premises reviews consideration should be given to these legal requirements and
to alternative ways of delivering service – elsewhere by arrangement or by home visits. Further guidance
on developing physical accessibility for disabled people to information and advice services is available
from the Scottish Accessible Information Forum: www.saifscotland.org.uk.
The costs of adaptations can appear daunting. However, without such adaptations a service may, in
effect, deny its service to those most in need. The adaptations made to improve access for service users
can also be beneficial in terms of staff and volunteers. Improving disabled access to premises means that
a service can recruit both staff and volunteers with disabilities.

Services and Resources
The availability of confidential interview space is a requirement under Standard 3.9 for Type II and
Type III providers, to ensure that current service users receive a confidential and private service.
Services may wish to note that office based advice sessions are not the only way of delivering services.
Services with inadequate office premises may wish to consider other means of confidential service
delivery, such as home visits or telephone advice.
Reception space provides many service users with their first impression of a service. If people are
to wait for longer than 20 minutes it is important to provide distractions, such as books, magazines,
board games.
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As well as wheelchair access, there are other things that should be considered. For example, directional
notices in Braille, paint applications or raised services can help visually impaired people find their own
way about premises. Induction loop systems and minitel in interview rooms can help those with hearing
impairment who wear hearing aids. Loop systems in particular need not be expensive to install. Toilets
should be available in all premises. At least one of these should be adapted for people with mobility
problems, not only to provide wheelchair access with sufficient space for a wheelchair, but also with a
raised seat, handrails, wheelchair level washbasin and call system in case of emergencies. Doors with
hinges that assist entry and ramps are also important for people with mobility problems.
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For service providers operating in areas with people from some minority ethnic communities it may be
important to have a space where women can wait separately from men who are not of their immediate
family. If there is not enough space for this in reception, a service may consider an arrangement whereby
women or men are ushered into an interview cubicle upon arrival.
Many people accessing information and advice services will need to bring their children with them.
It can be very distressing for a parent if they have to wait for some time to be seen and there is no
distraction for their children. Whilst not all services will be able to provide either a dedicated child’s
play space or crèche facility, even a small area with some cushions and a box of toys and books for various
ages can be a great help. Parents with prams and pushchairs are also assisted by the adaptations made
for people with mobility problems. The installation of a nappy changing table (where space is limited this
can be a foldaway table) in a lavatory can be very helpful.

TIP For service providers operating in areas with people from minority ethnic communities

a quiet and appropriate space for staff and service users to carry out religious requirements
should be considered. This can be a cubicle or other room with a different use set aside for
religious purposes at specified times. It should not be next to the toilets or the kitchen (although
people should be able to wash as necessary) and it should be free of distractions and not include
inappropriate imagery (including any representations of people). It should be clearly indicated in
reception, staff information and meeting spaces.
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A key question that many services fail to address is whether they are making the best use of available
space. It can sometimes be helpful to ask an architect to look at premises and to give advice as to
whether more efficient use could be made of the space. For example, is the meeting or training room
currently under-used? Is there a room somewhere nearby that could be used for training or meetings
thus freeing up this space? Would budgeting for the occasional use of other premises free up space
that could be converted for interview rooms or as an improvement on current reception space? Would
it be cheaper to do this than to move and lose a good location? Analysing all the options is important
in ensuring that premises are suitable for the service that is offered.
The general aspect of premises is important. Keeping premises clean and brightening premises up
can make the service a more welcoming place. Painting and decorating, using pictures and plants,
the arrangement of the furniture can all make a difference between a depressing environment and
one that feels friendly.

Health and Safety
Under the Workplace Regulations (Management of Health and Safety at Work Regulations 1992),
employers are responsible for ensuring that the service adheres to the following requirements:
n Working environment – temperature, ventilation, lighting, room dimensions, and the suitability
of workstations and seating
n Safety – safe passage of pedestrians and vehicles, windows and skylights, doors, gates, floors
and falling objects
n Facilities – toilets, washing, eating and changing facilities, clothes storage, drinking water, rest
areas and rest facilities for pregnant and nursing mothers, and
n Housekeeping – maintenance of workplace, equipment and facilities, cleanliness and removal
of waste materials
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Staff safety is a key responsibility for all services. Health and Safety issues are covered by legislation,
and form part of an employer’s statutory responsibilities. Other issues, which are not covered by the
law, should be seen as important for services. With regard to premises, services should consider the
good practice points below.
n Interview rooms should be fitted with panic alarms
n Interview rooms should be clearly visible from space that is in constant use by others –
for example, facing the reception area if this is staffed
n Interview rooms should have windows facing onto an area in constant use by others –
for example, doors should be fitted with glass panels
n Seating arrangements in interview rooms should ensure that service user is never seated
between the adviser and the door
Every service should draw up a health and safety policy which goes beyond the statutory minimum,
and addresses issues of safety in the service and for service staff in working with service users.
Identifying good practice procedures which are service specific and deal with situations likely to be
encountered by the service and its staff and volunteers is recommended. Where necessary, resources
should be identified that can be applied to improving safety in a service. Other areas of staff safety
that service providers should consider include:
n Advising staff never to interview when alone in the premises
n Developing a policy on dealing with violent users – this will relate to the requirements in
Standard 3.2
n Considering training for staff in coping with difficult or potentially aggressive service users –
training in conflict avoidance and assertiveness can help staff develop strategies for dealing
with potentially difficult situations
n Setting up a reporting system for incidents and ensure that they are documented; and
n Developing a safety conscious attitude in staff, particularly if they are involved in evening
or out of hours work and home visits

Implementation Guidelines
Clearly, many of the good practice notes above are resource demanding. There are possible sources of
help available to carry out some types of improvements, for instance grants for adaptations to improve
disabled access. Local authorities and councils of voluntary service should have local information on
these. Before undertaking any such improvements, however, service providers should speak to local
disability groups about their views as to the best way to improve access.

In reviewing premises needs and finding ways of meeting the standards, networking with other services
can help in identifying premises for outreach work or to fill a need for additional space, for example, for
meetings and training sessions.
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In general, it is helpful to ask service users for feedback on how they feel about the premises and ask for
suggestions. Services have often found that doing this results in donations of chairs, curtains, toys for
children, and so on.
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Standard 3.4
All service providers must regularly review the methods of delivery
for their service to ensure both accessibility and the effective use of
resources.
Access to services and reviewing the methods of delivery against the aims and objectives of the service
can ensure the effective use of resources.

Type I providers should be able to demonstrate that the service has a process for reviewing each
method of delivering information at least once every two years.

In addition, Type II and Type III providers should be able to demonstrate that this review includes
consideration of:
n
n
n
n
n
n
n

Traditional office based information and advice
Telephone helplines and advice
E-mail enquiries
Internet information
Surgeries and outreach in other services’ premises
Home visits and
Impact assessment

All service providers should be able to demonstrate that this review includes consideration of the
services provided by other services and the views of different groups of current and potential service
users.
Home-visiting services can greatly improve accessibility. However, this is a resource intensive method
of delivery and services should be clear about who can and cannot access the service.
The rapid development of information and communications technology is likely to have a dramatic
impact upon the way in which information and advice services are delivered. Changing methods of
delivery will also change the profile of service users. It is therefore important to review the methods
of delivery regularly to ensure that the service is meeting the needs of its local community.
For example, e-mail enquiries have been identified by a number of people with sensory impairments and
impaired mobility as a preferred means of accessing services. The rapid introduction of this technology
is likely to increase demands for services delivered in this way. Similarly, if a service discovers that it is
failing to attract young people in its area it may decide to make its own premises more attractive to this
group or operate a surgery at a youth group.
Alternatively, an information provider may have a large printing budget for its leaflets. However, if people
in the area have ready access to the Internet – for example, in public libraries or through digital TV – the
information may be better placed on the Internet.
Reviewing the methods of delivery is a key element in ensuring that the service is both accessible and
efficiently run.

TIP The review will need to consider whether current methods of delivery are the most effective
means of meeting the aims of the service and reaching its target service users and must take
into account client feedback on accessibility and effectiveness. The resources applied to current
methods of delivery and resources required to provide services with alternative methods should
be part of the review. This should be accompanied by an analysis of service use against the
community profile and under-represented groups should be asked what might make the service
more attractive to them. This should be informed by knowledge of what other services are
provided in the area.

158

P

Standard 3.5
All service providers must regularly review their hours of service to ensure
that these meet the needs of their current and potential service users.
Traditional office hours of opening may exclude many people most in need of services from accessing
that service.
All service providers are required to demonstrate that their service has a process for reviewing hours
of service at least once every two years.
Community needs change over time. Many existing advice and information services were established in
the 1970s, 1980s and early 1990s at times of very high unemployment. For many service providers their
target service users could easily attend advice services during normal office hours, but this is not always
the case. Whilst most services are likely to continue to experience high levels of demand, for many the
profile of service users is changing. To ensure that the service can continue to meet the needs of its
community regular reviews of hours of service are required.
The review of opening hours should consider who is using the service and at which times. This should
be tracked over a period of time to identify any changes. This information should be compared with
the community profile and any variance noted. If any groups or communities are under-represented
in service use the service should consider the impact of changing the hours of service. This may be
undertaken by consulting with those potential service users about the impact of operating with
different hours of service or by running experimental sessions and monitoring use. It is important
to factor in consideration of the hours of service of any other service providers in the locality.
In running any experimental new hours of service these changes should be publicised.

Standard 3.6
All service providers must ensure that potential service users are aware
of the service that is provided.
Services should ensure that their target service users are aware of the services available. To ensure
that this is the case, services should regularly publicise their services using appropriate media (such
as leaflets, posters, and referral networks).
n Produce a marketing plan or promotional summary that details how the service’s target users
will be informed of the existence of the service. This should be clearly linked to the community
profile and needs assessment requirement in Standard 2.2
n Identify a separate promotional budget.
It is important that information and advice is available to all. Services can play a key role in this by
ensuring that their target service users are aware of the service available. Regular publicity is essential.
Communicating what a service does ensures that it continues to reach those people who have a need
for the service. Even when a service is over-stretched, it is possible that some groups are excluded from
the service because they do not know about it, rather than because they do not need it. Services should
never assume that just because they are well known in their local area everyone who needs the service
can find and access it.
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To comply with this Standard, all providers are required to:
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For some services, the promotional strategy may need to describe how the service will limit demand
to an acceptable level in line with service resources, rather than seeking to encourage additional
use. Services that experience heavy demand at certain times may wish to consider explaining that,
for example, Mondays are very busy and that callers may receive a quicker response on Wednesday
afternoons.
Contingencies and emergencies may also arise which need to have a procedure – for instance how will
the service inform its users if the service has to be curtailed because of staff holidays coinciding with a
flu epidemic? In addition, emergencies can arise in which the service is asked to assist, for instance in a
local catastrophe. Changes in legislation that may impact quickly on some service users and the service
will decide to set up special sessions to provide an effective service in these instances.
The service needs to publicise what it does, when it is available and how it can be accessed. Specific parts
of a service that may be relevant to particular groups should be publicised in different ways. For instance,
if a service is open on one evening a week for people who are in work and cannot reach it in normal office
hours, it should ensure its publicity reaches relevant places and is worded in such a way as to show that
this is what this session intends to do.
If a home-visiting service is offered, it needs to be clearly publicised. Remember that if the only place
people can pick up leaflets or information about a home-visiting service is from the advice centre, people
who can’t get to the centre will not know about this part of the service. Networking with other agencies
whose staff or volunteers regularly visit people in their homes and asking them to give out information
leaflets out can extend the range of information about the service. Using the local media – newspapers
and local radio – can also help with this type of publicity.
If a home-visiting service covers anyone living in an outlying area, because access to transport is difficult,
or if it is designed to serve only the elderly and house bound, it should ensure that its publicity indicates
this to avoid inappropriate demands for this part of the service. Publicity can also explain why callers
may receive a quicker response on some days rather than others, and how long they may have to wait for
an interview.
In addition, publicity is a means to ensure accountability of the service to the wider community, through,
for example, publicising annual reports. Services should also publicise any changes that are made to the
service as a result of user feedback, for instance as a result of a user satisfaction exercise or as a result of
complaints that have been received.
Publicity should be budgeted for as a regular activity. Services cannot assume that advertisements in
the local paper, which may be free, are as much promotion as is needed. A budget heading is needed for
publicity, and a programme should be developed and costed.
Publicity needs effective distribution.
Which is the best local paper for advertisements?
Which are the important notice boards in community centres (for example, health centres, churches,
and so on)?
Are there shop windows which are used by other services for posters?
Is it best to leave bundles of leaflets in the local health centre, or could the service ask staff there who
visit outlying areas or home visit to take the leaflets with them?
Is a door-to-door delivery of leaflets in a particular area helpful?

TIP The promotional strategy will need to decide who the service needs to reach and research
how it can best reach them. For example, if monitoring shows that a service is reaching very
few young people, but they have a need for advice and information, research the best means of
reaching them. This may include talking to community education and youth workers, putting
posters up in local youth services and other places where young people gather.
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The scope of promotional material may include:
n Leaflets – which specify: the service available; when it is available; how it can be accessed
(through drop in, appointments only, telephone, home-visiting, and so on); what to expect when
the service is contacted, plus any other facilities that are offered (for example, a crèche); leaflets
should be available in relevant community languages
n Posters – which publicise the service and its opening hours, placed on public notice boards,
in shop windows, and so on; these do not need to be expensive, but must be clear and
unambiguous
n Using the local media – local newspapers and radio always want local news and often carry
specific slots for service information; local radio is a particularly effective way of getting
immediate messages across, for instance, if a service is likely to be closed or limited for a short
period, or if it is targeting a particular group because of a change in legislation
n Using other services – through, for example, newsletters sent out by other services, which could
carry an advertisement for the service or an article about its work. This can be helpful if a service
wishes to reach a specific target group
n Websites – increasing numbers of information and advice providers are setting up their own
web pages; these can be a useful means of providing information, both about the service and
about advice topics and
n Corporate publicity – which is service specific; for example, in Council newsletters

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

To comply with this Standard, all service providers should have plans for meeting the needs of people
in their communities for information in accessible formats/appropriate languages. This may include
self-production of the material or partnerships with other providers.
Where such formats/languages are not automatically available, the plan should include a means to
ensure the provision of information in alternative formats/languages to be timely, with people being
able to receive such information within a time agreed between the service user and the information
provider. This may include provision of the information directly or sign-posting agreements to other
services that agree to undertake this work on the service’s behalf.
Increasing access to a service includes being aware of the needs of people who may have difficulty with
spoken and written English. This need applies not only to people whose first language is not English, but
also to people who are hearing and speech impaired or who have literacy difficulties.
Services should also be aware of the barriers to advice and information if they do not use clear
language in all communications. Much written material can be impenetrable, and a barrier to effective
communication. Effective information and advice work is part of the empowerment process – services
must ensure that they help people to know the questions they should ask, as well as providing them
with answers to those questions. In some cases leaflets which are over reliant on the written word may
be a barrier to people with learning disabilities or literacy needs. Visual images, used in a non-patronising
way, can convey information effectively.
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Services should ensure that all written information can be produced in a way that is impact assessed
to ensure it is accessible to disabled people and people whose first language is not English. This may
include provision for the translation of leaflets or the development of all alternative means of ensuring
accessibility. It should be noted that, with regard to disabled people only, this Standard is a statutory
requirement.
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Local authorities and community relations councils should be able to provide services with a profile
of the languages appropriate to their area. They also may have resources available to facilitate the
translation of materials.
Local disability groups and the Scottish Accessible Information Forum (SAIF) www.saifscotland.org.
uk/index.htm can provide further details of the range of alternative formats that may be required.
Information held digitally (for example, on computer disk) is often relatively easy to translate into
different formats such as large type, Braille and so on, and new technology is becoming available to
turn written text into synthesised voice texts. SAIF produces a directory of services providing alternative
format services.
For other languages and alternative formats, service users should not be unduly disadvantaged by having
to wait long periods for translated materials. The translation resources available in different parts of the
country vary considerably. However, service providers should develop a policy, and inform service users,
on how long people should wait for such materials.

TIP It should be noted that the translation of materials can be costly. Services should work with
other services in their areas to ensure that, between them, no one is excluded from access to
information.
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Standard 3.8
Services must not disadvantage users whose first language is not English.
All Type II and Type III services must have access to interpreters in
appropriate languages and clear procedures for the use of interpreters.
Services should be accessible to all members of their communities and individuals should not be
excluded from service use, or receive a qualitatively different service, because of their mother tongue. The
use of interpreters should be consistent with other policies, in particular those regarding confidentiality.
To comply with this Standard, Type I services must demonstrate that they can provide an ‘active’ signposting service to all members of the community. Service providers should also maintain referral sources
in appropriate languages.
To comply with this Standard, Type II and Type III services must have clear policies and procedures
on the use of interpreters. They must also maintain contracts or other arrangements with interpreters
in community languages appropriate to their catchment.
As in Standard 3.7 increasing access to a service includes being aware of the needs of people who
may have difficulty with spoken and written English. This need applies not only to people whose first
language is not English, but also to people who are hearing and speech impaired. Interpretation should
include all languages, including sign language systems used by hearing and speech impaired people.
In considering this Standard, it should be noted that there are legal requirements relating to ensuring
accessibility to services for disabled people.
Many services say that there are relatively few, if any, people in their area who need this type of service.
However, even though the numbers may be small, the risks of excluding people from access to services
by failing to discuss the issue and working out a clear policy of what to do when such a service is needed,
are considerable. Each service needs to look at how it could provide such a service.
Work undertaken to comply with Standard 3.7 should identify current and potential levels of need
in the community for this type of service. Even where planning has not indicated an existing need,
services should consider how they could provide such a service if it is required. A good policy will
include Guidelines on the use of interpreters. You can get help with this from Happy to Translate
www.happytotranslate.com .
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In this respect, leaders of an ethnic or language community who may be in a position of power over the
individual needing support from the service should not normally be used as interpreters. For instance,
local business leaders may be employers of individuals or members of their families, or may have cultural
or religious authority that would disadvantage the individual. In the case of women from minority ethnic
communities who may have experienced domestic violence, or may be seeking to leave their partners
for other reasons, the use of interpreters from within their specific local community may jeopardise their
safety. The young children of individuals approaching the service should also not be used. It is in general
inappropriate to ask a young child to interpret for a family member, given that the subject matter may be
distressing both for the child and for the service user. Where older children or other relatives need to be
deployed as interpreters, the service user’s approval must be sought in advance and where there is any
reluctance, an alternative interpreter should be sought.

TIP Other advice services can be a great source of assistance in this area and in addition,

local authorities and Councils of Voluntary Service often maintain lists of translating services.
Developing links with other services can provide not only sources of information about
interpreting services, but may give access to individuals with language proficiency.
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Local and national disability groups maintain lists of interpreters for the hearing impaired. It may also be
worth considering sending a member of staff on a signers course. Courses are run by specialist services,
are not normally expensive and a basic level of knowledge can be acquired quite rapidly.
For larger (and some smaller services) it is worth conducting a language audit within the service of
paid and unpaid staff and committee members. It is interesting how often services do not know that
their staff or volunteers have language skills. A question about language skills can be included on
volunteer application forms. Where research and the planning process has identified that a particular
language could be needed regularly in a service, it is worth considering whether it would be appropriate
to advertise a particular staff vacancy with an emphasis on proficiency in that language. Specific
recruitment of volunteers from particular communities can also be considered.

Whatever arrangements are made to assist service users who have difficulty in written, spoken or heard
English, notices should give service users information about the arrangements. These posters should not
be written solely in English, even in areas where translation needs appear to be rarely needed. A wide
range of leaflets are available in ethnic community languages from the Benefits service and other similar
statutory bodies, as well as a number of voluntary services. Stocks of appropriate leaflets should be kept,
but services should ensure that out of date stocks are regularly removed and updated versions ordered.

TIP Many local authorities subscribe to translation services such as Languageline which offers

over the phone translation where your client can speak to an interpreter in any of 150 languages.
The interpreter participates in a three way information exchange with you and your client helping
both sides to communicate with the other.
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It is also worth investigating access to remote interpretation services, through telephone links to
specialist services.
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Standard 3.9
All service providers must have effective and appropriate policies on
confidentiality and access to information.
Every service user has the right to expect that the service they receive is provided in confidence and that
any records about them kept by the service are fair and accurate.
To comply with this Standard, Type I service providers should have policies that cover:
n The way in which information is provided by the service and any provision for carers
if appropriate
n Details of any information that may be held about the service user by the service provider
n The circumstances in which this may be passed on and
n How the service user may access any information held about them
To comply with this Standard, Type II and Type III service providers’ policies should also cover:
n The way in which the service will be provided (for example, private interviewing space)
and any provision for carers if appropriate
n The extent of the policy and any limitations to it
n What any exceptions are and why
n Breaches of confidentiality and how these will be dealt with and
n Forms of authority enabling the service to speak or act on behalf of the service user
The right to be advised confidentially and privately should be seen as central. Services that do not
currently have access to confidential interview space should consider how safe it is for the service user to
disclose confidential information in a space to which other service users and staff have access. In relation
to access to information, the business of the advice session is the service user’s and therefore they should
have access to any records kept about their case.
Confidentiality policies should include what detail a service user may be asked to give in a public
reception area, as well as interviewing procedures, case files and enquiry records. Many advice networks
and services will have policies on confidentiality and service user access to information held about them.
However, there is often confusion about confidentiality in services and it is possible for a service to
conceal bad practice behind this issue.
The need for confidentiality can be inappropriately used to preclude discussion of a case with
anyone, even within the service, and to prevent the implementation of casework audits. This view of
confidentiality means that no assessment can be made as to whether standards of advice are being
met. Services need to examine their policies and procedures in this respect and set clear boundaries
which enable quality checking of casework and information to be undertaken and ensure that bad
practice does not hide behind the mask of confidentiality. Services should be aware that there is a
distinction between confidentiality and anonymity – client profiles can be prepared which protect
a service user’s anonymity but which allow the service to develop its social policy role.
Confidentiality can also be used as a barrier to effective referral, where a service may decide that formal
referrals cannot be made to another service because this would breach confidentiality safeguards. Whilst
the reasons for this can be understood, to offer a truly client centred service, there is a need to balance
respect for the personal details that clients give with mechanisms to ensure that the client’s needs are
met effectively. Good practice would suggest that information is given in confidence to a service to
enable that service to pursue the service user’s needs in the most effective manner. Provided service
users are informed of the way in which information is being used, and give their consent, confidentiality
should not be used to obstruct the advice process.
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TIP One agency has devised a procedure that allows the service user to be in control of the

information they provide. Each service user whose information may be shared between agencies
is given a personal log, very much like a personal organiser. It allows the service users to note
relevant information about their case to share with each of the agencies involved. The personal
log allows them to share as much or as little as they choose with services with whom they come
into contact.
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There may also be a need to separate out issues of confidentiality from issues of impartiality. For
instance, where a service is working with one party in a dispute, and the second party approaches it for
assistance, does it breach confidentiality to inform the second party of the reason why they cannot be
assisted, or should they merely be told that they cannot be helped? In the latter case, this could give rise
to a complaint if the service publicly declares that it will assist anyone. Some services lay down clear
guidelines which state that in this type of case, the second party must be informed that they cannot be
assisted and the reasons for not advising them clearly stated. Wherever possible individuals should be
referred either to another adviser in the service or to another appropriate service.
Confidentiality may not be an absolute, even without the client’s permission. If there is a clear danger
to the client or to someone else, some services will breach confidentiality. Fraud is an issue that concerns
many services in respect of confidences passed to them by service users, and in some cases staff and
volunteers are trained to stop a service user from disclosing information if this could lead to a potential
legal conflict in respect of the volunteer or staff member being privy to information about a criminal
offence.
The use of volunteers in areas where clients and volunteers are likely to be known to each other can
also raise issues of confidentiality. Many services have developed policies that ensure that where
a service user and volunteer or staff member are known to each other, the client must be asked if
they would prefer to be seen by someone else, if possible. However, a barrier to access to advice and
information services may be that people will not use a service if they know that someone they know
is a volunteer or member of staff there. Each service will need to judge this issue as it arises.

TIP Confidentiality is important in relation to home-visiting. For example, the agency minibus
with the logo on the side should not be parked outside an individual’s house, unless they have
been asked if it is all right to do this. If a service user asks for discretion that wish should be
respected.
You must also consider confidentiality within the home. For example, can an interview be
conducted in line with your confidentiality policy if other family members are present?
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Ensuring confidentiality in many areas, particularly rural areas, also raises broader issues in relation
to access. Some services have found that if they establish a specialist service, which will identify the
problems of people visiting the service, the take-up will be low. In some areas, the preservation of
confidentiality may need to be accomplished through non-specified sessions or through specialist
support and help being made available through other services and means.
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Services should regularly review their policies in respect of confidentiality and ensure that they have
clear procedures for dealing with breaches of confidentiality. At the same time, they should ensure that
these policies enable good practice to be developed in other aspects of their service. Other professional
bodies, often backed by legislation, have developed good practice models. For example, medical general
practices have a policy whereby patients may see any notes written by their doctor, but they do not have
a right to examine information, such as letters, from a third party.
Consent forms are important in gaining permission from a service user to pass on information about
their enquiry or case to a third party, wholly in pursuit of the advancement of their case or for the
purpose of quality assurance audit processes (including audit for adviser competence under the
statutory debt arrangement scheme). Agencies need to ensure that service users are fully aware
of what they are signing when asked to sign a consent form.

TIP In one accredited agency the client consent form has been adapted to allow individual

service users to opt in or out of any audit process being undertaken by an external agency. This is
explained to service users at the outset. Advisers in the agency report that in virtually every case
service users are happy to give consent to their file being used for audit purposes.
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The issue of criminal activity being disclosed to a member of staff or volunteer needs to be addressed.
Staff and volunteers need to be trained in stopping service users from disclosing anything of an illegal
nature but a policy must be in place which outlines the procedure where information supplied by the
client suggests that the client is involved in or about to be involved in criminal activity such as illegal
money tendering.
Similarly, a policy should be in existence which outlines the procedure used if the adviser discovers a
fraudulent claim for benefit.
It is recommended that all services consider the conditions under which such a policy should be applied
and consider the adoption of such a policy. In respect of some criminal activities, there is a clear legal
duty of disclosure on the advice service. A prime example of this is that it is an offence under terrorism
legislation to withhold information from the relevant authorities about acts of terrorism.
Services should also be aware of their responsibilities in relation to data protection and access to
information legislation. In particular, if case records with names and addresses are computerised, services
will be required to register as a holder of such information with the Data Protection Registrar. This must
include certain procedures for individuals to access information held about them. The Registrar has
produced a useful series of free booklets about the Data Protection Act and its requirements. Statutory
services are also subject to the requirements of the Freedom of Information Act – guidance will be
available.
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Standard 3.10
Service providers must have procedures for the safe maintenance of files
and for file destruction.
Careful storage of information is essential both to maintain the confidentiality of users’ case notes and
to ensure the efficiency of the service. Users of service should feel confident that information on their
enquiry or case will not be stored indefinitely and that care will be taken in disposing of old case records.
This includes both paper and electronic records.
All service providers are required to:
n Keep case notes stored in a safe and secure place and
n Have a policy for the length of time case notes are stored which details how and when these
notes will be destroyed (for services maintaining case notes)
As a minimum, service users should expect that their case notes will be kept in a locked and fireproof
filing cabinet. For particularly sensitive case notes, the service may wish to consider storing files in a safe.
Where data and case notes are kept on computer, services must ensure that their systems are secure.
This will include keeping discs in a secure and fireproof place, ensuring that any casework or confidential
files kept on hard discs can only be accessed through pass words and that these passwords are known
only to those who need to have access to the information.
A written policy on the length of time case notes are stored should be included in the case management
manual and this policy should be explained to the service user. For most advice providers this will be for
a minimum period of seven years (after which time a service user cannot sue for incorrect advice).
Special arrangements should be made for the careful destruction of case notes, through, for example,
shredding. Where the service does not have its own paper shredding facilities, careful arrangements
should be made to ensure the safe transportation of files to their place of destruction.

Standard 3.11
Service providers must have an effective complaints procedure and
adequate insurance to provide rights of redress.
Complaints provide a valuable means of service user feedback on the service provided. Service users
should feel confident that if the service provider makes mistakes they can be dealt with promptly
and that there is sufficient provision for redress.
To comply with this Standard, Type I service providers should have a complaints procedure that:
n Explains to the service users who to complain to and how the complaint will be dealt with
n Is publicised and
n Is monitored by those responsible for managing and planning the service
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TIP Local authorities may be willing to offer a shredding facility for services.
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To comply with this Standard, Type II and Type III service providers should have a complaints
procedure that also:
n Ensures information from complaints is incorporated into the Services Plan and
n Ensures changes that have been made to the Services Plan as a result of complaints information
are publicised
Services exist to provide appropriate information and advice to people in need. For this reason, when
things go wrong, they must make every effort to ensure that service users do not pay for the service’s
mistakes. All service providers are required to have adequate Professional Indemnity Insurance to
ensure that service users are not disadvantaged by any mistakes the service may make in the delivery
of its services.
Service users should feel confident that if mistakes are made by a service they can be dealt with
promptly and that there is adequate provision for redress.
Complaints can also provide a valuable means of user feedback which can assist in planning and
developing services so that they are responsive to need and accessible to all. Having a clear and
effective complaints procedure that is easy to access, safe and responsive ensures this process.
A procedure of ensuring redress or complaints procedure should contain a number of elements:
n What a service user can complain about – for example, general level of service; the behaviour
of a member of staff or volunteer; wrong advice
n How they can complain – who to; if there are forms; how these can be obtained
n How their complaint will be dealt with – how quickly; by whom; how they will be involved
n What they can expect as a result of their complaint – apologies, compensation and
n What general action to change the service is taken as a result of complaints
In addition, the service should have a strategy on how it will publicise changes made as a result
of complaints, including information about how and why they have occurred.

TIP Information for service users which tells them about the complaints procedure should

be clear about how to complain about the attitude or behaviour of particular staff/volunteers.
This can be a very difficult area for service users, and users must feel safe in making a complaint
directed at a specific individual rather than at the overall quality of a service, without feeling
at risk of intimidation or loss of service. Clear guidelines should also be drawn up as to how
complaints against specific individuals will be dealt with, to ensure that staff or volunteers are
not victimised through an aggrieved user attempting to use this procedure just because their
needs have not been satisfied through the service.
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Information on how to access the complaints procedure should be well advertised in public areas of the
service. This may be on a poster and/or through leaflets. In some services, forms are made available at
reception areas. Services may wish to consider making forms available generally and not only on request.
Having to request a complaints form may act as a barrier to potential complainants, who may feel that
the act of asking for a form could prejudice their continued use of the service. It is helpful if complaints
could be made in the first instance on a form, as many service users might experience difficulty in
composing a letter of complaint. Forms can be coupled with detailed information about the procedure
and can be designed to give spaces which can lead the complainant through their complaint, for instance
asking for the day and time relevant to the complaint, the nature of the complaint, and so on.
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In many instances, complaints are made anonymously. It is inappropriate for the service to act upon
an anonymous complaint if the complaint concerns a member of staff. If the service has any reason to
believe that the complaint has a foundation, it must find ways of asking the anonymous complainant
to identify themselves confidentially, possibly through a contact with a member of the management
committee who can be seen to be a trusted individual. This can be very relevant in smaller communities,
where complainants may be reluctant to identify themselves. Where an anonymous complaint is
received on general aspects of the service, it can be assessed alongside any attributable complaints.
Procedures for handling complaints differ. In some services, complaints are dealt with by the most senior
member of staff, who will take action under the procedure and ensure that all complaints are regularly
reported to the Board. In other services, complaints are only dealt with by the Board as a whole or by
designated members of the Board. Any complaints against the Director or most senior member of staff
of a service can only be dealt with by the Board.
In many cases adequate redress may be a simple verbal or written apology. However, where a service
user has been financially disadvantaged by the action or inaction of the service, the service may need
to provide some financial compensation. This raises the question of professional indemnity insurance
cover. Services should ensure that they are properly covered by professional indemnity insurance to
meet any resultant claims. The main advice service networks will provide this service as part of their
membership fee or at additional cost. It should be noted, however, that many insurance policies of this
type specifically exclude the service advertising the fact that they have this insurance and the service
would risk not being covered if they do so. This point should be borne in mind when services are
publicising their complaints procedures and the type of redress that service users can expect.
Some services will be covered by industry-wide schemes where their membership of a professional
body will be designed to provide additional protection to service users. Other services will be covered
by various Ombudsman schemes. These should be included in the complaints procedures if relevant.

TIP The confidence of service users will be greatly enhanced by the publication of information on
complaints received and remedial action taken. This can take the form of notices in public areas,
items in the Annual Report which are advice service specific and such other means as may be
appropriate for the service.
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Standard 3.12
All service providers must have procedures that actively encourage
feedback from service users.
Service providers must have documented procedures that will enable service users to provide feedback
on the quality of service they have received.
To comply with this Standard, Type I service providers must have procedures that include a feedback
mechanism to address the issues below:
n How easy was the service to access in terms of location, hours of service, and so on?
n Was the service approachable and friendly?
n Was the service delivered in a competent and timely manner?
n Was the information and advice explained sufficiently?
n How and when should service users provide feedback?
n The frequency and way in which feedback is analysed
n The way in which this will be used to influence the planning process
To comply with this Standard, Type II and Type III must also have procedures to address the
issue below:
n Was the service user informed of progress in the case?
There are many ways of listening to service users. Most services should consider using a variety of
different methods, depending on the objectives they have set. Methods include:
n Customer feedback and survey forms which are given to each service user – they are usually
anonymous
n Small surveys of users conducted face to face (for example, exit interviews) – if this method
is used, people must feel safe in answering questions honestly and feel that any information
given will not prejudice them as service users
n Involving service users in Users’ Forums, which may be organised on a regular basis
n Inviting service users to sit on committees or working groups, including possible membership
of the Management Committee
n Involving service users in review and evaluation processes
n Use of ‘citizens panels’ and
n Annual General Meetings and other forums open to the public – AGMs can be opened out
to include discussion time, with views and questions being invited from the floor.

TIP Some services have found additional ways of involving service users in the delivery of

services, through volunteering opportunities and through ensuring that they are not unfairly
discriminated against if they apply for employment vacancies. It is recognised that for some
services, this last method of involving service users could cause difficulties, particularly in smaller
communities. However, if the service is clear about its objectives and in operating its Equal
Opportunities policies, there should be no reason for excluding service users either as volunteers
or as members of the paid staff team.
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4. Standards for Providing the Service
Services operating to these Standards must have processes that ensure an
effective and efficient service for their users.

Standard 4.1
All service providers must provide an independent and impartial
service that can represent the interests of its service users.
Service users should have confidence that the service is acting in the interests of service users and not
for the advantage of the service itself or for some other third party. Where this is not possible, for
example, where the service provider is a local authority and unable to advise the service user to take
action against the local authority, the service user should be advised of alternative sources of help.
All service providers should be able to demonstrate that they are placing the interests of the service user
before their own service’s, or third parties’, interests. This includes a conflict of interest where different
family members require advice.
Where the service provider may be providing a service that places their own service or other third parties’
interests above the service user’s interests, the service must be able to demonstrate that the service user
is made aware of these constraints and that alternative, independent sources of help are sign-posted.
In addition to ensuring the service’s independence and freedom to act on behalf of the individual
service user, services should ensure that their advice is not compromised by any conflict of interest.
All service providers seeking to meet this Standard must also have a procedure which actively encourages
identification of possible conflicts of interest to take place as early as possible, regardless of when they
arise in the case. In all circumstances staff should be alert to the potential for a conflict of interest to
arise throughout the case (including conflict between duty to disclose and duty of confidentiality), as
should supervisors conducting file reviews. Services are required to identify specific circumstances where
a conflict of interest is likely to occur in the organisation, and to set out in procedures how such instances
will be managed.

TIP One accredited agency has devised a simple word based system to check potential conflicts

P

In addition to adhering to the broad Standard, which also recognises that where no appropriate national
body exists, a service must demonstrate that it operates to at least the standard of independent advice
set out by one of the designated national bodies, services may wish to draw up their own specific codes
of practice. This code could identify, for instance, inappropriate funding sources for that service or specific
local examples of potential conflict of interest. It is now accepted that for some services, certain types of
funding could compromise the perceived independence of the service. This is an issue that needs to be
discussed at the most senior level within a service and should be clear and transparent.
Services need to ensure that both staff and volunteers work in an impartial manner in accordance with
the practices of the service. Areas of conflict can include cases where staff or volunteers may be elected
representatives of an authority with which the service may be in conflict, or where they give advice
which does not refer a service user on to the appropriate department for their own reasons. Similarly,
cases have arisen where staff or volunteers who have allied business interests have inappropriately
referred service users to their own businesses or to those of their relatives.
Any codes drawn up by the service should be included in the Office Manual. Clear procedures for dealing
with breaches of instructions on conflicts of interest by individual staff, volunteers or committee
members must also be drawn up.
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of interest. The system is set up to allow the adviser to speedily cross reference names and
addresses.
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Breaches by staff and volunteers can be dealt with through disciplinary procedures and these procedures
should be reviewed once the policy on conflicts of interest and breaches of the independent advice code
have been drawn up. Practices and breaches of the code which involve committee members should be
dealt with through the committee standing orders. It is accepted practice that where a decision needs
to be taken in committee which may involve a conflict of interest for a member of the committee, the
member should offer to withdraw, and should ensure that they have registered the interest and that
it is recorded in the minutes. Whilst in many cases, committees allow their members registering an
interest to remain in the committee whilst discussions take place, they should not be a party to any
decision in this respect. This would be construed as a breach of trust.
Any committee decisions on non-acceptance of donations, grants, or other offers of support that could
jeopardise the independence of the service should be minuted and open for public inspection.

Standard 4.2
All services must have arrangements to ensure that their service has access
to up to date reference materials and appropriate journals.
Good information and advice is based upon the adviser’s ability to readily access up to date and accurate
information.
All information and advice providers should have up to date reference materials and journals relevant to
the service that they provide.
A separate and adequate budget should be maintained for this purpose.
All services should clearly designate responsibility for maintaining and updating information within their
Services Plan.
Without adequate information resources, the quality of the information and advice that can be given to
the service user is going to be reduced. The interrelationship of a service’s access to information and the
service user’s consequent access to information needs to be recognised by all services.
Services must decide on the areas on which they need to have reference materials to support their work
and the depth of information that should be contained in them. This forms the reference material policy.
This policy should be kept under review as the service’s understanding of its needs develops and as its
Service Plan is amended.

TIP It is better to have no reference materials on a particular subject than using out of date
information resources.
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There are obviously resource implications for services in providing a comprehensive and readily
accessible information library for its staff and volunteers.
Limitations on financial resources in services are often used as an excuse for not maintaining adequate
information materials. This may be a constraint but the areas below should assist in the implementation
of a Reference Material Policy.
Information material purchases should be properly costed and included as a separate item in annual
budgets.
Where resources are very limited, services could consider networking with other services who require
access to similar materials, particularly where these materials may be back-up reference materials for
which there may be occasional use.
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Current reference material purchases should be reviewed at least annually to ensure that they are
still meeting needs. One way of making decisions about which journals to continue purchasing is to
undertake a small survey of their actual use within the service. Many services continue to purchase
publications and specialist journals which never get read.
Consider centralising publications purchase. In a number of services, unnecessary duplicate copies are
ordered by different individuals.
Publications need to be assessed for their usefulness. Rights guides are a part of the standard reference
resource that services need. However, more discursive works, such as textbooks on general social and
welfare policy, may be less useful. Reading reviews of new books and publications is time well spent, as is
getting on the mailing lists of networks and services who publish relevant materials to receive their lists
of publications and their publicity materials for new books, and so on.
Networks, pressure groups, local authorities and other service providers will often produce free or
discounted reference materials which can be of use in the service.
Public libraries can also provide a useful service in confirming the usefulness of publications (particularly
more expensive ones) and accessing titles for occasional use.
The internet is an increasingly useful and cost-effective source for materials, particularly Government
publications.
For large advice services, a designated post of information officer is desirable and this post could include
the responsibility for the maintenance and updating of information, in addition to other tasks such as
answering general advice questions from the public which do not relate to specific service information
and advice.
For small services it will not be possible to appoint a full-time information officer. However, one person
should be given key responsibility for this vital area of work and sufficient time should be given to them
to maintain this task. This is an area where volunteer assistance is often deployed. It can be a valuable
extension to the opportunities a service provides to volunteers. For those services that do not deploy
volunteers in advice or casework as a matter of policy, opening up an opportunity for volunteering in
this crucial area could be an important way of ensuring that the task is met.

Standard 4.3

The provision of good quality information and advice is not the responsibility of any single service.
In any given locality there will be a range of providers meeting different needs. Liaison and regular
contact are essential to ensure that all people within the community have access to good quality
services.
To comply with this Standard, Type I, Type II and Type III service providers should be able to
demonstrate a good knowledge of other relevant service providers in their locality. A directory with
contact of relevant service providers should be maintained by the service and updated no less than
once every twelve months. The Scottish Government Directory of Information and Advice Providers
gives descriptions and contact details of housing advice providers in Scotland.
www.scotland.gov.uk/topics/built-environment/housing/access/national standards
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All service providers must maintain regular contact and liaison with
other providers in their locality. Referral agreements must be established
between services to ensure that service users receive a consistent and
seamless service.
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For Type II and Type III service providers formal referral arrangements or protocols should be
established between services and referral of service users between services should be subject to the
terms of these agreements. Formal referral arrangements should include:
n How the referral will be made, including that it is to a named individual and the date of any
appointment
n Grounds for acceptance or rejection
n Acceptable timescales for referral
n The respective responsibilities of referrer and referee
n Any information the referring body can expect at the end of a particular case and
n The right of the individual to return to the service if they are not satisfied with the referral
In considering formal agreements it is important to draw a distinction between sign-posting an
individual to another service and referral. Even for Type II and Type III services, sign-posting,
or letting the service user know about other services, is an appropriate response to an enquiry.
Services should have clear selection criteria for referrals to other services, where possible the service
should consult with the service user, and, in complex cases provide written instructions to the referral
body. The same is true in reverse, services accepting referrals from other services should also be clear
about the case they will accept and what they expect the referrer to provide.
Similarly, in making or accepting referrals there should be clear guidelines about time limits, and so on.
Notwithstanding emergencies, it is generally unacceptable for a referral of, for example, a tribunal case,
to be made with less than a month’s notice.
The service user should be kept fully informed about the process of referral and the reasons for any
referral. If possible, they should be involved in the decision to refer, for example, to Jobcentre Plus or
to a debt advice partnership.

Standard 4.4
Type II and Type III services must have systems that ensure that service
user information and case files are well organised.
In order to ensure that information can be accessed quickly and easily by all of those involved in
delivering the service it is important that records are stored in an organised way.
This Standard does not apply to those services providing only Type I services.
To comply with this Standard, Type II and Type III service providers will be expected to have a case
management system that:
n Can identify and trace all documents, correspondence, and so on, relating to a case
n Identifies any conflict of interest
n Records centrally any key dates in cases (for example, expiry of a time limit) to ensure that action
is taken by the adviser or, in their absence, the service in appropriate time
n Ensures that casework is kept in a way that the records are clear to another caseworker
n Records the advice that has been provided to ensure that the status of a file and any action
taken can be easily verified
n Ensures that there is proper authorisation and monitoring of undertaking given on behalf of the
service and
n Can generate data that allows for monitoring the number of cases, time spent and type of case
undertaken by each adviser to ensure that they are within their capacity
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Good case management systems underpin the provision of high quality casework. The paramount
interests of individual service users can be protected through good case management.
Within this Standard, the Indicators are prescriptive, detailing all the practices that should be covered.
A large number of computer software packages have been developed to facilitate good case
management. Advice on appropriate systems should be available from most national advice networks.

TIP MACS (Money Advice Casework System) is an electronic case management tool. The software
is primarily used by money advisers; however, the software can also be used by those working in
financial inclusion projects, for example, where Type I Money Advice is provided.

MACS enables advisers to:
n Record notes, agreed actions and key dates
n Produce financial statements and client, creditor and agency letters
n Map and evaluate referrals to and from the agency
n Access stored electronic documentation – these can be linked to the client’s MACS record and
easily retrieved
n Transfer cases from the agency’s main system to another computer, for example, where an
adviser has to travel to clinics; transfer cases from one agency to another or to submit cases for
DAS accreditation (utilising MACS transfer software) and
n Submit DAS applications, variations, and so on, direct from MACS into the DAS Administrator’s
case management system and, using the same technology, software to enable the transfer of
data from MACS to a payment disbursement module is also being developed in conjunction
with a credit union
Agencies can tailor MACS to their own needs, for example, to collect information relevant to
their own area. However MACS is also able to provide information needed by the Accountant in
Bankruptcy or Scottish Government, for example. MACS also assists the adviser to produce robust
evidence for DAS accreditation and spot checks, using the verification fields to establish an audit
trail, thus reducing the time needed for case recording. A users’ group and electronic discussion
forum has been set up to provide support for users and to help drive MACS developments.
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MACS is used in several council advice services in Scotland including Fife and Highland.
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Standard 4.5
Type II and Type III services must have a casework procedure that can
be applied consistently to all service users.
Systematic casework procedures ensure a consistent service to all users and ensure that the service user
is kept involved and informed during the progress of their case.
This Standard does not apply to those services providing only Type I services.

Type II and Type III service providers should have procedures that cover the three phases of the case:
the outset, progressing the case and closing the case.
At the outset of a case, procedures should identify:
The requirements of the client
What action is to be taken
If someone is to be responsible for the case who this will be
Key dates in the matter
Any expectations of the service on the service user (for example, any fees that may be charged
including disbursements, commissions, and so on) and
n Management information relevant to the service (for example, clients’ ethnic origin, housing
tenure)
and will ensure that in progressing casework that
n
n
n
n
n

n If the case is complex a case plan will be prepared
n Information on progress is passed to the service user at appropriate intervals and
n Information on any changes is communicated promptly to the service user
and at the end of a case will
n Report and confirm in writing to the service user on the outcome explaining any action the
service user should now take and
n Return to the service user any original documentation except where the service user has agreed
that the service should maintain this information. In this case, the service user should be
informed of storage arrangements and how they can access this information

TIP In one accredited agency a simple computerised diary system is used to highlight key dates,

for example dates for case updates and dates for file review. A print is run off by the administrator
at the start of each week giving details of the case number, caseworker and the date and action to
be taken. This is particularly useful if a member of staff is on annual leave or off sick.
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Good casework procedures underpin the provision of a high quality service. The paramount interests
of all service users can be protected through good procedures, consistently applied. An effective
system ensures that each service user will receive a service that is in line with all other stated policies.
Consistency in service delivery is also ensured, so that no user will receive a lesser service than any other
and the possibility of discrimination is minimised.
The Indicators for this Standard are prescriptive, for example meeting certification requirements for DAS.

TIP Services should write up current practice into a case management manual to test their
procedures. Services may wish to consider a section of the Office Manual which sets out the
procedures for handling files, for referrals and for file review and casework audit.
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Standard 4.6
Type II and Type III services must ensure that the casework files of
individual staff are subject to suitably qualified, independent review.
Independent review enables services to test the quality of advice and advice procedures to enable
them to identify strengths, deficiencies and individual training needs.
This Standard does not apply to those services providing only Type I services.

Type II and Type III service providers should have arrangements for case files to be reviewed

by a supervisor or other adviser under the control of the supervisor who has not been involved in
the day to day conduct of the case. These procedures should ensure that:
n Samples of work are reviewed to ensure quality of advice and adherence to the service’s
procedures and
n The number of cases, time spent and type of case undertaken by each adviser are within
their capacity
The file review policy should be written as a plan for undertaking internal reviews and must include:
n
n
n
n

Responsibility for undertaking file reviews
The frequency of such reviews
A record of the outcomes of reviews and
A record of any corrective action taken

All advisers make mistakes from time to time and services should have procedures to ensure that
mistakes are spotted at the earliest opportunity and corrected. Systematic file reviews also enable
services to satisfy themselves, their funders and other stakeholders that the service is making effective
and appropriate interventions.
The Indicators for this Standard are prescriptive. Some services may have extended file review practices
that include good casework practice models being written up for training purposes within the service.
Other services have well-developed casework audit systems, which take regular samples of casework
files, at random, to sample techniques and outcomes.

File review procedures should be included in the case management manual. These procedures detail
the frequency of these reviews, the areas for examination, who will undertake them and how corrective
action will be authorised and undertaken. Many services have established file review systems where a
casework supervisor or a service’s Director will examine one in five of all cases undertaken. Other services
have also developed procedures which make use of external casework auditors.

Using External Resources
Some advice services may not feel adequately resourced to undertake file reviews internally and may
want to explore the use of other agencies to help in this task. This may be particularly so for smaller
services, those which provide advice as a part of their service, or those which are new to the field.
In such cases the technical (advice specific) supervision of advisers is also likely to require external
assistance. The good practice notes in Standard 5.6 on advice work supervision provides guidance
on the use of external support and should be referred to in establishing external file review.
In drawing up a policy for file review it should recognise that the frequency of internal reviews may
depend on the experience of the advisers and the type and frequency of the advice service offered.
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The need to conduct effective file reviews should be considered when preparing a confidentiality policy
(Standard 3.9). As noted in that Standard, the need for a rigorous approach to client confidentiality
should not be allowed to conflict with the need to ensure good casework practice and procedures. Where
there is a potential conflict between file review and other service policies, the policies should be reviewed
to ensure that good case management can be achieved through regular reviews and audits.

177

TIP One Citizens Advice Bureau which has been accredited has a procedure whereby supervision

in the bureau is undertaken by the manager and the deputy manager. Both also check the daily
advice sheets which are kept in a daybook and get transferred into the main filing system on a
weekly basis. This means that all new case sheets are available for inspection by a senior manager
on a day to day basis. All of the advice workers who were interviewed during the audit for
accreditation spoke very positively about the case review system.
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Standard 4.7
All service providers must have robust means of recording service wide
activity and service use.
The recording of service use and activity provides essential management information to inform the
review of service and assist the planner of the service to assess how far the service objectives are being
met.

TIP Many agencies record the financial gain to services users as a result of the agency’s

intervention. This figure can be useful to demonstrate value for money to funders. It can also
be used in publicity to highlight the role advice services play in the asset building of the wider
community.
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To comply with this Standard, Type I service providers should gather data, as a minimum, on the
number of people using their service, location of the service user’s home, their gender, age and ethnic
origin.
In addition, whilst it is not a requirement of this Standard consideration should also be given by Type I
agencies to routinely or systematically gathering data on service users against the other equality groups
not included above for which there is legal protection against discrimination in the provision of services.
These are:
n Disability
n Faith
n Sexuality
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To comply with this Standard, Type II and Type III service providers should gather data, as a
minimum, on service users by:
Location of the service user’s home
Gender
Age
Family composition
Employment type
Housing tenure
Ethnic origin
Disability
Income
For agencies providing a money advice service, the amount of debt dealt with, split by type
of debt and
n For agencies providing a money advice service, the debt strategy chosen by the client
n
n
n
n
n
n
n
n
n
n

In addition, whilst it is not a requirement of this Standard consideration should also be given by
Type II and Type III agencies to routinely or systematically gathering data on service users against
the other equality groups not included above for which there is legal protection against discrimination
in the provision of services. These are:
n Faith
n Sexuality
As a minimum service providers should gather data on the following activity:

Type I, Type II and Type III (where appropriate) interventions by topics. This should include
a breakdown by time spent in client contact to follow-up work.
This should specify the count by either the number of service users, the number of cases (and, where
appropriate, the number of enquiries which do not become cases) and/or the number of episodes of
advice.
To provide an effective information and advice service, staff and volunteers will require sufficient time to
conduct follow-up work, discuss cases with colleagues, and update their knowledge. In addition, a service
with a clear understanding of the relationship between client contact time and follow-up work will be
able to plan the deployment of its human resources more effectively.

TIP The amount of time allocated to client contact and to follow-up work will vary between

In establishing the appropriate ratio for a particular service, it is necessary to analyse the service
objectives and current working practices. This ratio should be included as part of the performance
appraisal for individual staff and as part of the service review.
This issue will directly impact upon resource requirements and the service’s ability to meet any
quantitative outputs expected (such as number of cases per month, and so on).
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Type I, Type II and Type III activities. This ratio will increase substantially in more specialist
services and those offering more detailed follow-up work.
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5. Standards Around Competence
Services using these Standards must ensure that all staff gain, maintain and
develop the skills and knowledge necessary to meet the needs of their service users.
The general competency requirements in this section are supplemented by those in
‘Section 2: Competences for Advisers’.

Standard 5.1
All service providers must have a clear commitment to equal opportunities
in employment practice.
The service provider must have policies and procedures that ensure that all of those individuals involved
in the planning, management and delivery of the services are not discriminated against on the grounds
of age, ethnicity, gender, religion, disability or sexual orientation.
To comply with this Standard, all service providers must have an equal opportunities policy, in effective
operation, that precludes discrimination in the selection, recruitment, and treatment of staff and
volunteers. This should include:
n Open recruitment process (whether internal or external) that evaluates the skill, knowledge and
experience of those applying for posts against the job description and person specification and
n A means of ensuring that all those involved in the planning, management and delivery of the
service are aware of this policy and its procedures.
Developing an implementation strategy is also important; a policy on its own is not enough. A starting
point is to review current records and achievements. Services should look at the current profile of staff,
volunteers and committee members – how this profile relates to the geographical areas in which the
service is based and to its specific user groups.

TIP Questions services should ask themselves
n Does the absence of disabled people or people from minority ethnic communities from the
service’s staff group or management committee mean that the way in which recruitment
occurs needs some thought?
n If offices are not accessible to people with impaired mobility, are there any ways in which this
could be changed, or are there adjustments to working practices that could enable the service
to offer opportunities to disabled people, for instance through job sharing, tele-working and
home working?
n How can premises be adapted to increase access not only for service users but also for paid
staff and volunteers?
n How are the needs of people from minority ethnic communities or disabled people being
considered and met in service planning?
n How far does the service understand the needs of people who may be experiencing
discrimination or oppression? Is there awareness training to ensure that equal opportunities
issues are fully understood by all those involved in the service?
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Reviewing all policies and procedures as part of the commitment to implementing the equal
opportunities policy is essential. These need to be examined for both direct and indirect discrimination
and to ensure that they are revised to take account of the policy. Increasingly, services are developing
a statement of specific anti-discriminatory practice. This reflects the review of all relevant policies and
clearly shows how anti-discrimination issues are being taken seriously by the service. Specific disability
strategies should also be prepared, which can be reflected in the service and forward plans of the service.

Legal Requirements
There are now stringent legal requirements that employers must meet in the six defined equality areas
of age; sexuality; gender; disability; race; and religion. Services need to be aware of the way in which
legislation defines direct and indirect discrimination.

Standard 5.2
All service providers must ensure that they have systems to identify the
skills and knowledge required to meet users’ needs and the procedures to
match these requirements with staff and volunteers delivering the service.
Service users and funders should be confident that the service has mechanisms to ensure that the skills
and knowledge required are available and being properly applied.
To comply with this Standard, Type I service providers must have:
n Systems that document the skills, knowledge and experience required by those delivering the
service and the tasks they are required to perform (usually in the form of job descriptions and
person specifications)
n Procedures which can ensure that the work undertaken by the post holder is within their
capacity and competence and
n Processes for ensuring that those delivering the service are briefed in any relevant changes to
legislation, regulation, and so on, relevant to their area of service
In addition to these requirements, Type II and Type III service providers must also have:

Whilst services may be able to provide a high quality of service at present, this may be due to the
particular skills of individual staff. All services need to have clearly prepared policies and procedures
which relate to the recruitment of staff, given that all services experience turnover in both paid and
unpaid staff.
Most services have some kind of personnel policy, even if it is undefined and informally applied.
Documenting the skills, knowledge and experience required and introducing methods of evaluating
applicants for paid and unpaid posts will help make better and more equitable decisions about people.
Knowing the skills and experience that are needed in a service is a function of good planning. The
sections above on strategic and service planning have indicated ways in which services should identify
what it is expected a service will undertake and achieve. Identifying the human resource needs is part
of this process.

Standards Around Competence

n Procedures in place for advisers to inform their supervisor if the case is beyond their competence
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Job descriptions and person specifications should be prepared for each post. The job description sets
out what tasks a person will be expected to perform in their role; the person specification sets out the
necessary and desirable skills, qualifications and experience that the service is seeking from applicants.
Services should ensure that in drawing up job descriptions the tasks to be carried out are identified
and the applicant (and subsequently the post holder) will be clear about what they are expected to do,
who will manage or supervise their work, and who they are responsible for managing or supervising.
Job descriptions do not need to include line by line dissections of the job. Provided it is made clear what
the boundaries of a particular job are, a broader description of the key areas of work will be sufficient.
However, it is not enough to just say that an adviser’s work is ‘To advise clients on their rights.’

TIP Person specifications identify the range of skills and experience the service expects the

person to bring to a particular post. If there are key elements that are essential for a particular
post, such as previous experience in the information and advice field, or specific knowledge
of welfare rights, money advice work or housing law, this should be stated in the person
specification. Good person specifications are normally divided into a number of sections:
n Qualifications required – where relevant, but do not set qualification levels if they
are not required
n Experience required
n Knowledge of particular areas of work – it is good practice to divide this into Essential and
Desirable categories
n Attributes – the ability to work in a team, skills and awareness in working with specific
groups
If a service will only consider employing someone with previous experience, it should say so.
It should, however, count unpaid work experience as well as paid work experience.
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Standard 5.3
All service providers must ensure that those delivering the service are
provided with adequate training and development.
Attention needs to be given to staff and volunteers delivering the service to ensure that they gain,
maintain and develop the appropriate mix of skills and knowledge to satisfy the needs of service
users within the aims of the service. Those using volunteers need to demonstrate that their training
programmes recognise special factors in their training plans including higher turnover and different
support and supervision needs.
To comply with this Standard, Type I service providers should have:
n Induction procedures, covering technical competence, customer care and service policies and
procedures in place for all people joining the service
n Systems for review/appraisal on personal performance should be undertaken at least once a
year
n Training and development plans to support the needs of the service to be produced and
reviewed at least annually – these should detail any special provision made by those services
using volunteers
n A budget for training to be maintained and
n All training to be recorded on training records
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TIP Section 2 of this manual lists the competences required to advise on specific topics. Your

service remit should make it clear which of these topics you cover. You should list these then
match your advisers’ skills against the relevant competence requirements. This will give you the
start of a training needs analysis. This should then be supplemented using updates from appraisal
and supervision sessions.
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In addition to the above, to comply with this Standard Type II and Type III service providers must
ensure that:
n All advisers with less than 5 years of experience undertake no less than 35 hours of training per
year
n All advisers with more than 5 years of experience undertake no less than 20 hours of training per
year and
n Adequate contingency plans are made in the event of new legislation being instituted that
affects the areas of advice undertaken by the service

Induction
Induction of new staff, paid and unpaid, is important. Induction is a welcoming process, which enables
new recruits to fit into the service and its practices as quickly as possible, to become an ‘insider’ rather
than remain an ‘outsider’. The Office Manual should form the core of the induction programme. Learning
about a service’s policies and practices, as well as the specific tasks required in the particular post, is a
critical part of the induction process.

Staff Appraisal
Because staff are the key point where the service meets with its service users, the quality of an
individual’s work and aptitude should be regularly assessed. Many services are reluctant to consider
the introduction of performance appraisal, seeing it as a technique that is linked to issues such as
performance related pay awards. Appraisal, linked to regular supervision, can be a positive tool that gives
not only a regular overview of how someone is performing, but also helps to assess future training needs
and areas of personal development.
Appraisal systems should be applied to all staff, paid and unpaid. Supervision and appraisal can assist
in identifying burnout in both staff and volunteers and provide an opportunity for counselling out
volunteers who are ready to move on or are failing to meet performance standards.

Supervision
Staff supervision is clearly an important component of appraisal. Supervision is considered in more detail
in Standard 5.6.

Training
Throughout this good practice guide, it has been stressed that staff and volunteers are the most
important resource that services have. They provide the key to delivering a high quality service. To enable
this to happen, the updating of the skills and knowledge of new and existing staff is a key responsibility
of all services, to ensure an effective, quality service.

Standards Around Competence

In relation to volunteers in particular, it is recognised that in areas where volunteers are limited, there
may be a reluctance to counsel out volunteers. However, if high standards are to be maintained by the
service, this will need to be considered. In introducing formal systems, with volunteers, a balance should
be struck between an over formalised approach and the need to apply consistent procedures and criteria
to volunteer supervision and appraisal.
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Services need to consider their training policies and training needs as part of their planning processes.
Annual staff appraisal enables the training needs of each individual to be reviewed and provides an
opportunity to examine how training already undertaken has been applied in the work of the member
of staff or volunteer. The outcomes from the appraisals can be built into an overall plan for staff training,
which should include areas that the service thinks are important, over and above the training wishes
of any individuals. Overall training areas should be identified for planning purposes under a number of
headings:
n
n
n
n
n

Induction training
Core skills training
On-the-job training
Specialist skills training and
Personal development training

In developing training plans for each individual, different areas of training may be included in different
categories. For instance, basic counselling skills training could be considered as a specialist skill for an
advice worker, but as personal development training for a member of the administrative team, which
may have been identified at appraisal as enabling the individual to cope better with some areas of their
work or to extend their skills and enable them to move on to a more demanding role.
Finding the resources to undertake the training required may be critical for many services; working
within networks should be examined in this respect.
Training should be monitored within the service, and individuals should be encouraged to report back on
training courses. Where resources are limited for training, consideration should be given to the ways in
which one member of staff or volunteer can undertake training in a specific area, and then cascade their
knowledge within the service through internal training sessions. This can be a very cost-effective means
of using more expensive external training courses.
Staff should never be sent on training courses or to conferences just because it is ‘their turn’ to have
some training.
Services should consider planning their training needs to take account of staff turnover and the impact
of new legislation or changes in procedures.
Technical competence areas which need to be enhanced in the service can be identified using the
competences identified in Section 2 of this publication. Clearly, the development of levels of technical
competence will impact on the service’s service plan in terms of the range of work that the service is
able to carry out.
Training records should be kept as part of an employee’s personnel record. In addition, where staff and
volunteers are given their own office manual or personal manual, a training record form should be
included and updated after each internal or external training course.

TIP Training some staff in training techniques and using them as a service resource for training

volunteers and other staff can be very cost-effective. Cascade training works most effectively if the
cascader has received some training in presentation and training techniques.

P

Services should consider how networking and partnership work with other services can increase their
access to training resources. Partnership with other local services could enable training to be brought to
the group of services, rather than individual members of staff being sent on external training courses.
Services could explore with their local authorities whether places could be made available on appropriate
courses for members of their staff.
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Services should also consider special training for paid and volunteer staff and managers with supervisory,
planning or financial responsibilities. Skills that could be developed in these areas include:
n
n
n
n
n
n
n
n

Financial management for non-finance specialist staff
Marketing training
Quality management
Recruitment, interview, staff support and appraisal training
Strategic planning
Communications and presentation skills
Working with committees and
Disciplinary procedures

Standard 5.4
All service providers must ensure that all staff involved in delivering the
service have core competences before they advise the public.
Service users should be confident that all of those delivering the service have the basic skills and
knowledge to provide assistance or to identify where further assistance may be available.
Core competence as defined in the Standards relates to generic skills. These skills may be applicable
to other areas of work undertaken by an organisation, as well as directly related to the advice and
information element of activity.
Detailed below is a guide as to the sorts of activities and evidence that will lead to achievement of these
core competences.

Core competence for Type I
Understanding of the aims and values of the
service in which they are operating and the
boundaries of that service

Evidenced by:
n An agency commissioned basic training programme
n A planned induction programme covering aims,
values and boundaries
n A dialogue between staff member and the
agency to ensure appropriate learning

If the service targets particular sections of
the community there should be particular
recognition of the issues faced by that group
of people
Awareness of and ability to use the service’s
information resources effectively

n A planned appraisal induction programme

Recognition of their own limitations in any
particular case and awareness of the internal
and external sources of assistance that may
be available (referral)

n Training in making a referral

Ability to operate effectively within
the service’s recording system

n Training to ensure compliance with any
recording system operated by the agency

n Agency directory of information resources
and guidance/training on how to use this
n An agency referral directory

Standards Around Competence

n General awareness training of diversity
Recognition that users of service facing
discrimination on grounds of their race, sex,
n Cultural awareness training
sexual orientation or other circumstances may
have special needs
n Equal opportunities training
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Core competence for Type II
Understanding of the aims and values of the
service in which they are operating and the
boundaries of that service

Evidenced by:
n An internally commissioned basic training programme
that involves the most senior members of that
organisation
n A planned induction programme covering aims,
values and boundaries
n A dialogue between staff member and the agency
to ensure appropriate learning

Recognition that users of service facing
n General awareness training of diversity
discrimination on grounds of their race, sex,
n Cultural awareness training
sexual orientation or other circumstances may
have special needs
n Equal opportunities training
If the service targets particular sections of
the community there should be particular
recognition of the issues faced by that group
of people

These need to address legislative,
cultural and attitudinal issues.

Awareness of and ability to use the service’s
information resources effectively

n A planned appraisal programme

Recognition of their own limitations in any
particular case and awareness of the internal
and external sources of assistance that may
be available (referral)

n An agency referral directory

Ability to operate effectively within the
service’s case recording system

n Training to ensure compliance with any case
recording system operated by the agency

Ability to acknowledge the users’ own
feelings about their problems and respond
appropriately within the boundaries of the
agency

n Basic training programme covering this area

Ability to explore and identify problems and
key areas of enquiries

n Diagnostic skills covered in basic training

Ability to apply this information to the
specific problems encountered by the user of
service

n Basic training programme covering this area

n Agency directory of information resources
n Training in making a referral

n Or at least 1 year’s full-time (or equivalent)
number of years of practice
n Or at least 1 year’s full-time (or equivalent)
number of years of practice
n An appraisal programme that ensures that this
remains up to date
n Or at least 1 year’s full-time (or equivalent)
number of years of practice
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Ability to explain options to users of service
and explain the consequences of such choices

n Basic training programme covering this area

Awareness of the distinction between what
constitutes an individual’s rights and what
constitutes good advice

n Basic training programme covering this area

Ability to take action: e.g. drafting
correspondence, preparing notes, etc

n Basic training programme covering this area

n Or at least 1 year’s full-time (or equivalent)
number of years of practice
n Or at least 1 year’s full-time (or equivalent)
number of years of practice
n Or at least 1 year’s full-time (or equivalent)
number of years of practice

Core competence for Type III

Evidenced by:

Understanding of the aims and values of the
service in which they are operating and the
boundaries of that service

n An internally commissioned basic training programme
that involves the most senior people in that agency

Recognition that users of service facing
discrimination on grounds of their race, sex,
sexual orientation or other circumstances
may have special needs

n General awareness training of diversity

If the service targets particular sections of
the community there should be particular
recognition of the issues faced by that
group of people

n A planned induction programme covering aims,
values and boundaries
n Cultural awareness training
n Equal opportunities training
These need to address legislative,
cultural and attitudinal issues.

Awareness of and ability to use the service’s
information resources effectively

n A planned induction programme

Recognition of their own limitations in any
particular case and awareness of the internal
and external sources of assistance that may
be available (referral)

n Training in making a referral

Ability to operate effectively within the
service’s case recording system

n Training to ensure compliance with any case
recording system operated by the agency

Ability to acknowledge the users’ own
feelings about their problems and respond
appropriately within the boundaries of the
agency

n Basic training programme covering this area

Ability to explore and identify problems and
key areas of enquiries

n Diagnostic skills covered in basic training

Ability to apply this information to the
specific problems encountered by the user
of service

n Basic training programme covering this area

n Agency directory of information resources
n An agency referral directory

n Or at least 2 years’ full-time (or equivalent)
number of years of practice
n Or at least 2 years’ full-time (or equivalent)
number of years of practice
n An appraisal programme that ensures that
this remains up to date
n Or at least 2 years’ full-time (or equivalent)
number of years of practice

Ability to explain options to users of service
and explain the consequences of such choices

n Basic training programme covering this area

Awareness of the distinction between what
constitutes an individual’s rights and what
constitutes good advice

n Training programme covering this area

Ability to decide upon the strategy for a case
and draw up a case plan

n Training programme covering this area

Ability to take action: e.g. drafting
concise and appropriate (e.g. legal)
correspondence, preparing notes and
reports, letter writing, etc

n Basic training programme covering this area

Have the necessary skills to undertake
tribunal, court or other relevant
representation, mediation or negotiation
activities, and the confidence to deal with
adversarial situations

n Representation/mediation training that includes
coaching, mentoring and shadowing linked to an
appraisal and supervision system

Have the necessary skills and confidence to
prepare, and present an argument, including
public speaking

n Appropriate training that includes coaching,
mentoring and shadowing linked to an appraisal
and supervision system

n Or at least 2 years’ full-time (or equivalent)
number of years of practice

n Or at least 2 years’ full-time (or equivalent)
number of years of practice
n or at least 2 years’ full-time (or equivalent)
number of years of practice

n Or at least 2 years’ full-time (or equivalent)
number of years of practice

n Or at least 2 years’ full-time (or equivalent)
number of years of practice

Standards Around Competence

n Or at least 2 years’ full-time (or equivalent)
number of years of practice
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Paid staff and volunteers are the key resource in providing information and advice to service users.
It is therefore essential that they can demonstrate certain key qualities, attributes and skills.
The list of attributes contained in the Standard is prescriptive. However, in drafting person specifications
for the information and advice workers of a particular service attention should be paid to any specific
additional skills or attributes that the service may require.

TIP Basic training courses that are undertaken by all paid and unpaid staff are an effective

means of addressing this requirement. In selecting courses and trainers, services should assure
themselves that the course or the trainer will be appropriate within the values of the service.
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Information and advice workers need diversity training to be able to provide sensitively for people from
groups with special needs and to be able to act as mediators and advisers on specific areas affecting
disadvantaged and oppressed groups.

Standard 5.5
All service providers must ensure that all cases are dealt with by an adviser
competent in that area of law.
Where the service undertake Type II or Type III work it is essential that it is undertaken by someone
with the relevant skills and knowledge. Those applying this Standard should make reference to ‘Section 2:
Competences for Advisers’.
To comply with this Standard, Type I service providers must:
n Demonstrate that the adviser meets the requirements in Section 2 of these Standards for the
relevant topics
n Demonstrate that the adviser, whether paid or unpaid, undertakes information and advice
related work no less than three hours per week and
n Ensure that supervision arrangements are in place to oversee the work of the adviser in this area
in line with Standard 5.6
Type II service providers must also meet these requirements with the exception that:
n The service must demonstrate that the adviser, whether paid or unpaid, undertakes information
and advice related work no less than six hours per week
Type III service providers must also meet these requirements with the exception that:
n The service must demonstrate that the adviser, whether paid or unpaid, undertakes information
and advice related work advice work no less than twelve hours per week

TIP It should be noted that in the case of supervisors the information and advice related work

referred to has a broad definition and would, for example, include time spent on relevant social
policy work. It is also important to stress that these minimum hours are provided as indicators of
detailed experience. It would be expected that, for example, in a Type III service the supervisor
should have at least one year’s minimum recent experience of advice work.
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The ability of an information and advice worker to provide effective interventions depends upon them
constantly updating their knowledge and experience. This can only be achieved if the adviser sees a
minimum number of service users each week. The number of hours will vary from service to service,
depending on the area of advice provided and the level to which the adviser is working.
Some services deploying volunteers, who are, for example, practising solicitors, may consider more
flexible arrangements around minimum hours.

Standard 5.6
All service providers must ensure that all information and advice work is
supervised by a suitably qualified individual, either from within or outwith
the service.
This Standard links to the standard for ‘File Review’ (4.6) and aims to ensure that the service maintains
overall control of its work. This requires services to ensure that advisers have access to another, suitably
qualified adviser, not directly involved in the delivery of the service to a particular service user, who
can provide guidance and manage the conduct of the case. Small organisations may seek supervisors
outwith their service.
Service providers should consider the agency and adviser competences required in Section 2 of these
Standards. They should be able to demonstrate that those with responsibility for overseeing this work
have the knowledge to support other staff.
To comply with this Standard, Type I , Type II and Type III service must:
n Demonstrate that the supervising adviser meets the requirements in Section 2 of these
Standards for the relevant topics and
n Demonstrate that the supervising adviser, whether paid or unpaid, for Type I undertakes
advice related work no less than six hours and Type II and Type III no less than twelve hours,
per week

TIP Supervision is a management tool and one which should be used to assure a worker and all
those who need to know that the work is competent and effective. It should not be oppressive, or
purely technical.
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Some advice providing organisations may feel that they do not have the technical know-how or
resources to provide casework supervision internally. This may be particularly so for smaller services,
those which provide advice as a part of their service, or those which are new to the field.
In such cases, services may want to consider using external expertise. For example, technical expertise
could be found from existing advice providers where the contract is between the two services and not
between the relevant workers.
Where this happens, the specialist advice provider would undertake an audit to identify areas of
strengths, weaknesses and gaps in all aspects of the advice providing process, using the standards set
out in Section 1. The audit will enable the focus of supervision of casework to be agreed between the two
services, and will help the receiving service to identify what management systems it needs to develop.
In those areas which have used this model, agreement is made about the frequency of contact between
the workers, and whether or not the specialist service/worker can be available on a ‘needs’ basis, perhaps
by telephone. Arrangements have also been made for the technical supervisor to feed back to the
organisation, through the manager or co-ordinator, management and organisational issues.

Standards Around Competence

Using External Resources
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An area of concern about using this model could be that the receiving service never develops its own
capacity to undertake casework supervision. Those areas which have used this approach have found
that a way to address this problem is through live supervision; a process in which the specialist
supervisor supervises the service supervisor during their own supervision of the advice worker.
This approach has many benefits. However, it is time consuming and needs to be managed carefully,
perhaps by undertaking live supervision every three or four visits rather than each time.

TIP Some local authorities in England have broadened this approach, to engage a specialist

advice service to provide casework supervision to a range of services operating in a locality.
Such instances bring improvement in referrals between services, and a developing consistency
in quality assurance for those services which participate in the scheme. The approach has also
provided the local authority with strategic information as well as a coherent approach
to monitoring those projects providing advice which the local authority funds.
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Standard 5.7
All service providers must ensure that they understand the work of other
services in their localities.
TIP The provision of quality information and advice is not the sole responsibility of a single
service. The quality of service can be greatly enhanced by working with other providers.

To comply with this Standard, all service providers should ensure that they have adequate mechanisms
to share experiences and knowledge with other services operating in similar fields. This will be evidenced
by attendance at conferences, seminars, and so on, which should be recorded as part of the service’s
training record.
Practices and procedures within individual services and the knowledge base of individual staff can be
greatly enhanced by meeting with advisers from other parts of the country. Networking with other
services can be a way of extending resources, through the development of joint working arrangements,
for instance on training or publications.
Networking will enable a service to share its experiences and learn practically from others. Services
should look at the ways in which extending their networks can assist with:
n The development of opportunities for joint working, including project development, training,
information sharing, and so on
n Building relationships that can lead to better referral practice and opportunities and
n The development of local or special interest forums – these can play a role in clarifying issues
in the advice and information field or identifying new issues that need to be considered by
services. This may include lobbying for change
This Standard recognises that increased networking is resource-demanding for services; for instance,
the demands upon a service and its limited human and financial resources may restrict attendance at
conferences and forums. However, where a staff member is able to attend, services should ensure that
good reporting mechanisms exist for participants to feed back information from conferences, local,
regional and national networks to the service.
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6. Resourcing Standards
This section provides Standards for the resources necessary to underpin the
delivery of the service.

Standard 6.1
All service providers must have premises that ensure that the service can
be accessible to all members of the community and is adequate to the
needs of service users.
The quality and maintenance of premises play a crucial role in ensuring access to a service. Access in
this context means not only physical access, but also people’s willingness to use a service because of
its location and its appearance. This Standard relates to the premises planning Standard 3.3.

TIP Consider the needs of people with a visual impairment, ensure that premises are barrier
free and have good signage and lighting. Be prepared for a visually impaired person being
accompanied by a carer and arrange facilities for guide dogs.

To comply with this Standard, Type I service providers should be able to demonstrate that:

P
P

n Their premises are located in an area that is appropriate to their current and potential
service users
n Their premises have private facilities where individuals may request information
n Their premises are physically accessible to people with impaired mobility or that they have
developed adequate alternative means of delivering their service outside the premises to people
with impaired mobility
n Their premises are safe and accessible for people with impaired vision
n Their premises have sufficient adaptations to ensure that they may be used by people with
impaired hearing and
n They consult with service users and potential service users, including disability groups, about
the adequacy of their premises at least once every three years

n Sufficient private interviewing facilities that are sound-proofed and not visible to other
service users
n A private office for follow-up work
n Adequate public reception and waiting room
n Means of keeping children accompanying their parents occupied, such as crèche facilities
or toys and
n Toilet facilities to meet the needs of both the staff and the public

Resourcing Standards

In addition to these requirements Type II and Type III service providers should be able to
demonstrate that their premises have:
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The good practice guidance is provided here to allow services to assess the quality of their current
premises. This does not apply to Telephone Helplines.
Reception areas should:
n
n
n
n
n

Have level access to street or level access to lift
Be sufficiently large to accommodate those waiting for service
Be warm, safe and away from public gaze (for example, using screens)
Have access to a WC and
Have some natural light.

If there is a receptionist then the area should include the necessary space for them plus an alarm.
It should include facilities for children, ideally a play area with toys and a low table where they can sit.
Space should be provided where women can wait separately from men who are not from their
immediate families, where this is appropriate (for example, if serving certain Muslim communities).

Interview Space
The number of interview cubicles required depends upon the number of advisers employed and
the nature of the work of the agency. For example, how much time is spent with the client and
how much on follow-up work? As a rule of thumb, three advisers can usually share two cubicles.
Cubicles vary in size but, for comfort, experience suggests a minimum size of seven square metres.
At least one cubicle should be large enough to accommodate a family of five, plus the adviser and
a table and be comfortable for the length of the advice session (about 10 square metres).
All cubicles should have at least one large window onto an area in constant use by colleagues but
should also be soundproof. A panic alarm should be fitted.

Storage
Client records will need to be kept for substantial periods of time. There should be sufficient, safe
and secure space for this purpose.

Meeting Space
Services should have access to space for regular staff meetings, training events and networking
meetings.

Standard 6.2
Service providers must pay sufficient attention to human resource
planning to maintain service outputs and inform future planning.
The maintenance of service delivery is important if service users are to have confidence in the service’s
capacity to address their problem.
To comply with this Standard, Type I service providers should have procedures in place to minimise
disruption in the event of staff and volunteer sickness, including the provision of cover to maintain levels
of service.
In addition, Type II and Type III providers should be able to demonstrate that they monitor and
analyse the time spent by staff on the different Types of activity undertaken and the topics as tools for
future planning.
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Human resource planning is needed to take account not only of the numbers, types and quality of staff
needed to deliver services, but to enable a service to plan to ensure that minimum legal standards are
met in respect of employment.
Human resource planning should be incorporated into service and forward planning, and in the
development of good practice policies in relation to employment.
The planning process enables a service to look at the numbers of paid and unpaid staff that are needed
to offer an effective service, and the deployment of staff resources in meeting the needs of that service.
In working out the number of volunteers needed, it will look at demands that can be made realistically
on volunteers’ time. This will include:
Time spent on the tasks for which they have volunteered
Supervision and support time
Training time
Time spent in meetings, including team meetings, updating meetings, general meetings
of volunteers and
n Time spent on holiday
n
n
n
n

If a volunteer can offer ten hours per week to the service, the service will have to assess how much
time over a month will be spent in non-service delivery tasks. The service can then assess the number
of volunteers needed to cover planned tasks by looking at the total number of hours of tasks it would
wish volunteers to cover, and then setting a realistic assessment of the actual number of hours a
volunteer can work.
Analysing staffing requirements is more complex, in that a larger number of tasks need to be analysed
for each member of staff. Staffing levels are also determined by other variants, such as the actual
and expected financial resources of the service. Planning staffing levels will include the following
considerations:
n The number of staff required to undertake the tasks – each job needs to be broken down into
tasks, and the time required for these task areas needs to be analysed
n If offering an advice service, the balance between casework and follow-up – determining the
optimum casework load per adviser
n Impact of statutory duties – for example, DAS
n Training required to meet the needs of the service – do existing staff need additional training?
How much general training time will be needed over the next year?
How will annual leave and sickness impact on the service?
What happens if key staff leave over the period of the plan? How will the recruitment of new staff
impact on service delivery? How will the need to fill a post quickly impact on the skills and experience
levels in the service?
If service providers have a DAS caseload, how will the service be affected if the DAS Approved Adviser
ceases to act as such or leaves employment with the service provider?

TIP There are no hard and fast rules but common practice is to have one administrative support
post for four to five full time advisers

P

Resourcing Standards

Human resource planning should also look at the ratios of front-line and office staff, volunteers to
management and supervisory staff. It can help to identify where additional management support may
be needed if a manager is supervising too many staff or volunteers.
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Areas that should be examined in the process of an annual review will include all the major policy areas
that impact directly on staff and volunteers. These policy areas will include those issues where there is a
legal obligation on the service. The main headings of these policy areas are:
n Terms and Conditions: which will include holidays; pensions and sick pay entitlements; notice
periods; grievance and disciplinary procedures; statutory maternity pay and leave; discretionary
parental leave provisions; hours of work; and redundancy agreements
n Salaries: which will include grading; pay reviews; job evaluation procedures
n Training and Development: which can include supervision and appraisal procedures
n Employee Relations: which will include relationships with trades unions and internal
communication
n Recruitment and
n Health, Safety and Security
All services should use monitoring to identify where problems may be arising and establish contingency
plans to cover for unexpected emergencies, such as staff sickness. Regular review of personnel policies
and procedures should form part of the annual review programme, and human resource planning should
be included in both service and forward plans.
Services should look closely at how staff are expected to use their time at work, and should encourage
the development of individual work plans which allocate time for follow-up work on cases, necessary
administrative time, training, networking and meetings.
Developing general good practice in the management of volunteers is also an important area in human
resource planning. Volunteers’ handbooks should be developed, which set out clear guidelines in working
with volunteers, what are the service’s policies in relation to areas where volunteers may be deployed
and the responsibilities of both the service and the volunteer. Clear boundaries may need to be set on
the management of volunteers by paid staff, particularly where a volunteer may have some external
association with a member of staff with a management or supervisory responsibility for their work.

Standard 6.3
All services must be able to demonstrate that their annual budget is
sufficient to resource the requirements of these Standards and sufficient
to resource the commitments established in the Service Plan.
Service users, funders, and those involved in planning and delivering the service need to be assured that
the service and quality plans can be met and be sustained.
For all service providers each element of the Service Plan and the plan to meet these Standards must
be costed and included within the service’s annual budget.
The cost of meeting these Standards needs to be considered. For many services, costing this work
will inform whether there is a need for additional resources to develop their service or to maintain
compliance.
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